
Tone of Voice Guidelines

Problem
Across 6+ external-facing applications, there was no standard tone of voice or consistency in
interface copy. This left customers with inconsistent and sometimes conflicting messaging and
information and a disparate “feel” of our applications. Messaging and content was often written
by non-writers with no review from writers or content specialists.

How I helped
● Researched tones of voice and their effects on audience perception of brand
● Initiated a cross-team collaboration with User Experience to test hypothesis about tone

of voice for our use case
● Adjusted hypothesis based on user testing results
● Created guidelines for the tech organization to follow
● Presented the benefits of a unified tone of voice for leadership buy-in
● Communicated and trained the tech organization on final guidelines

Deliverables

Deliverable 1

We created and presented the value of a unified tone of voice, as well as the particular tone of
voice we recommended for use across the organization’s external-facing applications.

Deliverable 2

Using established software for the company’s intranet (Microsoft SharePoint), we created and
posted guidelines for the Tone of Voice to be used across the company’s various applications,
including what it is, why it’s important, how to write it, and examples.





Results
After getting leadership buy-in for the value and need of a unified tone of voice, we gave an
informational training on how to apply the tone of voice guidelines and then published the
guidelines to the organization.

200+ IT professionals (product owners, SMEs, and engineers) used the tone of voice guidelines
to draft messaging and UI text for their applications. Customers received communications and
information in a unified voice, increasing trust in our applications and increasing return users
(Monthly Active Users and Daily Active Users).


