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What is UX copy:

A Microcopy

-9

Tiny words, big impact on the UX.
Short, small, brief text.

Copy that you don't even realise is
there, barely notice you're reading it.
Forms part of the product and
engages the user.

Conversational interface.
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Microcopy - 7iny Words, Big UX Impact
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What is UX copy:

.ét Microcopy Navigation

Tiny words, big impact on the UX. Anything that is clickable.

Short, small, brief text. Buttons, dashboard labels, CTAs,
Copy that you don't even realise is prompts, etc.

there, barely notice you're reading it. Any copy which requires action,

Forms part of the product and and moves the user through the
engages the user. flow/around the product.

Conversational interface.
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@ Navigation - C7As

X “Confirm pickup” is

ambiguous.

X Is the user committing to
booking a ride, or just
selecting their current

location?

X Will they be able to change
the location once they have

“confirmed”?

=  Select pickup location

o Near Ticket Office Yas Marina Ci...

cks @ ! ,

East Grand Sta...

//)

&=o» Economy

‘
Confirm pickup

Browser allows you to give

temporary permission to an app, it

will be revoked when you press

home (the app will be force

closed).

Bouncer needs an accessibility
service to automate this. You will
see Bouncer remove the
permission for you, it may take a

couple of seconds.
Bouncer does not collect any info

and only activates when a

permission dialog is shown.

ENABLE BOUNCER

&

Emirates

v CTA is supported by the content.

v It's clear what action is going to
happen when they press the
button.
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Emlrates
SkycCargo

Shipment Details
X Difference between ‘Suggest’

Pieces | | m Goods Desc * | | and ‘Get’ isn't clear.

3
@ Navigation - C7As &y

Weight * | | | Kilos Ready Date * | 02 APR 2020 | =
Volume * @) Cubic Metres Currency | | . . . .
X Asking for flight details again
e — below.

have the same value as “"Get

Flight No. * Departure Date * From * To* Fllghts "
@ | EK | | | | DD MMM YYYY | — | | |
o e || | | DD MMM YYYY | ™ | ||

Add Flight Delete Selected Flight
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@ Navigation - Dashboard's

Customer Service Representative

© SanFrancisco, CA - Preview this post

v Copy which helps a user find their

SUMMARY APPLICANTS JOB BOARD INTERVIEWS ACTIVITY BROADCAST NOTIFICATIONS

way around a product.

% v They can navigate to the right part

3154 1,546 912 “

of the product to get their task

APPLICANTS INTERVIEWS FORWARDS 200
\ 3 I I
o B ] a
S M T W T S M T W T S

done. The wrong word, and they

users won't find the right section.
TOTALS - Outof 5,231 views APPLICANTS/DAY
LOCATIONS

WORKFLOWS

v Emirates Partners/Agents

JOB BOARDS

SOCIAL
Post to Facebook
JOB DESCRIPTION /' EDIT f
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What is UX copy:

.{:\ Microcopy Navigation 2@3 Feedback

-9

Tiny words, big impact on the UX. Anything that is clickable. Loading handlers, Error messages,
Short, small, brief text. Buttons, dashboard labels, CTAs, support text, alerts etc.

Copy that you don't even realise is prompts, etc. Should be appropriate. Doesn't have
there, barely notice you're reading it. Any copy which requires action, to be clever, cute, or funny.

Forms part of the product and and moves the user through the Goal is to remove user-anxiety,
engages the user. flow/around the product. provide reassurance, always

Conversational interface. informing the user what stage of the
journey they're at.
Biggest impact on

bounce/abandonment rates.
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Feedback — Poor Examples

Error

ﬁ unauthorized

X Blames the user. Even if it is the user’s fault - it is
never the user’s fault.

X Doesn't provide any feedback as to why something
has gone wrong.

0 You've been warned 3 times that this file does not exist.
L. Now you've made us catch this worthless exception and we're upset.
Do not do this again.

x|
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Feedback — Good Example

]
O G

)

No SiM ¥ 3:07 PM

< B - mailchimp.co

@

YOUr usetname?

