
A
acquisitions and mergers, 53, 240
agile project environment, 342–344, 481
annotated task list, 402–404
annotated topic list, 409–411, 434
assertiveness issues for team members, 255–256
assessments 

benchmarking opportunities, 190
budget characteristic, 107–108
conducted by CIDM, 34

audience. See customers
automated deliverables process, 561
automated publishing for localization, 542
automated workflow systems, 458, 541–542

B
Balanced Scorecard

adding value to customer deliverables, 100
best practice, 95–104
CIDM example, 103
connecting layers of goals and tracking results, 93
customer satisfaction, 12
described, 96
effective operations, 12
efficient and knowledgeable employees, 13
Employee Growth and Development as foundation, 27
example for CIDM, 102–104
financial perspective, 96, 97, 98–100
financial success and profitability, 12
if-then sequence for information development, 95
illustrated, 97
information-development activities related to

company success, 95
“intangible and intellectual assets”, 95
internal business process perspective, 96, 97, 101
layers of goals, 93
learning and growth perspective, 96, 97, 101–102
outcome measures, 102

performance measures, 97
performance measures for meeting customer needs,

100–101
portfolio management, 95–104
reasons for using, 97–98
relating work done to financial goals, 108
representative example, 93–94
Strategy-Focused Organizations’, 85

benchmark studies, 308–310
budget practices, 111
increasing efficiency and effectiveness, 189–191
project costs, 112
quantifiable data, 191
understanding competitors, 76

best practices
Balanced Scorecard, 95–104
budget management, 112–119
change management, analyzing ongoing project risk,

483–488
change management, communicating, 488–490
change management, initiating change, 481–483
change management, of the team, 466–470
change management, responding to change,

472–481
change management, tracking, 470–472
collaboration, 78–79
collaboration management, business case, 496–498
collaboration management, questions to ask,

494–496
collaboration management, recognizing possible

failure, 508–509
collaborative environment, creating, 498–508
communication plan, developing, 348
cost control, 73–74
customer feedback collection, 589–591
customer information requirements analysis, 140
customer partnerships, establishing, 140–149
defining new roles and responsibilities, 229–232

continued
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best practices continued

delivering difficult messages, 266–269
developing collaborative teams, 225–229
developing content plans for deliverables, 399–411
developing indexes and assigning metadata, 415–417
effectiveness measurement techniques, 197–199
efficiency and effectiveness, measuring, 191–194
efficient and effective performance, defining goals,

185–187
estimating and scheduling, 62–64
final deliverables, handing off, 571–572
final deliverables, preprocessing, 561–563
funding information development for majority

market, 131–133
global teams, 240–245
hiring and training, 67–69
hiring strategy, 254–257
industry, best practices, 189–191
information design, 69–73
information planning, 61–62
innovations, benchmarking, 308–310
innovations, focusing on customer-centered,

301–305
innovations, instituting operational, 305–307
innovations, understanding disruptive, 298–301
leadership style, developing, 278–280
leadership techniques, Shackleton’s, 280–286
“lessons learned” review, 585–588
localization and translation, preparing content,

542–545
localization and translation, requirements in Project

Plan, 536–539
localization and translation, supporting with content

management, 540–542
localization, service provider, 546–550
managers, managing, 232–235
Managing by Objectives (MBOs), 262–266
mapping hierarchies and creating related-topic links,

412–415
mature organization, recognizing need, 13–15
moving from tracking deliverables to tracking topics,

432–442

obstacles to change, overcoming, 291–297
outsourcing and offshoring, 245–248
operating costs, understanding, 110–112
organizational structure, 55, 60
process analysis, with respect to goals, 188–189
process improvement, 194–197
production and delivery, planning, 555–561
production edits, 563–570
productivity measurement, 269–275
professional development, investing, 257–259
project environment, characterizing, 339–344
project goals, identifying, 344–345
project management, efficient and effective, 20–28
project management folder, 461
Project Plan, calculating risks and dependencies,

381–388
Project Plan, defining project details, 370–378
Project Plan, defining team roles and responsibilities,

378–380
Project Plan, envisioning the project, 362–370
Project Plan, estimating resource requirements,

389–394
project portfolio, creating and managing, 89–94
project risks, identifying, 350–351
project schedule, understanding, 349–350
project scope, analyzing, 345–346
project stakeholders, identifying, 346–348
project starting points, understanding, 337–339
quality assurance, conducting structure reviews,

522–524
quality assurance, establishing developmental

editing, 524–525
quality assurance, facilitating expert reviews,

519–522
quality assurance in general, 64–67
quality assurance, obtaining customer feedback,

527–530
quality assurance, scheduling copyediting, 530–531
quality assurance, throughout the information-

development life cycle, 515–519
quality assurance, validating content accuracy,

525–527
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quality management, 74–77
remote team members, 235–239
reporting progress, 458–460
resource assignments, ensuring adequate, 442–450
resource-tracking spreadsheet, developing, 424–432
reviewing project data, 578–582
roles, understanding, 7–13
stakeholder partnerships, establishing, 151–154
stakeholders analysis, 149–151
strategy, information-management, 15–19
strengths, developing individual, 259–262
team evaluation, 588–589
technology adoption life cycle, matching information

development to, 125–131
tool management, 217–218
tool and vendor selection, 213–216
tools requirements, 210–213
tools strategy, 207–210
tools strategy for global organization, 218–220
topic milestones, developing, 450–458
user profiles and scenarios, communicating to team

members, 178–179
user roles, 160
user scenarios, Information Model development,

168–178
users’ information agendas, understanding, 165–167
working with vendors, 572–575

book-centric information models
conceptual information, 404–405
Content Plan, 400
estimating, 439
information planning, 62
moving to topic-based authoring, 225–226, 229, 255,

432–433
structure development in, 523–524
table of contents development, 404, 412

budget
annual line-item, 117
benchmark studies of practices, 111
cost centers, 109
department, managing, 117–118

departmental, , 73
dependencies, , 373
encouraging prioritization, 119
example for Project Plan, 373
headcount, determination, 111
headcount, managing, 113–114
localization and translation, 539
managing, as best practice, 112–119
“no budget” situations, 113
overview, 119–120
percentage of other budgets, 111
Project Plan, 373
projects, managing, 114–116
proposals, developing, 117
relating work done to financial goals, 108
revenue produced by profit centers, 108–109
taxation, managing, 118
understanding operating costs, 110–112
working with global teams, 244

business case
collaboration, 496–498
Information Model, 168
minimalist approach, 21
need, 109
ownership of projects, 21
project management, 21
senior management requests, 183
tools acquisition, 209–210

business processes in Balanced Scorecard, 96, 97, 101

C
Capabilities Maturity Model (CMM), 34
cataloging user roles, 160–165
Center for Information-Development Management.

