
Katherine Bradshaw-Jones: Let's be honest, this is not the Confab that any of us 
expected two or three months ago, and likewise, this is not necessarily the talk that we 
intended to give. 

Dan Ramsden: This talk is about how we've grown the discipline of UX writing at the 
BBC over the last few years and in order to tell that story, we need to focus on three 
areas. 

Katherine: We'll talk about the discipline and how we developed our understanding of 
the value we bring as UX writers. 

Dan: We'll also talk about the importance of team, how we've taken a group of 
practitioners and built a team that's greater than the sum of its parts. 

Katherine: Importantly, we'll talk about the work as the glue that pulls those two things 
together, helps us to grow as individuals, and brings value to our audiences. 

Dan: We also wanted to acknowledge the current reality and reflect on and talk about 
the challenges and opportunities that exist in a very uncertain world. 

Katherine: Working life has been reduced to a 16-by-9 window and a patchwork quilt of 
faces, sometimes with the occasional family member or pet coming to say hello, which 
we're a [unintelligible 00:01:16] 

Dan: The most popular phrase of 2020 is currently, "Can you see my screen?" Closely 
followed by, "Did you cut your own hair? No, it looks great." Every single meeting I 
attend ends with an awkward wave. 

Katherine: Working life has changed, and we wanted to talk about some of the ideas 
we're considering for how we can sustain what we have and continue to grow, develop, 
and deliver value for our audiences during these uncertain times. 

Dan: Let's start with some introductions. I'm Dan Ramsden. I'm Creative Director for two 
discipline teams at the BBC: the information architects and the UX writers. That role of 
creative director for the disciplines is a little different from some of the other creative 
director roles at the BBC. As well as being responsible for some of the delivery of the 
work and the task management, I still offer advice on processes and methods and the 
outcome of projects. I'm also focused on the development of the practice and the 
structure and development of the teams. 

A lot of my time, I'm thinking about the structure of the team, the skills that we need to 
develop, and the shapes that we might need to adopt in order to deliver the most value 
to the organization and ultimately, to our audiences. Since I joined the BBC, I've had the 
chance to work with three of the discipline teams, the information architects, the design 
researchers, and the UX writers, so I've got plenty of experience of thinking about how 
to embed and make the most of those focus specialist skills within the context of the 
broader design community. 
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Katherine: Hello, I'm Katherine, I'm a Senior UX Writer at the BBC working in the core 
UX writing team. Currently, I'm one of six UX writers in our department. BBC UX&D 
encompasses over 200 people and we are UX designers, information architects, design 
researchers, delivery managers, and UX writers. Our UX writing team is small but has a 
mixed setup, encompassing horizontal UX writers, working on an as and when needs 
basis with products across the BBC, and I work in that way. We also have writers who 
are embedded in particular products, such as voice and AI, which allows us to fulfill a 
full-time resource on products that have a big need for UX writing and the skills and 
expertise we can bring. 

Our team is based mainly in London and Manchester and currently, on the screens in 
front of everybody. It's been an interesting experience with Coronavirus and the 
lockdown which has gotten rid of geographical barriers, which we'll talk about a little bit 
later on. 

As individuals, we all come from varied career backgrounds, so we've got Fiona who 
has a background in research. James comes from a commercial background, Jillian and 
Shilpa, both trained journalists, and Amy was the UX designer and she got into UX 
writing last year. For myself, I started out in digital marketing and I then spent six years 
freelancing as a copywriter before joining the BBC in 2017. 

As a senior UX writer at the BBC, my job encompasses lots of different areas. I'm 
continuing to be developing my individual practice. I'm working on lots of great projects, 
including BBC Global Experience Language, BBC Own It, which is a children's app for 
wellbeing online, and lots of other products across BBC, including Sport, iPlayer, News, 
et cetera, so it's really exciting and varied. 

Another big part of my role is supporting Dan alongside my fellow senior UX writer, 
Jillian, in cultivating the team and really building the discipline of UX writing at the BBC. 
In today's talk, while Dan will offer his perspective from his Creative Director level, I'll be 
sharing my perspective on building discipline from my position on the ground. 