Username

Sorry. we couldn’t find an account with
that username. Can we help you recover

¥ 100 -

0]

f

| 3hoobed1 @gmail.com

Password

O

Error Messages

v Appropriate tone and language.

v' Explains why there is an error/why
the user cannot continue the
journey.

v" Suggest a solution and an
alternative.

v Lends a "helping hand” to the user.

v" Fully aware of the user’s problem
and context.

v" Includes a CTA which can help the
user solve or improve on the
problem.

3
&
Emirates

VN

You're out of space

Your free account limits you to
60 MB of uploads every 30
days. After that, your notes stop
syncing.

‘ Upgrade for More Space
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What is UX copy:

‘:@:‘ Feedback E=J Information

Navigation

A Microcopy

-9

Tiny words, big impact on the UX.
Short, small, brief text.

Copy that you don't even realise is

there, barely notice you're reading it.

Forms part of the product and
engages the user.

Conversational interface.

Anything that is clickable.
Buttons, dashboard labels, CTAs,
prompts, etc.

Any copy which requires action,
and moves the user through the

flow/around the product.

Loading handlers, Error messages,
support text, alerts etc.

Should be appropriate. Doesn't
have to be clever, cute, or funny.
Goal is to remove user-anxiety,
provide reassurance, always
informing the user what stage of
the journey they're at.

Biggest impact on

bounce/abandonment rates.

Informational, explanatory, “long-
form”

Short space to communicate
important information/message.
“Content,” push notifications, sales

copy, “wordy"” but succinct.
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Informational

Browser allows you to give
temporary permission to an app, it

will be revoked when you press

home (the app will be force

closed).

Bouncer needs an accessibility
service to automate this. You will
see Bouncer remove the
permission for you, it may take a

couple of seconds.
Bouncer does not collect any info

and only activates when a

permission dialog is shown.

ENABLE BOUNCER

%

Emirates

v Important information,

condensed.

v Informational, instructional

content.

v Well edited.

v" Succinct, to the point.

v' Tone is appropriate to the product
and the task.
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==J Informational

‘ Blﬂ‘:%n ON THE MENU PRICING WINE GIFTS SHOP Welcome back! m

Discover Dinner with Blue Apron

Choose from a variety of chef-
designed, step-by-step recipes
every week

Get fresh, seasonal ingredients
delivered right to your door

®

GET COOKING
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Why does UX copy matter?

Usability

Makes the product usable.
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Usability
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Usability

Have an account? Sign in

okcupid

Join the best free dating site on Earth.
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- Gl Usability
) mm v I o & E ®

amazon

~~—"prime

©

vprime

% i rd A g ~ -
Prime
L v
$189 vprime ARRRY ™
$29%7 prime ARER -
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— consectetur a erat

O

tellus in hac habirasse platea
dictumst vestibulum

Lorem ipsum dolor sit amet, consectetur
adipiscing elit, sed do eiusmod tempor

incididunt ut labore et dolore magna aliqua.

Sit amet feugiat
Ornare na Quam

Deugiat nisl ¢u non
fringilla phasellus >
id consectetur >

A » S o

Diam Neqgue Gravida Augue

(o]
=%
o

Usable

<« My Baggage Status

Om

Your bags
have not been delivered.

We're sorry, your bags have been delayed.

12 September 2020
Dubai to London

Aoibheann Schwartz 6 Bags
See delayed bags >
See bags not delayed >
» > B A =
fram) —
Home Book My trips Skywards More

3.

Emirates

eseee Sketch & 9:41 AM 100% -

€ My Baggage Status

O

Some of your bags have
been delayed

QOur staff have been alerted, and we are
working to get your bags back to you. In the
meantime, you can track updates to your
baggage progress.

Optimal

m—)

12 March 2020
Dubai to Auckland

EKZZG/

Daniel Read 6 Bags

2 bags delayed >

4 bags on connecting flight >
A > % & =
[ ] —
Home Book My trips Skywards More
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Why does UX copy matter?

Usability £7 scannability

Makes the product usable. Users’ reading behaviour online is
different. People rarely read web
pages word by word. They scan
pages, picking out individual words
and sentences.

Helps with attention spans and
accessibility and how users process

information.
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.é_—lb. Scannability — Reading internet content

—J

Nielsen Norman Group:
How Users Read on the Web

Summary: Theydon't.

