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Consumers trust familiar 
institutions. Not necessarily.

Consumers pay careful attention to 
legal notices and announcements. 
Not so much.

Consumers find authoritative 
voices to be credible. Not really.
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people trust their peers
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we’re not on
“Downton Abbey”

Keep it 
conversational.

Simple 
words are 
better.Contractions 

are OK.

Talk like your 
marketers, not 
your lawyers.

Use lists 
and 

bullets.

White 
space is 
good.

Use big 
print.

Will 
graphics 
help?

visual cues can 
boost readability

Shorter 
is 

better.

Where 
to go 
for 

more?
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ALL CAPS are hard to read 
– and can be off‐putting
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people are suspicious 
of fine print & asterisks*

people respond to
step‐by‐step directions
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people take different 
paths to the same place
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OLD
SITE

NEW
SITE
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Did you get a data breach notice? Start here >
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How would you convey
the information

if you really wanted to?
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