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Welcome to Handshake

Track Projects, Manage Payments

Get started

rimasharma.com


http://rimasharma.com/
http://rimasharma.com/

Fundamentals of UX Writing

The course contains exercises to:

| completed the Fundamentals of UX Writing

course which is designed to give a thorough

explanation of UX writing and how to create the

right content for the right time.

It covers key principles to:

Develop voice & tone

Assess user needs

Write for Ul components and onboarding
experience

Write customer emaiils.

Follow best practices for localization and
accessibility

It also covers using Al as part of the UX writing

process and how to work within a design team as

a UX writer.

Assess user needs

Define voice, tone, style, and terminology
Write taglines, headlines, and body sentence
pairs

Write error messages and text for destructive
actions

Write onboarding and account cancellation
emails

Make content precise

Offer a copy-based solution to a business
problem



Handshake App

Handshake is a fictional payments app designed for freelancers and business owners. Each
of these users has a view of one side of the app: one uses it for billing and the other for
paying. Freelancers are the primary users, and business owners are the secondary users.

Freelancers use the app to:
¢ Bill business owners
e Report progress on a paid project (billing and tracking)

Business owners use the app to:
e Pay freelancers
e Track the progress of hours worked (paying and tracking)

It is assumed that these two users already know each other and have agreed to work
together. Both freelancers and business owners can start a project and invite the other to
join.



User Personas

The project and the exercises included in this course are based on these two personas

provided by the Handshake UX research team.

Tom Stewart, small business owner (SBQO)

Goals

* Hove an up-to-date business website that clients can
find

= Gat the website updates done soon, but get it right

+ Get reliable leads from the website (people keep
calling him for plumbing but he's a heating and air
conditioning contracter)

Frustrations

When he hires subcontractors, he likes to keep up on
thair progress.

He doesn't like slackers or people who don’t get their
work done on time.

He'd like a simple tool for tracking hours and progress
that Isn't complicated and doesn't require much time.
He'd much rather that his workers reported In on
progress 50 he wouldn't have to call them or go
physically check the work.

He can learn anything with enough time, but he also
doesnt like to focus on administrative or bureaucratic
tasks (his job is installing heating and cooling

Age: 62

Work: Owner, Stewart HVAC
Family: Married, 3 kids, 2
grandkids

Location: Fresno, CA

Problem-solving b -
« Tom manages monay pretty wall, but sometimes his
. funds run low, like when he has to pay for a lot of
Talk it out Igmose problama

materials before he gets pald at the end of a job.

Low tech Tach sawvwy

Bio
Patiant Easily frustratad

Torm grew up in the Midwest and moved to Califomia
Honds of Hands off after learning his trade os an apprentice. His dad was

a canpentar and his mom was a homemaker. His
current wife retired from teaching when their kids
were born. One of his sons is now a business partner
running the commercial side of the businass while he
nuns residential services.

Tom's wife does the bookkeeping using QuickBooks.
He's good with monay, but doesn't like to press clients
o pay late bills. He prefers a gentleman’s handshake
over a lengthy legal contract for work.

Kelly Chan, web developer (freelancer)

Age: 24

Work: Freelancer
Family: Single, no kids
Location: Fresno, CA

Problem-solving

Talk it out Ignore problems
Low tech Tech savvy
Patiant Eaisily frustrated
Hands on Hands off

Goals

» Work for herself and save money
+ Pay off student loans
* Learn how to run a business

|
% Frustrations

-

Kelly is o digital native and sometimes forgets that
other people aren't as technical.

She doesn't like when her parents or her friends hit her
up for tech support.

Fraelancing is new to her but she loves the flexible
hours.

She fears complicated legal paparwark and tax forms.
Kelly is good with money and budgeting but worries
she's not charging enough for her services, especially
after working at unpaid internships in collage.

She's received excellent feedback on her writing and
design work but still worries that clients might not like
what she creates for them.

-

Kelly moved back with her parents in Fresno after
graduating with a degree in Web Developrment frorm
California Academy of the Arts.

Kelly doesn't want to work for a big corporation until
later In life. For now, she wants to save up more
maoney to travel before getting serious or settling
dewn. She has a lot of friends and a busy social life.
Freelancing suits her. She's a night owl and doesn't
like to get up before about 10:00 a.m.

