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The door's handle is a
"pull" design, but its
functionis a "push." The
sticker exists to bridge
this gap.

A good design doesn't
need (much, if any)
instructions.

Norman Door




To make matters
worse, | now need to
step back to see the
sign on the left.

Good writing: "To exit"
is first, prominent.

More on Norman Doors

Norman Door
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https://uxdesign.cc/intro-to-ux-the-norman-door-61f8120b6086

Bring me in, early.

e Contentisn't a ’

e Let's make great doors! To create an optimal v

NHOYp)
annn Hu xnH

experience - let's work together. early in the
process.




‘eToro®

UX Writing is ...

The intersection of research, design and content.

The practice of crafting words people see and interact with in a product, with the

aim of making it easy to understand and navigate.




"..we're trying to use language to create this
frictionless experience where you don't even realize
you're looking at the words.

You're not reading anything - you are intuiting it just as

writers of

you infuit..the graphical design to accomplish your silicon valley.
task.”



http://www.youtube.com/watch?v=PS0DgTbAtLI

The b C's

Clear

Concise

Consistent

Constructive

Conversational

‘eToro®

Easy to understand, no unnecessary jargon
Say only what's needed
Same terms, style, and voice everywhere

Guide, don't just point out problems

Human, friendly, natural



writers of
silicon valley.

INSIDE UX WRITING
) AT GOOGLE AND
UBER

H1

h \J WITH ",)E: y



http://www.youtube.com/watch?v=PS0DgTbAtLI

Meeting our business goals

e  Clarity reduces friction = better UX

e  Consistent language builds frust

Better conversions, engagement & retention




Human Copy = trust
Nass's HCI Research (Stanford)

To people, computers = humans (language).

e  Warm, authentic copy = trust, productivity, persuasion

e Inconsistent fone or wording (inauthentic personality) = suspicion,

confusion

Link to book on Amazon

WHAT WE CAN LEARN ABCUT
OURSELVES FROM OUR MACHINES

The } Man Who

CLIFFORD NASS

vith CORINA YEN



https://www.amazon.com/Man-Who-Lied-His-Laptop/dp/1617230049

. NN/g Nielsen Norman Group
ConSIStency = trust World Leaders in Research-Based User Experience

e Language has a measurable impact on user

. . , ; ; 5
experience. What is the reason you haven't yet deposited or invested at eToro?

e Relatable tones build trust and credibility.

Platform experiencejand functionality

e Consistency is key to a building trust through

brqnd identi‘l‘y Payments and fees
Investing issues
Trust and security

Poor customer support



https://www.nngroup.com/articles/tone-voice-users/

BMO’s example

e  Account opening was full of financial jargon, leading to
high abandonment rates.

nt Opening Error

e  Onboarding content was made clear, user-friendly, and
conversational. Based on 5% Sampling - F'16

Account Opening Ermors

e  45% increase in completion rafes.

Direct correlation between simplified UX and a significant boost
in customer acquisition.
& Scanning Errors I II I
# Missing Files -

Sep-16 Oct-16 Nov-16



https://www.onespan.com/sites/default/files/2018-11/OneSpan-CaseStudy-AnalystReports-LT-Model_Bank_BMO.PDF

c10UIU

Back to basics

®  Our product is already strong and competitive,

e But our content MUST be
o Flawless EN,
o clear,

o and consistent.



Content audit

See full audit here

01. Consistency &
Standards

02. Voice & Tone

03. Grammar &

Spelling

‘eToro’

04. Clarity &
Readability

05. UX Flow

Alignment

06.1A & Visual
hierarchy

07. Aeeessibility &
Inelusivil


https://docs.google.com/presentation/d/1iC_fVeY1kPuNk3xvki87rvsZFyKaEfLEZvWVWb_DyJ8/edit?usp=sharing

Inconsistent audience targeting

e 'Theuser's @
e Third person, common noun
e Unnatural and distancing

e NoQA

Performance @

i

This card showjs the user's past performancelin a way

that is simple to understand yet complex in design.

The monthly stats calculate

equity from the beginning of the month until the end
of the month and offsets any deposits/withdrawals.

The yearly figures are calculated by compounding the
monthly gains throughout the year.

Please click here for the full details and the exact
formulas used.




Performance

Inconsistent audience targeting

e Third person, proper noun

Profit

Performance
What is Risk?

It's important to consider risk when investing.
The risk represents the volatility of a given
portfolio. Learn more

SheldonCooper123's Risk

Below is @ measure of SheldonCooper123's fisk and
oV yOv Tfast7uays:
re and thus, may not be
nance.

