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More efficient and engaging 
Cleans out the clutter 
Improves usability

Why Reformat Content for Mobile?

@davidpoteet
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"We’re going to use mobile as a 
lens to make all our content 
better, regardless of platform."  

!
— Karen McGrane,  

Content Strategy for Mobile
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Photo: Michael Pujals, http://farm4.staticflickr.com/3544/3645213016_60614a57a5_o.jpg
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Focus Your 
Content
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What are some content problems 
for responsive sites?  
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Common Issues that Plague Web 
Content

Looooong pages 
Multiple authors  
Departmental silos 
Formal/technical writing styles 
Complex procedural information

@davidpoteet
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Duke 
University 
Scientific 
Writing 
Resource

https://
cgi.duke.edu/web/
sciwriting/

@davidpoteet
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Content Audit
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How do you know what users want?
Listen to them! 
– Intercept surveys 

– One-on-one interviews 

– Unmoderated usability tests (usertesting.com) 

– KJ Sessions 

– Social media sites, blogs, forums 

– Search logs 

– Mental Models 

– Carewords Survey

@davidpoteet
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Mapping tasks to  
primary goals

Prospective Students
Task Map & Audit: Evaluating Courses

How Does Portsmouth's Current Site Do?

Preparation for 
Workforce

What business contacts 
the Uni has for this course

Work placements

Volunteering 
opportunities

Hands-on practical 
expereience

Internships

Lecturers

What's the teaching like?

Lecturer's research

Lecture/tutor time

Approachability of 
lecturer

Teacher to student ratio

Does the course fit with 
what I've done at college?

Will I learn exactly what I 
want?

Accredited?

Topics?

Has anything been 
updated/changed

Course Content Assessment

Percentage of exams to 
coursework

How will I be assessed?

Will I have exams?

How long?

Options?

Practical and lab sessions?

How many students on 
my course?

Course breakdown (term/
year guide)

Structure of the course

Course Structure

B+ 
What's Good
• Easy to find, concise content
• Gives example topics at a broad 
level
• Assessment summary great
• Related courses & my history 
handy features, but may be missed

Needs Improvement
• Content gives good overview but 
doesn't link to specific examples or 
stories

A- 
 What's Good
• To the point; gives clear breakdown 
of options, projects, coursework, etc.

Needs Improvement
• No sense of how many students 
are on a particular course
• Lacks examples
• Not all courses have content 
spelled out by year

Selecting a course

Course Finder / Does the 
Uni have the right course?

Getting personalised help 
choosing a course

B+
What's Good
• "Is this the right course for me?" is 
the right question to answer (though 
the answer is somewhat generic and 
not all courses have this callout)
• Callout to a specific e-mail contact  
is great
• Can browse by subject area or 
search by keyword
Needs Improvement
• Comparing courses in the same 
subject area difficult
• Navigation is tricky if you don't have 
a course already in mind
• Searching is overwhelming
Note: Some courses, e.g., Criminal Justice, 
have some good videos, virtual open day, 
that give a prospective a better idea of 
the course

A
 What's Good
• Easily available on "Course 
Content" tab

Needs Improvement
• Could be improved by showing 
examples 
• In come cases, could be better 
represented as bulleted list

B+ 
 What's Good
• Quickly found on "Career 
Prospects tab"

Needs Improvement
• Show actual students' success 
stories when possible
• Some career examples given are 
far too vague—e.g., "As a graduate 
from this course, you can look 
forward to an exciting and 
challenging career in one of the 
fastest growing employment sectors 
in the world."

C Opportunity
 What's Good
• Individual profiles give a good 
sense of academics' credentials and 
qualifications along with their 
specialities, without being overly long

Needs Improvement
• A bit difficult to find; have to go to 
departments' pages to find any info
• List page doesn't give the user any 
idea who s/he should click on. Table 
should include some areas of 
interest or specialities.
• Videos of lecturers in the 
classroom/on a field trip/in the field 
would add a personal touch.
• "High Quality Teaching" page flat; 
could highlight outstanding work and 
teaching by academics

How Does Portsmouth's Current Site Do?

