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The right* content.
At the right* time.
In the right* way.

Creating great 
experiences 
through human-
centered content
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*the right part is   
  the tricky thing



Totelcom
Totelcom, a Texas-based Telco, was due for a 
complete brand and website overhaul. I crafted 
the brand visuals, organized the site structure, 
and crafted the visual and verbal content for this 
site at the time of launch.
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Content design
UX/UI design
Information architecture
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A brand overhaul
Totelcom’s project started with a full 
brand assessment and revision 
focused on building a modern, simple, 
flexible brand that could easily flex to 
meet both their marketing and 
governmental advocacy needs.

Brand Voice
Totelcom’s brand voice is energetic and optimistic, inspiring 
confidence with customers, employees, and partners. Direct and 
plainspoken, it reflects the communities it serves.

The brand voice uses familiar language and avoids technical terms and 
jargon. It’s thoughtful in its use of personal pronouns, understanding 
it’s sometimes OK to speak of the company as a leader or hero, but 
more often seeking to establish a connection through humility and 
service to the customer. The brand voice will also engage with humor, 
when appropriate, to further build connection with its audience.

The Hook
Connections that matter.

Selling Points
Local      –   The community-focused provider.
Trust      –   We do what we say.
Service  –   We’ll take care of you.
Quality  –   We offer the best telecommunications experience.
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A brand overhaul
The new icon developed for Totelcom 
is a streamlined version of the logo it 
has used for years. The modifications 
made to the logo simplify and clarify 
the logo, allowing it to function at a 
greater variety of scales and to adapt 
to both small and large-scale 
applications. The type has been 
adjusted to complement.



Brandon Waybright

20
23

Content Design 09.23.23

Imagery that speaks
Brand photography emphasizes people over 
technology and is one of the ways Totelcom can 
reflect the communities it serves. Care should be 
taken to reflect the demographics and landscape of 
the service area whenever possible. Images used to 
represent Totelcom’s customers should strive to 
represent rustic, ranch, and rural areas as 
technologically-engaged and modern.
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A redesign that focused on simplicity

Totelcom’s original website suffered from content design challenges, where conflicting 
text and visuals created user confusion by lacking a clear direction or focal point.
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User and job stories
A number of stories were constructed, 
based on a combination of research 
and discovery with the client,  to 
understand the goals of the users and 
their most essential tasks.

Rancher
As a rancher, I want to find out what internet and 
phone services are available to me, so that I can make 
a decision about the technology on my property.

Parent
As a parent of two, I want to find an internet plan 
that supports multiple zoom calls, so that my children 
can acccess their education.

Current subscriber
When I have service, I want to understand and pay 
my bill, so that my life isn’t interrupted.
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User goals
The first step to 
simplifying Totelcom’s site 
structure was building 
simple flows to achieve 
the following user goals:
1. Getting internet service
2. Getting phone service
3. Paying their bills
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Simplified sitemap
Totelcom’s architecture was 
restructured around the user goals: 
creating clearer navigation patterns, 
dedicated sections for their services, 
and a prominent showcase of their 
community advocacy initiatives
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Navigation breakdown
The sitemap was further focused by 
creating a navigation breakdown, 
assigning the most critical pages to 
the primary navigation well offering 
additional features that can be 
accessed via the footer.
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A focused home page
A refined content flow within 
the design clarified 
Totelcom's primary services 
and made it possible for 
users to achieve their goals 
with minimal effort.
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Even simpler navigation
Totelcom’s navigation pairs playful 
brand moments with an incredibly clear 
menu—creating a fun but accessible 
navigation experience for visitors.
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Brand voice
While I worked on brand visuals, a 
copywriter crafted this voice, hook, 
and selling point description for 
Totelcom’s brand. I used these to 
create tone guidelines and writing 
instructions for Totelcom’s site. 

Brand Voice
Totelcom’s brand voice is energetic and optimistic, inspiring 
confidence with customers, employees, and partners. Direct and 
plainspoken, it reflects the communities it serves.

The brand voice uses familiar language and avoids jargon. It’s 
thoughtful in its use of personal pronouns, understanding it’s 
sometimes OK to speak of the company as a leader or hero, but more 
often seeking to establish a connection through humility and service 
to the customer. The brand voice will also engage with humor, when 
appropriate, to further build connection with its audience.

The Hook
Connections that matter.