See CIDM
centralizing production, 42–43, 45
change management

actively supporting change, 230
adding resources, 478–479
adjusting interim milestone dates, 477–478

continued
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change management continued

adjusting project scope, 479–480
analyzing ongoing project risk, 483–488
anticipating change, 465–466, 470–471
barriers to change, 226, 228–229, 291–297
burning platform, 226–227
case study, 296–297
cognitive hurdle, 291–293
communicating about project change, 466, 488–490
developing self-managed team, 469
evaluating impact on project, 471–472
extending the project schedule, 476–477
initiating change, 481–483
managing the managers, 232–233
managing the team, 466–470
meetings during times of overwork, 466–467
motivational hurdle, 291, 294–295
negotiating project quality, 480
overview, 79
political hurdle, 291, 295–296
preserving the project vision, 476
promoting quality goals, 469–470
Publication Change Request form, 472, 473
questioning reasons for falling behind, 483–484
re-estimating the project, 473–475
resolving problems, 468
resource hurdle, 291, 293–294
responding to change, 472–481
revising project spreadsheets, 480–481
team building, 248–249
tracking change, 470–472

CIDM (Center for Information-Development
Management)

Balanced Scorecard example, 102–104
benchmark studies, 76, 308
customer service and support use by members, 21
Innovation Councils, 310
IPMM assessments, 34
Rare Bird Award, 76

CMM (Capabilities Maturity Model), 34
CMMI (Integrated Capabilities Maturity Model), 14
cognitive hurdle to change, 291–293

collaboration
across corporate cultures, 502–503
across cultures, 504–505
across geographical locations, 501–502
across time zones, 503
advantages of, 496–497
author’s writing experience, 500, 502
barriers, 493
barriers to change, 226, 228–229, 497–498
business case, 496–498
challenges, 494–496, 497–498
communication plan for, 227–228
creating, 498–508
creativity in, 498
developing collaborative teams, 225–229, 498–499
developmental editor skills, 66
disadvantages, 497–498
enlisting manager support, 232–233
focusing teams for effectiveness, 227–228
fostering collaboration, 454–455, 500–501
hiring for, 69
manager performance improved, 234
Managing by Objectives, 263
managing cross-cultural projects, 505–507
maturity level, 497
project manager tasks, 509–510
questions to ask, 494–496
recognizing collaborations that may fail, 508–509
required by globalization, 225
required by single sourcing, 225
required for reusability, 225
review teams, 501
technology aids, 502
temporary employees, 507–508
telecommuters, 504

communication plan
project stakeholders, 348
team in collaborative environment, 227–228

communities of practice, 266
competencies

achieving right mix of employee skills, 101
basic, for team members, 254–255
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defining, 264
developing criteria for ranking levels, 264–265
differing skills of team members, 197
individual knowledge portfolio, 266
information-development manager skills, 6
initiatives to ensure, for team members, 265–266
project manager characteristics, 328–329
testing for basic skills when hiring, 256–257

competition
disruptive innovators, 298–301
industry, understanding, 75–76
lower-cost providers, 110, 115–116
sources of advantage, 206

conceptual information, 404–409
Contact Watson program (Microsoft), 76
content. See also topic architecture

defining for project using user scenarios, 177–178
ensuring files are available and correct, 562
help from customer service and support, 21
inappropriate, due to outside project managers, 20
inappropriate, requests for, 11–12, 255–256
modular, 45
revisions, estimating new project, 438–439
spot reviews, 485
subject-matter experts’ review, 64–65, 519–522
superfluous, costs, 21
tailoring to customers, 18–19, 433–434
validating accuracy, 525–527

content management
automated workflow systems, 458, 541–542
developing content plans for deliverables, 399–411
further information, 417
production facilitation, 562–563
supporting localization and translation, 540–542
systems, 204

Content Plan, 400–411
revising, 523

contextual inquiry, 140–141
contingency planning to mitigate risks, 387–388
contractors

employees versus, 114
outsourcing, 246

controlled writing tools, 531, 544
copyediting. See also quality assurance editors

cost reductions, 513
scheduling, 530–531

cost centers, 109
cost control

around projects rather than expenditures, 73
calculating people costs, 73–74
departmental budget, 73
described, 58
efficiency and effectiveness, 185–186
time tracking required, 73

costs
benefits of understanding, 74
comparing with other parts of the organization,

111–112
competition from lower-cost providers, 110, 115–116
decreasing spending versus increasing efficiency, 99
fundamental, of information-development life

cycle, 110
harvest environments, 100
less important in high-growth environments, 99
localization, 539
not meeting customer needs, 15, 116
offshore employees, 114
operating, calculating, 110–111
operating, understanding, 110–112
outsource vendors, 247–248
people, , 73–74
per-employee, 110–111
production, reducing, 64
project, benchmarking, 112
project, estimating, 112, 115
Project Plan, 392
quality assurance, 513
quality improvements, 98
reductions from collaboration, 496–497
reporting reductions to senior management, 489–490
run rate, 115
strategic plan, 16
superfluous content, 21

continued
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costs continued

sustaining businesses, 99–100
tools, accounting, 216
translation, 539, 540
value analysis, 64

cross-cultural projects. See also global environment;
localization

collaboration, 504–505
managing, 505–507

cultures. See also localization
collaborating across, 502–505
managing cross-cultural projects, 505–507

customer advocacy role, 154–155
customer partnerships, 140–149
customer service 

call-avoidance strategies, 151
documentation weaknesses, 21
information sources, 140
partnering with, 77, 150–152, 153
quality assurance information, 528–529
tracking support calls, 590
user profile information, 160

customer training
conflict of interest with information development, 150
Information Model, 159
instructor-led versus e-learning, 115
partnerships, 150, 152
revenue, 108–109
selection of customers, 138
user profile information, 160
user-role analysis, 162

customers. See also user profiles; user scenarios
absence of contact, 137–138
advisory council, 52
advocacy role, 154–155
analysis example, 367
analyzing information requirements, 140
Balanced Scorecard perspective, 95–97, 100–101
basing information types on needs, 47
behaviors when positive about information

products, 98
buyers versus users, 138, 160

collecting feedback, 589–591
companies’ dependence, 299
contextual inquiry, 140
control of access, 138
cost versus satisfaction trade-off, 116
costs of not meeting needs, 15, 116
dedication to knowing, 48
defined, 141
defining for a project, 366–367
early and late majority, 123, 124, 126–128
electronic feedback systems, 527–528
engagement with documentation, 72
establishing partnerships, 140–149
focus groups, 140
formatting of low value, 19
information planning, 61
innovations, 301–305
innovators and early adopters, 123, 124, 125–126
laggards, 123
measuring satisfaction, 198
new information requirements, 482
obtaining feedback for quality assurance, 527–530
profiles, 137–138
researching for information design, 70–71
responding directly, 76–77
roles, 138
satisfaction in Balanced Scorecard, 12
studies as core of quality management, 75
surveying, 21, 160–161, 528, 589–590
tailoring information to needs of, 18–19, 433–434
topic list and requirements of, 422
understanding your real customers, 12
usability testing, 140

D
Darwin Information Typing Architecture. See DITA
deadlines

agile project environment, 344
exceeding, in projects at risk, 350
Project Plan, 371, 393
quality trade-off, 343
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deliverables
adding value, 46, 100
anticipating problems, 571
assigning topics, 412
breaking down by topics, 433–434
budget estimation, 113–114
design patterns for defining sets, 173–174
Design Phase, 320–321
developing content plans, 399–411
Development Phase, 322
estimating costs for, 73–74
estimating project based on pages, 439
estimating project using topics in more than one,

441–442, 443
estimating resource requirements, 389–394
evaluating the delivery process, 574
Evaluation Phase, 324–325
knowing what you’re supposed to produce, 557
listing in Project Plan, 374–375, 389, 537, 556–557
listing, including translations, 537
listing, insufficient for information planning, 61
milestones, 372, 451–453
Planning Phase, 319
Production Phase, 323–324
scheduling, 556–559
time tracking, 73
tracking, , 432–442
verifying, 572

deliverables-based project spreadsheet. See also
resource-tracking spreadsheet

estimating new project based on revisions of existing
content, 438–439

estimating new project using topics in more than one
deliverable, 441–442, 443

delivery media preferences worksheet, 143, 144
dependencies. See also Dependency Calculator

budget, , 373
calculating, 382–387
changed by adding resources, 478–479
contingency planning to mitigate risks, 387–388
external, 372–373, 387

reevaluating, 581–582, 584
table summarizing, 384–385

Dependency Calculator
calculating by hand, 386–387
external dependencies, 383–384
illustrated, 383
interactive, online version, 383, 386
internal dependencies, 384
overview, 382–383
table summarizing dependencies, 384–385

design patterns
described, 173
developing to define deliverables, 173–174
extending to define standard information types,

174–177
installation manual, 173–174

Design Phase of projects. See also topic list
assigning metadata to topics, 416, 417
comparing estimates to actuals, 580–581, 584
developing content plans for deliverables, 399–411
developing indexes, 415–417
information architect’s role, 421–422
mapping hierarchies and creating related-topic links,