- People rarely read web pages word by word (16%).
- Users scan the page, picking out individual words and sentences (79%).
- As a result, web pages have to employ scannable text.

- Measuring the effect of improved web writing.
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O®- Scannability — Writing important messages, for users who hate to read

—J

BEFORE

Are you sure you want to delete this shared
folder?

m The selected folder "Medium articles” is a shared

folder. If you delete this folder from your computer, it'll
be removed from your Dropbox, but the other members
of this shared folder will still be able to access it.

Do you want to continue with deleting this shared
folder?

Cancel Yes, Delete Shared Folder

AFTER

Remove shared folder from your Dropbox?
This will remove "Medium articles” from your Dropbox,
m Other members will still have access,

Cancel Remove

v' Scannability.

v" As brief and as accurate as possible.

v' Average attention span of Internet user has dropped to 8
seconds as compared to 12 seconds in 2000.

v" Design words for people who hate to read.
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é-_?} Scannability — Writing important messages, for users who hate to read

—J

&« Select Passenger

= Less is more!
Please choose passenger

Please select the passenger that you would
like to receive information on how to track
and retrieve your baggage.

= Be as brief and as accurate as possible.

12 March 2020 =  Write for people who hate to read.
Dubai to Auckland EKEEB/

1 Connection

Daniel Read >

Brian Read >
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GOV.UK research study:
Design principles for reading on-screen

- People read differently on screen, than on paper.
- F shaped pattern.

- Two horizontal stripes, followed by a vertical stripe.
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F-shaped Pattern
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Readability issues?

X Text too small?

X |Is centered text readable and
accessible?

X How many words should be on one
line?

X Does the order of information and
content make sense? Could we erase
any of it or move it around? Is it
scannable?

X Would someone who hates reading
want to read this?

3,
Emirares
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BOOK MANAGE EXPERIENCE DESTINATIONS LOYALTY HELP

82

Join SkWards

Introduction copy, supporting the content, presented
maximum in three lines Introduction copy, supporting the
content, presented maximum in three lines

Make the most of every mile

Our award-winning frequent flyer programme Costs nothing 1o join and will change the way you see the world forever. It's simpler than ever before to
apply and begin collecting more Miles more quickly in even more ways. Membership gives you the chance 10 eam and spend Miles with Emirates and
fiydubai, as well as with our wide selection of partners. Enhance your travel experience with benefits and services that make every trip more
rewarding

Join Skywards 2 ()

i) LOGIN @
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Why does UX copy matter?

. = - C¥ .
Usability ¢ Scannability 85 ) Conversion

Makes the product usable. Users’ reading behaviour online is The right copy can reduce
different. People rarely read web bounce rates and make sure
pages word by word. They scan the user completes to journey.
pages, picking out individual words Makes tasks easier and more
and sentences. seamless to complete.

Helps with attention spans and
accessibility and how users process

information.
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8o J Conversion - Selling seats

+3.80% +2.50%

Revenue per Visitor Revenue per Converter

+1.25%

Uplift in Conversion

Test Variant

v Nocharoe » i . For the test we have included
“Only” in front of the seat label
and also made the background
of the text label red to add
additional urgency

" No charge

AED
2.400 Na—y—
m — Designing for anxiety
" With this test we have only changed subtle instances in the Ul such as colour (Red)
Select and wording (“Only”), these combined factors have helped to add a touch of anxiety
in the users purchase decision, we sometimes have 1o design negative experiences
for the user, to have positive effects on the business

)
Emirares

)
Business Em?;’:ares




ROLE OF UX COPY

r"\E

]

&9(_) Conversion — Miles Upgrade

Before
X Eligibility: Users couldn’t understand

whether a Miles Upgrade was eligible for

the particular fare.

X Availability: Users couldn’t understand

whether a Miles Upgrade was currently

available for the particular fare.

X Future potential availability: Not clear

whether some of the fares may, at some
stage in the future, become available. The

subject to availability wasn't clear.

