
Intuit content design team

Building an anti-racist, inclusive 
culture with language
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Who we are

Sarah Mohs
(she/her)

Content Strategy & 
Systems

Caitlyn 
Halliburton 

(she/her)
Content Designer

Mint

Nicole Baptista
(she/her)

Sr Content Designer
QuickBooks

Jennifer 
Kennedy 

(she/her)
Sr Content Designer

Mint
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I've stopped saying the phrase, "You need to get 
comfortable with being uncomfortable." Instead, I tell 

people to "use your discomfort to learn."

—Lily Zheng



How it started
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contentdesign.intuit.com

Content design @ Intuit
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We did a quick audit

Once we identified terms, we poked around to 
see where they showed up.

And asked everyone we could to help.
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https://blog.mint.com/housing/what-is-the-mortgage-interest-deduction/
https://blog.mint.com/housing/what-is-the-mortgage-interest-deduction/
https://quickbooks.intuit.com/learn-support/en-us/manage-intuit-account/reset-your-password-or-recover-your-user-id-for-quickbooks/00/186447
https://quickbooks.intuit.com/learn-support/en-us/manage-intuit-account/reset-your-password-or-recover-your-user-id-for-quickbooks/00/186447
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We mapped out 
what needed to 
be done

Once we broke it into 
smaller action items, the 
project felt less 
overwhelming.
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We invited people to share input

We hosted a series of 
forums to get feedback 
and listen to folks’ POVs. 

This ended up being the 
most important step.
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We created 
principles for folks 
to follow

Establishing principles 
helped us put people 
first and scale our work.

https://contentdesign.intuit.com/accessibility-and-inclusion/abolish-racist-language/


How it’s going



Intuit Confidential and Proprietary 13

Master admin
We replaced “master” with 
“primary” across QuickBooks 
Online and are working on 
QuickBooks Desktop.

289 instances of Master 
Admin have been edited to 
Primary Admin so far.
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White glove

We used “white glove” to 
describe a premium service in 
Payroll. But the term has racist 
roots. (What’s more, fewer than 
half of our customers 
understood what it meant.)

We replaced it with “expert,” 
which is more inclusive and 
more clear.

Edits (web, product, code): 506
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Expanding our 
guidance

How can we help educate 
our colleagues about 
oppressive language and 
microaggressions that 
happen in everyday 
conversations?

Hold down the fort

Peanut gallery

Powwow

Spirit animal

Tribe

Circle the wagons
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InclusivityBot

We partnered with our Slack 
devs to build a bot. If you 
send a message in a Slack 
channel that contains an 
insensitive word, the bot will 
reply privately and suggest 
more inclusive alternatives. 

Employees installed it in 
665+ Slack channels. 
Scanned 39,686 words 
daily.
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Writer

We use Writer, an AI language 
checking tool, to bring our style 
guide to where writers work.

This tool checks content for Intuit 
style, but also flags and suggests 
content improvements regarding 
family status, disability, gender 
identity, sexual orientation, and race 
and ethnicity.

Over 340 writers at Intuit are 
currently using the tool. Checking 1 
million words a week on average.
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Beyond Intuit 

Constructive noise from Intuit folks 
helped Aha fast-track changing 
master feature name to principle 
feature name.

An Intuit vendor changed 
non-inclusive language in their 
documentation and training after 
our Legal, Compliance, & Policy org 
showed them our guidelines.

Content teams across industries 
have been inspired to create 
guidelines of their own where they 
work.



How you can start



Push for simple, clear content

Point to your voice and 
tone principles or 
content design best 
practices.

There’s lots out there.



Don’t wait to be assigned something



Start small and 
ask for help

Dive in

Reach out to dev, 
connect with 
product, web, 
customer success, 
and localization 
partners. And don’t 
forget legal!

Share and seek 
team feedback

Present the work to 
your teams to inform 
and ask for help with 
implementation.

Do your 
research

Conduct an internal 
audit as well as a 
competitor analysis, 
listen to customer 
interviews, read 
through feedback 
reports and surveys, 
and talk to people.

Make sweeping 
updates 

Partner with the right 
people to make 
updates. Provide dev 
with as much 
documentation as 
possible for product 
changes.
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Stay true to your values

There will be people who don’t agree with you.

Keep going.



This takes time



Q&A


