
Empathy for Internal Users 
Build and Train for Real Content Admins
Hosted by Lily Berman and Nick Switzer

Mar 21, 2019



LILY BERMAN  |  Account Manager
lberman@elevatedthird.com | d.o: LilyBerman

EMPATHY FOR INTERNAL USERS: BUILD AND TRAIN FOR REAL CONTENT ADMINS

NICK SWITZER  |  Development Director
nswitzer@elevatedthird.com | d.o: switzern | @switzern



WHY ARE WE HERE?



When you’re building a complex 
digital platform, a well-architected 
admin experience and practical, 
empathetic training are both 
necessary to set site owners up for 
success.

WHY ARE WE HERE?



THE BUILD



Plan and build for real people.

Put yourself in the shoes of someone 
who is actually working with the site 
day-to-day.
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EMPATHY FOR INTERNAL ADMINS: THE BUILD
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Don’t start in Drupal. 
Use a document that 
is easy to change to 
flesh out architecture 
early.

THE BUILD \\ PLAN



The Build \\ Three Focus Areas

Out of the box 
tools

The contrib 
ecosystem

Custom and 
site-specific 
improvements

1 2 3



IMPROVEMENT AREA 1 \\ 
OUT OF THE BOX TOOLS
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Simple, clear, focused
• Field names for real people.
• Help text that is actually 
helpful.
• Don’t be shy about requiring 
fields.
• Character limits and field sizes 
should make sense in the 
editor’s context.

OUT OF THE BOX \\ FIELDS
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Great power, great 
responsibility
• Thoughtful limits.
• The right widget for the job.
• Views to provide focused 
lists of options.

OUT OF THE BOX \\ REFERENCES
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Focus & security
• Provide a focused editing 
experience.
• Principle of least privilege for 
UX and security.

OUT OF THE BOX \\ PERMISSIONS



IMPROVEMENT AREA 2 \\ 
THE CONTRIB ECOSYSTEM



Field Group



Media



Entity Browser



Focal Point



Paragraphs Browser



The Contrib Ecosystem: Honorable Mentions

Chosen1 Linkit2 Entity Embed3

Metatag4 Acquia Purge5

https://www.drupal.org/project/chosen
https://www.drupal.org/project/linkit
https://www.drupal.org/project/entity_embed
https://www.drupal.org/project/metatag
https://www.drupal.org/project/acquia_purge


IMPROVEMENT AREA 3 \\ 
CUSTOM AND SITE-SPECIFIC
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CUSTOM IMPROVEMENTS \\ THEME

Focus your 
custom dev time 
on what provides 
the most value for 
site admins - and 
make it reusable.
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CUSTOM IMPROVEMENTS \\ VIEWS

Views isn’t just for 
the frontend!
• More focused content 
overview pages.
• Content moderation 
dashboards.
• Custom reports and data 
exports.



TRAINING



● Maker of sandwiches
● Research assistant
● Professional baker (mostly pie)
● Photographer of graduating 

college students
● Door-to-door organizer (both 

knocking doors and managing 
canvass offices)

● Leader of traveling 
sustainability nonprofit 

● Marketer and fundraiser for a 
French nonprofit

I did a lot of other things 
before I started doing 
this

BACKSTORY





Before the training



Strategically choose who will lead 
the training

BEFORE THE TRAINING



Clearly define client roles for QA and 
content entry 

BEFORE THE TRAINING



Intentionally create a training outline 
(with ‘whys’!)

BEFORE THE TRAINING



Here’s what a 
training outline 
might look like



At the training



Know your audience
AT THE TRAINING



Roadmap and signpost
AT THE TRAINING



Start simple
AT THE TRAINING



Show complex content side by side
AT THE TRAINING





Check your jargon at the door
AT THE TRAINING



Ask the right questions
AT THE TRAINING



After the training



Send training documentation
AFTER THE TRAINING



Build touch points for questions into 
your scope and timeline 

AFTER THE TRAINING



Please provide your feedback!

Empathy for Internal Users Session Node

The top-rated sessions will be captioned,
courtesy of Clarity Partners 

https://www.midcamp.org/2019/topic-proposal/empathy-internal-users-build-and-train-real-content-admins


Join Us for Contribution Day

You don’t have to know code to give back!

New Contributor training 10am to Noon 
with AmyJune Hineline of Kanopi Studios

Saturday, March 23, 2019



Thank you!
Visit us at our 
sponsor table

elevatedthird.com
Follow us on our social channels:

https://www.facebook.com/ElevatedThird/
https://twitter.com/elevatedthird
https://www.instagram.com/elevatedthird/
https://www.linkedin.com/company/elevated-third

