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         Scriptorium Publishing provides expert advice on how to develop, deploy, and manage content.
            Our typical customer has thousands of pages of information, which need to be delivered in
            print, PDF, HTML, and other media, often in dozens of languages. Our mission is to automate
            formatting and production tasks, usually through XML technologies, so that authors can write
            more efficiently.
         

         
         
         Our consultants work with an assortment of different tools and technologies. Typical
            assignments may include:
         

         
         
         
            
            	Content strategy development

            
            
            	Choosing and configuring content management systems

            
            
            	Designing help systems, web sites, books, and other deliverables

            
            
            	Integrating user-generated content with corporate content (designing and configuring
               forums, wikis, blogs, and other platforms)
            

            
            
            	Building integrated search

            
            
            	Indexing, categorizing, and otherwise organizing information to make it findable

            
            
            	Configuring and extending existing toolsets (for example, we have a tremendous amount of
               experience building output to customer specifications from the DITA Open Toolkit)
            

            
            
         

         
         
         In addition to state-of-the-art technical skills, many of our consultants have traditional
            publishing skills, such as typesetting, book design, copyfitting, technical illustration, and
            production editing. This understanding influences our approach to modern publishing systems
            with cutting-edge tools and technologies, such as content management systems, XML, HTML, DITA,
            the DITA Open Toolkit, XSLT, XSL-FO, FrameMaker, Ant, Perl, FrameScript, Flash, InDesign,
            XMetaL, oXygen, PHP, digital video, and more.
         

         
         
         Our customers include federal and state government as well as companies in software, defense,
            consumer electronics, telecommunications, medical, pharmaceutical, retail, and other
            industries.
         

         
         
      

      
      
      
   
      
      
      
      Overview

      
      
         
         In early 2011, Scriptorium Publishing conducted a web-based survey to measure how and why
            technical communicators are adopting structured authoring. The survey was a follow-up to a
            survey we did in 2009 with nearly identical questions.
         

         
         
         The 2011 survey received 265 responses. 42.3 percent of respondents indicated that they had
            already implemented structured authoring. Only 14.3 percent indicated that they do not plan to
            implement structured authoring. The remaining respondents were either in the process of
            implementing structured authoring (14 percent), planning to do so (19.2 percent), or were
            considering it (10.2 percent).
         

         
         
         Content reuse and document consistency were given as the most important reasons for moving to
            structured authoring followed by the cost/effort of developing content. The Darwin Information
            Typing Architecture (DITA) is by far the most common structure being implemented; 57.9 percent
            of past implementers and 62.5 percent of current implementers chose DITA. 
         

         
         
         A strong majority (63.2 percent) of respondents who indicated that they did not plan to
            implement structured authoring gave cost and time of implementation as the reason.
         

         
         
         The most common authoring tools reported were Adobe FrameMaker (structured), JustSystems
            XMetaL, and SynchRO Soft oXygen.
         

         
         
      

      
      
      
   
      
      
      
      Chapter 1. Structured authoring nears a tipping point
      

      
      
         
         The first question in our survey was “Have you implemented structured authoring, or do you
            plan to do so?” 42.3 percent of respondents indicated that they were already working in
            structure.
         

         
         
         
         
         
            
               Implementation rates for 2009 and 2011
               
               
               
               
               
                  
                  
                     
                     	Status (variant text for 2009 survey shown in [braces])
                     
                     
                     	2009
                     
                     
                     	2011
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	We have implemented structured authoring.
                     
                     
                     	29.2%
                     
                     
                     	42.3%
                     
                     
                  

                  
                  
                  
                     
                     	We are currently implementing structured authoring.
                     
                     
                     	13.5%
                     
                     
                     	14.0%
                     
                     
                  

                  
                  
                  
                     
                     	We will begin implementation this year.
                     
                     
                     	8.9%
                     
                     
                     	10.9%
                     
                     
                  

                  
                  
                  
                     
                     	We plan to start implementation in 2012 [2010].
                     
                     
                     	1.0%
                     
                     
                     	1.1%
                     
                     
                  

                  
                  
                  
                     
                     	We plan to start implementation in 2013 [2011] or later.
                     
                     
                     	0.6%
                     
                     
                     	0.8%
                     
                     
                  

                  
                  
                  
                     
                     	We will eventually implement structured authoring but do not have a time
                        frame.
                     
                     
                     
                     	9.4%
                     
                     
                     	6.4%
                     
                     
                  

                  
                  
                  
                     
                     	We are considering structured authoring but have not decided whether to
                        implement or not.
                     
                     
                     
                     	21.1%
                     
                     
                     	10.2%
                     
                     
                  

                  
                  
                  
                     
                     	No. We do not plan to implement structured authoring.
                     
                     
                     	16.2%
                     
                     
                     	14.3%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         2011 implementation rates   
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         We have no way of knowing whether the data from 2009 and 2011 is comparable. The respondents
            and the sample size are different. However, it is interesting to note that the data is
            consistent. For example, adding together the first two responses from 2009—past implementers
            and current implementers—yields 42.7 percent. By 2011, the current implementers should be past
            implementers, and indeed the past implementers percentage, 42.3 percent, is very close to the
            number that would be expected based on the 2009 survey.
         

         
         
         The other numbers reported are relatively consistent, although the outright "no" answers
            dropped slightly from 16.2 percent in 2009 to 14.3 percent in 2011. The "undecided"
            number had changed the most, from 21.1 percent in 2009 to only 10.2 percent in 2011. It looks
            as though the undecided respondents from 2009 are breaking strongly in favor of structured
            authoring. 
         

         
         
         Responses from 2009 indicated that a majority would be working in a structured authoring
            environment by 2010. That is, the "have implemented,"
            "are implementing," and "will begin this year [2009]" responses added up to 51.6
            percent. Respondents were perhaps overly optimistic in their assessment of their status, as
            the actual number working in structured authoring now stands at 42.3 percent. However, if we
            add in the 14.0 percent whose implementations are in progress, then we do have a total over
            56.3 percent. The total percentage that report past, present, and in-progress implementations
            in 2011 is now up to 67.2 percent, or two-thirds of respondents.
         

         
         
         
      

      
      
      
         
         
            
            	DITA steamrolls the competition

               
            

            
         

         
      

      
      
   
      
      
      
      DITA steamrolls the competition

      
      
         
         The survey asked about structure choices:

         
         
         
            
            
               
               	
                  
                  For past and present implementations: What structure do you use?

                  
                  
               

               
               
               	
                  
                  For future implementations: What structure will you use?

                  
                  
               

               
               
            

            
            
         

         
         
         The list of options for each question was the same, but it was randomized to prevent order
            bias:
         

         
         
         
            
            
               
               	
                  
                  DocBook

                  
                  
               

               
               
               	
                  
                  DITA

                  
                  
               

               
               
               	
                  
                  ATA

                  
                  
               

               
               
               	
                  
                  Military standard

                  
                  
               

               
               
               	
                  
                  S1000D

                  
                  
               

               
               
               	
                  
                  Custom-developed for our requirements

                  
                  
               

               
               
               	
                  
                  Other (always listed last)

                  
                  
               

               
               
            

            
            
         

         
         
         DITA was the clear winner among past, present, and future implementations with "market
               share" hovering around 60 percent. This matches the 2009 numbers, when 63.2 percent and
            60.7 percent of present and future implementers, respectively, said they would use DITA.
            DocBook is holding steady at around 5 percent. The remainder were split between custom
            structure and "other."

         
         
         
            
               Structure adoption data
               
               
               
               
               
               
                  
                  
                     
                     	Structure
                     
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                     	Future (n=60)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	DocBook
                     
                     
                     	3.9%
                     
                     
                     	4.2%
                     
                     
                     	5.0%
                     
                     
                  

                  
                  
                  
                     
                     	DITA
                     
                     
                     	57.9%
                     
                     
                     	62.5%
                     
                     
                     	58.3%
                     
                     
                  

                  
                  
                  
                     
                     	ATA
                     
                     
                     	0
                     
                     
                     	0
                     
                     
                     	0
                     
                     
                  

                  
                  
                  
                     
                     	Military standard
                     
                     
                     	0
                     
                     
                     	4.2%
                     
                     
                     	0
                     
                     
                  

                  
                  
                  
                     
                     	S1000D
                     
                     
                     	0
                     
                     
                     	4.2%
                     
                     
                     	3.3%
                     
                     
                  

                  
                  
                  
                     
                     	Custom
                     
                     
                     	28.9%
                     
                     
                     	12.5%
                     
                     
                     	18.3%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	9.2%
                     
                     
                     	12.5%
                     
                     
                     	15.0%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Structure adoption data
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         The survey results match up with our customer experiences in structured authoring
            implementation. Many of our clients see DITA as a "good enough" match for their content.
            The customers who choose a non-DITA solution generally have a content model that is
            incompatible with DITA’s topic-oriented approach. 
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Chapter 2. Why implement structured authoring?
      

      
      
         
         We asked all respondents except the non-implementers to rank seven factors in their decision
            to implement structured authoring. Factors were ranked on a scale of 1 to 7 (with 1 being
            critical and 7 being irrelevant), and we required respondents to assign each factor to a
            different value (“forced ranking”).
         

         
         
         
         
         
         
            
               Decision factors (from most important to least important)
               
               
               
               
               
                  
                  
                     
                     	Past
                     
                     
                     	Present
                     
                     
                     	Future
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Reuse
                     
                     
                     	Reuse
                     
                     
                     	Reuse
                     
                     
                  

                  
                  
                  
                     
                     	Consistency
                     
                     
                     	Consistency
                     
                     
                     	Consistency
                     
                     
                  

                  
                  
                  
                     
                     	Development cost
                     
                     
                     	Development cost
                     
                     
                     	Development cost
                     
                     
                  

                  
                  
                  
                     
                     	Localization
                     
                     
                     	Information exchange
                     
                     
                     	Localization
                     
                     
                  

                  
                  
                  
                     
                     	Information exchange
                     
                     
                     	Localization
                     
                     
                     	Personalization
                     
                     
                  

                  
                  
                  
                     
                     	Personalization
                     
                     
                     	Compliance
                     
                     
                     	Information exchange
                     
                     
                  

                  
                  
                  
                     
                     	Compliance
                     
                     
                     	Personalization
                     
                     
                     	Compliance
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Decision factors
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         The results were remarkably consistent for past, present, and future implementers. Document
            reuse, consistency, and development cost (in that order) were the top three factors that
            influenced the decision to move to structured authoring.
         

