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	QUESTION
	ANSWER

	GENERAL

	Why no screenshots in the field Help? Just curious...
	For several reasons:
1. Most users access field help while working with the application, so they are already looking at the field when opening the help.
2. Screen shots are hard and expensive to maintain. Especially if your software comes in many languages. In our setup, the topic Heading is automatically changed if developers change the caption in the code, but the screenshot must be re-taken by someone.
3. Once we’re looking beyond field help, any screenshot of an entire window will just show a single specific setup which may or may not be indicative of the user’s scenario. Too often, the screenshots will be suitable for only one persona or module, but not for all the others.

	Is their online help designed to be responsive?
	Yes.
The Skins are responsive by design and the content is topic-based so the topic you read on your tablet or phone should provide the information you need.

	Are you making use of micro-content?
	[bookmark: _GoBack]Not quite there yet. We have tested the feature, but also realized that we need to do some re-structuring of content to make it better.

	Do you use branching?
	Yes.
Every three months when we release a new version of our application, the application code and the documentation is branched off. Occasionally we need to merge changes from our development branch to earlier versions. We use Visual Studio Team Explorer and Source Control Explorer for that. We also have shortcuts in Flare plugins to speed up the procedure.

	For the right-click field help (shift + F1), what was the MadCap Flare mechanism to support the functionality? And to what extent did you need to plan, set up, and maintain the links with the software development team?
	Our approach for Window Help (F1) and Field Help (Shift+F1) is very pragmatic.
Our self-developed HelpBuilder creates the context sensitive Help topics based on the same logic as the F1 and Shift+F1 functionality in the application.
For example, we have a window called Bonds, but it also has a technical name Form-81. So the Help builder creates the topic Form-81.htm. When the user is in the Bonds window and presses F1, the function checks where the user is, which is in Form-81, and opens that topic. Same goes for Fields. So we have one Help topic (.htm) for every Window and Field in the system.
However, the bond ID field appears in many different windows. While the output has a separate field help file for each one of those, they can all be sourced from the same source snippet – or we can branch off individual fields to show a different content, if that’s what we need.

	How many languages does the help system support?
	We currently only produce English and German. We used to have also French. But we could scale it to any number of languages. We would only have to add more build servers, get more Flare build licenses, and replicate the build setup to the additional servers. (We would also have to get the content translated of course)

	How do you integrate the UI into help?
	When it comes to screenshots, see the question and answer about screenshots above.
When it comes to getting window and field help for the window or field you’re in, pressing F1 or SHIFT+F1 will call the respective help topic, see the question and answer about field help above.

	Are you thinking about using chatbots?
	We talked about it, but that would require more resources or better AI than what we have seen so far.
Initial research among users has also found that we have hardly any standard “conversations”. Instead, most questions that could be solved in a conversation are highly specific to the market, the persona, the module, and even the unique setup. So we’d have to have a VERY smart, well-versed chatbot before it would be useful.

	When you mentioned that in Global linking the Conditions might not work, you suggested to move to Snippet level conditions instead. To do this, do you mean have to change the content to snippets and then set conditions at the snippet level?
	To produce two different outputs from the same source topics you normally need:
1. Conditions in your content (Condition A and B).
2. Two targets; On Target A you exclude all content with Condition B, and on Target B you exclude all content with Condition A.
When building the SideNav output, we only have one target. So either we include both A and B or exclude both A and B.
In this case, the trick is to:
· Convert the content to a snippet.
· Split the source topic into two topics, that both include the snippet only.
· On Topic A.htm you set the Snippet conditions to Exclude condition B, and on Topic B.htm you set the Snippet conditions to Exclude condition A.
[image: ]
Using the same approach, you can have different Variable content on Topic A.htm and B.htm.
But note that the content is still in a single snippet, so you avoid multi-sourcing your content.

	Can you clarify how many files you have in these projects?
	The biggest project we have is the SideNav Master build project because we gather all content into this project before build. In that project we have 477,400 topics, 50,800 snippets, and 6,600 images. But no Technical Writer actively work with the content in that project.
The biggest project used for authoring content is the CSH project where we have 50,000+ snippet files.
The biggest project used for user manuals contains 6,700 topics, 1,500 snippets, and 7,250 images, but some files are currently unused.

	Please mention something about Relationship Tables - at least we all have that possibility.
	We use relationship tables in several of the module-specific user manual topics to enhance linking between topics. Relationship tables have two advantages for us: They make it much easier to create and maintain links between topics inside the same project. And they are more robust to build because if the target topic isn’t included in the output for any reason, then the link is not included either. (Manual links usually create a broken link if the target topic is missing.)

	How many topics and snippets total do you manage?
	Some projects contain draft content not yet published, and outdated content not yet deleted. Best guesstimate is based on the content in the SideNav Master build project, excluding the auto generated content, which brings us to:
· 10,000+ Topics
· 50,800 snippets
· 6,600 images

	Do you use images in your help?
	Yes, we do have screenshots where it makes sense and we have other graphics like workflow diagrams and illustrations.