Selling Points
Local      –   The community-focused provider.
Trust      –   We do what we say.
Service  –   We’ll take care of you.
Quality  –   We offer the best telecommunications experience.
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Tone guidelines
A short guide describing the 
way that Totelcom’s brand 
voice lives on their site.
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Example guidelines
Each of the three 
guidelines breaks down 
to more specific writing 
standards.
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Term chart
A simple chart 
clarifies the kind of 
language that should 
be present on the site.
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Internet
One of the more challenging 
issues with internet 
providers is insistence on a 
vocabulary that most users 
don’t understand. 
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Values driven
Even though the tone guide 
is primarily used to craft 
content, it is driven by 
larger values that help the 
organization make the 
connection between brand 
values and content.
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Bringing it together
We crafted pages out 
of reusable layout 
blocks with generous 
use of open space. 
This made the site 
easy to edit and 
adjust as business 
evolved and user 
behaviors were 
discovered.
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Bringing it all together
Totelcom’s adjusted content 
structure and UX writing 
maintained a careful balance of 
clear, direct language and playful, 
branded moments. This balance 
creates a welcoming space that 
invites people in while also making 
room for clear communication.
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Even simpler navigation
Totelcom’s navigation pairs playful 
brand moments with an incredibly clear 
menu—creating a fun but accessible 
navigation experience for visitors.
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Preferred services
Based on user research, selecting an 
internet plan was one of the strongest 
points of friction for visitors to the site. 
The simple move to highlight the 
service with the highest customer 
satisfaction rate greatly reduced the 
paradox of choice that visitors 
previously experienced.
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Turning errors into assets
Sometimes, things go wrong. Turning an error 
into an opportunity to further connect with the 
brand leaves everyone in a better space. 

Note: in testing, we received feedback from 
users who said, “I wish I could navigate to the 
error page because it was so fun.”
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Added bonus
During our user research, we uncovered that 
many people mispronounced “Totelcom”. 
While that wasn’t part of our project scope, 
we couldn’t help but address it on the site.
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der | die | das
Over the course of five years, I partnered with faculty and staff at 

Princeton University in the development, design, and branding of 

several online textbooks. The first and most significant of these 

being der | die | das — a German language learning platform used in 

curriculum for over 13 Ivy League Schools including Princeton, Harvard, 

and MIT.

My Role
Content Strategy and Structure
UX/UI Design
Front-End Coding
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User and job stories
A number of stories were 
constructed to help the faculty 
member craft platform content.

User stories
As a language learner, I want to understand 
common words and phrases, so that I can connect 
with German culture today.

As a language teacher, I want my students to be 
excited about what they are learning, so that they 
can learn more in depth ideas.

Job stories
When I learn a language, I want to practice with 
native speakers, so that I don’t sound strange 
when speaking.

When I learn a language, I want to be able to read 
stories in German, so I can understand what they’re 
really saying beyond translation.



Language system
Most language learning experiences share a 
handful of common components. Originally 
proposed as a textbook, der | die | das 
evolved into a learning platform that brough 
together common language learning 
components in one location.
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A major problem
Many language learning programs and 
textbooks are ineffective. Speisekarte = Dish 
card and your guess Is as good as mine on 
what that’s for, but it’s common vocabulary 
in German language learning textbooks.
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Content strategy
The 1,000 most frequently used terms in a 
language account for up to 75% of almost any 
text. Yet the most frequently used textbooks 
incorporate significant quantities of words 
that fall far outside these common use terms. 
This leaves students with vocabulary they are 
unable to apply in real life.

Brandon Waybright

20
23

Content Design 09.23.23



Content intervals
Based on research into the way languages are learned. 
Vocabulary and key grammatical are revisited at regular, 
graduated intervals once they are first introduced.
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Wire flow
This simple diagram outlines the typical 
interactions a student has with the platform 
during a session. Integrating the assignments 
and course content (rather than placing them 
in separate sections) allowed for an incredibly 
simple user experience.
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Architecture
The overall site architecture is similarly 
simplewith dedicated chapters of content. 
Each chapter has four themes. There is a 
site-wide vocabulary reference and also a 
reference dedicated to the individual 
themes. Students can navigate to any other 
part of the site within two clicks.
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Mid-fi wireframe
Core content structure and site layout was 
determined via the creation of mid-fidelity 
wireframes that gave a sense of content 
structure and also overall visual impact.
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Chapter structure
Chapters include a hero banner with 
access links to each of the chapter’s 
themes. Each theme includes a 
“Strukturen” section introducing 
structure and concepts and an 
“Interaktionen” section which invites 
users to interact with new terms and 
grammar in real-life examples.
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Style tile
A style tile was used to refine the 
visual voice/branding of the der | die 
| das project. I used an “open web” 
approach to UI that reflects the fluid 
nature of websites.
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Chapter example
A chapter on sports—a well-loved 
piece of German culture—includes 
four separate themes. Theme pages 
each had a color code, providing 
users a quick way to recognize which 
theme they are in. Theme 3 in every 
chapter is always green.