Course Info

Open Days

Dates of open days for 
course

Opportunities beyond 
the classroom

Year abroad

Workshops

See examples of student 
work

How many students 
attend & their pass rates

See what or how past 
students have done

How is this course 
different from another 
Uni's?

Differentiating Courses

Other related courses?

Contact someone about 
my subject/course?

Helping choosing a 
course?

Get More InfoAcademic Facilities

Computer facilities

Pictures of facilities

Library resources

B+ Buried Treasure
What's Good
• Each course has a section on 
facilities, which mostly gives user a 
great overview of course-specific 
facilities
• Some individual schools have a 
brief video overview of their 
facilities

Needs Improvement
• Pictures and video hidden away in 
the virtual tour
• Cross-linking to more information 
on the facilities

C
What's Good
• Gives a good overview of the 
process and requirements

Needs Improvement
• Difficult to find unless mentioned 
as part of the course structure; 
tucked away in International Office > 
Study Abroad page
• No sense of the opportunities 
available or why you should study 
abroad

A 
 What's Good
• Clear, concise content with 
understandable entry requirements 
and topical breakdown make it easy 
to compare to another Uni

Needs Improvement
• Could do more showing examples 
of extra opportunities, quality of 
lecturers, friendly atmosphere, etc.

C
What's Good
• Some facilities, schools, & depts. do 
a good job; engineering has a good 
section on student projects & prizes 
(though not all have details on those 
projects)

Needs Improvement
• Difficult to find; can find some 
examples in the arts, but usually off 
on other websites
• Left up to individual departments/
schools

C
What's Good
• Some schools & depts. do a good 
job explaining what the open day is, 
when they are, etc.

Needs Improvement
• Hit or miss; some schools/depts. 
have good info, others do not

A-
 What's Good
• Handy functionality showing 
"related courses" (though it could 
get missed)
• A course-specific contact is easily 
found

Needs Improvement
• Add callout to admissions advisor 
(or similar) to get more 
personalized help

Course Info

This example is taken from a university 
in the UK. A “course” in the UK is the 
same as a major or degree program in 
the US.
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Mapping tasks to  
primary goals

Prospective Students
Task Map & Audit: Evaluating Courses

How Does Portsmouth's Current Site Do?

Preparation for 
Workforce

What business contacts 
the Uni has for this course

Work placements

Volunteering 
opportunities

Hands-on practical 
expereience

Internships

Lecturers

What's the teaching like?

Lecturer's research

Lecture/tutor time

Approachability of 
lecturer

Teacher to student ratio

Does the course fit with 
what I've done at college?

Will I learn exactly what I 
want?

Accredited?

Topics?

Has anything been 
updated/changed

Course Content Assessment

Percentage of exams to 
coursework

How will I be assessed?

Will I have exams?

How long?

Options?

Practical and lab sessions?

How many students on 
my course?

Course breakdown (term/
year guide)

Structure of the course

Course Structure

B+ 
What's Good
• Easy to find, concise content
• Gives example topics at a broad 
level
• Assessment summary great
• Related courses & my history 
handy features, but may be missed

Needs Improvement
• Content gives good overview but 
doesn't link to specific examples or 
stories

A- 
 What's Good
• To the point; gives clear breakdown 
of options, projects, coursework, etc.

Needs Improvement
• No sense of how many students 
are on a particular course
• Lacks examples
• Not all courses have content 
spelled out by year

Selecting a course

Course Finder / Does the 
Uni have the right course?

Getting personalised help 
choosing a course

B+
What's Good
• "Is this the right course for me?" is 
the right question to answer (though 
the answer is somewhat generic and 
not all courses have this callout)
• Callout to a specific e-mail contact  
is great
• Can browse by subject area or 
search by keyword
Needs Improvement
• Comparing courses in the same 
subject area difficult
• Navigation is tricky if you don't have 
a course already in mind
• Searching is overwhelming
Note: Some courses, e.g., Criminal Justice, 
have some good videos, virtual open day, 
that give a prospective a better idea of 
the course

A
 What's Good
• Easily available on "Course 
Content" tab

Needs Improvement
• Could be improved by showing 
examples 
• In come cases, could be better 
represented as bulleted list

B+ 
 What's Good
• Quickly found on "Career 
Prospects tab"

Needs Improvement
• Show actual students' success 
stories when possible
• Some career examples given are 
far too vague—e.g., "As a graduate 
from this course, you can look 
forward to an exciting and 
challenging career in one of the 
fastest growing employment sectors 
in the world."