Dan: I've always thought about my mission as Creative Director for the disciplines, as 
well as being about supporting individual practitioners and delivering great work, as 
being developing two things in the department: on the one hand, confidence, and on the 
other, competence. I want to address the psychological factors that might stand in the 
way of us making the most of these skills. 

On one end of the extreme, that might be the Dunning-Kruger effect where people 
overestimate their ability to make content design or writing decisions just because they 
spend all their day writing emails. On the other end of the extreme, I want to address 
feelings of imposter syndrome, where people associate writing with school, which they 
didn't particularly enjoy, and so don't engage in content design and writing decisions 
where they could bring value and have a real impact. 

I also want to address skills and competency. I want to expand the repertoire of skills 
available to the individual practitioners and the wider design community as a whole. 
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When we get that right, the team creates a virtuous circle where the expertise of the 
smaller community of practice powers the development in skills across the whole 
department and the stakeholders with whom we work. 

The expertise of the individual practitioners is initially shared with other disciplines. 
Other disciplines become more competent, able to pick up content design and writing 
tasks, which reduces that reliance on us and enables us to go after the work that either 
delivers more value to audiences or gives us the opportunity to stretch our skills and 
develop ourselves. The things that we learn in those more challenging projects are then 
fuel that we can bring back into the wider community in the form of training and case 
studies. 

If this all goes to plan, then we power up our skills and we grow our capacity overall 
within the department; we increase confidence and competence to a steady and 
sustainable pace. That grows capacity overall while giving us the chance to concentrate 
as practitioners and develop our own expertise and practice. That's always been the 
plan for information, architecture, and design research, but that slightly more 
established teams. 

When I first got involved in UX writing, there was only one writer, so we've had to think 
about the development of the team and the discipline and the practice, all at the same 
time. We're also going to share a little bit of theory. I've become a bit of a geek on the 
steps that you can take to turn a group of people into an effective group, and then into 
an effective team. We'll talk a little bit about teams and the theory that has underpinned 
the way we've tried to build out our UX writing team. 

We'll also talk about the discipline because, at times, we've exploited the fact that not 
everyone was sure what UX writing was. In fact, we saw each project that we engaged 
in as representing three opportunities. The first one was that we knew that each project 
that we engaged in could deliver genuine value by bringing out content design or writing 
mindset to the process of design. We also knew that if we chose our projects well, then 
each project could be a development opportunity for the individual practitioner 
representing a chance to grow and develop and hone their skills. 

Thirdly, we knew that if we put together the portfolio of projects right, it could tell the 
story of the emerging discipline. We wanted to define UX writing by doing it and growing 
demand at the same time as growing capacity, another type of virtuous circle. As we 
grew, we wanted to be deliberately developmental. In fact, that's the phrase that comes 
from this book. 

Today, we're going to refer to a model that I first came across in that book. In the context 
of that book, it talks about organizations and it's a model that I think is applicable to both 
individual development and growth and organizational growth. We hope to persuade 
you that maybe this model from Keegan is a useful one to apply to your own personal 
practice or organizational context, or at the very least that adopting a reflective practice 
leaves you better equipped to make decisions. 
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The world's just proven that it's an unpredictable place and we think that by adopting a 
more reflective, intentional approach to the way that you identify individual development 
opportunities, as well as organizational design decisions, leaves you better equipped to 
cope in unpredictable and uncertain times. 

Katherine: Like most newly formed teams, we faced lots of challenges in those early 
days. We had the three main ones which were firstly, a lack of numbers. Secondly, a 
lack of confidence, and thirdly, a lack of wider understanding about what we as UX 
writers could bring to the table. The first step, talk a little bit about a lack of numbers. In 
those early days, we were set up as a resource for task-based, “just the words” work, 
but that meant as just three writers, it was impossible for us to cover the breadth of 
products on offer from the BBC. It was effectively mission impossible to be able to keep 
tabs on all the product copy that was going out through our digital products. 

As a small team, we knew that we had to work a bit differently to bring value. We also 
lacked confidence as individuals, Jillian and I, when you started and still grappling with 
what it meant to be working at the BBC, but we were also figuring out what it really 
meant to be a UX writer at that point in time. I, for one, when I saw the job ad for the 
role that I first took on, I didn't really know what a UX writer was. It was only when I 
delved into the details of the job description that I realized it was something that I've 
been doing in my freelance life. We also needed to grow in confidence as a team so 
that we could start being the masters of our own destiny and not just accepting tasks as 
and when they came in. 