412–415
overview, 320
Project Management folder, 461
project manager’s role, 423
reviewing documents for quality assurance, 519
shift to Development Phase, 422
table summarizing, 320–321
time required, 320, 334, 421
topic-based estimates, 434–435
usability testing and need to improve design, 483

Development Phase of projects. See also change
management

baseline information, 421
collaborative environment, 501
comparing estimates to actuals, 580–581, 584
developing a resource-tracking spreadsheet, 424–432
developing topic milestones, 450–458

continued
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Development Phase of projects continued

ensuring adequate resource assignments, 442–450
importance, 422–423
information architect’s role, 421–422
localization and translation, 540–545
moving from tracking deliverables to tracking topics,

432–442
overview, 321
production editing, 565
Project Management folder, 461, 490
project manager’s role, 423
reporting progress, 458–460
shift from Design Phase, 422
table summarizing, 322
time required, 322, 334, 421, 423

developmental editing,, 524–525
disruptive innovations, 298–305
DITA (Darwin Information Typing Architecture)

concept type for XML-based Information Model, 177
with content management systems, 204
goal for, 193–194
hierarchical arrangement of topics, 412, 413
mapping topics, 399, 412–415
relationship table, 412, 414–415

document management systems, 204
domain-specific authoring

accounting for domain expertise, 231–232
developmental editor skills, 66
quality assurance, 64, 65

downsizing.
delivering difficult messages about, 266–267
motivating staff during organizational turmoil,

267–269
duplication of work, reducing, 188, 189, 192

E
early adopters

case study, 126
described, 123
information products, 125–126, 132
majority market versus, 123, 127–128

editing tests, 256

editorial reviews, 66–67
efficiency and effectiveness. See also measurements;

productivity measures
analyzing processes with respect to goals, 188–189
benchmarking, 189–191
collaboration, 496–497
collecting data for measurements, 194–195
cost center responsibility, 109
cost control, 185–186
decreasing spending versus increasing efficiency, 99
evaluating, 588–589
flowchart of development process, 191–192, 193
goals, 185–187
improving processes and measuring results,

194–197
industry best practices, 189–191
late additions to team, 479
making time for innovation, 27–28
measurement process template, 195–196, 198–199
measurement techniques, 197–199
methods for measuring, 191–194
metrics, 192
ownership of projects, 21–23
peak performance, 265–266
performance reports, 589
prioritizing management levels by project type,

26–27
process, 183–184
project management , 23–28
pursuing industry best practices, 190–191
quick wins for garnering support, 189
reclaiming writing time, 274–275
reducing duplication of work, 188, 189, 192
resource hurdles, 293–294
Six Sigma process, 184
SWOT analysis for identifying goals, 186–187
translations, 188

electronic conferencing systems, 266
electronic feedback systems, 527–528
electronic review systems, 521–522
emergency projects, 26–27
employee costs, 110–112
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employees. See headcounts; team members or staff
engineering. See also subject-matter experts (SMEs)

partnerships, 152–153
project management, 20

estimating
adjusting project estimates, 393–394
best practice, 62–64
bottom-up, 436–437, 438, 439
comparing estimates to actuals, 579–581, 583–584
costs for projects or deliverables, 73–74
external activities, 440–441
funding innovations, 63
future project resources, 62–63
new project based on revisions of existing content,

438–439
new project using topics in more than one

deliverable, 441–442, 443
people costs, 110
project costs, 112, 115, 392
project resource requirements, 389–394
re-estimating after changes, 473–475
resources based on topics, 433
staff requirements in Project Plan, 391–392
top-down, 432–439
value analysis, 64

Evaluation Phase of projects
customer feedback, 589–591
delivery process, 574
final report template, 583–585
“lessons learned” review, 585–588
localization, 549–550
overview, 324
reviewing project data, 578–582
table summarizing, 324–325
team evaluation, 588–589
techniques, 592
time required, 334, 577

F
facilitator for customer partnerships, 141
feedback memo, 587
final deliverables, 571–572

financial Balanced Scorecard perspective, 96–100
CIDM example, 103

firing and layoffs
delivering difficult messages, 266–267
legal difficulties, 114
temporary employees, 508

focus groups, 140–141
formatting

tools, 204
value to customers, 19

funding. See also budget
information development for majority market, 131–133
innovations, 63
technology adoption life cycle, 132
prioritizing minimally funded projects, 92
professional development, 258
relationship to technology adoption life cycle, 132

G
gates. See milestones
global environment. See also localization; offshore

information development; outsourcing; translation
achieving a common vision, 240, 242
budget for, 244
collaboration, 225, 504–505
cultural awareness workshops, 240
hiring, 69
implementation plan, 244–245
leading a global organization, 241–243
managing cross-cultural projects, 505–507
managing global teams, 240–245
managing remote team members, 235–239
standards development, 543
tools strategy for, 218–220

graphic designers. See illustrators or graphic designers

H
headcounts. See also team members or staff

budget-by-headcount situations, 114
budget-by-taxation situations, 118
contractors versus employees, 114

continued
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headcounts continued

determining, 111
managing, 113–114
no budget situations, 113
restrictive, strategic planning for, 17–18

help systems. See also customer training
history of tools for, 204

hiring. See also training staff
basic skill set, 254–255
best practice, 67–69
changing the team personality mix, 255–256
collaboration, 69
criteria, 67
developing a strategy, 254–257
entry-level employees, 256
involving team members in decisions, 257
jack-of-all-trades, 67–68
new global environment, 69
new graduates, 256
specialization, 68–69
testing for basic skills, 256–257

hiring and training See hiring; training staff

I
illustrators or graphic designers

allocating percentage of total time, 429
external, estimates, 440–441
resource-tracking spreadsheet, 428, 429

indexes
developing sample guides for, 416
importance of, 560
indexer responsibilities, 559
master, 416–417
planning, 415, 416–417
publications supported, 415
scheduling, 560
table of contents versus, 416

individual knowledge portfolio, 266
information architect

allocating percentage of total time to, 429
Design and Development Phases, 421–422
resource-tracking spreadsheet, 427, 429

structure reviews, 522–524
topic-list responsibilities, 422

information design
best practice, 69–73
customer research for, 70–71
defined, 70
exposure to design innovations for, 71
introducing innovation to your team, 72–73
measuring success of ideas, 72
page layout, 70
quality management, 74–75
usability testing, 483
value provided to customers, 70

Information Design Phase of projects. See Design Phase
of projects

information developers. See also team members or staff
allocating percentage of total time, 429, 434
anticipating change, 465
barriers to collaboration, 493
change of scope, 472
characteristics, 253
direct lines to customers, 52
managing, 252–253
managing during project changes, 467–468
outsourcing, 246
resource-tracking spreadsheet, 427, 429
responsibility for content quality, 514
testing, 66

Information Model
applying to deliverables, 398
business case, 168
Comtech example, 166–167
concept information type, 177
considerations from user scenarios, 158–159
Content Plan, 400
context of information, 168–171
creating a new information architecture, 171–172
design patterns, 173–177
developing from user scenarios, 168–178
Federal Express example, 166, 168
framework for information development, 397
information types, 174–177
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Nortel Networks example, 162
policy information type, 175–176
primary components, 397
team members’ understanding needed, 397
user profiles and scenarios, 159, 165

information planning. See also Information-
Development Project Plan

best practice, 61–62
in collaborative environment, 500
focus on users’ goals, 61
list of deliverables, 61
need for, 61
resources for, 61
topic-based architectures, 62

Information Process Maturity Model. See IPMM
information types. See also DITA (Darwin Information

