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THE USUAL WAY



WE MADE ALL THE THINGS WE SAID WE’D MAKE.



WE DID ALL THE SEO THINGS.



PEOPLE SPENT A LOT OF TIME ON  OUR WEBSITE.



A LOT OF PEOPLE FILLED OUT THE CONTACT US FORM.





WELL THE SOUNDS GREAT! 
WHAT’S THE PROBLEM?



Nobody 
cares.



What if we 
optimized 
content no 
one needs?



Maybe it’s 
because our 
content is 
unclear.



Sure, but 
most of 
them are 
frustrated or 
mad.



A BETTER WAY



STRATEGY



"Question Mark" by Leo Reynolds is licensed under CC BY-NC-SA 2.0

https://www.flickr.com/photos/49968232@N00/13421955434
https://www.flickr.com/photos/49968232@N00
https://creativecommons.org/licenses/by-nc-sa/2.0/?ref=ccsearch&atype=rich


Are we providing content people 
need and want from us?

Is the content people need easy 
to find?

Are our calls to action relevant?

Is our content inclusive? 

MEANINGFUL QUESTIONS

ANALYTICS



HEURISTICS

Is our content easy to use?

Is our content accessible?

Is the content on-strategy?

Does our content convey our 
messages?

Is our content actionable?

MEANINGFUL QUESTIONS



Can our audiences find the content 
they are looking for when they arrive 
on our website?

Does our content make sense?

Does our content answer the 
questions our users have?

Does our content make our 
audiences feel a way?

TESTING

"User testing" by JasonUnbound is licensed under CC BY-NC 2.0

MEANINGFUL QUESTIONS

https://www.flickr.com/photos/60844215@N00/6811217950
https://www.flickr.com/photos/60844215@N00
https://creativecommons.org/licenses/by-nc/2.0/?ref=ccsearch&atype=rich


HOW DO YOU KNOW 
WHAT TO MEASURE?



MEASUREMENT FRAMEWORK
Content KPI 
A business goal you can influence with content.

Content Objective
How you use content to influence a KPI.

Content Metric
What you can evaluate to determine whether 
content is helping you meet your objective and 
influence your KPI.
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OUR PRETEND CLIENT



United 
States 
Department 
of State



CLIENT BRIEF
GOAL                      Reduce call center costs related to passport 
applications.

RATIONALE        75% of calls to the call center are on topics that web 
content   
                              should  be able to address.

USE CASES         Business traveler needing to travel in 2-4 weeks

                              Person needing to travel for a family emergency

                              Parent who needs to get a passport for their child



CONTENT STRATEGY STATEMENT

The passport section on travel.state.gov helps us contain 
call center costs with clear, actionable, confidence-
inducing content for U.S. business, leisure, and 
emergency travelers that explains how to apply for a 
passport so that they can apply successfully without 
additional assistance.
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TIME TO MEASURE



OUR MEASUREMENT FRAMEWORKKPI                            Reduce call center costs related to passport 
applications 

OBJECTIVE        Provide self-service content that explains how to apply 
for a     
                             passport for the three most common situations that  
                             result in calls to the center: business trips, emergency 
travel, 
                             and passports for kids
                  

METRICS             Content is findable                Content is relevant        
                             Content is clear                      Content instills 
confidence
                             Content is actionable            Content is accessible



SOUND FAMILIAR? IT SHOULD!

The passport section on travel.state.gov helps us contain 
call center costs with clear, actionable, confidence-
inducing content for U.S. business, leisure, and 
emergency travelers that explains how to apply for a 
passport so that they can apply successfully without 
additional assistance.



LET’S GET SOME ANSWERS



METRIC 1 - CONTENT IS FINDABLE
RESEARCH QUESTION
Does our content contain words and phrases our audiences 
search for?

METHOD
Analytics

EXECUTION
Analyze on-site search terms related to password applications 
and assess the resulting search results.



METRIC 2 - CONTENT IS CLEAR
RESEARCH QUESTION
Do people understand the what the content is trying to 
communicate?

METHOD
Testing

EXECUTION
Comprehension test



1. Introduce the test to the 
participant and make it clear you 
are testing the content, not them. 

2. Ask the participant take time to 
read through (or listen if they use 
a screen reader) the content you 
are testing. Consider giving people 
a time limit.

3. When they’ve finished, ask a few 
questions about what they read to 
see if they were able to recollect 
and explain.

HOW TO DO 
ITREMOTE OR IN-PERSON



METRIC 3 - CONTENT IS ACTIONABLE
RESEARCH QUESTION
Is there a clear call to action or next step to help users 
successfully apply for a passport?

METHOD
Heuristics

EXECUTION
Review (or hire an outside expert to review) content for calls 
to action and guidance to complete the steps necessary to 
apply for a passport. 



METRIC 4 - CONTENT IS RELEVANT
RESEARCH QUESTION
Does our content answer the questions its intended audiences 
have about passport applications?

METHOD
Testing

EXECUTION
User questions test



1. Introduce the test to the participant and 
make it clear you are testing the content, 
not them. 

2. Tell the participant the name of the page 
you are testing.

3. Ask them to take a few minutes to jot down 
the questions they expect a page with that 
title to answer. 

4. Show them the page and give them time to 
read through it or listen to it if they use a 
screen reader. 

5. Facilitate  discussion about what questions 
they wrote down and how the content did 
or did not answer them.

HOW TO DO 
ITREMOTE OR IN-PERSON



METRIC 5 - CONTENT INSTILLS 
CONFIDENCE
RESEARCH QUESTION
Do our users feel confident that they know how to complete 
their application?

METHOD
Testing

EXECUTION
Feelings test



1. Provide a key piece of content to the participant 
(printed for in-person, via Google doc for remote). 

2. a. Explain to the participant that you’d like them to 
read the content and highlight (with actual 
highlighters for in-person or using the highlight 
function in Google doc for remote) where the content 
makes them feel confident or confused about what 
they need to do with the corresponding colors. 

b. For participants who use a screen reader, ask them 
to talk about or write down what makes them feel 
confident or confused  as they listen to the text.

3. When they’ve finished, ask follow-up questions like, 
“Why was confusing bout <content they 
highlighted>?

HOW TO DO 
ITREMOTE OR IN-PERSON



METRIC 6 - CONTENT IS ACCESSIBLE
RESEARCH QUESTION
Does our content use language that is accessible to people for 
whom English is a second language or who have lower literacy?

METHOD
Testing

EXECUTION
Conduct Cloze tests on key content.



Call us to make an appointment for emergency passport 
service in case of a life or death emergency.

Life or death emergencies are serious illnesses, injuries,        
  or deaths in your immediate family that require you to travel 
                             
outside the United States within 72 hours.

You must provide all the usual application documentation in 
addition to proof of the life or death emergency. 
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PICS OR IT DIDN’T HAPPEN



REPORT
PICS OR IT DIDN’T HAPPEN



REPORT WHAT YOU LEARN, SO THAT YOU CAN:

YOU NEED A SCOECARD

• Show off what’s going well.
• Identify and quantify the challenges and 

opportunities.
• Make the case for continued content efforts.
• Plan content improvements.
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QUESTIONS?



THANKS!
www.dobettercontent.com

http://www.dobettercontent.com/
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