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	What was the timeframe for this transformation (i.e. how long from start to launch)?
	It took our team approximately 6 months to implement the 800 contextual help links, to move to an online, cloud-based documentation hub, and to implement our metrics measurement tools. All the user testing, information architecture principles, refinements, additional design elements, detailed metrics measurements, etc. are all ongoing over the past 5 years (and counting).

	Can we take a peek at the finished product?
	Our help centre is publicly available at: https://support.hrblock.ca/.

	How did you maintain existing help content while doing all this extensive research, design and build?
	We didn’t do everything immediately, or all at the same time. Our day-to-day job of maintaining existing help content was our top priority in order to meet business goals and user needs. Then, as we implemented strategies to work more efficiently, we found time savings, and those time savings gave us additional room to start doing research, design, and build. Research, design adjustments, and build adjustments are an on-going project.

	Are the people who created the training videos also part of your team of 6? Or was this handled by another team within the company?
	We created all our technical documentation content in-house, including videos.

	Did you have any struggles with other departments or upper management that this process was necessary? That it would be well worth the effort in the long-run to undertake this large endeavor. What are some tips you could share in helping make a case to do this?
	There are always a lot of people who want/need to be involved when you talk about enterprise content strategy. However, if you can find common ground to align yourself with other teams, about client success, shared goals, etc., it makes some of those conversations easier. 
I recommend not being shy about the fact that you want to own the strategy, if you can. State outright that you are willing to be accountable for your company’s technical documentation. If you are not in a position to be an owner, make it clear to whoever does own it that you want to be involved, to help however possible.
Also – be as collaborative as possible; share your enthusiasm for content, and your vision that what you are trying to achieve will benefit everyone at the company (including all the company’s clients). 
Start small. Successfully accomplish one goal, or two, and then demonstrate what you did, and why it matters (concrete metrics always help). Then, take another step. Show a victory again, talk about that small victory again… and keep going. 
Have patience – don’t try to do it all at once, and don’t expect it to happen overnight.

	Can the pdf be sent too along w/the email w/the recording?  
(or PowerPoint, whatever...)


	Madcap will send a link to the recording, the PowerPoint deck, and the Q&A documentation.

	Great presentation, a lot to think about! This is something I'm hoping to roll out in my own organization - giving techcomms and marcomms a single content strategy. If you had to do this as a single tech writer with a large marcomms team, what would you focus on as the most important step?

	Pick one challenge to start with. You cannot ‘boil the ocean’ – if you bite off more than you can chew, and end up just doing everything halfway, no one (including you) will be happy with the results and you’ll end up going back and starting all over again, to fix what you didn’t do properly the first time around.
If you have metrics that you can use to determine what your users are telling you is their biggest challenge, start there.
If not – start with the foundational build out of a content strategy (the bottom two quadrants of the Content Strategy Quad, from Brain Traffic). Identify 1 or 2 common areas between the techcomms and marcomms groups that, when strategically implemented, would give both groups and users a big win. 


	Are you, or is someone else, a dedicated Information architect (full time)?

	Not by title or formal education, no. I do information architecture (IA) off the side of my desk, based on what I know (and continue to learn) about the practice.

	How did you connect the English and French renditions to ensure consistency when changes are made to one or the other?

	We always work on content in tandem (English and French at the same time) – so when we update English, we also update French, and vice versa. 

	How many technical writers worked on the content strategy project?
	2.5 (I had two full-time writers, and I was also doing tactical work, in additional to my strategic function as a manager).

	Could you speak to how you or your team/group used Google Analytics.  Best way to interpret the data, etc. My team has Google Analytics set up but unsure what to do with the data. Just looking for recommendations.

	We started examining some basic analytics from Google – under ‘Behavior’ we looked at site content and focused initially on top pageviews, average time on page, and bounce rate. We tried to get a feel for which pieces of content our users were looking at, and how long they were looking at it for; we then extrapolated which pieces of content might need our immediate attention.
We also spent time examining our user acquisition metrics – to see where users were coming from (search engines, within our application, etc.). This gave us additional insight into who our users were and what they were doing when they interacted with our documentation. 

	What would be your advice to avoid overload from someone working alone, without a team?
	Try not to do too much at once and be sure to flex your patience muscle! Building and implementing a strategy will take time (I cannot emphasize this enough). 
Pick 1 or 2 things that you think you can make a measurable difference to, do that, and then share your success (measurable metrics, if possible) with anyone that will listen. 
Then pick 1 or 2 more things you can do, do them, and share those successes. 
Keep going!

	Do you perform User Acceptance Testing before releases?
	Our documentation team does not. We do user testing on our documentation separately.

	Is there any additional software required for in-line tech doc? For in-line tech doc, is this field-level and does it call complete topics or short, targeted doc? If the latter, are these snippets in the topics?
	We link from our software to our help topics that we’ve authored in Madcap Flare. We have both page level and field level links. Our developers have implemented those links in our software.
Right now, we call complete topics; but we link to the appropriate place in that topic. For example, if it’s a page level link, we link to the main heading in the article. If it’s a field level link, we link to a bookmark in that topic, where the subject corresponds to the field in the application. 
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