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.1 Abstract (remove later)

5/4/2018

IT faces unique issues communicating with the Laboratory
community:¥YWe must communicate complex ideas (new processes
or services, cyber vulnerabilities, or outages, e.g.) to busy people
who may or may not love IT for its own sake and who are already
suffering from information overload. At the same time, users tell
us both that they get too much AND not enough information
about IT, and this need varies among generational cohorts.The
challenge: Find communication methods that capture user
attention as successfully as a compelling tweet and get the crucial
messages across. This presentation will discuss what Sandia IT is
doing to modernize IT messaging and reduce the information
overload as much as possible.
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;1 Topics in this hot mess

" The multi-pronged problem
= A little about what the research says
" What can we learn from Twitter for IT messaging?

= References

SCOPE: End-user communications (IT-to-IT communications are out of scope,
although same principles apply)
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« “IT” is my shorthand for ...

... all the entities that together provide the end-to-end service of
“enterprise computing’:

® |nfrastructure

= Connectivity

= App development

= Systems

» Data (and its storage and backup)
= Computing devices |
= Support

" Policy and security

" etc. ‘
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The multi-pronged problem
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1 I'T must communicate some things

5/4/2018

It’s important

that you know
this thing

New, changed, or retired
products & services

New, changed, or retired
processes or policies that
affect end users

Events or training that
will improve your user
experience

You must take
action (or avoid
taking action)

Application or OS
lifecycle management

Vulnerabilities require
attention

Cyber event requires
action or action avoidance

Replace [old solution]
with [new solution]
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Your user
experience is

affected by
something in the
IT environment

Planned or unplanned
system, network, app,
database outage

Service degradation

Widespread application
errors




1 I'T messaging is ... problematic

* Complex * Hard to find the right level
o Hard to summarize, hard to of detail
“hashtag”

> How much background?
o Full of opaque concepts

: : : > How much definition?
o Often requires following precise

instructions o How detailed must the

= instructions be (What’s the
MOI"el unPOPUIar than Software Center? What'’s the
popular Windows key?)
o Don’t touch my machine
o XP is fine.Why should | upgrade!?

> Why did my accounts suddenly
expire! (Automated notifications
filtered to Trash)

> You’ve orphaned my conference ‘
room scheduling app

o | don’t want to use my badge to
log in
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s | Perceptions get in the way — from both directions

What they need\
\g
4

Actual IT Imagined Imagined Actual
group IT group end user end user
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1 We can’t always use modern technology

" Information protection requirements apply
= External services may not be approved

" Locally hosted technology my be beyond budget

Email is the go-to delivery medium for complex information

Instagram WhatAapp

Facebook
| Twitter-like P
internal apps -
(Yammer, e.g.) N
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01/15/2015 Thu

g
< ALERT: Low Water Alert,
~ | Device: Torano Humidor,
Home, Humidifier, Thu Jan 15,

201511:39

171:34 AM

Mobile apps for
broadcast text
alert like
universities &
cities use

’ Fl‘liHr message ’ @




ol So we use traditional “push/pull” methods

Email (push)
" Lends itself to long or long-ish messages
= Users say they hate (and also depend on it)
* Email clients (typically Outlook) limit responsive design

" Users sometimes automatically trash messages from certain
entities

Intranet publication (pull)
= Typically, SharePoint, websites, blogs, wikis, WordPress-like sites

" Depends on users to go get the message
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| The end result?

* Low percentage of audience
saturation

* Very short information half life
(retention)

Percentage
of target
audience

that reads
message

Campaign

l

e —
Retention of message over time
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A little about what the
research says
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How people read digital content

SHOWS VIDEOS SCHEDULE TOPICS

They scan, not read
HISTORY IN THE HEADLINES.

Scanning pattern is F-shaped®
especially when ...

Remembering 9/11: 15 Years Later

Sarah pruite

" “Wall of text” (not much formatting
= User trying to be efficient

September 11th: Why We Remember

Volunteers from the 9/11 Tribute Center reflect on the importance of sharing their stor
with future generations.

» User isn’t committed or interested

PRINT
®

Yemtiers wno Ip;.ved ones, first
4 .@q rkers, longtime Lower Manhattan

o 4 * rgen(sand other traine blunteers.tell theif stories in the hopes of
I rs wo r s O eac I n e a r'e c r'u C I a providing a greater understanding of thy FRSagtaf 911, s wel a5 the ongoing
recovery and resilience of New York City. We asked fize of those volunteers to
share some of their thoughts, jncluding how 9/11 changed them, what they
scanning signals (reading down the left |
side)

want people to remember.and what advice they would give future-

generations.

