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Hi, I'm Leah

I'm a UX Writer and Content Strategist.
I love creating seamless, human-
centered content that improves product
usability and infusing fun into everyday
experiences.



What is        ?
About

Style Me Savvy, or Savvy for short, is a smart fashion styling
chatbot-turned-marketplace driven by advanced technology.
Savvy gains insights into clients' style preferences and
reaches a clear understanding of their body type, all through
a unique & interactive user experience. Savvy has helped
over 200,000 women feel amazing—whether they’re heading
out for a day in the office or a night on the town.

Users
Savvy has 3 types of end users:

1. Clients of stylists who want to be guided through a journey
of style self-discovery.
2. Members of an influencer or content creator's Savvy club.
They expect to receive a limited number of look
recommendations per month.
3. Stylists, influencers, and content creators who want a
scalable and organized way of connecting 1-on-1 with their
following.

My role
Content lead, UX writer, copywriter, and copy editor as well
as visuals editor and UX design consultant. I've had influence
in every facet of the product from ideation to design to
documentation to QA.

Challenges
Savvy's concept has been constantly pivoting to meet
consumer demands. Having an eye for detail and keeping the
copy aligned with the current pivot has been one of the most
challenging yet integral parts of working on Savvy.



TL;DR
Savvy is a virtual styling chatbot-turned-marketplace
I led the content team
There are 3 categories of users: 

Clients of stylists
Clients of influencers
Stylists and influencers

It was a wild, topsy-turvy, pivoting ride

I'll try to explain.



Building trust
Optimizing Savvy's conversion funnel by



The situation



Goal
To increase conversions by improving
the way the chatbot responds to clients
during the initial chat flow

My role
I led the content team and assessed the
current flow. I found spots where we
could improve response rates and
mapped how we could utilize clients’
answers in new ways.

A portion of the initial chat flow



Room for improvement
The opportunity



The chatbot asked a long list of questions without interacting with the clients’ answers. We
noticed that over 70% of clients dropped somewhere in the rapid-fire line of questions.

It was vital we explore how the chatbot flow could be improved to make a better and lasting
impact on Savvy clients.

1.
Initial chat flow was just
too long.

2.
Some questions were too
invasive for a first time
user experience.

3.
The chatbot's personality
was boring and lackluster.



Developing a game plan
My approach

1. Audited the flow and found questions that
had the highest drop rates.

3. Partnered with the engineering team to
determine how we can tailor chat experience
to individual clients at scale.

4. Analyzed chatbot voice to find
opportunities for improvement.

5. Devised A/B testing plans to test varying
hypotheses.

2. Determined how the chatbot could
tactfully acknowledge clients' answers.

Design sprint with the content and design team



Rapid-fire questioning
Inappropriate or awkward phrasing
Conversations felt disjoint
Misspellings galore

Before






Cut out 20-40% of questions and tested
Introduced educational content
Allowed clients to reassess their answers
Programed fallback messages to common
client responses outside the flow
Incorporated gifs and emojis
Added conversational interludes
Started developing a voice and tone guide

After

Talk like a gal pal



Examples of finding our voice



Rethinking our data

Calculated attributes

Example of a calculated attributes matrix

Many of our clientss had warped views of
themselves and thus had difficulty answering
self-reflective questions.
Gathering information was pointless if we
didn't use it.

Considerations
I created matrixes cross-referencing clients’
answers to make educated guesses about
them.
We have an active user base that we could
easily test these assumption with.

Taking action



The trust sentence

"Your height is ___, you are ___, and you ___."



Active listening
Clients wanted our chatbot to understand their
answers and give thoughtful responses in return. This
could not be achieved by simply regurgitating
information.

Thus, we implemented the trust sentence—it gave
the clients a satisfactory and flattering response after
answering a slew of personal questions.

Getting it right
It also gave clients the ability to rate

the trust sentence so we could:

1. Gain clients’ trust by allowing them
to express their opinion.

2. Improve the trust sentence and
calculated attributes over time.

The trust sentence
"Your height is ___, you are ___, and you ___."