The third challenge, a lack of understanding about what UX writers actually do, was 
manifesting itself in these tasks that we were getting in and as a team, but we couldn't 
really remedy that until we'd made time to reflect on what we were there to do and made 
time to grow in confidence. 

We were very well aware that our workload wasn't making the best of our expertise. We 
had to somehow stem the tide of tasks that were coming into the team. One of the main 
ways we did that was by giving ourselves permission to say no, which is hard when 
you're new to an organization and you're trying to build relationships, so that was a 
challenge from a soft skills perspective. One of the ways we made that a little bit easier 
was by saying no, but so that meant we could lend our expertise and consult a bit 
without actually getting directed into the work, and that freed up our time, but also 
allowed us to build some relationships as well. 

Saying no was also a bit of a cultural shift for our team and its positioning within the 
department because we had traditionally been a resource for other people to use and 
we were set up almost in a bit of a service-desk-type way. We were shifting ourselves 
culturally towards being collaborators and consultants, but once we bought ourselves a 
bit of breathing space, we had time to reflect on the type of work we were doing, the 
type of work we wanted to be doing, and how we might be able to get there. 

As Dan mentioned, choosing projects carefully as a team that we could add value and 
create better experiences for our audiences, gain opportunities for personal 
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development, and also develop a strong portfolio of case studies that would allow us to 
tell the story of our emerging discipline. We decided to create a simple, “should we be 
working on this” checklist, and it went a little something like this: 

Does this project give lots of value to the audience? Will we grow as practitioners by 
working on this? Could this piece of work become a good case study for our team? 
Although this was a really good starting point, even with this checklist in place, there 
was still one big blocker to getting the work that we felt we should be doing as a team 
and that was our briefing form. Our briefing form was a document that had been used 
for some time and we sent it out to any team wanting to engage with us. We asked 
people for the background of the project they wanted to bring us in on, the objective, the 
audience, any personas they had, which is all useful contextual information. 

We also went on to ask people for copy requirements, any example copy they had, any 
design restrictions, and the name of copy reviewers. That meant we were asking other 
people, people who didn't necessarily have an understanding of our discipline, to define 
the work for us. We started to realize that that was a big blocker for us getting the work 
we should be doing. We realized it was keeping us stuck in this loop of never-ending 
“just the words” work. 

We got rid of the form and started communicating a bit of a different message, and that 
involve us early, involve us even if you don't know what we do or whether you need us. 
Involve us, just because you want a bit of a fresh perspective or a UX writer brain on 
your project. Don't worry about wasting our time, we'll do the scoping out of the work for 
you. Just bring us in early and we'll be good. 

That shift from a transactional brief to a conversational one was a massive turning point 
for us as a team. We found the people who were willing to work with us in that way and 
take a punt were often bringing us the bigger media projects where we could do things 
like content strategy and content design, rather than just polishing up some copy like we 
had been doing. 

Dan: We'd begun intentionally authoring the discipline through the choices we made 
about the work that we undertook. The work and the projects were the most tangible 
and visible way of explaining to people the value that we could bring, but we knew there 
was a bunch of stuff below the surface: how you work, which complements the work you 
do, and we want to make intentional design choices about that too. 

We knew that we could build coherence at a behavioral level while retaining the 
brilliance of individual practitioners and their own character, but that coherence would 
help us both as a team and a discipline. When you've only got one or two people doing 
a job, it's hard to separate out those individuals from the discipline, but as we added in 
more people, the team started to emerge as a thing in and of itself, which we were each 
contributing to but which stood distinct from any one of us. We wanted to make 
intentional choices about that thing, the team, which carried out the discipline. 
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I mentioned that we had three disciplined teams at the BBC that I've had the chance to 
work with: the information architects, design researchers, and UX writers. We came 
together as three sets of practitioners to talk about behaviors, the behaviors that we 
each wanted to be known for. I took inspiration from Margaret Stewart and her set of 
attribute cards and I developed a set that we could use to describe the behaviors that 
each team or discipline wanted to be known for. 

