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What | do:

DITA Evangelist & Market Researcher at

IXIASOFT
Chair of OASIS DITA Adoption Committee
Keith Member of OASIS DITA Technical
Schengili-Roberts Committee and LwDITA Sub-committee

12+ years of experience with DITA XML

@KeithIXIASOFT

Lectured on |A and Info Management at
the University of Toronto for 16 years
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Load new

Jang Graat walks the talk in

helping his audience visualiz
techniques to menitor content
quality 1

* Over 290,000 hits(!)

* Regularly updated info on DITA
conferences, DITA books, companies
using DITA, DITA CMSes, DITA editors, T
other DITA tools, and DITA consulting SIGDOC 2017: EDUCATING TOMORROW'S TECHNICAL U
firms

| . o . Technical Communicators
While I get a lot of conference invitations, 1 was particularly
= . e > Don’t Wait for the DITA 2.0 Standard to
intrigued when I received an invitation out-of-the-blue to present at
& Z = Migrate to DITA
the SIGDOC 2017 conference in Halifax. SIGDOC (which stands for
> Teaching DITA and Helping to Create

Lightweight DITA: An Interview with Carlos

“Special Interest Group on Design of Communication”) is a

conference hosted by the Association for Computing Machinery

* News and views on DITA use [
> Book Excerpt: DITA and Other Structured
XML formats
> DITA Technical Documentation and SEO
.

9 Ditawriter | [ Decembery, zorx

5> 10 Reasons Why DITA and Agile are Made
for Each Other

* Also features interviews with those e [

Content

H 1 1 = . 5 ThunderBird: A Sample DITA
r N a | n a | e r' e n C e | n e W O r' O o Tand some of my colleagues have run into a few people at recent
A 62 y Documentation Set to Play With
conferences who have been asking me how soon DITA 2.0 was

-

d 1 i & i > An Interview with Leigh W. White About
coming and whether they should hold off moving to DITA until its

D DITA for Print, 2nd Edition

arrival. While I understand where this type of question is coming

. i . . 5 What I Learned from the DITA Listening
— ® | from, it reveals a fundamental misunderstanding as Read More
— Sessions (Part 1)
> Current Worldwide Distribution of DITA
Users
{1 Ditawriter i nber 5, 2017 > What I Learned from the DITA Listening
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= The DITA Adoption Technical Committee

d‘ltabxml-org Search  Library Events Confributors Products Services Glossary MyDXO  Create

* OASIS DITA Adoption Technical
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C O m m I tt e e g O O ) g | / 5 BVS B C Z(::I]I{e il;ugl;:zl;em f‘ur designing, writing, managing, and publishing information. We encourage you to contribute

* Twitter: @dlta_adoptlon Latest Featured Top Events d{?’
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57y, Imstall and integrate the Miramo DITA-OT plugin within T8 DITA Festa 2018 Kyoto
X OxygenXML 1
A short YouTube video that looks at how the Miramo DITA-OT plugin can — Powered by

be added to the aXygen XML editor.

* SlideShare: slideshare.net/DITA Adoption = e T— DITAweb

23 Strategies/DITA North America

DITA The Secret Ingredients of a Successful Chatbot: DITA, Conference 2018 s
1. Matadat B . ponsored by
3 and Natural L ; a
This short demo shows a chatbet that gets a guestion rom the userin a Denver, CO m |:€¢h"iﬂ‘ -

° O AS | S D | T A A d t 1 C 1 tt t 1 | . natural language and connects to the DITAToO content repository
O p I O n O m m I e e a r I C e S ° (database) to find the answer. The repository contains content enriched
with structured semantic markup and metadata. This semantic markup and
metadata are added automatically by the DITAToo's natural language

look under “Expository Work Produced pctgee S—
by th e CO m m |tte e” O n O u r O AS | S Dli"‘r’A Latest "Content Content Podcast" Profiles Keith Schengili- !}!

