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	QUESTION
	ANSWER

	GENERAL

	I've seen you use EPPO. Can you better illustrate the value you see in it?
	EL: It’s been really helpful in getting us to think about how our users consume our help now that it’s in an online site. I find it a really useful idea to bear in mind when I’m reviewing the content that we imported from Word and also writing new content. It gives me that little nudge to check my introduction works for someone starting on that page, to ensure I’m not assuming too much and include links that might be helpful.
CC: I truly believe that this is essential for user experience for online help. No matter which page the user lands on they know if it’s the right page by the introduction and title and if it’s the wrong page there should be information included to direct the user to where the need to be. My vision is to ensure our users get the right answer the first time and every time. 

	How do reviewers provide feedback for the Help systems? Is there a way for them to add comments to the test Help system?
	EL: For the technical writer review, we use annotations and tracked changes within Flare. For the subject matter expert (SME) review, they usually just email us with any feedback – often they’ll screenshot the part they want changing and explain what they’d like instead. There don’t tend to be many changes from the SMEs so this is sufficient.
CC: Sometimes we may also send the SME a word document (built from Flare) so that they can annotate and track changes if required. 

	Approximately how many developers/development teams does the tech writing team support?
	[bookmark: _GoBack]EL: We’ve got 65-70 developers split across six teams and three locations.

	Do you use the MadCap version control toolset, another Git client, or command line?
	EL: For source control we use Bitbucket as our Git repository, and Sourcetree as our interface. We do all our day to day commits, pulls and pushes via Sourcetree. For the overnight build we use a batch file to do a command line Git pull request, which we schedule via the Windows Task Scheduler.

	What program do you use to create flowcharts?
	EL: Lucidchart (www.lucidchart.com).

	How do you import into MadCap Flare? Do you translate?
	EL: We did one big import from multiple Word documents when we first moved to Flare. We don’t do any translation. 

	Do you use capture for callouts?
	EL: We use Capture to edit our images and add red boxes etc. We don’t have any text callouts on any of our images.

	Did you say you have your style guide built into a template that you can access as you create topics?
	EL: Yes, we have created our own template topics that we select when we’re writing a new topic. These have placeholder text and guidance in. For more information see https://help.madcapsoftware.com/flare2019r2/Content/Flare/Templates/Templates.htm

	Do you use MadCap Flare Analytics? If you do, how is it working?
	CC: We use Google Analytics to look at the number of pageviews, searches and to see when users have clicked buttons (events). 

	I see that you use JIRA. Have you incorporated the Organized Mom Method into JIRA to track the writing tasks and schedules?
	EL: For our internal team tasks (e.g. housekeeping), we just use our shared calendar and team meetings to track those. We use Jira primarily to integrate with the project teams. Each time a new project is added we’ll assign one of the team as the nominated technical writer for that project, so that it’s visible to everyone. We also have a flag that we use to indicate whether we need to be involved (some projects don’t require documentation) and whether the user assistance is in progress/complete etc. 
CC: Having an author and documentation status on each JIRA project has worked really well to ensure we get the required involvement in the projects. We can create our own dashboards and chase handovers if required. Since adding these into JIRA we get involved much earlier on and very rarely get missed off the invite for a handover. 

	Would you be able to share your guidelines? I would like to see what you have in place to compare with what I'm doing.
	EL: The slides we showed in the webinar cover the main areas we focus on (structure, audience, readability etc.) – the detail within the dropdowns just gives a bit more guidance and some examples. These tend to be quite specific to the product/industry we write for so probably aren’t that helpful – I’d recommend coming up with your own so that they’re meaningful/relevant to you.

	Do you support multiple versions simultaneously? If so, how do you handle that?
	EL: We used to, but found that it was more work for very little benefit overall. Our users can take patch updates to older versions of the software so even when we did support separate versions of the help, it didn’t necessarily match the software they were using anyway! For each area of the system we include a version history so that it’s clear what we’ve changed in each release, which helps users on older versions understand what may be different for them. We switched to only publishing one version of the help a few years ago and haven’t had any complaints.

