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	GENERAL

	Jess: How do you share "single-source content" with other groups when they don't use MadCap Flare?
	Jess: This is still something we’re working on moving toward, but for groups that don’t use Flare, we’re planning to output our content somewhere other groups can access and reference.

	Jess: Wow, Jess described my situation exactly. How has she integrated MadCap Software with the existing Support ticket and knowledge base platform?
	Jess: We moved all our articles off of the old system and into Flare. For tickets, because the contact support page is in the same domain as our articles, we can track in Google Analytics how people move through the site and if they end up there or not.
For our internal documentation, we’re planning to move it all into Flare, then publish it through Central with private logins. Each advocate would get their own login credentials in order to access it.

	Paul:  Was that landing page done in a MadCap Flare project? And are all the different documentation sets listed on the landing page in separate projects?
	Paul: I’m guessing this question has to do with the internal landing page pointing to all of our MadCap documentation. Yes, it was done in Flare. It’s just a project with a single topic. And yes, the links on that landing page point to separate outputs (some private, some not), and each of those outputs comes from a separate Flare project.

	What's your best advice in getting team members to transition to learning and becoming fluent in MadCap Flare and away from Word in a very busy environment where Word is the go-to (with familiar being faster)?
	Paul: 
1. Take advantage of Flare’s training classes.The introductory class is live and instructor led, and it’s free. The upcoming schedule (and recorded self-paced option) can be found here: https://www.madcapsoftware.com/services/training/introductory-training-course/
2. Work through the tutorials and watch the videos from the Flare online Help.
3. Create small test projects and mess around with different features to see what they do.In addition to the built in project templates, we have a project template page on our site that has a number of templates with different designs, that can be downloaded free of charge and further customized to meet your branding requirements. 
4. See the Key Features topic in the online Help. You don’t have to master all of Flare overnight, but focus especially on learning about the main stuff that almost everyone has to use (e.g., conditions, snippets, TOCs, targets).
5. Call or email us to set up a time to chat with our Customer Success team - always happy to walk through questions or features
Kate:
1. I second everything Paul said.
2. Remember that familiar is faster initially, but not in the long-run. Have new team members take the time to learn Flare so they can build projects efficiently. Single-sourcing in Flare is WAY faster than duplicating content in Word.

Jenni: 
1. I also second everything Paul said. 
2. I had my team run through Flare’s Getting Started Tutorial, when we began converting, and all new hires do it when they join our team. It seems like a really effective tool.
3. I also second Kate’s second comment - faster long term is what matters. As such, Flare is the default - I don’t really give my team the option of Word anymore.

	When you get back to discussing analytics, I would love to hear how these companies are measuring deflection (where a user finds the content and doesn't need to create a ticket, use chat, or contact support - since those interactions cost more). And are they able to do this with public content (where they don't have to authenticate into a site)? 
	Kate: We are not measuring this and I’m not sure that there is really a good way for us to measure it. But our help usage has gone up since customer support started distributing the help link in emails to customers, so I like to think that people are using the links at least a little instead of (or at least in addition to) making calls to support. Like Paul, I also create microcontent based on searches with no results (using Central analytics).
Jenni: This is unfortunately something we don’t measure. In part, because we don’t have internet accessible HTML content. Our team makes an effort to handle this qualitatively at least though, and I make sure to follow through and get feedback when we do get specific requests for improved documentation.

Luciana: Documentation and Support work closely analyzing the most complex topics that have the highest rates of ticketing, then we would focus on specific content enhancement projects, and once the new content is provided, we verify with analytics and feedback.

Jess: We track this through Google Analytics, but it’s not perfect. It gives us an idea of how people move through the site and if they end up on the contact support page, but it’s still only an estimate of case deflection.

Paul: I wish we had a formal, high-tech way of doing this, but right now we don’t. I just know that a lot of users call support right away if they can’t find what they need in the Help. So if I’m at least able to create new content or targeted micro content based on common searches, I know that it’s likely to reduce that number some. For this I use MadCap Central Analytics since the data is quick and immediate. I wish I had numbers, or a way to measure it, but right now I just don’t.

	We are considering moving from .CHM to HTML5 for our in-product Help links (currently online is available but not connected). How would that work with a private site? For example, if a customer clicks for help on a context-sensitive field, is the context-specific link lost due to having to log in? Or can they log in once and then the links work as expected?
	Paul: Once they’re logged in, they should remain logged in until they log out. So the links should work fine. I haven’t tested CSH on private output yet, but I have not heard of any restrictions that would prevent it from working.

