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. Overview

The traditional approach

The “wrong” way

What are they doing differently?
Why are they breaking the rules?
What should you do?

Microsoft's “No More Robot Speak”




. The traditional approach




. The “right” way to write

Clear
Succinct
Get to the point

Optimise for translation




. The “right” way to write

Avoid idioms
No contractions

Formal tone of voice




. Minimalism principles

Four main principles:

Minimalism Beyond the Murnberg Funnel

~"John M. Carroll g

1.Choose an action-oriented approach
2.Anchor the tool in the task domain
3.Support error recognition and recovery

4.Support reading to do, study and
locate




. The “right” way

Removing a Connection

How do | remove someone from my list of connections?

Report Answer Inaccuracies

You can remove a connection from your Contacts page.

. Move your cursor over Network at the top of your homepage and select Contacts.
2. Click the Remove Connections link in the top right of the Connections page.
3. Check the boxes next to the people you want to remove.
4. Click Remove Connections.

Connections will not be notified that they've been removed from your connections list. Only the member
who breaks the connection can reinitiate that connection. They will be added to your list of contacts in
case you want to reinvite them later.

Was this answer helpful? = Yes




. The wrong way to do It?




Anything wrong with this?

Help Area

Advanced Search Techniques

=0, you wanna get fancy? Well then, you came to the right place.

Mimi's advanced search technigues let you sort your audience by any number of parameters.
For instance, | can search for:

firstname:Dean and city:"New York City" and member_of."Mimi All
Stars"




Help Area

Advanced Search Techniques

"-'I:Ill'l |

. you wanna get fancy-Well then, you came to the right place.

firstname:Dean and city:"New York City" and member_of:."Mimi All
Stars"




Or this?

Contact Praise Pricing Login

Help Area

Choosing and customizing the fields that are included in your v : Is important! The info
that you gather from your subscribers can help you encourage higher engagement and site




They are not the only ones

English

them.

1. BUILD A VOICE: Retweet, reply, react

Use existing information (other people's Tweets) on Twitter to find your own voice and show others
what you care about. Retweet messages you've found and love, or @reply with your reaction to a
Tweet you find interesting. Tip: If you're a new user, others are more likely to find your messages if
they are Retweets or @replies.

2. MENTION: Include others in your content

Once you're ready to begin authoring your own messages, consider mentioning other users by their
Twitter username (preceded by the @ sign) in your Tweets. This can help you think of what to write,
will draw more eyes to your message, and can even start a new conversation. Try posting a
message mentioning a celebrity or person you admire — they often respond to fans. You'll see their
response on your Mentions tab. Tip: Gan't think of anything to write? You don't have to. The real

"‘
*
*

familiar with Twitter basics, consider exploring the site’s more advanced features: lists, direct
messages, and favorites. Learn how to include images or videos in your Tweets, or consider
connecting your Twitter account to your your blog, Facebook, or website. Tip: The best way to gain
followers on Twitter is to regularly engage and contribute in a meaningful way.




. Tina the Technical Surfer?

What's happening here is that you actually have an expired SSL certificate in use by your

pbrowser. Mad Mimi's security is always up to date, but one that we used to use, from DigiCert
High Assurance, has recently expired. So, even though Mimi's security is in top-top shape,
your browser is warming you, because that certificate is still cached in your access. You can
read more about this

quick and easy way to

1. (Go to your Applications area, and click on the Other group — you may have never even
noticed that it was ever there. It should be right up near the beginning of the list.




Easy peasy, lemon squeezy...

mUZiua Products Add-ons Support Community About

Firefox Support®

Actions”

wehsites as your home page. This article will g 4
examples and step-hy-step instructions for customizing your home
page settings to best fit how yon work

Show content customized

« If vou keep getting the "Firetox has just updated” tab every me for:*

Firetox starts, see the aptly named artiche |

Table Of Contents




. Welcome to the pleasuredome

Linked 1A . Help Center Eliis Pratt ~ Language ~ Go to Linkedin.com

Support Home  Help Forum  Safety Center Support History Contact Us

ig@{ How can we help y

ou?




. As for release notes...




Available Updates

Cltymapper - New . a——
Jersionsald 5 MB UPDATE
INOV ij-:_ 201 _-"; ’

Dear humans, we must unfortunately report
that we had to fix a bug where when planning
future journeys, the app thinks you're in 2149
when suggesting leave by times for walking,
cycling and cabs. We would like to make it
clear that it is NOT 2149. There are no
hoverboards. You must still wear socks. This
error has now been corrected and you may
return to your regular featured programming.



Pending Updates

And... we added Paris.

Parisians, welcome to Citymapper! Londoners
and New Yorkers, be nice. Paris Is a great city
and they need our help. Or at least we can
now figure out how to get around without

having to talk to anyone.

Btw why did the Frenchperson cross the
road? To get to the other strike!

Hahaha.. Don't worry, no French people can

read this. We are in the safe hands of

store settings menus.







What's New in Version 2.5.2899




. Question

Are those examples?....




Down with the kids? Dad at the disco?

