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Overview

How Users Scan a Page

Users start by quickly scanning the whole page, then read text in roughly the
following order:

NoOohkhowh =

Interactive controls in the center of the page
Commit buttons

Interactive controls found elsewhere

Main instruction

Supplemental explanations

Page fitle

Other static text in main body

You should also assume that once users have decided what to do, they will
immediately stop reading and do it.

How Users Read Page Texi

As you think about writing text, consider these facts:

During focused, immersive reading, users read in a left-to-right, top-to-
bottom order (in Western cultures).

When using software, users aren't immersed in the Ul itself but in their
work. Consequently, users don't read Ul text—they scan it.

When scanning a page, users may appear to be reading text when in
reality they are filtering it. They often don't truly comprehend the Ul text
unless they perceive the need to.

Within a page, different Ul elements receive different levels of
atftention. Users tend to read control labels first, especially those that
appear relevant to completing the task at hand.

By conftrast, users tend to read static text only when they think they
need tfo.
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Centered & Right-Justified Text Blocks

Centered and right-justified text blocks are difficult to read. In western
cultures, people read from left to right, anchoring our tfracking across the
page at the vertical line of the left margin. The ragged-left margins produced
by centering or right-justifying text make that scanning much harder,
because your eye needs to search for the beginning of each new line.

Left-Justified Text

Left-justified text is the most legible option for web pages (and information in
tables) because the left margin is even and predictable and the right margin
is iregular. Unlike justified text, left justification requires no adjustment to word
spacing; the inequities in spacing fall at the end of the lines. The resulting
ragged-right margin adds variety and interest to the page without reducing
legibility.

Eliminate Redundancy

Redundant text not only takes valuable screen space, but also
weakens the effectiveness of the important ideas or actions that you
are tfrying to convey. It is also a waste of the reader's time, and all the
more so in a context where scanning is the norm.

Review each page and eliminate duplicate words and statements.
Don't avoid important text—be explicit wherever necessary—but don't
be redundant and don't explain the obvious.

Avoid Over-Communication

Even if text isn't redundant, it can simply be too wordy in an effort to
explain every detail.

Too much text discourages reading—the eye tends to skip right over
it—ironically resulting in less communication rather than more.

In text, concisely communicate the essential information.

If You Do Only Four Things

Work on text early because text problems often reveal design
problems.
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Design your text for scanning.
Eliminate redundant text.
Use easy-to-understand text; don't over-communicate.
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Organize the Information

Present information in priority of need. Signify the important information
through structure that emphasizes a logical hierarchy:

Page fitle
Standardized headings
Subheadings

Body content

o

Inland Marine - Small Tools - IM7000 & [M7015
[roocecune

FoGe litle

T
wmrers i s ge 0 T Twp e e A, W el = S Tanm

" SN
Heeding Eresrmapsnt
- - S bare BEE L snucs P MRS e L e
SUDneCoing .
—ompleled Yafoole Farm
el ol TS i
Heading

Handling Procodurss

Tha Mo Fedbanng infonmalon is e bed:
N e | Dbt Gieninee e L rtne ppe
&

For applicable arficles, employ the consistent presentation of content by use
of a content template with well-placed standard sections for page titles,
descriptions and guidelines or handing procedures.

Consider how the information will be used and organize it in the most efficient
way. Make the task flow intuitive by emphasizing key points, warnings and
next steps.

Write Clearly and Succinctly

Content must be written and presented in a highly efficient way to provide
consumable content to the CSRs. Write text for the 9th grade level. To that
end, here are some guidelines:

Present information in priority of need.
Emphasize the logical hierarchy.
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Write in the active voice. Passive construction can be lengthy and
vague.

Active: “An individual owns or leases the vehicle.” The subject
(individual) performs the action (owns or leases) on an object (vehicle).

Passive: “The vehicle is owned or leased by an individual.” The object
(vehicle) becomes the subject and receives the action (is owned or
leased).

Use a tone that implies a professional conversation. Maintain this fone
consistently among articles.
Write with fewer words.

PS5 hes Ccesis fesimclinss on propery quoting and Bnceng =af by he undararling reqons. Due o 1he proximay to e 2oast end MNOS DERG unable t
i MESA prope rins ainra Dinding wa are raniead s mier progearmy gUetas ia an aosasisa sqani iniha insimd's arsa Balow aach artha
Falloain g Lceeiz-sietea ingma 1z-a ksf ot counties mna 2ip codes thiat are restnzted, apphcakla.

