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What we’ll cover in this session

" Why users like to collaborate

" Why should we enable feedback and
collaboration in Help?

" Examples of feedback mechanisms in
Help

= Examples of collaboration within Help

" How you can implement feedback and
collaboration in your own Help

Matthew Ellison
Consulting



What do software users do when they have a

problem?

" Ask colleagues

= Search on Internet

" Search user-to-user support forums
= Search wiki

= Call technical support

= Call a friend

" Search knowledge base and FAQs
" Access Help

Matthew Ellison
Consulting



Collaborative user-to-user forums

How Do | Turn of The "All Sizes" Option

Tom O'Connor. says: FIICkr

— user

Justwaondering how i turn afthe All Sizes option an each and evenvane of my photas inm

photostream® fOrum
Cheers. )

Posted at 11:01 20, 13 March 2009 GMT [ permalink

Dr. Keats pro says:
Just go here: wasaw flickr.comiaccountprefsidownload s/ Mfrom=arivacy

~

Select"Onlky ¥ou". .
Posted ¥ hours ago, [ permalink ) I n te r aCtI O n
Tom O'Connor. says: IS key

Thankyou very much Dr.kKeats,
Pozted ¥ hours ago. [ permalink 1

Dr. Keats pro says:

That's Ol
Pozted ¥ hours ago. [ permalink 1

Reply to this topic? Matthew EII|s_on
Consulting




What is “Help”?

" Answers to guestions
" Solutions to problems

" Written by a professional technical
communicator

" Used during a real task

" May include tips for getting more from
the software

" May be web-based

Matthew Ellison
Consulting



Help trend

] Desktop-based,
= Windows Help (h|p) no interaction

= HTML Help (.chm)

= JavaHelp

" QOracle Help

" Browser-based Help

" QOracle Help for the Web
" Server-based Help
" Eclipse Help

= Adobe AIR Help rootbick and

. ] comments
MS Help Viewer Matthew Ellison

Consulting




Connecting the information

Web-Based Help

Email

User forums

Formal

Informal

Matthew Ellison
Consulting



Why should we care about Help?

" Provides “official” guidance and
Instructions

= Killer feature: context-sensitivity
 No Search/navigation required

e Direct access to information that
addresses the user’s specific situation and
needs

Matthew Ellison
Consulting



Why should we enable feedback and

collaboration in Help?

" Users like to contribute and share
Information

" Feedback enables us to refine and
Improve the Help

" Shared comments improve the
experience of Help

Matthew Ellison
Consulting



Feedback mechanisms from Help

E? QuickBooks Help

@
Hide Back FPrint

- B

account transfers
accountants
reports for
working with
finding one near pau
hielp from your accountant
sharing files with
tazkz they perform
accounts
adding
and itemns
for tracking WAaT
list [chart) of
accounts [managing)
bark accounts
change opening balance
change start date
deleting
editing
findifig mizsing accounts
hiding and showing

W

Dizplay

Setting up VAT when you 'ﬁ
create a company file

If you =elect Yes here, enter
your WAT Registration number
and QuickBooks sets up all the
information you need to track
and remit WAT. You can also

enter this number later, in the
Company Information window.

The Dnlathing you need to do
later is B enter vour WAT
pavment schedule.

If vou don't have this
information, contact HM
Revenue & Customs.

.S

. QuickBooks
Help (.chm)

~

J

= Can't find the help -.,.r.:.u/

need? Try these other/
rESOUrCEs,

=1 Did this Help topi
give you the
information you
needed?

‘] How can we
make this

information more

helpful?

Reqguires an
Internet
connection.

Yes m

Requires an Internet
conneaction.

| £

Matthew Ellison
Consulting




Feedback mechanisms from Help

Lareqories ahnops epay mMmotors \

Hame = Help = Selling & seller fees = Sellar fees > How do pay my selling fees?