         
         
         The low ranking for compliance was not a surprise, but we did expect personalization to score
            higher. Much of the discussion about semantic content and XML publishing has revolved around
            the possibilities of dynamic delivery, personalized content, and the like. However, our survey
            respondents seem to be concerned with more mundane issues—managing reuse, improving document
            consistency, and lowering the cost of content development and localization. We believe that
            after organizations implement XML-based workflows and achieve cost reductions, they may turn
            their attention to more feature-focused goals such as personalization.
         

         
         
         Currently, the people implementing DITA are more concerned about reuse, and less concerned
            about compliance, than the non-DITA implementers. DITA is generally promoted as an
            architecture that supports reuse, so those numbers make sense.
         

         
         
         
         
         
            
               Comparing priorities for current DITA and non-DITA implementers (lower number
                     indicates greater importance)
               
               
               
               
               
                  
                  
                     
                     	Factor
                     
                     
                     	DITA (n=15)
                     
                     
                     	All others (n=9)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Reuse
                     
                     
                     	1.92
                     
                     
                     	3.14
                     
                     
                  

                  
                  
                  
                     
                     	Development cost
                     
                     
                     	3.33
                     
                     
                     	2.86
                     
                     
                  

                  
                  
                  
                     
                     	Consistency
                     
                     
                     	2.90
                     
                     
                     	3.00
                     
                     
                  

                  
                  
                  
                     
                     	Localization cost
                     
                     
                     	4.07
                     
                     
                     	4.86
                     
                     
                  

                  
                  
                  
                     
                     	Information exchange
                     
                     
                     	3.92
                     
                     
                     	3.29
                     
                     
                  

                  
                  
                  
                     
                     	Personalization
                     
                     
                     	5.14
                     
                     
                     	5.29
                     
                     
                  

                  
                  
                  
                     
                     	Compliance
                     
                     
                     	5.13
                     
                     
                     	4.25
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         
            Rejecting structured authoring

            For the approximately 14 percent who indicated that they will not implement structured authoring,
               we asked about their reasons. Interestingly, we saw very little change in these results
               between 2009 and 2011.
            

            
            
            
            
               
                  Why has your organization decided not to implement structured authoring? (multiple
                        responses permitted)
                  
                  
                  
                  
                  
                     
                     
                        
                        	Reason
                        
                        
                        	2009 (n=92)
                        
                        
                        	2011 (n=38)
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Content not localized
                        
                        
                        	22.8%
                        
                        
                        	34.2%
                        
                        
                     

                     
                     
                     
                        
                        	Content not reused
                        
                        
                        	18.5%
                        
                        
                        	26.3%
                        
                        
                     

                     
                     
                     
                        
                        	Cost and time of implementation
                        
                        
                        	67.4%
                        
                        
                        	63.2%
                        
                        
                     

                     
                     
                     
                        
                        	Staff will not adjust to new authoring environment
                        
                        
                        	32.6%
                        
                        
                        	31.6%
                        
                        
                     

                     
                     
                     
                        
                        	Other
                        
                        
                        	35.9%
                        
                        
                        	31.6%
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
            
            Reasons for not implementing structured authoring (2011 respondents)
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            We offered respondents an opportunity to tell us more and got several answers related
               to lack of value:
            

            
            
               
               
                  
                  	"Doesn’t make sense in a single-author environment."

                  
                  
                  	"The payoff just isn’t there. Our current workflows are more efficient and more
                        conducive to the skills of our staff. If the payoff were big enough, we would make the
                        switch and do the training necessary. Another concern is flow. We still do manuals as
                        well as help, and the manuals I’ve seen constructed from DITA seem like many islands
                        strung together—they lack flow: transitions, context, connectivity."

                  
                  
                  	"No compelling benefits for us at this time. Our content moves fast and tends to have a
                        short shelf life. There isn’t a great deal of re-use beyond 6 months. Moreover, we
                        constantly work to improve the content, and empower anyone with knowledge to
                        fix/update/improve it at any time. A managed wiki provides a good authoring environment
                        to meet this need. A structured authoring environment has demonstrated to be too high
                        overhead (both in use and learning) for our diverse group of contributors. To be clear,
                        this isn’t a cost problem, it’s a lack of clear value to the organization."

                  
                  
                  	"I’m not sure on its benefits or applications. Most of my company uses Word and in some
                        cases we have templates with designated sections and preset styles that people can use.
                        If people need to reuse information, they copy and paste from other Word documents."

                  
                  
               

               
               
            

            
            Another common theme was a lack of interest or fear of change: 
               
                  
                  	"It would be too much change for the rest of the department. They are change- and
                        risk-averse. The tech writers could adjust just fine. No one else would."

                  
                  
                  	"Not even thinking inside the box, let alone outside."

                  
                  
                  	"Executives and customers do not see a need for structured authoring."

                  
                  
                  	"Our main customer does not ask for it, therefore the company sees no reason to outlay
                        funds for something that they believe will not add value."

                  
                  
                  	"No support, or time for implementing due to current workload."

                  
                  
                  	"Inexperience in the field, not sure how it will impact us."

                  
                  
               

               
               
            

            
         

         
         
      

      
      
      
   
      
      
      
      Chapter 3. Implementation success
      

      
      
         
         After asking respondents to rank their reasons for implementing structured authoring, we
            returned to the same list later in the survey and asked past implementers which goals were
            achieved. The following table shows the average rankings for the reasons to implement
            structure (1 to 7, with 1 being the most important), the percentage of past implementers who
            ranked each factor as the first or second most important reason, and the percentage of
            implementers who indicated they achieved the particular goal. The results indicate overall
            success.
         

         
         
         
         
         
            
               Implementation priorities and success rates
               
               
               
               
               
               
                  
                  
                     
                     	Factor
                     
                     
                     	Average
                     
                     
                     	Ranked 1 or 2
                     
                     
                     	Achieved by
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Content reuse
                     
                     
                     	2.23
                     
                     
                     	67.2%
                     
                     
                     	78.9%
                     
                     
                  

                  
                  
                  
                     
                     	Consistency of documents
                     
                     
                     	2.52
                     
                     
                     	55.0%
                     
                     
                     	82.9%
                     
                     
                  

                  
                  
                  
                     
                     	Cost/effort of developing content
                     
                     
                     	3.09
                     
                     
                     	35.9%
                     
                     
                     	60.5%
                     
                     
                  

                  
                  
                  
                     
                     	Localization costs
                     
                     
                     	3.97
                     
                     
                     	33.3%
                     
                     
                     	50.0%
                     
                     
                  

                  
                  
                  
                     
                     	Information exchange 
                     
                     
                     	4.38
                     
                     
                     	10.3%
                     
                     
                     	34.2%
                     
                     
                  

                  
                  
                  
                     
                     	Personalization/customization of content 
                     
                     
                     	5.05
                     
                     
                     	9.5%
                     
                     
                     	26.3%
                     
                     
                  

                  
                  
                  
                     
                     	Compliance with regulatory requirements 
                     
                     
                     	5.82
                     
                     
                     	4.6%
                     
                     
                     	10.5%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Implementation priorities and success rates
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         The percentage of respondents who achieved each identified goal is significantly higher than
            the percentage of respondents who ranked that goal as a top (1 or 2) priority. Consistency and
            content reuse were highly successful. Even though only 35.9 percent ranked cost/effort of
            developing content as a top priority for their implementation, 60.5 percent reported that they
            achieved this goal.
         

         
         
         We also provided an “Other” field to describe the goals they achieved. Out of the 13 comments
            offered, 12 were positive and mentioned achievements such as:
            
               
               	"automated daily publishing"

               
               
               	"reduction of total content"

               
               
               	"short time to provide more languages"

               
               
               	"the feel good factor - Tech Writers felt that they are keeping up with times, and are
                     working on ‘current’ methodologies, etc."

               
               
               	"happier writers :)"

               
               
            

            
         

         
         
          

         
         
      

      
      
      
   
      
      
      
      Chapter 4. Estimating implementation effort
      

      
      
         
         We asked past, present, and future implementers how long implementation took or how long they
            expected it to take. Implementation for larger authoring groups tended to be somewhat longer,
            but even the smallest one-person groups estimated an average of 6–12 months (as shown in the
            following figure). However, we noticed that the mid-sized groups (16–50 people) reported
            shorter implementation times than the smaller or larger groups. The data also indicates that
            this group is more likely than the others to use outside resources (consultants) during the
            implementation. It’s possible that using consultants shortens implementation time by providing
            dedicated resources. Furthermore, implementations in very large groups tend to involve
            multiple departments (such as technical communication, IT, and marketing), which increases
            project complexity.
         

         
         
         
         Time for implementation
[image: ../images/time_to_implement_by_peeps.png]



         
         
         Ease of implementation is often given as a reason for choosing DITA structure, but the survey
            results do not support this logic. For past implementations, the average time required was
            similar for DITA and custom structures. However, the percentage of implementations completed
            in less than 19 months was slightly lower for DITA users than for others.
         