Brandon Waybright

20
23

Content Design 09.23.23



Brandon Waybright

20
23

Content Design 09.23.23

Theme details
Upon clicking into a chapter, users are 
given focused access to their most critical 
pieces of content. They can jump between 
themes, choose a different chapter 
(‘Inhalt’) gain access to chapter level 
vocabulary (‘wortschatz’) or view 
vocabulary specifically connected to the 
interactive section.



Vocabulary
The vocabulary pages are organized 
alphabetically. Each term, when 
clicked on, plays a recording of a 
native speaker pronouncing the term 
and then repeating it more slowly.
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Tool tips 
When a new word is introduced, a 
tool tip that draws from the 
vocabulary is visible when a user 
hovers (or focuses) over the term.
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Page focus
Header images on the pages feature 
subtle compositional choices 
designed to increase user attention.
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Page updates through use
User tests revealed the need to 
shift content flow and make 
small adjustments to the overall 
structure on the pages. 
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A living content experience
The use of common terminology and an 
online platform led to learning experiences 
that encouraged students to practice their 
language work by visiting German sites, 
watching German videos, and listening to 
recordings from native speakers. 
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Lead people to the detail
Introductions are tricky. There’s a lot to 
communicate. Connecting with the 
goals of the audience and focusing on 
the benefit a product brings let us spark 
curiosity before going into more detail.

Context: promo messaging integrated 
into the app and website for a language 
learning conference.
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Sign in
The only thing worse than filling out a form 
is the encountering an error while filling a 
form in. Helpful in-context messages 
provide clarity around requirements.
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“As we started reading longer texts, I found that I 
was able to read these examples of actual German 
prose—regardless of which genre they came from—
with increasing ease and retention. Even during the 
Fall semester, I found that I was able to read articles 
from Der Spiegel, Die Süddeutsche Zeitung, or other 
major German newspapers without having to 
consult the dictionary for every sentence.”
Student Feedback after one term using der | die | das
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15%
Increase on comprehension 
scores in its pilot year

16
Ivy League schools and tier 1 
language learning programs 
have since adopted the platform
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Blue Stream
The Blue Stream Fiber project brought together four 
separate websites produced by three separate 
business units under one URL, requiring intensive 
content planning and organization as well as 
development of a unified brand voice.
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My Role
Content design
UX/UI design
Information architecture
Brand voice
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User flows
User research led to the creation of three 
user personas with distinct motivations.

Hal — a retired snowbird who’s second 
home is in Florida.
Vanessa — an elder millennial with family in 
Cuba who’s workplace in Orlando just went 
fully remote.
Mike — a residential developer from Florida 
who oversees apartment and condo builds.
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Hal’s first sign up
Hal recently purchased a summer home in Blue Stream’s 
service territory and is focused on entertainment and leisure.
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Hal’s upgrade
Hal’s partner is still working and wants a 
stronger connection to support remote work 
prompting Hal to upgrade his service.
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Mike’s journey
Mike is a stressed-out condo developer looking to up the 
value of his residences by integrating fiber internet service. 
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Vanessa’s service update
Vanessa is a tech savvy user who needs to upgrade her 
service for to accommodate her new remote job.
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Jump in the stream
Blue Stream’s new site helped define their 
voice and vibe. The calm waves, fluid 
layouts, and copy reinforcing the feeling of 
relief that they offer their customers 
through their service.
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Bilingual design
Florida’s robust Spanish-speaking community 
prompted the creation of a site that feels as 
natural in Spanish as it does in English.

A Spanish/English toggle is present but the site 
also auto-detects language settings from visiting 
users to provide a welcoming first impact. 
Localization tools and base term sets helped 
accurately and efficiently translate the site.

Content Design 09.23.23
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Speed up the scan
Blue Stream Fiber’s initial sites contained a 
near literal ton of copy—copy they were 
very committed to. I helped them simplify 
their content by converting paragraphs into 
simple icons with headings, significantly 
reducing the amount of copy.



Brandon Waybright

20
23

Content Design 09.23.23

A splash of personality
Blue Stream’s brand is adamantly 
“ungoofy” but that doesn’t mean they 
have to be stodgy. Small moments of 
heightened personality help humanize 
their brand and increase its relatability.



