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New Trends in Online Help

Trend 1:
Tri-pane-based
to embedded

teworld, .

Origins of the tri-pane model

WinHelp 4 (Windows 95)

— Separate windows for content and
navigation

<% Paint Shop Pro Help Contents | Indss | Find |

Ele Edit Bookmark Options Help

Enntants| [ | Find | Back | Q Click & book, and then click Dpen. Or click another tab, such as Index

Before You Begin Je: B
- - @ Opening Image Files

Running Animation Shop @ Creating Image Fies

Paint Shap Pro now includes Animatior | @ Managing Image Fies
program that can save animated GIF fil @ Using the Browser
“Wide Wk or in multimedia presentatic @ sucrking vith g indows
Shop from within Paint Shop Pro, choos @ swcrking vith Lapers
from the File menu. Animation Shop wi @ w/orking with Selections
separate window. @ wiorking with Colors
@ Basic Image Ediing
@ Fainling and Drawing
Color Conmands
@ Image Processing
@ UsingMasks -

Q Preferences x|

tcwforldzoo 6 [ e | B | Cocol |
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New Trends in Online Help

Origins of the tri-pane model

HTML Help 1.0 (Windows 98)

— Navigation moved into left-hand pane

within main Help window

E? Help for HTML Help
& @ a m
Hide Back Home Piint  Options

1: Toolbar

3: Content pane

2: Navigation pane

Contents 1 Index ] ﬁsarch] Favur_\les]

= l:ﬂ Introducing HTML Help
B

Mew features in this release

E Conwerting existing help prajec
@ The HTML Help Components
@3 The HTML Help Web pags
Q Designing a Help System
’ Creating Help

teworld, .

@ Using HTML Help on the Web
@ HTML Help Refererces

@

New features in this release

Microsoft@® HTML Help version 1.3 contains
these new features:

s Unicode support lets users view help files
that were created on different language
wersions of Windows,

s Satellite dll files enable help in all supported
languages. Now help will always match the
language of the installed operating system.

s There is now a single version of Hhupd.
that works in all supported languages.

MNOTE: These enhancemeants are designed to

make HTML Help fully compliant with the
language features of Microsoft Windows®
2000, For more information on multiple

The tri-pane gains momentum...

All the following Help formats have

adopted the tri-pane model:

teworld

2006

— WebHelp (eHelp, now Adobe)
— WebWorks Help (Quadralay)
— JavaHelp (Sun Microsystems)
— Oracle Help for Java (Oracle)
— Microsoft Help 2

— FlashHelp (eHelp, now Adobe)
— WinHelp 2000 (eHelp, now Adobe)
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New Trends in Online Help

Advantages of the tri-pane model

Great for reference information

Comfortable and familiar for author
(and user?)

Enables Help authors to work
independently from software
developers

Many authoring tool options

teworld, .

Disadvantage of the tri-pane model

Help is a separate world that users
have to choose to enter

Application

teworld, .
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New Trends in Online Help

So what’s the solution?

Break down the barrier between
application (task) and Help

Richer links:
— From application to Help
— From Help to application

Help becomes part of the application
Ul

“Embedded User
Assistance”

teworld, .

Better access to Help:
Embedded links from application Ul

Search in Office 2003

S[(=]/ed

100% - I_E

v — |
B A T e
teworld, .
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Links to procedural Help topics

tcworld

2006

B Dadee | 510004 =
Amount Due |
Tommg: et 10 5] Dus Date. (09202004 ||
Magenn:
The Mt o it vl peited b pepins
# Account s Amaunt Diascription Cuslomer wmee Billable: Tz
o1 B oo
82 = W oo
O o e -
How Do L..

* Track expenses?

# Enter a bill?

* Track 1099 payments?
» Edit a hill?

Links to definitions

and explanations of terms

Custarmer Billing Info

Freferred

Payment Method:

Terms:|

et cms o g

teworld, .

Preferred| -
Delivery Method:

(s sub-custorne

Back | Incex.