@00

Trib

ity e Fire uepartmeh./wew York

lied when e twin (@ars collapsed on 9/11. Crawford also
fie construction of the new World Trade Center plaza
+ Dave H60d, who is an attorney for the Port A of New York & New

he 68% ﬂixhethowshen'me. hit it on 9/11

Ridge, Brooklyn, with his fellew oTficers to get to the World Trade Center on
9/11. He then-sperit months working on the recovery effort.
- @< Powers was the Director of Readiness Analysis for the Navy
iquarters at the Pentagon. On 9/11, he walked seven miles to get home to
ife and children in the suburb of Washington, D.C. where they lived.

/

Lopking back at the past '.-m, what has stayed g same for New Yorkers

Mact Crawférd: | think
‘ﬁﬁ mmdsen‘ apted gv.wulckly back to that get it done, get to
Y€ you're going ment: isvat has changed, though, is the fact that
if a New Yorker slows down angdakes a minute to think about September 11,
obviously they wil remembef the horrible events of that day, but that will be
quickly followed up wigh'a story about some act of kindness from a random

| [ stranger. | think that has softened us quite a bit.
*from eyetracking studies >

Joan @tropaolo: What has stayed the same in New York City is the
fendous pride and commitment that our residents have for our city. ...[Wjhat

nas changed i the level of dilisence an the nart of New Yarkers in watching their
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When information is too complex ...

... busy people’s brains struggle to simplify; they latch onto the
stand-out details

What the MFA Team said What we heard from MFA users

* Use once a week

* Won'’t work remotely

* Doesn’t work when people
share computers

* Can’t use badge on travel

* Use once a week (heading
toward every time); use once
every 24 hours; use every time

* Exception process for certain
machines in certain situations

* Horrible that Sandia affected
their productivity

* YMMV with remote access

» Classified vs unclassified

e Restart multi-uses machines
after each user

* Use your badge on travel
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Huge percentage read on mobile screen

50 to 80 percent read at least some email on mobile devices

" Pinch, zoom, scroll works against you

" As does non-responsive email design

ol Verizon LTE

To

=] s

Message ADOBE PDF

Content: Desktop monitor vs. mobile screen - Message (HTML)
Q Tell me what you want to do

Mon 5/14/2018 10:01 AM
Teague, Phyllis

° Content: Desktop monitor vs. mobile screen

© Teague, Phylis

ACTION: Your important announcement and deadline
Maecenas porttitor congue massa. Fusce posuere, magna sed pulvinar ultricies, purus lectus malesuada libero augue. Suspendisse dui purus,
scelerisque at, vulputate vitae, pretium mattis, nunc. Mauris eget neque at sem venenatis eleifend. Ut nonummy.

Background

Fusce aliquet pede non pede. Suspendisse dapibus lorem pellentesque magna. Integer nulla. Donec blandit feugiat ligula. Donec hendrerit, felis et
imperdiet euismod, purus ipsum pretium metus, in lacinia nulla nisl eget sapien.Quisque aliquam tempor magna. Pellentesque habitant morbi
tristique senectus et netus et malesuada fames ac turpis egestas. Nunc ac magna. Maecenas odio dolor, vulputate vel, auctor ac, accumsan id, felis.
Pellentesque cursus sagittis felis.

Instructions

1. Pellentesque porttitor, velit lacinia egestas auctor, diam eros tempus arcu, nec vulputate augue magna vel risus. Cras non magna vel ante
adipiscing rhoncus. Vivamus a mi. Morbi neque.

2. Aliquam erat volutpat. Integer ultrices lobortis eros. Pellentesque habitant morbi tristique senectus et netus et malesuada fames ac turpis egestas.
Proin semper, ante vitae sollicitudin posuere, metus quam iaculis nibh, vitae scelerisque nunc massa eget pede.

3. Sed velit urna, interdum vel, ultricies vel, faucibus at, quam. Donec elit est, consectetuer eget, consequat quis, tempus quis, wisi. In in nunc. Class
aptent taciti sociosqu ad litora torquent per conubia nostra, per inceptos hymenaeos.

Need help?

Curabitur posuere quam vel nibh. Cras dapibus dapibus nisl. Vestibulum quis dolor a felis congue vehicula. Nullam hendrerit bibendum justo. Fusce
iaculis, est quis lacinia pretium, pede metus molestie lacus, at gravida wisi ante at libero.

10:07 AM 84% (wm)

<O v

Teague Phyllis A
Details @

To: Teague Phyllis A

Content: Desktop monitor vs. mobile
screen

Today at 10:00 AM

ACTION: Your important announcement and
deadline

Maecenas porttitor congue massa. Fusce posuere,
magna sed pulvinar ultricies, purus lectus malesuada
libero augue. Suspendisse dui purus, scelerisque at,
vulputate vitae, pretium mattis, nunc. Mauris eget neque
at sem venenatis eleifend. Ut nonummy.

