UX content and
the pursuit for
Ice cream
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Why content matters

Taking the right tone

Shortcuts to success
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Your content is usually part of
something much bigger
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“...If an actor does something that seems out
of character, your audience will iImmediately
notice, it breaks the scene.

It’s the same with writing. If your user reads a

line of text that sounds unlike anything else
IN your product, it breaks the experience and

makes your user start doubting you.”

John Saito
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How a user feels about content iIs
more important than we think

The Atlantic

BUSINESS

The Irrational Consumer: Why

Economics Is Dead Wrong About

How We Make Choices nc‘

By Derek Thompson

ard Professor Says 9

The irrational cc e ... . PchasingDecisions Are
making based o e
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«— Usability

+«— Strategic intent
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<— Voice and tone
«— Usability

+«— Strategic intent
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It’s all so easy to create the wrong

feelings

404
Looks like you flatlined.

RESUSCITATE YOURSELF
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Voice

Constant
Unique

Reflects your brand
personality
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Voice

Constant
Unique

Reflects your brand
personality

Rachel McConnell

Tone

Adapts to situation
Not unique

Conveys mood or
emotion
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“Voice is knowing who you are,
how you speak, and why.

Tone is about understanding your
audience and knowing when to
speak, and when not to.”

Anna Pickard
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Who creates your product
content guidelines?
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Too warm

Sugary
Cutesy

Silly
Loving
Playful

Rachel McConnell

This Is not enough

Vibrant
Optimistic
Caring
Intentional
Expert

Too sophisticated

Sleek

Authoritative
Complicated
Exclusive




‘Just right’ can’t be the same for
every bit of copy

Too warm

Sugary Vibrant Sleek
Cutesy Optimistic Authoritative

Silly Caring Complicated
Loving Intentional Exclusive
Playful Expert Elite
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Every bit of copy isn’t up for grabs

Pick a password

Don't reuse your bank password, we didn't
spend a lot on security for this app.

At least 6 characters
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Tone can’t be left open to
Interpretation

PASSWORD:

Must be 10 or more characters

CONFIRM PASSWORD:

\% SHOW

Erm, you need 10 or more characters

Tlo B



Taking the

right tone z/.ﬁ



Which attributes are appropriate at
which moments?
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Brand voice

Warm and friendly
Knowledgeable
Straightforward
Timely
Reassuring
Enthusiastic
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A tone framework will help you see

when attributes are appropriate

Constant voice attributes

Friendly Straight-forward Timely

Variable tone attributes and when to apply them

User’s emotions Tone attributes
Neutral Enthusiastic
Interested Knowledgeable
Confused Reassuring

Happy Enthusiastic



The foundations to good copy
guide you to the right tone

Final copy
T

Voice and tone

T

Interactions

T

Voice and tone

Structure

Usability A

Format
?

Substance

T

Measurement

T
Strategic intent Product strategy
?

- User needs/business goals
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Start with some basic journey mapping

)
E Product selection Onboarding Service centre Error resolution

7y

_CE” IFB{reoSvsgrr?gmg Setting up Seeking help Trying to fix what’s
5 . .

S Comparing their app Needing reassurance gone wrong

Rachel McConnell o B
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See what your empathy

mapping tells you
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Add feelings into your map

)
E Product selection Onboarding Service centre Error resolution

n

_CE” IFB{reoSvsgrr?gmg Setting up Seeking help Trying to fix what’s
5 . .

= Comparing their app Needing reassurance gone wrong

m .

= Curious (I_Dlurlous q Confused Angry

o5 Interested appy an Disappointed Frustrated

LL excited
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Then add your content examples

)

E Product selection Onboarding Service centre Error resolution
n

_CE” IFB{reoSvsgrr?gmg Setting up Seeking help Trying to fix what’s
5 . .

S Comparing their app Needing reassurance gone wrong

m "

= Curious (I_Dlurlous q Confused Angry

o5 Interested appy an Disappointed Frustrated

LL excited

"g Product descriptions onfirmation Help copy

9 messages Error messages
o Homepage copy Ul copy FAQs Chat responses
O Search snippets Navigation

Tooltips

Rachel McConnell
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Let your framework be

(some of) your guide

Constant voice attributes

Friendly Straight-forward Timely

Variable tone attributes and when to apply them

User’s emotions Tone attributes
Neutral Enthusiastic
Interested Knowledgeable
Confused Reassuring

Happy Enthusiastic



How does your team interpret brand
attributes?
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Enthusiastic

Rachel McConnell

Play with the dials

¢ Long time no see!!! Come on in, our members
f

have really been missing you!!!