	Do you use MadCap Flare change tracking for the review of the technical writer? Does he see the diff on the internal project?
	EL: Yes, we use Flare tracked changes for the technical writer review. These don’t show in the internal build until they are accepted, so we only use them for minor changes (e.g. spelling mistakes, changing punctuation/capitalisation, that sort of thing). That way the writer can check them over within the topic and (usually) accept them all straight away. For any more significant changes we use annotations to make our suggestions, which lets the original writer keep ownership of their content.

	How many different condition sets are you juggling?
	EL: We have one condition set with 8 conditions in.

	Are you going to share with us your writing guidelines so we can customize our own from yours?
	EL: The slides we showed in the webinar should give you a good starting point to create your own guidelines – you can see the types of things we focus on. I’d recommend creating your own guidelines from there so that they are tailored to the type of product/industry/audience you’re writing for.

	Hi. What version control tool do you use?
	EL: For source control we use Bitbucket as our Git repository, and Sourcetree as our interface. We do all our day to day commits, pulls and pushes via Sourcetree. For the overnight build we use a batch file to do a command line Git pull request, which we schedule via the Windows Task Scheduler.

	What do you mean by "team" - just the user docs team (in which case there's just the two of us) or the assorted teams that we support, in which case it’s worldwide.
	EL: I think this was for the poll so it’s probably a bit late now, sorry! We were looking at the user assistance team.

	Hi, do you use any software for version handling?
	EL: For source control we use Bitbucket as our Git repository, and Sourcetree as our interface. We do all our day to day commits, pulls and pushes via Sourcetree. For the overnight build we use a batch file to do a command line Git pull request, which we schedule via the Windows Task Scheduler. We only publish one version of the help at a time so we don’t need to manage multiple versions of our project.

	Is the SME using a word doc to develop a new "topic"
	EL: We (the technical writers) create new topics within Flare when we start documenting a project. We’ll use information from the SMEs (release notes, design documents, implementation guides etc.) to help us create these, but we write the content ourselves directly in Flare, so there’s nothing to import.

	This is great stuff. Would the team be willing to share this project with the audience?
	EL: Thank you! I’m afraid we can’t share the project as a whole as there is confidential information in there. Hopefully the slides we’ve shown in the webinar will be enough of a starting point for you to develop your own documentation procedures project.

	Our engineers rarely stick to the schedule they've established. As a result, it's nearly impossible for our team to work on a regular timeline. Have you experienced this problem, and how have you adapted to it?
	EL: Yes, we have experienced this – in some cases we’ll be told a project is going into one release, but timescales will change and it will end up going into the next one. The way we handle this is we condition the content we’ve written to hide it (using a ‘Hidden’ condition that is excluded from all our targets). That way we don’t lose our work and we can just remove the condition when the new feature is available.

	Regarding the image showing quarterly releases and monthly publish dates, why only monthly publish dates as opposed to "publish as often as needed"?
	EL: We’ve found that this gives us a more controlled environment to work in, and manages the expectations of the teams we support. If there is something we want/need to publish outside of the monthly dates then we will do an additional publish – we aren’t restricted to just the monthly dates – but in general most things can wait and it helps to reduce the risk associated with publishing on an ad hoc basis.

	What factors made you decide to continue publishing PDFs as opposed to just keeping all content online as HTML?
	EL: We tried just publishing our content online and we got lots of requests for PDFs!
CC: Some of our clients have their own clients who use the software but don’t have access to our support, therefore they like to print or send the guides. We would prefer to just use online but we want to provide what is best for all of our clients. 

	Reviews...annotations or track changes...pros and cons for each?
	EL: I find annotations the easiest to work with, as it can sometimes be hard to see the results of tracked changes until you accept them. I tend to only use tracked changes for minor amendments (e.g. spelling mistakes, changing punctuation/capitalisation, that sort of thing) and use annotations for anything more significant.

	How do you handle requests? Do requests go to your team or to individuals?
	EL: For internal requests (e.g. from other teams within the company) we have a group email and also a slack channel. One of us will answer depending on who is in and who is best placed (we all have different areas of expertise). If it’s not clear who should respond we’ll chat about it internally. We do get some direct requests to individuals where people know it’s within that person’s area.
For external requests (e.g. from our users) we have a separate shared email address that we take turns to monitor.