Daeveloping websites is easy for her, so It's a great
way to make money. Her boyfriend, James, is a house
pointer. James met Kelly's first client, Tom, on a job
site. Tom called Kelly the next day to ask if she could
help with his website redesign. Kelly had just
completed a project for another big client and had
some hours available to work for Tom. She
discovered the Handshake app because her sister
used it to track and bill clients for her catering
business.



Handshake Style Guide



Handshake Style Guide

For the project, | created a Style Guide. | have included a few sections in this document.
Principles

These content principles will help make the user experience helpful and simple for our
users. When writing for users, you should:
e Make sure user questions are answered with tooltips or microcopy.
e Use the same term to mean the same thing. Consistency helps readers comprehend
information efficiently and builds familiarity and trust.
e Make sure the most important information stands out, whereas the less important
information is more subitle.
e Make sure it is clear what a user has to do and how the user can do it.

Voice

When we write for the Handshake app, we want to use a consistent voice. Here's how to
sound like Handshake.
e Friendly and encouraging: Hi Kelly, Let’s get started.
e Empowering: Set up a payment schedule to keep on top of your payments.
e Informative: Your automatic payment is scheduled for Dec 30. If you want to make
changes, update your payment schedule by Dec 27.


https://docs.google.com/document/d/11YKMJ6DW11G2o0tg-Ca0MB3WMUQLIb_-CmKehzQM0vQ/edit?usp=sharing

Handshake Style Guide

Tone

Adjust the tone based on the situation at hand.
e |t should be uplifting for success messages and welcome screens. For example,
Welcome aboard! Let’s create your first project.
e |t should be serious but friendly and guiding for error messages. For example, We're
sorry, but we're experiencing a problem on our end. Reload the page, and don't worry,
all your work is saved.

Style

Follow these style rules throughout the app interface.
Tooltips
e Use sentence case.
e No punctuation for tooltips with less than three words; use standard punctuation for
longer tooltips.
e Use a tooltip to provide more explanation and context, show truncated text, or prevent
drop-off at friction points.
Onscreen instructions
e Use sentence case.
e Use standard punctuation.
e Onscreen instructions should:
— Be concise and tell users what to do.
— Provide instructions immediately beside or after interactive elements.
— Create a positive user experience.



Exercises



Taglines and Headlines

What would be a good 8-10 word tagline for the
Handshake app? Write down at least 3 ideas.

e Track Projects, Manage Payments
Fast, Secure Contracts and Payments
Collaborate Better Together

Connecting Freelancers and Business Owners
Worry-Free Payments and Tracking

The designer asks you to brainstorm some
headline and body sentence pairs for the app's
onboarding tour screens. Provide options that
describe shared benefits for both freelancers and
business owners.

e You focus on the work
Let Handshake handle everything else

e Simply Online Contracts
With Handshake as your friend

e Collaborate easily
With Handshake’s project and payment tools

e Get work done
Securely and quickly with Handshake



Error Messages

The server went down while a developer was
fixing admin permissions. He broke the build and
now the website won't work for another 15 mins.
Users have to wait until it's fixed and then they
should be able to return to whatever they were
doing.

Write a brief error message (50 characters max)
using this pattern.
[This thing happened.| [Take this action to fix it.]

Error Message
Sorry, our website is down. We'll be back shortly.

We tried to charge $250 to the user's credit
card, but the credit card company rejected the
sale because the security code wasn't correct.
We can't process this payment unless the user
fixes the problem.

Write a brief error message (50 characters
max) using this pattern.
[This thing happened.] [Take this action to fix it.]

Error Message
The security code doesn't look right. Try again.



Customer Emails

Write an email for people who just signed up to use the Handshake app for the first time in the
following pattern:

e Headline

e Body text

e CTA (button text)

Put the primary message in the email headline. In the body, make sure people know what the
main features of the app are and that they can learn about Handshake at the company support
website: support.nandshake.com. If they need to, they can also open a help ticket if they have
any trouble. What are some options for CTAs for the email? Choose one for the button text.

Email
Headline: Welcome to Handshake, Kelly!

Body text: We're happy to have you on board. Handshake makes it easy for freelancers and
business owners to:

— Manage invoices and payments

— Track project hours

You're now all set to create your first project, but if you want to learn more about Handshake,
check out support.nandshake.com.

CTA: Get Started
If needed, don’t hesitate to create a help ticket.

We're here to help.
The Handshake Team



Customer Emails

Write an email for a customer who just canceled their account.

