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As one of the first UX Writers at Best Buy, one of the most
important roles I played was championing how words – and the
way we use them – help create better customer experiences.  

In that capacity, I worked with teams across Best Buy to
promote UX writing as a discipline; helped hire and train new UX
writers; and established a functional language pattern library to
help our Design partners with consistency across experiences,
(so we didn’t waste time sweating the small stuff.)  

I also partnered with research and data partners to establish
content testing as part of our usability studies; created a set of
UX Writing design principles and guiding actions to inform our
work; and designed a few Voice & Tone, design process and
Content UI strategy tools to help that work stay aligned and
move forward. 

 
 

As a Practice Leader 
Voice and tone guide that defined and aligned
our main customer interaction use cases.

Leading by Example



Examples of Tools and Processes 



Day to Day 
Never A Dull Moment!

In my role as a lead UX Writer and Narrative Strategist, my focus was primarily consumer-facing App experiences, but I also worked across platforms including
Dotcom, chat, voice assistants, AR/VR, in-store and other experientials – for both Best Buy’s consumer electronic and Health businesses. 

 
 
Project Highlight:  

Lead UX Writer/narrative strategist for pandemic-related service changes – led product content redesign and customer communication strategy, real-time content
testing program; coordinated the successful execution and delivery of this content from our team (recognized by Gartner as an industry standout) 



When the pandemic hit, our homes suddenly became offices,
schools, gyms and movie theaters.  And Best Buy became a
critical resource for everyday Americans trying to make it work.  

So we got to work, reimagining service delivery on the super-fly.
Within days, we launched “shop from your car” to help people get
the critical techology they needed.  And we didn’t stop there.  

 Another motivation?  Helping our in-store colleagues get back to
work.  



Testing self-service repair triage content

Test Your Work

Testing significant change or launching a new feature is THE key to success 



More
Testing

Tech Talk



New features need both a narrative strategy and a content strategy.  

Narrative strategies identify critical messaging requirements and user touch points, helping product teams
consider the ‘story’ in the early stages of ideation and design without getting stuck ‘in the weeds’ of the
actual words.  

From there, I design the content UI strategy, working from the instructional, inspirational, accessibility, and
legal content requirements established during the narrative strategy ideation. 

Narrative Strategy

Wire-framing for Words 


