
Designing the Documentation User 
Experience to Speed Information 
Mark Metcalfe, Documentation Director 



INFORMATION 
About Ektron's Web Content Management platform  
• speeds time-to-web, drives business outcomes, and builds 

customer loyalty through software that powers corporate 
websites, intranet portals, and social communities. 

• helps its customers deliver compelling experiences to their 
audiences through all digital channels - including websites, 
mobile devices and social networks - by using content to 
engage consumers, drive business outcomes, and further 
revenue growth. 

• enables companies to create, deploy, and manage 
enterprise-scale, global, personalized websites. 



INFORMATION 
About Mark Metcalfe 
• Documentation Director at Ektron 
• Technical writer and manager over several decades 
• Occasional Blog: 

http://geekswithblogs.net/TechnicalWriting/Default.aspx 
 

About Ektron Documentation 
• Focused on online documentation experience (Web and 

mobile) 
• Hybrid of progressive disclosure and topic-based information 
• 2230 (PDF) pages about Ektron’s primary Web CMS software 
• Published on the Web – flexible updates (“at will”) 

 
 

http://geekswithblogs.net/TechnicalWriting/Default.aspx


FINDING THE CHEESE 
How easy do we make it to find 

information? 



DESIGN AFFECTS 
INFORMATION FLOW 

Documentation can organically grow like an old city.  
Logical design improves directions and traffic. 

Boston Manhattan 



REDESIGN LOSSES AND GAINS 

 

See  Haussmann’s Renovation of Paris - http://en.wikipedia.org/wiki/Haussmann's_renovation_of_Paris 

http://en.wikipedia.org/wiki/Haussmann's_renovation_of_Paris
http://en.wikipedia.org/wiki/Haussmann's_renovation_of_Paris
http://en.wikipedia.org/wiki/Haussmann's_renovation_of_Paris
http://en.wikipedia.org/wiki/Haussmann's_renovation_of_Paris


 

 

  



MISSION 
 
 

To provide useful information 
that is easy to access and navigate. 



EKTRON DOCUMENTATION 

 











<MadCap:dropDown><MadCap:dropDownHead MadCap:conditions="Conditions.All_online"> 
    <MadCap:dropDownHotspot>Adding a video to a post</MadCap:dropDownHotspot> 
</MadCap:dropDownHead> 
     <MadCap:dropDownBody> 
           <h2><a name=“add_video"></a>Adding Video to a Post</h2> 
                 <ol> 
                     <li>Click <b>Insert Embedded Video</b> (icon-image) in a forum post. The Insert Embedded Media screen 
appears. </li> 
                     <li>Add your embedded HTML code. For example: 
                        <MadCap:dropDown><MadCap:dropDownHead MadCap:conditions="Conditions.All_online"> 
                           <MadCap:dropDownHotspot>—Code—</MadCap:dropDownHotspot></MadCap:dropDownHead> 
                           <MadCap:dropDownBody> 
                               <p><pre xml:space="preserve">code removed from demo</pre></p> 
                           </MadCap:dropDownBody> 
                          </MadCap:dropDown></li> 
                     <li>Click <b>Insert</b>. The video is embedded in the content. 
                       <MadCap:dropDown><MadCap:dropDownHead MadCap:conditions="Conditions.All_online"> 
                            <MadCap:dropDownHotspot>—Image—</MadCap:dropDownHotspot></MadCap:dropDownHead> 
                            <MadCap:dropDownBody> 
                                 <p><img src="../Editor/Aloha_Images/sample_embedded_video.png" alt="" title="" /></p> 
                            </MadCap:dropDownBody> 
                        </MadCap:dropDown></li> 
                    </ol> 
    </MadCap:dropDownBody> 
</MadCap:dropDown> 



 
 

Flare Demonstration 



CONSIDERATIONS 
• You can go overboard with drop-

downs. (Make exceptions to the rule.) 
• Hybrid approach provides huge 

maintenance savings! 
• Be careful with copy and paste of 

items in a drop down. (Causes “Missing 
dropdown effect” errors.) 



www.ektron.com/documentation 
www.madcapsoftware.com/casestudy/Ektron.aspx 

Contact Information 
Mark Metcalfe, Documentation Director 
mark.metcalfe@ektron.com 
542 Amherst St. 
Nashua, NH 03063 



 
 

$100 OFF            TRAINING 
 

Thanks for attending today’s webinar!  
 

As a webinar attendee, receive $100 off any MadCap Training 
Course:  

 
Discount Code MAD100* 

 
For available training courses and to receive your discount, contact: 

sales@MadCapSoftware.com  
+1 858.320.0387 opt. 1 

*Valid for any current or future training course reserved by November 30, 2013. Certain restrictions apply. 





QUESTIONS? 

Take it for a spin, yourself! 
1. Go to www.Ektron.com/Documentation 
2. Scroll down to the EKTRON 9.00 section 
3. Click on the Web link 
 

http://www.ektron.com/Documentation
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