Whatis a sub-customer?
Use sub-customers when you want to enforce a hierarchical
relationship between customers. Sub-customers can represent
many things:

e Jobs

o Projects

e Cases

s Customer locations

e Groups within a larger organization
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Embedded user assistance content

Static snippets of user assistance
throughout the Ul

Dedicated user assistance pane

Notes

Both of the above need to be designed
in from the start

A user assistance specialist must be
involved in the Ul design/creation
process

tcworld

2006

User assistance as part of Ul

™ 100_5128. PG - Microsoft Digital Image Starter Edition 2006 Editor
Eile Edt View Insert Text Format Touchup Effects Tools Help

Common Tesks. | 8] Fies [ stack [T Selection| & SN SO Zoom (=] [ (] | 27|
eate a Photo

&) 02 Thumbnails|E= Details

Click an orientation:

[] @ Partrait

B Select a layout on the right.
To place your picture(s)
on the layout, click Next,

Embedded user
assistance —

or simply part of
the UI?

tcw rld [CHext =] [ cancel | 4 710 % 5.3 Inches x3 ARGE
2006
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New Trends in Online Help

An alternative approach:
Balloon Help

Help balloons overlaid on application

“Proactive” — does not require the user
to request Help

If possible:
adapts to user’s experience and
behaviour

Notes

Less need for the Help author to be
involved in the design of the Ul

However, make require significant
tcw rld planning and coding from developers
2006

Example of Balloon Help

U R I i WL SN NP P NP PR

Proe *PBIER
J E Snaglt Editor [ ]
{] o comeonsr y Balloon may
Text f ol Record H H
f ext from window ecnvr‘des;rean Include Ilnk to
Related Tasks =
t tri-pane Help
J-oy——
¢ Tip: Profile Settings i
1| B romon onecie JpTrofenemer
4 Snaglt offers & widd N
% & Setup Snaglt printer \l‘) capture what is on { B Snagll Help File
i exploring other S .[] as b
1 EE Organize profiles Hide Dack Forwad
b [Show me mare — | |
§ 4[ b
% Prg#E setungs X m_m = TechSmith @(D
Input oubpuk . The Enagh Man Inied, S G
¢ e | B Y NA
: + @ Set Up'You Caphise
5‘77 S __\N_H_K\A,E;,z‘_#tﬁ,_:‘ : Em&;ﬁmn ;\:?wr:.li:g::;:qzrgz:‘? > Using the
+ @k Helhd Srsglt Fashass :

Using the Profile Settings
Pane

tcworld
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New Trends in Online Help

Trend 2:
HTML-based
to XML-based

teworld, .

Reasons for trend towards XML-
based publishing

Increasing demand for single-sourcing
and information re-use
Availability of tools, technologies and
standards — many of them free

— Authoring tools

— Transformation engines

— DITA

— DocBook

Microsoft's new Vista Help
technologies

teworld, .
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Remember:

XML is not a display format

teworld

" _conference2006

Think of it as a way of storing
information in a database

XML is used for rich and semantic
mark-up of source content

For some authoring tools (such as Help
& Manual or Flare) you need not be
aware of the XML code

XML is transformed (usually to HTML
or PDF) for delivery to end-users

XML Transformation process

XML Document

XSLT
~| Processor

XSL-FO XSL-FO
>
doc Formatter

XML with

inline
formatting

\ 4

aifobe
PDF
Doc

I A\

Style sheet
for printed

XSLT
doc

XSLT
doc

HTML
Pages

output

teworld

" _conference2006

Style sheet
for online
output

\4

CSS
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Reasons to move to XML publishing

Requirement for multiple deliverables
from a single source

Requirement to localize for multiple
languages

Desire to use open (non-proprietary)
tools, technologies and standards

teworld, .

Issues with XML

Migrating to XML often requires a
significant up-front investment

Using your own custom Schema/DTD
requires considerable XML and XSLT
expertise

XML-based Help authoring tools are
less mature than HTML-based tools

teworld, .
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Trend 3:
Client-based
to server-based

teworld

" _conference2006

Typical characteristics
of server-based Help

Single point of delivery

Updated as needed
(continuous publishing)

Usage tracking and reporting

Offline version installed to user’s own
hard disk (airplane Help)

teworld

" _conference2006
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New Trends in Online Help

Case study: Microsoft Office 2003

Microsoft's mantra:
“Better when connected”

when connected to the Internet:
Help queries default to server-based

Searching. ..
o, Microsoft Office content
-2 Online

Ll e ol o] )

When not connected:
Help queries are diverted to local CHM

Server based content also available
through Office Online website

User feedback: “Content Watson”

teworld, .