Image: Rankin for Oliver Spence



. What are they doing differently?




. What's the difference?

More conversational

More wordy

2. MENTION: Include others in your content

Unce youre re WD tnor ) o m ,

They use contractions

It's more submissive In tone

It’s nurturing




. Why are they breaking the rules?




. The traditional model

Was created when
technology was big, scary

and expensive




. The traditional model’'s assumptions

Safety Is Important
Risk

AnNXIous users

APOLLO 11 &

a;,rﬁP
1969 (including Saturm V, CM-107, SM-107, LM-5)

Owners’ Workshop Manual




. Technology Is changing

1993

AONRS




. How we purchase technology Is changing

Try before you buy

Software as a Service

App abandonment




. How we purchase technology Is changing




. What should | do?




. It depends..

Are your products big, scary and expensive?

Are your users anxious or frustrated?




. The Affective Context Model

Tone we are

Value Behaviour attracted to
Anxiety High motivation Dominant
Boredom Low motivation | Submissive




LSER'S FEELINGS

I need help deciding whether I need

multiple lists, or one list with multiple
groups. ['ll check out MailChimp’s
resources section—hopefully one of
these guides will help.

MAILLGHIME

If your company plans
to send different types
of content to different

ents of your

iber list, then

you should create one
list for your company,
and divide it into
groups based on
interest. Here’s how to
do that.

qo (pst’

TUCLGEeL" HHGLG 2 pOoMm (O




. Example

KNOWLEDGE BASE (TROUBLESHOOTING)

H USER'S FEELINGS

I just don’t understand why I'm
getting these bounces, and 1 re ally
don’t have time to sort through these
articles to figure it out.

MAILCHIME

tebsm gpewe
XOff WIBPL pe IpJC £O



. Microsoft's “No More Robot Speak”




. “No more robot speak”




. Recognising they have a problem

Locate cells that create a circular reference

Microsoft Excel cannot automatically calculate all open
workbooks when one of them contains a circular reference,
a formula that directly or indirectly refers back to the cell that
contains the formula.

To locate the cells in the circular reference, use the Circular
Reference toolbar. The toolbar helps you move to each cell
in the circular reference so that you can change the
formulas as needed to correct the circular reference.
Microsoft Excel displays the Circular Reference toolbar
automatically when a circular reference occurs.

1 On the Circular Reference toolbar, click the first cell in
the Navigate Circular Reference box.

2 Review the formula in the cell. If you cannot determine
whether the cell is the cause of the circular reference, click
the next cell in the Navigate Circular Reference box.

3  Continue to review and correct the circular reference
until the status bar no longer displays the word "Circular.

Tips

To display the Circular Reference toolbar
manually, click Customize on the Tools menu, click
the Toolbars tab, and then select the Circular
Reference check box.

The status bar displays the word "Circular,"
followed by a reference to one of the cells contained
in the circular reference. If the work "Circular" appears
without a cell reference, the active worksheet does
not contain the circular reference.

When the Circular Reference toolbar is
displayed, tracer arrows are displayed to point out
each cell referenced in the formula and the cells that
depend on the formula.

You can move between cells in a circular
reference by double-clicking the tracer arrows.




. Microsoft’s process

1. Understand

2. Point of view
3. Brainstorm

4. Be more direct

5. The moral




. Understand

Where Is this In the customer journey?
What happens before?
What happens next?

When does It appear?




. Understand

Determine the user’s intent

Understanding what the customers are looking for.
Microsoft were taking things for granted.

Use search data from office.com and Windows.
com (long tail search data)

Lots of data analysis




. Discover Iintent

Lots of searches for “Bold”

Thought they meant to bold

teXt |n a Ce” ") All Other Help

& Product Support

Users meant to bold a

border




. Point of view

What Is the one thing the user has to get in order to

move forward?

It meant they could remove a lot of content from long

topics, as they knew their goals




. Microsoft’s research

They carried out usability tests

and mass SUrveys Help protect your files in case of a crash

Crashes happen. The power goes out. And sometimes, people accidentally close a file without saving. To
avoid losing all your work when stuff like that happens, make sure AutoRecover and AutoSave are turned on.

1. Click File > Options > Save.

T h ey te Ste d t h re e d I ffe r e n t L Make sure the Save AutoRecover information every x minutes box is selected.

. In Word, Excel, and PowerPoint, make sure the Keep the last autosaved version if | close without
saving box is selected.

IMPORTANT The Save button is still your best friend. To be sure you don't lose your latest work, click

versions of a Help topic

Tips

To be extra safe, enter a small number in the minutes box, like 10. That way, you'll never lose more than 10
minutes of work.

I: O r m al On the other hand, if you want to make Office faster, try entering a larger number in the minutes box, like 20.

Learn more

AutoRecover saves more than your files. It also saves your workspace (if it can). Suppose you open several
spreadsheets in Excel and the power goes out. When you restart Excel, AutoRecover tries to open your
spreadsheets again, laid out the way they were before, with the same cells selected.