Help

Browse help Search Help pages | Example: 'payrment methods' y p

(Does not search for iterns or producks)

P Searching & researching
P Bidding & buying

¥ Selling & seller fees

J

How do | pay my eBay fees?

Selling basics eBay offers a variety of ways to make paying your fees convenient a Have a gquestion? We can

Seller fees help.

Creating effective listings To select your eBay fees payment method:

Managllng your selling activity 1. Click the My eBay buttan at the tap of the eBay home page.

Resolving selling problems 2. Click the "Seller Account” link in "My eBay Views" (Ieft side of

Increasing your selling page). From this page you can view your account status, view your

Using seller tonls invoices, and choose your method of payment. Ask eBay members

Selling with an eBay Store 3. Pay your current fees using one of the payment methods offered. Get help fram ather eBay

members. Yisit the Answer

b Payment & shipping Centre to post a question.
P Feedback To pay a suspended account, please review the Reinstating Your Account

. instructions.
P Membership & account

Payment Methods Related Help topics

« PayPal: PayPal is a convenient electronic payment service that enables you

eBay glossary to automatically pay your eBay fees. * Paying Your eBay Sellers
eBay acronyms * Direct Debit: This option an easy way to make payment on your eBay Fees )
AT index account. Simply provide eBay with your Bank/Building Society account * Fees Overview

number and bank sort code, and eBay will automatically send a request to
your Bank/Building Society to obtain authority to deduct your monthly
invoice amount from your account.

Pleasze allow for 19 days for your bank account infarmation to be approved

e e ' o [

Matthew Ellison
Consulting



Feedback mechanisms from Help

Request and print & payment coupon here,

* Coordinating One-Time and Automatic Payments Before submitting a
one-time payment, review the payment schedule to see when your automatic
payments are deducted from your account. ¥ou should leave at least 5 days
between any one-time payment and your automatic scheduled payment to
avoid duplicate payments.

* Failure to Make Payment on Your eBay Account
eBay requires payment in full each month on accounts with balances of
£1.00 or greater. eBay may suspend your account far non-payment of
eBay fees. If you have not paid your outstanding eBay fees after aur
reminders and warnings, eBay reserves the right to refer your account to
an outside collection agency for collection of the outstanding eBay fees.
Flease note that the collection agency will also charge you a proportio \
and reasanahble fee for the collection of the unpaid eBay fees, which wy
vary according to the amount owed and which will be payable in additi

the outstanding eBay fees Sl m p I e HTM L

Payment Requirements
Learn rmore about payment due dates and late fees. fO rm

J

Was this page helpful?
Oves ONo

How can we improve this page? [optionall

TG

T~

Optional freeform
feedback Matthew Ellison

700 characters |eft

nts | Safety Centre | Partner Centre | VeRO Protecting IF | Folicies | Feedback Forum | Site Map | Help C0n5U|t|ng



Feedback mechanisms from Help

GO (_)Sle | ” Search Picasa Help Center ” Search the Web ]

Picasa and Picasa Web Albums Help /
Yes/no \

Help Centre Home Zoogle Help = Picasa Help » Picaza » Managing Your Pictures » Folders and Albums » Basics » Folders versy

co

Sign into Picasa WWeb  Basics: Folders versus albums

Alburns !,
When you install Picasa, it scans your hard drive for folders containing image files and di i

Picasa 3 feature these folders These folders, along with the albums you create, make up the arganisation

OVE Pyl ey & 4 P d Not S u re

Folders in Picasa represent actual folders on your computer's hard drive that contain ph
folders in Picasa affect the corresponding folders on your computer's hard drive. For
folder also deletes the photo fram your hard drive.

how this i
information
can be used

Albums, unlike folders, exist anly in Picasa. You can create an album that
multiple folders. For example, you might create an album called Pictur
Grandma housed in different falders. Unlike Ficasa folders, your alb
drive. When you delete or move photos from an album, the origi
drive.

in in their origina

Was this article:

The information you were looking for? O yas  « Thank you for your feedback.

