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A
abstract nouns. See also nouns

clear writing guidelines, 132, 133, 135
gathering information, 44

academese, 16
accessibility of information, 16.See also

links; site navigation
action-driven structure. See also verbs

clear writing guidelines, 132, 134, 
135

cohesive writing guidelines, 143
procedure writing guidelines, 147
user expectations, 6

actions, user. See user actions
active voice

clear writing guidelines, 132, 133
processes versus procedures, 147
process writing guidelines, 146

adapt page status indicator, 94, 95
adhoc links, 67. See also links
adjectives

clear writing guidelines, 132, 133
concise writing guidelines, 138

adverbs, concise writing guidelines, 138
affinity diagramming, 93
affirmatives, concise writing guidelines, 

140
alignment

reducing visual overload, 62
user-focused strategies, 119

alphabet
navigation guidelines, 71
promoting visual understanding, 62, 

63, 69, 71
Ameritrade website, 173
antecedents, cohesive writing guidelines, 

143
apperception, defined, 143
archive page status indicator, 94, 95
are, clear writing guidelines, 133, 135
arguments, writing, 149
artifacts, gathering information, 85, 87
artificiality, concise writing guidelines, 

134–135
associative links, 65. See also links
attention management, 12, 104
audience. See also reading; users

analyzing, 45, 149
attitude of, 28
chunking guidelines, 91
evaluating content, 87–89
identifying, 26–29, 33, 42
navigation guidelines, 67, 71
persuading, 149
as rhetorical triangle element, 14

structuring content, 76, 80, 81
testing. See usability testing
user-focused strategies, 104, 116, 117
writer role and, 17
writing style and, 131, 134, 149, 150

B
back buttons, navigation guidelines, 64
backgrounds, research on reading, 98
Beck, John, attention management 

principles, 12
been, clear writing guidelines, 133
benchmarks. See also usability testing

planning content, 37, 38, 41, 49
value in writing and, 175

blob text, 110
bold type

structuring content, 97
user-focused strategies, 120

bottom-up organizing approach, 93
browser windows, launching new, 116
bulleted lists

research on reading, 97
user-focused strategies, 120, 122

bureaucratic language, concise writing
guidelines, 134

buttons
back buttons, 64
home buttons, 98
jump-to-top buttons, 118

buyers, writing to influence, 148

C
capitalization, user-focused strategies, 120
categories. See also chunking; labels

applying visual thinking principles, 69
expectation-driven structure, 108, 111
organizing content, 92, 93
promoting visual understanding, 62,

63, 69
usability testing, 156–158, 165

character-driven structure
clear writing guidelines, 132, 134, 135
cohesive writing guidelines, 143
chunking

bottom-up organizing, 93
database guidelines, 94, 96
defined, 90
guidelines for, 91
procedure for, 92
rationale for, 62, 90
user-focused strategies, 109, 111
writing process, 17

clear writing
guidelines for, 135
helping readers to visualize, 132
questions to ask, 131
removing abstract nouns, 132, 133, 

135

removing artificiality and jargon, 
134–135

research on reading, 98
rewriting to make meaning clear, 141
user-focused strategies, 16, 121

“Click here” usage, 115
cognitive hierarchies. See hierarchies
cognitive theory. See also reading; visual

thinking
chunking, 90
links, 115
mental models, 26–27
reducing visual overload, 62
wayfinding theory, 69

cohesive writing, guidelines for, 143–144
color

of keywords, 122
of links, 26, 64, 117

commission, problems of, 163
comparison shopping, writing to influence,

148
competition among websites, 13, 148
concise writing

changing negatives to affirmatives, 
140, 142

deleting meaningless words, 137, 142
deleting repetitious words, 137, 138, 

142
deleting words whose meaning can be 

inferred, 138, 142
guidelines for, 136
identifying user tasks, 44
process writing guidelines, 146
replacing a phrase with a word, 139, 