Background

Fusce aliquet pede non pede. Suspendisse dapibus
lorem pellentesque magna. Integer nulla. Donec blandit
feugiat ligula. Donec hendrerit, felis et imperdiet
euismod, purus ipsum pretium metus, in lacinia nulla
nisl eget sapien.Quisque aliquam tempor magna.
Pellentesque habitant morbi tristique senectus et netus
et malesuada fames ac turpis egestas. Nunc ac magna.
Maecenas odio dolor, vulputate vel, auctor ac,
accumsan id, felis. Pellentesque cursus sagittis felis.

Instructions

1. Pellentesque porttitor, velit lacinia egestas auctor,
diam eros tempus arcu, nec vulputate augue magna vel
risus. Cras non magna vel ante adipiscing rhoncus.
Vivamus a mi. Morbi neque.

2. Aliguam erat volutpat. Inteaer ultrices lobortis eros.

= B A K
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What can we learn from
Twitter for IT messaging?
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+1 What does make Twitter messages sticky?

Although not always applicable to IT, they are memorable
(sticky) and shareable (contagious):

= Simplicity

= Unexpectedness

= Concreteness
= Credibility
» Emotions

= Stories
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If sticky messages are the goal ...

li\ Campaign ‘
PercentageI
of target Decrease the radioactive
t;;fg;‘: _ decay rate of information
message
L

e —
Retention of message over time 1



... IT can address these three things

" Write short, consumable content with empathy
» That’s visible easy to digest

» Using modern media (or modern media principles)
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» | Start with empathy

Positive messages — or messages that acknowledge user
frustration — are stickier!

Lose the unflattering assumptions about users

= Okay, most users are sometimes/often frustrated by technology

* Many millennials equate technology with social connection rather
than loving technology for its own sake

* Many older adults are the equivalent of digital natives

" Not everyone who reads your messages is your same gender or
ethnicity
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|dentify what users really need to know

THINGS ON THE FlRONT PAGE
oF A UNIITY WEBSITE

" CAMPUS PHOTO
SLIDESHOW

" ALOMN -
INTHE PROMOTIONS /

THINGS PEOPLE GO TO
THE SITE LOOKING FOR

LIST OF FACULTY PHONE

. NUMBERS AND EMAILS

https://www.xkcd.com/773/
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»1 Then write short

* Mind the signal-to-noise ratio

o Important info in Ist line of body!

° |nclude actions, dates, etc.

o Hyperlink to background info and more details
= Aim to keep all the text “above the fold”

o “Above the fold” on a monitor is 2 or 3 screens
on a smartphone

" Just the facts, but

o Address the reader as “you”
o Address IT as “we”

o |t’s okay to admit mistakes (mea culpas)
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“For sale. Baby shoes.
Never used.” — Ernest
Hemingway

“l didn’t have time to
write a short letter, so |

wrote a long one instead.”
Mark Twain

“The most valuable of all
talents is that of never
using two words when
one will do.” Thomas
Jefferson




» | Treat your subject line like a Twitter post

* Nouns and verbs
* Complete statements

= All the most important points

[ O | FrROM TO SUBJECT

4  Categories: (nonel: 2 item(s)

RECEIVED

E‘, Teague, Ph... Teague, Phyllis People5oft upgrade
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| Make the message visually easy to digest

|deal email length may be 50 — 125 words ...
= But 125 words looks like a WALL OF TEXT

] L This is a 50-word message - Message (HTML) il — O X

Message ADOBE PDF Q Tell me what you want to do

Teague, Phyllis @ Teague, Phylis
L » B This is a 123-word 5 - M HTML; /= = O >
'® This is a 50-word message =] T ;s1ea word message el )
Message ADOBE PDF Q Tell me what you want to do
Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Maecenas porttitor co

Te = Phvlli = i 3G AM
magna sed pulvinar ultricies, purus lectus malesuada libero, sit amet commodo Teague, Phyliis © Teague, Phylis L
viverra imperdiet enim. Fusce est. Vivamus a tellus. Pellentesque habitant morb © This is a 125-word message

et malesuada fames ac turpis.

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Maecenas porttitor congue massa.
Fusce posuere, magna sed pulvinar ultricies, purus lectus malesuada libero, sit amet commodo
magna eros quis urna. Nunc viverra imperdiet enim. Fusce est. Vivamus a tellus. Pellentesque
habitant morbi tristique senectus et netus et malesuada fames ac turpis egestas. Proin pharetra
nonummy pede.

