IT'S ALL IN
THE DETAILS:

DRAFTING EFFECTIVE MICROCOPY
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e Words are my love language
e Major bookworm
e Studied Writing for Performance in undergrad
 Background in software engineering
o Worked with some really cool brands, including Converse and
Reformation
= Fun Fact: SWEs argue about word choice A LOT
o Collaborated closely with UX Designers
e Currently working in Communications, where | manage socials,
design copy for external communications, website, marketing
Mmaterials, and more




INTHIS SESSION:

What is microcopy?
e How is it different from regular copy?
Why is it an important part of the User Experience?
o And how bad microcopy impacts users
e 4 standards for drafting effective microcopy:
o Clear
o Purposeful
o Helpful
o Concise
Discover how UX Writing is tested & learn about additional resources
Practice what we learned with a short activity (if time allows)



SO...
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Cookie Notice

is Site uses cookies and similar technologies, including third-party cookies, to function properly, perform

lysis, offer you a better experience and send personalized advertising.

it MICROCOPY (AKA UX WRITING) = THE SMALL BITS OF TEXT THAT

II%, the cookies for which consent is required will not be stored on your device.

T T P S GUIDE USERS THROUGH AN EXPERIENCE

It helps users:
e understand what's happening
e know what to do next
o feel confident navigating an experience
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THE MAIN
DIFFERENGE
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COME BACK REFOCUS.
REMEMB R THE GOAL.




UXWRITING VS  COPYWRITING

Qﬁ? NORTH

Green Bay

MICROCOPY GOALS: COPY GOALS:

Guide the user e Persuade
Reduce friction e Entertain
Build confidence e INnform

Establish trust
Provide clarity

Create desire




HERE'S AN EXAMPLE:

THE PLAZA

THKE PLAZA

Experience New York's Iconic Luxury Hotel on Central Park South

Since its debut on October 1, 1907, The Plaza Hotel has remained a New York icon hosting world leaders, dignitaries, captains of industry, Broadway
legends, and Hollywood royalty. As an established staple for lavish society affairs and blockbuster films, The Plaza has welcomed guests from around the
world to enjoy its magic at the castle on Central Park South for more than 100 years. Ideally situated on Fifth Avenue, The Plaza’s prestigious address

continues to define elegance with unmatched service and an ever-evolving modern sensibility.

Read More

Share your Plaza story, and cast '
your vote in the CNT Readers' Save up to 20% off your stay this Celebrate Spring with our Cherry 111SKIN SPA/CLINIC: The Plaza's




WHY IT MATTERS:
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Find the right flight from 100s of
sites.
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WHY IT MATTERS:

KIAlYIAK + v

Find the right flight from 100s of
sites.
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MICROCOPY IS OFTEN AN
AFTERTHOUGHT

Microcopy is often:
e added at the end of the design process
e Written by whoever is available
o treated like filler

EVEN THOUGH it directly impacts:
e completion rates
e trust
e accessibility
e usability

Houston, we have a problem.



Can'tlogin
The operation couldn’t be
completed. (Transfer.OneTouch-

Help ¢ LoginFlow.FlowError error 3.)

Help 1sn't available for Instapaper.

OK

MyMedic would like to send you

o 5 e notifications.

You'll be notified about the latest tips, sales, and
discounts, so you and everyone you know can stay

alive.
no, | don't want to stay alive E}“.a

My MediC Gear IS a nuge value Tor the aollar, my Kits has

more gear than other competitors that cost much more.

RESULTING IN...

e« Tech jargon heavy alerts
o Confusing messaging
e Reliance on “confirm shaming”



WE CAN AVOID THIS BY LEARNING

WHAT MAKES
MICROCOPY

ERREGITIVE




THE BEST MICROCOPY IS...

2.PURPOSEFUL
3.CONCISE
4.NELPFUL

LET'S WALK THROUGH EACH BY IMPROVING AN EXAMPLE TOGETHER!

AWWW...DON’T CRY.

It's just a 404 Error!

What you're looking for may have been misplaced in Long Term Memory.




HERE’'S AN EXAMPLE OF A 404 PAGE THAT COULD USE SOME IMPROVEMENT

We're sorry! This page is currently unavailable.

WHAT D0 YOU NOTICE?



THE BEST MICROCOPY IS...

CLEAR

Uses familiar, unambiguous language and
commands

Ask yourself “Can the user understand this immediately?”



CLEAR MICROCOPY MIGHT LOOK LIKE:

Colorn

maintains the
404 7 brand’s tone

Gake a deep breaib/. the page you're looking for can't be found.

; -.:,.'..~E-"T‘.- .
i e

Head back to find your calm. &_/Ia nguag e
p rovides a

@ simple command

For Business

: gl "':‘ v r-" H:,_‘ :
uses sm‘\“p“l’é V™

Login

Try Calm for Free




HOW MIGHT WE IMPROVE THIS MESSAGE FOR CLARITY?

this Jopo is a [ink, but | wouldn’t
knongusf from Iooking at it... /—\

will it be
avalilable in

the future?
We're sorry! This page isc€urrentlypunavailable.

why apologiZG?\j

ho commands... what

Should the vser do
hext?