After

Guidelines

A
x\!> Ask for supervisor approval before binding any property in this state.

Use short sentences for faster reading and better understanding.

Use clear, direct language and laymen'’s terms when possible.

Reduce complex information into bite-sized chunks.

Rewrite unclear explanations and cut lengthy ones.

Enlist hover help to tighten copy and further explain or define technical
terms or to provide examples.

InQuira Writing Guidelines, December 2014

Page 7



replzcemeant sendra and nas ot nhizinad tha replacament kay
= Allied Exla lf[E_,':@?_‘EF!:'_f':} vovers sulo end home key ieplacensnl.

¥ v e . . o
The koy 'epecnitimt 4 coma - stomers may have additional lacke covarage G T o

U pulicy snd do ol el e (e bxlia Cowerage sncorsenent iz lhe onily pet
the mamher knaw e | iy an) o) Cmergency Lockout up to $150.00
= Cenbalized Nhie et ™ eremrer s e e e e e T

U n somc cases Agern s abls oot kevs whion serdice is dispatched: aaditiona | foos may apply
» Commercial and Specialty Ao (TiEn) cusiomers may only submit ralmbursemants by mall or fa:

1 Ask for supervisor approwval belore binding any property in this state.

g Proserty jmlh‘lr'- ars peq IFYou conot get supervisor approval, the solicy will placed or the sales
i Imtarvention let

A E[p_gg_rt_y__;tg!_&%g_s are restricted in the following counties:

Home, Dwelling Fire, Condo and Tenam

Spell out the names of states because they can be read and
understood faster than abbreviations. Edit or delete unnecessary
information.

Ensure terminology is consistent among articles - if it differs between
states, then align it or provide hover help to explain the difference.
Rewrite dated information for its relevance to the present or remove it if
it no longer applies. Consider implementing a policy to review
procedures and articles that are old or outdated on a regular basis
and decide if they should be updated, rewritten, archived or deleted.
For example, arficles referring to effective dates that are beyond a
certain fime frame should be reviewed. If the April 9, 2010 release date
is no longer relevant to the information, then consider striking it or
moving the information to the bottom of the page.
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Maximize Scannability

Make content more usable by enlisting tables, hover help, wisties/collapsibles,
links, icons, color, bold type, capitalization, bullets and white space when
possible.

Tables

Allow for easier reading with a vertical arrangement of content rather than
long horizontal lines of copy.

Table headings and subheadings are title case; table cell content is sentence
case. Use Tables for:

e Tasks
* Guidelines in applicable scenarios that make use of if/then statements.

Before

o ApprEre D @ sty iene o viiceed geai b ceabng alun e bmpang meneey schiy o g 0 wlane e oddl crckaes e e el

Arams s, Braporia Calkaun, Cimere . Chambers: Fon Eood, Cakaston, Hares, iferoon, Kanedy, Biokarg, Liheoy,

Nueces Refuph, Sam Farlce, Wllern, W iacy

%L P Cnves i e ahros shimit ane rere i
Ber ek ban: el ypzean soled Eolom

Argisas Bareri | Calaun | Carwoas  Dhainaers | eMeascn | beiedy | Blebarg | Mueoes | Refugin | San Favrkis |'Willacy

4 jewne K Dwrllicg Fiee gn'ic so wes a0 rpen Tie L35
a ‘lanarm S oo podicio wrsacceptokin 1 coisomar diisae wind ool fol cowotoge. Lo proparte maok @ s be grotei then @500 k. e adel e 0L |
i wewen Masmang Fad @roeen v peoiisd s Sechoss A Debar s bessrfar Zicdles §a w ath,
o Tpusdwrwind @d Dy ages rouwl | 1sadii movs e selcs rermtrka P 2800 1 wanad thic Wiest & Hall Exckaalum Mam o 7070w
104G DR T T8 S PRl N0 DL e
g0 sy wutwTl el hnbionsem ot e Sk i peal ager B e s cees throad Treco Wi, Rsn

Fart Berd | Loy | Meligords | Senboemey Sailer

® dnwaiee Pimsar Makd Ao & Desl iy Fire goie s oo net apee o S
a Erok cotsracion Tewnt & Condon are accepmable, My new Terart o- Cordo s wic: FFRSEE ar STUCCD cxnsr.ach

o AMAE LRZ  wd m capan s e Dl e e b s oan g s mth -0 beboshie ol Ui sscamizie s g e aewilg cemelbug ool e

