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Use Plain Language to
Influence, Motivate & Mobilize
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ABOUT the CENTERS of EXCELLENCE

We are a dynamic team of IT modernization
accelerators providing cross-functional surge

expertise to agencies that are modernizing their
IT and related operations.



THE CENTERS OF EXCELLENGE

We help agencies
accelerate IT modernization R@p

CLOUD ADOPTION

CONTACT CENTER

1

CUSTOMER EXPERIENCE

DATA & ANALYTICS

INFRASTRUCTURE OPTIMIZATION



GET

o Believe - Agree - Accept - Say - Do - Etc

(change action or behavior)

SO THAT




— 3 Message Formats
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6 Plain Language

Content Structure
Content Formatting

Use of 1st & 2nd Person
Conversational Tone

Tools

Directive Statements
Short Sentences or Phrases

Brief Checklists
Memorable Terms or Phrases

4 Messaging Conditions

@ Identification

@ Recall



- STORY

Story Arc, Plot
Problem, Struggle
Characters

Lessons

@ Identification
@ Recall



STORY TOOLS:

/L Content Structure & Formatting

CHANGE SCENARIO

Department of
Happiness (DOH!)

Intent: Adopt MS Teams
The Change: New ways of

collaborating within and
across sub-organizations




&/ VISUAL

Graphs, Charts
Dashboards
Pictures

Infographics

@ Identification
@ Recall



VISUAL TOOLS:

Lists & Memorable Terms

CHANGE SCENARIO
. Customer
The Bureau of Bliss ~= Support
< “Frictionless” Experience
Intent : Adopt Customer Customer . o
Experience practices. Expectations  _ poueness

- Confidence in Results

4 PEACENT SN

The Change: Data will now| Key o Sinde

be collected, analyzed, and met“cs to |
easure - ; .
acted upon monthly R g

. Efficient 74%
instead of annually.

Werarng o1y

'-uuu "L Tiv

What do customers want?

S
.||| Sales
U Confidence in Process
- Informed
- Secure
- Efficlency
- Pleasant experience
4
CONCLOSURE POLITINE S5
32% 84
Wasien~g +c Waskaring o1y
' AGENT QuALITY ' CLOME M
17 11%

Measenng 4 wesbering Y

Financial
Services

¢

J  Fair Treatment

- Politeness
- Clear Communication
- Compliant behavior
- Dignity
4
coNsany ENPAT™Y
91% 86
Whabaning, +<0y Washaning +< 1y
' AN AN ' PATMENT OPTIONS

n 87%

Weshanng 4 sk arung !
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VISUAL TOOLS:

Checklists & Memorable Terms

The Periodic Table of Content Marketing W

CHANGE SCENARIO =1 ST ': ':'L.

e =0

The Bureau of Bliss e mow o m m m

m o e M e M B e @ w b W B oo W Am

Intent : Adopt Customer oW N M om W .g_, B B W om M F U A W E’é.

Experience practices. Gn ok m m M Mo B M % o w W % fo m W

e e w mEow mon @ mos ow s nm @

The Change: Data will now be = e e ol e e ”.
collected, analyzed, and acted tev -

upon monthly instead of =T . o -

Bom S Mot o ook Bz A B D s

annually. s e e womow - - EEE
RN T N
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_ " NUDGE

Benchmarks, Comparisons
Words of Affirmation

Limited or Ranked Choices

@ Identification
@ Recall



>> NUDGE TOOLS:
1st & 2nd Person, Conversational Tone, & Brief Lists/Options

Would you like to proceed?

CHANGE SCENARIO

Institute of Hope

Intent 1. Improve the online
experience for beneficiaries o o re—— —~—r——

P $0 $19 $39 $119
Intent 2: Improve data collection e e s
(completeness, accuracy, and Srtia ey g e
timeliness) el

| oo | | v | | o |
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THANKS!

LET'S BE IN TOUCH!

1800 F Street NW connectcoe@gsa.gov @GSACoE
Washington, DC 20405 #GSACoE
coe.gsa.gov

IT MODERNIZATION
GSA € Centers of Excellence



https://coe.gsa.gov/