Rece
You may also be interested in...

See

Matthew Ellison’
Consulting
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Feedback mechanisms from Help

“HOO!Q HELP ¥ Search
m_lu-:ﬁ Community = Contact Us

\ More Help |

Was this information helpful? | & | &
Mu|t|p|e Evahoo &
Groups = Grol Thank youl Yooy rafing was submified . Users
. . Ch0|ce (easy Moderator C
HOW C Please tell us why you didn’t find this helpful.
to an aIyZE) Yahoo! Grow
{3 | tried the =olution and it didn't wark

1. Click Fi

) ahoal Grow
5 There r (3 It didn't answer my question Groups Cus

() It wasn't detailed enough

browse

File. O It doesn't apply to my guestion
3. Typeth (O It weas hard to understand

knaw th (" The feature | want is not yet available or it goes against Yahoo! policy
4. T : : : . — : :

Ve e The information you provide will be used to make this information more helpful in the

5. If you're future. Ve will not respond directhy to your comments.
6. To seps

"Nati )
7. Clic Yes/no 4 \

Send Feedback
Freeform

feedback

Contact CUstam J

FaFLIT] 2
= - ! LT TTR-RT

Was this ir




Feedback mechanisms from Help

¥ Outlook Help

© =00 @ 6% & AL @ @

signature

~ B Search

Read related questions and answers from other Mi
customers.

+ Canladd a rule to my auto signature?
+ How can | configure Qutlook to properiyfbc
+ SBignature does not show up on some ep

See Also e

= Add a return e-mail address link to a me .____..

= Zan | add multiple signatures to an e-m
message? e

= (Create great-looking signatures for your

= Demo: Create and use an e-mail signalui =

= Demo: Send your photo in your contact
information - count the ways

= Stop using an automatic signature

Was this information helpful?

[ ves |[ mno || Idon'tknow |

All Outloo

|m Remaining characters: 650 [

Yes/no

) Outlook Help

© 0@ R A& @
sigpatere

- B Sea rch\

Read related questions and answers from other Microsoft Office
customers.

Microsoft

Office Help

Can | add a rule to my auto signature?
How can | configure Cutlook to properly bottom-post?
Signature does not show up on some replies?

message’
= Create great-looking signatures for your e-mail
= Demo: Create and use an e-mail signature

= Demao: Send your photo in your contact
infarmation - count the ways

= Stop using an automatic signature

Please tell Microsoft how we can make this information more
helpful (optional); /

Back

| [ submit |

All Outlook |

= —e—

Optional
freeform
—_ feedback

Matthew Ellison

Consulting



Feedback mechanisms from Help

Adobe
Help
Viewer

Adobe Help Viewer 2

- K- @ secn Y [ ~cobe Coptivate 4

0 Include Community results @ This Help system only Community Help and Support

_‘

B Cownload Help POF(6.3MB) =

Using Adobe Captivate 4

- Getting Started

Slide properties

[ wWorkspace

- Creating Projects

Contents [Hide]

- Recording Projects

- Slides slide tab

- Slide properties Audio tab

- Add slides

- Delete and edit slides

- Lock slides ) ) o ) )
You can set the properties for a =slide using its Properties dialog box. Double-

- Hide slides click the =lide to display its Properties dialog box.

- Group slides

Comments =7 Add Comment

Hello matthew ellison@email com Click here to: Sig C O m m e nt p r I Vate

(not shown)

8 Matthew Ellison
Consulting



Feedback mechanisms from Help

Adobe
Help
community

= Your comment on Adobe.com has been approved - Message (Plain Text)

* File Edit Yiew Insert Format Tools  Actions Help  Adobe POF

P snagit (21 | window - !