Services (per person)

[Compare all services

[ Baggage

mio  Seat selection

&b, Skywards Miles
@.I‘* Chauffeur/Lounge

Upgrade to First
(Subject to availability)

¢
[# Change fee
@

Refund fee

| —

3.

Emirates

+" 40 kg " 40kg «" 40kg
m Restricted +" Complimentary +" Complimentary
" 3,000 Miles " 3,750 Miles +" 5,250 Miles
X Not eligible + Eligible + Eligible
» Mot permitted «" 39,000 Miles «" 30,000 Miles
+" No charge +" Mo charge +" Mo charge
+" No charge +" No charge +" Mo charge
AED AED AED
8,385 8,925 11,145
Select ‘ ‘ Select ‘ ‘ Select
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After

v Renamed the sidebar
v' Aligned design, copy and content.

v' Clearly shows when the upgrade would
become available: now, in the future, etc.

v" Included incentive price comparison

v User doesn't have to do as much “figuring
out” in their head when reading the
Upgrade states.

Services (per person)

Compare all services

D Baggage

’ Cabin baggage

ﬁ Seat selection
S Eamn miles

F!' Upgrade to
Business Class

[ Change fee

Refund fee:

v 2x25kg

v 1xT7kg

m Atacharge

o

v

35 kg

1x 7 kg

Complimentary

\/

3.

Emirates

35 kg

1x7kg

Complimentary

+  + 1,000 miles + + 5,000 miles +  + 9,000 miles
@ After check in v Special offer v Special offer
289 000 miles 489680 50,000 miles $809.6080 50,000 miles
m 200 AED m 200 AED + No Charge
m Restricted + No Charge + No Charge
900 AED 3000 AED 5000 AED
Select Select Select
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After
Services (perperson)
Compare all senvices Flex Flex Plus
v Improved the tooltip copy D Baggage v 2x25kg v 35kg v 35kg

f’Cabinbagq-age v 1x7 kg « 1xTkqg ~ 1xXTkg

v' Clearly shows whether the fare is eligible for

an Upgrade * Seat selection m Atacharge + Complimentary + Complimentary
. Eam miles + + 1,000 miles + + 5,000 miles ~ 49,000 miles

N e 141 r ifter chack ir Eligible Eligible
v Emphasizes the exact times and conditions & Uogradoto @ Mercedn ¥ 389,000 mies ¥ 38900 miles

This fare is eligible to upgrade. We will This fare is eligible to upgrade, We will x

3 notify fare holders if an uparade is notify fare holders if an upgrade is
m Change fee available, when check in opens 48 & 200 AED available, anytime between fare

hours before departure. selection and 7 hours before departure.
E® Refund fee: ~ No Charge

900 AED 3000 AED 5000 AED

Select Select Select
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&gJ Conversion — Miles Upgrade

Live Version

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Difficult — Easy
®1 ©®:2 ©3 ©®1 5 06 O 7

New Version
14% 14% 29% 43%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Difficult — Easy
®1 ©2 O3 ®414 O5 05 07
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Why does UX copy matter?

Usability

Makes the product usable.

é-_?} Scannability

Users’ reading behaviour online is
different. People rarely read web
pages word by word. They scan
pages, picking out individual words
and sentences.

Helps with attention spans and
accessibility and how users process

information.

rg .
9@ J Conversion

The right copy can reduce
bounce rates and make sure
the user completes to journey.
Makes tasks easier and more

seamless to complete.

3l

Emirates

@O Reassurance

“Well-crafted words impact the
way people feel when they
interact with a product, and
they provide users with
decision making certainty.”
Increase brand and product

loyalty.
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@o Reassurance — Empathy and “Emotional” UX content & copy approach

Think of a task that you hate doing, which
stresses when you even think about doing it...

- Washing dishes

w,, s

- Laundry
- Paying bills/organizing finances

- Taxes

- Delayed/lost bags
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@O Reassurance — Empathy and “Emotional” UX content & copy approach

Imagine if a machine or a product could
understand your stress - and hold your
hand throughout the process?

Je Good UX copy puts the “Human”

Into
‘ " : : ”
'—J ! Human-Computer Interaction Design
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[/O Reassurance — Bad Example

“TransferWise X
Amount Recipient
X Top progress bar doesn’t match the CTA. No idea
what the next step is. Copy terms aren’t consistent
P Py Choose your(transfer type .

