
Structured Authoring:

A First Step to Content Management

STC Summit

Sacramento 2011

Mary Craig, Trane Commercial Systems

Pamela Kostur, Parallax Communications



About Mary & Pamela

STC Summit 2011

}Mary isé

}The Content 

Management Leader at 

Trane

} an expert in leading 

projects & inspiring her 

colleagues

} an expert in setting 

strategy

} an advocate of quality & 

consistency

}Pamela isé

} a Partner in Parallax 

Communications

} a specialist in content 

management & content 

reuse consulting

} an advocate of 

structure, usability, & 

consistency

} passionate about making 

content work



Agenda
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}Content management initiative

}Content and process analysis

}Arbortext pilot

}Where are we now?



Content management initiative

}Technology platform to streamline and improve 

customer technical information

}Develop and manage content at a component level 

}Build outputs from structured, reusable XML modules

}Publish multiple outputs from a single source

} Integrate with engineering data and Pro/E CAD

}Automate manual tasks

}Ingersoll Rand enterprise initiative

} Implements standard PTC-based tools

}Begins with Trane Climate & Residential Solutions

}Expands to other Ingersoll Rand sectors
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Increasing literature outputé

Annual Delivered PDF Pages
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} 35% increase from 2008 to 2009

} 30% increase from 2009 to 2010

} 30% projected increase year over 

year  

- Increased new product offerings

- Shortened development cycles

} Maximized existing technology

} New technology required to 

handle increased volume and 

faster speed to market with 

existing resources

2008 ð2012
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Current tools & processes areé

}Inefficient
} Writers spend time on non -value add tasks 

} Review and approval workflows are manual processes 

} Difficult for writers to retrieve reusable content

} Lack of integration with engineering systems

}Inconsistent
} Difficult to leverage consistency across product documentation

} Difficult to keep reused content consistent in multiple documents

} Difficult to find reused content in all affected documents

}Not future ready
} Increased workload cannot be absorbed by existing writers  

} Current tools restrict innovation that is required to remain an 
industry leader

òBusiness as usual costs us money.ó
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Key factors for moving into a CCMS

Reduce Publications 
Operations Costs

Improve Information 
Accuracy & Consistency

Reduce Outsourcing 
Costs

Consolidate to a Single 
Global System

ÅAllow collaboration within as well as across organizations  
ÅSimplify product information sharing and distribution
ÅImprove content maintenance, integrity, and security

ÅSend only new and changed content for translation 
ÅEliminate translation vendor desktop publishing costs
ÅEnable more content to be translated

ÅEliminate need for headcount increase; maintain existing number of technical writers 
ÅImplement outsourcing strategy to reduce peak workload only

ÅDeliver information electronically rather than paper
ÅEliminate manual layout and formatting
ÅEnable efficient and parallel content creation and review
ÅEliminate redundant and manual updating of content used in multiple documents
ÅImprove illustration capability by leveraging Pro/E data to create isometric drawings
ÅHandle increased volume and faster speed to market with existing resources

Reduce Translation Costs

ÅSystematic updates to reusable content
ÅChange management and version control
ÅContent traceability
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The current environmenté

© 2006 PTC
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The future environmenté

Illustrator, Photoshop

Windchill PDMLink
Arbortext Publishing
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CCMS objectives

} Develop information as content modules that can be reused in multiple 

deliverables, which results in

} A more efficient authoring and publishing environment

} Improve literature time to market by up to 50% 

} Increase writer time spent on developing content by up to 40%

} Reduce translation DTP costs by at least 25%

} Greater consistency and accuracy in documentation

} Reuse content up to 65% within a product line

} Reduce legal liabilities; mitigate safety risks 

} Implement a technology solution that complements enterprise standards 

and process improvements, which results in

} Opportunities to leverage resources across sectors as well as globally

} Documentation that better meets customer expectations 
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Wireless Sensor IOM Wired Sensor IOM

Beforeéinconsistent structure
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Wireless Sensor IOM Wired Sensor IOM

Afterémore consistent structure
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Wireless Sensor IOM

Wired Sensor IOM

Beforeéinconsistent content

STC Summit 2011



Wireless Sensor IOM

Wired Sensor IOM

Afterémore consistent content
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But where do you start?
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}Realized existing tools and processes wouldnõt 

ensure success in the future

}Also realized that moving to structured content in a 

managed environment was a necessary change

}And had the good sense to realize that technology 

enables success IF ògoodó content is managed and 

ògoodó processes are put in place

}Hired consultant to help with content and process 

analysisé



Analysiséit starts here
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}Analysis informs your entire project

}Analysis helps you to figure out whatõs going on

}With the content

}With everyone involved in the content life cycle

}Analysis shows you the issues you need to resolve to 

help you meet your goals



Content analysis
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}We selected content from both Trane Commercial 

and Residential Solutions

}We dug in, identifying topics and where they 

appeared

}Then, we compared the topics to see how/if they 

differed in content and structure

}We also compared the structure of the various 

documents
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Content issues

}There is potential to reuse content such as 

product descriptions, features, tasks, cautions 

and warnings, and many more!

}There is potential to redefine technical 

documents, e.g.:

}What is an Installation and Operations Manual and 

what goes in it?

}There is potential to standardize approaches to 

content, e.g.:

}What is a procedure?



A few examplesé

STC Summit 2011



STC Summit 2011



STC Summit 2011



STC Summit 2011



STC Summit 2011



Process analysis

STC Summit 2011

}We talked to

}Technical writers

}Technical writing managers

}Content reviewers and SMEs (engineering, product 

management, and legal)

}Content users/customer support who represent users

} IT staff



Talking to people
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}Adds another dimension

}Helps us to understand

their involvement,

needs, and issues

}Makes it real!