AOTFwidh b adrooris s F o Tenera o0 Sorde 15he 2 seooetang with 5 or redee habloabbe unks car caampoweald 3z a iz bellding 1 a comp

Lad rnion

= ANl Zip Cody n Gubhm@or county Tolkew thoes rilo femapl ciz wodes boiuwl:
+ Howt & Cwe Big Rre ot nos open e NS5
O amacieh e I atr ieh ama  e Ha LI Cuibiiies i ke et et bl b i< B e Ll B e un A TCLTL s Lithdl

After
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T S

Hlnere FRATE LML TN Healncird i Hransy Ealwies cannnd ke wrthen
AT AT TR
TROFY  TTOOR TR
AATEE AN SR
TRME  ITE0S FTETL
TRAFL 7RIS TTRBL
FRIEE. AR TTRIS

L V% R E LN L Ty

Bl R L ] * 5

TRISE  TTLIO

Alloatiers 1l i .ﬁ Hitnis & | Pusbong boe (o sy tdnm il s

ARTEE
]\,E\ lenant & Comdn paices are rat acoegmbke m

« Mew ol loy widk frame or suc
(LTI TR R

v Thar reoT consoruodor and | 2 sTucmee
wili 1 4 haiakle ol

ﬂ Tanant & Comido pafides o7e sooepmbie i
& Erkck eorsTnoeian

« Tl mooT conson oo ared 7 8 STuCnre

Links
Write descriptive links with active verbs and avoid stating “Click here”.
For example,

Read the Farm Bureau procedures for more information rather than this
current InQuira version:

Farm Bureau

« CT, DE, MD, DT, OH, PA, VT, WV = Affinity ard Farm Bureau discounts may be stacked for additional savings
v CA - The Farm Bureau discount provides up toa 7.5% discount. Stacking of AMinity and Farm Bureau is not allowed,
o Click here for additonal Farm Bureau (nfosmation

Continue to use blue text to indicate links in INnQuira.
Icons
Icons provide a visual cue to pay more attention to the information.

Use Icons to convey warnings/alerts such as Caution, Stop, Go. Be sure to use
them consistently.

A Error, Stop, Warning, Negative
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s, Alert, Caution

@ Confirm, Go, OK, Positive

Empasizing Text Examples

Color

Use consistent colors to reinforce the meaning of the information, but use it
conservatively.

Separate Information

Commercial Lines & Specialty

F commerca

o 2

—ommerca Adtc - FNOC

—ommerca Baal - FRO_

Sormmerea Property - FRHCIL & _amge ooz

wyber

Jmarel a [
Workers Cempenastion

Gt

L =arm and

“HoL
rezstnck Mndali-v (| A1)

[ Specalty
BAnency Dwpress
Zuslumer Cae

=i
Tow Raimburz amment

B Specal Brands -1e. Lrestbrock. Herehysvlle
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Call Out Important Information
EBlnding Suspenslicns:

Byatam genarsted romnerts ars adoed anyhime a susperaor is declaed ol fted e F‘n]i-r_:f & Minding Suspension
Declarcd, Do Not Relnstate/Relssug). spolicable, add comrment-and mest steq tae ticket (Crocessad from the Binding
Slapess00 spreadshest)

Boldface, ltalics

Bolding and italicizing text helps draw the user’s attention to important
information, but do so sparingly. Bolding is preferred as too much italicized
text can be difficult to read.

In this example, consider using a heading for the questions in a larger font
size.

4). What if the celler aska for a rantal car after the tow rafarral is complats, but they do not want to complete the claim regorting process?
*or1 may cal Frtrmie=s onthe custnrer's behalf 1o 5.l up the rarkal ressneation on youmay provide the caller with the Friernnise comfact informadion
Soc FLHEME4L ! forrontal worktiowes:

E). What if the callar is undecided about the “taw to”’ location when the tow vendor asks?