         
         
         
         
            
               Time required for implementation, months
               
               
               
               
               
               
               
               
               
                  
                  
                     
                     	Structure
                     
                     
                     	0–6
                     
                     
                     	6–12
                     
                     
                     	13–18
                     
                     
                     	19–24
                     
                     
                     	24+
                     
                     
                     	<19, total
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Past
                     
                     
                  

                  
                  
                  
                     
                     	DITA (n=44)
                     
                     
                     	18.2%
                     
                     
                     	34.1%
                     
                     
                     	29.5%
                     
                     
                     	6.8%
                     
                     
                     	11.4%
                     
                     
                     	81.8%
                     
                     
                  

                  
                  
                  
                     
                     	Custom (n=22)
                     
                     
                     	18.2%
                     
                     
                     	45.5%
                     
                     
                     	22.7%
                     
                     
                     	9.1%
                     
                     
                     	4.5%
                     
                     
                     	86.4%
                     
                     
                  

                  
                  
                  
                     
                     	Present
                     
                     
                  

                  
                  
                  
                     
                     	DITA (n=15)
                     
                     
                     	6.7%
                     
                     
                     	33.3%
                     
                     
                     	13.3%
                     
                     
                     	20.0%
                     
                     
                     	26.7%
                     
                     
                     	53.3%
                     
                     
                  

                  
                  
                  
                     
                     	Custom (n=3)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	66.7%
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                     	66.7%
                     
                     
                  

                  
                  
                  
                     
                     	Future
                     
                     
                  

                  
                  
                  
                     
                     	DITA (n=35)
                     
                     
                     	8.6%
                     
                     
                     	57.1%
                     
                     
                     	14.3%
                     
                     
                     	8.6%
                     
                     
                     	11.4%
                     
                     
                     	79.7%
                     
                     
                  

                  
                  
                  
                     
                     	Custom (n=11)
                     
                     
                     	18.2%
                     
                     
                     	36.4%
                     
                     
                     	27.3%
                     
                     
                     	18.2%
                     
                     
                     	0.0%
                     
                     
                     	81.9%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Among future DITA implementers, almost 58 percent estimated 6–12 months for implementation,
            but only 34.1 percent of past implementations were completed in that time frame. Either
            implementations are getting easier, or the future implementers are a bit overoptimistic. (We
            lean toward the latter explanation.) A third of present DITA implementers expected to finish
            in 6–12 months.
         

         
         
      

      
      
      
   
      
      
      
      Chapter 5. Implementation cost
      

      
      
         
         We asked how much respondents spent or expected to spend on implementation. The most popular
            answer was, "I do not know."

         
         
         
         
            
               What was the cost of implementation or How much do you expect to spend?
               
               
               
               
               
               
                  
                  
                     
                     	Cost
                     
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                     	Future (n=60)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Up to $25,000
                     
                     
                     	25.0%
                     
                     
                     	8.3%
                     
                     
                     	21.7%
                     
                     
                  

                  
                  
                  
                     
                     	$25,001 to $50,000 
                     
                     
                     	7.9%
                     
                     
                     	4.2%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	$50,001 to $100,000 
                     
                     
                     	3.9%
                     
                     
                     	16.7%
                     
                     
                     	3.3%
                     
                     
                  

                  
                  
                  
                     
                     	$100,001 to $250,000
                     
                     
                     	11.8%
                     
                     
                     	8.3%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	More than $250,000 
                     
                     
                     	7.9%
                     
                     
                     	8.3%
                     
                     
                     	3.3%
                     
                     
                  

                  
                  
                  
                     
                     	I do not know. 
                     
                     
                     	43.4%
                     
                     
                     	54.2%
                     
                     
                     	58.3%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Data corrections are as follows:
                        
                           
                           	Past implementers: Moved one response from Other ("Bought oXygen licenses
                                 (< $1000)") to the Up to $25,000 category.
                           

                           
                           
                           	Future implementers: Moved all four Other responses: three responses to the Up
                              to $25,000 category, and one response to I do not know.
                           

                           
                           
                        

                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         What was the cost of implementation or How much do you expect to spend?
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         We expected that some respondents, especially those whose implementations have not yet begun,
            would not have budget numbers. We were surprised, however, at the high percentage of “don’t
            know” responses among past and present implementations. Perhaps this is because two-thirds of
            our respondents (66.8%) were staff members and not management (17.3%) or executives
            (5.6%).
         

         
         
      

      
      
      
         
         
            
            	DITA: Free but (still) not cheap

               
            

            
            	More people, more money

               
            

            
         

         
      

      
      
   
      
      
      
      DITA: Free but (still) not cheap

      
      
         
         Many cite a "lower cost of implementation" as a reason for implementing DITA over other
            structures. However, in our 2009 survey, the results for present implementers showed that
            implementing DITA was more expensive than other structures. We wanted to see if the 2011 data
            showed similar trends. The following table shows the costs of implementing DITA vs. other
            structures.
         

         
         
         
         
            
               Will you save money by implementing DITA?
               
               
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	Past
                     
                     
                     	Present
                     
                     
                     	Future
                     
                     
                  

                  
                  
                  
                     
                     	Cost
                     
                     
                     	DITA (n=44)
                     
                     
                     	Others (n=32)
                     
                     
                     	DITA (n=15)
                     
                     
                     	Others (n=9)
                     
                     
                     	DITA (n=35)
                     
                     
                     	Others (n=25)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Up to $25,000
                     
                     
                     	22.7%
                     
                     
                     	28.1%
                     
                     
                     	6.7%
                     
                     
                     	11.1%
                     
                     
                     	22.9%
                     
                     
                     	20.0%
                     
                     
                  

                  
                  
                  
                     
                     	$25,001 to $50,000
                     
                     
                     	6.8%
                     
                     
                     	9.4%
                     
                     
                     	6.7%
                     
                     
                     	0.0%
                     
                     
                     	8.6%
                     
                     
                     	4.0%
                     
                     
                  

                  
                  
                  
                     
                     	$50,001 to $100,000 
                     
                     
                     	2.3%
                     
                     
                     	6.3%
                     
                     
                     	20.0%
                     
                     
                     	11.1%
                     
                     
                     	2.9%
                     
                     
                     	4.0%
                     
                     
                  

                  
                  
                  
                     
                     	$100,001 to $250,000
                     
                     
                     	13.6%
                     
                     
                     	9.4%
                     
                     
                     	6.7%
                     
                     
                     	11.1%
                     
                     
                     	8.6%
                     
                     
                     	4.0%
                     
                     
                  

                  
                  
                  
                     
                     	More than $250,000
                     
                     
                     	11.4%
                     
                     
                     	3.1%
                     
                     
                     	6.7%
                     
                     
                     	11.1%
                     
                     
                     	5.7%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	I do not know. 
                     
                     
                     	43.2%
                     
                     
                     	43.8%
                     
                     
                     	53.3%
                     
                     
                     	55.6%
                     
                     
                     	51.4%
                     
                     
                     	68.0%
                     
                     
                  

                  
                  
                  
                     
                     	Other 
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Average cost* 
                     
                     
                     	$124,500
                     
                     
                     	$69,400
                     
                     
                     	$114,300
                     
                     
                     	$153,100
                     
                     
                     	$89,000
                     
                     
                     	$43,800
                     
                     
                  

                  
                  
                  
                     
                     	* The average cost was calculated using the following
                        cost factors:
                        
                           
                           	up to $25,000: $12,500 

                           
                           
                           	$25,001 to $50,000: $37,500

                           
                           
                           	$50,001 to $100,000: $75,000

                           
                           
                           	$100,001 to $250,000: $175,000

                           
                           
                           	more than $250,000: $350,000

                           
                           
                        

                        
                        Data corrections are as follows:
                           
                              
                              	Past implementers of DITA: moved the one response from Other to Up to
                                 $25,000.
                              

                              
                              
                              	Future implementers of other structures: moved the two responses from Other to
                                 Up to $25,000.
                              

                              
                              
                              	Future implementers of DITA: moved one response from Other to Up to $25,000
                                 and one response from Other to I do not know.
                              

                              
                              
                           

                           
                        

                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Respondents who are past and future DITA implementers reported higher costs than those
            implementing other structures, but present non-DITA implementers reported higher costs than
            those who chose DITA. Overall, we’re hesitant to draw conclusions about these numbers. The
            high percentage of those who didn’t know budget numbers (particularly among present and future
            implementers) certainly skews the results, and the sample size for present non-DITA
            implementers is small (nine respondents). Also, the significant cost differentials between
            DITA and non-DITA implementers among the past and future respondents seem extreme and don’t
            mesh with our past experience on DITA and non-DITA projects. 
         

         
         
         With those caveats, the numbers clearly show that a DITA implementation is far from free.
            DITA is appealing because it provides an architecture that supports topic-based and
            element-based reuse, conditional processing, and various output formats through the DITA Open
            Toolkit. But even though DITA structure and the Open Toolkit are free, implementing DITA can
            still be extremely costly. 
         

         
         
         In our consulting practice, we find that the following factors greatly increase DITA
            implementation complexity and therefore cost:
            
               
               	Extensive specialization (a type of customization unique to DITA) 

               
               
               	Output requirements, such as web-based help, that are not supported by the Open
                  Toolkit
               

               
               
               	Complex formatting requirements for PDF, especially if combined with the requirement to
                  use the open-source (free) FOP processor
               

               
               
               	Legacy documentation, especially if poorly formatted and in need of reorganization

               
               
               	Large numbers of authors (which increases the training costs)

               
               
               	Use of a CMS

               
               
            

            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      More people, more money

      
      
         
         We cross-tabulated the budgets against the number of people who use (or will use) the
            implementation. As you might expect, the average cost of implementation rises with the number
            of contributors.
         