C Opportunity
 What's Good
• Individual profiles give a good 
sense of academics' credentials and 
qualifications along with their 
specialities, without being overly long

Needs Improvement
• A bit difficult to find; have to go to 
departments' pages to find any info
• List page doesn't give the user any 
idea who s/he should click on. Table 
should include some areas of 
interest or specialities.
• Videos of lecturers in the 
classroom/on a field trip/in the field 
would add a personal touch.
• "High Quality Teaching" page flat; 
could highlight outstanding work and 
teaching by academics

How Does Portsmouth's Current Site Do?

Course Info

Open Days

Dates of open days for 
course

Opportunities beyond 
the classroom

Year abroad

Workshops

See examples of student 
work

How many students 
attend & their pass rates

See what or how past 
students have done

How is this course 
different from another 
Uni's?

Differentiating Courses

Other related courses?

Contact someone about 
my subject/course?

Helping choosing a 
course?

Get More InfoAcademic Facilities

Computer facilities

Pictures of facilities
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B+ Buried Treasure
What's Good
• Each course has a section on 
facilities, which mostly gives user a 
great overview of course-specific 
facilities
• Some individual schools have a 
brief video overview of their 
facilities

Needs Improvement
• Pictures and video hidden away in 
the virtual tour
• Cross-linking to more information 
on the facilities

C
What's Good
• Gives a good overview of the 
process and requirements

Needs Improvement
• Difficult to find unless mentioned 
as part of the course structure; 
tucked away in International Office > 
Study Abroad page
• No sense of the opportunities 
available or why you should study 
abroad

A 
 What's Good
• Clear, concise content with 
understandable entry requirements 
and topical breakdown make it easy 
to compare to another Uni

Needs Improvement
• Could do more showing examples 
of extra opportunities, quality of 
lecturers, friendly atmosphere, etc.

C
What's Good
• Some facilities, schools, & depts. do 
a good job; engineering has a good 
section on student projects & prizes 
(though not all have details on those 
projects)

Needs Improvement
• Difficult to find; can find some 
examples in the arts, but usually off 
on other websites
• Left up to individual departments/
schools

C
What's Good
• Some schools & depts. do a good 
job explaining what the open day is, 
when they are, etc.

Needs Improvement
• Hit or miss; some schools/depts. 
have good info, others do not

A-
 What's Good
• Handy functionality showing 
"related courses" (though it could 
get missed)
• A course-specific contact is easily 
found

Needs Improvement
• Add callout to admissions advisor 
(or similar) to get more 
personalized help

Course Info

This example is taken from a university 
in the UK. A “course” in the UK is the 
same as a major or degree program in 
the US.
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Auditing Content Based on 
Task Maps

Prospective Students
Task Map & Audit: Evaluating Courses

How Does Portsmouth's Current Site Do?

Preparation for 
Workforce

What business contacts 
the Uni has for this course

Work placements

Volunteering 
opportunities

Hands-on practical 
expereience

Internships

Lecturers

What's the teaching like?

Lecturer's research

Lecture/tutor time

Approachability of 
lecturer

Teacher to student ratio

Does the course fit with 
what I've done at college?

Will I learn exactly what I 
want?

Accredited?

Topics?

Has anything been 
updated/changed

Course Content Assessment

Percentage of exams to 
coursework

How will I be assessed?

Will I have exams?

How long?

Options?

Practical and lab sessions?

How many students on 
my course?

