P
o1l INFOCORP

Why should
your bank
take care of
Microcopy’




D

LI B I BN B NI O BB B B N B B B B AN BN BN NN

When we think of the products we like, we
usually think about the details. They are the
ones that make the difference between a good
experience and a great one. They are the ones
that make us love some brands. And, in this case,
that make us love our banks.

Among those details, we have words. And today,
they are more relevant than ever before.
Because together with design and images, they
are the means through which we interact with
the Bank in digital channels.

MICROCOPY

refers to all the words or phrases that appear in
an interface

which are directly related to the actions that a
user performs:

=» What triggers the action

=» Instructions to perform the action

=» The words after the action has
been performed

For instance, Transfer. Submit a form. Schedule
a call. See balance. Including the text in
buttons, “Alt” texts and even error messages.

“Words and pictures are yin and yang. Married, they produce a progeny
more interesting than either parent.”

— Dr. Seuss (Theodor Seuss Geisel)
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What is the
role of
Microcopy?

1 Humanize

2 Improve usability
3 Express personality
4 Generate trust




It is about making the relationship between the
person and the machine more humane and less
robotic. Words can make people laugh and fears
go away. They add the humane touch to the
experience.

Still in 2020, and even though we don’t always
recognize it, we all prefer to communicate with
other people than with machines. That’s why, if
an interface presents words that we would use
in daily conversation, the experience resembles
more the contact with others. We can even
sometimes be explicit and communicate that we
are thinking of people like you, like in this case
of Product Hunt.

@ Welcome to Product Hunt
b

eCce 190508

Tell us a bit about yourself

The following case from Vimeo also makes it
explicit that videos are selected by real people
and not by algorithms.
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Vimeo Staff Picks

We really love videos, and these are the videos we really, really loyes -
All of these videos have been hand picked by the real humansiWho
work at Vimeo. We hope you enjoy them!

P> Start watching




D

0 S0 S SO SDSOERSOOEOR SO RO ROSOEBSOEREDPESNESES

S0 S0 S0 0SSR EDSROEDOSSBSOOEBDOINBROIBSBOEBROEOSERORESDS

Improve
usability

Birth Date = | November ~ H > “ 2 ]

The magical day you were dropped from the sky by a stork. We use this data for
analysis and never share it with other users.
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Express
personality

You've got great taste!

Ades 15 your beg.

‘-
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Generate
trust

In the UX Writing jargon, it is commonly said that W€ have another example here:

following example from Netflix guarantees the : ,
user that he will be able to cancel his Z£00om could have simply written: SIGN UP.

But: SIGN UP, IT’S FREE

membership at any time.
works much better.

STEP3OF 3

Set up your payment.

T Lastly, Amz?zon guarantees us th.at wg will be
you don’t want to be able to review the order before it’s final:
charged.

As a reminder, we'll email
you 3 days before.

Canr::l f,?,'.‘.':.':"?:.'.‘;‘ time. You can review this order before it's final.

Credit or Debit Card  visa @

Netflix's final step before activating trial




Principles

of Microcopyh




Speak with clarity and avoid
technical terms.

About this subject and the relational language
instead of transactional, we will talk more in
detail on the paper about the banking app of the
future.

Being efficient in the use of text is
not using extra words, but neither
using less.

Be concise.

Writing concise content means to eliminate
everything that doesn't have a clear purpose. It
is the essence of efficiency in writing. By being
concise and concrete, we reduce the cognitive
load. Cognitive load refers to the used amount
of mental energy that a user needs in order to
understand and use an interface. Concise means
to eliminate all the unnecessary and divide the
information in small digestible fragments. That’s
why the principle of “Scannability” is also
recommended. Users will scan the entire text
quickly without stopping to think and gather the
main points.

Be consistent throughout all the
channels.

Not being consistent can result very confusing.
The user might not understand what is being said
because it was said differently in some other
place. They have learned a type of
communication and now you are using another
type. It will be harder for them to get what they
need. Furthermore, the user will feel that
something is not right at an
emotional/psychological level.

They might feel that the product is not
professional or that it’s not designed by experts,
since the information or the product is not the
best. It’s not only about what the product offers
or how it works, it’s also about how they feel:
the experience.
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We looked
gverywhere.

you still

visit our help pages.




All moments are good moments to
communicate.

Even loading and downloading moments.

In the following example of the Canva.com platform,
we can see that while user-generated designs are
being downloaded, they show a phrase by a famous
designer, Andy Warhol, in this case.

Hold tight, preparing your design...
GEE——

Everything has its beauty, but not everyone sees it. — Andy Warhol




=» This is the moment to give users a warm In the following example, we see that Tumblr

welcome. invites the user to have fun while selecting a
username.

=> If possible, avoid the words user and

customer. What if you ask for their nickname?

=>» Assure data privacy. It’s always important,
more so in the case of a Bank.

Now it's the fun part.
Pick a username.

Now it's the fun part.

Pick a username.

=» Transmit warmth, let them know that their
entering the app or website is important. And, if
you can, chose a phrase to invite them to do so:
We love to hear about you!

SaltyCollectionRebel MyKittyStudent Hones)

ExactlyShinyCollector PerfectBeardCollectiol




Contact page

=>» If somebody contacts us, it's because they
have a need. If the response won’t be
immediate, indicate the approximate time in
which they will receive a response.