	Any guidelines for creating chatbot content?
	Paul: Chatbot is one of those things where Flare gets you part way there. It lets you create and manage the phrase/response combinations, which actually is one of the harder parts of dealing with a chat bot. Right now Flare doesn’t provide a way to create the chat bot from a Flare project. You need to use third-party software for that, and there are multiple choices out there on the market. Once you figure out what to do in that third-party software, you’ll want to point to Flare’s micro content output files, which are located in the MicroContent folder located in your Output folder. 

	Are there any plans to allow sharing of the analytics within the organization?
	Paul: I’m not sure if I understand the question exactly, but the way Central works right now is that any author on the license can go to the Analytics page and see the results. Also, there is a little button in the toolbar of the Analytics page that lets you download the data to a CSV file and send it to whomever you want. If there’s something beyond that which you’re looking for, please let us know!

	Can MadCap Flare integrate with solutions like Walk Me or AppCues?

	Kate: Flare doesn’t have a native integration with WalkMe, but I spoke with someone about this in the MadCap Flare User Group Slack channel. He wanted to provide users with search results from the WalkMe widget. WalkMe can do this by accessing and querying indexed Flare content. I don’t have any more information than this, but it does sound like it’s possible.

	How has MadCap Flare helped you (if applicable) in creating a Wikipedia-type environment where people can access, jump between, and even export to .PDF (say, for new HR on-boarding) content, with images/videos/.GIFs on one side and text on the other? 
	Paul: I haven’t implemented any wiki kind of environment, and I don’t think most Flare authors have either. I do know that it has been talked about, but at this time there isn’t really any functionality to assist you with doing like that specifically. As for the structure of having content on one side and visuals on the other side, I use responsive layouts in Flare to get that effect, with the chunks of content stacking on top of one another when viewed on a smaller screen. Some people like to use flexbox instead, but Flare doesn’t have any UI to help you with that; you would have to edit the markup in the text editor.

	Can MadCap Contributor be used by SMEs to update text popups or text field? 
	If the text popup was added by the Flare author and sent to the SME for review, the SME using MadCap Contributor can edit the popup. 

	What do you use to create those GIFs that are embedded in MadCap Flare?
	Paul: I use a free third-party tool called LICEcap. I just did a Google search for popular tools that were free and had what I needed (e.g., easy to use, could loop). I don’t know why it’s named LICEcap. I guess CRABpants was taken.
Kate: I use SnagIt for GIFs. Thinking about it doesn’t make me feel itchy. :)
Jenni: We also use SnagIt.

	Jess: How do you drive your users to help articles first, vs just submitting tickets?
	Jess: We try to use SEO to our advantage so when people Google questions, the correct help article comes up instead of just the general “contact support” page. For every avenue of contacting support, we still offer other suggestions on the page for help articles, community forums, etc. that might answer their question immediately instead of having to contact support. We’ve been looking at some other support pages that have you select what the issue is before you can contact support and then offer up the exact article that might answer their question (and then they have to turn down that suggestion and continue on before they can actually contact an agent). We haven’t implemented that yet though.

	Paul: Why did you decide to put your topic menu proxy at the top of the article vs in a “sticky” right-hand side panel?
	Paul: My graphic designer had that in her mockup, and I trust her judgment, so that’s what I did. One of the benefits of having it there is that I don’t have to worry about it taking up space on the right and flowing text behind it, or making my main content space too narrow.

	Paul: Can you provide an example of using/setting up snippets in a responsive layout? Example: "Click" in web, "press" in mobile.  I keep having "Press" display in web.
	Paul: Sure. The example you mention really has to do with responsive conditions. Snippets would just be an optional part of that (e.g., if you had conditioned phrases that you used all over the place, you could put them in snippets). I actually have an example of using responsive conditions for “tap” vs. “click” in this topic:
https://help.madcapsoftware.com/flare2020/Content/Flare/Conditions/Other-Information/Responsive-Conditions.htm

	Paul: I'd be interested in hearing more about how Paul is creating his navigation menus in snippets--where he said he adds them to a snippet so he can change it only once.  Maybe a link to an article he's written about it or something?
	Paul: Okay, I think you’re talking about the menu proxies that I put in snippets and then insert them where needed? The other possibility is that you are asking about the responsive layouts that I put into snippets, insert them, convert them to text, then replace the content. Either way, I could write some blog posts to give you the steps to what I’m doing. There’s a little too much detail to provide here, but in both cases the idea is quite simple. I’m just creating a new snippet, putting whatever I want into it (e.g., a menu proxy, a responsive layout structure, text) and storing it in my Snippets folder. Stay tuned for one or two blog posts.