Course breakdown (term/
year guide)

Structure of the course

Course Structure

B+ 
What's Good
• Easy to find, concise content
• Gives example topics at a broad 
level
• Assessment summary great
• Related courses & my history 
handy features, but may be missed

Needs Improvement
• Content gives good overview but 
doesn't link to specific examples or 
stories

A- 
 What's Good
• To the point; gives clear breakdown 
of options, projects, coursework, etc.

Needs Improvement
• No sense of how many students 
are on a particular course
• Lacks examples
• Not all courses have content 
spelled out by year

Selecting a course

Course Finder / Does the 
Uni have the right course?

Getting personalised help 
choosing a course

B+
What's Good
• "Is this the right course for me?" is 
the right question to answer (though 
the answer is somewhat generic and 
not all courses have this callout)
• Callout to a specific e-mail contact  
is great
• Can browse by subject area or 
search by keyword
Needs Improvement
• Comparing courses in the same 
subject area difficult
• Navigation is tricky if you don't have 
a course already in mind
• Searching is overwhelming
Note: Some courses, e.g., Criminal Justice, 
have some good videos, virtual open day, 
that give a prospective a better idea of 
the course

A
 What's Good
• Easily available on "Course 
Content" tab

Needs Improvement
• Could be improved by showing 
examples 
• In come cases, could be better 
represented as bulleted list

B+ 
 What's Good
• Quickly found on "Career 
Prospects tab"

Needs Improvement
• Show actual students' success 
stories when possible
• Some career examples given are 
far too vague—e.g., "As a graduate 
from this course, you can look 
forward to an exciting and 
challenging career in one of the 
fastest growing employment sectors 
in the world."

C Opportunity
 What's Good
• Individual profiles give a good 
sense of academics' credentials and 
qualifications along with their 
specialities, without being overly long

Needs Improvement
• A bit difficult to find; have to go to 
departments' pages to find any info
• List page doesn't give the user any 
idea who s/he should click on. Table 
should include some areas of 
interest or specialities.
• Videos of lecturers in the 
classroom/on a field trip/in the field 
would add a personal touch.
• "High Quality Teaching" page flat; 
could highlight outstanding work and 
teaching by academics

How Does Portsmouth's Current Site Do?

Course Info

Open Days

Dates of open days for 
course

Opportunities beyond 
the classroom

Year abroad

Workshops

See examples of student 
work

How many students 
attend & their pass rates

See what or how past 
students have done

How is this course 
different from another 
Uni's?

Differentiating Courses

Other related courses?

Contact someone about 
my subject/course?

Helping choosing a 
course?

Get More InfoAcademic Facilities

Computer facilities

Pictures of facilities

Library resources

B+ Buried Treasure
What's Good
• Each course has a section on 
facilities, which mostly gives user a 
great overview of course-specific 
facilities
• Some individual schools have a 
brief video overview of their 
facilities

Needs Improvement
• Pictures and video hidden away in 
the virtual tour
• Cross-linking to more information 
on the facilities

C
What's Good
• Gives a good overview of the 
process and requirements

Needs Improvement
• Difficult to find unless mentioned 
as part of the course structure; 
tucked away in International Office > 
Study Abroad page
• No sense of the opportunities 
available or why you should study 
abroad

A 
 What's Good
• Clear, concise content with 
understandable entry requirements 
and topical breakdown make it easy 
to compare to another Uni

Needs Improvement
• Could do more showing examples 
of extra opportunities, quality of 
lecturers, friendly atmosphere, etc.

C
What's Good
• Some facilities, schools, & depts. do 
a good job; engineering has a good 
section on student projects & prizes 
(though not all have details on those 
projects)

Needs Improvement
• Difficult to find; can find some 
examples in the arts, but usually off 
on other websites
• Left up to individual departments/
schools

C
What's Good
• Some schools & depts. do a good 
job explaining what the open day is, 
when they are, etc.

Needs Improvement
• Hit or miss; some schools/depts. 
have good info, others do not

A-
 What's Good
• Handy functionality showing 
"related courses" (though it could 
get missed)
• A course-specific contact is easily 
found

Needs Improvement
• Add callout to admissions advisor 
(or similar) to get more 
personalized help

Course Info

Current site content is evaluated on 
effectiveness in addressing each of 
these user tasks.
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The Right Content in the Right Place

Home

Scan, select 
& move on

Scan, select 
& move on

Scan & get 
information

Scan & get 
information

Give or verify 
information

Am I in the right place? 
Are you credible? 
Where can I go from here?

