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Executive Summary

■ Company X’s standardization of technical communications across office and 
departments

■ Technical content shall be created and used strategically using proven content 
management tools, methodologies, and workflows

■ These tools, methodologies, and workflows are more effective if implemented and 
maintained by small, dedicated, local teams.



NEED AND SOLUTIONS
Improving Tech Comm Workflows



The Need

■ Our documentation processes 
suffer from a lack of cohesion and 
buy-in across teams and 
departments.

■ Much of that approach to 
documentation functions from a 
bootstrap mindset rather than from 
a corporate one.



The Need

What has to be done?
“[D]ocumentation is the first line of 
customer support, and […] everyone in 
the company uses documentation –
either directly or from other 
departments.”

- Eric Butow
“Five Questions to Ask Yourself While Creating a New 

Documentation Department” for Writing Assistance Inc.

Standarization and oversight
“A centralized documentation department 
[…] can ensure that the goals, format, 
and approach to documentation remain 
constant.”
“[T]he oversight that such approaches 
can provide can mean the difference 
between documentation that remains 
consistent regardless of the department 
using it and documentation that may be 
useful in some business units and 
marginal or, worse, unusable in others.”

- Paul Baldwin
“Reasons to consider creating a documentation 

department” in TechRepublic



Recommended Solutions

■ Create a dedicated documentation 
or technical communications (tech 
comm) team for each office. 

■ Give those teams the tools they 
need to apply an intelligent content 
framework, using the best of single-
source content publishing and topic-
oriented writing, to our 
documentation and content 
architecture.
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Potential Roles & Responsibilities

■ Tech Comm Manager
– Team priorities and assignments, 

schedule, budget, workflow
– Docs and comms control, security, 

accessibility, reporting, timeliness
– Editing, validation, approvals

■ Content Management Specialist
– Admin, governance, metrics, UX
– Liaisons with ServiceNow and 

SharePoint administrators
■ Publications Specialist

– Policies, emails, print docs
■ Technical Writers

– Procedures, processes, 
configuration, build, project docs



Recommended Apps & Methods

■ Existing applications:
– ServiceNow, Confluence
– SharePoint, Microsoft 365 (Outlook, 

Word, Excel, PowerPoint, Visio, 
Project)

■ New applications:
– InteliNotion (Microsoft 365 and 

SharePoint integrated), as 
recommended by Microsoft: 
http://www.intelinotion.com/

■ New methodologies:
– Intelligent content framework (ICF)
– Single-source content publishing
– Topic-based authoring

http://www.intelinotion.com/


New Workflows & Processes

Technical 
Documentation 

Process



WHAT DO THEY DO?
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Tech Comm Team

■ Communication, documentation, 
training, research, fact-checking, etc.

■ Leveraging corporate content and 
developing a corporate content 
strategy 

■ Making documentation efficient and 
transparent 

■ Improved interdepartmental 
collaboration (priorities aren’t biased)

■ Reducing time for document creation, 
updates, and organization between 
45% and 75%

(Weber, 2011b)



Intelligent Content Framework (ICF)

■ ICF is a methodology from Microsoft that 
blends the best of single-source content 
and topic-based authoring (Fari, 2011)

■ “Single-source publishing (or single 
sourcing) is a content management 
process that allows the creation of 
multiple documents from one source 
document” (Levander, 2019)

■ Topics are …
– Self-contained
– Task-oriented
– Reusable or repurpose-able
– Output-independent
– Easy to manage (Weber, 2011a)



VALUE 
CONSIDERATIONS
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Cross-Department Approach

Getting the most from  your documentation workers

“Documentation specialists who are part of individual departments may find 
themselves short of work in between projects or upgrades. If their only task is to provide 
documentation that’s specific to one department, you might find them underutilized. 
Having documentation specialists who are not bound to one department almost 
ensures that they will be able to move from project to project, keeping them engaged 
and productive. It also guarantees that their contributions are not limited by the plans of 
just one part of the organization.”