L ]
I m p at h etl C In Word, Excel, and PowerPoint, AutoRecover has another benefit. It can Recover an earlier version of your file.
Applies To:

Overboard

Was this information helpful? [ ves




. Microsoft

2100 survey respondents
- they saw 2 out of 3
versions

Asked to rate by
professionalism, ease of
understanding, quality of

Information




. Survey findings

For all types of audience
overwhelmingly prefer the
empathetic version (20%

difference)

Results replicated in other

surveys for developer

documentation




. Microsoft -Example

Auto save

Old version - tells you you
should have saved your work,
when user Is in a state of grief

New version - empathy then
task

30% smaller




. Make sure the Save AutoRecover information every X minutes box is selected.

. In Word, Excel, and PowerPoint, make sure the Keep the last autosaved version if | close without
saving box is selected.

IMPORTANT The Save button is still your best friend. To be sure you don't lose your latest work, click
Save =l (or press Ctrl+S) often.

Tips

To be extra safe, enter a small number in the minutes box, like 10. That way, you'll never lose more than 10
minutes of work.

On the other hand, if you want to make Office faster, try entering a larger number in the minutes box, like 20.

Learn more

AutoRecover saves more than your files. It also saves your workspace (if it can). Suppose you open several
spreadsheets in Excel and the power goes out. When you restart Excel, AutoRecover tries to open your
spreadsheets again, laid out the way they were before, with the same cells selected.

In Word, Excel, and PowerPoint, AutoRecover has another benefit. It can Recover an earlier version of your file.

Applies To: Excel 2013, Excel 2010, PowerPoint 2010, Project 2010, Publisher 2013, Publisher 2010, Wisio 2013, Visio 2010,
Word 2013, Word 2010, Project 2010 Standard, Visio Standard 2010, PowerPoint 2013, Project Professional 2013, Project 2013
Standard, Visio Professional 2013,

Was this information helpful? [ ves [ nO




New Help style

{} Help © Excel Help N

Home > Formulas > Fiximng Errors in Formulas

GCo online to see the full set of Help, tutorials, and videos. Co Online

It Includes a resolution # Correct a circular reference > Show Al

When a formula refers to the cell that contains the formula, either
directly or indirectly, Excel creates a circular reference. For example, if
you enter a formula in cell Al, such as =A1/Al or =A1+A2, Excel

The re’s no b | am e can't successfully calculate a result because the formula in Al depends
on the cell Al itself. Because Excel can't resolve this circular reference,
0 is displayed in the cell. Excel returns 0 in a cell when it encounters a
circular reference.

Do any of the following:

It uses eve ryd ay WO rdS » Locate and remove a circular reference

* Malke a circular reference work LT',.-' chan ging the number of times
Excel iterates formulas

Fewer links in Help B

Find errors in formulas and cells




{} Help = Excel Help =

Home > Formulas > Fixing Errors in Formulas

Co online to see the full set of Help, tutorials, and videos. Co Online

# Correct a circular reference > Show Al

When a formula refers to the cell that contains the formula, either
directly or indirectly, Excel creates a circular reference. For example, if
yvou enter a formula in cell Al, such as =A1/Al or =A1+A2, Excel
can't successfully calculate a result because the formula in Al depends
on the cell Al itself. Because Excel can't resolve this circular reference,

0 is displayed in the cell. Excel returns 0 in a cell when it encounters a
circular reference,

Do any of the following:

» Locate and remove a circular reference

= Make a circular reference work by changing the number of times
Excel iterates formulas

See also
Find errors in formulas and cells




. Voice principles

Be more direct
Be more transparent

Cut out clutter







Our lawyers say...

Choose *| aocept” bo agree to the Microsoft servioes agreement and privacy & coolses statement

o

Send mie emad weh promotonal offers fram Mioresoft (You can ursabsenibe
2 any tame)

E~hance my orline superiences by ottng Meroroft Advertaing we

¥ eccound mformatson

Microsoft senaces apreenant hicroenft prvacy & codnes statemaent

I accept




. What about localisation?

They ran some tests

Topics were 30% shorter, so
they were more economical

Translators found It easier to
understand the source text







. Summary

Empathise with your users

Consider the pre-sales
reading of technical

documentation today

Stick to the tried and test

methods If users are

frustrated or anxious




"ll.._.

mmadak_iila

TAKE ADVANTAGE OF CERTIFIED TRAINING

As a webinar attendee, receive $100 OFF your next
advanced training course.

MadCap Flare Responsive HTML5
June 14-15, 2016 (web-based)
MadCap Flare Project Management/Team Authoring
June 16-17, 2016 (web-based)

For more detalls, or to take advantage of this offer, contact
sales@madcapsoftware or click here.

Note: Courses subject to change. Availability based on student registration. Certain restrictions apply; cannot be combined with any other
offer or promotion. Not valid on courses already purchased.

&-madcap

=/


http://www2.madcapsoftware.com/webinar-training-discount/

. More information




. For more information

ellis@cherryleaf.com

@ellispratt

ellis pratf

ellis pratt
ellis pratt cherryleaf







. End

© Cherryleaf 2016

Images and screenshots ©

their respective owners
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