Jade

Jade is on a mission to remind people that the 
internet should be fun. Their brand and website 
feature a bold, humorous voice that their 
subscribers recognize, laugh with, and love.
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My Role
Content design
UX/UI design
Brand design
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Architecture
Jade’s big personality is balanced 
with thoughtful content 
organization—making it easy for 
users to find their way even with all 
the playful imagery and language.
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Fun is simple
For Jade’s users, making the 
internet fun also means making 
things easier to find. While playful 
imagery abounds. Clear page 
sections and obvious menu items 
create a better experience.



Brandon Waybright Content Design 09.23.23

Before After

A change in structure
Many of Jade’s existing pages were 
restructured to change the 
relationships between image and 
text, providing opportunities to 
increase user focus while also 
enriching communication.
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Decidedly non-technical
Rather than trying to teach the 
inner workings of their tools, Jade’s 
content steadfastly focuses on 
how people can use and benefit 
from  their technology.
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Easy to grasp packages
Rather than talking gig speeds and 
data details, Jade’s internet packages 
are built around simple descriptions of 
different types of businesses, making 
it easy for visitors to identify what 
package fits their business. 
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Personality pays off
Upon launch, multiple 
people reacted to the 
voicing, noticing even 
minute moments in the 
copy. Turns out that 
making things fun to 
read leads people to 
read more.
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Values-driven messages
While Jade loves to have fun, it puts 
serious work in when it comes to its ethics 
which include a commitment to increased 
sustainability and ensuring the privacy of 
everyone who uses their network.



Pivot Group
Pivot group was midway through a new site development when 
several content and design-related issues came to the service. I 
worked with the Pivot’s corporate marketing team to adjust the 
content, design, and writing on a few key pages to improve the 
usability and impact of the work while keeping them on their tight 
timeline to go live.
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My Role
Editing the content design (home and services)
Animation, graphics, and ui (home and services)
UX writing (home, services, and service banners)
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Benefit and heart
The largest adjustment to the content 
from a writing perspective came from a 
simple content principle: focus on the 
benefit and impact, not the feature.
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An edit goes a long way
Improving the reception of content 
without altering the structure of 
the site significantly can be tricky, 
but modest adjustments can also 
lead to great impact.

Original Edit



Brandon Waybright 09.23.23

Focusing on high impact
Using data and testing to 
determine high impact moments, 
one can make a large difference 
just by adjusting the wording or 
image choice in a given moment.
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Values driven
Around 2020, Pivot began investing heavily 
in DEI work, contracting consultants, 
expanding its hr team and providing training 
to its members. The site provided an 
opportunity to share their commitment, 
along with their focus on helping their team 
members thrive, more publicly.



Microcopy
And other UX Writing
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Clear options
Text and iconography makes the 
variety of ways one can sign in and 
sign up clear to users within an instant. 

Beacon Dashboard
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Added support
The only thing worse than filling out 
a form is the encountering an error 
while filling a form in. Helpful in-
context messages provide clarity 
around requirements and also 
provide opportunity explain the 
purpose of different requests.

Note: the pronoun field shown to the right is autofilled with common pronouns and neo-pronouns. It 
also ncludes the ability to enter custom language the option as well as a choice to not share pronouns. 
This information helps coaches and site language adapt to use people’s pronouns accurately.
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Avoiding the blank page
Nothing feels more broken than a 
blank page. This empty state for the 
Beacon Dashboard not only assures 
users that everything is going 
according to plan, it also invites 
them to use additional site features.



Brandon Waybright

20
23

Content Design 09.23.23

Tiny acts of kindness
Beacon dashboard users live in a 
range of time zones and often 
message one another. A subtle note 
under the send message option on a 
user profile page reminds them of the 
time it is for the message recipient.
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Teaching in the moment
User research consistently demonstrates that in-
context education is stickier than traditional 
onboarding. I snuck this explanation inside a 
button—teaching users the meaning of the button 
at the moment they chose to take action.

Call Coaching Platform
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Easy login
At a time when most people have too many 
passwords to keep track of, a user-friendly 
login screen is incredibly important.

Jade Wifi App 
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One-screen setup
This one-screen, collaborative 
“splashboard” setup looks simple 
enough — but getting there took lots 
of work. After whittling down 
requests from stakeholders, we were 
left with just the essentials.

Splashboard



C O N T A C T

Thank you!

Address:
22225 NE Hidden Springs Rd
Dundee, OR 97115

Emails:
me@brandonwaybright.com

Phone
(626) 807-8516
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