Frarmn: help_admi@adobe, com Sent:  Mon 02/03/2009 158:10

aﬂiﬂﬁ,g

To: matthew., ellison@email . com
e

Subject:  Your comment on Adobe,com has been approved

Hi, Matthew Elli=son

=
—
=
e
11}
=
—

Thank wou for posting a contnent Lo

http:/ help.adobe.com/en T3/ RobhoHelps/8. 0/ RoboHTHML/ WS0QCE1775E-3218-45ac
-B3EZ-C18254495939 . htm]l on 03/02/2Z009. Your conmeht has been approved.
In fact, it was =so helpful, vwou have bheen given 5 Adobhe Commmunity Helnp
points. These commmanity points are now displaved on vour profile page.
For more information, please see the Adohe Community Help FLQ at
http: / fcomminicy. adobe .. com/ help/profile/ fag. html.
We appreciate your participation in the Adobe comumunity.

17 ™

2|

ER40 ﬁn

Thank wvou
Adokbhe Commanity Help Team

X = L | p




Feedback mechanisms from Help

: et - : i
MadCap . o s _w_j===5==)i_:&:= M
Flare S DOtNet eks bo Projects :u:]/f:::i Skark Page | /\
Help N BE] % A

E xplore —
WU 8 Rate Topic
e Imp Current B ating: Mot yet rated # of Ratings:
.q
Your B ating: .
Mot helpful Wen helpful
Feedback for the authar [optional):
=5 L}
le Sets o The the folder you
b
Subrit | | Cancel




Collaboration/sharing

Adobe Help Viewer 2

€0 e @ o I [ e it

O Include Community results @ This Help system only Community Help and Support

ﬁ Download Help PDF( B

Using Adobe Captivate 4

- Getting Started

Create widgets

[H- Workspace

"~ Creating Projects

Contents [Hide]

- Recording Projects

Create static widgets

- Slides

Comments
from other
users

Create interactive widgets

- Adding and Managing Objects

- Noninteractive Objects and Media

Create question widgets

- Interactive Objects Create a .wdgt file

- Widgets

Properties of widgets

Widget tab

H About widgets

Comments ﬁ Add Comment

Rick Stone Sun Jan 25 2009 11:15:11FM

In the first section titled "Create static widgets” there should be a clarification that one performs the action of "Select File = New = Widget in
Flash.” from within the Captivate environment.

MNandini Gupta FriFeb 132009 11:19:00 AM

Yes, you are right. We will add that clarification in the first step of the Create static widgets section.

Matthew Ellison
Consulting



Collaboration/sharing

dild Primary - | &g’ Wiews Primary - @ Cpen Master TOC ﬁ’ Cpen Primary Targek ﬁ' Cpen Master Page Lavouk ;@ Open Master Styleshest |

B 7 U |x x G |B|A-2.SE====

_/ specifying Chapter Breaks and Page Layouts x]/E_;-J Prink |/i'mi Stark Page |
el Topie | @ © % [{ B | B[] % 5 | - % o

[

ifying Chapter Breaks and

~ Youfare here: Features > Tables of Contents > More About Tables of Contents =
Fa gyouts

S[:{ ing Chapter Breaks And Page Layouts 4 Topic )
Comments

page layout and configure its frames and settings as necessary, Dage

Mad Cap propriate content. In most cases, you will probably want to assod  pbutton — not it

. your "outline TOC" (so that different page layouts can be used fo . s'ina
FI are's e, you would associate a single "master" page layout with an en promlnent t case,

out will be applied to all topics in that target or project. Whenev enouah? put with a
DotNet Hel p ust first create a chapter break in order to do so. \ e J

Following are steps for creating chapter breaks and associating page layouts with TOC entries. Before completing
these steps, you must first create an outline TOC. See Creating a Table of Contents.

e

In addition to specifying page layouts, chapter breaks also allow you to generate output in multiple files (as opposed to
just one file), although a "multi-chapter" output can be also contained in a single file, depending on the output type.
With chapter breaks, you can also take advantage of auto-numbering at the chapter level and automatically include
endnotes at the end of each chapter. Finally, setting a chapter break can have an effect on whether a generated TOC
can be included in the output (if you are producing Word or FrameMaker output).