Typing Architecture)
basing on customer needs, 47
concept type for XML-based Information Model, 177
extending design patterns to define, 174–176
policy template, 175
policy writing guidelines, 175–176
standardizing, 47, 174–176
typical set for procedural content, 174–175
typical set for technical content, 174

information-development life cycle. See also technology
adoption life cycle

analyzing products in the technology adoption life
cycle, 129–131

best practices, 125–133
case studies, 126, 128, 144
comparing phase estimates to actuals, 580–581, 584
copyediting, 530–531
fundamental costs, 110
funding information development for majority

market, 131–133
identifying position for products, 125
innovators and early adopters, 125–126
matching to technology adoption life cycle, 125–131
milestones list, 370
overview, 133–134, 318–319
Phase 1: Planning (overview), 319–320

Phase 2: Design (overview), 320–321
Phase 3: Development (overview), 321–322
Phase 4: Production (overview), 322–324
Phase 5: Evaluation (overview), 324–325
phases for high-risk projects, 388
phases illustrated, 318
processes supporting production, 555–556
product evaluation checklist, 130–131
quality assurance throughout, 515–519
whole product concept, 128–129

information-development managers. See also leaders;
middle managers

handling requests for inappropriate work, 11–12,
255–256

not understood by senior management, 5
open and honest communication as best practice,

10, 11
organizations supporting, 6
personnel management skills, 6
project management responsibilities, 20
project management skills, 6
representing senior management goals to staff,

10–11
strategic management skills, 6

Information-Development Project Plan
adjusting estimates, 393–394
assumptions, 381
benefits, 356
budget, 373
as communication tool, 355, 488
contingency planning to mitigate risks, 387–388
deadlines, 371, 393
defining project details, 370–378
defining team roles and responsibilities, 378–380
deliverables list, 374–375, 389, 537, 556–557
describing the larger project, 363–366
envisioning the project, 362–370
estimating resource requirements, 389–394
Information Development section, 359–362
information needed to begin, 355
Information Plan versus Content Plan, 399–400

continued
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Information-Development Project Plan continued

information resources list, 380
level of effort, 377–378
localization and translation requirements, 536–539
milestones, 370, 371–372
outline requirements, 356
project costs, 392
Project Overview section, 358–359
reviewing for quality assurance, 519
risk analysis, 381–382
schedule, 371–373
scope estimates, 375–377
scope statement, 365
staff requirements, 391–392
template, 356, 357–362

information-management strategy. See strategic planning
innovation

agile project environment, 343
approaches, 310–311
bell curve for customers, 123–124
benchmarking, 308–310
case study, 296–297
cognitive hurdle, 291–293
councils, 310
customer-centered, 301–305
design, 50
disruptive, 298–301
funding, 63
information design, 71
introducing to your team, 72–73
making time, 27
market segmentation, 303
measuring success, 72
motivational hurdle, 291, 294–295
move from early adopters to mainstream customers,

123–124, 126–127
new processes, 101
operational, 305–307
overcoming obstacles to change, 291–297
political hurdle, 291, 295–296
principles for success, 300–301

product-focused versus circumstance-based, 303
resource hurdle, 291, 293–294
responsibility to pursue, 289–290
sustaining versus disruptive, 298, 301–302
users versus buyers, 304
valuable, criteria for, 290
ways of encouraging, 27–28

innovators, 123–128
Integrated Capabilities Maturity Model (CMMI), 14
internal business process Balanced Scorecard

perspective
CIDM example, 103
described, 96
identifying critical processes, 101
illustrated, 97
innovating new processes, 101

Internet resources
Dependency Calculator, 383
Oracle information website, 208

IPMM (Information Process Maturity Model)
assessments, 34
benchmarking, 190
budget, 107–108
change management, 79
collaboration, 78
cost control, 58, 73–74
critical success factors, 80
described, 32–33
estimating and tracking, 57, 62–64
hiring and training, 57, 67–69
history, 33–34
increased productivity demands’, 54
information design, 58, 69–73
information planning, 56, 61–62
key characteristics (tables), 56–59, 78, 79
Level 0 (oblivious), 38–40
Level 1 (ad hoc), 35, 40–43
Level 2 (rudimentary), 35, 43–45
Level 3 (organized and repeatable), 36, 45–48
Level 4 (managed and sustainable), 36, 48–50
Level 5 (optimizing), 37, 50–53
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levels (table summarizing), 35–37
mergers’ and acquisitions’, 53
new characteristics, 77–79
offshore information development’s, 53–54
organizational structure, 55, 56, 60
overview, 80
planning, 56
publications design, 58
quality assurance, 56, 64–67
quality management, 59, 74–77
summary, 80
workforce reduction’s affect on, 54

J
jack-of-all-trades, hiring, 67–68

K
KITA (kick in the pants), 260–261

L
languages. See localization; translation
layoffs. See firing and layoffs
leaders. See also specific kinds of managers

CIDM resources for, 277
effective team developed by, 223
gaining commitment to, 283
in global organizations, 241–243
in Level 4 (managed and sustainable), 49
required for transition to higher maturity level, 60
role, overview, 8
Shackleton on leadership, 280–286
styles of leadership, 278–280

leadership style
affiliative, 279
authoritative, 280
coaching, 279
coercive, 279
democratic, 279
pacesetting, 279

learning and growth Balanced Scorecard perspective,
101–103

described, 96
legacy documentation

leaving alone, 89
Project Plan outline for, 356

legal reviews
for localization and translation, 548
in Production Phase, 560–561

“lessons learned” review, 585–588
Level 0 of IPMM (oblivious), 38–40

case study, 38–39
steps toward standardization, 39

Level 1 of IPMM (ad hoc), 40–43
case study, 41
centralizing production, 42–43
change management, 79
collaboration, 78
cost control, 58
described, 35
developing standards, 42, 43
developing uniform processes, 42, 43
estimating and scheduling, 57
hiring and training, 57
individual initiative in organizations, 41–42
information planning, 56, 61
key characteristics (table), 56–59
leadership needed for change, 42
organizational structure in, 55, 56
planning, 56
portfolio management scenario, 86
publications design, 58
quality assurance, 56
quality management, 59
strategies for maturing, 42
time required for moving to Level 3, 45
transition to next level, 35, 42–43

Level 2 of IPMM (rudimentary), 43–45
case study, 43
centralizing production, 45

continued
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Level 2 of IPMM (rudimentary) continued

change management, 79
collaboration, 78
cost control, 58
described, 35
estimating and scheduling, 57
hiring and training, 57, 67–68
information planning, 56, 61
key characteristics (table), 56–59
making content-management decisions, 44–45
organizational structure in, 56
pilot project development, 44–45
planning, 56
preparing for content management, 44
publications design, 58
quality assurance, 56
quality management, 59
time required for moving to Level 3, 45
transition to next level, 35, 45

Level 3 of IPMM (organized and repeatable), 45–48
budgeting by department in, 117
case study, 46–47
change management, 79
characteristics, 244
collaboration, 69, 78, 497
commitment to process, 46
cost control, 58
described, 36, 45–46
estimating and scheduling, 57, 62
hiring and training, 57
information planning, 61
key characteristics (table), 56–59
organizational structure, 56
planning, 56
processes documented, 46
publications design, 58
quality assurance, 56, 64
quality management, 59
specialization, 69
starting small, 48
team member tasks, 47
time required, 48

transition to next level, 36
working with stakeholders, 47

Level 4 of IPMM (managed and sustainable), 48–50
case study, 49
change management, 79
collaboration, 78
cost control, 58
described, 36, 48
estimating and scheduling, 57, 62
global tools strategy, 218–220
hiring and training, 57
innovation, 50
key characteristics (table), 56–59
organizational structure, 56
planning, 56
portfolio management scenario, 86
publications design, 58
quality assurance, 56
quality management, 59
specialization, 69
transition to next level, 36

