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• Providing an interactive tutorial situated within 
the actual target task webpage.

• Making the tutorial creation process more 
convenient than providing assistance.

• Generating instructions that are more 
understandable to a layperson.

• Hypotheses
• H1 – Helpers generate tutorial more quickly by 

demonstration than writing instructions or video 
tutorials.

• H2 – Help-seekers complete the online tasks more 
quickly than other alternatives (written instructions 
and video tutorials). 

• Evaluation Method
• In-lab controlled study for helper.
• In-lab controlled study  for help-seekers. 

A user having trouble 
booking a flight ticket.
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Request for help 
from  a family 
member. The 

helper decides  to 
use Remo.

A helper demonstrates the task and Remo 
records all the interaction across web pages. 

Remo generates an 
interactive tutorial and a 

helper can share the 
tutorial with the user.

A user can follow the tutorial by following 
the instructions  available on the webpage. 

Click the date that you want to return. 

The helper can 
customize the 

tutorial by revising 
instructions.

The needfinding study - helpers

• We conducted online surveys to helpers (N = 84) to understand 
the challenges in assisting their peers remotely. 

• Findings
• Understanding what they want to accomplish is challenging.
• Balance between helping and taking over the task. 
• Helpers can not access the computer screen of the user.
• Time-consuming and frustrating. 
• Many participants end up taking over and doing the task 

themselves.
🡺 The lack of learning experience for users. 

The needfinding study – helpseekers

• We plan to conduct a study with Internet users who have 
trouble conducting online tasks. (N=10) 

• We will ask the participants to follow a written tutorial to 
complete the following tasks. 
• Booking a movie ticket.
• Transferring money using Paypal/Venmo.

• The screen will be recorded. 
• We plan to conduct the follow-up interview to understand how 

they receive remote assistance. 

Design Principles

• People with low digital literacy struggle with online tasks.
• Often they receive help from peers. In-person assistance is ideal 

but not available all the time. 
• Remote help can be challenging for both helpers and users due 

to:
• The lack of shared visual context. 
• Context switch that a user needs to make.
• Confusing technical terms and jargon.  

🡺 The need for a system that a helper can utilize to assist a 
remote user asynchronously.
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• People with low digital literacy struggle with online tasks.
• Often they receive help from peers but in-person assistance is 

ideal but not available all the times. 
• Remote help can be challenging for both helpers and users

• The lack of shared visual context. 
• Context switch that a user needs to make.
• Technical terms and jargons can be confusing.  

🡺 The need for a system that a helper can easily assist a remote 
user asynchronously.

• Providing a tutorial situated within the web page.
• Making the remote assistanceefficient by allowing 

users to create tutorials by demonstration.
• Making an interactive tutorial that work across 

multiple web pages. 

• Hypotheses
• H1 – Helpers generate tutorial more quickly by 

demonstration than writing instructions or video 
tutorials.

• H2 – Help seekers complete the online tasks more 
quickly than other alternatives (written instructions 
and video tutorials. 

• Evaluation Method
• In-lab controlled study  for helper
• In-lab controlled study  for help-seekers 

A Helper Demonstrate an online task

Remo handles the 
recording process

After clicking the extension icon, Remo’s window will pop on the 
top of the helper’s current web page. The helper can click 
‘Start’ to record demonstration .

A user having trouble in 
booking a flight ticket

A Recipient
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Task Demonstration 

• The task is to create 
a Google Account.

• Highlighted regions 
that act as visual 
cues to allow users 
to interact with 
specific elements in 
the web page.

Request for help to  
a family member 

and the helper 
decide to use Remo

A helper demonstrate the task and Remo 
records all the interaction across web pages 

Remo generate a 
interactive tutorial and a 

helper can share the 
tutorial with the user.

A user can follow the tutorial by following 
the instruction available on the webpage. 

Click the date that you want to return. 

The helper can 
customize the 

tutorial by revising 
instructions.

People with limited digital fluency struggle to keep up with our 
increasing dependence on websites for everyday tasks like paying 
bills or communicating via email. Existing methods to provide 
assistance consist of remote help such as phone calls, or detailed 
instructions via email or text messages. However, remote 
methods of assistance may lead to communication issues 
between the helper and the help-seeker, arising due to a lack of 
understanding of the context within which the help-seeker 
requests help. Moreover, help-seekers are often unacquainted 
with the terminology associated with web navigation. For these 
reasons, help-seekers often prefer to request in-person assistance 
for such tasks, which may not always be possible. In order to 
bridge the gap between in-person sup-port and remote help, we 
develop Remo, a Chrome extension, which will allow users to 
create interactive tutorials by demonstration. These tutorials will 
be embedded within a web page and will make use of visual cues 
to direct users to specific parts of the page. Remo aims to provide 
opportunities for people with limited digital fluency to complete 
an online task by following the step-by-step and task specific 
tutorials generated by their peers. Using Remo, we anticipate that 
the target population will be able to get personalized assistance, 
similar to in-person support, and eventually learn how to 
complete broader online tasks independently.

The needfinding study - helper

• We conducted online surveys to helpers (N = 84) to understand 
the challenges in assisting their peers remotely. 

• Findings
• Understanding what they want to accomplish is challenging.
• Balance between helping remotely and taking over the task. 
• Cannot access the computer screen of the user
• Time-consuming and frustrating. 
• Many participants end up doing the task on behalf

🡺 The lack of learning experience for users. 

The needfinding study – helpseekers

• We plan to conduct a study with Internet users who have 
trouble in conducting online tasks. (N=10) 

• We will ask the participants to follow a written tutorial to 
complete the following tasks. 
• Booking a movie ticket
• Transferring money using Paypal/Venmo

• The screen will be recorded. 
• We plan to conduct the follow-up interview to understand how 

they receive remote assistance. 

Design Principles