This is SheldonCooper123'§ profit/loss since

January 2023



What is Risk?

It's important to consider risk when investing.
The risk represents the volatility of a given

portfolio. Learn more

Grammar & mechanics s

Below is a measure of SheldonCooper123's risk and

Spelling / grammar =

d thus, may not be

"Risk is an historical measure” - should be "a" historical measure.

Return @ 11.22%

Return 2 ) 36.89%




Grammar & mechanics
Grammar mistakes

e  Grammatically off; “low correlated"
o  Loosely correlated

o Inverse or low correlation

These assets' price movements over the last year

have specifically diverged|from the trends of the
assets above, over the same timeframe. They are
this portfolio @ inversely or low correlated.

Low or high correlation is not necessarily better or
worse, but merely a characteristic to consider.




Grammar & mechanics
Incorrect sentence structure

Run-on senftence and unclear subject in tooltip.

Grammatically incorrect relative clause makes the sentence hard to
follow.

Misuse of a relative clause:
e  "who have been trading.." incorrectly modifies “track record"
instead of “investors”.

Change to: "These investors have demonstrated stable performance
and have been trading on the platform.."

69.47%

Return [24M)

Long-Track record

These Investors have a track record of stable
performance who have been trading on the
platform for at least 300 weeks with an average
risk score of less than 7 during the past 2 years.

Finanaial Services

4+ Years in a row in profit (+160%) Low-risk stock
investor

67.89% 624

Return [24M)

60.39%

Return [24M)

| 'Q Gavin
Multi-5tr]
o

Financial Services

Low Risk Strategy
https://bullaware.q

65.88%

Return [(24M)




Fast deposits, made Sie‘ﬂ.g’_n’r‘D

ir bank in less

srte ctraicht §
de “‘.."!W:

Grammar & mechanics
Spelling errors ke

o]
"Sign-up” correct, but unnecessarily formal. Rt b

Bank's should have a possessive apostrophe.

Confirm payment

roveda securnty

> 0:10/027



Social Links

Ul label mismatches @ o

Social Links drill-in: field labeled "Social handle" but error states
"Username is required.” Inconsistent terminology may confuse users




Clarity & Readability seg@ Commercia

5 G
Unclear buttons pank of bubat

Get help to sign in

"Get help to signin" - awkward wording, and is this a CTA? No visual
indication.

Also: Sign In Securely (verb phrase + adverb)

Reads like name of a thing, not necessarily an action. & Secure Sign In
Buttons are meant to drive action

y Author U agree to
Privacy No ef End User
Agreement




Instant deposits, made
simple.

Consistency & Standards
Inconsistent title case ] Sesctetsnumaniotanser

Sign in securely with your bank
credentials

Some buttons are title case, others sentence case.
Return to the deposit page to finish

your transfer
Two commas on the (very long) secondary CTA? ’

No, thanks, I'll use another payment method

Your data is securely encarypted by Lean Technologies,
who is authorized and regulated by the ADGM
Financial Services Regulatory Authority To provide
Third Parru Services under FSP no. 200033




tchlist 0/ 100

Q

NeW users mOy Thlnk These qare TWO dlfferenT Commodities Crypto Currencies ETFs Indices Stocks
categories, when they're nof.

"Markets” feels more abstract, while "Assets”
feels more specific.




e Dates are displayed
inconsistently across the product.

o Home: 6 Aug 2025 (alpha
format)

Portfolio history: 18/08/2025
(numeric DD/MM/YYYY)

User page (stats): 8/1/18
(numeric M/D/YY?)

How do | know if it's August Ist, or
January 8th?

Close Trade
BUY NVDA
@ 182.95 0.9055 (0.50%) @
Market Open * Prices by NASDAQ, in USD

Current Value ©®
Shares

Open

Return

0.69%

ading fince 8/1/18 »

BUV ETH

‘eTOr0?

Elcome back!
h and Holdings ®

$13,757.11

o 11,942,941.48

$137.98
3' 563.83 (0.39%) Today ® £€1938 60431
$3,757.11

[ @ Portfolio

403 52.85%

Open

435257

4204.68



Overly complex sentences

e Tooltip title appears twice.

e Tooltip text is clunky
unnecessarily complex.

e \Voice shift between empty
state and tooltip.

No stats available

Copier Activity (Last 30 Days) 0 Left

No new copiers in the past 30 days
Quieter periods are normal. Stay active, share
posts, and keep your bio sharp to increase
visibility

Page Views (Last 30 Days) @

UNIQUE PAGE VIEWS

a -Jdepicts the amount of
unique users, wi ave viewed your profile in
the last 30 days.

