Writing for the Web Bibliography

Bibliography

Arnheim, Rudolf. Visual Thinking. Berkeley and Los Angeles: University
of California Press, 1969.

Beyer, Hugh and Karen Holtzblatt. Contextual Design: A Customer-
Centered Approach to Systems Design. San Francisco: Morgan Kaufmann
Publishers, 1997.

Booth, Wayne C., Gregory G. Colomb and Joseph M. Williams.
The Craft of Research. Chicago: The University of Chicago Press, 1995.

Branaghan, Russell J., ed. Design by People for People: Essays on Usability.
Chicago: Usability Professionals’ Association, 2000.

Campbell, Jeremy. Grammatical Man: Information, Entropy, Language and
Life. New York: Simon & Shuster Trade, 1982.

Davenport, Thomas H. and John C. Beck. The Artention Economy:
Understanding the New Currency of Business. Cambridge, MA: Harvard
Business School Publishing, 2001.

Davenport, Thomas H. and Laurence Prusak. Working Knowledge.
Cambridge, MA: Harvard Business School Publishing, 2000.

Fleming, Jennifer. Richard Koman, ed. Web Navigation: Designing the
User Experience. Sebastopol, CA: O'Reilly & Associates, 1998.

Flower, Linda. Problem-Solving Strategies for Writing. New York: Harcourt
Brace Jovanovich, 1993.

Gerstner, Karl. Compendium for Literates: A System of Writing. Cambridge,
MA: MIT Press, 1974.

Gilbert, Thomas E Human Competence: Engineering Worthy Performance.
Ambherst, MA: International Society for Performance Improvement and
HRD Press, 1996.

Hackos, JoAnn T. and Janice C. Redish. User and Task Analysis for Interface
Design. New York: John Wiley & Sons, 1998.

Horn, Robert E. Developing Procedures, Policies and Documentation.
Waltham, MA: Information Mapping, 1992.

Horn, Robert E. Visual Language: Global Communication for the 21st
Century. Bainbridge Island, WA: MacroVU, 1998.

Horton, William. Designing and Writing Online Documentation. New York:
John Wiley & Sons, 1994.

www.infodotdesign.com @
© 2002 Info dot Design, Inc.



Writing for the Web

Bibliography

www.infodotdesign.com

Houp, Kenneth W., Thomas E. Pearsall and Elizabeth Tebeaux. Reporting
Technical Information. New York: John Wiley & Sons, 1999.

Howard, V. A., PhD and J.H. Barton, MA. Thinking on Paper: Refine,
Express, and Actually Generate Ideas by Understanding the Processes of the
Mind. New York: William Morrow, 1988.

Jacobson, Robert, ed. Information Design. Cambridge, MA: MIT Press, 1999.

Kolln, Martha. Rhetorical Grammar: Grammatical Choices, Rbetorical
Effects. Boston: Allyn & Bacon, 1996.

Kreitzberg, Charles B. and Ben Shneiderman. “Making Computer &
Internet Usability A Priority.” Essays on Usability. Princeton: Cognetics, 2001.

Krug, Steve. Don't Make Me Think! A Common Sense Approach to Web
Usability. Indianapolis: New Riders Publishing, 2000.

Lamott, Anne. Bird by Bird: Some Instructions on Writing & Life. New York:
Doubleday, 1995.

Levi, Michael D. and Frederick G. Conrad. Usability lesting of World Wide
Web Sites. 1998.

Lynch, Patrick J. and Sarah Horton. Web Style Guide: Basic Design
Principles for Creating Web Sites. New Haven: Yale University Press, 1999.

Nielsen, Jakob. Designing Web Usability: The Practice of Simplicity.
Indianapolis: New Riders Publishing, 2000.

Nielsen, Jakob. Interview by Katharine Mieszkowski. “Usability Makes the
Web Click,” Fast Company, October 1998.

Nielsen, Jakob. “Cost of User Testing a Website.” www.useit.com.

Alertbox, May 3, 1998.

Nielsen, Jakob. “Be Succinct! (Writing for the Web).” www.useit.com.
Alertbox, March 15, 1997.

O’Conner, Patricia T. Words Fail Me: What Everyone Who Writes Should
Know About Writing. New York: Harcourt Trade, 2000.

Rosenfeld, Louis and Peter Morville, Information Architecture for the World
Wide Web: Designing Large-Scale Web Sites. Sebastopol, CA: O’Reilly &
Associates, 1998.

Schriver, Karen A. Dynamics in Document Design: Creating lext for Readers.
New York: John Wiley & Sons, 1994.

© 2002 Info dot Design, Inc.



Writing for the Web

Bibliography

www.infodotdesign.com

Shedroff, Nathan. Experience Design 1. Indianapolis: New Riders,
March 2001.

Shneiderman, Ben. Designing the User Interface: Strategies for Effective
Human-Computer Interaction. Reading, MA: Addison-Wesley, 1997.

Souza, Randy, et al. Ger ROI From Design. The Forrester Report, June 2001.

Souza, Randy, et al. How to Measure What Matters. The Forrester Report,
September 2001.

Trenner, Lesley and Joanna Bawa, eds. The Politics of Usability: A Practical
Guide to Designing Usable Systems in Industry. New York; Springer-Verlag
New York, 1998.

Viemeister, Tucker. In “A Conversation about The Good, The Bad, And
The Ugly,” WIRED, January 2001.

Williams, Joseph M. Style: Ten Lessons in Clarity and Grace. New York:
Addison Wesley Longman, 1999.

Williams, Robin. The Non-Designer's Design Book. Berkeley, CA: Peachpit
Press, 1994.

Williams, Robin and John Tollett. 7he Non-Designer's Web Book: An Easy
Guide to Creating, Designing, and Posting Your Own Web Site. Berkeley, CA:
Peachpit Press, 2000.

Wurman, Richard Saul. /nformation Anxiety 2. Indianapolis: Que, 2000.
Zander, Rosamund Stone. The Art of Possibility: Transforming Personal
and Professional Life. Cambridge, MA: Harvard Business School
Publishing, 2000.

Zinsser, William. On Writing Well: The Classical Guide to Writing
Nonfiction. New York: HarperCollins, 1998.

© 2002 Info dot Design, Inc.



Writing for the Web

www.infodotdesign.com

© 2002 Info dot Design, Inc.



Writing for the Web

Index

Index

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
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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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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, 143144
user-focused strategies, 106108, 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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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

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

information, definition, 72
Information Architecture, process
illustration, 36
Information Design, planning in, 25
internal links. See a/so 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
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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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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

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

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
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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
thetorical 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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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 a/so 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

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
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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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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, 7071
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

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
Sfunctions

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, 145146, 147
purchasing decisions and, 148
thetorical 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
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