         
         
         
            
               Cost versus size of implementation
               
               
               
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	< $25K
                     
                     
                     	$25K–50K
                     
                     
                     	$50K–$100K
                     
                     
                     	$100K–250K
                     
                     
                     	$250K+
                     
                     
                     	Do not know
                     
                     
                     	Average
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	1 person
                        
                     
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=3)
                     
                     
                     	100%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	$12,500*
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=0)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	-*
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=5)
                     
                     
                     	60.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	40.0%
                     
                     
                     	$12,500
                     
                     
                  

                  
                  
                  
                     
                     	2–5 people
                        
                     
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=21)
                     
                     
                     	47.6%
                     
                     
                     	9.5%
                     
                     
                     	0.0%
                     
                     
                     	9.5%
                     
                     
                     	0.0%
                     
                     
                     	33.3%
                     
                     
                     	$39,000
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=3)
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	33.3%
                     
                     
                     	$44,000*
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=26)
                     
                     
                     	26.9%
                     
                     
                     	15.4%
                     
                     
                     	3.8%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	53.8%
                     
                     
                     	$26,000
                     
                     
                  

                  
                  
                  
                     
                     	6–15 people
                        
                     
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=29)
                     
                     
                     	13.8%
                     
                     
                     	10.3%
                     
                     
                     	10.3%
                     
                     
                     	17.2%
                     
                     
                     	10.3%
                     
                     
                     	37.9%
                     
                     
                     	$128,000
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=11)
                     
                     
                     	9.1%
                     
                     
                     	0.0%
                     
                     
                     	18.2%
                     
                     
                     	9.1%
                     
                     
                     	9.1%
                     
                     
                     	54.5%
                     
                     
                     	$138,000
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=19)
                     
                     
                     	15.8%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	5.3%
                     
                     
                     	10.5%
                     
                     
                     	68.4%
                     
                     
                     	$152,000
                     
                     
                  

                  
                  
                  
                     
                     	16–50 people 
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=19)
                     
                     
                     	10.5%
                     
                     
                     	5.3%
                     
                     
                     	0.0%
                     
                     
                     	5.3%
                     
                     
                     	15.8%
                     
                     
                     	63.2%
                     
                     
                     	$184,000
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=7)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	14.3%
                     
                     
                     	14.3%
                     
                     
                     	14.3%
                     
                     
                     	57.1%
                     
                     
                     	$200,000
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=8)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	12.5%
                     
                     
                     	25.0%
                     
                     
                     	0.0%
                     
                     
                     	62.5%
                     
                     
                     	$142,000
                     
                     
                  

                  
                  
                  
                     
                     	50+ people
                        
                     
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=4)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	25.0%
                     
                     
                     	0.0%
                     
                     
                     	75.0%
                     
                     
                     	$175,000*
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=3)
                     
                     
                     	0.0%
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	66.7%
                     
                     
                     	$37,500*
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=2)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	50.0%
                     
                     
                     	0.0%
                     
                     
                     	50.0%
                     
                     
                     	$175,000*
                     
                     
                  

                  
                  
                  
                     
                     	Data corrections are as follows:
                        
                           
                           	2–5 people (past implementers): moved one response from Other to under
                              $25K.
                           

                           
                           
                           	1 person (future implementers): moved one response from Other to under
                              $25K.
                           

                           
                           
                           	2–5 people (future implementers): moved two responses from Other to under $25K
                              and one response from Other to Do not know.
                           

                           
                           
                        

                        
                        * Very low number of responses.

                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Cost versus size of implementation 
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         Our data indicates that most small implementations (up to 5 people) are done for under
            $25,000. As the number of people increases, the expenses rise. 
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Chapter 6. Who is actually doing the work?
      

      
      
         
         We asked survey participants who had done or would do the implementation work. Their choices
            were:
         

         
         
         
            
            	Employees

            
            
            	Primarily employees with help from outside resources (consultants or contractors)

            
            
            	Primarily outside resources with help from employees

            
            
            	Outside resources

            
            
         

         
         
         A large majority of past, present, and future implementers reported that implementation work
            was done by employees or by employees with some help.
         

         
         
         
         
            
               Who did (or will do) the implementation?
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	Employees
                     
                     
                     	Primarily employees
                     
                     
                     	Primarily outside resources
                     
                     
                     	Outside resources
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Past (n=76)
                     
                     
                     	42.1%
                     
                     
                     	28.9%
                     
                     
                     	23.7%
                     
                     
                     	5.3%
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=24)
                     
                     
                     	50.0%
                     
                     
                     	41.7%
                     
                     
                     	8.3%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=60)
                     
                     
                     	53.3%
                     
                     
                     	43.3%
                     
                     
                     	3.3%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Not one DITA implementer indicated they they relied exclusively on outside resources.

         
         
         
         
            
               Who did (or will do) the DITA implementation?
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	Employees
                     
                     
                     	Primarily employees
                     
                     
                     	Primarily outside resources
                     
                     
                     	Outside resources
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Past (n=44)
                     
                     
                     	45.5%
                     
                     
                     	31.8%
                     
                     
                     	22.7%
                     
                     
                     	0.0% 
                     
                     
                  

                  
                  
                  
                     
                     	Present (n=15)
                     
                     
                     	40.0%
                     
                     
                     	53.3%
                     
                     
                     	6.7%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Future (n=35)
                     
                     
                     	45.7%
                     
                     
                     	48.6%
                     
                     
                     	5.7%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Among DITA users, 22.7 percent of past implementers did depend primarily on outside
            resources. Less than 7 percent of present and future DITA implementers said they would rely
            primarily on outside resources; the downturn among present and future DITA implementers
            primarily using outside resources mirrors a similar trend for present and future implementers
            of all structures. 
         

         
         
         In our 2009 survey, the percentages of present and future implementers depending primarily on
            outside resources showed a slight increase in comparison to past implementers (of all
            structures and of just DITA). We don’t know specifically why fewer present and future
            implementers are using outside resources in 2011. Perhaps the economic downturn limited (or
            eliminated) the budgets for seeking outside help. 
         

         
         
         We grouped responses by the number of users reported for the implementation in the following
            table. Even when broken up by group size, the data shows that employees are almost always
            involved. It’s also interesting to note that the largest groups were the most likely to rely
            on employees. This is probably because an organization with 50 or more content contributors
            will have dedicated information architects and other specialists who build and maintain
            structured authoring environments.
         

         
         
         
         
            
               Regardless of size, few implementations are completed exclusively by outside resources
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	Employees
                     
                     
                     	Primarily employees
                     
                     
                     	Primarily outside resources
                     
                     
                     	Outside resources
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Past
                     
                     
                  

                  
                  
                  
                     
                     	1 person (n=3)
                     
                     
                     	33.3%
                     
                     
                     	33.3%
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	2-5 people (n=21)
                     
                     
                     	61.9%
                     
                     
                     	28.6%
                     
                     
                     	9.5%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	6-15 people (n=29)
                     
                     
                     	27.6%
                     
                     
                     	31.0%
                     
                     
                     	27.6%
                     
                     
                     	13.8%
                     
                     
                  

                  
                  
                  
                     
                     	16-50 people (n=19)
                     
                     
                     	36.8%
                     
                     
                     	31.6%
                     
                     
                     	31.6%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	50+ people (n=4)
                     
                     
                     	75.0%
                     
                     
                     	0.0%
                     
                     
                     	25.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Present
                     
                     
                  

                  
                  
                  
                     
                     	1 person (n=0)
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	2-5 people (n=3)
                     
                     
                     	100.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	6-15 people (n=11)
                     
                     
                     	36.4%
                     
                     
                     	45.5%
                     
                     
                     	18.2%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	16-50 people (n=7)
                     
                     
                     	42.9%
                     
                     
                     	57.1%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	50+ people (n=3)
                     
                     
                     	66.7%
                     
                     
                     	33.3%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Future
                     
                     
                  

                  
                  
                  
                     
                     	1 person (n=5)
                     
                     
                     	60.0%
                     
                     
                     	40.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	2-5 people (n=26)
                     
                     
                     	73.1%
                     
                     
                     	26.9%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	6-15 people (n=19)
                     
                     
                     	36.8%
                     
                     
                     	52.6%
                     
                     
                     	10.5%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	16-50 people (n=8)
                     
                     
                     	37.5%
                     
                     
                     	62.5%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	50+ people (n=2)
                     
                     
                     	0.0%
                     
                     
                     	100.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Sizable percentages of past implementers primarily used outside resources, but those
            percentages drop significantly among present implementers. That downward trend remains true
            with future implementers.
         

         
         
          In our 2009 survey, a quarter of present implementations with 50 or more people primarily
            depended on outside resources, but in 2011, no groups of 50 or more working on a current
            implementation reported primary reliance on outside resources. As the number of technical
            authors familiar with structured authoring rises, there is a greater likelihood that larger
            organizations will have in-house resources.
         

         
         
      

      
      
      
   
      
      
      
      Chapter 7. Authoring tools
      

      
      
         
         We asked past, present, and future implementers about authoring tools. For past implementers,
            we asked:
         

         
         
         
            
            	During the planning phase, which tools did your organization consider for authoring
               content in the structured authoring environment? (Please choose all that apply.)
            

            
            
            	Which tools does your organization use to author content in the structured authoring
               environment? (Please choose all that apply.)
            

            
            
         

         
         
         For present implementers, the questions were slightly different:

         
         
         
            
            	During implementation, which tools has your organization considered for authoring content
               in the structured authoring environment? (Please choose all that apply.)
            

            
            
            	Which tools will your organization use to author content in the structured authoring
               environment? (Please choose all that apply.)
            

            
            
         

         
         
         We asked future implementers:

         
         
         
            
            	Which tools have you considered for authoring content in the structured authoring
               environment? (Please choose all that apply.)
            

            
            
         

         
         
         The list of tools was the same for all questions. Respondents could select multiple tools
            from the list:
         

         
         
         
            
            	Arbortext Editor/Epic

            
            
            	oXygen

            
            
            	Serna

            
            
            	Structured FrameMaker

            
            
            	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

            
            
            	XMetaL

            
            
            	XMLmind

            
            
            	XMLSpy

            
            
            	Xpress Author

            
            
            	Other (respondents typed in their answers)

            
            
            	Have not chosen/considered tools yet (choice for current and future implementers
               only)
            

            
            
         

         
         
         
         The most common choices for tools under consideration were oXygen, structured FrameMaker, and
            XMetaL. Of the three, structured FrameMaker maintained the highest percentages among all
            groups, as shown by the percentages in bold in the following table. oXygen also had a strong
            showing, either besting or meeting XMetaL’s selection percentages among past and present
            implementers.
         

         
         
         The news is less pleasant for Arbortext, however. Although approximately a third of both past
            and present implementers considered Arbortext, just 10 percent of future implementers are
            considering it, and about 15 percent of past and present implementers selected the tool. We
            believe this reflects the lack of marketing by Arbortext in recent years. Conversely, MadCap
            Software’s Flare software, which does not meet our definition of a structured authoring tool
            but markets itself as "XML-based," is getting considered as an XML authoring tool.
         

         
         
         We adjusted the data to reflect multiple "Other" responses that mentioned MadCap Flare and
            Author-it. See the paragraphs at the bottom of the following table for information about how we adjusted
            the tools data.
         