This section is here to provide you with
feedback regarding your recent activities,
whereas each activity may drive traffic to your
profile, and therefore drive copiers to copy you.




‘eToro’
Empty states

o Likely aFTU, doesn't know what “Smart
Portfolios" are.

e Infroduces three ideas in one go. Cognitively
taxing.

e Reframe more supportively:
“Let's build your portfolio”, and add CTA for
exploration.

" . . Your ortfollo |s em t
e Break it into clear bullet points or short lines: ot exponng ety POTETOO 1S MR etersmarrontote:

a. Copy top investors

b. Browse popular stocks and crypto

c. Explore curated Smart Portfolios

30



Mocku p Let's build your portfolio

Suggestion Y

No investments yet - here's how to get started

e Copy top investors
e Browse popular stocks and crypto

e Explore curated Smart Portfolios

Start Exploring

3l



Empty states

e No guidance, what this section is, why
they should care

e CTAs are hidden and disconnected
(no visual affordance)

“Your Watchlist lets you track assets, people,
and portfolios you're inferested in."

“Not sure where to begin? Visit the Discover
tab to browse trending stocks, crypto, and

portfolios.

Start Exploring”

Risk score

Risk score

My Watchlist

$1,000.00
Cash Available

Short

< Add Markets

772 Discover People

72 Discover Smart Portfolios

$1,000.00
Portfolio Value




M ocC ku p . Let’s build your watchlist
S u g g e St I o n You haven't added anything yet — here’s how to get started

D

) Explore
Add Markets Discover People Bortfolios

Not sure where to begin?

Visit the Discover tab to browse trending stocks,
crypto, and portfolios.

33



Empty states

Contains no CTA, explanation, or
suggestion.

Include guidance like:
“You haven't earned any payments in

the last 3 months. Learn how to
increase your earnings [Link]"

.
»4  SheldonCooper123
SheldonCooper123

Analytics Overview Payments Overview

Last 3 months

0

‘eToro®
* Elite Pro 3 N/A
Your Level and Benefits > Current Copiers Current AUC

No data available




16:38 © AllNight & 1 D

Overly complex sentences

e Tooltip explanation of ‘Trending Investor'is
clunky and wordly.

e Instead: "These are the investors people are
copying most right now"

TRENDING INVESTORS

Trending investors have seen the largest
increase in copiers relative to their
previous number of copiers.

CLOSE

(11 O <



Ambiguous instructions

e Awkward wording and
use of ellipses.

e Whatis the
troubleshooting page”?
How do | get there?

27 (Earnings )

ALE Q22025 = (- After Hours

NVDA

W NVIDIA Corporation

» X Connecting... Try again or visit our

troubleshooting page.




Misleading CTAs

Wording promises one
action, but | can't actually
copy anyone.

Unclear explanation of not be invested in
Why OCCGSS |S blocked Wl” available for you at the moment.
you actually update me?..
Feels untrustworthy.

pyPortfolios

"Copytrading isn't available in
your country yet”

Trader Cannot be Copied
We're sorry but copyTrader is not available for you at the moment. We
will update you in the future if circumstances change

Discover People




Information architecture share your Trade

. § . : A ADL ~E P
3 've just opened a position using 0.44% of my equity.
*

e Confirmation toast is minimal,

disappears after a few seconds
OCILNV

Od NV

e Eyes are drawn to the "Share”
modal, may miss the toast.

e By contrast the share modal
stays, but sharing the trade
should be secondary.

e Suggestion: Replace with a full
confirmation modal showing
amount invested, asset,
execution status, and a CTA like
'View in Portfolio'.

¥ ORDER FILLED .
BUY 1706352268 OCLNV at 5.005 | “°t Price Alert )




Unclear buttons [ Ambiguous
instructions

"Connect your bank account." - has a period, is
sentence case, and is confusing - do we mean
connect another bank account? Because | just
connected one.

Suggestion:
“Link Another Bank Account”

"Link Different (?) Bank Account”

Your Account
1.4,000
AED

= 81,056 (Approx. Rate: 0.2641

Instant Bank Transfer +

g Commercial
* Bank of Dubai




Terminology inconsistencies

Which account would you like to
e In the Wallet tab the USD account is named Your Total Value deposit into?
"Investments” $40,065.20
u GBP Account
e Inthe deposit stepper it's "USD Account” _ S~

$13,422.40

B3 USD Account

u Investment Account $26,642.80




Missing friction

No friction when | click "logout”.