What is the main message to convey to a user who stops using the app? Consider the voice and
character of Handshake. Keep it positive, and avoid making the customer feel bad or guilty for
canceling. Make sure they have a way to send feedback so we can learn from their experience
(feedback@handshake.com).

Email

Headline: We're sorry to see you go, Kelly.

Body text: As you requested, we've canceled your Handshake account. Thanks for giving
Handshake a try.

We'd appreciate it if you could spare a few minutes to share your experience with Handshake.
You can take this short survey or write to us at feedback@handshake.com.

CTA: Take Survey
If you change your mind, get in touch at support@handshake.com to reactivate your account.

We're here to help.
The Handshake Team



Edit and shorten this first draft of a landing page for Handshake.

HEADLINE
Welcome to the 1 and ONLY Handshake App!!!

BODY TEXT

Why would you want to use this app? Well let me tell you its because there are so many awesome things
about it. Here's what you can do: you can add up all the hours of work you did for your boss and then send
them a request for payment, you can subtract all your hours from the budget, you can keep track of how
much money your boss has paid you!

If you're the boss hiring someone, don't feel like you can’t use this product to keep your workers inline, you can!
Its the only application that you can use right this second to see whether your overbudget on that project. For
the most part, there’s no need to even talk to the guys who work for you. Everythign is in the app that you need
to know: Accounts Recievable info and everything. There’s even a feature called NOTIFY so you can send a
question about why your bill is so high. Or there’s another feature where you can add in the dates for
important levels of work called milestones.

Back to the freelance 1099 people, you guys can add other workers that get paid different amounts so that
means you can even charge for people who work for you!

Aren’t you sick and tired of all that paper? Isn't it so annoying that you never know if your workers are even
working? Well now you can and do it all on the go!!

PRIMARY CALL TO ACTION (CTA)
Click here to get this incredible app!!

SECONDARY CTA - ADD EMAIL TO MAILING LIST

Not interested in getting this app right now? How about you submit your phone number and email address for
us to contact you in the future? Do that right here!

Type your valid email address:



Edited

HEADLINE
Welcome to Handshake!

BODY TEXT
Handshake provides a paperless and hassle-free way to manage projects and payments. As a
business owner or freelancer, there are many things that you can do with Handshake.

As a business owner, you can use Handshake to define project milestones and budget, track
projects, and make payments. If you have any questions related to high billing, there is an in-
built feature that lets you raise a query with the freelancer. You can also receive project
proposals from freelancers.

As a freelancer, you can use Handshake to track billable hours, create invoices, send payment
requests, and receive payments. You can also send project proposals to clients and hire other
freelancers to work for you.

PRIMARY CALL TO ACTION (CTA)
Get Handshake

SECONDARY CTA — ADD EMAIL TO MAILING LIST
Want to know more? Share your email for more information and updates about Handshake.

Enter your Email:



Figma Project



Figma Project

The project involved working on a Figma file the designer shared. | had to review and edit the
screens for the following three user flows for each user: Welcome, Onboarding, and Ongoing use.
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All the text had to be according to the voice, tone, and style defined in the Handshake Style
Guide. A few visual/layout changes were allowed, but | had to avoid big design changes

requiring new work from the development team. | also had to point out any design or flow flaws,
ask questions, and suggest improvements to the designer.

| have included the edited flows for a business user in the following sections.



After

Before

12:22 T -

Welcome to Handshake

Track Projects, Manage Payments

1222+ i T -
Welcome

This is some NEW TEXT

Go forward

Welcome

12:22 7 ol % -
Login

Return to your projects

Email
Your emal |
Password You're signed up!
‘ Your passwond | Wealcome abooard, Lat's create
your first project.
oR =
Sign up Crocta project

Create o New account
Email
Password

Possward requires B digits and o copital
letter, For axtra sacurity, aodd o symibol

Lrireiy il -

Now?

Sign in

Email ri

YOUT NEwW SCCOUNt i5 S61up S0
nowW you can sign in next time

‘ ‘ Wie've created a new account for you.
Wou can thank us lated

OR
Start an ACCOUNT:

| |
| |

PLEASE ENSURE YOUR PASSWORD HAS
B DIGITS AND AT LEST ONE CAPITAL &
FOR SECURITY, ADD A SYMBOL IF YOU

1EIE -

Selectarole
Help us deliver the right experience

I'm a business owner

rm a freelancer

LerER il T -

Next, why are you here?