Level 5 of IPMM (optimizing), 50–53
case study, 50–51
change management, 79
characteristics, 51–52
collaboration, 78
cost control, 58
described, 37, 50–51
estimating and scheduling, 57
global tools strategy, 218–220
hiring and training, 57
information planning, 56
key characteristics (table), 56–59
new roles, 52
organizational structure, 56
outsource vendors, 247
portfolio management scenario, 86
publications design, 58
quality assurance, 56
quality management, 59
technology solution, 52–53
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level of effort in Project Plan, 377–378
leveling resources, 449–450, 501
localization. See also global environment; translation

preparing content for, 542–545
lucky bucks process, 586

M
Managing by Objectives, 262–266
market research, 299
marketing and sales organizations

partnerships, 151, 153–154
user profile information, 160

master index, 416–417
mature organization. See also IPMM (Information

Process Maturity Model); specific levels
building, 13–15
Information Model, 398

MBOs See Managing by Objectives
measurements. See also benchmark studies, 191–194

collecting data efficiently, 194–195
of customer satisfaction, 198
defining measurable milestones, 453–454
effectiveness, techniques, 197–199
importance of, 97
improving processes and measuring results, 194–197
for individual productivity, 196–197
outcome measures insufficient, 102
performance measures for meeting customer needs,

100–101
productivity, 269–275
provided by Balanced Scorecard, 97
return on investment (ROI), 63, 209, 210
Return-On-Capital-Employed (ROCE), 252
senior management requests for, 183
of stakeholder partnership success, 152
template for process improvement goals and

metrics, 195–196, 198–199
Total Factor Productivity (TFP), 251–252

mentoring, 266
mergers and acquisitions, 53, 240
metadata, 415–417

Microsoft
Contact Watson program, 76
electronic feedback system, 527–528, 591

middle managers. See also information-development
managers; leaders

budget-by-department situations, 118
developing, 9
handling requests for inappropriate work, 11–12
open and honest communication as best practice,

10, 11
relationships, 9
representing senior management goals to staff,

10–11
responsibilities, 9

milestones
aligning topic development with product

development, 451
assessing progress using, 454
assigning topics, 451
change management for, 477–478
comparing estimates to actuals, 580, 584
deliverables, in Project Plan, 372
establishing for projects, 349–350
events, not dates, 453
external, in Project Plan, 371–372
final report, 584
information-development life cycle for setting, 370
interim events, adjusting dates for, 477–478
interim events, problems with, 451–452
measurable, defining, 453–454
meeting with team members to discuss, 454–455
Project Plan, 370, 371
tracking, 451–453
traditional versus topic-based, 451–453

minimalist approach
basic skill for team members, 254
business case, 21
cost reduction, 74
Nortel Networks redesign, 72
training, 22

modular content, 45
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motivating
burning platform, 226–227
KITA, 260–261
leadership styles, 278–280
motivational hurdle, 291, 294–295
during organizational turmoil, 267–269
through strengths, 260–262

O
offshore information development. See also global

environment; remote team members
collaborating across cultures, 504–505
costs, 114
dealing with organizational turmoil, 267
delivering difficult messages, 266–267
leading a global organization, 241–243
managing cross-cultural projects, 505–507
motivating staff during organizational turmoil,

267–269
open-source tools, 215
operational innovations, 305–307
optimism, promoting, 283, 285
Oracle’s information website, 208
organizational structure

best practice, 55, 60
outsourcing. See also global environment; offshore

information development; remote team
members

competition from lower-cost providers, 110, 115–116
contract information developers, 246
delivering difficult messages, 266–267
localization service providers, 546–550
managing costs of providers, 115
motivating staff during organizational turmoil,

267–269
organizational turmoil, 267
production, 572–575
selecting vendors for, 246–248
senior management’s attraction, 245
statement of work, 245–246
translation service providers, 536, 538

overtime
assigning to team, 444
cross-cultural projects, 506

ownership of projects
business case for, 21
handling conflicts, 22, 327
intervening to protect, 22–23
training staff, 22

P
partnerships. See customer partnerships; stakeholder

partnerships
peak performance, 265–266
performance reports, 589
personnel management. See also team members or staff

adding new team members, 230
assertiveness issues, 255–256
building on strengths, 229–230
building trust, 234–235, 500
creating specializations, 229, 231
defining new roles and responsibilities, 229–232
delivering difficult messages, 266–269
developing collaborative teams, 225–229, 509–510
developing individual strengths, 259–262
ensuring growth in team members, 13, 27–28
entry-level employees, 256
global teams, 240–245
handling conflicts, 285
hiring strategy, 254–257
impact on company success, 251–252
information developers, 252–253
investing in professional development, 257–259
leadership styles, 278–280
Managing by Objectives (MBOs), 262–266
managing the managers, 232–235
measuring productivity, 269–275
overview, 275
remote team members, 235–239
representing senior management goals to staff,

10–11
resources, 252
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short-term initiatives to win recognition, 233, 243
skills needed by information-development

managers, 6
team personality mix, 255–256
teamwork, 223
work assignment inequalities, 196–197

Phase 1 of projects. See Planning Phase of projects
Phase 2 of projects. See Design Phase of projects
Phase 3 of projects. See Development Phase of projects
Phase 4 of projects. See Production Phase of projects
Phase 5 of projects. See Evaluation Phase of projects
pilot projects

new tools, 217
testing process-development methodology, 24

Planning Phase of projects. See also Information-
Development Project Plan

activity breakdown example, 24
analyzing project scope, 345–346
assessing the larger project, 351–352
beginning early, 337
calculating risks and dependencies, 381–388
characterizing the project environment, 339–344
comparing estimates to actuals, 580–581, 584
defining project details, 370–378
defining team roles and responsibilities, 378–380
developing a communication plan, 348
developing content plans for deliverables, 399–411
early feasibility stage, 338
early planning stage, 338
envisioning the project, 362–370
estimating resource requirements, 389–394
identifying project goals, 344–345
identifying project risks, 350–351
identifying project stakeholders, 346–348
impossible planning stage, 339
inadequate resources, alternatives, 442–450
late planning stage, 338–339
localization and translation, 536–539
overview, 319
preliminary plans from portfolio manager, 337
Project Management folder, 461

project starting points, 337–339
reasons for planning, 335–336
swimlane diagram example, 25
table summarizing, 319–320
time required, 319, 333–334, 421
understanding the project schedule, 349–350
writing the plan versus real planning, 334–335

policies and procedures (P&P) manuals, 166–167
policy information type

guidelines for writing policies, 175–176
template for, 175

political hurdle to change, 291, 295–296
portfolio management

accounting for customer differences, 19
Balanced Scorecard, 93–104
barriers, 87–89
benefits, 87
best practice, 89–94
categorizing projects and setting priorities, 92–93
conducting a project inventory, 90, 91
identifying strategic projects, 90, 92
monitoring projects, 93
overview, 104
planning your strategy, 104
prioritizing assignments, 88–89
responsibility, 85, 86–87
as senior management, 87
senior management support, 88
stakeholder analysis, 149–151
strategic planning, 15, 18

preprocessing final deliverables, 561–563
prioritizing

assignments, 88–89
budget management, 119
budget-by-department situations, 117
budget-by-product situations, 116
developing project ranking criteria, 92–93
identifying strategic projects, 90, 92
management levels by project type, 26–27
minimally funded projects, 92
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process improvement. See also reuse; tools for process
improvement

business goals, 203
developing uniform processes, 42, 43, 44
identifying critical processes, 101
innovating new processes, 101
measuring results, 194–197
template for developing goals and metrics, 195–196,