Comparison of online
and offline content

@ wicrosoft Office Outlook Help @ Microsoft Office Outlook Help (=15
IRy © Micrasoft Office Outlook Help

0 =&
About Cc and Bec

About Cc and Bcc

Cc

cc
gcm‘:;;gg‘;bf Cc abbreviation for carbon copy. If you add a
name is visble Ceisan abbrawauun forcaton opy. I you 2d 3 reuulent’s nane o mus soxin mess:%ema ‘;W of the méss?.gfg'sm sent W ‘ﬁamﬂﬂ‘anf T e redients rame
SagE,
o 13 St rectents of e mesaage.
Bcc " Bec
B
o Be Bccis an abbreviation for bind carbon copy. If you add a recipient's name to this
recipients nam|  Becis an abbreviation for biind carbon copy. If you acd a redpient's name to this box ina message a cupy af the message is sent to that reuplent and ma
sn't visble wh box na message 2 copyof e mesagels st ot respien, nc e ients name is not visible to other recipients of the message. If the Bocbox
ient's n; other f the message. If the Boc box \sntws\b\e when you :reate anew message, you can add it.

et veble when you el message, you can 3dd it
b See Also

P SeeAlso

Was thisj
S How can we make this information more helpful?

Back Submit

Contact Us
Privacy Statement

Online Offline (CHM)

(server-based)
teworld, .
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Office Online website

¢ -»-G

L]

ey mersar

Hame

Assistance

Training

Templates

Clip Art and Media
Downloads

Office Marketplace
‘Work Essentials
Microsoft Office System
Deployment Center

Things To Do
Suggest new content

Get answers From other
Office users

Get aur newsletter
Contack Lis

L1 Office Online

2 Microsoft Office Assistance: About Cc and Bec - Mozilla Firefox

File Edit Yiew Go Bookmarks Tools Help  deljcious

@ 5 B e |75 hpujafrice microsoft comjen us/assistanceiPozosse v | @ o [[GL

@ MikeKslly's WebLog : OFfics Online and "Con... ‘ 3 Microsoft Office Assistance: About Cc...

About Cc and Bee

Assistance > Outlook 2003 > E-mail » Creating Messages

See Alsa
Cc Demo: Use Bec bo keep
Ccis an abbreviation for carbon copy. IF you add a recipient’s name to this names off the To ling

box in @ message, a copy of the messags Is sent ta that recpient, and the
recipient's name is visible to other recipients of the message.

[:d

Bec is an abbreviation for blind carbon copy. If you add s recipient's name to
this box in a message, a copy of the message is sent to that recipient, and
the recpient’s name is not visible to other recipients of the message. I the
Bc box isn't visible when you create a new message, you can add it

Was this information helpful?

es Mo 1 don't know

Show or hide the Bec field

teworld, =

Content Watson

teworld, .

An extension of “Crash Watson”
Feedback stored in SQL Server

database and tagged with an Asset ID

Daily asset-level summaries

Authors read comments and make
changes

Also:

fine-tuning of search results is possible

Copyright© Matthew Ellison Consulting 2006
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Trend 4.
Increased competition
for RoboHelp

teworld

" _conference2006

RoboHelp release history

In 11 years from 1992 to 2003,
13 major versions:

—1lto7

— 2000
-9

— 2002

— X3 to X5

In three years since 2003, no major
new versions

teworld

" _conference2006
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Since 2003...

teworld

" _conference2006

2003:
eHelp acquired by Macromedia

2004:
Development of X6 well underway

2005 Q1:
RoboHelp unofficially “sunset”

2005 Q4.

Macromedia merged with Adobe
2006 (April):