Warm & friendly

Tlo B



l

Enthusiastic
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Find the right level

<’ Long time no see — our members have been
"? missing you. Hop back in!

Warm & friendly

Tlo B



|

Reassuring

Rachel McConnell

Don’t neglect errors and
confirmations

Cancel booking?

Your premium upgrade will be lost
along with any booking points.

Yes

l Cancel

Straightforward

lo B



Reassuring

Rachel McConnell

Don’t neglect errors and
confirmations

Cancel your booking?

You'll lose your premium upgrade and
any points associated with it, but you'll
keep the points already in your
account.

Yes, cancel

Go back

Straightforward

lo B
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Understand how word choice
can impact your tone

Hurry! Free trial ends in 3 days
Then $4.99 a month

Don’t miss out, subscribe today for $2.99 a month

Timely

Tlo B
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Understand how word choice
can impact your tone

Your free trial ends in 3 days
Then $4.99 a month

Or subscribe today for $2.99 a month

Timely

Tlo B
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success
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Spend more time on the right
hand-side of product design

Product design/ How it looks Product What it means Content design/
UX design and works design and says UX writing

Rachel McConnell o B
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Try conversational
designh exercises

Creates appropriate tone

Highlights vocabulary and
Interactions

Defines order and structure

Surfaces misalignments

Tlo B
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Role play your user and
business interaction

Taylor:
Yes, I'd also like to understand and manage =
my symptoms. ST
Flo:

Tell us one of the symptoms you experience. = Valuepoint

Flo helps x
medical claim

T —

Taylor:
Cramps

Habit building:

- User logs a
Flo: ol

Lots of our users get cramps. We have these
awesome articles and courses to help you b0

Flo's articles and

understand and relieve them. s e
written by medical
W‘ﬁ

Taylor:
Wow! I'd find that very useful.

Flo:

What other symptoms do you experience? Habit building:

User logs a
symptom

Taylor:
Headaches.

Flo:

Taylor, now we know more about you. Your
cycle is considered regular and you
sometimes experience headaches and
cramps. The more you tell us, the better Flo
gets at supporting you and predicting how
you'll feel.

Taylor:
Good to know.

User action

User action

User action

lo B
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Take your conversation
Into prototyping

Why do you want to track
your period?

| want to:
(Choose as many as you'd like)

Know when my period is coming O

Understand my symptoms or
conditions

Tlo B
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Upskill your team In
thinking content-first

O'REILLY"

Strategic
Writing
for UX

Drive Engagement, Conversion, and
Retention with Every Word

L7/  ToreyPodmajersky

Tlo B



Rachel McConnell

Understand the expectations
of your brand

That’s a very nice photo, but
it's a bit too big. Try one that’s
smaller than 4,000px tall by
4,000px wide.

lo B



Featured

Best selling

Alphabetically: A-(Jay)Z

Alphabetically: Z-A
Cheap to expensive

Rich to poor

Date: New to Old



Never assume someone will have
the same sense of humour

It's on the way Martyn!

Awalt your parcel

It’s that time. Those countless hours
spent crying into the pillow are over;
your order has left our warehouse.
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Whoopsies aren’t cute

Y':_)LJR t‘v.o(_)BiLE LN Case we neeq 1o YN A4 ‘

Oops. you forgot to pop in your number! Don't
be shy.
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Read i1t out loud

The entire Tefal team thanks you

for your order!

Tlo B



Study brands that do content well

[

Shiny New Things

See your monthly stats, custom animated
race reports and more through email.

Update Settings
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Study brands that do content well

LOOK AFTER ME

Avoid post-wash regrets

Always check the label

ABOUT ME

Soft textile

No sheen, just feels

Main: 100% Cotton.
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Always keep ice cream in mind
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Thank
you

Why you need
a content team

T _
R aCheI C[]NI[NI I]ES'GN and how to build one

cccccccc Connell
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