




My site:

• Fitbit customer help site

• Receives around 5-

10,000,000 views per month

• Made up of 130+ articles 

designed to allow customers 

self-help

• Currently have English + 11 

other languages

Introduction

Me:

• Tech writer at Fitbit (now 

part of Google)

• Little to no experience 

with HTML, CSS, and 

Javascript

• Learned on the job and 

now work as the 

publishing tech lead for 

my team



• Zero single-sourcing

• Very little control over the formatting of the page

• No way to quickly spin up new sites as needed

• Salesforce plugin for localization broke often

• Prepping for new releases was problematic and prone to error

• PDF manuals were time-consuming to create

Why move from Salesforce to MadCap Flare?



• Help site was hosted and 

published through Salesforce

• Manuals were created with 

MS Word

• Redirects were handled by 

another team

• Analytics were provided 

through Google Analytics

• No single-sourcing

Before



After



Journey of how we got there: 

A series of challenges and solutions

1) Accessing MadCap Flare on a Mac

2) Migrating the content

3) Attaching localizations

4) Testing the site

5) URLs and redirects

6) Meeting accessibility requirements

7) Gathering analytics and feedback



• First solution: virtual Windows desktop

– Con: Too slow on older Macs

• Second solution: shared remote Windows desktop

– Con: Not available when we moved to Google tools

• Third solution: individual Google Cloudtop virtual 

desktops

– Con: Slightly slower than the remote desktop when building 

projects and had to create new workflows for localization 

Challenge 1: Accessing MadCap Flare on a Mac



Google Cloudtop



• First solution: Salesforce Connect

– Con: We didn’t want to keep paying for our Salesforce licenses and 

the plugin didn’t see/attach to our localized articles in Salesforce

• Second solution: automatically import content

– Con: We had a lot of customized javascript in Salesforce that didn’t 

automatically work in Flare

• Third solution: manually move content

– Con: Very time-consuming, but worth it

Challenge 2: Migrating the content



One article = one topic



User manuals – variables and conditions 

make creating new manuals easy



• Needed a way to allow users to switch languages

• Use MadCap Lingo to send new content for loc and update localized 

projects

1. Update Flare project in English

2. Push updates to Central

3. Localization manger pulls updates to her copy of Flare

4. Update Lingo project

5. Send out bundles

6. Merge completed bundles back into Lingo

7. Export new localized Flare projects

8. Publish site

Challenge 3: Attaching localizations



Conditions to choose languages



Script to delete untranslated articles



• We publish to an AWS S3 bucket, so tested using a 

private, unlisted bucket

– Publish files locally, then use a script to upload to the bucket

• For subsequent sites, we used MadCap Central to create 

a login-required test site

– Allows us to control who can see the content and quickly update 

content and test scripts

Challenge 4: Testing the site



• Wanted to match our original URL scheme as closely as 

possible

– e.g. https://help.fitbit.com/articles/en_US/Help_article/2472

• Two problems:

1. Flare uses a different language abbreviation: en-us

2. Flare automatically puts a .htm at the end of each topic

Challenge 5: URLs and redirects

https://help.fitbit.com/articles/en_US/Help_article/2472


Rename folders before uploading 

In the script that uploads files to the 

bucket, we included a line to rename each 

language folder name before it’s uploaded 

and published



Modified language toolbar



1. Create a CSV file with the requested redirect

2. Run a series of scripts to create the redirect files locally, upload 

them to the bucket, then point to the new URL

We use this same solution for archiving articles, vanity links, and 

untranslated articles!

Set up redirects to solve the .htm issue



1. First script reads the CSV and 

creates local files

2. Second script uploads the 0kb 

files to the bucket

3. Third script adds metadata to the 

file to redirect users to the target 

URL when they land on the 

source URL

Adding a redirect: 

Three scripts



• Using Flare’s built-in accessibility suggestions, I added alt 

text to all images. However, a few tips:

– All images should have an alt tag, even if it's blank. 

– Don't include things like "Image of," "Illustration of," or "Picture of." 

– Don't include quote marks in your alt text. It converts to code and 

causes issues for localization.

– Avoid using icons instead of text. For example:

Challenge 6: Meeting accessibility requirements



• One of the biggest alt text changes was changing how we 

write instructions:

– Old: Tap your name > View All Friends > Add Friends. 

In this example, screen readers read the > as “greater than.”

– New: Tap your name    View All Friends    Add Friends. 

Now, the symbol is an image which we can insert alt text for.

• Because we use this method of writing instructions 

hundreds of times, we set up a macro in Flare to 

automatically insert the image AND the associated alt text!

Challenge 6: Meeting accessibility requirements



Another accessibility feature I added 

was dark mode, which uses CSS 

variables to swap between themes.

You can even use this method to 

change the color of logos and other 

images:



Also added a “skip to main content” 

link in my masterpage for keyboard 

users.



• Use a combination of Google Analytics and MadCap

Central to gather analytics

– Google Analytics: easier to differentiate between unique users 

and overall views, plus see flow through site

– Madcap Central: great for checking search terms and easy-to-

understand graphs

• However, needed a way to gather user feedback

Challenge 7: Gathering analytics and feedback



Old feedback form: New feedback form: 

Built in Salesforce and votes were 

sent directly to Google Analytics for 

each article using an event that 

voted either 0 or 1 – also had the 

option to leave a comment.

Built in Google Forms, using CSS 

and Javascript to customize the 

look. Data is sent to Google Forms, 

then imported to a Google Sheet, 

where we run analytics on the data.



Setting up a Google 

Form for feedback

1. Create a new Google Form and 

grab the ID from the URL.
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Setting up a Google 

Form for feedback

1. Create a new Google Form and 

grab the ID from the URL.

2. Insert the ID into the HTML and 

Javascript on the page you 

want to collect data from.

3. Use CSS to adjust the design 

of the feedback form.

4. In the Google Form settings, 

select a Google Sheet as the 

response destination.

5. In the Google Sheet, perform 

any analytics across sheets.

For a full tutorial, see bit.ly/3cWNscf



• HTML manuals – use batch publishing to generate PDF and HTML 

manuals at the same time

Improvements possible by using Flare



• MadCap Central allows us to work on our individual Cloudtops, but 

stay in sync (and keep track of what each person is committing)

Improvements possible by using Flare



• We also use Central to give different users access and visibility to 

each project. 

Improvements possible by using Flare



MadCapSoftware.com

https://www.madcapsoftware.com/services/free-training/flare-introductory-training/
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