         
         
         
         
            
               Authoring tools: considered and selected (multiple responses permitted)
               
               
               
               
               
               
               
               
                  
                  
                     
                     	Tool
                     
                     
                     	Considered
                     
                     
                     	Selected
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                     	Future (n=60)
                     
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Arbortext Editor/Epic
                     
                     
                     	31.6%
                     
                     
                     	37.5%
                     
                     
                     	10.0%
                     
                     
                     	14.5%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
                  
                     
                     	Author-it*
                     
                     
                     	3.9%
                     
                     
                     	4.2%
                     
                     
                     	8.3%
                     
                     
                     	5.3%
                     
                     
                     	4.2%
                     
                     
                  

                  
                  
                  
                     
                     	Flare/MadCap*
                     
                     
                     	1.3%
                     
                     
                     	8.3%
                     
                     
                     	8.3%
                     
                     
                     	2.6%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
                  
                     
                     	oXygen
                     
                     
                     	42.1%
                     
                     
                     	37.5%
                     
                     
                     	21.7%
                     
                     
                     	30.3%
                     
                     
                     	25.0%
                     
                     
                  

                  
                  
                  
                     
                     	Serna
                     
                     
                     	11.8%
                     
                     
                     	8.3%
                     
                     
                     	8.3%
                     
                     
                     	6.6%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Structured FrameMaker
                     
                     
                     	64.5%
                     
                     
                     	79.2%
                     
                     
                     	48.3%
                     
                     
                     	47.4%
                     
                     
                     	37.5%
                     
                     
                  

                  
                  
                  
                     
                     	Text editor
                     
                     
                     	7.9%
                     
                     
                     	12.5%
                     
                     
                     	8.3%
                     
                     
                     	7.9%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
                  
                     
                     	XMetaL
                     
                     
                     	52.6%
                     
                     
                     	45.8%
                     
                     
                     	23.3%
                     
                     
                     	23.7%
                     
                     
                     	25.0%
                     
                     
                  

                  
                  
                  
                     
                     	XMLmind
                     
                     
                     	10.5%
                     
                     
                     	12.5%
                     
                     
                     	8.3%
                     
                     
                     	3.9%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
                  
                     
                     	XMLSpy
                     
                     
                     	14.5%
                     
                     
                     	8.3%
                     
                     
                     	3.3%
                     
                     
                     	1.3%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Xpress Author
                     
                     
                     	2.6%
                     
                     
                     	0%
                     
                     
                     	5.0%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	7.9%
                     
                     
                     	0%
                     
                     
                     	6.7%
                     
                     
                     	6.6%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Have not chosen/considered tools yet
                     
                     
                     	N/A
                     
                     
                     	N/A
                     
                     
                     	20%
                     
                     
                     	N/A
                     
                     
                     	4.2%
                     
                     
                  

                  
                  
                  
                     
                     	
                        
                        Asterisk (*) indicates a tool added from "Other" responses. At the time of the survey, MadCap Flare was
                           not a full-fledged structured authoring tool that "lets
                              you define and automatically enforce consistent organization...usually
                              based on XML" (as defined in the 2009 report’s introduction). 

                        
                        
                        Data corrections are as follows:

                        
                        
                        
                           
                           	For past implementers (tools considered): Moved three responses from Other to
                              Author-it. Moved one to Flare. Moved five to FrameMaker, including one mention of
                              DITA-FMx.
                           

                           
                           
                           	For present implementers (tools considered): Moved all Other responses. Moved
                              two to Flare and one to Author-it.
                           

                           
                           
                           	For future implementers (tools considered): Moved five responses from Other to
                              Flare and five to Author-it. Moved one "Have not investigated yet" from Other
                              to Have not chosen/considered tools yet.
                           

                           
                           
                           	For past implementers (tools selected): Moved four responses from Other to
                              Author-it. Moved two to Flare. Moved five to structured FrameMaker (including one
                              mention of DITA-FMx).
                           

                           
                           
                           	For present implementers (tools selected): All four Other responses were moved
                              to different categories. One response was "Arbortext or MadCap," so we
                              increased the counts for Arbortext and Flare by one each. One response was moved
                              to Author-it, and two were moved to Flare.
                           

                           
                           
                        

                        
                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Authoring tools: selected (multiple responses permitted)
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            	Structured FrameMaker: leader among considered and selected tools

               
            

            
            	oXygen: rising star among structured authoring tools

               
            

            
            	Implementation size influences tool consideration and selection

               
            

            
            	Tools for DITA

               
            

            
            	Technical writers’ tears

               
            

            
         

         
      

      
      
   
      
      
      
      Structured FrameMaker: leader among considered and selected tools 

      
      
         Of all the tools considered and selected by respondents, structured FrameMaker had the strongest
            and most consistent numbers. FrameMaker had the highest consideration and selection
            percentages across all implementation groups. Nearly 80 percent of present implementers
            considered FrameMaker; XMetaL was a distant second place in that group at 45.8 percent. 
         

         
         
         Why such big numbers for FrameMaker? Possible reasons for its strong showings include:

         
         
            
            	Perceived familiarity. Many respondents considering tools are using (or have
               used) the unstructured interface of FrameMaker. Although switching from the unstructured to
               structured interface of the tool does require a significant shift in how authors create
               content, those already using unstructured FrameMaker believe that a switch to the structured
               interface is easier than a switch to different software.
            

            
            
            	No additional licensing costs or software to install. Those who already have
               FrameMaker don’t need to buy another license or to install more software to use the
               structured interface. As one respondent wrote: "We had Frame; it worked. Why spend money
                  when you have something that already works?" The two other most-considered tools, XMetaL and
               oXygen, do not have unstructured equivalents built in, so it’s not as likely a group would
               already have licenses for those tools.
            

            
            
            	Strong user community. There are very active, well-established mailing lists and
               user-supported resources for FrameMaker (one of which is devoted to creating DITA-based
               content in FrameMaker).
            

            
            
            	Marketing muscle of Adobe. Among the software companies making structured
               authoring tools, Adobe is the largest. Adobe has aggressively marketed FrameMaker,
               particularly as part of its Technical Communication Suite.
            

            
         

         
         
         Use of structured FrameMaker also correlates with reduced change resistance. The transition
            from unstructured FrameMaker to structured FrameMaker is feared less than a transition to
            another tool. Other structured authoring tools (such as XMetaL and oXygen) don’t have
            "unstructured" versions. Unstructured FrameMaker users believe using another tool would
            require more significant changes to their workflow than switching to FrameMaker’s structured
            interface.
         

         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      
      oXygen: rising star among structured authoring tools

      
      
         Although the oXygen XML editor is a relatively young tool (particularly in comparison to
            Arbortext and FrameMaker), it achieved compelling numbers across all groups. It tied the
            Arbortext editor at 37.5 percent among present implementers considering tools, and it
            surpassed Arbortext across all other groups (sometimes by double digits, as shown in the
            following chart). oXygen also gave XMetaL a run for its money among past and present
            implementers who had chosen tools. 
         

         
         
         In our 2009 survey, Arbortext was among the top three tools. The 2011 survey results
            suggest that oXygen has now supplanted Arbortext as one of the top three authoring tools. We
            don’t have specific information from respondents on why they considered and selected oXygen,
            but we can think of a few reasons why it’s becoming so popular:
            
               
               	Cost. A license for oXygen is significantly cheaper than one for Arbortext,
                  FrameMaker, or XMetaL.
               

               
               
               	Cross-platform availability. Based on Java, oXygen runs on Linux, Macintosh, and
                  Windows operating systems.
               

               
               
               	Responsive development team. oXygen’s development team seems genuinely interested
                  in feedback and feature requests. They participate in the XML and especially DITA
                  communities.
               

               
               
            

            
         

         
         
         
         Arbortext, oXygen, and XMetaL: considered and selected   
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      Implementation size influences tool consideration and selection

      
      
         
         We pared down the tools data to examine the percentages for small and large groups. We
            defined those groups as follows:
         

         
         
         
            
            	Small groups: single-person departments and groups of two to five people

            
            
            	Large groups: groups of 16 to 50 people and with more than 50 people

            
            
         

         
         
         Although FrameMaker, oXygen, and XMetaL are still the leading choices for both small and
            large groups, there are some significant shifts in the percentages, particularly among large
            groups. 
         

         
         
      

      
      
      
         
         
            
            	FrameMaker and oXygen prevalent among small groups

               
            

            
            	XMetaL selected by most large groups

               
            

            
         

         
         
         
            
         

         
      

      
      
   
      
      
      FrameMaker and oXygen prevalent among small groups

      
      
         Among one-person departments and groups of two to five, FrameMaker and oXygen scored the highest
            percentages, as shown in the following table. With oXygen’s lower licensing costs, it’s not
            surprising that respondents working in small groups were highly likely to consider or select
            oXygen. It’s also probable that many smaller departments used the unstructured interface of
            FrameMaker before making the switch to structured authoring. 
         

