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UX & Al: Two Must Have Gems
for Technical Writers
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Arka Sarkar
Technical Writer
ServiceNow




» | am a Technical Writer Find me on LinkedIn

> | love product and UX

» New found love Al

» Live with my parent and wife

» Live to have fun, play music,
long drive, and read books
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https://www.flaticon.com/ and their creator

Understanding UX: Beyond Traditional Technical Writing

The Role of Technical Writers in UX and Modern Documentation
UX writing for Technical Writers

Must Know UX Writing Principles

Al: The Technical Writer’s New Ally

Closed and Open Al

Al and the Don’ts

The Future-Proof Technical Writer
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UX: Cost of Poor Design

 App Abandonment

* Slow Websites

* Brand Perception

 Competitive Disadvantage

* Loss of Reputation and
Customer

* Revenue Loss
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UX: What’s It’s All About

* Good product design is about functionality and
usability, not aesthetics.

e Users are naturally drawn to easy-to-use products.

* Digital products must be well designed, just
like physical products.

L ) ) ) Design is not just what it looks :
e UX Writing is a multifaceted role involving : .. : R~
) .. and feels like. Design is how it works. ©
research, testing, and optimization, whose
ultimate aim is to create intuitive and enjoyable

digital experiences.

Steve Jobs

* Product design can be delightful or deadly;
understand your responsibility. DOCUMENT&éO



User Flow in User Experience (UX) design refers to the
path or sequence of steps a user takes to complete a
specific task or achieve a goal within a product, such
as a website, app, or software.

* Components:

>

Entry Point: Where the user starts (e.g., homepage, ad
link).
Steps/Actions: Interactions like clicking buttons, filling

forms, or navigating menus.

Decision Points: Choices users make (e.g., "Buy Now" vs.

"Continue Shopping").
End Point: The successful completion of the task (e.g.,

confirmation) page.

Ecommerce checkout user flow
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UX: User Journey

User Journey captures not just the steps they take, but SUMPING JAMIE G
also their emotions, motivations, pain points, and @ Botmants e it W ae ey sitheot vy o « Aoty o compereptan breskéouns
. . saciifce usege s o Pomndly dnd helplal casiormer sugpert
touchpoints across multiple channels
DEFINE COMPARE NEGOTIATE SELECT
¢ Com pOnentSZ 1, Bovtow et plan 3. Watchas commurcal 6. Callg curmont carmer 3o 8. Ducides or & new plan
. . 2. Defie pecametins o Ty xel!hgmmem arad calls castoner
» Stages: Awareness (discovering the product), Facedria - Besaiichet compantos shogoing scound sevice to amiich service

and offers on consumar 7. Calls conpetitons 9

Consideration (exploring options), Decision pm— Aot B i
(using/purchasing), and Retention (ongoing R
engagement). /\/
» Touchpoints: Interactions like ads, landing pages, /—\
= I

emails, or support chats. Thee oo g

» Emotions: Feelings at each stage (e.g., curiosity, ey
frustration, satisfaction).

» Goals: What the user wants (e.g., solve a problem, buy OPPORTUNITIES INTERNAL OWNERSHIP + METRICS
something).

cc: journey mapping 101 by sarah gibbons
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Similarities between UX and Tech writing

Clear,acnczjnuse, Use simplified Understand Other general
consistent language your user writing rules
J ) ) )
DOCUMENT&bO
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Voice & Tone in UX Writing

Voice is constant Tone is flexible

Amitabh Bachchan Amitabh Bachchan as emotional
man or romantic or Angry
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UX: Brand Archetype

Brand
Archetypes

ROLEX

CHANEL
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Good UX: Examples

No Communities yet

Join or create a Community and it will show up here.

Create Community

Need inspiration? Check out our recommended communities

Google Currents

&

Hey! I'm Maya. I'll get you an awesome
price in seconds. Ready to go?