Increased click-through rate
by 25%

Clients were enjoying the experience of chatting and were more willing
to leave Messenger to interact with our content on mobile web.



Going beyond the initial chat flow



Key takeaways were able to be implemented in future flows.

Partnered up
The workflow and collaboration between my content team and engineering team also led to
continued cross-functional creativity.

1.
Ask only what is
necessary.

2.
Find opportunities for
delight and two-sided
conversation.

3.
Creatively harness clients’
answers to give value.



Styling at scale(z)
Break down the styling process into bite-sized chunks

x



Quick overview
Scalez is a start-up building the next generation of
marketplaces for knowledge experts (starting with personal
stylists). We use chatbots and machine learning to augment
human experts, making their work more efficient, informed,
and cost-effective.

Above: LinkedIn bsnner



Left: scalez.io website



The situation
Style Me Savvy is the first vertical
designed to be a proof of concept of
Scalez's mission.



Goal
Create a marketplace connecting
personal styling experts with clients in
search of advice.

My role
I was the primary content architect, UX
writer, and content team lead. I also led
user interviews, A/B tests, and usability
testing.

Ideation map of Scalez's verticals
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A tale of two apps

What do clients want to know?
How can we make the content valuable
to clients?
How could we make a stylist’s job
quicker?
With machine learning, can we already
predict what a stylist will choose for
their client?

The challenge
We had to stitch together 2 separate
platforms to correspond with one-another.

Questions to answer

Stylist Platform HomeClient Platform Home



We could use machine learning to
categorize users and lump them into
"clusters"
Clients would prefer styling advice
served:

to the cluster, or
served specifcally to them by a stylist

The client funnel - stage 1
We started by A/B testing whether:

1.

2.

The satisfaction between the two groups
was comparable.



Stylist Platform - Minimum Viable Product
In order to start scaling this interaction, we needed to make an MVP for the Stylist Platform.

We also started building a client platform based on the cluster method.



user interviews
heatmaps and user recordings
A/B testing
usability testing

Research, research, research
After building the MVP, we tested our apps with personal stylists and clients.

We gleaned their wants, needs, and concerns through:

Findings

Wants to become familiar with styling lingo
Needs help with complete outfits, not just individual
pieces
Didn’t understand if stylists were real people
Need reassurance that our service was worth their
investment

Key client concerns
1.
2.

3.
4.

Plenty of detail about the client to make intelligent,
informed decisions
Ways of making their services quicker and more
centralized, thus more accessible and scalable
Quick communication tools between them and their client
Flexibility to choose how, when, and what they are able
to style

Key stylist needs
1.

2.

3.
4.



Addressing client concerns

Wants to become familiar with styling lingo
Needs help with complete outfits, not just
individual pieces

Clients were disappointed in stylists'
answers simply because they did not have
enough base level information on their
preferences.

The Journey was developed to educate
the client on basic styling vocabulary and
help build the stylist-client relationship.

It also addresses the stylists' concern
about not having a complete picture of
their clients' characteristics before moving
to outfit building.

Concerns
1.
2.

Solution: Create a Journey



Expose client's trust sentence at
the top of integral styling
screens
Add a "Profile" tab that gives
details from past styling
sessions

Need #1
Needs plenty of detail about the
client to make informed decisions

Solutions

Addressing key stylist needs
Before After



The chatbot first finds surveys the client and
relays the information to the stylist.
Style sessions are segmented to be
completed more quickly.
We built 4 types of style sessions:

analysis
full outfit
personal shopping
feedback

We predetermine the type of style session
before sending it to the stylist.
We wrote editable pre-populating content.

Need #2
Needs ways of making their services
quicker and more centralized, thus
more accessible and scalable

Solutions

Style session architecture planning



easy for the stylist and client to
understand
to train our algorithm to be able
to predict the correct attributes

Predicting the basics
To inform and educate clients, we
took them on a Journey of self
discovery.

We created "analysis" templates with
pre-popualted dynamic text written
by my content team based on the
attributes chosen by the stylist.