Withdraw Funds
Settings

Help & Resources

2 B & @

Academy

@

Academy Lite

Get Wallet App

()
VAN

[» Logout

Get Delta App

Switch to Virtual »




Key takeaways

Inconsistent

structures, terms

Headings, labels, and
terminology vary across
modules, making navigation
and comprehension harder.

Voice & tone gaps

Shifts between casual,
formal, and technical voices
reduce frust.

Tooltip & microcopy
quality

Dense, jargon-heavy
tooltips and unclear
microcopy create friction.

Weak empty states

Empty screens lack
guidance, CTAs, or
supportive tone, missing a
chance to engage users.

‘eToro’

UX / content
misalignment
Critical flows (trade modals,

watchlist, club tier) bury key
actions.

42


https://docs.google.com/presentation/d/1iC_fVeY1kPuNk3xvki87rvsZFyKaEfLEZvWVWb_DyJ8/edit?usp=sharing

‘eToro®

Trust

Inconsistencies erode user confidence at

W hy it m q tte rs moments of financial decision-making.

Confidence

Complex or unclear copy slows

onboarding and discourages exploration.

Engagement

Missed opportunities in empty states and

tooltips lower engagement.

43




‘etoro®

How to make great doors

1. Use the Product Content GPT for drafting



https://chatgpt.com/g/g-6810cdf6903881a4ad63d8989cce6f47-product-content-beta

‘etoro®

How to make great doors

1. Use the Product Content GPT for drafting

2. Bring me in, early.



https://chatgpt.com/g/g-6810cdf6903881a4ad63d8989cce6f47-product-content-beta

‘etoro®

How to make great doors

1. Use the Product Content GPT for drafting.

2. Bring me in, early.

3. Don't go live with content before I've seen it.



https://chatgpt.com/g/g-6810cdf6903881a4ad63d8989cce6f47-product-content-beta

‘eToro®
Content development cycle

| research, draft \
PM, UXW, UXD kick off iterate

Start Kick off Writing

) PM submits task on
Monday board

content from
main Figma
page and
creates keys

Designer
updates content
in main Figma

PM vets final text
with compliance

Compliance Figma update Dev work

PM creates key
doc with
screenshots,
shares it with
UXW, sends to

fon Finish
Key doc + 110n o

Task is marked
completed on
Monday board

" UXW & UXD QA

QA




Resources

https://designlab.com/blog/microcopy-matters-ux-design?utm_source
=chatgpt.com

https://www.youtube.com/watch?v=PSODaTbAtL|&t=886s

https://versions.com/concepts/the-microcopy-effect-small-words-big-i
mpact/?utm_source=chatgpt.com

https://www.wix.com/studio/blog/microcopy-boost-conversion-ux-writ
ing?utm_source=chatgpt.com

https://www.amazon.com/Man-Who-Lied-His-Laptop/dp/1617230049

https://www.nnaroup.com/articles/tone-voice-users/



https://designlab.com/blog/microcopy-matters-ux-design?utm_source=chatgpt.com
https://designlab.com/blog/microcopy-matters-ux-design?utm_source=chatgpt.com
https://www.youtube.com/watch?v=PS0DgTbAtLI&t=886s
https://versions.com/concepts/the-microcopy-effect-small-words-big-impact/?utm_source=chatgpt.com
https://versions.com/concepts/the-microcopy-effect-small-words-big-impact/?utm_source=chatgpt.com
https://www.wix.com/studio/blog/microcopy-boost-conversion-ux-writing?utm_source=chatgpt.com
https://www.wix.com/studio/blog/microcopy-boost-conversion-ux-writing?utm_source=chatgpt.com
https://www.amazon.com/Man-Who-Lied-His-Laptop/dp/1617230049
https://www.nngroup.com/articles/tone-voice-users/

Thanks!

Questions?




What is UX Writing?

Why words matter

Veeam noticed that many
visitors were asking for a price,
which they couldn’t display due
to partner agreements. So they
tested changing the phrase
from “request a quote” to
“request pricing” and saw a
massive 161.66% increase in
clicks leading to their form.