142
replacing complicated words, 140, 142
research on reading, 98
rewriting to clarify, 141, 142
user-focused strategies, 16, 122

consistency
navigation guidelines, 65, 70
planning content, 28

content inventory lists, 94, 99
content labels. See labels
content planning. See planning content
content structure. See site navigation; 

structuring content
context. See also organizational context

navigation guidelines, 67
planning content, 30
as rhetorical triangle element, 14, 15
structuring content, 76, 80, 81, 87, 89
user-focused strategies, 107, 116, 118
writer role and, 17
writing style and, 131, 150

contrast, visual. See visual contrast
controlling via text, 107, 108, 109, 111
cost issues

site building, 48
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information, definition, 72
Information Architecture, process 

illustration, 36
Information Design, planning in, 25
internal links. See also links

structuring content, 94
user-focused strategies, 112, 113, 115

inverted pyramid style, user-focused 
strategies, 122

IRS website, 105
is, clear writing guidelines, 133, 135

J
jargon

applying visual thinking principles, 71
concise writing guidelines, 134–135

job analysis, 82. See also user tasks
jump-to-top buttons, 118

K
keywords

highlighted keywords, 97, 120, 122
research on reading, 97
user-focused strategies, 120, 122

King County, Washington, website, 63

L
labels. See also categories

navigation guidelines, 67
organizing content, 93, 94, 95, 96
usability testing, 156–158, 165
visual thinking principles, 69, 120

layering, evaluating content, 88
layout. See also specific elements

structuring content, 78, 97–98
user-focused strategies, 120, 122
visual language role of, 72

line length
structuring content, 78
user-focused strategies, 120

links. See also labels; site navigation
adhoc links, 67
associative links, 65
“Click here” usage, 115
cognitive expense of, 115
color use, 26, 64, 117
context and, 116
email links, 113
embedded links, 64
expectation-driven structure, 107, 112
external links, 113, 115
flow and, 115
guidelines for, 64–65, 67, 117
internal links, 94, 112, 113, 115
organizing content, 94, 98
reader purchasing decisions and, 148
structural links, 64–65
supporting user actions, 16, 104, 

113–114, 122

granularity of chunks, 96
graphics. See also visual thinking; specific 

graphic elements
research on reading, 98
usability testing, 159
user-focused strategies, 105, 119, 122
visual language role of images, 72

graphic-safe area dimensions, 118
grouping. See categories; chunking; labels
GSA exercise, 32, 150
guerilla-user testing. See also usability 

testing
analyzing results, 163–164
listening to users, 163
overview of, 160
preparing users and materials, 

161–162
selecting users, 161

H
Hackos, JoAnn, information gathering 

strategies, 81
headings

chunking guidelines, 91
concise writing guidelines, 136
procedure writing guidelines, 146
usability testing, 159
user-focused strategies, 107, 109–112, 

119–120
hierarchies

gathering information, 86
navigation guidelines, 64, 65
promoting visual understanding, 62, 

63, 70
usability testing, 164
user-focused strategies, 109, 110
what users want, 15

highlighted keywords. See also links
research on reading, 97
user-focused strategies, 120, 122

history list, navigation guidelines, 64
hold page status indicator, 94, 95
home buttons, organizing content, 98
Horn, Robert, visual language terms, 72
Horton, Susan, link usage, 116
hypertext links. See links

I
icons

icon building, 65
navigation guidelines, 71
promoting visual understanding, 69
research on reading, 98

IDG’s For Dummies series, 155
images, visual language role of, 72. See also

graphics
imperative language, processes versus 

procedures, 147
indenting, user-focused strategies, 120

site maintenance, 46, 172
usability testing, 164, 172, 173–174

crafting text. See writing process; 
writing style

CRAP principles, 61–62
Crate and Barrel website

cohesive writing guidelines, 143–144
user-focused strategies, 106–108, 112,

124–125
credibility

organizing content, 97, 98
user-focused strategies, 122–123

D
database tools, structuring content, 

94–95, 96
Davenport, Thomas

attention management principles, 
12, 104

value in writing, 172
delete page status indicator, 94, 95
Dell computers, 26
descriptive language, processes versus 

procedures, 147
disabled users

navigation guidelines, 145
planning content, 29, 42
user-focused strategies, 115

E
email links, 113. See also links
embedded links, 64. See also links
expectation-driven structures

benefits of, 111
building, 107, 109–110, 112
Crate and Barrel website, 107–108, 

124–125
incorporating, 94, 111

expectations, user. See purpose; user goals
external links, 113, 115. See also links
eyestrain from screenreading, 13

F
file type, database fields for, 94, 96
flow of text, links and, 114, 115, 116
focus, as benefit of structure, 111
focus groups

identifying user goals and tasks, 43
structuring content, 80

fonts, 120. See also typefaces
forms, filling in, 173, 174

G
gerunds, procedure writing guidelines, 146
Gestalt theory, reducing visual overload, 