Mauris et orci. Aenean nec lorem. In parttitor. Donec laoreet nonummy augue. Suspendisse dui
purus, scelerisque at, vulputate vitae, pretium mattis, nunc. Mauris eget neque at sem venenatis
eleifend. Ut nonummy. Fusce aliquet pede non pede. Suspendisse dapibus lorem pellentesque
magna.

Integer nulla. Donec blandit feugiat ligula. Donec hendrerit, felis et imperdiet euismod, purus
ipsum pretium metus, in lacinia nulla nisl eget sapien. Mauris et orci. Aenean nec tristique
lorem. -

5/4/2018 NLIT 2018




s 1 Use “signage’ and other visual cues

Internal headings break up wall of text

» Honors the “first 2 words” rule

= Acts as psychological sighposts to crucial information |

Red text, yellow highlighting, and bolded words for important items

B L Same 125 words, with headings - Message (HTML) &3] - O
Message Insert Options Format Text Review ADOBE PDF Q Tell me what you want to do

Teague, Phyllis © Teague, Phyliis 10:50 AM
© Same 125 words, with headings

0 You forwarded this message on 5/14/2018 12:03 PM.

IMPORTANT! Red headline for most shouty thing to remember (5/24)

Your important announcement and deadline

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Maecenas porttitor congue massa. Fusce posuere,
magna sed pulvinar ultricies, purus lectus malesuada libero, sit amet commodo magna eros quis urna. Nunc
viverra imperdiet enim. Fusce est. Vivamus a tellus. Pellentesque habitant morbi tristique senectus et netus et
malesuada fames ac turpis egestas. Proin pharetra nonummy pede.

Instructions

1. Mauris et orci. Aenean nec lorem. In porttitor. Donec laoreet nonummy augue. Suspendisse dui purus,
scelerisque at, vulputate vitae, pretium mattis, nunc.

2. Mauris eget neque at sem venenatis eleifend. Ut nonummy.

3. Fusce aliquet pede non pede. Suspendisse dapibus lorem pellentesque magna.

4. Integer nulla. Donec blandit feugiat ligula. Donec hendrerit, felis et imperdiet euismod, purus ipsum pretium
metus, in lacinia nulla nisl eget sapien.

Need help?
Mauris et orci. Aenean nec tristique lorem at someone@sandia.gov.
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x| Bogart those hard returns!

Line break after every line ...

" Decreases readability

= Takes up more screen space

Two to three sentences per paragraph for user messaging

https://www.xkecd.com/1285/ |
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Use alternate delivery methods where possible

Computer popup

messages (depends on

users being there)

Homegrown or
COTS mobile apps

(not available so far at

Sandia)

Labs-wide text
messaging (often

constrained by mobile

vendor)

a!l T-Maobile LTE 10:27 AM

«
Kirtland App Feedback

Push Messages

Announcements

) -
5‘.‘5‘ KAFB Drone Policy

[l Privately Owned Weapon Policy

Military Functions - What to Wear
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Medical Emergency
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» | Good messaging is good UX, good service delivery

5/4/2018

» Shoot for perfect user relationship management through perfect
messaging

= Celebrate if you're as non-annoying as possible
= Stay in touch with users when it’s called for

= Stay out of their hair when it’s not
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Interesting articles with good principles

|0 Awesome Twitter Examples with Critiques and
Best Practices

3 communication theories that will help you write
better microcopy (and make better products)

6 Ways to Make your Content Sticky

9 Powerful Tips for Communicating Better With
Millennials Inc.com

Applying Writing Guidelines to Web Pages Article by
Jakob Nielsen

Creating Viral Content? The Secret is Get Contagious
First 2 VWords A Signal for the Scanning Eye
Horizontal Attention Leans Left (Early Research)
How Social Posts Go Viral Search Engine Journal
How to Say What You Mean in 140 Characters or Less

—Art of Eloquence

How to Write in 140 Characters or Less

How Users Read on the Web

Information Foraging:Why Google Makes People
Leave Your Site Faster

Legibility, Readability, and Comprehension Making
Users Read Your Words
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Long vs. Short Articles as Content Strategy
Microcontent How to Write Headlines, Page Titles,
and Subject Lines

Millennials: Technology — Social Connection

Older Adults and Technology Use

Six Principles of Stickiness Sightline Institute

Six Principles of Sticky Ideas

The Ideal Length of a Sales Email, Based on 40 Million
Emails

The F word — how people read on the web -
Briarbird

The Rules of Twitter Hashtags Hits and Misses From 7
Big Brands

TWEET SUCCESS Why We Love Twitter's 140
Character Limit

User Frustration with Technology in the Workplace
UX Research Cheat Sheet

Writing to Attract Readers User-centric vs. Maker-
centric Language