W

Matthew Ellison
Consulting




Collaboration/sharing

*E-mail Addresz

“'ou must create a uzer prafile bo post comments o thiz help system.
Pleaze fill in the information below. An email will be zent to the addrezs
wou provide. Please follow the instructions in the email to complete
activation. Fields marked with an_astenzk [ are required,

Comments
| must be
~ [P Open Master TOC &4 Open Prima

attributable
E’V

*Username

Ermail

First Mame @

Lazt Mame @

State I@

Country I@I

Y'our information haz been sent to MadCap Software. When the information has been proceszsed, you will receive an email

with a link to a verification page. Click thiz link, or copy and paste the link into your ‘Web browser to complete the registration.
Pleaze leave thiz window open until you are notified that the registration i completed.

MOTE: Some zervice providers have email filtering software that may cause the notification email to be sent to your junk email
folder. |f pou do not recerve a notification emaill, please check this folder to see if it haz been sent there.

W' aiting for rezponse from madcapsofbware, com...

[ L 1L 11 1] ]

Please check if you have received the reqistration email from madcapsoftware.com and follow the
enclozed directions to complete the registration.

MadCap Flare V4.2

E-mail Matifizations

| want to receive an email when...

Tz [eft to one of my commer
a comment iz left on a topic that | cormmented on

[] & comment is left an any topic in the Help system

X]

L]
\"I:l) Please check if wou have received the email verification message from madcapsoftware, com

ociating

|~

steps, you

Submit | | Cancel f (no comment selected)




Collaboration/sharing

-/. Specifying C...age Laruutsxrm Prink

E

l‘ IIL |

BIUlJ{J{-|H|A-—g = =

Help Topic | Q) & @0 [¢ [ | B B 8| %= % |

P othe appropriate content. In mo

You are here: Features > Ta
Tables of Contents > Specifyilies
Layouts

Add Comment

Specifying Chapter] suec

Layouts |

Comment;

After you create a page layout
settings as necessary, you need

associate different page layout
"gutline TOC" (so that different
different parts or "chapters" in
associate a single "master" pag
project; in that case, the same
topics in that target or project.
layout with a TOC entry, you mj

order to do so.

Following are steps for creatind

Cancel

[

page layouts with TOC entries. Before completing these steps, you
must first create an outline TOC. See Creating a Table of
Contents.

. el B o

{mo comment selected)




Collaboration/sharing

BIUlKKE|H|ﬂ-vE = = = = 55

-/. Specifying C...age Laruutsxrm Prink

Help Topic | Q) &3 @ [0 [3) |F5] B B %= % | ! ] | 5 Add Comment...
.t

i3 Topic Comments

Page Type for First Page
~ You are here: Features > Tables of Contents > More About Maithew Clfson (15/03/2009 05-18-23)
Tables of Contents > Specifying Chapter Breaks and Fage 4
Layouts

I'm ot sure what i meant by the first Vlegal™..

Specifying Chapter Breaks And Page
Layouts

After you create a page layout and configure its frames and

. settings as necessary, you need to associate the page layout with

! the appropriate content. In most cases, you will probably want to
associate different page layouts with various entries in your
"gutline TOC" (so that different page layouts can be used for
different parts or "chapters" in a manual). Otherwise, you would
associate a single "master” page layout with an entire target or
project; in that case, the same page layout will be applied to all
topics in that target or project. Whenever you associate a page
layout with a TOC entry, you must first create a chapter break in
order to do so.

£

[

Following are steps for creating chapter breaks and associating
page layouts with TOC entries. Before completing these steps, you
must first create an outline TOC. See Creating a Table of
Contents.