198–199
process maturity. See also IPMM (Information Process

Maturity Model); specific levels
characteristics of high levels, 15
determining your level, 14–15
outsource vendors, 246–247
project environment, 340–341
working with global teams, 244

process-development methodology
defining primary goals and activities, 23
developing swimlane diagrams, 23
for emergency projects, 26–27
identifying primary phases of projects, 23
Planning Phase breakdown example, 24
Planning Phase swimlane diagram example, 25
quick-turnaround projects, 26–27
testing in pilot project, 24

product developers
early stage customer access, 126
innovators’ resemblance, 127
project ownership, 22
user profile information, 160

production coordinator responsibilities, 559
production editors

recommendations, 570
responsibilities, 559

production edits
checks performed, 563
Development Phase, 565
establishing team, 563–564
example checklist, 566–569
external, estimates, 440–441
peers, 564

preparing checklist, 565–570
watching for problems, 564

Production Phase of projects
anticipating problems, 571
centralizing production, 42–43, 45
comparing estimates to actuals, 580–581, 584
indexing schedule, 560
knowing what you’re supposed to produce, 557
legal review, 560–561
life-cycle processes, 555–556
overview, 322–323
planning for production and delivery, 555–561
preprocessing final deliverables, 561–563
production edits, 563–570
Project Management folder, 574–575
quality assurance, 553
recommendations, 575
reducing costs, 64
roles and responsibilities, 559–560
scheduling backward from delivery dates, 557–559
table summarizing, 323–324
time required for, 323, 334, 553–554
verifying deliverables, 572
working with vendors, 572–575

production specialists
allocating percentage of total time, 430
external, 440–441
resource-tracking spreadsheet, 428, 430
responsibilities, 559
tools specialists, 554

productivity. See efficiency and effectiveness
productivity measures. See also measurements

counting errors, 270–271
documents produced per year, 270
individuals, 196–197
pages produced per year, 270
percentage of time spent on key tasks, 274
percentage of time spent on rework, 271
senior management requests, 183
successful projects delivered per year, 271
summary of metrics, 274
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time spent per milestone, 273–274
time spent per project, 272–273
Total Factor Productivity (TFP), 251–252

project assumptions, 381
project data review

comparing estimates to actuals, 579–581, 583–584
evaluating dependencies, 581–582, 584
preparing the final report, 582
questions to ask, 578–579

project environment, 340–344
project inventory, 90–91
project management. See also change management;

scheduling; specific phases
agile project environment, 340, 342, 343, 344
assessing the larger project, 351–352
benchmarking costs, 112
business case, 21
challenges, 317–318
common project characteristics, 341
comparing phase estimates to actuals, 580–581, 584
competing goals, 317
for cross-cultural projects, 505–507
defined, 315
dependent on project environment, 339–340
Design Phase (overview), 320–321
Development Phase (overview), 321–322
efficient and effective, as best practice, 20–28
ensuring adequate resource assignments, 442–450
estimates versus actuals for evaluating, 28
estimating costs, 112, 115
Evaluation Phase (overview), 324–325
evaluations at end, 28
information-development manager responsibilities, 20
information-development manager skills, 6
information-development project manager role,

325–329
lucky bucks process, 586
meeting with project teams, 22
model based on information-development life cycle,

318–325
monitoring successes and failures, 28

moving from tracking deliverables to tracking topics,
432–442

by outsiders, 20
overview, 329–330
Planning Phase (overview), 319–320
potential roles and responsibilities, 427–428
prioritizing management levels by project type, 26–27
Production Phase (overview), 322–324
Project Management folder, 461, 490, 574–575,

585, 592
putting strong practices in place, 23–25
quality debt, 482–483
questions to ask, 316–317
reporting progress, 458–460
resource-tracking spreadsheet, 424–432
successes, 28
taking ownership of projects, 21–23
topic milestones, 450–458

Project Management folder
adding project change information, 490
adding project documents, 574–575
final report, 585, 592
overview, 461
tools, 554

project managers. See also change management
agile project environment, 344
allocating percentage of total time, 429, 434
anticipating change, 465–466, 470–471
attention to detail, 329
challenges, 317–318
characteristics, 328–329
coach and team builder role, 465
collaboration management tasks, 509–510
communicating about project change, 466, 488–490
communication skills, 328
competing goals, 317
Design Phase responsibilities, 320–321, 423
Development Phase responsibilities, 321, 322, 423
establishing relationship with other managers,

327–328
continued
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project managers continued

establishing relationship with team members, 326
Evaluation Phase responsibilities, 324–325
interaction between, 316
large organizations, 325, 337
leadership skills, 329
meetings during times of overwork, 466–467
outsiders, 20
Planning Phase responsibilities, 319–320
planning skills, 328–329
primary responsibilities, 325–326
Production Phase responsibilities, 323–324
questions to ask, 316–317
resource-tracking spreadsheet, 427, 429

Project Plan. See Information-Development Project Plan;
Planning Phase of projects

project planning, 363–370
preserving vision amid changes, 476
reiterating the vision, 488

project risks
analysis in Project Plan, 381–382
contingency planning to mitigate, 387–388
evaluating for topics, 436
high-risk, defined, 382
identifying, 350–351
ongoing, 483–488
productivity challenges, 484–485
questioning reasons for falling behind, 483–484
questioning stakeholders, 345
Risk Reserve phase for high-risk projects, 388
risk-free, defined, 381
scheduling risky items for later completion, 471
staff changes, 486–487
stakeholder requirements in conflict, 487–488
technology challenges, 485–486

proof-of-concept project, 216
Publication Change Request form, 472, 473

Q
quality assurance

activities (table), 517–518
best practice, 64–67

challenges, 64
checklist, 570
conducting structure reviews, 522–524
content reviews for, 64–65
controlled writing tools, 531, 544
customer surveys, 528
editorial reviews, 66–67
electronic feedback systems, 527–528
establishing developmental editing, 524–525
facilitating expert reviews, 519–522
including customers, 516
information-development life cycle, 515–519
level of effort in Project Plan, 377–378
for localization, 542, 548–550
management needed for, 513–514
negotiating project quality after changes, 480
obtaining customer feedback, 527–530
production edits for, 563–570
Production Phase, 553
project planning, 515, 519
quality management versus, 74–75
reviewing project plans and design documents

for, 519
reviews, 515
scheduling copyediting, 530–531
spot reviews of content, 485
testing information against the product, 65–66
translation, 548–549
usability testing, 516, 529
user site visits, 529–530
validating content accuracy, 525–527
without a designated editor, 532

quality assurance editors
allocating percentage of total time, 429, 434
cost reductions eliminating, 513
establishing developmental editing, 524–525
production editor responsibilities, 559
resource-tracking spreadsheet, 428, 429
scheduling copyediting, 530–531
structure reviews, 524

quality debt, 482–483
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quality management
best practice, 74–77
promoting quality goals, 469–470

R
Rare Bird Award (CIDM), 76
recognition

for customer partners, 146
programs for team members, 266
short-term initiatives to win, 233, 243
understanding needs for, 268

redesigns
Project Plan, 356
vision statement, 370

reference information, 406–409
relationship table, 412–415
remote team members. See also global environment;

offshore information development; outsourcing
basic rules, 238
collaborating across corporate cultures, 502–503
collaborating across cultures, 504–505
collaborating across geographical locations, 501–502
collaborating across time zones, 503
collaborating with telecommuters, 504
keeping lines of communication open, 237–238
lone writers, 239
methods for handling distributed teams, 237–238
telecommuters, 239, 504

reorganization
dealing with turmoil, 267
delivering difficult messages, 266–267
motivating staff, 267–269

reporting
benchmark studies, 309
cost reductions to senior management, 489–490
customer feedback reports, 591
customer partnership working sessions, 147
final report preparation, 582
final report template, 583–585
meetings during times of overwork, 466–467
meetings for discussing progress and problems,

454–455

performance reports, 589
project inventory, 91
project progress, 458–460
project-reporting template, 459
scheduling reports, 459
typical progress report, 459–460
weekly project form, 455–456

Request for Information (RFI), 213, 215
Request for Proposal (RFP), 213, 215
resource manager role, 8
resources. See also team members or staff; specific

resources
adding for change management, 478–479
defining in stakeholder partnerships, 152–153
ensuring adequate assignments, 442–450
estimating based on topics, 433
estimating for future projects, 62–63
estimating requirements for projects, 389–394
hurdle to change, 291, 293–294
inadequate, 336, 442–449
leveling, 449–450, 501
listing in Project Plan, 380
portfolio management for optimizing, 87
requesting, 63
spreadsheet for tracking, 424–432
strategic planning for allocating, 15–16
top-down estimation for, 432

resource-tracking spreadsheet. See also deliverables-
based project spreadsheet

allocating percentages of total time to roles, 428–430
complete example, 430–431
creating, 425
described, 424
developing estimates using top-down metrics,