Wiimal He=ilvii

LETS D0 THIE
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Good UX: Examples

Your writing, at its best. Recommended Reviews for The Breakfast Club

]

-:: Your trtist is our {0p Concern, 5o businessas Ganlpay to aller or removie their reviews. Leam mare

Search within the reviews n Sort oy Yelp Sort -~ Language English (368) -
SVery tThing you wi
v
o

Start your review of The Breakfast Club

DOCUMENT34(;

Google Currents



Good UX: Examples

InTurr & ~ ™
mailchimp \MWW) I\~ e ,"l

Design and prototype effective
3 i " We lost this page
mlcrucnpy in yuur WEb and mublle We searched high and low but couldn’t find what you're
e - . ooking for. Let’s find a better place for you to go.
apps with Justinmind cormglontersingebaeplcetorioutes

{ Mabshiep Home .\!
b /

Download Free

DOCUMENT34(;

Google Currents



Al: The Technical Writer’s New Ally

Parameters

» A very large file
that stores
parameters.

» A lot of training
data is used to
train this
parameter.

» Required large
processing
power.

Run File

» Written in C or
Python
» Relatively small file

4 llama-2-70b
C
DEFEIITIETEFE Frun.c
| |
140GB ~500 lines
of C code
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Closed and Open Al

00 Meto o Stable Diffusion

ADEPT @

Zleuther Rl

L Publicly available for anyone to view,
modify, and distribute.

 Users can modify and customize the
software to their needs.

1 Often free to use, but may require
payment for support or commercial
use.

L High transparency, as the source
code is publicly available for review.

Bl be
@) OpenAl Bloombers

ANTHROP\C Inflection-

 Proprietary, not publicly available.

 Users cannot modify or customize
the software.

M Typically requires a license for use,
often with restrictions.

O Lack of transparency in how the
software functions and is
maintained.
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Al Assistance Ul

! Chatbot Arena LLM Leaderboard: Community-driven Evaluation for Best LLM and
Al chatbots

Chathot Mrena | | is 2n ppen-source platform for evaluating A through hueman preference, develooed by reseanchers at UE Berkeley zid With ower
1,000, THRD i e, 1% platdar ean ks Best LLM and Al chatbols using e Brnd|ey-Tomy model bo genermbe (e Raderboands, For tehaicy| delails, chack gull aur

Chathot Arana thives o oom manity engagemant — cat your vale 1o help imprede Al &valugion

Arema =

Totml Amcadela: 719, Total Buoles: 2811338, Lastupdatecd: 2075-0%- 74

Code to recreate beaderboard tables and plogs in this You car corftri bk your vobe at
Catogory Appiy Hiner Drerall Quastions
o . e ki bl i e #rodels: 219 (100%)  fvotes: 2,811,226 (100%)
Rank+ Harik Node] Arana ——— ot o iEatio Li Hnomlodde
i K NniFratis cHEn

[y StyleCtzl] Score s L . - Cartod £
4 1381 +4 /-3 22850 Google Propristaxzy  Unknown

tps://huggingface.co/spaces/Imarena-
5 5 [ Exf f 13&8 +51-5 20303 baagla Propriatary v s

/chatbot-arena-leaderboard
§ Tl / i | -4 rIE1T DpanAl Proprietary  Unknown
| [ r 4 13&8 $5 1 =5 12771 DeppSRak HIT L ks DOC U M E NT3 60
o k i L ey = Flid 1555 P | 168537 Bongle Proprietacy Lrmkremwr

et &= e W 1351 i - 2504 Doamd T Propristamy LA K ecr



Prompt Engineering Basic

Modifier Subject Multiple Modifiers

A modifier could be:

Instruction: write, summarize, compare, analyze, or generate

Type of output: Blog post, tweet, LN post.

Target Audience

Specific request: SEO compliant, marketing style language

Length

Structure

Tone

Voice

Role DOCUMENT360



Prompt Engineering Advance

. create a linkin post for me, i am dev expert in python. | have worked on xyz, suol, su2
S h Ot P r O m p tl n g i like this style:Hi everyone! I'm seeking a new role and would appreciate your support. If

you hear of any opportunities or just want to catch up, please send me a message or
comment below. I'd love to reconnect. hashtag#OpenToWork

About me & what I'm looking for:
=7 I'm looking for Technical Publications Specialist, Lead Technical Writer,
Documentation Specialist, Documentation Manager, and Documentation Consultant

roles.

% I'm open to roles in Pune.
+ I've previously worked at EY, xyz, and EdgeVerve.
generate post in this style

Task: Classify the following statements as either Positive or Negative.