{mo comment selected)

l‘ IIL |

_ o . o . - B - R . R o gt | |



Collaboration/sharing

4l B /7 U |x %X [{|B|A-2.=====

/ What's Mew in This Yersion x|/E;}J Prink rm Stark Page N\ i3 Topic Comments

Help Topic | € €3 “u [¢) [ | = || S B2 | = ¥ | @ A & | & Add Comment... =

1 )
Open the
What's New In This Version B Recent

Following are new features included in this version of Flare. If you would like to Comments
see this information in PDF format, you can download the following manual: pane

You are here: What's News in This Version

madcapsoftware.com/support/files/documentation/Flarev4.2/FlareWhatsMNewGuide.|

New Features—Version 4.2
Following are the new features in this "dot" release of Flare.

L] Auto-Save
[ Feedback Context-Sensitive Help Calls—View and Reset

&l Feedback Search Phrase Counts—Reset
| [ Feedback Server Installation Improvements

| [ Feedback Service Profiles—Edit

| & Feedback Topic Ratings—Discard

& Microsoft Word—Auto-Fit to Contents an Imported Tables (no comment selected)
W

L ' | >




Collaboration/sharing

Build Primary - | o’ Wiew Primary = @ Cpen Master TOC ﬁ Cpen Primary Target f Cpen Master Page Layouk g@l Open Master Styleshest |
4] B 7 U |x X, [T|E|A -%

|

/ Creating Topics x]/ﬁ_;-J Prink |/iw:i Stark Page |
Help Topic | @ &) 4 A @ | B8] 3% % | JE
N

Page Type forFirst Page
You are here: User Interface Elements - How to Use Each One > Creating 0 Spacifping Chaplar Sweaks for Prinfed.
Topics

I'm rnat sure what iz meant by the first Ve

T opic filenames

Creating Topics Creating New Tapics [Matthew Effson [,

Use the following steps to create a new topic. |5 it recommended to avoid spaces in topi.

How to create a new topic

1. Select Project>Add Topic. The Add New To

|

Selected
comment

2. Inthe Template Folders area, select one of
section to the right displays the topic template
selected. Click here to find out what templates

[

pic filenames
Matthew Ellizon (15032009 11:59:13)

3. Inthe Templates area, select one of the template files associated with the Topic: Creating New Topics

folder. The Source File field now contains the path to the template file. This
file will be copied to your project. )

4. If you want to place the topic into a subfolder that you pr Lin k to
the Content Explorer, click the drop-down arrows in the t0p|C
select the subfolder. Otherwise, leave the selection as "(r

s it recommended to avoid spaces in

tornir filanamas? =

For more information about creating subfolders to organize your topics, & RecentComments
see Organizing Topics in the Content Explorer.




Flare’s WebHelp

%) Mozilla Firefox

File Edit Miew History  Delicious  Bookmarks  Toaols  Help

@ - c mi |j hittp: fiwebhelp, madcapsoftware. comflare) or || e =
Add new =
j Adobe Acrobat, com beta comm ent |j http:/ /webhelp....ware.com/Hare/ ﬁ -
Topic Comments e p—— | | 0¥ A b RxTH OB LB
F

After you specify chapter breaks for your printed output, you can move on to any of the remaining tasks for
creating printed output,

=1 Page Type for First Page

b atthew Ellizan LTE Sea Also
200015064828, 8300000
Downloads {PDF Format): MadCap Software, Inc.
FPF7 Fay Avenue
Flare Cuick Guide La Jolla, Califorria 92037
Flare Getting Started Guide Talfree 1-8558-MadCapl

Tel 858-320-0357

TOC 1 i
g E:are E‘“haﬁs p:e'“"" G:’j; Fax 855-320-0338
A key Features info@madcapsaf bware, com
@ Index Flare Transition Fra
_J:) Search Flare Transikion Frol CO mmen tS
Flare Skvles Guide .
=) Glossary Flare Printed Cukpy d IS p I ayed at
= Browse Sequences Flare WebHelp Plus b ottom Of to p IC
Flare Shorkcuks
I=) Favorites
=1 Topic Comments Comments b 3 @
=~ Recent Comments = Page Type for First Page

hatthew Ellizon 2002031570818 28 2200000
o

Done Iﬂ
Matthew Ellison

Consulting




WebHelp

%) Mozilla Firefox

File Edit  Wiew  Hiskory

Delicious

é i c A Oy ﬁ E E _ﬁ? *( |j |http:,l',l'wel:uhelp.madcapsnftware.c-:um,l'FIare,l'

