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Earley & Associates Overview

What we do T Help organizations make information more findable,
valuable and usable through taxonomy, metadata, information
architecture

Enhance online
customer Improve operational
experience, productivity &
increasing revenue content quality
across channels

Increase working Drive more value out
value of digital of your content
assets through management &

findability & reuse search platforms
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Housekeeping

A

A

Webinar will last 60 minutes

You may submit questions to the speakers via the Question box on your

screen.

Need help? You can email sharon@earley.com

Tweet about this webinar with hashtag #eawebinar

Follow us on Twitter at @earleytaxonomy

Fill out the survey that should be in your inbox

A Let us know what topics you are interested in,
and how we can improve the series.

Slides and recording will be available in a few days
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Paul Wlodarczyk

Practice Lead, Industrial Solutions
Earley & Associates

A Joined Earley & Associates in 2008

A Key focus areas: Improving the quality and findability of
Product Technical Content and Product Data

A 30year s0 e x prestructeed coatent and related
technologies (search, content management, classification,
taxonomy, localization)

A Leads engagements to improve search, content
management, content, and dependent business
processes.

A Deep industry experience in high tech (products, software,
components, semiconductor), consumer, life sciences,
energy & water infrastructure, finance, insurance, and
aerospace.
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Patrick Bosek

Founding Partner
Jorsek LLC (easyDITA)

A Founded Jorsek LLC in 2007

A Key focus areas: Improving authoring processes
and improving the entire information supply chain
from content creation to consumption

A 10 years experience in publishing systems and
content management

A Deep understanding of XML, semantic content,
DITA
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Agenda and Objectives for Today

A Discuss 5 Things to Improve Search

A Present Key Concepts

A lllustrate with Real Case Study Examples

AShow you whatoés Possibl e

A Answer Your Questions
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Goals (Why are we improving search?)

A Deliver Answers
A Call Center Deflection

A Improve Customer Experience
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Our Pol nt of View on the nb5 T

A Shrink your content using Component Content
A Either componentize the source, or surface smaller bits of the output.

A Define your terms using Taxonomy and Metadata

A Mine customer-generated sources (search logs, chat logs) for customer
language, and map it to your standard language.

A Prioritize FAQs and How-to Content
A Focus on answer-oriented content that workers need to be successful.

A Get feedback through Ratings and Analytics

A You can only improve what you can measure.

Altodos a pr o-driees Goverrdaceé r i ¢ s

A Stop thinking about content improvement as a project. Use metrics to set the
content development agenda, and establish a cycle to be responsive.
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The f5 Thingso in Act i-bep:Casebtndynci al

PROBLEM: SOLUTION:
Search takes too long Self-help via an
Call center inundated Intelligent Assistant

SOLUTION DETAILS:

1. Component content: DITA FAQs and How-t 0 0 s
2. Taxonomy and tagging of components for

search

Analytics shows what is searched & viewed
Ratings & comments from end-users

Dashboard summarizes metrics for action
Governance process sets a cycle for

continuous improvement

Click to chat integration with support desk

o0k w

~

RESULTS:
A Self-help i use search 1st, chat 2nd
A Call centers re-focus on revenue growth

EARLEY &: ASSOCIATES
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Where were they?

A Product Docs in PDF
A Customer Support a Call Center Function

A Product Docs/Support Siloed

EARLEY &: ASSOCIATES
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Where were they? i Product Docs in PDF

A PDFs produced like books
A Stored in an ECM/WCM

A No feedback
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Product DocsinPDFi What 6s t he Probl en

A Poor search experience

A 2 step search
A Online to find PDF
A Offline to find content
o feedback

AN
A No metrics

AUser I S Nl ost o
downloaded

A No mobile experience

A Devalues Product
Documentation
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Thing #1: Component Content

Break up documents into smaller Achunkso
Index the answers by tagging them to the concepts and terms in the questions.

Reuse components between documents.

Often T convert to XML formats (e.g. DITA)

To o Do o

Document

Document

Pl b=

Key to success:
DITA authoring and Components

content management
tools that were accessible
to business users.
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Structured Authoring: Break Large Documents Into Components

. ST2NBY &/ 2yaidaNnN
are on page 7 of a 5page PDF file

Countrywide.

Countrywide:
| @ internet
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Using metadata search or browse
to specific group or area
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