Paclidanl Suvewe Tow vl ) T he callzn hes accepled he Aulo Repain Mebwork, use Des oy e low Lo ecaton, I he calis) does nobacoe ol e Al
Repair Menwork | the renresantafive fom the fow faci ity provides the rostomen with the inforrsation of the inw ompany's recnromenden or prefarrsd
i

Bl Gan we offer towlng service 1o a clalmant when they are repaning a clalrm and thelr venicle 15 not drivable?
o, &l oF QUr T0WING SSMVICeS Ans SHCUE e b0 1ncLred vohicles hiat e GOLL ardlor B OO coworage

T Canwe cancel a tow i a member reaueses?
Y5, call 3Gh-BR0-BGEE [0 canocl HEBA GopaoD, of BYT-638-3367 10 canc AcOidonmioens oW 2o

E). Canwe offer towlng serdee to the driver of the Inzured ve hicle when the driver |5 not [Ieted on the palloy?
¥, b prrnon drivirg thosinsuned whicly can ancant tho tow

8). If the police have already called for & tow truck to come and pick up our policyholder e vehicle from the accidant acene, ah ould wa
gtill offer the Accident Scena Towing?

Mo, cortinis withthe claim g needed

Underlining

Avoid underlining content to minimize confusion with clickable links.

Before
Examples:
= When one agent quotes and ancther acent binds: QTR/Gibsgatl, BOR/MHeskinr
Wher one agent quotes and binds: QTR/BOR Gibsoail
After
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Alabama

I Guideline= that Apply to all Compani=s, Program= and States

+ Renewal Guidelines
= Single Vehicle Policy;

= Multi Vehicie Policy:

+ Ayailable on private passenoer sulos, regular and resiricted use antiquaiCiassics.
+ Coverage is aulemalically provided Lo Lrailers on a8 privale passenge! aulo policy wilh
* Doesn® reguire Comprehensive andior Colision coverage so it may be purchasad on i

s No mors than s Readsids Assistonce claims in a 12 month period

LNE b A ki o, indems e gl e e b e e Al ]

Capitalization

Capitalizing words should be used to highlight keywords and insurance terms,

but do not overuse. Avoid using ALL CAPS.

Before

| Home & Dwelling Fire policies are not open 1o NS5,

Anck consiniction Tenant & Condo's are acceptablz. Mo ne'w Tenant or Conda’s with FEAME or STUCCO construchion
m A FLAT ROOE iz not acceptable ifthe Tonanl ar Condo's (s in 3 strocture with 1-4 habitalde anits (for axzmple a zingle
fermify dwelling 13 not eccepiabie tor 8 Tenant f 1 hes 2 FLAT ROGE) & FLAT HO0F will b= accepisbls if the Tenznt ar
Condo iz in & structure with 5 or more habitable unis [an exampls would be a large building in 3 complex),

After
A Home & Dwelling Fire policies cannot be
written.
A Tenant & Condo policies are not acceptable if:
v New policy with frame or stucco
construction.
4/ Flat roof construction and in a structure
with 1-4 habitable units.
Type of Text Example Rule
Page Titles Road Side Assistance Use ftitle case:

1. Capitalize first word and
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Headings Towing Workflows all following words except

articles, conjunctions, and
Procedures prepositions.
. Do not use period {(.).

. 2
Verifying Coverage 3. Do not use colon ().

Subheadings Descriptions Use sentence case.

Links

No punctuation

Links — They are sentence
case if they begin a
sentence, all lower case if
they are within a sentence.

Content Use sentence case.

Use punctuation

Lists / Bulleted information

Use lists to break out the main points of large paragraphs. Provide a header
or infroductory text to give the list context.

HTML lists are either ordered or unordered. By default, ordered lists <ol>
provide a counter marker, either numeric or alpha. Default unordered lists
<ul> provide plain bullet markers.

Use lists in this style:

Capitalize the first word.

Strive for parallelism in your list. If you use a verb to start the first bulleft,
use verbs to start every bullet.

Use a period in a bulleted list only if the copy is a complete sentence.
Do not use a period if the copy is a fragment or single word.

Avoid using more than seven bullets in a list.

Avoid using more than two sets of bullets on a page.

Use bullets (unordered list item markers) in a list unless you are writing
steps in a procedure or ranking elements, in which case use ordered list
numbers. Use the bullets that are native to the font used in the list text
rather than graphic bullets.

Avoid using “and” before the last bullet item.
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7. Set expectations with the customer - next steps

Dince tha policy is sold, sat expeactations with the customer for tha next steps, including:

¢ Welcome packet

o Inspection precess  reguired on all Homeaowners and Cwelling Fire policies, performead by

either a Naticnwide emplavee or third party vendaor
= Billing - advise the customer when the next bill will be dus

= Tralling decumsnts
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