Adobe announces there will be a new
version of RoboHelp in 2007

2006 (October)
Beta program for RoboHelp X6 starts

In the same period:

teworld

" _conference2006

MadCap Software forms and releases
versions 1 and 2 of Flare (dubbed as
an XML-based “RoboHelp replacement”)

Quadralay releases XML-based
WebWorks ePublisher Pro

EC Software releases XML-based Help
and Manual v4

ComponentOne releases Doc-to-Help
Enterprise 2006 (with support for
HTML source content)

Innovasys releases XML-based
HelpStudio 2

Copyright© Matthew Ellison Consulting 2006
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New Trends in Online Help

RoboHelp’s current strengths

RoboHelp has many strengths,
including:
— Market share
(de facto industry standard)
— Stability and robustness

— Ease of use for creating standard
tri-pane Help

— Indexing

— Conditional text support
— Headers and footers

— Etc.

teworld, .

RoboHelp’s current key weaknesses

WebHelp’s cross-browser support

— WebHelp pre-dates Win XP SP2,
Firefox, Internet Explorer 7, and other
recent browser releases

Print output

— Hyperlinks are not converted to cross-
references

— Limited control over page layout from
within RoboHelp Ul

— Difficulties in controlling numbered and

bulleted lists
teworld, .
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RoboHelp’s current key weaknesses

teworld

Limited possibilities for information re-

use
— Popups

— Glossary Hotspot Wizard

HTML source code

— Kadov tags

— HTML Help controls
— No semantic mark-up

2006

Source

code example

<!--Metadata

006DC83B9955"

<param name="

<param name="
<param name="
<param name="
<param name="
<param name="
<param name="
<param name="
<param name="
<param name="
<param name="

<param name="

teworld

<param name="'

<param name=""

RoboHelp X5

type="DesignerControl™ startspan

<object CLASSID="clsid:A2F1FA63-C1E6-11d2-9140-

" ID=SeeAlso BORDER=0 style="margin-top: Opx;
margin-bottom: Opx; margin-left: Opx; margin-right: Opx;
vertical-align: baseline;”

align=bottom>

*_Version" value="65536" >

_ExtentX" value="1508" >
'_ExtentY"” value="609" >

*_StockProps™ value="13" >

ForeColor™ value="0" >

‘BackColor" value="14215660" >
‘UseButton™ value="-1" >

UseText" value="0" >
ControlLabel™ value="See Also™ >
Uselcon™ value="0" >

Items"” value="Accounts$$**$$" >
Image” value=""" >

FontInfo" value="Arial,8,0,," >

*_CURRENTFILEPATH™ value=""C:\RoboHTML
Training\Locator\Welcome.htm" >

<param name=""_1D" value="SeeAlso" >
logDisplay™” value="1" >

<param name="

<param name="Frame” value=""" >

>

<param name="Window" value="""

<param name=""ChmFile" value=
<param name="DisableJump™ value="0" >
</object>-->

<OBJECT

CLASSID="clsid:ADB880A6-D8FF-11CF-9377-00AA003B7A11""

I1D="SeeAlso”™ TYPE="application/x-oleobject>

<PARAM  NAME=""Command" VALUE="ALink,MENU"">

<PARAM NAME="Button" VALUE="Text:See Also">

<PARAM NAME="Font™ VALUE="Arial,8,0,,">

<PARAM  NAME="Frame" VALUE=""">

<PARAM  NAME="Ilteml" VALUE=""">

<PARAM NAME="Item2" VALUE="Accounts'>
</0BJECT>

<!--Metadata type="DesignerControl" endspan-->

Doc-to-Help 2006

<BUTTON class=C1HGroupLink
d2hml=""group=Accounts;displayin=menu'>
See Also</BUTTON>

2006
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Trend 5:

Single author to

tcworld, .