(eg' “Tra nSfer," " Pay."). Transfer details
Low cost transfer & - 0.63 EUR in total fees You send 1EUR
. Total fees (included) 0.63 EUR
X The CTA should have sub copy reassuring me that Manually transfer the money from your bank N ot el son 037 EUR

. . r m Manually transfer the money to TransferWise using your bank. f\!)
| can change payment details etc. (if that's Should arrive by February 27th You get 0.37 EUR
possible, or a message to say | can't). Should arrive by February 27th
iDEAL
o Pay through iDEAL using your online banking details. For transfers Recipient details
, . . from the Metherlands only.

X Doesn't take context and User‘anX|ety into Should arrive by February 26th. Name Aoibheann Schwartz
account here. Could be transferring very large Email  aoibheannschwartz@gmail.com
amounts of money, | need more assurance and Trustly o Fon Albie a0 43076513 42

y’ & Pay through Trustly using your online banking details. For transfers Bank code (BIC/SWIFT) AIBKIE2DX XX
uidance throughout this whole journe from Estonia, Finland, and Spain
g g J y Should arrive by February 26th. ———
Continue to payment

X Too much text on the page, and the clear and Easy transfer () - 0.64 EUR in total fees
. . ., . Cancel this transfer
important info isn't standing out. Unnecessary ‘

SOFORT by Klarna
text (”Looking for a different way to pay?") . Pay through SOFORT using your online banking details. For transfers Looking for a different way to pay?
& from Austria, Belgium, Germany, Italy, the Netherlands, Spain, and

Switzerland.
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How are you feeling about doing your taxes?

0 O

“Well-crafted words impact the way Good Not so good Don't ask

[/O Reassurance — Good Example

peOPIe feel When they interaCt With Us too! We love helping people do their taxes—last year 31 million folks

filed with us.

a product, and they provide users

How are you feeling about doing your taxes?

©O 9 ©O

; " . v
‘ Rahil Sondhi @rahilsondhi - 26 Mar 2015 ood Not 0 good S

with decision making certainty.”

.@turbotax asks you "How are you feeling about doing your taxes?" before
you get started. They make it fun <3 #best

TurboTax v Federal Free Edition PLUS QN A\ 2 jesko We get it. The tax code is pretty crazy. But we're used to rolling up our

sleeves and making taxes less, well, taxing.

Setup

How are you feeling about doing your taxes?

Nice to see you again, Rahil!

How are you feeling about doing your taxes? e ) 0

e ) e Good Not so good Don't ask

Good Not so good Don't ask

A lot of people feel the same way. The good news: Our customers rate us
an average of 4.8 out of 5 stars,
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Content-First Approach.

BUSINESS DOCUMENT This document is intended for business use and should be distributed to intended recipients only.
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Content-First Approach.

-Lorem Ipsum Debate

-Content-First vs Design-First

BUSINESS DOCUMENT This document is intended for business use and should be distributed to intended recipients only.
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Lorem Ipsum Debate: Design First?

Pros

v It helps with laying out the elements and estimating

content needs without worrying about the real copy.

v The design itself undergoes several rounds of amends VS

prior to the sign-off.
v' Tight deadlines.

v" No content resources.

Cons

“The problem with Lorem Ipsum is it conveniently fills the
available space like an expanding gas. Unfortunately, it is inert,
meaningless and lacks context, revealing very little about the

relationship between the design and the content.”
Uninspiring to stakeholders and users in user testing.

Design-first creates the illusion that content is secondary,
resulting in boxes to be ‘filled in" at a later time. Copywriters
then fill in spaces that could be simplified into a single sentence,

or miss out placing effective content elsewhere.

The chances that your actual content will match the same space
as your placeholder are very slim. In most cases at least some
redesigning and restructuring must be done, which wastes time

and resources.
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Content-First vs Design-First

iPhone 8 Phone 8 2

finimize Journeys

Vocabulary 1
Join an Expert-led community oo ey e d AR YK
of Finimizer Investors, and start
investing your way. X
The Journey Starts Here!
(3 - 4 bullet points of Text explaining journeys, V S \
USPs/Features/Value props of how it works, etc - mention D 4/5’
Journeys) also the 2-5 day wait, and
the alumni group Lorem Ipsum Lorem Ipsum
post-journeys.
l Vocabulary Il

How do Journeys work?