Control:
\VEEAM g ot S
PRODUCTS BuY COMMUNITY RESOURCES PARTNERS COMPANY PUSLIC SECTOR
Veeam Backup & Replication
#1 VM Backup —

veeam o
03

Variant:
\Veeam b MR
PROOUCTS Buy COMMUNITY RESOURCES PARTNERS COMPANY PUBLIC SECTOR

Veeam Backup & Replication
#1 VM Backup

vecam

1. a3

Next Steps

Download

Buy now and save
Request a quote

Next Steps
Download
Buy now and save

Request pricing


https://cxl.com/blog/generate-customer-feedback-loops-scale/

Improved Workflow

'I ............................ 2 ........................ 3 ....................... 4 ........................ 5 .................... 6 ............
Start Kick off Writing Compliance Figma update Dev work
PM puts With UXW, UXW PM vets with Designer Dev takes
task in my PM,.ond research, compliance updates main updated
Monday designer draft and Figma file content from
iterate main Figma file,
creates keys
7 ............................ 8 ........................ 9 ...................... 'IO
QA Key doc Localization Finish

Design & PM creates doc PM sends key PM updates UXW,
content with screenshot, doc to l1on close the task on

shares with UXW

Monday


https://forms.monday.com/forms/c0fa5507c42eccaf36854e0b7d46859b?r=use1

UX Flow Alighnment

Missing feedback + not matching the user’s stage

Enjoying CopyTrader?

xplol nvest on eToro

Pop up appeared on user's page, not engaged at copy trading at that moment.

‘ Not so great \

Star rating suggests multiple choice but only offers Yes/No. Misleading
design-content alignment. User might expect full rating flow.

Once | clicked "Submit Feedback”, it all just disappeared, no feedback to let me Y nats onyour mine?
know it went through.

Voice & Tone

Subtitle: the benefit isn't immediate (help the user first, others is
secondary).

CTAs: overly casual

71.26% Avg. Risk Score (last 7D) @




‘eToro’

“the easiest reading is d__d\

hard writing”

Thomas Hood, "Copyright and Copywrong", 1837



‘eToro®

My goals

e Make complex flows feel simple
e Align to one voice (consistency)

e Adjust tone according fo state




Voice & Tone
Inappropriate emotional tone

Clarify the issue:
e.g. "We couldn't load XYZ due o a network issue.”

In a app where users are managing money, reassurance needs to be
more grounded.
"Your account is safe. You can retry now."

It looks like something went wrongD

Don't worry, this is probably a temporary issue. Please refresh to

55



Voice & Tone
Voice shifts

Note the difference between voices in the empty state
and the tooltip.

No stats available

Copier Activity (Last 30 Days) OLeft Page Views (Last 30 Days) ©

UNIQUE PAGE VIEWS

Unique Page Views- depicts the amount of
unique users, who have viewed your profile in
the last 30 days.

This section is here to provide you with
feedback regarding your recent activities,
whereas each activity may drive traffic to your
profile, and therefore drive copiers to copy you.

new copiers in the past 30 days
Quieter periods are normal. Stay active, share
posts, and keep your bio sharp to increase
visibility

Copier Activity (Last 30 Days) 0Joined

No copiers have left in 30 days

You haven't lost a single copier recently.
That's a consistent foundation.




Grammar & mechanics
Incorrect sentence structure

Run-on senftence and unclear subject in tooltip.

Grammatically incorrect relative clause makes the sentence hard to
follow.

Misuse of a relative clause:
e  "who have been trading.." incorrectly modifies “track record"
instead of “investors”.

Change to: "These investors have demonstrated stable performance
and have been trading on the platform.."

69.47%

Return [24M)

Long-Track record

These Investors have a track record of stable
performance who have been trading on the
platform for at least 300 weeks with an average
risk score of less than 7 during the past 2 years.

Finanaial Services

4+ Years in a row in profit (+160%) Low-risk stock
investor

67.89% 624

Return [24M)

60.39%

Return [24M)

| 'Q Gavin
Multi-5tr]
o

Financial Services

Low Risk Strategy
https://bullaware.q

65.88%

Return [(24M)




Company Name Quarter ;
CI1UIU

Credentials Security

Clarity & Readability [l =

oro.com [ verity 7 ct

Unreadable microcopy — »

972546326221

[
HONE (VERIFIED

Title is "Security" which seems important, but the font size makes it
hOrd TO reOd Documents

58



our Account
1-4,000
AED

= $1,056 (Approx. Rate: 0.2641

Consistency & Standards
Terminology inconsistencies

Instant Bank Transfer

Are we funding or depositing? Title vs. CTA

Suggestion:
"Add funds to account”

"Deposit to account”

> © o008/211 m & I




UX Flow Alighment

Copy not matching the
user’s stage

This first screen is telling me the connection is successful and the
CTA says "Close", but the next screen will have more for me to
do fo set up the account.

Next screen says "Connect account” CTA - confusing

Suggestion: Differentiate "linking” from “connecting” and keep it
consistent.

Q@

Connection successful

initiate payments.

Connect your preferred
Commercial Bank of Dubai
account

Current Account eee 9414

Savings Account eee 9347

Connect Account