Roberts' experiences in Tech Docs and DITA

Episode 22 of the "Content Content Podcast” features an interview with

W e b a e Keith Schengili-Roberts, who talks about his experiences in technical XML
communications and with DITA. Documentation

13 March 2018 Add-on for Adobe
Experience Manager

Webinar: Improving the quality of your DITA documentation

° N A AN hour-long webinar where Steven Higgs of SyncRO Soft (makers of e it
y a n S O O r a O W I n g I I l e oXyqgen) looks at the tools and processess that can aid technical togeth e
2 S res: ol e .
1993-2017 OASIS. Al rights reserved. <alts it

dedicated time devoted to DITA Adoption ki
efforts
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How This Presentation Came About

 Last year | went to the CIDM
Best Practices conference, and |
got to thinking...

* How often do best practices
emerge after trying out what
ended up being a “worst
practice”?

* | also think we learn things more
readily when they are framed as a
story of “things gone wrong”

& IXIASOFT : p—



m This Presentation is Crowd-sourced

» While | have some good stories of my
own of DITA mishaps and adventures, |
decided to reach out to my colleagues
and peers in the industry to get their
take on the subject

* My thanks to everyone who responded! o) wi?(C

* |n some cases the contributor of the
anecdote does not wish to be identified

* In all cases, no company names are
mentioned

& IXIASOFT 2018



A Pattern Emerges...

Two main types of issues appeared:

DITA-specific issues (aka, “poor information
architecture decisions were made”)

Problems with processes (aka, “how not to work
effectively with people”)

Boundaries between categories can be fuzzy; ultimately
it comes back to the people behind the issues



4 Identifying Roles

“Who makes which bad decisions" by role
helps to clarify things:

Worst executive/sponsor/stakeholder
decisions

Worst people management decisions

Worst DITA Information Architect
decisions

Worst DITA toolsmith decisions
Worst writer decisions

The lesson here is that many of the
decisions made were rarely the result of a

STAKEHOLDERS

single person’s actions, but of many people Just remember where the name came from
not WO I’klﬂg together effectlve|y Original image by Jes https://www.flickr.com/photos/mugley/310184558/




D What The Fudge?

* While these two categories
capture the essence of the
types of problems from an
objective, dispassionate
perspective, there’s often a
third, more intangible “What
The Fudge” factor that turns up

* This is what typically propels
what otherwise would have
been a bad experience into a
memorable “worst experience”

©¢ IXIASOFT i



2 A Beginning, a Middle and an End/Lesson Learned

My tales use this tried-and-
true three part process of a
good story:

1. The good
intention/beginning

2. How things went horribly
wrong

3. What can be learned




Y P2

&4 DITA Best Practices are More Widely Known

* Before | get started, | just want to point DITA
out that many of the examples here are Best

from the early days of DITA

* While many of these problems keep Practlces

coming up, greater dissemination of DITA A Roadmap for Writing, Editing,
best practices from people who have and Architecting in DITA

experience using DITA and better tools e
means that there is a growing “core” of
people with good experience out there

; of 25N e .
Laura Bellamy, hfidtﬂa'%urw, Jenifer Schiotfeldt
I 1 A ¥ 0 ' ..l_r,:‘i "y L

* But we can still learn from “Worst
Practices”

A really good
book, from 2011

& IXIASOFT 2018



DITA-specific Issues
(aka “Poor Information Architecture Decisions Were Made”)

OASIS DITA Adoption Technical Committee X IXIASOFT
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w3 #1. Content Reuse is Always a Good Thing, Right?

Yes, but it also depends on how you do it.
Consider this example:

e Atech docs group finds that they want use
the conref mechanism for reuse purposes,
such as:

* Creating a standard way of referencing
standardized phrases, such as “Click OK”

“Let’s use the new trademark term used
in this topic and use that everywhere”

One writer likes a paragraph another
writer has created in a topic

In all/most cases, the first version encountered
is conrefed, which is in turn re-conrefed, and so

on, and so on... & IXIASOFT




7~ Welcome to “Spaghetti Conrefs”

IJ‘“-

How the pain emerges:

* Someone conrefs a phrase containing
a conref, which may contain another
conref, and so on, and so on...