- Paul Baldwin

“Reasons to consider creating a documentation department” in TechRepublic



Positives
■ Consistency, accuracy

■ Ease of content use, reuse, and 
repurposing

■ Time and money saved

■ Increased productivity for other 
workers

■ Inter-department awareness and 
communication

■ Effectively meeting regularly, 
branding, and legal standards



Negatives
■ Up-front costs

– New employees or contractors
– InteliNotion or alternative

■ Educating other teams how to 
utilize the tech comm team as a 
resource

■ Adjustment period (time)
– Migrating legacy content
– Setting and implementing new 

standards and processes



KEY PERFORMANCE 
INDICATORS
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Team Performance KPIs
■ “Average time to respond to queries
■ Incoming document: Average time 

between receipt of a document and 
validation (or rejection) of the delivery 
(includes quality checks on 
documents)

■ Incoming document: Average time 
between acceptance of a document 
delivery and distribution of 
documents to stakeholders

■ Percentage of users having been 
trained to the documentation 
procedure and processes

■ After a review cycle: Average time 
between close-out of the review and 
distribution of comments to relevant 
party”

(Consepsys, 2015)



Documentation and Workflow KPIs
■ “Percentage of documents rejected 

due to quality or compliance issues
■ Percentage of documents rejected 

(for document control reasons)
■ Percentage of late documents
■ Average review time
■ Percentage of documents in the 

various statuses (for example: x% of 
documents in ‘Issued for Review’, x% 
of documents in ‘Issued for 
Construction’, etc.)”

■ Page hits, search terms, clicks, visit 
time

■ Helpfulness ratings
■ Spike or drop in support calls

(Consepsys, 2015)
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Statistics
■ 70% of tech comm content lifecycles involve 

more than 5 individuals

■ 70% of tech comm writers are part of a 
documentation team

– About 25% of that 70% are on tech 
comm teams with 5 to 10 team 
members

– About 37% have more than 10 team 
members

– Another 37% have 2 to 4 team 
members

■ 51% of content created involves more than 
one department

■ 51% of technical writers follow a document-
centric approach using software like MS 
Word or Adobe InDesign

■ 25% of tech comm team members will 
interact with 20 people or more during the 
content creation process

(Häberle, 2012)



Market Values

Job Title Midpoint in Mesa Midpoint in Phoenix

Creative Services Manager $81,420 $100,912

QA/Testing Manager (IT) $97,468 $120,802

Content Manager (not mgmt.) $61,124 $75,758

Content Strategist $69,384 $85,995

Presentation Specialist $48,616 $60,255

Technical Writer $70,800 $87,750

Copy Editor $60,180 $74,588

(Robert Half International, 2019)



NEXT STEPS
Improving Tech Comm Workflows



Next Steps
■ Finish creation of Company X technical communication style guide

■ Consider PMO expansion if alternative is needed

■ Send InteliNotion RFI or RFQ and request demo

■ Research and plan a budget for team and software

■ Create a schedule for team creation

■ Team candidates are interviewed by managers and directors across departments

■ Train new hires (Company X policies, style guide, software)

■ Organize and track legacy content

■ Documentation process rollout schedule is developed by the new team after training 
and integration is complete



RESOURCES & 
REFERENCES
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Resources
Books

■ Ament, K. (2002). Single sourcing: 
Building modular documentation.
Norwich, NY: William Andrew 
Publishing.

■ Halvorson, K., and Rach, M. (2012). 
Content strategy for the web (2nd ed). 
Berkeley, CA: New Riders.

■ Rhem, A. J. (2016). Knowledge 
management in practice. Boca Raton, 
FL: CRC Press.

■ Cary, M., Lanyi, M M., and Longo, D. 
(2014). Developing quality technical 
information (3rd ed.). London, UK: IBM 
Press.

Contacts

■ Gabor Fari, Partner Technology 
Strategist at Microsoft: 
gabor.fari@Microsoft.com

■ Vasu Ranganathan, President of 
ArborSys and Principal at InteliNotion: 
vranganathan@arborsys.com

Other

Robert Half International Salary Guide 
and Calculator: 
https://www.roberthalf.com/salary-guide

mailto:gabor.fari@Microsoft.com
mailto:vranganathan@arborsys.com
https://www.roberthalf.com/salary-guide
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