We built the template in a way that
was both:

Style Session - Analysis



make styling both
quicker, and
more uniform

collect data that could be
used to improve our
suggestion algorithms

Outfit Building Blocks
Based on stylist feedback and
consultations, we segmented
the style session to:

Style Session - Full Outfit



Finding value in freemium
Serving expert advice with the use of machine learning



The situation

Goal
Use and repurpose stylist-generated content to
create a robust, AI-powered suggestion machine. 

My role
I partnered with the engineering team to create the
information architecture that the automated
experience relied on.

I also led the content team to write over 1,000
individual style tips to be served in the experience.



the design—it was too crowded.
the information hierarchy—it was a mess.

Items
Before we could fully integrate the connection
between the client platform to stylist platform,
we created a swipeable clothing-suggestion
experience that added clothes to the client's
virtual closet.

We called it the "items experience." Each item
had its own styling explanation.

Could be better
Although we were seeing great engagement
with the items experience, we knew we needed
to fix both:

Original styling
explanations, all written by me

First design of item card 



Fixing it up
We removed the majority of the content and

created a new kind of experience...Before After



We serve a tip card
Client picks:

"Not for Me" – we serve another tip card
"Show Me" – we show 7 item cards that are related to the tip card

"Love it" – adds the item to client's virtual closet
"Not my style" – algorithm takes note and tries not to show similar items

Repeat above steps 4 times.
CSAT

The tips experience
Clients were having information overload. To combat it, we wanted to
condense the information we served them and give a more tailored
experience.

This led to the "tips experience."

How it works:
1.
2.

3.
4.

Not for Me

Tip cards

Not for Me



Experimenting
Optimizing the funnel
When we were able to connect clients directly with
stylists, we wanted to see if clients would still
engage with the tips experience.

After running an A/B/C/D test, we found that we
could improve progression by 15% simply by where
we placed the tips experience.

A fraction of the 1,000+ tips



Make it work
Mapping attributes
In order for the tips to work correctly, we
had to strategically determine and map
clothing attributes. I was the creator of
the original mapping and oversaw all
edits and additions to it.

Tips optimization
Since we had over 1,000 tips, I worked
with the engineers to run multi-armed
bandit testing to understand which tips
performed better and with which
audiences.

Example of attribute mapping



Experience Vignettes
The final iteration of freemium
experiences came in the form of curated
vignettes that we added to the navbar.

Each vignette showcased a specific
topic, like date night dresses or winter
coats.

Average CSAT scores rose to 4.16 from
a previous low of 2.65.



Vignettes

Tips

Items

CSAT



drive more users to
subscribe
expose the talent of our
stylists
get clients to add more
items to their closet
train our algorithms

Adding outfits

After the success of
vignettes, we decided to also
add a feed of styled outfits.

We did this to:



Combating Accidental
Cancelations

Listening to our user's confusion



The situation



Problem
We were receiving a huge number of Help Desk tickets about users accidentally canceling
their subscriptions (a paid product). 

Goal
Improve overall flow and educate users on the repercussions of canceling to reduce the
number of users canceling accidentally.

My role
I was the UX Writer working closely with the Product lead, UX Designer, and Product
Marketing Manager.



What are Subscriptions?
The Product
Subscriptions is a product DeviantArt introduced to connect artists to their fans.
Artists can set up their own monthly subscription plan and offer perks to their fans, like
Photoshop brush packs, exclusive artwork, and access to subscribers-only chat rooms. 

Dev limitations
Due to the way Subscriptions were built, a user immediately loses access to their exclusive
perks upon canceling.

Shaping the solution
Since this is counter-intuitive to most other platforms, we saw users canceling and getting
frustrated that they could no longer access what they paid for.



Unclear messaging
Abrupt end, no success message

Before






Clearer messaging
Success message after cancelation
Explanation about what the user can do

After



A closer look



Since launch, we've received zero Help Desk tickets
relating to accidental cancelation.



Content that brings joy
Little snippets of things I wrote and love
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