* Nobody knows the origin of the

changed...

» Somebody changes the targeted” ¢
conref-ed word/phrase/block
unknowingly, affecting all
publications that link to it



The Horror... The Horror...

“I have seen 20K references to a
single topic, in a folder
containing 40K objects. | saw
this when a small amount of
content needed to be extracted
and handed off and 10K topics
having to be included for a 20-
topic map, because you can
never get to the bottom of the
broken links to files which link to
other files which link to...”




Solutions to Spaghetti Conrefs

—Just-dentdo-that: For phrases that are
commonly used, create a conref
warehouse: a single file or set of files
that cover most commonly-used blocks
of content

When people want to add new
items, discuss within the team, then
add accepted additions to this
warehouse topic(s)

For trademark terms / product /

company names, consider using keys, No |We nn Kerzre h O

and storing the.ir values in a key Technical Account Manager Europe,
warehouse topic(s) IXIASOFT



#2. Never Specialize Your Content

 Specialization is core to DITA,
allowing people to create new topic
types, elements and attributes

* The general recommendation has
been: “do not specialize if you don’t
have to”; specialization is not easy,
and it can limit content reuse,
especially if you intend to share your
content to other organizations

* But “never” is a strong word...

& IXIASOFT
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A Worst Practice from a Supposed Best Practice

An example that shows the pain this can cause:
Client was (incorrectly) told not to specialize
Implementation had to be done on a tight timeline (uh oh...)

As a result, there were @outputclass-es in places that didn’t make a lot
of sense, including:

Individual table cells (instead of to the table or row)
Various types of images for explicit scaling purposes

Bibliographic references (which also included convoluted, doubly-
referenced conrefs)

These were all poorly designed, ultimately making more work for the
writers



Pairman’s Outputclass Rule

» Result: a frustrating mess for all involved

» Better, more judicious use of the
available DITA elements, such as
wrapping a fig element around image
for better block-level formatting

» Pairman’s Outputclass Rule: “if an
organization uses the outputclass
attribute for more than two or three
different features, think instead at
better leveraging the standard, including Joe Pa | rman

the possibility of creating a Lead Consultant, Mekon
specialization.”

& IXIASOFT 2018
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4 The'Problem, The Pain

-
-

e [t was a self-mad
“The ridiculoust
we weren’t using
before DITA, SO
thought we sudd
need for £IIC.
have no idea.”

e The pain: “the W
revolted and reft
multiple inline ta
paragraph.”

8lo, TheRevolt (1911) "




Figueira’s DITA Complexity Formulation

There are many tag and element
choice options in DITA, and you
are not obliged to use them all

While you might want to add new
semantically-descriptive
tags/elements to your existing
content when migrating...

Figueira’s DITA Complexity

Formulation: “Build out Sharon Figueira
complexity slowly and in response Pre-Sales Engineer, XIASOFT
to a well-understood need.” ’



#4: All DITA is Good DITA, Right?

* The scenario: firm is moving to
DITA, decides to contract with an
outside firm to migrate their
legacy content over to DITA

* Client is new to DITA; assumes
content migration firm knows
what it is doing and so the client
provides little or no direction on

how to do the conversion Q

& IXIASOFT
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Problems with Unoptimized DITA Converted Content

» Conversion firm does its best, but without
guidance it can’t optimize the content for the
needs of the client; creates DITA content
using minimal DITA tagging, done in the most
generic manner possible

* Final result initially looks good, but problems
emerge:

*  Works poorly with newly-created DITA content

*  Need to convert from generic to specific topic
types

°  Provides no guidance to writers working with
content

*  Problematic when it comes to content reuse

*  Keys for product names not present

& IXIASOFT




Pringle’s Directions for DITA Conversion Success

1. Learn enough DITA to know what you
need to specify in any converted legacy
content.

/. Create new, sample content covering
what you think you will need. When it
works the way you intend, show it to
the conversion firm. If they are good at
what they do, they will provide
suggestions based on your model to
Improve it.