collaborative authoring

Madcap Forums :: Index - Mozilla Firefox
File Edit Wiew Go Bookmarks Tools  Help  delicio.us
<::| %‘ @ @ E Tag | http A fForums. madcapsoftware. comyf ¥ @ s @,
e e ocaren e - oergioope - Coy oue | ietarow ey =
Madcap Forums Forum Index
¥ou have no new messages Mark all forums read | View posts since |ast wisit
The time now is Thu Oct 26, 2006 12:41 pm | All times are GMT Wiew your posts | Wiew unsnswersd posts
+ MadCap Flare
Forum Topics Posts  Last Post
. . Thu Oct 26,
General Discussion 2006 11:19
¥ | This forum is for all Flare issues not related to any of the other categories. 318 2030
Moderatars trent the thief. ander, [tinkers8. smarlett, Steves Carsten
Pedersen #01
Getting Started Mon Ock 23,
¥ | This forum is for all Flare issues related to getting started with the application. 5 113 2006 5:49 pm
Moderators trent the thief, andyr, ltinker68, smarlett, Steves Ramong #0
Importing Thu Oct 26,
¥ | This forum is for all Flare Wersions issues related to importing, 83 325 2006 2:25 am
Moderators trent the thief. andyr, ltinkeri8. smarlett, Steved wilzss #0
Styles, Stylesheets and XML "2"55501“1.2150«
¥ | This forum is for all Flare issues related to styles, stylesheets and XML, 161 910 o :
Moderators trent the thief, andyr, ltinker68, srmarlett, Staves Steves #0
DotNet Help Tue Oct 24,
¥ | This forum is for all Flare issues related to the Dothet Help target. 13 83 Z006 33 pm
Moderators trent the thief, andyr, ltinker68, smarlett, Steves petermba #0
Microsoft HTML Help Thu Ot 26,
¥ | This forum is for all Flare issues related to the Microsoft HTML Help target. L 468 2006 £:57 am
Moderators trent the thief. ander, ltinker83. smarlett, Steved wilzss #0
Thu Oct 26,
— wehbHelp Thu O & v
cwor —
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Can we extent this principle to
documentation and online Help?

teworld

What if...

— Readers “subscribed” to the text?
— Readers reviewed the text?

— Readers edited the text and corrected
errors?

— Readers collaboratively wrote the text?

Possible using Wikis

2006

Examp

le of a Wiki: Wikipedia

teworld

¥ Wiesbaden - Wikipedia, the free encyclopedia - Mozilla Firefox

File Edit View Go Bookmarks Tools Help  del.icio.us
I
G- - %‘ E/l\r E3 B8 ae [ W ntmusen.nikiedia orgfuikhesbiaden v| @ a [[CL
Google ~ [wikipedia v | |G search ~ &2 ¥ check + X Autolink - #d options & »
2 Signin/create account A~
article discussion edit this page history
Vour confinued donations kesp Wilipsdia rianing!
: Wiesbaden Coordinates: S0°5 M 15 E
=y
- 1= From YWikipedia, the free encyclopedia
WIKIPEDIA ! o )
The Free Encyclopedia ngslm(len is a city in central Germany. It is the Wiesbaden
navigation capital of the state of Hessen. Wiesbaden is
u Main Page situated on the right {north) bank of the river Rhine,
= Community Portal wis-avig the city of Mainz on the opposite side of
= Featured arficles the river, and a short distance from Frankfurt am
= Current svents Main. Wieshaden has about 274,000 inhabitants;
= Recenl changes in addition, approximately 287 000 U.S. citizens
= Random aricle : X
u Help (largely associated with the American military) live
= Contact Wikipedia in the area
= Donations
Contents [hide]
sgarch
1 History Country Germany
- m 2 Thermal springs and spa State Hessen
m -aarc 3 Culture
Adrministrative region  Darrnstadt
tonlbox 4 Incorporations into Wiesbaden:
. . District urban district
= What links here 5 Historical population: v
Dang

2006
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Facts about Wikipedia

teworld, .

70 articles per hour added

3.8 million entries, 100 languages
Budget of $800,000

1 employee (but 48,000 contributors)

Shown to be almost as accurate and
reliable as Encyclopaedia Britannica,
and...