Example 1: “| love this product! It works perfectly.” - Positive
Example 2: “This is terrible. | want a refund.” - Negative
Example 3: “The service was quick and the staff was friendly.” - Positive

New Prompt: “The product broke after one use. It's a waste of money.” - Negative DOCUME NT&éO



Chain-of-Th

ought Prompt

Standard Prompting

Q: Roger has 5 tennis balls. He buys 2 more cans of
tennis balls. Each can has 3 tennis balls. How many
tennis balls does he have now?

A: The answer is 11.

Q: The cafeteria had 23 apples. If they used 20 to
make lunch and bought 6 more, how many apples
do they have?

\

A: The answer is 27. x

\

Chain-of-Thought Prompting
ot
Q: Roger has 5 tennis balls. He buys 2 more cans of

tennis balls. Each can has 3 tennis balls. How many
tennis balls does he have now?

Q: The cafeteria had 23 apples. If they used 20 to
make lunch and bought 6 more, how many apples

do they have?

Image Source: https:/far5Siv.labs.arxiv.org/html|/2401.14423v3

(a) Few-shot

'O Roger bas 5 lenns Balls He buys 2 moe cans of tennis |

|

balln Each can has 3 fernes dalls. How many ienns balln does
he have now?
A The angwer 5 1%

O Ajuggler can juggle 16 bals, Hadf of the balls ase golf bails
and hsll of thes goll balls are Blue How many blue golf bals e
hare?

A

\
(Outpul) The answer is 8 X

(c) Zera-shot

Q. A jugger can jugge 15 babs. Malf of the bals are goif bails
ard halt of the goit talls are blue. How many biue gol! bads are
ihere?

A The answer (arabic numerals) is

(Output) 8 X

{b) Few-shot-CoT

0Q: Roger has 5 tannis balie. He buys 2 more cans of tennus
batlg, Esch can has 3 lennis balls. How many tennis bats does
he have now?

A Roger started with 8 balls. 2 cans of 3 lennis balls each s 6
eonisbails S+6=11 The answer s 11

Q: A Juggier can pgde 16 bals, Halt of the bals are golf balls,
and hat of the gotf balls are Diue How many blue golf balls e
thee?

~
(Oulpwl) The Jugoler can jugals 16 Dalds. Hal of the bals ars oo
Da's So Ve e 1 b 4 | gOW Dadls. Hall of Ve I Lals are

tve S Nets g . 4 DA QOIT Dy

The answers s 4

(d) Zero-shot-CoT (Ours)

Q: A uggler can juggie 16 baks, (<a¥ of the tals are golf bais,
and har of the golf balis are blue. How many biue goif balls are
thewe?

A Lel’s think step by

(Outpd) Thare an
pafs

S muans INE e a0 &

16 Oafa » Al Har of e Bala e oo

e Dye ROt manes hnr thare are 4 Hoe oot Hol's
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Good Vs Bad Prompt

Good prompt:

“What are the key differences between the American
Revolution and the French Revolution in terms of
their causes, goals, and outcomes?”

Bad prompt:

“Tell me about revolutions.”

Good prompt:

“Analyze the sentiment (positive, negative, or
neutral) of the following customer reviews for a
recently launched smartphone. Identify key aspects
that contribute to the sentiment and provide a brief
summary of the overall sentiment distribution.”

Bad prompt:

“What do people think about this phone based on

Good prompt: these comments?”

“Please summarize the main points and conclusions
of the following research paper, focusing on the
methodology, results, and implications for future
studies in the field. Keep the summary under 300
words.”

Bad prompt:

“Sum up this text.”
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What Not To DO

* Never share your proprietary data with Al

* Look for bias.

* Always edit your content

* Check your company policy

* Always use your basic sense on what not to ask
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The Future-Proof Technical Writer

1.Faster turnaround times: Al automates repetitive tasks,
freeing up time for creative work.

2.Higher-quality output: UX and UX writing ensure that the
content is user-centered and easy to understand.
3.Scalability: Al enables multilingual support and helps adapt
content to different audiences.

4.Competitive advantage: Writers who master these skills are
more valuable to employers and can do their job faster.
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Questions ?



Thank You!

Scan to Connect
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