61–62
Gilbert, Thomas, user performance 

statistics, 175
goals, user. See purpose; user goals
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value in writing and, 171–172, 175
what writers offer, 17

pompous language, concise writing 
guidelines, 134, 140

positions, developing, 149
post-it notes. See sticky notes
predicting content via text, 107, 108, 

109, 111
present tense, process writing guidelines, 146
presentation, effect on understanding, 72
pretentious language, concise writing 

guidelines, 134–135
printing from websites

navigation guidelines, 67
structuring content, 98
user-focused strategies, 118

procedures
identifying user actions, 32
processes versus, 147
writing about, 146–147

processes
identifying user actions, 32
procedures versus, 147
writing about, 145–146

promotional language. See marketese
proximity, reducing visual overload, 62, 70
Prusak, Larry, value in writing, 172
purchasing decisions, writing to influence, 

148
purpose. See also user actions; user goals; 

user tasks
chunking and, 90–92
evaluating content, 87–89
navigation guidelines, 67, 71
planning content, 27–28, 30, 33, 43
research on reading, 97
as rhetorical triangle element, 14
structuring content, 80, 81
user-focused strategies, 107–113, 115, 

116
writer role and, 17
writing style and, 130, 131, 132, 150

Q
quality issues. See benchmarks; usability 

testing; value in writing
questionnaires, identifying user goals, 43

R
reading. See also audience; users

chunking rationale, 90
competition among sites, 13
difficulty of screen reading, 13, 118, 

136
links and, 114
research finding summaries, 18, 

97–98, 106, 122–123
scanning versus, 30, 97, 98, 122
what users want, 14–16

gathering information, 80, 81, 85–86
identifying goals, 31, 37, 38, 39–41, 

43
identifying users, 27
information flow patterns, 81
meeting goals, 46, 47
usability testing, 155, 161
value in writing and, 171–175
writer role and, 7, 12

organizing content. See also structuring 
content

bottom-up approach, 93
content inventory lists, 94, 99
database tools, 94–95, 96
expectation-driven structure, 109, 

111, 112
research on reading, 97–98
site structure tables, 95, 100
usability testing, 163, 164
writing guidelines, 97–98

P
page design. See layout; visual thinking
page length

reader purchasing decisions and, 148
recommendations for, 118
research on reading, 97, 136

page status information, database fields 
for, 94, 95, 96

paragraph length, user-focused strategies, 
98, 122

parallel construction, expectation-driven 
structure, 112

PARC principles, 61–62
Passini, Romedi, wayfinding description, 

68
passive voice

clear writing guidelines, 132, 133, 
135

process writing guidelines, 146
PDF files, 67, 118
perceptual cues. See visual thinking
persuasion, writing style and, 149
phrasing. See writing style
planning content. See also user-focused

strategies; visual thinking
benefits of planning, 22, 23–24
document types, 35–36
identifying audience, 26–29, 33, 42
identifying user actions, goals, and
tasks, 31–34, 50
Information Design and, 25
questions to ask, 25
research on reading and writing, 18, 

97–98
Scope Definition Document™, 36–49
understanding context, 30
understanding purpose, 30
usability testing and, 163, 173–174

tone of writing and, 114
types of, 64–65, 113
usability testing, 158
where to link, 114

lists
bulleted, 97, 120, 122
concise writing guidelines, 136
content inventory, 94, 99
history list, 64

location
navigation guidelines, 65
promoting visual understanding, 62, 63

logos, navigation guidelines, 64
Lynch, Patrick, link usage, 116

M
management. See organizational context
marketese

research on reading, 97
user-focused strategies, 105–106, 

122–123
what users want, 16

mental models, planning content, 
26–27, 29

migrate page status indicator, 94, 95
modifiers. See adjectives; adverbs
Morkes, John

research on reading, 13, 122
writing guidelines, 97

mouse users, 115

N
navigation. See links; site navigation
negatives, concise writing guidelines, 140
Nielsen, Jakob

attention management principles, 104
research on reading, 13, 97, 106, 115, 

122–123, 136
usability testing recommendations, 

160, 164
writing guidelines, 105

note cards
organizing content, 93
usability testing, 157

nouns
abstract, 44, 132, 133, 135
clear writing guidelines, 132, 133, 135
concise writing guidelines, 138
gathering information, 44
organizing content, 94
process writing guidelines, 146