	Paul: Do you have a help topic that will help us make the micro content display in an obvious coloured box as in change the background colour?
	Paul: Yes. I mean, I don’t have that specific situation where I’m displaying micro content in a colored box. But it’s all about setting styles that are specific for micro content. In other words, when the content is viewed in the full topic, it will be displayed in one way, but when viewed as micro content it will be displayed another way. See this topic for details:
https://help.madcapsoftware.com/flare2020/Content/Flare/Micro-Content/Other-Activities/Single-Sourcing-Micro-Content-Using-Styles.htm
So in your case, I’d probably create a div tag associated with a div class in my stylesheet, then put my content in that div in the XML Editor. If you wanted the content to look normal in the full topic, you’d just leave the background color property alone, but for the micro content stylesheet you can give that same div class background property a color.

	Jess & Paul: Do you have any analytics on if users watch videos? We like to add short videos that compliment written steps. Is this worthwhile?
	Jess: Unfortunately we don’t have anything to track that! However, I know at one point our team did purchase some kind of software that shows where people spent the most time on a page. It color-coded what part of the page they stopped at, where their cursor spent the most time, things like that. It might give you an idea of whether people are stopping to watch the video or not, but I’m not sure what the software was called or how exactly it worked.
Paul: No, sorry, we don’t have anything that specifically targets video files. However, I suppose you could create a simple topic that just contains a video and link to that topic from other places in your project. In that case, you would be able to tell using MadCap Central analytics when and how many times someone is going to that video topic.
Kate: If you host videos on YouTube, each video has an Analytics button that gives you some great information on views, audience retention, etc. 

	Jess: Are you creating 'log a ticket' content via a madcap product?
	Jess: No, the contact support page is hosted through Salesforce, I believe. We host the help articles, user manuals, and (eventually) our internal knowledge base through Flare.

	Paul & Jennifer:  Is there any functionality that allows a user to fill in a checklist and save it or convert to PDF? We have transitioned our instructions to all HTML but still have a need for a checklist and I haven’t been able to find a way to integrate this into the MadCap Flare project. For example, tick they have done the step and at the end generate a checklist to save.

	Paul: I know you can use the form tag in Flare to create interactive forms, but I’m not sure if that will do what you want, and it could be tricky to put together. However… it’s always possible that we could be looking at stuff related to your request for the future. No promises, but we’re aware of the need.

	Luciana: What is the functionality you used to have the feedback incorporated at the bottom of every page please? 

	Luciana: We used JavaScript for it, and it sends all the information as events to Google Analytics.

	Paul: Why did you move away from dropdowns and into using the mini TOC at the top of the page?

	Paul: The main reason is that as I got more into micro content, I realized it was much easier when I didn’t have to navigate around my drop-down hotspots. It was possible, and I did it at first, but it was too clunky. Plus, I heard from some users that they didn’t like having to expand everything to search on that browser page. A final reason is that I had a lot of nested drop-downs because some topics were just kind of long. And it was always difficult to set rules about when to create a nested drop-down vs. just leave the text alone in first-level drop-down. 

	How does the private output work with Elasticsearch?
	Jen: When projects are bound to Central, Central automatically becomes a publishing destination. So you can still set up elasticsearch as you normally would. From the Publishing tab in the Flare target, you can choose Central as the destination, and choose your elasticsearch URL.  From there you can publish directly to Central from Flare, and create a Central site that is either private or public.  

	[bookmark: _heading=h.30j0zll]Jennifer: Is there an extra fee for MadCap Central analytics?
	Yes, Central is $109 per month, per author.  You can track as many targets as you want, with that account. The number of author seats needed will depend on who you want to log into Central from Flare to manage the analytics. 

	Can we get some info on how many writers are on everyone's team? And do they have graphic designers or web designers on the docs teams?
	Kate: I am the only writer in my division, but there are other writers in other divisions at Maxar. I’m not sure how many there are in total. We don’t have any graphic designers for the docs teams, but the marketing department will help us out if we have an urgent need. For the most part, I design everything myself using Flare, referencing the branding guidelines passed down from marketing.

Jenni: We have 4 technical writers, counting myself. No graphic designers or web designers. Although one of our writers is a former software engineer and I hired her strategically in part because of her engineering experience (she’s also a great writer of course). I really recommend trying to hire so that writers have specialties if you can. For example, one member of my team has a software engineering specialty, one has experience with graphic design, one is our grammar guru, etc. We also collaborate with marketing as needed.