432, 434–435
entering weekly project reports, 455, 457–458
holistic plan, 432
inadequate resources, 442–444, 445
information needed, 424
initial spreadsheet, 425, 426
iterative plan, 432

continued

32_777110 bindex.qxp  11/15/06  4:24 PM  Page 617



618 Index

resource-tracking spreadsheet continued

re-estimating the project, 473–475
resource leveling, 449–450
reviewing hours available per person, 425
revising after project changes, 480–481
roles and responsibilities for project, 427–428
scheduling, 430

return on investment. See ROI
Return-On-Capital-Employed (ROCE), 252
reuse

collaboration, 225
cost reduction, 74
designing topics, 196
topic-based authoring, 62, 74

reviews. See also quality assurance
conducting individual reviews, 520–521
conducting review meetings, 521
editorial, for quality assurance, 66–67
electronic review systems, 521–522
expert reviews, 522
legal, 548, 560–561
“lessons learned,” 585–588
localization and translation, 548–550
performance, in MBOs, 264
quality assurance, 515
review teams in collaborative environments, 501
scheduling, 560–561
spot reviews of content, 485
structure, 522–524
by subject-matter experts, 64–65, 519–522
without a designated editor, 532

rewards. See recognition
RFI (Request for Information), 213, 215
RFP (Request for Proposal), 213, 215
ROI (return on investment)

innovations, 63
overview, 210
tools acquisition, 209

roles of information-development managers. See also
specific roles

balancing act, 10–13
customer advocacy, 154–155

key roles, 8–9
middle manager, 9
overview, 7–9
professional, 9–10
project manager, 325–329
understanding, as best practice, 7–13

run rate, 115

S
sales and marketing organizations

partnerships, 151, 153–154
user profile information, 160

scheduling. See also deadlines; dependencies;
Development Phase of projects; milestones

adjusting for inadequate resources, 446, 448
aligning topic development with product

development, 451
anticipating change, 470–471
backward from delivery dates, 557–559
contingency planning to mitigate risks, 387–388
copyediting, 530–531
deliverable schedule example, 556–557
extending the project schedule, 476–477
helping team members manage time, 467
indexing, 560
localization, 538–539, 544
overtime, 444
Project Plan, 371–373
questioning reasons for falling behind, 483–484
reports, 459
resource-tracking spreadsheet, 430
reviews, 560–561
risky items for later completion, 471
structure reviews, 523–524
translation, 538–539
typical production schedule, 558
understanding the project schedule, 349–350
unforeseen issues affecting, 579
validation testing, 526–527

scope of projects
adjusting after changes, 479–480
analyzing, 345–346
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changing quality, 480
decreasing due to inadequate resources, 448–449
defining, 365
estimating in Project Plan, 375–377
example, 366
guessing, 377
high-risk projects subject to changes, 388
preserving the project vision amid changes, 476
questions to ask, 365
re-estimating the project after changes, 473–475
responsibility for changing, 472

SEI (Software Engineering Institute), 14, 33–34
senior management

aid for project ownership, 23, 327
business case requested, 183
communicating about project change, 489–490
customer access controlled, 138
ensuring accountability, 459
garnering support for change, 230
information developers not understood, 5
managing the managers, 232–235
outsourcing, 245
portfolio management, 87
portfolio management support, 88
productivity measures, 183
reporting cost reductions, 489–490
representing goals to your staff, 10–11
requests for inappropriate work, 11–12
strategic plan, 15, 18
understanding data needed, 64
watching for changes in meetings, 465–466

service providers. See outsourcing
simple projects, 26–27
single-source environment

collaboration, 225
translation costs, 540

Six Sigma process, 184
skills. See competencies
Software Engineering Institute (SEI), 14, 33–34
specialization

creating in teams, 229, 231
domain expertise, 231–232

hiring, 68
types, 68

spreadsheets. See deliverables-based project
spreadsheet; resource-tracking spreadsheet

staff. See team members or staff
stakeholder partnerships, 77, 149–154
stakeholders

analyzing, at portfolio level, 149–151
analyzing, before organizational change, 227
analyzing, steps for, 346–347
case study, 138
collecting feedback, 591
communicating about project change, 489
communicating project vision, 369
conflicting requirements, 487–488
criteria for win-win partnerships, 149–150
establishing partnerships, 151–154
external, for projects, 347
internal, developing content, 138
internal, for projects, 347
project, communication plan, 348
project, identifying, 346–348
project reviews, 487
questioning about project risks, 345
work assignment, 197

standards
editorial reviews for compliance with, 66–67
global, 543
information types, 47
required for reusability, 225
tools, corporate, 212–213

starting a project. See Planning Phase of projects
stockholders, companies’ dependence on, 299
strategic planning. See also information planning;

Information-Development Project Plan 15–19
for portfolio management, 87, 104

strengths
building on, 229–230, 261
graph typical of small team, 259, 260
individual, 259–262
motivating, 260–262
SWOT analysis, 186–187
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Strengths, Weaknesses, Opportunities, and Threats
(SWOT) analysis, 186–187

structure reviews, 522–524
subject-matter experts (SMEs)

conducting individual reviews, 520–521
conducting review meetings, 521
cross-cultural projects, 506
delays from, 485
dismay at content quality, 514
electronic review systems, 521–522
formal versus informal reviews, 519–520
overcoming problems with reviews, 522
project management, 20
project ownership conflicts, 22
reviews, 64–65, 519–522
team member relationships, 255
work assignment inequalities, 196

support organizations. See customer service and support
surveying customers

about content value, 21
to catalog user roles, 160–161
to collect feedback, 589–590
for measuring customer satisfaction, 198
for quality assurance, 528
questions to ask, 161

swimlane diagrams
developing for project phases, 23
Planning Phase example, 25
for simple, quick-turnaround projects, 26

SWOT analysis (Strengths, Weaknesses, Opportunities,
and Threats), 186–187

T
table of contents

book-centric information models, 404, 412
indexes versus, 416
topic architecture, 412

task lists
annotated, developing, 402–404
deriving from user scenarios and use cases, 402
separating reference information, 406

taxation, budget by, 118

team members or staff. See also collaborative
environment; headcounts; resources; specific
kinds

accounting for domain expertise, 231–232
adding new members, 230
assertiveness issues, 255–256
barriers to change, 226, 228–229
barriers to collaboration, 493–494
barriers to team performance, 234–235
basic competencies, 254–255
building on strengths, 229–230, 261
building trust, 234–235, 500
calculating people costs, 73–74
change management, 248–249
changing the personality mix, 255–256
characteristics of information developers, 253
collaborating across corporate cultures, 502–503
collaborating across cultures, 504–505
collaborating across geographical locations, 501–502
collaborating across time zones, 503
collaborating with telecommuters, 504
collaborating with temporary employees, 507–508
communicating about project change, 488
communicating user profiles and scenarios, 178–179
communication plan, 227–228
concern for well-being, 282
contractors versus employees, 114
creating specializations, 229, 231
defining new roles and responsibilities, 229–232
defining roles and responsibilities in Project Plan,