Each card has a behavior, an attribute, and a definition. I asked the teams to collect four 
attributes to describe the most important characteristics of the discipline. I asked them 
to stack-rank any of the ones that would be useful to have a conversation about. I also 
asked them to pull out two behaviors or attributes of the leadership that they felt was 
needed for that individual discipline, given the level of maturity and the team and the 
surrounding context. The cards that we used are available to download from here. 

We found these cards useful as they facilitated a conversation about behaviors and 
ultimately directed and enabled us to make intentional choices about the behaviors that 
we developed. They also allowed us to identify stereotypes or prejudices that we might 
need to overcome when we engaged with people for the first time. Are all information 
architects pedantic? Are design researchers too neutral or impartial? Are writers too 
considered, not spontaneous enough? 

We didn't think so, but we thought other people might, and having the conversation 
allowed us to make intentional choices to think about how we might overcome these 
and other stereotypes associated with each of the disciplines. It allowed us to 
intentionally design our reputation both through the work that we delivered and the 
behavior, the “how” that stood beside the “what.” It also allowed us to talk about values, 
which we thought were an important foundation on which to build a team and the 
discipline. The beginnings of developing the team, the psychological safety, and the 
shared value system that would underpin the team as it grew. 

Katherine: As Dan mentioned, as our confidence grew as a team of three, we started to 
become much more proactive in authoring our stories as UX writers at the BBC. Part of 
that confidence-building process was as a result of feeling a stronger sense of 
belonging alongside other specialists, like our information architects and design 
researchers, alongside the UX&D department as a whole. But our confidence was also 
growing because our perspective started to shift beyond individual practice and even 
our team, into thinking about the discipline as a whole and what UX writing meant as a 
discipline and what it could bring to the BBC. 

Broadly speaking, we see the difference between a team and a discipline a little bit like 
this. A team describes the who, whereas a discipline describes the what. Practice is that 
thing that connects the two and individuals are the ones that do that, that do the 
practice. To successfully build a discipline, we realized we had to focus on the 
individuals on the team first, but over time, we found that the more you added value to 
one of those areas, the more every aspect of the discipline benefited. 
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For example, as we grew in confidence as individuals, we became more vocal in talking 
about the types of experiences we wanted to get better at, and for me, one of those 
things was facilitating workshops and designing voice and tone. The more vocal I was, 
the more opportunity I had to get in on a project that allowed me to do that, and 
eventually, that led me to working on BBC Own It. 

Just for a little bit of context, BBC Own It is a keyboard, an app for children's wellbeing, 
and it uses a combination of machine learning and self-reflection to help kids aged 8 to 
12 navigate their online life with their first smartphone. It allows children to either be 
proactive by adding notes, saying how they're feeling within the app, taking quizzes, 
watching videos, or reading articles, or they can react to the app’s interventions. 

For example, the Own It keyboard uses machine learning to recognize what children are 
typing natively on their phone and it will then trigger keywords and phrases that will 
cause an intervention. Some of those will be what we call soft interventions, for 
example, if a child shares a phone number, we will give them a little prompt so that 
they're reminded, is it actually safe to share this, and we also have what are called hard 
interventions, which when trigger words or phrases are used that are deemed red flags, 
if you like. 

Some of those things will be around mental health or language that's inappropriate, and 
in those moments, the keyboard will intervene and get the child to think again or 
signpost them to genuine help. 

When I was brought in on the BBC Own It project, it was crying out for direction in terms 
of voice and tone. The app had been in development for a number of months and 
although it had a strong sense of brand positioning, that hadn't translated into the 
content and copy within the app yet. For me, this is a really big opportunity to engage 
the senior project team and do some exciting voice and tone design work and because 
I'd been brought in at the right time, I had the chance to hold a workshop with attendees 
including UX design, editorial, tech, and product, along with a child psychiatrist who was 
able to guide us scientifically in terms of voice and tone and what's appropriate for 
children in moments where they may be particularly vulnerable. 