Create a projeft to work on:
lamthe......
Business Owner
Consultant



Onboarding — Business Owner

12227 il -

Create a project

Project name

Alpha web redesign

Project description

Project goals and
requirgments for freeloncers

After

Proposed hours

E |

Proposed budget

| £1,000.00 |

N KN

iz i T -

What is your
project name?

| Alpha Web Redesign J

Before === |

Praject )

Write what your project is

- o

1224 il -

Add a payment mode

Choose how you want to pay
FE rayral
[] creditcard
[[] eaper check

[[] birect deposit

You'll be able to add or modify
o payment mode kater threugh
Payment Settings.

ERr wi T -

How would you like
to pay the 1099
workers who work
for you?

E Paypal
[ credi cards

[[] Paperchecks

122y il T -

Set up payment

|PM'MEWT SETUP DETAILS
ARE TBD

- e

iz i T -

Set up your preferred
payment method.

[PAYMENT SETUP DETAILS
ARE TBD]

1222 il W -

Invite a freelancer
Invite one or more freelancers
to this project. We'll email them
the project link to join.

Ermail

I Fregloncers amiail

€D invite another freelancer

Message

Your message for thi
freelancer

e k-

Invite the 1099
worker/s

e Emiail address

@

Great job!

Your project is set up, and
we've sent the invitation.

You can view and manal
this project under Prg'g;g.

@

It's done now!!

Your job is setup now



After

Before

Alpha web redesign

Approve budget and houwrs, or modify
th propect description. Wel notify the
freelancers about these changes.

Proposed hours 180

Proposed budget  $12,000.00

12:22 + - T -
Project ﬂ Bils
Billed hours
Total hours 1275

Tetal amount £10,080.00

Unbilled hours

122 - -

l _— ‘ - “

Pending bills
Pay one or maultiple bills

Week 1 $1,200.00

week2 [ | s12000

= :
Date Hours Rate
oct2219 10 $B0.0D Paid bills
Oct20,18 6 £80.00
Date Amount Status
| Week 2 b Oct28,19  $218000  Processing
Oct12,19  $380.00 Processed
Oct (1,19 $B00.00 Processed
Total 440,00
Update description o 53
32+ o T - 122 v - T - 1222+ -
=] -] [~
Alpha web redesign Time submitted Requests for Payments
Total amounts for proposed budget Total hours submitted Week 1 Pay thatt
150 hours 112.75 hours -
12,000 dollars
Total request for Week 2
Rl Pay that!
Send my approval for this budget now $10,080.00 $120.00
Budget Accepled & APPROVED
Hours not paid for
Project Descriptions L i

Thi

Update the project description

Wik 1 e

Week 2 R

Total paid up to now: $3440.00

SEND A MSG

Ongoing Use — Business Owner

Pay this bill?

You're about to pay $1.200.00 to
Kally.

Fly like the wind!

You just sent a payment to someone,
Hope you didn'i make a misiake ..




After

Before

Messages — Business
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Alpha web redesign

New message to Kelly Stepha_"
Chuck Newton
Add now..

Your message

Messages

Kelly: (Unread)
“Hi Tom, | might need..”

Kelly:
“Hi Tom, I'm wondering if.. kel

You:
“Hi Kelly, that seermns ok..”

Open

12:22 7 il T -

Project: Alpha Web Redesign

Send a new message o 5

Kelly Stepha,,
Chuck Newton
Type here Add new...

Messages

From Kelly (unread) Openit
“Hi Tom, | might need..”

From Kelly
“Hi Tom, I'm wondering if.." Open it

YOUR REPLY
“Hi Kelly, that seems ok..”  Openit

prirral ol F -

Alpha web redesign
¢ Back

Oct 16,19

Kelly:

Hi Tom,

| might need more time than we
planned to complate the wabsite
testimonials page. Can | send that
on Thursday instead of tomorrow?

Reply

Your replhy

1222 ol T -

Project: Alpha Web Redesign
< Back
Oct 16, 2019, From Tom

Hi Tom,

| might need mare time than we planned
to complete the website testimonials
page. Can | send that on Thursday instead
of tomomow?

Send an answer

Enter your message here

Reply Mow

owner
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PROFESSIONAL DEVELOPMENT CERTIFICATION

Fundamentals of UX Writing
Rima Sharma

has successfully completed the Fundamentals course, and has shown
proficiency in UX writing principles, working with voice and tone, writing for
Ul cormnponents, creating UX writing deliverables, and understanding how
to work as a UX writer within a design team.
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