378–380
delivering difficult messages, 266–269
developing collaborative teams, 225–229, 498–499
developing individual strengths, 259–262
Development Phase, 465
differing skills, 197
difficult, handling, 468–469
distribution and globalization, 224
diverse personalities, 496
ensuring growth, 13, 27–28
entry-level employees, 256
estimating requirements for, 391–392
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evaluating, 588–589
evaluating efficiency and effectiveness, 588–589
focusing for effectiveness, 227–228
focusing on teamwork, 282–283
fostering collaboration among, 454–455, 500–501
global, working with, 240–245
handling requests for inappropriate work, 255–256
helping with schedule management, 467
hiring strategy, 254–257
Information Model understanding, 397
initiatives to ensure necessary tools, 265–266
introducing innovation, 72–73
investing in professional development, 257–259
involving in hiring decisions, 257
late additions to team, 478–479
manager performance improved by teamwork, 234
Managing by Objectives (MBOs), 262–266
managing during project changes, 466–470
managing information developers, 252–253
managing the managers, 232–235
measuring individual productivity, 196–197
measuring productivity, 269–275
meeting with project teams, 22
meetings during times of overwork, 466–467
meetings for discussing progress and problems,

454–455
middle manager relationships, 9
offshore employees, 114
outsourcing, 245–248
overtime assignment, 444
people costs, 73–74, 110–111
performance reports, 589
production-edit team, 563–564
productivity challenges, 484–485
project manager relationship, 326
promoting quality goals, 469–470
relationships with subject-matter experts, 255
remote, 235–239
representing senior management goals, 10–11
resource leveling, 449–450, 501
self-managed team, 469
short-term initiatives to 

win recognition, 233, 243
staff changes and project risk, 486–487
suited to mature organization, 14
teamwork as by-product of leadership, 223
telecommuters, 239, 504
training in minimalist approach, 22
training in ownership of projects, 22, 328
work assignment inequalities, 196–197

technology adoption life cycle. See also information-
development life cycle

analyzing products, 129–131
bell curve for, 123–124
chasm between early adopters and mainstream

customers, 124, 127
early and late majority, 123, 124, 126–128, 131–133
funding information development for majority

market, 131–133
funding model, 132
identifying position for products, 125
information products’ role changes, 124, 125
innovators and early adopters, 123, 124, 125–126
issues as prioritizing examples, 90
laggards, 123
managing products moving through, 109
marketing strategies, 124
matching information development, 125–131
move from early adopters to mainstream customers,

123–124, 126–127
overview, 133–134
product evaluation checklist, 130–131
project goals impacted, 344–345
whole product concept, 128–129

technology aids for collaboration, 502
technology-related challenges, 485–486
telecommuters

collaborating with, 504
managing, 239

telephone interviews of customers, 161
templates

final report, 583–585
for policies, 175

continued
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templates continued

for process improvement goals and metrics,
195–196, 198–199

for Project Plan, 356, 357–362
for project reporting, 459
for resource-tracking spreadsheet, 425–426

temporary employees, 507–508
testing. See also measurements; pilot projects

deliverables processing, 561–562
information against the product, 65–66
by information developers, 66
potential employees for basic skills, 256–257
process-development methodology, 24
usability, 140, 167
validation, 526–527

time tracking. See also productivity measures;
scheduling

best practice, 62–64
for calculating innovation ROI, 63
comparing estimates to actuals, 579–581, 583–584
cost control, 73
deliverables, 73
developing system for, 455–458
estimating future project resources, 62–63
helping team members manage time, 467
reclaiming writing time, 274–275
requesting new resources, 63
uncover problems, 483
weekly project form, 455–456

tools
accounting for costs, 216
asking for references from vendors, 215–216
business case for acquiring, 209–210
categories, 210
characteristics, 210–212
controlled writing, 531, 544
corporate technology standards, 212–213
developing requirements, 210–213
evaluating alternatives to purchasing, 215
global strategy, 218–220
managing for the long term, 217–218

open-source, 215
pilot project, 217
portfolio analysis, 208
Production Phase, 554
proof-of-concept project, 216
questions to ask, 205, 207–208
Request for Information (RFI), 213, 215
Request for Proposal (RFP), 213, 215
sample analysis by class (table), 210–212
strategy for business goals, 207–210
technology-related challenges, 485–486
vendor research and selection, 213–216

topic architecture. See also topic list
adjusting project scope, 479–480
aligning topic development with product

development, 451
assigning metadata, 416, 417
assigning topics to deliverables, 412
assigning topics to milestones, 451
automated workflow systems, 458
breaking deliverables down by topics, 433–434
collaboration advantages, 496–497
concentrating on customer needs, 433–434
conceptual information, 404
conceptual information, 405–409
cost reduction, 74
designing topics for reuse, 196
developing collaborative teams, 498–499
developing content plans for deliverables, 399–411
developing estimates using top-down metrics,

434–435
developing indexes, 415–417
developing topic milestones, 450–458
developmental editor skills, 66
domain specialization, 232
estimating project based on revisions of existing

content, 438–439
estimating resources based on topics, 433
evaluating impact of changes on project, 471–472
evaluating topic complexity and risk, 436
hierarchical arrangement of topics, 412, 413
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information planning, 62
mapping hierarchies and creating related-topic links,

412–415
milestone tracking, 452–453
moving from book-based models, 225–226, 229,

255, 432–433
moving from tracking deliverables to tracking topics,

432–442
multiple estimating techniques, 436–438
quality assurance strengthened, 64, 65
reference information, 406–409
relationship table for linking topics, 412, 414–415
reuse, 62, 74
structure development, 524

topic list, 402–422
Total Factor Productivity (TFP), 251–252
tracking. See Development Phase of projects;

measurements; scheduling; time tracking
training staff. See also growth; hiring

assertiveness, 255–256
Balanced Scorecard perspective, 96, 97, 101–102
best practice, 67–69, 257–259
directing toward organizational goals, 101–102
encouraging participation in programs, 258–259
encouraging personal learning projects, 258
funding for, in “no budget” organization, 113
investing in professional development, 257–259
mentoring and apprenticeship, 266
minimalist approach, 22
ownership of projects, 22, 328
tools, 218
translators, product training for, 549
types of programs, 257

translation. See also global environment; localization
automated publishing, 542
budgeting for, 539
case study, 538
content management and workflow, 540–542
controlled language tools for, 544
defined, 535
evaluating the project, 549–550

global standards for, 543
glossary, 547–548
graphics preparation for, 544–545
memory, 540–541, 549
multiple language repository, 540
pre-translation, 541
preparing content, 536, 542–545
product interface, 545
product training for translators, 549
requirements in Project Plan, 536–539
review process, 548
scheduling time for, 538–539
selecting a localization service provider, 546–550
summary, 550–551
translation memory, 540–541, 549

translation coordinators, 428, 429

U
usability

evaluating project requirements, 367–368
usability testing

for analyzing customer information requirements, 140
described, 140
information design improvements following, 483
for overcoming cognitive hurdles, 292
for quality assurance, 516, 529

use cases, 401–402
user and task analysis

conducting, 164–165
for describing project customers, 366–367

user profiles. See also user scenarios, 160–167
communicating to team members, 178–179
defined, 157, 165
key to successful Information Model, 159, 165
project-specific, 178
requirements for developing, 179–180
role-related tasks for network administration, 162
typical profile, 157–158

user scenarios. See also user profiles, 171–180
Content Plan development, 401–402
defined, 157, 165

continued
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user scenarios continued

developing Information Model from, 168–178
key to successful Information Model, 159, 165
NOC technician example, 158–159
RFPs, 213, 215
task list derived from, 402
understanding users’ information agendas, 165–167
uses for, 158–159

user site studies, 164–165, 529–530
users. See customers

V
validation testing, 526–527
value analysis, 63
vendor coordinator responsibilities, 559
vendors for outsourcing

localization service providers, 546–547
low-priced, avoiding, 247–248
process maturity issues, 246–247
production, working with, 572–575
selecting on basis of quality, 246–247

vendors of tools, 214–216
verifying deliverables, 572
vision, project. See also envisioning a project

communicating to stakeholders, 369
preserving amid changes, 476
reiterating, 488
stating for larger project, 363–364
for types of projects, 370
usefulness of, 368

visionary role, 9

W
Web resources

Dependency Calculator, 383
Oracle information website, 208

workflow, automated, 458, 541–542
writing tests, 256

32_777110 bindex.qxp  11/15/06  4:24 PM  Page 624