Luciana: I managed a team of about 20 Technical Writers and Technical Translators. We worked with all of Flare´s resources + css + Marketing Agency for the design of the Documentation Portal.    

Jess: Our team is surprisingly small! We have 3 technical writers (including myself) who work on external documentation, a localization specialist who manages sending and receiving translations, 2 technical writers who work on internal documentation, plus our manager who helps out wherever needed. We don’t have any graphic designers or web designers on our team, but I sometimes request help from a designer on an adjacent team. To be honest though, I’m able to do most of what I need by myself through Flare. She helped out more in the beginning when we were coming up with the overall design, but now I adjust everything myself as needed.

Paul: MadCap is a private company, so they don’t like us to share info like that. If I was given permission, I’d be happy to tell you. It’s one of the most common questions I get. 

	Jess: How did you know nobody was using the side menu? Was that Central analytics or Google analytics?

	Jess: That was actually from a combination of user testing and Google Analytics. The old sidebar is from pre-Flare, so we didn’t have any Central analytics for that.

	Jess: How do you ensure that all authors can find content for reuse? Content reuse is great, but all writers need to know what content already exists.
	Jess: Mostly just organization. Flare makes it pretty obvious when something is a snippet, so it’s easy to see when that’s single-sourced. All our articles are standalone topics that include snippets as needed. Our user manuals are made up of dozens of individual topics, so we can pretty easily reorganize or edit those. When we’re creating a new user manual, we usually copy an older one, then just move topics in and out of it, using conditions and variables to update it for the new product.

	A question to those who use Google Analytics: Have you also implemented a Cookie Manager for GDPR compliance in Europe? If yes, which one and how?
	Jess: Sorry, I have no idea! We have a Google Analytics team who handles all that stuff. They just give me the code to insert in the page and the data magically shows up in our GA accounts. :)

	Paul: What is a code snippet?
	Paul: Ah, a code snippet is super cool. It’s for writers who need to share info about code in different programming languages in their documentation. But it’s a pain to write and format it in the XML Editor, so using a new Code Snippet Editor, you can just paste or write the code, select the appropriate language, and click OK. Flare formats it for you with the correct syntax highlighting for that language. And Flare even provides a simple Copy link that lets end users copy the code and paste it wherever they want. I use code snippets all over the place in the Flare Help. Here is a topic about it:
https://help.madcapsoftware.com/flare2020/Content/Flare/Code-Snippets/Creating-Inserting-Code-Snippets.htm

	What tool is everyone using to get analytics on their online help content?
	Kate: Google Analytics and MadCap Central

Jenni: NA - We don’t have online help content currently.

Luciana: Google Analytics 

Jess: We use a combination of Google Analytics and MadCap Central
Paul: MadCap Central

	How do you get other teams in your company to reuse content if they don't use MadCap Flare?
	Paul: I think the answer depends on whether you’re talking about authors on other teams that happen to be using a different tool, or other people in your company who typically wouldn’t be Flare users. If it’s authors, I would probably talk to them, find out what their pain points are for the tool(s) they’re using and what they like about it. Then answer those arguments with what Flare can do to try to persuade them (reach out to Jen, she can help). If it’s other people in your company, well, it’s probably not too realistic to expect them to learn and use Flare. At MadCap, different departments leverage my content, but it’s not like they’re getting access to my Flare project to retrieve it. It’s mostly what I showed on the webinar where I provide them with links to my latest documentation as it is being developed. I just need to make sure I communicate with them so they have the absolute latest info, and then it’s mostly copy and paste on their end. Content reuse is great when you’re within the boundaries of Flare, but once you get out of that, I don’t know of a great way to do it. 
Kate: Other technical writers in Maxar write about completely different products than I do, so they don’t really need to reuse any of my content (and as far as I know, no one else is using Flare at this time). However, I do work with marketing and sales from time to time to produce sales slicks and video content. In these cases, they’ll use my content to make sure the messaging for new product features is consistent. In the same way that Paul does, I’ll give them links to docs that are under development so they can produce their content before the product is released.
Jenni: Mostly internal marketing, meaning when I hear about it I reach out and see if we can share content somehow. More and more this looks like us “owning” the document, and then publishing to word if other departments need to edit or write, and reimport that to Flare. We also just do PDF feedback if edits are minor and integrate the changes ourselves. It does mean a little more work for our team, but the efficiency it produces company wide has been viewed incredibly positively and has had other benefits for my team.