Alan Pringle

Chief Operating Officer,
Scriptorium Publishing

& IXIASOFT 2018

3. Only then begin the legacy conversion!



#5: A DITA Test Output Document? What’s That?

76 Sample ElementFormaningDescriptions

» A DITA output related tale: a DITA

xenmnlmhu}im:&mgeyumbody‘ static electricity by touching the power
supply caze or the metal surface of the computer chassiz.

test document is a map + topics i s

designed specifically to test output ﬂmﬁﬁﬁﬁmm -

conditions -
* As new XSL transforms are added, 5

Figure 3-32 AMD CrossFire™ Bridge Interconnect Protection Tag

add content to the test document
to see how they work

» Can be used to test fonts, image
sizing, widow/orphan control, how
errors appear; basically to test the
“look and feel” of everything

Terrplaie Tesh—Comprehanshe © 2008 Achanced Micrs Devices ine.

& IXIASOFT 2018






Proulx’s DITA Test Document Dictum

» Create a separate test document designed to
test all aspects of your DITA output conditions

* |t can serve as a companion to your style
guide, showing expected output under all
circumstances

» Every time something is changed (new DITA
feature, software, rendering engine, etc.),
check output using test document and
compare to previous version

Martin Proulx

* |t should not be an existing document, as it
can always be changed (as the last example Senior IT Specialist &

shows) Integration, IXIASOFT
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#6: “Just Let IT Choose a CCMS for You”

e Last summer | worked on an
internal project where |
studied the factors behind
“successful” RFIs/RFQs from
vendor perspective

Over a third of the RFIs/RFQs
| reviewed had zero or
minimal references to
“DITA” in them

In most of these cases it was
clear that IT was choosing a
CCMS based on their
technical requirements, with
little to no input from the

IR VP 2 .
0' GOIII'SBVUII cdan tl'llS*l technical writers

I {i:" w i, N ‘.;‘ ‘”‘
5 (N O
AR -




Some Not Unexpected Results When this Happens

Technical writing team is given a
CCMS that they had no part in
selecting; not surprisingly, this
often leads to general

unhappiness
%

be dropped

Or, at significant expense, a

second, more appropriate CCMS

is selected, this time with input |

from technical writing staff — <> IXIASOFT

Project may lead to outright N '.
failure; DITA / CCMS initiative may | |




Ny P

14] Schengili-Roberts’” RFI Recommendation

* When your company is choosing a
CCMS, make sure that the
technical writing staff plays an
active part in the selection

» Should cover not only what you
need in terms of DITA
requirements, but in terms of
processes and expected
workflows, report capabilities,
metrics gathering, expected
content contributions from SMEs, Schengili-Roberts

localization requirements, etc!

Keith



o

content is reviewed, manag_
produced

e Consultant is brought in, and

captures every possibility:

initial state, editor review, second
review steps (including SME rewe‘W)
third step (including separate
reviewer/editor), and so on...

< IXIASOFT




Let The Technical Writers Eat Cake?

e This was all for a team of three

technical writers /\! EI\! .
-
e Not all steps were necessary, but

they were all implemented within KEEP
the CCMS

CALM

AND

through this process START
e Not surprisingly, the technical writing A REVOLUT'ON

staff soon revolted against this strict
and overly-convoluted workflow

e This meant that even the smallest of
changes (such as typos) had to go

< IXIASOFT
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#8: The Person with Too Many Hats,

The change from unstructured
to structured content does not
just mean a change in how to
write content, but also in the
associated roles for a technical
communications team

