In the regulated world of online gaming, companies like Mr Q face unique challenges in balancing compliance with
user experience. One frequent pain point is the surge of repeated customer questions about account verification—

questions that clog support channels, frustrate users, and slow down onboarding.

Account verification isn't just a nice-to-have; it's a legal obligation mandated by regulators like the Gambling
Commission in Great Britain, whose licensing requirements ensure player safety and integrity. The Competition
and Markets Authority (CMA) also influences consumer protection and fair practices in the sector, further

necessitating clear and compliant verification flows.

In this post, I'll share design and content strategies to reduce recurring verification questions — focusing on
simplicity, progressive disclosure, and operational efficiency. Plus, we'll explore how leveraging reusable
components from a solid design system and tools like reCAPTCHA can improve flow clarity and security, while

supporting deflection and consistent language across channels.

Understanding the Root Causes of Repeated Verification Questions

Before jumping into fixes, it's crucial to understand why users repeatedly ask about verification steps despite

existing instructions. Typical causes include:

¢ Information Overload: Verification details buried within dense text or multiple menu layers create friction

and confusion.

* Inconsistent Terminology: Mismatched language between Ul labels, support scripts, and terms & conditions

creates cognitive load.

* Poor Flow Visibility: Users unclear on where they are in the verification process or what documents are

required.

* Lack of Trustworthy Guidance: No clear “single source of truth” where users can find authoritative info at

any point.

* Impatience and Speed: Slow loading on mobile or excessive steps can prompt users to abandon and ask for

help instead.

Addressing these requires a layered approach combining UX writing, visual design, and operational processes.




Simplicity as Managed Complexity in Account Verification

Compliance requires certain mandatory steps, but “simple” doesn’'t mean "dumbed down.” Instead, simplicity is

managed complexity: the art of making complex obligations feel straightforward through smart design.
Key principles include:
* Minimize Cognitive Load: Use plain language and clear labels based on a single source of truth—an

authoritative content repository powering all touchpoints.

¢ Chunk Information: Break down verification requirements into digestible sections rather than overwhelming

users with walls of text.
* Visual Cues: Icons, progress bars, and microcopy help set clear expectations on what's next.

* Mobile-First Mindset: Given that many users interact via mobile, the design should cater to slower

connections and smaller screens.

Mr Q's implementation of reusable components from their design system illustrates this well. For example,
verification steps reuse a common input style and information tooltip pattern—helping users immediately

recognize familiar elements and reducing friction.

Case in Point: reCAPTCHA Integration

Security and fraud prevention tools like Google's reCAPTCHA often introduce friction, progressive disclosure but

when thoughtfully integrated, they can boost trust while minimizing interruptions.

® Embed reCAPTCHA as a seamless part of form fields rather than a separate, intrusive step.
* Use contextual language explaining why reCAPTCHA is necessary (“To keep your account secure").

* Ensure the challenge adapts to device and connection quality to avoid frustration.

Progressive Disclosure and Hierarchy: Guiding Users Step-by-Step

Progressive disclosure means revealing information and options only as needed, reducing cognitive overload and

spurious questions.

How to apply this to verification:
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1. Start with the Essentials: Show only the fields or document uploads strictly required upfront.

2. Educate Contextually: Offer triggering tooltips or expandable sections that explain why data is needed, e.g.,

"We verify your identity to comply with Gambling Commission regulations."
3. Visual Hierarchy: Use clear headings, color contrast, and spacing to prioritize action items and deadlines.
4. Feedback Loops: After submitting a document, confirm receipt and clarify next steps or expected wait times.
Implementing these principles within a shared design system ensures all verification touchpoints—whether Ul

labels, emails, or chatbots—speak the same language. This consistency creates a virtual “single source of truth”

that lowers search friction.

Reducing Redundant Support Contacts

By layering progressive disclosure, users don't have to jump back and forth between FAQs, emails, and chat

support asking “What documents do | need?”, “Did my upload work?”, or “Why is my account still unverified?”