Bookmarks  Tools  Help

Ry "| |'Y!*|Yahu:u::.u:::u.uk ‘,"|

| ﬂ Adobe Acrobat,com beta

[E3) | g MadCap Online Suppork

|53 | |j http:/ /webhelp....ware.com/fare/ ﬁ |

B

Topic Comments

* kK B = % ol

® 35 3@

=1 Page Type for First Page
Il atthews Ellizon
20090315708 15:28.2300000

O Toc

9 Index

A~ Search

=) Glossary

= Browse Sequences

|=) Fawvorites

=1 Topic Comments

@? Recent Comments

Done

CREATE FEEDBACK SERVICE PROFILE:

You must create a user profile to post comments to this help system. Please
fill in the infarmation below. An email will be sentto the address you provide.
Flease follow the instructions in the email to complete activation.

Llzer Mame:

E-mail Address

Last Mame:

Countny:

Fostal Code:

| |
| |
First Marne: | |
| |
| |
| |

Gender:

[ Submit ][ Cancel ]

|50 ¥ |d W K B

0B L

ud 3 =1

Matthew Ellison
Consulting



Technologies for enabling feedback and

collaboration

" Mailto link

" HTML Form
e Server-side scripting
e Database connection

" Custom web services / database server
solution

" Adobe RoboHelp: Adobe AIR Help

" MadCap Flare:
Feedback Server/Service

Matthew Ellison
Consulting



Example of a custom solution:

DocCommentXchange (DCX) from Sybase

= Comment-enabled web-based documentation

" Presented as case study at 2009 WritersUA
Conference in Seattle

= Allows users to:
 Write comments about specific help topics
e Read the comments written by other users
e Develop comment threads

" When a user submits a comment:
e It is immediately posted on DCX

e A notification email is sent to the appropriate doc
team members

Matthew Ellison
Consulting



Technologies used by DCX

" Google Web
Toolkit (GWT)

" Database
server based
on SQL
Anywhere

PAGES PRODUCTS USERS
2 1D 7 1D %D
URL ProductName LoginName
NumVisits ProductURL EmailAddress
ProductlD Hidden Password
Role
Status
Flags
COMMENTS
? 1D ROLES
DateAdded 7D
UserlD RoleName
Comment AddComment
PagelD AddHidden
ParentlD AddUser
Hidden AddProduct
BanUser




Adobe RoboHelp: Adobe AIR Help

" Comment on topics
" View previous comments

® Share comments with other users on
same Local Area Network

" Targeted at reviewers

Matthew Ellison
Consulting



Adobe RoboHelp: Adobe AIR Help

" Which Help formats are supported?
e Adobe AIR application only

" What do you (the Help author) need?
e Adobe RoboHelp 8

e Or Adobe RoboHelp 7 +
RoboHelp Packager for Adobe AIR

" What do your users need?
e Adobe AIR runtime

" Cost?
No additional cost

Matthew Ellison
Consulting



Adobe RoboHelp: Adobe AIR Help

RoboHelp HTML - WindowsPaint HE|

! File Edt “ew Format  Tools  Window  Help

2T RS SR e o b B X ) ca

§|Nu:|rma| '|||TimESNEWRDman '||12|:lt '"1':":""-"'@ '|| = A- ST T T|===2=|;i:= i iE iE E%!
50ld L P A R TR i O e W i

i Project Manager 3 x i Styles and Formatting 3 x

L oloda @
{:E Project Files

e I:@ Broken Links
(g URLs

Table of Contents
Indes

Iﬁ Gloszary
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Adobe RoboHelp: Adobe AIR Help
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Adobe RoboHelp: Adobe AIR Help
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Adobe RoboHelp: Adobe AIR Help
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MadCap Flare: Feedback Server/Service