O
obligating via text, 107, 109
O’Conner, Patricia, clear writing 

guidelines, 134
omission, problems of, 163
organizational context

communication patterns, 81
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value in writing and, 170–172
what users want, 15, 16

style of writing. See writing style
subheadings

chunking guidelines, 91
concise writing guidelines, 136
procedure writing guidelines, 146
research on reading, 97, 122
usability testing, 159
user-focused strategies, 107, 109–112, 

119–120
subjective language. See marketese
subjects of verbs, 132, 135. See also

character-driven structure

T
talk-aloud protocols. See verbalization
task analysis, 82, 83, 88. See also user tasks
task inventories, 44, 81. See also user tasks
testing. See usability testing
think-aloud protocols. See verbalization
third-person construction, processes versus 

procedures, 147
time

for data entry, 173
for icon building, 65
as organizing principle, 63
for revisions, 77, 78
for screen reading, 13, 136
for site development, 48, 80, 

171–172
for site maintenance, 172
for training, 174
for usability testing, 161, 164
user attention spans, 13, 97, 98

to be, clear writing guidelines, 133, 135
tone of writing

links and, 114
planning content, 27, 28
writing style and, 131

topic sentences, 109
touch-screen users, 115
training time, 174
Tufte, Edward, information definition, 

72
typefaces

structuring content, 97
user-focused strategies, 120, 122

U
understanding, impact of presentation, 72
unity, as benefit of structure, 111
usability testing

analyzing results of, 165
of categories and labels, 156–158, 165
guerilla-user testing, 160–164
identifying goals and tasks, 34
importance of, 154, 155, 160
one-hour testing, 164

second-person construction, processes 
versus procedures, 147

selling, writing guidelines for, 148
sentences, topic, 109
sentence structure

building links, 117
clear writing guidelines, 132, 135
usability testing, 159
what users want, 16

sequence analysis, gathering information, 
82

shapes, visual language role of, 72. See also
graphics

Shedroff, Nathan, creating information, 
72

shoppers, writing to influence, 148
site development. See planning content; 

structuring content
site maintenance

costs of, 46, 172
page-length and, 118

site navigation. See also links
applying visual thinking principles, 

70–71
four Rs of, 15, 65–67
fundamental questions of, 64–65
reader purchasing decisions and, 148
recognizable navigation, 15, 65–66
responsive navigation, 15, 66
rhetorical navigation, 15, 66
routed navigation, 15, 66, 71
usability testing, 174
user-focused strategies, 104, 113–117, 

118
visually impaired users, 145
wayfinding theory, 68
what users want, 15

site planning. See planning content
site structure. See structuring content
site survey tools, organizing content, 94
spreadsheets, usability testing, 157
sticky notes

organizing content, 92, 93
usability testing, 157

structural links, 64–65. See also links
structuring content. See also site navigation

challenges facing writers, 5, 76
chunking, 17, 62, 90–94, 96, 109, 

111
content inventory lists, 94, 99
evaluating content, 87–89
expectation-driven structure, 107–113
gathering information, 77–86
organizing content, 93–98
site structure tables, 95, 100
usability testing and, 84, 163–164, 

173–174
user-focused planning, 36
user-focused strategies, 107–113

recognizable navigation
guidelines for, 65–66
what users want, 15

Redish, Janice, information gathering
strategies, 81

redundancies
building links, 117
concise writing guidelines, 137, 142

relevance
chunking and, 90
page status indicators and, 95
what users want, 14

repetition
concise writing guidelines, 137
navigation guidelines, 65, 66
reducing visual overload, 62
user-focused strategies, 119

resource identification
planning content, 46, 48
site maintenance and, 172

responsive navigation
guidelines for, 66
what users want, 15

revision process. See also writing process
allowing time for, 77, 78
how we write, 79

rhetorical navigation
guidelines for, 66
what users want, 15

rhetorical triangle. See also specific elements
described, 14–15
evaluating content, 87, 89
writer role and, 17
writing style and, 150

rollovers, 71
routed navigation

applying principles, 71
guidelines for, 66
what users want, 15

S
sans serif fonts, user-focused strategies, 120
scanning, reading versus, 30, 97, 98, 122
Schriver, Karen, research on reading, 18, 160
Scope Definition Document™

identifying benchmarks, 37, 38, 41, 49
identifying organizational goals, 37, 

38, 39–41
identifying user goals and tasks, 37, 

38, 42–45
identifying users, 26–29, 37, 38, 42
meeting user goals, 37, 38, 46–48
questions to consider, 37
sample document, 52–55
sign-off, 38, 49