=» If there’s an FAQ page, let them know that
they might find a quick answer there.

Page not found
error message

=» It is always frustrating when we face an error
message. Lower that frustration as much as you
can. HubSpot does it in a very nice way, with the
image of a broken heart.

HubSpit soFTwaRE v ABouT

Even the things we love break
sometimes.

Thanks for your patience while we put the pleces back
together.

In the meantime, you can
* See what's happening at HubSPO! ON Ouf awesome biog.

* Read more about our software on the product page.
* Sign up for & fiee demo and join the funl




Buttons

-» Instead of the classic SUBMIT, we can be
creative, indicating exactly what the person will
obtain or do, for instance: Book a free
consultation. Something that you might see is
when the two buttons have different sizes, to
encourage users to click on the ones they are
more interested in.

TTTTITTITTITTIITTTITIITITTITITIITIITIIITIITS
@ powered by search

Boost Sales & Leads From Your Website

Book a free 30 minute strategy session and our digital marketing strategist
will show you how to generate more leads & customers from your website

Stay in touch

Subscribe to our newsletter so we can spam you
with offers and discounts

Enter your e-mall here A

Yes! | love a good deal No. | would prefer to waste money




There are much more available spaces to
communicate than you can imagine. For instance,
upon logging out, Mailchimp greets you with a “See
Ya Later” message from the browser.

eone See Ya Later | MailChimp =]
WG mailchimp.com /see-ya-later C |ufleades I.
@ Features  Pricing Support Blog More You have been logged out Log In

.

The footer from Basecamp changes depending on the day
of the week. You can see the message in the following
image: “Enjoy the rest of your Monday”

Copyright ©1999-2017 Basecamp. All rights reserved.
Enjoy the rest of your Monday!
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Examples

of Microcopy in
Banking
Institutions




Bank of America (USA)

To schedule a meeting, Bank of América could Likewise, the virtual assistant is explicit and
say Schedule, however they invite the user with  honest, indicating that the service in Spanish is
a warm “Let’s meet”. not as good as the one in English.

Cuenias Transler V» Zelle Pago de cusnis Depoaitar ¢ u rane! ¢ Pag 1 Dep
‘ .
ITA — -_
> BankAmeriDeals® Alertos
Reunamonos
$0.00 0
Le conectaremos con un especialista a una |H0|a!
hora que le convenga Ganadas hasta |s fecha Mensaje sin leer
Soy Erica, su asistente financiera
PROGRAMAR virtual. Todavia estoy mejorando
mi espafiol, pero podemos hablar $ Z ll ®
en inglés cuando desee ele:
: 1a e de ahorr arke Better Money Habits® Envie o solicite dingro
)" » refiesar ir 1 L AN
n reqistes f y. Para ¢t de tarjeta Dar sentido a sus fina
$10. Gold ( Rese osit
’ | 1| ) |
pendie

Lo cantidad mostrada poara productos de préstamos ¢
del dia hébil anterior. Esta cantidad no incluye ningdn
1erés acumulado ni/o los cargos correspondientes PERSONALIZAR MI PANEL DE CONTROL

estado de cuenta mensual par obtodee




Banco Macro (Argentina)

Link: www.macro.com.ar/home-page

Banco Macro introduces its virtual assistant
inviting the user to interact with her saying
“Your question is welcome”.

QMBCI'O Hacete Cliente  Personas Selecta Empresas Agro Conocenos ( CONTACTANOS @ ) ((EUENOSONUNES) (SNBANCASTRSNEE )



http://www.macro.com.ar/home-page
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Irse  Mhgonn dhie

Hagase cliente

4Stente que los bancos de siempre no le encajan? ;que ya no responden a sus necesidades?

L devettamos 3 duscubioe una forma datinta de hacer Banca

Hablanet un peco de usted y uno de poestros profiessonsleg le seinntach hucta Lo seducion mas sdecuada

¢Cuales son sus necesidades?

_ e



http://www.bancamarch.es/es/hagase-cliente/
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How we do
1t at
Infocorp

Waiting message in splash screen Date formats
of the app:

( Statements )( Details )

June v He Q

Uber trip
TODAY uyu -120.00 >

. Credit card payment
YESTERDAY uyu -6.380.00 >

Please, wait... Sqlory
15/06/2020 uyu 56.890.00 <

INFOCORP

P
1Hell

INFOCORP
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Predictive cards:

Wednesday, 24th

Because you sent money in the last

two months

Would you like to schedule
payment for this day?

PAY NOW

Alexander Jones

XXXX-56878
Amount to pay

# edit usD 100.00

)
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When we redefined the new Infocorp claim, | felt
absolutely identified. Because “helping people love
their bank” expresses what my team and | work for
day to day, which focusing on our customer’s clients,
the final users.

When we design and think texts for the interface, we
think how the person will feel when using the app. We
must remember that all users use modern apps and
have high expectations for their experience.

We use the “follow the patterns” principle in order to
avoid friction in the use of our products. That is,
following the patterns that people already use and
know, like social media, and making them feel that
they are in comfortable and intuitive environments.

Marcelo Gatti
UX/Ul Manager, Infocorp




Last pieces
of advice

Company’s

values Tone of voice > Copywriting for

interfaces

2 3

v

The process

Monitor, test Review and
and adjust <_ - publish

5 4
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helping people LOVE their bank

marketing@infocorpgroup.com
Infocorpgroup.com
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