Help me make a 
choice and keep 
moving!

Now I’ll read!  
(if it’s good)

Don’t expect me to read 
and fill out forms.
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• Scrollmap show users are choosing one of the 
Engineering course options and not reading any 
further down the page. 

• This page is trying to function as both an 
intermediate navigation page and a content page, 
and you can’t really mix the two. 

• No clicks on any of the right column buttons.

Engineering Courses Page

17

Questions to ask about each page
✓ Does it address the questions each audience would have when 

coming to this page? 
✓ Is it communicated clearly and succinctly? 
✓ Does it support key brand messages where appropriate? 
✓ Does it back up messages with supporting facts or stories where 

appropriate? 
✓ Does it follow best practices for web writing and visual 

formatting? 
✓ Can it be found via major search engines? 
✓ Is it suitable for mobile? 
✓ Is it clear what the user can/should do next?

@davidpoteet
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Your Site, in a Spreadsheet 

@davidpoteet
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Example: Google 
Spreadsheet Web crawler and manual input
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Example: Automated 
Software Content Insight’s CAT tool (paid)

Page Detail

21

Auditing tips
Keep it live 
Share responsibility 
Define your terms

@davidpoteet
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Word/character counts 
Problem images  
File format (html, .pdf, .doc, .ppt) 
Content delivered in Flash

Categories to include for mobile

@davidpoteet
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Word counts & problem images

too much text for caption graphic doesn’t scale down

24
Writing Content that Works Everywhere.key - April 14, 2014



Content 
Modeling

25
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Structured 
Content
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Desktop View

Starbucks.com 
page with content-
related conversion 
in the sidebar  

@davidpoteet
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Desktop View

Starbucks.com 
page with content-
related conversion 
in the sidebar  

@davidpoteet
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Mobile View

The same page on a 
mobile device

@davidpoteet
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Mobile View

The same page on a 
mobile device

@davidpoteet
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Some content problems can 
stem from the CMS: 

31
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UT Health Science Center San Antonio
Website Redesign: Planning: Our Stories

Page Table: Our Stories Feature

Link title

2-3 words, sentence case
For linking from homepage blocks and Our Stories landing page.
Formatted like [person’s name]’s story when possible.

E.g., Dr. Plastino’s Story.

Intro paragraph

30-50 words, complete
sentences

Displays when the story is selected on the Our Stories landing page.
Should mention the person(s) featured and provide a hook that intrigues
users, so they’ll want to read more.

Title/H1

1-5 words, title case
For the story detail page. Should grab the reader and draw attention to
the most compelling part of the story.

E.g., Reinventing the Rib.

Title image Should be large, well-composed and well-lit, and able to be cropped
with subjects in the upper right portion, for use on the homepage, Our
Stories landing page, and at full size on the story detail page.

Subtitle/H2

10-25 words, complete
sentence(s)

For the story detail page. Summarizing, encompasses the story in a
nutshell. Should be short and catchy enough to function as display text,
and not so essential to the story that a reader would miss key
information if skipped.

E.g., One boy’s need to breathe inspires some creative surgical

engineering and a new standard in treatment.

Mission message

4-6 words, sentence case
Display text for the story detail page. This is a translation of the “We
make lives better” mission statement to fit the story below it. Uses the
format “We make [noun] [adjective] when possible.

E.g., We make bones stronger.

Body

500-800 words
Begins with a compelling lead and follows a person’s story from
beginning to end, with supporting stories and information brought in
peripherally as needed. Program information, doctor profiles, facility info,
etc. should be relegated to sidebar content where possible—focus the
body on a personal narrative. Health Science Center should be the
context, not the center of the story.

Uses subheads (H3) every few paragraphs to aid scanning.

Sidebar content Standalone packages of supporting content.

E.g., staff profiles, statistics, location details, research highlights.