         
         
         
            
            
               
                  Authoring tools: considered and selected by small groups (multiple responses
                        permitted) 
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	Tool
                        
                        
                        	Considered
                        
                        
                        	Selected
                        
                        
                     

                     
                     
                     
                        
                        	Past (n=24)
                        
                        
                        	Future (n=31)
                        
                        
                        	Past (n=24)
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Arbortext Editor/Epic
                        
                        
                        	4.2%
                        
                        
                        	6.5%
                        
                        
                        	0%
                        
                        
                     

                     
                     
                     
                        
                        	Author-it*
                        
                        
                        	0%
                        
                        
                        	6.5%
                        
                        
                        	0%
                        
                        
                     

                     
                     
                     
                        
                        	Flare/MadCap*
                        
                        
                        	4.2%
                        
                        
                        	16.1%
                        
                        
                        	8.3%
                        
                        
                     

                     
                     
                     
                        
                        	oXygen
                        
                        
                        	58.3%
                        
                        
                        	35.5%
                        
                        
                        	50.0%
                        
                        
                     

                     
                     
                     
                        
                        	Serna
                        
                        
                        	8.3%
                        
                        
                        	16.1%
                        
                        
                        	0%
                        
                        
                     

                     
                     
                     
                        
                        	Structured FrameMaker
                        
                        
                        	66.7%
                        
                        
                        	51.6%
                        
                        
                        	54.2%
                        
                        
                     

                     
                     
                     
                        
                        	Text editor
                        
                        
                        	12.5%
                        
                        
                        	12.9%
                        
                        
                        	8.3%
                        
                        
                     

                     
                     
                     
                        
                        	XMetaL
                        
                        
                        	37.5%
                        
                        
                        	22.6%
                        
                        
                        	4.2%
                        
                        
                     

                     
                     
                     
                        
                        	XMLmind
                        
                        
                        	12.5%
                        
                        
                        	3.2%
                        
                        
                        	4.2%
                        
                        
                     

                     
                     
                     
                        
                        	XMLSpy
                        
                        
                        	25.0%
                        
                        
                        	6.5%
                        
                        
                        	4.2%
                        
                        
                     

                     
                     
                     
                        
                        	Xpress Author
                        
                        
                        	8.3%
                        
                        
                        	3.2%
                        
                        
                        	0%
                        
                        
                     

                     
                     
                     
                        
                        	Other
                        
                        
                        	8.3%
                        
                        
                        	3.2%
                        
                        
                        	12.5%
                        
                        
                     

                     
                     
                     
                        
                        	Have not chosen/considered tools yet
                        
                        
                        	N/A
                        
                        
                        	19.4%
                        
                        
                        	N/A
                        
                        
                     

                     
                     
                     
                        
                        	
                           
                           Information on small groups presently working on
                              implementations was excluded from the table because the sample size was too
                              small.
                           

                           
                           
                           Asterisk (*) indicates a tool added from "Other" responses. Data corrections
                              are as follows:
                           

                           
                           
                           
                              
                              	For past implementers (tools considered): Moved one response from Other to
                                 Flare. Moved three to FrameMaker, including one mention of DITA-FMx.
                              

                              
                              
                              	For future implementers (tools considered): From Other, moved five responses
                                 for Flare and two for Author-it. Moved one "Have not investigated yet"
                                 response in Other to Have not chosen/considered tools yet.
                              

                              
                              
                              	For past implementers (tools selected): Moved one response to Flare and
                                 oXygen. Moved one response from Other to Flare. Moved two to FrameMaker,
                                 including one mention of DITA-FMx.
                              

                              
                              
                           

                           
                           
                        
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
         

         
         
         Small groups are likely not the market that Arbortext is seeking, so it’s not surprising
            that the software did not fare well among smaller departments. XMetaL’s numbers for small
            groups weren’t consistent: only 4.2 percent with completed implementations chose it. While the
            XMetaL’s selection percentage among small groups is surprisingly weak, the survey data
            suggests XMetaL is the tool of choice for large groups.
         

         
         
          

         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      XMetaL selected by most large groups

      
      
         
         In large groups (16 to 50 people and more than 50 people), XMetaL had the highest selection
            percentages, easily besting structured FrameMaker by double digits in both past and present
            implementations. Structured FrameMaker was the most-considered tool for present and future
            implementers, and XMetaL and FrameMaker tied for the most-considered tool among past
            implementers (60.9 percent). 
         

         
         
         
         
            
               Authoring tools: considered and selected by large groups (multiple responses
                     permitted) 
               
               
               
               
               
               
               
               
                  
                  
                     
                     	Tool
                     
                     
                     	Considered
                     
                     
                     	Selected
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=23)
                     
                     
                     	Present (n=10)
                     
                     
                     	Future (n=10)
                     
                     
                     	Past (n=23)
                     
                     
                     	Present (n=10)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Arbortext Editor/Epic
                     
                     
                     	56.5%
                     
                     
                     	40.0%
                     
                     
                     	30.0%
                     
                     
                     	34.8%
                     
                     
                     	20.0%
                     
                     
                  

                  
                  
                  
                     
                     	Author-it*
                     
                     
                     	4.3%
                     
                     
                     	10.0%
                     
                     
                     	10.0%
                     
                     
                     	8.7%
                     
                     
                     	10.0%
                     
                     
                  

                  
                  
                  
                     
                     	oXygen
                     
                     
                     	39.1%
                     
                     
                     	30.0%
                     
                     
                     	10.0%
                     
                     
                     	26.1%
                     
                     
                     	20.0%
                     
                     
                  

                  
                  
                  
                     
                     	Serna
                     
                     
                     	13.0%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                     	13.0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Structured FrameMaker
                     
                     
                     	60.9%
                     
                     
                     
                     	80.0%
                     
                     
                     
                     	50.0%
                     
                     
                     	30.4%
                     
                     
                     	10.0%
                     
                     
                  

                  
                  
                  
                     
                     	Text editor
                     
                     
                     	8.7%
                     
                     
                     	20.0%
                     
                     
                     	0.0%
                     
                     
                     	8.7%
                     
                     
                     	20.0%
                     
                     
                  

                  
                  
                  
                     
                     	XMetaL
                     
                     
                     	60.9%
                     
                     
                     
                     	60.0%
                     
                     
                     	40.0%
                     
                     
                     	47.8%
                     
                     
                     	40.0%
                     
                     
                  

                  
                  
                  
                     
                     	XMLmind
                     
                     
                     	4.3%
                     
                     
                     	20.0%
                     
                     
                     	10.0%
                     
                     
                     	0%
                     
                     
                     	20.0%
                     
                     
                  

                  
                  
                  
                     
                     	XMLSpy
                     
                     
                     	8.7%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Xpress Author
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                     	20.0%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	8.7%
                     
                     
                     	0%
                     
                     
                     	20.0%
                     
                     
                     	8.7%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Have not chosen/considered tools yet
                     
                     
                     	N/A
                     
                     
                     	N/A
                     
                     
                     	10%
                     
                     
                     	N/A
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	
                        
                        Asterisk (*) indicates a tool added from "Other" responses.
                           Data corrections are as follows:
                        

                        
                        
                        
                           
                           	For past implementers (tools considered): Moved one response from Other to
                              Author-it. Moved one to FrameMaker.
                           

                           
                           
                           	For present implementers (tools considered): Moved the only Other response to
                              Author-it.
                           

                           
                           
                           	For future implementers (tools considered): Moved one response from Other to
                              Author-it. 
                           

                           
                           
                           	For present implementers (tools selected): Moved the only Other response to
                              Author-it.
                           

                           
                           
                           	For past implementers (tools selected): Moved two responses from Other to
                              Author-it.
                           

                           
                           
                        

                        
                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Although the data pool for large groups with current implementations was limited
            (10 respondents), the data indicates these large groups considered but did not select
            structured FrameMaker. The data does not include the specific reasons why seven of the eight
            large groups that considered FrameMaker did not choose that tool. However, one respondent part
            of a large implementation using both XMetaL and FrameMaker wrote the following response when
            asked about the biggest concern during implementation: "Clunky FrameMaker interface may turn
               off writers in my organization. Wish we could all use XMetaL (another organization in the
               company gets to use XMetaL)."
            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Tools for DITA

      
      
         
         We also examined the tools that DITA users considered and selected. FrameMaker and XMetaL
            received the highest percentages, as shown in the following table: 
         

         
         
         
         
            
               Authoring tools: considered and selected by DITA users (multiple responses
                     permitted)
               
               
               
               
               
               
               
               
                  
                  
                     
                     	Tool
                     
                     
                     	Considered
                     
                     
                     	Selected
                     
                     
                  

                  
                  
                  
                     
                     	Past (n=44)
                     
                     
                     	Present (n=15)
                     
                     
                     	Future (n=35)
                     
                     
                     	Past (n=44)
                     
                     
                     	Present (n=15)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Arbortext Editor/Epic
                     
                     
                     	29.5%
                     
                     
                     	40.0%
                     
                     
                     	14.3%
                     
                     
                     	11.4%
                     
                     
                     	13.3%
                     
                     
                  

                  
                  
                  
                     
                     	Author-it*
                     
                     
                     	2.3%
                     
                     
                     	6.7%
                     
                     
                     	5.7%
                     
                     
                     	2.3%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	Flare/MadCap*
                     
                     
                     	0%
                     
                     
                     	6.7%
                     
                     
                     	2.9%
                     
                     
                     	0%
                     
                     
                     	13.3%
                     
                     
                  

                  
                  
                  
                     
                     	oXygen
                     
                     
                     	50.0%
                     
                     
                     	33.3%
                     
                     
                     	22.9%
                     
                     
                     	34.1%
                     
                     
                     	26.7%
                     
                     
                  

                  
                  
                  
                     
                     	Serna
                     
                     
                     	13.6%
                     
                     
                     	13.3%
                     
                     
                     	8.6%
                     
                     
                     	6.8%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Structured FrameMaker
                     
                     
                     	56.8%
                     
                     
                     	66.7%
                     
                     
                     	54.3%
                     
                     
                     	40.9%
                     
                     
                     	33.3%
                     
                     
                  

                  
                  
                  
                     
                     	Text editor
                     
                     
                     	6.8%
                     
                     
                     	6.7%
                     
                     
                     	8.6%
                     
                     
                     	9.1%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	XMetaL
                     
                     
                     	70.5%
                     
                     
                     	53.3%
                     
                     
                     	31.4%
                     
                     
                     	36.4%
                     
                     
                     	33.3%
                     
                     
                  

                  
                  
                  
                     
                     	XMLmind
                     
                     
                     	13.6%
                     
                     
                     	0%
                     
                     
                     	8.6%
                     
                     
                     	4.5%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	XMLSpy
                     
                     
                     	18.2%
                     
                     
                     	6.7%
                     
                     
                     	5.7%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Xpress Author
                     
                     
                     	4.5%
                     
                     
                     	0%
                     
                     
                     	2.9%
                     
                     
                     	0%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	9.0%
                     
                     
                     	0%
                     
                     
                     	2.9%
                     
                     
                     	9.1%
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	Have not chosen/considered tools yet
                     
                     
                     	N/A
                     
                     
                     	N/A
                     
                     
                     	17.1%
                     
                     
                     	N/A
                     
                     
                     	0%
                     
                     
                  

                  
                  
                  
                     
                     	
                        
                        Asterisk (*) indicates a tool added from "Other" responses. Data corrections are as
                           follows:
                        

                        
                        
                        
                           
                           	For past implementers (tools considered): Moved two Other responses (one was
                              "DITA-FMx") to structured FrameMaker. Moved one to Author-it.
                           