Vocabulary Il

Not ready to make an

investment just yet?
Browse our finance and investment packs
2@ 3 &
Journeys Packs News Profile il

LOREM  LOREM LOREM LOREM
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Content-First - Labelling

MANAGE EXPERIENCE DESTINATIONS LOYALTY HELP | 1 LOGIN .

3

Emirares

Introduction copy, supporting the content, presented
maximum in three lines Introduction copy, supporting the
content, presented maximum in three lines
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Copy & Wireframes

@O Avocode @avocode - Sep 25, 2018 v

Do you wireframe based on copy or write copy based on
wireframes? #webdesign #wireframes #wireframing #uxdesign
#uidesign

Question of the day

Do you wireframe based
on copy or write copy
based on wireframes?

B

B

Marko Aleksic .,
@markiz_io

Oooh, great question. Usually wireframes and then copy but
sometimes some copy, then wireframes and then back to the

copy. Sometimes it's hard to get to the actual copy and designer
must be a good writer as well.
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Zhenya Rynzhuk @zhenyary - 25 Sep 2018 e
Replying to @avocode

Copy first is better — you have the whole brand story before you'll create
the layout, but in general it really depends on the project
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Ivo ® Around Seven .. @AroundSeven - 25 Sep 2018 e
Replying to @avocode
| think about the message first, before | start wireframing. Content is king. In

the wireframes | write the copy of the headlines and buttons. Other texts are
added in the design phase.
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Already Christmas-Themed Julius @juliuskoroll - 25 Sep 2018 e
Replying to @avocode

I'm starting with content first, even if it's just bulletpoints. | mean what are
those sections for without any text in them? I'm not too serious about text-

amounts but having a content-strategy in place before starting the layout is
crucial.
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Takeaways.
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Suggestions/Takeaways

O Lorem Ipsum to be avoided at testing stage.

O More labelling, as much content direction as possible in wireframes. Think of the function of
each content section. Eg. What type of UX copy/content should go here in this empty box?

O If we are copying copy/content from a word doc straight into the design, it should be
reviewed again before presenting.

O Testing copy. How can we test how effective the content and copy is during user testing, as
well as testing how well the design works?

O Collaboration between content & design.

O Agile process/workflow between design, content, and business.
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Collaboration - Content & Design

@ Defining the Product

What is the user problem?
How is the product solving this problem?

Before and after user state.

Content Briefs

User personas.

“Emotion” mapping.

What content needs to be on each
page/screen? Written out in plain basic
English beside each screen.

Ask for requirements from business that

incorporate content, not just features.
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Information Storytelling

» Thinking of how content and design can
sell the product.

= Map the “Plot points” of the product.

» Beginning/middle/end.

= Not so much for functional app use like
Baggage Tracking, but for Flight Pass and
Skywards, it's useful.

= (Can be for one page, or over the whole

product flow.
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Resources

- Collaboration between designers and copywriters

- UX copywriting tips for designers

- Copywriting & UX: Why copywriters need wireframes

- Designing content-first for a better UX

- Content first, Design second

- Nielsen Normal study

- Why designers should never use fake text

- Gowv.uk research

- Writing & Designing for Web Accessibility


https://speckyboy.com/collaboration-designers-copywriters/
https://www.invisionapp.com/inside-design/10-ux-copywriting-tips-designers/
https://cxl.com/blog/copywriters-need-wireframes/
https://gathercontent.com/blog/designing-content-first-for-a-better-ux
https://blog.prototypr.io/content-first-design-second-prototyping-with-words-and-adobe-xd-c4c07cac21ef
https://www.nngroup.com/articles/how-users-read-on-the-web/
https://thenextweb.com/dd/2015/04/09/why-designers-should-never-use-fake-text/
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/206088/GOV.UK_content_principles.pdf
https://www.w3.org/WAI/tips/writing/