Video (optional) High-res, high-production value showpiece with a still preview image that
runs across the entire frame of the page. Should ideally be produced for
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Content Strategy for Mobile 
by Karen McGrane

http://www.abookapart.com/
products/content-strategy-for-
mobile

35

Writing & 
Editing
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Presenter’s Paradox Presenters want to provide as much 
as possible - diluting message.
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Avoiding Presenter’s Paradox
Focus on 1-2 main ideas per page 
Preferably based on single SEO keyword or phrase 
Typical phone screen will hold 100 words, so limit 
paragraphs to 50 words or less. 
For informational detail pages, search engines favor 
200-550 words.

@davidpoteet
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Get to the Point
Put most important info right up front 
Skip the pleasantries 
Prioritize your call to action

@davidpoteet
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Good (Mobile) Style
Cut the fluff 
Speak to users, not about them  
Less Joyce, more Hemingway…

@davidpoteet
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“Write hard 
and clear 
about what 
hurts.”

@davidpoteet
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Meridium APM software has performance-driven, goal-
oriented applications which provide a platform for 
continuous improvement. Meridium accomplishes this 
by: 
!
• Identifying critical manufacturing assets by 

assessing risk to environmental, safety and 
production targets 

• Measuring performance of assets through advanced 
analytical and simulation techniques utilizing your 
existing asset performance data from your EAM 
(Enterprise Asset Management) system and 
condition monitoring and process systems 

• Defining and implementing optimal maintenance 
plans and operational strategies for assets that 
mitigate the risk of failure 

• Providing the framework and capabilities to apply 
best practices across the enterprise 

• Ensuring continuous improvement and sustainment 
of best practices
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APM Framework integrates with your existing 
software, offering  

!
• Real-time performance monitoring 
• Simulations for predicting equipment 

failures 
• Complex analysis tools, and  
• Maintenance and operations strategies that 

help you capture the maximum potential of 
production assets.

49

Formatting
Make it scannable/scrollable 
Befriend bulleted lists 
Simplify formatting 
Don’t hide relevant content in PDFs 

@davidpoteet
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Less is more?
New York Times A/B 
test of an online 
restaurant guide 
What differences do 
you see?

@davidpoteet
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Less is more?
Heat map shows eye 
fixation length 
Which do you think 
worked better? 
– Readers spent half the 

time 

– Remembered 34% more

@davidpoteet

READ MORE // 
Eyetracking points the way to 
effective news article design 
http://www.ojr.org/ojr/stories/
070312ruel/
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Current page on ssa.gov

53

Nothing. 
We do not keep your address on file. 
!
If we need your address in the future, we 
will use the one that the Internal Revenue 
Service (IRS) has on file for you. If you 
have moved, the IRS will update its records 
next time you file a tax return.

NoYou do NOT receive any benefits or income 
from us.

• Call 1-800-772-1213 
A representative will take the information 
and change our records. 

• Change your address or phone number 
online. 

• Go to your local Social Security field 
office. Find your local field office.

YesYou now receive either 
___ Social Security benefits 
or 
___ Supplemental Security Income (SSI)

Do thisThe answer 
is

In this case

I’ve moved. Do I need to let you know?

– Ginny Redish’s proposed redesign 

www.redish.net
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Making a 
Change

55

The Content Process

@davidpoteet

PLAN CREATE TEND

VISION  
What content should we 
have? 

INVENTORY  
What content do we have? 

AUDIT  
What shape is it in? Fit for 
responsive? 

WORK PLAN  
How do we get from here 
to there? Who will do what 
by when?

DRAFT 

EDIT 

PLACE & FORMAT

MEASURE 

REVIEW 

REMOVE 

IMPROVE 

56
Writing Content that Works Everywhere.key - April 14, 2014



Making It Happen
1. If your product is content, invest 

in people who specialize in it. 
2. Plan manageable chunks 
3. Enlist help

@davidpoteet
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Thank You!
@davidpoteet 
Our latest content strategy rants: 
– nwcty.com/contentstrategy 

@davidpoteet
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