Being able to do that workshop, which was a half-day workshop, gave me lots of 
additional experience in crafting voice and tone, but it also provided a solid case study 
for the team which was almost like a stake-in-the-ground moment for us declaring this is 
what we're here to do, we're here to do this type of work, not just the words. That 
workshop acted as a springboard for some collaborative work within the team on what 
makes a good voice and tone workshop and we've got a planning document now that 
we've iterated on several times and everyone feeds into when they've run one of these 
sessions, which provides a really useful bank of formats and methodologies for anyone 
on the team to use or be on the team, but it also provided us with something really great 
to talk about beyond the team to the wider department, which allowed us to do this 
authoring of our discipline. 
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Dan: To consolidate the progress that we made, we continue to make intentional, 
deliberately developmental choices about the work that we undertook, and the 
development that we put alongside it, both at an individual and a collective level. Each 
project was an opportunity to sell forth the discipline, but it was also a chance to 
educate the stakeholders and people we were working with about the value that we 
could bring. It was also a chance to build that coherence at a behavioral level, and 
develop a strong team culture based on shared values, whilst giving room for different 
approaches, methodologies, and personalities. 

We've done lots of thinking at a behavioral level and now as the team grew, we revisited 
the specific focus on skills. I grandly designed an activity which I call the Shape of the 
Discipline, which was a chance for us to talk about how we were developing the 
discipline and the practice, and we did that collaboratively as practitioners. I developed 
another thing which I gave a grand name to which I called a Skills Auditing Tool, which 
was just a spreadsheet. 

Each row represented a skill that I thought was important to the discipline and I asked 
for suggestions for other skills that I might have missed out. I then asked the team to 
supply three scores for each of the skills. One rated their ability to utilize the skill there, 
confidence, and competence in the skill on the day they were completing the task. The 
second score was an approximation of where they wanted to be in nine months' time, 
which was helpful for planning individual development. The third score was how 
important they felt that skill was to the discipline overall. 

This allowed us to create quite a detailed map both for individual development, but also 
to describe the discipline as a whole. It allowed us to plan individual development plans, 
group training, and also recruitment where we could address skills that we've identified 
as important, but we didn't feel as though we had the necessary strength in the team 
just yet. 

Katherine: At this point, we had started spreading the good word of UX writing and we 
did that by building individual relationships, giving good work, and then making time to 
talk about it, and that meant we then had buy-in for new roles. Over the course of 
around a year, we grew in size from just three UX writers to six, and that included our 
first junior role. 

When recruiting we knew we wanted a real breadth of experiences and skills and 
expertise within the team so that we could be as diverse and dynamic as possible. This 
recruitment also went hand in hand with a shift in the way we worked, from solely 
horizontal working to both horizontal and embedded. 

Horizontal means that we have a core team that is deployed on a needs basis to 
projects across the business, whereas our embedded writers are single writers within a 
single project, and that's based on an increased need for a UX writer on that particular 
part of the BBC. We have embedded writers in voice and AI, and in audience platform, 
which handles sign-in across the BBC. 

8



With a much bigger team over a real short space of time, we knew we had to be more 
deliberate about how we approached team culture and fostered a community of 
practice, especially as we are all working in different ways, in different geographical 
locations, different working patterns. It was really important that we put plenty of time 
into fostering that culture. 

One of the ways we did that was just by making a simple tweak to our all-team meetings 
from weekly to fortnightly, which made sure that our embedded writers weren't too 
bogged down with loads and loads of meetings from week to week. We also introduced 
what we call a team theme, which is simply a slice of time in our team meetings to talk 
about a thing. That might be around something specific like writing error messages or 
writing for children, or it might be something a bit more general like communicating with 
stakeholders or educating other people in what we do as UX writers. 

By cordoning off a slice of time in each meeting for knowledge share, that really, first of 
all, enabled us to learn loads from each other, but it also meant we were fostering a 
more reflective practice as a team, which also impacted us as individuals. It also helped 
us to just feel more connected and have people that we could go to as specific experts 
in a certain area. 

For example, Amy, our junior UX writer, does loads of work in accessibility, so she's a 
real go-to person on that side of things. James has done lots of work with Bitesize at the 
BBC, so if we're ever doing educational content, we might go to him. These two things 
also allowed us to fairly effortlessly accrue a bank of best practice for the team which 
we've collated and can use as and when we need it, which is a really, really great 
jumping-off point for telling the story of our discipline to other people. 

Dan: Talking of team meetings, it's time for Ramsden's rules for regular repeating team 
meetings. Welcome to Ramsden's Rules for Regular Repeating Team Meetings, a 
rundown of a few reasons why you might hold a team meeting on a particular day of the 
week. Let's start with Monday. 

