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The Holy Grail, Part 1: 

Driving Down Support Calls 

with Truly Helpful Online Help

Tony Vinciguerra



• “Good” documentation

• “That’s the Holy Grail!”

• The two halves

case deflection feature adoption

WHAT IS THE HOLY GRAIL OF TECHNICAL 

DOCUMENTATION?



• 8,000 client sites

• 300,000 users

• 1 version

• 2,220 help topics

• Publish in codebase

• 3 help authors

• 14 tech writers total

ATHENAHEALTH HELP BY THE NUMBERS



• Find opportunities to improve documentation

• Define good documentation objectively

• Prove your documentation’s value

• Team recognition

• Team staffing

• Boost your career

• Show your team’s value (ROI)

Why?

WHY YOU SHOULD SEEK THE GRAIL



• Tighter budgets

• ROI is now a necessity

• All teams are accountable for ROI

• Holy Grail can show your ROI

• You all should be in search of it

THE CHANGING LANDSCAPE OF BUSINESS



At a high level, you’ll need to do the following:

1. Measure readership.

2. Gather support call/case volume data.

3. Continue to measure.

4. Show trends with anonymous data.

5. Show correlation with user-level data.

6. Show causation.

THE PATH TO PART 1 OF THE HOLY GRAIL



NAVIGATING THE PATH

To be successful, you’ll need to be:

• Open-minded

• Tenacious

• Gregarious



Variables include:

• Size of organization

• Types of products

• Tools available and budget

• Staff available

• Relationships with Support, 

IT, and Analytics

GRAILS VARY



DIFFERENT LEVELS OF THE GRAIL



DIFFERENT LEVELS OF THE GRAIL

Skateboard: Anonymous data showing case volume before 

and after edits to one topic

Sports car: Automated user-level data comparison of case 

volume to readership for all topics over time (w/ control group?)

Motorcycle: User-level data comparing case volume to 

readership for many topics over time

Bicycle: User-level data comparing case volume to 

readership of one topic

Scooter: Anonymous data showing case volume before and 

after edits for many topics



Anonymous data showing case volume 

before and after edits to one topic

1. Ask Support for one key case type/“call driver.”

2. Gather call/case data for one month.

3. Identify one associated help topic.

4. Make edits to help topic, advertise topic, or both.

5. Track call/case data over next month.

HOW TO BUILD YOUR SKATEBOARD
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Anonymous data showing trends for many topics

Same as skateboard, except for many topics.

HOW TO BUILD YOUR SCOOTER
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Comparing case volume to readership of one topic

1. Implement tool to track user-level views of help.

2. Ask Support for one key case type/“call driver.”

3. Gather user-level call/case data for one month.

4. Identify one associated help topic.

5. Track readership data of all users who read help topic over same 

one-month period.

6. Analyze correlations between readers and callers.

HOW TO BUILD YOUR BICYCLE



Comparing case volume to readership of one topic

HOW TO BUILD YOUR BICYCLE: EXAMPLE



User-level data comparing case volume to readership 

for many topics over time

Same as bicycle, except for many topics over several months.

1. Identify multiple help topics.

2. Gather user-level call/case data over regular intervals.

HOW TO BUILD YOUR MOTORCYCLE



User-level data comparing case volume to readership 

for many topics over time

HOW TO BUILD YOUR MOTORCYCLE: EXAMPLE



Automated user-level comparison of case volume to 

readership for all topics over time (w/ control group?)

Same as motorcycle, except automated and for all topics.

1. Find all case types that correlate with help topics.

2. Program correlating factors into a data feed.

3. Implement tool to feed data into a dashboard.

4. Re-analyze correlations between readers and callers at regular intervals.
* If allowed, suppress help from a subset of users (control group) to prove causation.

HOW TO BUILD YOUR SPORTS CAR



Automated user-level comparison of case volume to 

readership for all topics over time (w/ control group?)

HOW TO BUILD YOUR SPORTS CAR: EXAMPLE



Ways to boost readership:

• Advertise on your community site.