	How do you get feedback from clients on your documentation?
	Kate: We mostly rely on feedback from customer support. Customers will generally let CS know if there are any problems. 
Jenni: Feedback comes from customers via customer support and project managers.
Jess: We have a web designer who often does user testing with customers. We also used to have a thumbs up/thumbs down button at the end of articles (“Did this answer your question?”) with an area for them to write comments. The data would all get sent to Google Analytics. We haven’t gotten a chance to figure out how to implement this in Flare yet, but it was helpful in the past and one of the things I want to add. For our internal documentation, we often talk to the advocates and do side-by-sides with them to figure out how they’re using it and any issues that come up.
Luciana: Feedback comes from a resource provided in each page of the online documentation, where the user can rate as positive or negative, and also leave written feedback. The Support team provides the Documentation team with feedback from a ticketing system upon the content available on the Documentation Portal, and once a year a survey is held among clients to identify enhancement opportunities. 

	Paul: Do you have a tutorial on how to use source control branching?
	Paul: Not yet, but I’ve written about it in the Help. I’ll see what I can do about a tutorial. In the meantime, here’s some info:
https://help.madcapsoftware.com/flare2020/Content/Flare/Architecture/External-Architecture/Source-Control.htm
https://help.madcapsoftware.com/flare2020/Content/Flare/Source-Control/Git/Other-Activities/Branch-Tasks-Git.htm

	Paul: Are there specific hosting requirements in order to leverage the analytics feature through MadCap Central?
	Paul: Not really. All you need is a Central account. Central Analytics work on Flare projects uploaded to Central, or with projects completely independent of Central and managed/hosted on your own servers.With the Central account, you can track Flare targets, and use Central as your window into the data. Also, the client must be able to communicate with Central, which is generally just an internet connection

	Has anyone used MadCap Flare to house content for RFPs?  If so, can someone speak to the benefits in terms of efficiency?
	Kate: I have not, but as a former proposal writer, I can see where Flare would be an awesome tool for RFPs. You could easily use Flare’s snippet capabilities to store common answers to RFP templates. You could use conditioning for answers that have multiple variations, or if you have nuances for different formats. Variables would be a dream for easily plugging in a company’s name and other short boilerplate information. Creating topic-based answers for document sections instead of one several-hundred page document would make navigating the RFP easier in general (how much time I lost just scrolling!). And using styles and page layouts would be so much easier than trying to mess with Word’s finicky formatting options. 

	So micro-content truly enhances the search functionality? 
	Yes! It gives users a curated answer that you can control.


	Is it only micro-content that is discoverable in Dropdown content? Or was that a general enhancement for all content?
	Paul: I’m not exactly sure if I’m understanding the question fully, but it might have to do with my comments about moving away from drop-downs in my online documentation. You can use micro content and drop-downs together, no problem. The issue I had was that I didn’t want my drop-down hotspots to appear as drop-downs in the micro content search results, but only in the full topics. I was able to accomplish this with styles, but it was a little cumbersome, so that’s one reason why I stopped using drop-downs for the most part.

	In looking to improve usability, did any of the presenters do a survey first? Or what information did they use to make those decisions?
	Kate: We did not survey customers, but I did work with our product owners regarding layout changes. At the time, I was also reshuffling a poorly designed table of contents from 5 very (very) long topics into several shorter topics, so the product owners helped me figure out exactly where information belonged.
Jess: When we started looking at doing a redesign, our web designer brought in a bunch of people to do user testing. We also used Google Analytics to figure out what was being used and what wasn’t.

	Do you find the enhancements intuitive enough to be user-friendly, or do you have a "check out our cool new usability features" set of instructions?
	Jess: We personally didn’t include any sort of announcements for our users when we released our redesign, but we did talk to all the advocates beforehand and did some demos so they knew what to expect.

	So if you are using drop downs, how is this working out with screen readers for accessibility issues when items aren't exposed on screen? Also, how about finding targets in search...as Paul noted was an issue in using the drop downs in MadCap Flare online help?
	Jess: Totally a concern! That’s one of the reasons we included the “expand all” button. Eventually, we may do a combination with everything expanded, but a menu of the different sections over in a box on the right. It helps that most customers find our articles via searching so the applicable drop-downs are automatically expanded.

	Can you please explain what a chatbot is?
	Luciana: Chatbots are programs that use Artificial Intelligence (AI) to provide information for the user in a conversational manner, simulating a conversation with a human being. One of the objectives of a chatbot is to help Support teams gain scale when answering questions that are frequent, and that are time consuming.
A smart chatbot needs a reliable source of information that feeds it, and to be constantly updated.  