Being a start to the week, Monday is the perfect day to spot opportunities for alignment 
and to plan. We have our team meeting on a Monday, and it's a chance for the team to 
come together and spot opportunities to work together, shadow, or support each other. A 
2018 study did mention that the average person in the UK doesn't crack a smile until 
11:38, so we have our team meeting at 12:00. 

Tuesday is apparently the most productive day of the week. You might want to make 
use of that productivity. Maybe don't use it for a regular repeating team meeting, but use 
it for a quarterly planning session in which you can have ideas for how you develop your 
practice or discipline. 

Now, if the week were a sandwich, and I'm not saying that it isn't, then Wednesday 
would be the filling of the sandwich, the smack bang in the middle. It gives you a view of 
both backwards and forwards, allows you to reflect on what you've achieved, and plan 
for what comes next. Because you're in the middle, you compromise your view on both. 
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I wouldn't have a regular repeating team meeting on a Wednesday, but they're pretty 
good for kickoff meetings for either project or a client engagement. It gives you just 
enough time to prepare for the meeting, and enough time for specific follow-up. 

We have our information architecture team meeting on a Thursday, and that's because I 
wanted a day that encouraged a more reflective practice. By the end of Thursday, most 
of the week's already happened, so we can reflect on our achievements, but also talk 
about challenges, and we have Fridays in which to stage interventions or get back on 
track. 

Fridays come in at the end of the week, are great for more social meetings, isn't that 
right, Mr. Duck? At the BBC, we hold studio days on a Friday, when the whole UX 
community comes together to share work and get inspiration from each other. 

Those are Ramsden's Rules for Regular Repeating Team Meetings. Not every rule is 
going to be applicable to your setting, but I hope that it demonstrates some of the 
choices that you can make at a very fundamental level, such as the day of the week that 
you have your regular repeating meeting. 

Ceremonies and rituals in teams are really important, but they reinforce behaviors or 
perspectives, so consider which day you're having your team meetings. 

Join me next week for Dan's Detailed Discussion of Diction During Discussions. Seven 
it took me to do that. Seven attempts. 

Katherine: At this point in time, like many people right now, our team and our discipline 
is grappling with lots of big changes that have come about as a result of the 
Coronavirus. We had literally an overnight shift from largely office-based working to 
being remote only, which has brought lots of challenges around wellbeing and ways of 
working, but it had lots of perks as well. 

This sudden change has allowed us to road-test our assumption as a team and a 
discipline that we're moving at this point in time from a self-authoring phase to a self-
transforming phase, so, that is, moving from a problem-solving mindset to a problem-
finding one. 

Pre-Corona, we were really getting into our stride as a team. Our confidence was 
growing loads and we were starting to think about things like running UX writing courses 
for not only our UX&D colleagues but beyond and for our editorial teams at scale. We 
were getting stuck into high-impact projects and building relationships within UX&D and 
beyond. Then, obviously, everything changed. This is the perfect point in time for us to 
be functioning in a problem-finding way, so it's really putting us to the test. 

For example, we have been doing things like changing the types of projects we've been 
working on recently because our team is set up in a way that we can be flexible and 
adapt, especially because we have a horizontal setup and we can shift what we're 
working on on a needs basis. Actually, a lot of that work has been around 
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communication, and the way we not only communicate internally at the BBC but 
externally as a public service organization as well. 

Although previously, we would have distanced ourselves a bit from that communications 
role, actually now, our skillset is really needed and it's a really good opportunity for us to 
not only show the value of a UX writing approach for clear and conscientious 
communication, but it's also a chance for us to work with people that we might not have 
been able to work with before. 

Ironically, now we're working remotely, it's increased our visibility as a team because it's 
easier to get in our meetings, it's just a link to a video call. That's allowed us to break 
down some of the barriers that we may have found due to, perhaps, not physically 
sitting with particular product teams. Now that everyone's remote, it's become a lot more 
equitable. 

Another thing that we've had to do is quickly adapt our team processes and the way that 
we cultivate culture within our team. Now that we're all remote, we've had to find new 
ways of creating a sense of togetherness. One of those things was to switch our all-
team meetings back to weekly so that we do have a regular point of contact with each 
other, even if it's just a little bit of an after. We've introduced the show-and-tell slot within 
our meeting as well, which is a really nice way to discover more about people. 