• Link to your help from release 

documentation.

• Mention help topic in client 

newsletter.

• Refer to help in training.

HOW TO ADVERTISE HELP TOPICS



Google Analytics

Pros:

• Free version

• Can see search terms

• Stores data indefinitely

Cons:

• Manual, not automated

• Does not track searches that 

yielded no result

TRACKING TOOLS: GOOGLE ANALYTICS



MadCap Pulse

Pros:

• Gather metrics over time or 

for a date range

• See what keyword searches 

performed

• Track searches that yielded 

no result

Cons: ???

TRACKING TOOLS: MADCAP PULSE



Elasticsearch

Pros:

• Useful for Flare HTML5

• Individual user data

Cons:

• Performance issues

• Can’t store data for long

• Can’t measure length of “visit”

TRACKING TOOLS: ELASTICSEARCH



Tableau

Pros:

• Combines disparate data 

sources

• Professional visualizations

Cons:

• Expensive

• Steep learning curve

ANALYTICS TOOLS: TABLEAU

Competitors

• SAP

• Qlik

• Cognos

• Oracle BI



• Part-time contractor (?? hrs/wk @ $??/hr) to do:

– Research on tools

– Gathering data

– Crunching numbers

• Tableau Desktop license ($840 for 1-yr license)

• Google Analytics ($0)

• Elasticsearch engine software (from $1,200 to $12,000+ for 1 yr)

• Hardware server to host Elasticsearch (ask your IT department)

• Kibana ($0)

COSTS



“Shut up and show us already!”

THE HOLY GRAIL AT ATHENAHEALTH



• Online help authors

WITH A LITTLE HELP FROM MY FRIENDS

• Support (Service Performance team)

• Business Intelligence team

• Tools experts

• Analysts



• A lesson in keeping your 

ear to the ground

• “You scratch my back…”

BACKGROUND



EXAMPLE OF A MODIFICATION



ATHENAHEALTH’S SKATEBOARD

Aggregate cases 60 days before and after modifications
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ATHENAHEALTH’S SCOOTER

• Showing trends

• Monthly aggregate views before and after modifications

Cases

Pageviews



ATHENAHEALTH’S BICYCLE

Italian cooking



ATHENAHEALTH’S BICYCLE

166 didn’t open case/456 readers = 36%



ATHENAHEALTH’S BICYCLE: 

SHOW YOUR MATH

166 readers didn’t open case ÷ 456 total read help = 36%

What percentage of readers didn’t open a case?

11,274 

didn’t read help, 

opened case

11,567 opened case 456 read help

166 

read help, 

did not 

open case

290 

read help, 

opened case



Replicating and averaging over time

ATHENAHEALTH’S MOTORCYCLE



• Looking at 

timestamps

• Did users create 

a case after they 

read the help?

• Lower % is 

better

ATHENAHEALTH’S ALTERNATIVE 

MOTORCYCLE



Innovation meets automation

• Data tracked automatically

• Automated analytics 

(totals, averages, percentages, deflections)

• Data fed to dashboard

ATHENAHEALTH’S SELF-DRIVING 

SPORTS CAR



• Find opportunities to improve documentation

• Define good documentation objectively

• Prove your documentation’s value

• Team recognition

• Team staffing

• Boost your career

• Show your team’s value (ROI) 

WHY YOU SHOULD SEEK THE GRAIL



My team’s ROI:

• Potentially deflecting 86% of cases

• Estimated $?? per call

• Average 7,077 unique client pageviews daily

X 260 working days in a year = 1,840,020 views per year

X .86 = 1,582,417 potential deflections

X $?? = $??,???,??? annual savings

WHAT IS YOUR TEAM’S ROI?



A gripping tale of:

• Failure

• Tenacity

• Learning

• Success

• More failure

• More tenacity

A QUICK SALES PITCH

Tomorrow
2:50 p.m.

“Increasing Feature 

Usage with Effective 

Release Documentation”



Questions?



Thank you!

https://www.linkedin.com/in/anthonyvinciguerra/