Situation: a “DITA Lead” person
is designated, and they are
given all of the tasks with
making the DITA
implementation a success



22 DITA Overload Ensues!

That one designated person must
adopt multiple roles at once,
which may include:

Conversion Specialist
Information Architect
Trainer

Project Manager
CCMS Administrator

XSL Developer




m Houser’s “A Head for Each Hat” Homily

» This is a sure way for a structured
content initiative to fail

* Understand the new roles that are
required; see: Roles and
Responsibilities of a DITA Adoption
(from: goo.gl/s3x44g)

» Effective change management is

required, ideally have one person per
(Ihat”

Alan Houser

Technical Publishing Consultant,
Group Wellesley

<> IXIASOFT 2018




#9: “They Can Learn DITA as They Use It”

An all-too-common

assumption that ?
technical writers are -

. o
able to cope with <dl >

writing content while
——also learning the

intricacies of DITA .
elements and , ",'
attributes “




v 4| Juggling Too Many Balls

* Learning DITA while trying to
implement it is a sure way to <di >
lengthen the time of
productivity dip when moving

to a new system / process /
CCMS

Well-managed
Change

Poorly-managed
Change

Employee Morale & Productivity

.
o

Time

& IXIASOFT 2018



O’Keefe’s DITA Training Lesson
learningDITA £*

* Where possible, bring in someone
with DITA experience to help train
the rest of the technical writing
staff

* Can be external consultant or
someone internal who already
knows DITA

* Another alternative: online courses,
such as those offered by CIDM or Sarah O’ Keefe
LearningDITA.com

CEO, Scriptorium Publishing
*  Proven to shorten productivity gap

& IXIASOFT 2018



& #10: “We Already Have Sufficient Executive Buy-in”

European software firm contracts
with consultant for most of a year
to understand and rationalize
their information architecture and
overall content strategy

| am brought in to help train
Directors on basics of DITA for
several days

A full plan is ultimately delivered

to company’s board
€ IXIASOFT




@ Um, We Forgot About the Pointy-Haired Boss...

<& IXIASOFT
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Son of DITA Worst Practices?

This is only the beginning of the stories | have been told; there’s easily enough for
another presentation. Other ideas:

Feeling compelled to move to DITA without really understanding what business issues
need to be addressed

Going through a tool selection process without performing even basic information
architecture

Over 1K DITA “variables” (keys) created to cover every product name, trademark,
interface control, file paths, etc.

Repeated chunking at or below the sentence level
Writers using semantic tagging just to change how something appears at output

Constraining out short descriptions, then finding resulting SEO is poor as users can’t
find content

O IXIASOFT




A Review of DITA Worst Practices

Content Reuse is Always a
Good Thing, Right?

Never Specialize Your
Content

If a DITA Tag Exists, We
Should Use It

All DITA is Good DITA, Right?

A DITA Test Output
Document? What’s That?

“Just Let IT Choose a CCMS
for You”

“Workflow Captures /
Enforces All Possibilities”

The Person with Too Many
Hats

“They Can Learn DITA as They
Use It”

“We Already Have Sufficient
Executive Buy-in”



Documentation Does Not
Happen by Magic

* Must remember that all
documentation is made by
and for people

* DITA may be a driver towards
creating better
documentation, but it is part
of a larger process that
involves people and tools

* Need to think about
documentation in a new way

<& IXIASOFT




<ait¥ QA

e OASIS DITA Adoption Technical Committee
https://wWww.0asis-
open.org/committees/tc home.php?wg abbrev=dita-
adoption (or try: goo.gl/5BySBc)

e Twitter: @dita_adoption (and @KeithIXIASOFT)

e SlideShare: www.slideshare.net/DITA Adoption

e OASIS DITA Adoption Committee articles: look under
“Expository Work Produced by the Committee” on our
OASIS webpage

* My thanks to IXIASOFT for allowing me dedicated time
devoted to DITA Adoption efforts



