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Definition

Content (n.):  

ÅHuman-usable,
contextualized data

ÅSomething contained, 
as in a receptacle



The distinction

¸ƻǳ ŎŀƴΩǘ ŘŜǎƛƎƴ ŦƻǊ 
LoremIpsumtext



Users want 
content.

Assumption

Content is the treasure at the end of 
the treasure hunt.

If the content is not up to snuff, your 
¦· ƛǎƴΩǘ ŎƻƳǇƭŜǘŜΦ



Genres
Persuasive

Marketing   Informational   
Infotainment

Instructive
Educational   Informational   

Procedural

Entertainment

Dramatic   Humorous   Fiction   
Documentary



Delivery

Formats
Text   Graphics   Images   Video   Audio

Outputs

Print
Print   PDF optimized for print

Browser

Website   Intranet   Extranet  Wiki 
Software interface Knowledge base     

User forums   Training

Utility

XML    Other XML schema



Transferrable 
concepts

ÅMinimalism: minimalist 
content (+ plain language + 
semantic structure + 
translation-readiness)

ÅDesign pattern libraries: 
content component 
libraries

ÅMultichannel service: 
multichannel publishing



Typical CS
ÅMulti-channel publishing 

(Web, print, etc)

ÅProduct lifecycle content 
(specs, descriptions, UA, 
tech marketing)

ÅWeb sites and apps



Framework
Content strategy:

A repeatable system 

that governs 

management of 

content throughout the 

entire content lifecycle



ωConfigure

ωComponentize

ωStructure (XML)

ωRepository

ωAggregate

ωTransform

ωPresent

ωSyndicate

ωRevise/sunset

ωAcquire

ωAuthor

ωEdit

ωMetadata

ωRequirements 
(business, UX)

ωCompetitive 
analysis

ωGovernance

ωBudget

Analyze Collect

ManagePublish

The Content Lifecycle



Case study

Content strategy for 

single-sourcing of 

product content



Project goals ÅBetter user experience ς
SaaS

ÅFaster time to market ς
competitive advantage

ÅSavings ςproduction and 
translation

ÅEfficiency ςeasier internal 
processes

ÅBrand ςcontemporary look



Menu | Menu | Menu | Menu | Menu

Window A Window B

User Interface
For example:

Here

and here

and here

UX team builds UA product content directly into the interface



<Task><Title>Title [w variable]</title>

<ShortDesc>Short Description</shortdesc>

<TaskBody><Steps>

<Step><Cmd>Step</cmd>

<Info>Step info</info>

<Stepresult>Step results</stepresult></step>

</steps>

</Result>Task results</result>

</taskbody>

</task>

Typical DITA task*

?

User Interface

The content is written in a source file ... and syndicated into the UI.

DITA XML = Darwin Information Typing Architecture

3 topic types: concept, task, reference

OASIS standard at http://docs.oasis-open.org/dita/v1.1/CD01/overview/overview.html

Menu | Menu | Menu | Menu | Menu

Window A Window B

http://docs.oasis-open.org/dita/v1.1/CD01/overview/overview.html
http://docs.oasis-open.org/dita/v1.1/CD01/overview/overview.html
http://docs.oasis-open.org/dita/v1.1/CD01/overview/overview.html


<Task><Title>Title [Client Label]</title>

<ShortDesc>Short Description</shortdesc>

<LearnObj>Learning Objective</learnobj>

<TaskBody><Steps>

<Step><Cmd>Step</cmd>

<Info>Step info</info>

<Stepresult>Step results</stepresult></step>

</steps>

</Result>Task results</result>

</taskbody>

</task>

Typical DITA task*

Taxonomy File
EN

Window A

Term A

Term B

Window B = Variable

Term A

Term C

?

User Interface

Title [w variable]

Learning Objective

1. Step 

Step info

Step results

Task results

Learning Centre Object

Single-sourcing, with external variables, to multiple outputs.

Title [w variable]

Short Description

1. Step 

Step info

Step results

Task results

Help Topic Content Object

Title [w variable]

1. Step 

Step info

Step results

Task results

[Added call centre comments]

Knowledge Base Object

Menu | Menu | Menu | Menu | Menu

Window A Variable  B



Implications for Proposed Method

Å /ŀƴΩǘ ǎƛƳǇƭȅ ƳƛƎǊŀǘŜ ŎƻƴǘŜƴǘ ƛƴǘƻ new software

Å Moving from old method (manuals / desktop / spaghetti code content) 
to new method (topics / Web / object-oriented content) means major 
rewrite = initial significant cost

Å The new UI has additional content types

Å UA is embedded in the UI, so it must be created, created well, and  
display reliably



IRR Comparison 

Typical per-module cost (existing)

Å $220 per topic

Å 1350 topics

Å $297,000 per average module

Å 30% revised topics

Å $89,100 per average revision

Å $ 97,200  average localization 
cost into 4 languages

Å Cost of initial dev: $297,000

Å Cost of revision: $186,300

Typical per-module cost (proposed)

Å $120 per topic

Å 670 unique topics

Å $80,400 per average module

Å 15% revised topics

Å $12,060 per average revision

Å $24,120 average localization 
cost into 4 languages

Å Cost of initial dev: $80,400

Å Cost of revision: $36,180



Position

Content drives the 
user experience.



Menu | Menu | Menu | Menu | Menu

Window A Window B

User Interface

?

Menu | Menu | Menu | Menu | Menu

Window A Window B

User Interface ?

Answer to 
your question

Our Help File

Implications for Competitive Advantage



User goal

Get content:

1. Find it.

2. Consume it.

3. Act on it.



Reminder Å¦ǎŜǊǎ ŘƻƴΩǘ ŎŀǊŜ 
about the content 
genre or whose 
department it is to 
supply it

ÅTo content 
ŎƻƴǎǳƳŜǊǎΣ ƛǘΩǎ ŀƭƭ 
άƧǳǎǘ ŎƻƴǘŜƴǘέ



ROI Comparison

Å User satisfaction ratings

Å Adoption rates

Å Retention rates

Å Brand recognition



Interpretation
Update the site/product:

ÅBetter content for 
increased user engagement

ÅBetter content for more 
satisfying user experience

ÅEasier contentupdate 
processes

ÅContemporary look and 
better content

ÅDeliver contentby adopting 
newer technologies



Specify 
context of use

Specify 
requirements

Produce design 
content solutions

Evaluate 
design
content

UCD process

Identify need for 
user-centered 
designcontent

System 
satisfies 
specified 

requirements

Adapted from the Usability Professionalsô Association site



Objectives ÅRefocus attention on 
task-based content

ÅKeep workload 
constant to deal with 
limited resources

ÅUse content smarter



What users want
Åx1: What is the cost of 

using your service?

ÅX2-3: Find an event 
near me

Åxn: What kinds of jobs 
and where?

Åxn: Quality of life 
questions for the user



Hidden assets The site had:

ÅJob opportunities

ÅJob postings

ÅPersonalized service

ÅNewsletter content

ÅEvent listings



Home page uses 
valuable  real estate 
ŦƻǊ ά!ōƻǳǘ ¦ǎέ ǘŜȄǘΦ

Content most 
used is hidden 
several clicks 
away.



Explanation of 
content is vague 
to users not 
familiar with BC