	With all of your CSH topics in one section, do your task-based topics point to any of them? If not do you replicate the page info in the task?
	The individual Technical Writers make the decision to link between related topics. When it makes sense we link from CSH topics to task/conceptual topics or the opposite way. We usually recommend to link from isolated technical window/field help to the richer context of task/conceptual topics.
I am not aware of any Task topics that replicate the content from CSH topics.
However, I am aware of reference topics in user manuals, that use Global Project Linking to import CSH snippet content to re-use that as reference content in that manual.
In this connection it is important to mention that you can use wildcards when specifying files to import from another project. For example a*.png will import all png files that starts with “a”. This also means that if you have a strong and consistent naming convention for your project files, it becomes much easier to use Global Project Linking.

	If this is built every night, how to you prevent draft content from being built?
	We have a number of standard conditions, including DraftOnly and InternalOnly.
Writers MUST use these conditions.
On Targets for public release we then Exclude all files and content with DraftOnly and InternalOnly conditions.

	There are a lot of statement beings made about what users prefer or how users consume your content. Do you have analytics set up to capture that information, or how are you making those determinations?
	Currently we only have assumptions, but these assumptions are based on many years of experience, and experts in the industry, most importantly our product owners and product managers who are accountable for the documentation to the customers. An additional source is the customer support team who hear and relay when the documentation does or does not work well. So we currently have no metrics, but very qualified feedback just the same.
We want to be more data driven, but currently our clients install the Help behind their firewalls, so we cannot extract information from there
Once we get more users on the central cloud-based Help, we can start tracking. We have tested the Analytics feature provided by MadCap and it has already given us a lot of interesting information, but only from our own internal use, that is consultants, testers, developers and so on.

	Why did SimCorp need to create HelpBuilder? What problem did it solve?
	The HelpBuilder was developed long time before Kai Weber and Mads Sørensen started at SimCorp, and long before we migrated to MadCap Flare. We managed to reuse the most critical parts when moving to MadCap Flare.
Back then it served a number of purposes:
1. It automatically detected new application objects, created the topic, and “notified” writers about the need for documentation.
2. It ensured that the Titles/Headings of the CSH topics always matched the name/caption of the application object. 
3. It served as a content management system for the CSH Help. From the HelpBuilder UI, the Technical Writers and Developers could open a topic in Word and add content.
4. It included the build engine to build the CHM file used as the Help.
Today we only use number one and two. Three and four have been replaced by MadCap Flare.
Today the HelpBuilder auto generates the topic files, which means that we don’t have to create and maintain topic files whenever a new application object is added, deleted, or changed. We also avoid maintaining the Titles/Headings on 450,000+ topic files. The HelpBuilder also produces a complete list of application objects, responsible development team, and indication of whether the object has been documented.

	Have you considered MadCap Central for source control?
	We briefly looked at it, but because we already have a good internal setup in our Product Development division, with many source control experts, we do not feel the need.
If you are a smaller company, with no existing setup or experts, then I believe it makes good sense to use MadCap Central, because you get all features you need out of the box.

	Is HelpBuilder a third-party tool?
	No, HelpBuilder is our own internal tool, developed and maintained by our own product development division. So it cannot be used in other companies as-is.
But the principle behind it can be used in other companies. We still hear about Technical Writers around the world who manually maintain the CSH topics, including the alignment of Titles/Headings, and who have to do a lot of manual work to map the application objects to the content. The HelpBuilder automates all that for us.

	How you do the Shift F1 help?
	There is a one-to-one relationship between application objects and CSH Help topics:
Form-1 calls Form-1.htm
Form-1 Field-11 calls Form-1 Field-11.htm and so on.

	Regarding the runtime merge... MadCap Help Files tell us that runtime merge isn't supported with HTML5 outputs, has that changed?
	Both TriPane, SideNavigation and TopNavigation is HTML5 outputs.
But runtime merge is not (yet) supported with SideNavigation and TopNavigation outputs. I believe that MadCap is working on that part.

	At what point are the import files used? Are they all used to create the output or just selected ones depending on the output?
	In our SideNav Master build setup, we import all the files we want in the output, and we use all the files that we import.

	Where did you go to get the tool bar add-ons like the Notepad++ connection?
	That plugin is called the Automator Plugin.
For more information, see https://www.improvementsoft.com/content/home.htm

	Are you using MadCap Lingo for translation?
	No, we do not use Lingo.
When migrating to MadCap we already had a setup that our translators like, so we just continued with that.
We export files from Flare, translate files with Trados, import files back into a language version of the project.

	How much support did MadCap Software provide for all this set up?
	Before migrating to MadCap Flare, we sent out a requirements specification with approx. 180 requirements.
MadCap provided information about how we could fulfill our needs, but the setup is 100% home made.

	What kind of information is stored under the Release Information Topic?
	 The Release Information contains:
· Release Notes – an extensive description of all the new features in that version.
· Changes to tables and views – clients set up their own data imports, data exports, and reports, so they need information about changes in the database that may affect their setups.
· Check before upgrade and Conversion issues – SimCorp Dimension is a huge and complex system, so an upgrade is not like upgrading for example MadCap Flare. Clients need information about architectural changes that may affect their installation, and often they have to make manual changes to upgrade. This area explains the areas affected and what needs to be done during the upgrade.

	Are you using MadCap Flare to create a database of context sensitive help that plugs into the app?
	We don’t create a database.
The HelpBuilder auto generates the htm topic files, including content merged from CSH snippet files, and all those htm files become part of the TriPane or SideNav output.
In the application setup, you just point to the root of the Help installation, and the F1 and Shitf+F1 functionality then automatically finds the correct CSH topic in the output.
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