                           
                           
                           	For present implementers (tools considered): Moved the two Other responses to
                              other categories. Moved one Other response to Flare. Moved one to Author-it.
                           

                           
                           
                           	For future implementers (tools considered): Moved one response from Other to
                              Flare and two to Author-it. 
                           

                           
                           
                           	For past implementers (tools selected): Moved one response from Other to
                              Author-it. Moved one to structured FrameMaker.
                           

                           
                           
                           	For present implementers (tools selected): Moved all three Other responses to
                              different categories. One response was "Arbortext or MadCap," so we increased
                              the counts for Arbortext and Flare by one each. Moved one response was to
                              Author-it and one to Flare.
                           

                           
                           
                        

                        
                        
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         Authoring tools: considered and selected by DITA users (multiple responses
               permitted)   
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         The 2011 results for past DITA implementers seem to indicate a shift in the popularity of
            tools among DITA users since 2009. 
         

         
         
         
         
         
         Tools selected by past DITA implementers in 2009 and 2011 
[image: ../images/tools_comparison.png]



         
         
         Structured FrameMaker had a significantly stronger showing among DITA users than it did in our
            2009 survey. Adobe released version 9 of FrameMaker while we were collecting data for the 2009
            survey. We suspect the improved DITA handling in version 9 probably contributed to the
            increased numbers for structured FrameMaker in 2011.
         

         
         
         Although oXygen didn’t receive top numbers in any category of DITA users, it was selected
            by a higher percentage of past implementers than in 2009. The strong 2011 numbers indicate
            that oXygen has surpassed Arbortext as one of the three top structured authoring tools.
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Technical writers’ tears

      
      
         
         One future implementer of a custom-developed structure described another tools-related
            obstacle. His company "insists on using [Microsoft] Word to ensure that all parties can
               access and contribute to the documentation. Structured authoring will be enforced with a
               template, linked XSD [XML Schema Definition] and CSS [Cascading Style Sheets], and technical
               writers’ tears." Because Microsoft Word is so ubiquitous, it’s unsurprising that some
            companies want to evaluate it as an authoring tool, even though it does not natively support
            true structured authoring.1 No other survey respondents
            noted their departments harnessed authors’ tears as part of their tool chains, and we
            apologize in advance for giving managers who read this section any ideas.
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      1   There are tools such as Quark XML Author and Simply XML that
         add structured authoring capability to Microsoft Word. 
      

      
   
      
      
      
      Chapter 8. Content management system
      

      
      
         
         For 2011, we added a new question about content management systems. We asked, "What content
               management system (CMS) do you (or will you) use?"

         
         
         We provided the following list of options:

         
         
         
            
            	Astoria

            
            
            	Contenta

            
            
            	Documentum

            
            
            	DocZone

            
            
            	SharePoint

            
            
            	Trisoft

            
            
            	Vasont

            
            
            	XDocs

            
            
            	Other (respondents typed in their answers)

            
            
            	We do not use a CMS.

            
            
         

         
         
         The clear winner for past and present was "We do not use a CMS." For future implementers,
            almost 80 percent said that they did not know yet. Furthermore, the market is fragmented, with
            no clear winners among the tools.
         

         
         
         
         
            
               Content management systems
               
               
               
               
               
               
                  
                  
                     
                     	CMS
                     
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                     	Future (n=60)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Astoria
                     
                     
                     	6.6%
                     
                     
                     	8.3%
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Author-it
                     
                     
                     	3.9%
                     
                     
                     	 
                     
                     
                     	3.3%
                     
                     
                  

                  
                  
                  
                     
                     	Contenta
                     
                     
                     	2.6%
                     
                     
                     	4.2%
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Docato/X-Hive
                     
                     
                     	3.9%
                     
                     
                     	 
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Documentum
                     
                     
                     	13.9%
                     
                     
                     	 
                     
                     
                     	1.7%
                     
                     
                  

                  
                  
                  
                     
                     	IXIASOFT
                     
                     
                     	6.6%
                     
                     
                     	 
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Schema ST4
                     
                     
                     	2.6%
                     
                     
                     	 
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	SharePoint
                     
                     
                     	2.6%
                     
                     
                     	12.5%
                     
                     
                     	8.3%
                     
                     
                  

                  
                  
                  
                     
                     	SiberLogic
                     
                     
                     	1.3%
                     
                     
                     	8.3%
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Subversion
                     
                     
                     	5.3%
                     
                     
                     	 
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	TIM-RS
                     
                     
                     	3.9%
                     
                     
                     	 
                     
                     
                     	 
                     
                     
                  

                  
                  
                  
                     
                     	Trisoft
                     
                     
                     	2.6%
                     
                     
                     	8.3%
                     
                     
                     	3.3%
                     
                     
                  

                  
                  
                  
                     
                     	Vasont
                     
                     
                     	3.9%
                     
                     
                     	4.2%
                     
                     
                     	1.7%
                     
                     
                  

                  
                  
                  
                     
                     	XDocs
                     
                     
                     	3.9%
                     
                     
                     	8.3%
                     
                     
                     	1.7%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	13.2%
                     
                     
                     	12.5%
                     
                     
                     	21.7%
                     
                     
                  

                  
                  
                  
                     
                     	We do not use a CMS./We do not know yet.
                     
                     
                     	34.2%
                     
                     
                     
                     	33.3% 
                     
                     
                     
                     	61.7%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         In addition to preceding systems, the following systems were mentioned at least once:
            
               
               	Acolada SiriusCMS

               
               
               	AsiM

               
               
               	ATON

               
               
               	Autonomy (Interwoven)

               
               
               	Calenco

               
               
               	ClearCase

               
               
               	Custom

               
               
               	DocZone

               
               
               	Flare with Microsoft TFS

               
               
               	IBM Document Manager

               
               
               	Oracle UMC

               
               
               	PTC

               
               
               	SAP PLM/DMS

               
               
               	SimplyXML

               
               
               	Surround

               
               
            

            
         

         
         
         Given the small number of responses, we are reluctant to draw any grandiose conclusions from
            the data, other than to note the obvious market fragmentation.
         

         
         
      

      
      
      
   
      
      
      
      Chapter 9. Change management
      

      
      
         
         In our consulting practice, we have identified change management as the biggest risk factor
            for a successful implementation. To quantify change management issues, we asked past and
            present implementers: 
         

         
         
         “During implementation, did you observe any of the following in your organization?” 

         
         
         
            
            	Interest and excitement about new tools and technologies

            
            
            	Concerns about using new tools and processes

            
            
            	Concerns about productivity

            
            
            	Outright hostility

            
            
            	Staff turnover

            
            
         

         
         
         The answer options were multiple choice: "a lot,"
            "some," or "none."

         
         
         The higher percentages of respondents who reported "a lot" or "some" interest and excitement
            indicate a lower risk of change resistance. Overall, concerns about tools and processes or
            productivity are neutral or relatively high—some amount of concern about these issues is quite
            sensible. 
         

         
         
         High scores on the last two factors, outright hostility and staff turnover, would indicate a
            higher risk of change resistance. However, majorities of past and present implementers
            indicated there was no hostility or turnover. 
         

         
         
         The following table and figure show the percentages that chose each response. Respondents
            were also invited to share additional details in an optional text field. 
         

         
         
         
         
            
               Change management issues in implementation
               
               
               
               
               
               
                  
                  
                     
                     	Risk factor
                     
                     
                     	A lot
                     
                     
                     	Some
                     
                     
                     	None
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	(Past n=76)
                     
                     
                  

                  
                  
                  
                     
                     	Interest and excitement
                     
                     
                     	32.9%
                     
                     
                     	61.8%
                     
                     
                     	5.3%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about new tools and processes
                     
                     
                     	34.2%
                     
                     
                     	55.3%
                     
                     
                     	10.5%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about productivity
                     
                     
                     	26.3%
                     
                     
                     	38.2%
                     
                     
                     	35.5%
                     
                     
                  

                  
                  
                  
                     
                     	Outright hostility (n=75)
                     
                     
                     	8.0%
                     
                     
                     	26.7%
                     
                     
                     	65.3%
                     
                     
                  

                  
                  
                  
                     
                     	Staff turnover (n=73)
                     
                     
                     	6.8%
                     
                     
                     	32.9%
                     
                     
                     	60.3%
                     
                     
                  

                  
                  
                  
                     
                     	(Present n=24)
                     
                     
                  

                  
                  
                  
                     
                     	Interest and excitement
                     
                     
                     	45.8%
                     
                     
                     	50.0%
                     
                     
                     	4.2%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about new tools and processes
                     
                     
                     	70.8%
                     
                     
                     	20.8%
                     
                     
                     	8.3%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about productivity
                     
                     
                     	29.2%
                     
                     
                     	58.3%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
                  
                     
                     	Outright hostility
                     
                     
                     	8.3%
                     
                     
                     	29.2%
                     
                     
                     	62.5%
                     
                     
                  

                  
                  
                  
                     
                     	Staff turnover (n=23)
                     
                     
                     	17.4%
                     
                     
                     	17.4%
                     
                     
                     	65.2%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         
         
         Change management issues in implementation  
[image: ../images/change_mgmt.png]



         
         
         There are some surprising shifts in the percentages between past and present implementers.
            More than 70 percent of present implementers reported "a lot" of concern about new tools and
            processes, while only 34.2 percent of past implementers reported that same level of concern.
            Productivity concerns were higher among present implementers, too: 58.3 percent of present
            implementers noted "some" level of concern, while only 38.2 percent of past implementers
            observed the same level of concern about productivity.
         

         
         
         We don’t have the specific reasons why such a large percentage of present implementers
            reported higher levels of concern about tools/processes and productivity. It’s possible there
            would be less concern about tools and productivity among early (or earlier) adopters, who are
            now part of the past implementation percentages. Shifting to a structured authoring workflow
            is a significant task, so heightened concerns about tools and productivity among present
            implementers may reflect a more realistic view of the challenges involved. However, one might
            also argue that the higher percentages show that some groups are undertaking structure
            implementations without thorough planning, communication, and training, as candid comments
            from two present implementers suggest:
         

         
         
         
            
            	"Resistance to the change is extreme.... [N]o appropriate time or training given for
                  traditional writers to come up to speed."