" Provide topic rating and feedback to
author

= Share feedback via the Web with all
other users of the application

Matthew Ellison
Consulting



MadCap Flare: Feedback Server/Service

" Which Help formats are supported?

e DotNet Help, HTML Help, WebHelp,
WebHelp Plus, WebHelp AIR

" What do you (the Help author) need?

e Either MadCap Feedback Server +
Microsoft SQL Server Standard or Express

e Or hosted MadCap Feedback Service

" What do your users need?
e No additional requirements

" Cost?
License fee for each Help system

Matthew Ellison
Consulting



Receiving feedback

" Feedback is automatically stored in an
SQL database

" Email notifications can be sent out
automatically to specific individuals:
* Reviewers
e Administrators

" Comments may be:

e Accepted
e Hidden
e Discarded

Matthew Ellison
Consulting



Feedback Explorer
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Feedback Explorer
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Feedback Explorer
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Feedback Explorer
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Email notification
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Topic: Using/Procedure 2a.htm
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Flare Case Study

® Total number of users in thousands
" Users are Help authors!

" Only about 50 registered to provide
feedback/comments

" Most topics have no comments

" Qverall:
average of less than one comment per day

" Comments are invariably constructive and
positive

" Response to feedback generates goodwill and
Increased customer satisfaction

Matthew Ellison
Consulting



Flare Case Study
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average of 50
! MadCap Software « View active topics - Mozilla Firefox co ntrlbutlons to Peer_

File  Edit  Wiew History Delicious  Bookmarks  Tools  Help

@E v c LR @ E E _A’ - |: |j http: fiforums. madcapsoftware, comfsearch, php?search_id=active_topics tO' Peer Su p po rt foru m
,-'_~| Adobe Acrobat.com beta % MadCap Onling Suppoart |j http:ffwebhelp.mad.. oftware, camjflare) |j Mad per d ay

]

N rT?CiLdCO o) MadCap Software e =

Peer-to-Peer Support Forums

Advanced search

<% Board index b

C’JFP.Q v Reqister  Login

View active topics

% Return to advanced search

Search found 119 matches « Page 1 of 2 « 2

REFLIES k 5] TFROST

TOPICS

Can't move comments box by jamesw [

by jamesw on Mon Mar 16, 2009 3:59 pm in Feedback Explorer and Feedback Server and on Maon Mar 16, 2009 3:59 pm
Service

Feature Request - Editor's column 5 51 by CanAussie [

by Canfussie an Tue Feb 24, 2009 7:21 prm in MadCap Lingo General Discussian on Mon Mar 16, 2009 3:27 pm
Index p.indexheading tag not working in PDF 2 32 by awargo [

by awargo on Fri Mar 13, 2009 &:43 am in Printed Documentation Targets on Mon Mar 16, 2009 2:56 pm
cursor image disappears from image o 1 by kthCAST [

by kthCAS7 an Man Mar 16, 2009 2:41 pm in Capture's General Discussian on Mon Mar 16, 2009 2:41 pm
Checkbox behavior @ o 4 by navoff [

by navoff on Mon Mar 16, 2009 2:02 prn in Flare's General Discussion on Mon Mar 16, 2009 2:02 pm

spacing, bullets, and such @ by kthCAST
by ktbZTAST on Mon Mar 16, 2009 3:44 am in Styles, Stylesheets and =ML on Mon Mar 16, 2009 12:57 pm




Conclusion from Flare case study

" Users prefer to raise guestions/issues
In forum rather than Help

" Feedback option in Help needs to be
more prominent and compelling
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Potential issues with feedback & collaboration

in Help

" Connectivity

" Collecting and analyzing the data

" Acting on the data

" Responding to contributors

Matthew Ellison
Consulting



Questions?
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