HOW MIGHT WE IMPROVE THIS MESSAGE FOR CLARITY?

remowved ambiguous
Ionguage
The page vou’re looking for is unavailable.
pagey g
Return Home

provide nexfs’repJ
as a command




THE BEST MICROCOPY IS...

PURPOSEFUL

|s necessary to the user journey and aligned
with a goal

Ask yourself “What am [ trying to achieve with this message?”



PURPOSEFUL MICROCOPY MIGHT LOOK LIKE:

Limited Time! Up to 30% OFF In-5tock Home Faves shop now see details

Free Shipping On Orders $30+ details also visit  FerFviii? E Sign Up For SMS . Gift Cards @' Find A Store & Sign In / Sign Up
ANTHROPOLOGIE A| HOME What are you looking for? @ I,_re
New! Top-Rated Dresses Clothing Shoes Accessories Weddings Home & Furniture Beauty IM&CNE Gifts & Seasonal Sale

supports the user by not
blaming them for the error

We can't seendto find what you're looking for..

care to keep exploring?

subt]e encouragemem‘

g
purpose: S
l.support the vser
2.keep the user on the site
longer -
’B.encow'age them to shop E
i
SHOP NEW ARRIVALS HAVE A QUESTIOM? 7. CTAS Thdf

encovrage the vser fo
stay on the sife



HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE PURPOSEFUL?

purpose - continue shopp'mgl

The page you’re looking for is unavailable.
Return Home

is this what we want the maybe add a second CTA to
give the user options to

2 2
vser fo dot whys explore?




HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE PURPOSEFUL?

The page you’re looking for is unavailable.

Check out our ne Is or return home to
rovide 2 alternate oot :
text steps that align J ¢continue shopping:
with the purpose clarified purpose: we want the

vser to stay on the site and
continuve Shopping




THE BEST MICROCOPY IS...

CONCISE

Uses as few words as possible to get the
POINt aCross

Ask yourself “Is this the simplest way to say what | mean?”



CONCISE MICROCOPY MIGHT LOOK LIKE:

Search everything at Walmart online and in store

Departments .~ Services v~

Uh-oh...

1O words in
This page could not be found. TOTOI, inClUdihg

&-/ a CTA!



HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE CONCISE?

“This page is vnavailapble.”
achieves the same message!

The-page you'relookingforis-unavailable.

Check out our new arrivals or return home to
this could robablyJ continue shopping.

be shortened!




HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE CONCISE?

shortened copy while
mainfchﬂng meaning

This page is unavailable.
Ready to continue shopping?

e
converted [inks tfo
buttons




THE BEST MICROCOPY IS..

NELPFUL

Guides the user to a solution, removes
uncertainty, and establishes trust.

Ask yourself “Does this actually help the user move forward?”



HELPFUL MICROCOPY MIGHT LOOK LIKE:

7 Expeduj Maore travel » & English List your property Support Trips Sign in

Sorry,
it seems we've

taken a wrong turn.

' : : d i i
Get your journey back on track with one of the following options. mainfains brand fone

provides reassvrance
¢ mulifple optionsifor

Find travel deals &/ the user to continve

Sign in or reqgister

Head Home




HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE HELPFUL?

This page is unavailable. e e oo S i

: iNQ? for something specific:
Ready to continue shopping” iy il & Search barl

e
maybe add a [ink to
he help page?




A LITTLE REMINDER OF WHERE WE STARTED...

We're sorry! This page is currently unavailable.



HOW MIGHT WE IMPROVE THIS MESSAGE TO BE MORE HELPFUL?

tweaked Ianguage tfo fee| more
This page is unavailable. supportive ¢ on brand

It’s easy to get lost in th€aisles. >

Let’s get you back on track.

@D U
3 clear sofvutions
are provided to

the vser! (O\ )

added a search bar for a more custom experience




PUTTING MICROCOPY TO
THE TEST

e Conduct User Research
o |Interviews
o Surveys
o Observation
o A/B Testing




LET'S REVIEW!

Microcopy = words that guide the user through an experience
UX Writing and Copywriting have different goals:

UX WRITING GOALS:  COPYWRITING GOALS:

e Guide the user e Persuade

e Reduce friction e Entertain
e Build confidence e Inform
e Establish trust e Create desire

e Provide clarity

Without a clear understanding of UX Writing, you risk losing trust
The Best Microcopy is: Clear, Purposeful, Concise, & Helpful
UX Writing can be tested with user research




WANT TO LEARN MORE?

e Practice!
e Observe microcopy in the wild [—
e Follow message boards & blogs: %rotegic
" riting
o UX Writing Hub | for UX
o UX Content Collective Drive Engagement, Conversion,and

Retention with Every Word

o r/uxwriting (Reddit)

Torrey Podmajersky

recommended reading: ¥



Google

404. That's an error.

The requested URL /404 was not found on this server.
That's all we know.




T“ANK Sl
YOUSO
MUCH!




WEBSITES REFERENGED:

e Urbanoutfitters.com

e prada.com

e theplazany.com

e kayak.com

e pixar.com

e target.com/404

e calm.com/404

e anthropologie.com/404
e walmart.com/404

o expedia.com/404



http://urbanoutfitters.com/
http://prada.com/
http://theplazany.com/
http://kayak.com/
http://pixar.com/
http://target.com/404
http://calm.com/404
http://anthropologie.com/404
http://walmart.com/404
http://expedia.com/404
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