Instead, they are gently guided through each stage, with ready help links and contact options that escalate only

when absolutely necessary—ultimately reducing operational support costs and improving customer satisfaction.

Lobby Design and Search Friction: Crafting the Verification Hub

Consider the verification section of a gambling platform as a “lobby”: the gateway users enter when managing
their account. Poor lobby design creates search friction—users struggle to find relevant verification information

quickly.
Best practices for lobby design include:

® Clear Calls to Action: Buttons like “Verify Now" or “Upload Documents” should be distinct and actionable.

* Summary Status: A dashboard area showing verification progress at a glance—e.g., "ldentity Verified: V",
"Address Pending: $3".

* Accessible Help: FAQ snippets or direct chat links embedded here reduce detours.

* Consistent Navigation: Avoid burying verification under unrelated menus — keep it top level or in a

persistent sidebar.

Mr Q's design system strongly advocates reusable card components that display verification statuses and next
steps, enabling quick comprehension and minimizing unnecessary clicks. This streamlines the journey, reducing

user frustration and repeated queries.

Search Friction Impact on Support Deflection

When users can't find verification information easily, they turn to support. High search friction correlates with

higher support volume, increasing operational costs.

Conversely, a well-designed lobby and content hierarchy—reinforced by consistent language from a single source

of truth—encourage self-service, resulting in effective support deflection without compromising compliance.

Operational Impact of Fewer Verification Steps
Streamlining the verification process yields tangible benefits beyond improved user experience:

Benefit Description Example Faster Onboarding Reducing unnecessary steps shortens time to account readiness,

reducing drop-off. Mr Q cut verification steps by 30%, increasing completed registrations. Lower Support Costs



Clear flows and consistent info reduce volume of repetitive queries. Fewer refund and identity request tickets after
improving help content hierarchy. Improved Compliance Explicitly documenting each step with regulator-aligned
language passes audits with fewer findings. Aligned terminology with Gambling Commission guidelines in Ul and
T&Cs. Higher Player Trust Transparency and smooth verification improve perception of brand integrity. Positive

post-verification feedback surveys from players on Mr Q platform.

Beyond these benefits, reduced verification complexity often leads to better cross-team collaboration. When
design, compliance, and support teams rely on the same design system and content repository, updates

propagate consistently, preventing the “version drift” that confuses users and agents alike.

Practical Checklist to Reduce Verification-Related Questions

1. Create a Single Source of Truth: Develop and maintain a central content repository for all verification-

related copy, accessible to design, support, and legal teams.

2. Audit Language Consistency: Review all Ul labels, help articles, and T&Cs to align terminology and avoid
synonyms or jargon.

3. Design Progressive Flows: Use stepwise disclosure and reusable components to chunk verification steps
logically.

4. Optimize Lobby UX: Craft a verification dashboard summarizing status clearly with calls to action and
embedded support links.

5. Ensure Mobile Performance: Test all flows on slow connections, adapting content and controls dynamically.

6. Integrate reCAPTCHA Sensibly: Embed verification safeguards without interrupting flow, and explain

purpose for transparency.

7. Measure and Iterate: Monitor support ticket trends and user feedback post-implementation to refine

accordingly.

Conclusion

Reducing repeated questions about account verification is not just about adding more instructions or FAQs. It's
about mastering simplicity as managed complexity, designing with hierarchy and progressive disclosure,
minimizing search friction in the verification hub, and recognizing the operational impacts of leaner, clearer

processes.

By leveraging a robust design system, tools like reCAPTCHA, and aligning language consistently as a single source
of truth, regulated operators like Mr Q can meet stringent Gambling Commission requirements while providing a

user-friendly experience that supports deflection and drives business results.

Effective verification processes are a win-win—helping users onboard with confidence and compliance teams stay

audit-ready, all while operational support is freed up to handle more complex issues.

Are you ready to transform your verification flow and cut down those support questions? Start by auditing your

current content and design patterns today.



