
In the digital age, trust is the currency that drives user engagement, conversion rates, and brand loyalty. When
users interact with a website, every element—from design to language—shapes their perception of the site's
reliability. One often overlooked culprit that undermines trust is inconsistent labeling. When buttons, links, or
sections use different terms for the same action or item, users hesitate. They pause, confused by conflicting
instructions, wondering if the site is credible or even safe.

In this article, we’ll explore why inconsistent labels sway users to think a site is sketchy, highlighting insights from
companies like Engglory.com, the advocacy of the Plain English Campaign, and industry examples such as
mrq.com. We’ll also take a hard look at how modern tools—artificial intelligence (AI) for grammar correction,
translation, summarization, keyword suggestions, and readability analysis—help UX writers craft microcopy that
fosters trust and accessibility, especially for non-native English readers. Finally, we’ll tie these best practices to
evidence from eye-tracking research on user scanning behavior.

Understanding the Role of UX Writing in User Experience
Before diving into inconsistent labeling, let's clarify the role of UX writing as a crucial component of user
experience. UX writing is the craft of designing the words you see in apps, websites, and software to guide users
smoothly and confidently through digital interactions.

Unlike marketing copy that aims to persuade, UX writing focuses on clarity, brevity, and usefulness. It involves
everything from button labels, error messages, onboarding instructions, to microcopy—small snippets of text that
influence decision-making.

When UX writing falters, users encounter confusing or conflicting signals. This erodes trust, leading them to
abandon tasks or question a site's reliability. As Engglory.com, a digital marketing and UX consultancy,
emphasizes, “Language consistency across digital touchpoints is foundational to brand integrity and user
confidence.”

The Impact of Microcopy on Completion Rates



Microcopy might be just a few words or sentences, but it packs an outsized punch. A misplaced or inconsistent
label can disrupt the user flow, increasing friction and decreasing task completion rates.

Conflicting instructions: For example, if one page has a button labeled “Submit” and the next says “Send” for
the same action, users hesitate. Is it really the same action? Will "Send" take me somewhere else? Such doubt
can cause users to abandon the process.

Vague labels: Buttons labeled merely “Submit” or “Next” without context leave users guessing, which harms
trust.

Research confirms this: mrq.com, an analytics platform, has reported higher form completion rates when labels are
consistent and explicit, reducing cognitive load and user doubt.

Conflicting Labels and Brand Reliability
Brand reliability is not just conveyed through design but through language consistency. When a site uses
changing words for the same items or actions, it communicates a lack of professionalism and care. Users
instinctively associate such inconsistencies with sketchy or untrustworthy sites.

Consider when pricing sections use different units, or product descriptions call the same feature by multiple
names. This raises red flags:

Is the price real, or will it change?

What does each term actually mean?

Is this a scam, or just poor editing?

The Engglory.com team notes that one particularly common but avoidable error is failing to show prices clearly or
consistently—sometimes omitting them altogether. When ecommerce sites don’t provide upfront pricing or must
scrape content without prices, users feel suspicious and less inclined to engage. Transparency breeds trust.

Accessibility and Trust for Non-Native English Readers
Language plays a pivotal role in building trust with all users, especially international and non-native English
speakers. Many websites overlook the fact that their audience includes people with varied English proficiency
levels.

This is where the principles of plain language, championed by the Plain English Campaign, become essential. Plain
English is about using straightforward, concise language that anyone can understand, regardless of their
background.

Consistent terminology: Helps non-native speakers quickly recognize important concepts.

Clear instructions: Reduce the risk of errors and frustration.

Reducing jargon: Avoids alienating users trying to navigate complex interfaces.

AI-powered tools now help optimize content for button labels readability and translation accuracy. Tools for
grammar correction ensure that microcopy is error-free. Summarization tools condense verbose text into essential
ideas. Keyword suggestion algorithms help select terms that resonate better with diverse audiences.

Eye-Tracking Research Supports Consistency

Eye-tracking studies have documented how users scan web pages in F or Z-shaped patterns, focusing on
headings, labels, and clickable elements to make quick decisions. When labels are inconsistent or vague, users
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spend extra time searching or rereading, triggering frustration.

The cognitive strain from conflicting language often results in abandoning the site altogether. Consistent, clear
labeling, on the other hand, allows users to trust the site and complete goals with ease.

Using AI Tools to Improve Label Consistency and Trust
Modern content teams leverage artificial intelligence to improve UX writing and microcopy. Here's how AI helps:

1. Grammar correction: Automated AI tools identify inconsistent terminology or phrasing across a site's
content.

2. Translation and localization: Ensuring labels are not just translated word-for-word but adapted for meaning
consistency in other languages.

3. Summarization: Condensing lengthy help texts or onboarding instructions into digestible steps, keeping
message consistency intact.

4. Keyword suggestions: Selecting language aligned with users’ mental models and expectations.

5. Readability analysis: Scoring text for clarity helps maintain plain language principles.

AI tools thus allow UX writers to maintain consistent, trustworthy language throughout the user journey,
reinforcing brand reliability and reducing user doubt.

Key Takeaways: Build Trust with Clear, Consistent Language
Problem Effect on Users Solution Benefit Inconsistent labels (e.g., Submit vs. Send) Confusion, hesitation, mistrust
Standardize labels across the site Higher completion rates, stronger trust Omitting prices or unclear pricing User
suspicion, perceived lack of transparency Show clear, consistent prices upfront Improved brand reliability and
conversions Complex jargon and inconsistent terminology Excludes non-native English readers, increases errors
Adopt plain English principles, simplify language Greater accessibility and inclusivity

Conclusion
Inconsistent labels do far more than awkwardly mar your website’s design—they actively erode user trust and
brand reliability. With conflicting instructions and vague microcopy, users perceive a site as sketchy,
unprofessional, or even unsafe.

UX writing is a pivotal part of the overall user experience, and its impact on completion rates and trust cannot be
underestimated. By leveraging AI tools for grammar correction, translation, summarization, and keyword analysis
—and by adhering to plain English principles championed by organizations like the Plain English Campaign—
companies like Engglory.com and mrq.com set strong examples of how language consistency nurtures trust.

For anyone looking to build brand credibility online, controlling your language and microcopy strategy with
consistency is vital. Clear, simple, and uniform labels guide users confidently, reduce friction, and ultimately
enhance their perception of your site’s reliability.

Remember: Trust and language go hand in hand. When you speak clearly and consistently, your users will trust
you more—and stick around longer.