screen reading. See reading
scrolling

research on reading, 97, 98, 136
user-focused strategies, 118, 120
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Web reading. See audience; reading; users
Web writing. See writers; writing process; 

writing style
were, clear writing guidelines, 135
Williams, Joseph, concise writing 

guidelines, 136
Williams, Robin, PARC principles, 61–62
windows, launching new, 116
word choice. See writing style
words, visual language role of, 72
workbook structure overview, 5
work environment. See organizational 

context
workflow analysis, 81, 86. See also

user tasks
writers (in general). See also specific 

functions
challenges facing, 5, 7, 76, 130, 131
research finding summaries, 18, 

97–98
role of, 7, 17, 24, 28, 172, 175
visual thinking and, 7, 60, 172

writing process. See also specific aspects
guidelines for, 97–98
how we write, 79
research finding summaries, 18, 

97–98
timing as factor, 77–78, 79
value in, 170–175
what writers offer, 17

writing style
arguments, 149
challenges facing writers, 130
clear writing, 16, 98, 121, 131–135, 

141
cohesive writing, 143–144
concise writing, 16, 44, 98, 122, 

136–142, 146
expectation-driven structure and, 

105–112
knowing your reader, 28
procedures, 146–147
processes, 145–146, 147
purchasing decisions and, 148
rhetorical triangle and, 150
usability testing, 122–123, 159, 

163, 164
Web writing guidelines, 97–98

Wurman, Richard Saul
information processing patterns, 

62–63
learning theory, 143

building links, 116
gathering information on, 81–83, 

86, 88
identifying and testing, 31–34, 37, 

38, 44–45, 50
usability testing, 156, 158, 162

user testing. See usability testing

V
value in writing. See also usability testing

articulating value, 170, 171–172
communicator role and, 172
enrolling others in lessons learned, 175
usability testing and, 172, 173–174
what users want, 16

verbalization
testing goals and tasks, 34
usability testing, 84, 157, 158, 159, 162

verbs
clear writing guidelines, 132, 133, 135
concise writing guidelines, 138
gathering information, 44, 86
list of, 51
organizing content, 94
planning content, 32
procedure writing guidelines, 147
usability testing, 162
what users want, 6

visual contrast
reducing visual overload, 61–62
user-focused strategies, 119

visually impaired users, navigation 
guidelines, 145

visual thinking
applying principles of, 69–71
chunking and, 62
language of, 72
navigation guidelines, 64–68, 70–71
promoting understanding, 62–63, 

69–70
reducing overload, 61–62, 70
user-focused strategies, 107, 109, 

119–120
wayfinding theory, 69
writer role and, 7, 60, 172
writing style and, 97, 132, 135

Volkswagen website, 148

W
was, clear writing guidelines, 135
wayfinding, 68. See also site navigation
Web navigation. See site navigation

performance improvement statistics, 
172, 173–174

of text, 122–123, 159
think-aloud protocols, 84

usable text, crafting. See writing style
user actions. See also purpose

building links to support, 16, 104, 
113–114, 122

identifying, 32
procedure writing guidelines, 147

user-focused strategies. See also usability 
testing; specific aspects of 
development

avoiding marketese, 16, 97, 105–106
Crate and Barrel website, 106–108, 

112, 124–125
expectation-driven structure, 107–113
links that work, 64–65, 104, 113–117
page-length guidelines, 118
visual cues, 119–121

user goals. See also purpose
confirming assumptions about, 43
envisioning how to meet, 37, 38, 

46–48
expectation-driven structure, 107–113
identifying and testing, 31–34, 37, 

38, 43, 50
navigation guidelines, 67
perceptions of speed, 13
usability testing, 158, 162, 163

user groups, 45. See also focus groups
user help, building links, 116
users (in general). See also audience

attention span of, 13, 97, 98
chunking and, 90–91
context of. See context
disabled users, 29, 115, 142, 145
explaining value to, 171
gathering information from, 43, 44, 

80–86
identifying, 26–29, 37, 38, 42
knowledge and experience of, 26–27, 

29, 131, 143
purpose of. See purpose
as readers. See reading
satisfaction of, 174
testing. See usability testing
wants of, 6, 14–16
writing style and, 130, 131, 132, 

145–150
user tasks. See also purpose

audience analysis matrix, 45
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