Constantly revised and updated

Example 1 of Wiki for documentation

navigation
= Main Page

= Cammunity partal
= Currert events
= Recent changes
= Random page

= Help

search

tookox
= YWt links here
= Related changes
= Special pages

pport

¥ Editing CVS--Concurrent Versions System v1.12.12.1: Overview (section) - Edit - Ximbiot - CVS Wiki - Mozilla Firefox EFEX

Fle Edi Yiew &o

G- 8

£2 Editing C¥5--Concurrent Yersions Sys... | (2} Audacity Wiki Home Page - Audacity Wiki ]

Bookmarks  Tools Help  delicin.us

E/ﬂ = EE tac | £R hitp:pximbiot comicvs wikifindex phpztile=Cus--Cancurrent_vers ¥ @ o |[GL

& Create an accourt or log in A~

article discussion edit history

Editing CVS--Concurrent Versions System v1.12.12.1:
Overview (section)
Google O simbistoom © wid

B |7 | Ab|@Y = | vm =

<pr<small:>CVE</smalls is a version control system. Using it, you can
record the history of your source files.
</p>

<pyFor exsmple, bugs sometimes creep in when
software is modified, and you wight not decect the hug

until a long time after you make the modification.

Tith <swall>CV3</small>, you can easily retrieve old versions to see
exactly vhich change caused the bug. This can

sometimes be a big help.

</p>

<p>¥ou could of course save every version of every file

you have ever created. This would

however waste an enormous amount of disk space. <small>CUS</small>
stores all the versions of a file in a single file in a

clever way that only stores the difference between

Dane

teworld, -
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Example 2 of Wiki for documentation

%) Login required to edit - Edit - Audacity Wiki - Mozilla Firefox

Fle Edt Yew Go Bookmarks Tools Help delicin.us

<:II - l_: - @ E/ﬂ = Ea a5 hitp:iaudaciytesm.argiwikijindex phprtite=EffectsTipstaction= v @ o |[GL

£ Cs—Concurrent versions System v1.12.12.... | (b Login required to edit - Edit - Audacit... 8
& Create an accourt or log in A~
article || diseussion edi || history
Login required to edit
You have ta login to edit pages
Return to Main Page
navigation
® Main Page

= Cammunity partal
= Currert events
= Recent changes
= Random page

= Help

= Donations

search

toclbox

= Vet links here
= Related changes
Linlciel i

teworld

2006

Wiki issues

Content needs editing for consistency
and flow

Potential accuracy problem
Accountability

Safety/security issues

Litigation

Difficult to make context-sensitive

teworld, .
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Trend 6:
Multimedia and
“show me” demos

teworld, .

Reasons for trend
towards rich media

Rise of broadband Internet access

World-wide ubiquity of Flash Player
(installed on 97.3% of Internet-
enabled desktops)

Maturity of simulation tools such as
TechSmith’'s Camtasia and Adobe’s

Captivate
teworld, .
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Issues with simulation tools

Simulations are high-maintenance
— Ul changes force re-recording
— Localisation issues

Users do no real work

teworld

2006

An alternative approach —
Guided Interaction

ActiveHelp Ul overlaid )
on web application Third-party '[_00|S
o == (such as ActiveHelp)

2. Select Locati y are becomlng

sales by clicking inside the Location Search

Iél:‘l:i,;;r-olling to see selections, and clicking on your kaﬁ:?m%ﬁ aVaIIable
& T
For multiple selections, hold down the CTRL key
{Macs use Command key) while clicking selections. Specialized i
Click OK when you're done. Search ‘
Admin|Support AISO -
Finalzﬁe b
------- Selectall - Healthcare H
Alabama-Anniston W ACtIVG Content
Alab -B h ic Servic B
labama-Birmingham ;.;:3;,: ervice W|Zard
Technology
R Only this part of | coica in Windows Vista
‘h"""ssﬂ' :‘I"‘L' Category: h I ) Company Hame
- electa Contract|Temp
Accounting/Auditing t Slapp I(?tatlon %ﬂm
Administrative and Support Servig IS active ===
Advertisina/Marketina/Public Reld J—mn'_],fbff,l;d"ce
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Questions?

Matthew Ellison
Consulting

matthew@ellisonconsulting.com

teworld

conference2006

Rhein-Main-Hallen, Wiesbhaden
8—9" November 2006
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