I've done a bit of tarot in my spare time. I'm not very well versed in it, but I did a little 
tarot show-and-tell. Other team members have shown some of their craft-based things 
or things that they've got from their travels, so it's been a really nice way of connecting 
and getting to know each other as a team. We have had to take this proactive problem-
finding approach, not only with the things that we're working on but the way we are 
collaborating as a team. This feels like it can only be a good thing for the long run, as 
well as the short term. 

Dan: We've tried to give you concrete tips and techniques throughout this talk, but I also 
wanted to talk about the theory that's underpinned by the decisions we've taken. We 
talked about skills and tasks, but I think the factors that affect the success of groups and 
collaborations sit at a behavioral level. I wanted to end this talk by talking about three 
behaviors that I think have been important to our team and discipline. 

Keegan talks about the socialized mind being influenced by others and the self-offering 
mind where we have more autonomy. I think of the bridge between those two minds or 
mindsets as being integrity. Integrity isn't just a moral virtue. It's the property of knowing 
yourself and remaining yourself as you integrate and collaborate with others. Integrity 
gives you the basis to influence others without overcoming them, the ability to listen as 
much as you talk and the confidence to see opportunities and challenges as just that, 
opportunities. Opportunities to grow, to merge what you are with what you might 
become. 

Integrity provides continuity so that when things are bad, you retain your faith in yourself 
and in your ability to respond to the changing circumstances so that you can embody 
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your aspirations in every moment. Integration is the effort to bind yourself to others and 
it's the foundation that we've built upon to build a team, a discipline, and individual 
practice. 

You don't need a beard or a staff, or even the ability to rotate your head 360 degrees to 
be wise. Wisdom is another form of integration. It's the combination of intellectual and 
emotional intelligence. You can use both to shape your response to situations and 
create a type of knowledge in motion, meaning that you're comfortable in moments. You 
develop a situational connoisseurship where you can evaluate the situation and change 
and adapt to it. 

You've got the confidence and the skills to prepare, but also the ability to be present so 
that you can adapt and improvise your way through situations that take you by surprise. 
You can also control automatic responses, like that amygdala hijack that goes off when 
you feel frightened or threatened; once you're in control of those reactions, you find 
yourself more effective in a greater range of situations. Here's an almost concrete tip: 
Try to train yourself to think of emotions as something you have, rather than something 
you are. This enables you to look at your emotions rather than just through them and 
gives you the ability to be more effective in a greater range of situations. 

Onto that foundation of integrity and wisdom, we build mastery, meaning that we're 
flexible, adaptable, and skillful. We're good at what we do so that we're productive in a 
greater range of situations. Mastery means that we're aware of our strengths and we 
have the literacy to recognize the strengths in others and we're not intimidated by them, 
we're inspired. We become practitioners, spotting opportunities to grow and develop, 
and to help others grow and develop with us. 

Even though we're skilled, we combine our skills with patience and curiosity. We'll often 
approach situations and through instinct know the approach that we'll take but when we 
hit a roadblock, we've got that resilience and confidence and patience to approach it 
with curiosity, to find new strategies and ways through situations. We think in an 
uncertain world, this combination of integrity, wisdom, and mastery will leave us well 
placed to respond to the world no matter what happens next. 

Katherine: Hopefully, you've learned things from the journey we've been on as 
individuals and as a team. 

Dan: Hopefully, you've got some inspiration, some ideas, and some models that you 
can adopt. 

Katherine: Let's be honest. This is not the Confab that any of us were expecting two or 
three months ago, and likewise, this is not exactly the talk we intended to give. 

Dan: The title of this talk is How Do They Do UX Writing at the BBC? I hope we've 
demonstrated that we do it with hope, with intention and reflection. We think these 
behaviors will help us no matter how uncertain the future is. 

12



Katherine: Thanks so much for your time. If you have any questions, please feel free to 
reach out to us. Visit the GEL website and find us on social media. Can you do an 
awkward wave? [laughs] I feel like I was exceptionally awkward. 

[00:46:09] [END OF AUDIO]
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