            
            
            	"There’s an incomplete understanding about the benefits of reuse, and the culture is
                  generally anti-governance."

            
            
         

         
         
         
         In our 2009 survey, the data showed that choosing DITA had a small positive effect on most
            risk factors for change resistance: for example, past and present implementers said they
            experienced fewer concerns about tools/processes and productivity. However, the 2011 data for
            DITA implementers does not show that same positive effect for those risk factors. Past and
            present DITA implementers reported slightly higher levels of concern about tools/processes,
            and past DITA implementers reported an elevated level of concern about productivity. (Concern
            about productivity was slightly down among present DITA implementers.)
         

         
         
         
         
            
               Change management in implementation of DITA
               
               
               
               
               
               
                  
                  
                     
                     	Risk factor
                     
                     
                     	A lot
                     
                     
                     	Some
                     
                     
                     	None
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	(Past n=44)
                     
                     
                  

                  
                  
                  
                     
                     	Interest and excitement
                     
                     
                     	34.1%
                     
                     
                     	59.1%
                     
                     
                     	6.8%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about new tools and processes
                     
                     
                     	40.9%
                     
                     
                     	50.0%
                     
                     
                     	9.1%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about productivity
                     
                     
                     	29.5%
                     
                     
                     	40.9%
                     
                     
                     	29.5%
                     
                     
                  

                  
                  
                  
                     
                     	Outright hostility
                     
                     
                     	11.4%
                     
                     
                     	27.3%
                     
                     
                     	61.4%
                     
                     
                  

                  
                  
                  
                     
                     	Staff turnover 
                     
                     
                     	6.8%
                     
                     
                     	31.8%
                     
                     
                     	61.4%
                     
                     
                  

                  
                  
                  
                     
                     	(Present n=15)
                     
                     
                  

                  
                  
                  
                     
                     	Interest and excitement
                     
                     
                     	46.7%
                     
                     
                     	46.7%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about new tools and processes
                     
                     
                     	73.3%
                     
                     
                     	26.7%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about productivity
                     
                     
                     	26.7%
                     
                     
                     	66.7%
                     
                     
                     	6.7%
                     
                     
                  

                  
                  
                  
                     
                     	Outright hostility
                     
                     
                     	6.7%
                     
                     
                     	33.3%
                     
                     
                     	60.0%
                     
                     
                  

                  
                  
                  
                     
                     	Staff turnover (n=14)
                     
                     
                     	14.3%
                     
                     
                     	28.6%
                     
                     
                     	57.1%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Perhaps DITA is moving along in the famous hype cycle from the Peak of Inflated Expectations
            into a more realistic view of the challenges inherent in a new workflow.
         

         
         
         It’s worth noting that the combined percentages of past and present DITA implementers
            reporting "a lot" or "some" outright hostility and staff turnover total around 40
            percent. Those numbers indicate a strong need for mitigating change resistance on DITA
            implementations through planning, project management, and education. 
         

         
         
      

      
      
      
         
         
            
            	Heightened concerns offset by positive results?

               
            

            
         

         
      

      
      
   
      
      
      
      Heightened concerns offset by positive results?

      
      
         
         We asked past and present implementers to provide additional details about their change
            management issues. Two past implementers offered comments that somewhat ameliorate the higher
            levels of concern over tools/processes and productivity:
         

         
         
         
            
            	"In the beginning writers missed the control over the look of the document. Later they
                  started to appreciate that they don’t need to worry about this."

            
            
            	"Some time was lost, but it was more than made up for later with the new system, and the
                  beautiful new webhelp interface wowed everyone."

            
            
         

         
         
         Despite the fact both of these respondents reported "some" concern about tools/processes and
            productivity, they view their implementations as successful. A majority of implementers who
            offered comments expressed frustrations with change management issues, but no respondents
            noted that their implementations were outright failures in those comments.
         

         
         
          

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Chapter 10. Training and education
      

      
      
         
         We asked past and present implementers, “What kind of training did your organization have for
            the structured authoring environment?” Multiple responses were allowed, so the results do not
            add up to 100 percent. One-quarter of present implementers said that they had no formal
            training at all, and 27.6 percent of past implementers indicated they had no formal
            training.
         

         
         
         
         
            
               Training
               
               
               
               
               
                  
                  
                     
                     	Type of training
                     
                     
                     	Past (n=76)
                     
                     
                     	Present (n=24)
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Private, customized training for all
                     
                     
                     	48.7%
                     
                     
                     	33.3%
                     
                     
                  

                  
                  
                  
                     
                     	Training provided to small group, who offered training to other staff members
                        (“train-the-trainer”)
                     
                     
                     
                     	31.6%
                     
                     
                     	45.8%
                     
                     
                  

                  
                  
                  
                     
                     	Staff attended public training (not customized)
                     
                     
                     	10.5%
                     
                     
                     	8.3%
                     
                     
                  

                  
                  
                  
                     
                     	Self-paced training/e‑learning
                     
                     
                     	18.4%
                     
                     
                     	25%
                     
                     
                  

                  
                  
                  
                     
                     	No formal training 
                     
                     
                     	27.6%
                     
                     
                     	25%
                     
                     
                  

                  
                  
                  
                     
                     	Other 
                     
                     
                     	9.2%
                     
                     
                     	12.5%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         For past implementers, the most common training approaches reported were private training for
            everyone (48.7 percent) and “train-the-trainer” training (31.6 percent). Past implementers
            reported more train-the-trainer training (45.8 percent) than private training (33.3 percent)
            The increased popularity in train-the-trainer education among present implementers may reflect
            the recent poor economic environment: a train-the-trainer approach is generally less expensive
            than private customized training. A quarter of present implementers opted for self-paced
            training/e-learning, which is usually the least expensive training option (other than having
            no training at all).
         

         
         
         We then looked at the effects of training choices on implementation success. The following
            table shows the results. The first row of numbers shows the percentage of all past
            implementers who reported success for the specified goal. Next, we examined respondents who
            reported each type of training. For example, under Private training:
         

         
         
         
            
            	The Yes row shows the results for all respondents who checked the Private training check
               box.
            

            
            
            	The No row shows the results for all respondents who did not check the Private training
               check box.
            

            
            
         

         
         
         Note: Because respondents were allowed to provide multiple answers, there is overlap among the
            respondents in the various training types.
         

         
         
         
         
            
               Effects of different training choices on goals: past implementers
               
               
               
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	Consistency
                     
                     
                     	Reuse
                     
                     
                     	Localization costs
                     
                     
                     	Information exchange
                     
                     
                     	Compliance
                     
                     
                     	Personalization
                     
                     
                     	Cost reduction
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	All respondents
                     
                     
                  

                  
                  
                  
                     
                     	 
                     
                     
                     	82.9%
                     
                     
                     	78.9%
                     
                     
                     	50.0%
                     
                     
                     	34.2%
                     
                     
                     	10.5%
                     
                     
                     	26.3%
                     
                     
                     	60.5%
                     
                     
                  

                  
                  
                  
                     
                     	Private training
                     
                     
                  

                  
                  
                  
                     
                     	Yes
                     
                     
                     	91.9%
                     
                     
                     	81.1%
                     
                     
                     	67.6%
                     
                     
                     	43.2%
                     
                     
                     	10.8%
                     
                     
                     	29.7%
                     
                     
                     	62.2%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	82.8%
                     
                     
                     	77.6%
                     
                     
                     	46.6%
                     
                     
                     	34.5%
                     
                     
                     	12.1%
                     
                     
                     	24.1%
                     
                     
                     	63.8%
                     
                     
                  

                  
                  
                  
                     
                     	Train-the-trainer
                     
                     
                  

                  
                  
                  
                     
                     	Yes
                     
                     
                     	75.0%
                     
                     
                     	66.7%
                     
                     
                     	58.3%
                     
                     
                     	33.3%
                     
                     
                     	12.5%
                     
                     
                     	29.2%
                     
                     
                     	62.5%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	88.4%
                     
                     
                     	79.7%
                     
                     
                     	52.2%
                     
                     
                     	34.8%
                     
                     
                     	11.6%
                     
                     
                     	24.6%
                     
                     
                     	62.3%
                     
                     
                  

                  
                  
                  
                     
                     	Public training
                     
                     
                  

                  
                  
                  
                     
                     	Yes
                     
                     
                     	100.0%
                     
                     
                     	100.0%
                     
                     
                     	50.0%
                     
                     
                     	37.5%
                     
                     
                     	0.0%
                     
                     
                     	25.0%
                     
                     
                     	50.0%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	82.4%
                     
                     
                     	78.4%
                     
                     
                     	50.0%
                     
                     
                     	35.1%
                     
                     
                     	10.8%
                     
                     
                     	27.0%
                     
                     
                     	60.8%
                     
                     
                  

                  
                  
                  
                     
                     	Self-paced training/e-learning
                     
                     
                  

                  
                  
                  
                     
                     	Yes
                     
                     
                     	85.7%
                     
                     
                     	64.3%
                     
                     
                     	57.1%
                     
                     
                     	21.4%
                     
                     
                     	14.3%
                     
                     
                     	14.3%
                     
                     
                     	57.1%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	84.0%
                     
                     
                     	78.7%
                     
                     
                     	49.3%
                     
                     
                     	34.7%
                     
                     
                     	10.7%
                     
                     
                     	25.3%
                     
                     
                     	60.0%
                     
                     
                  

                  
                  
                  
                     
                     	Formal training
                     
                     
                  

                  
                  
                  
                     
                     	Yes
                     
                     
                     	83.3%
                     
                     
                     	80.0%
                     
                     
                     	60.0%
                     
                     
                     	36.7%
                     
                     
                     	10.0%
                     
                     
                     	28.3%
                     
                     
                     	58.3%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	85.7%
                     
                     
                     	81.0%
                     
                     
                     	23.8%
                     
                     
                     	33.3%
                     
                     
                     	9.5%
                     
                     
                     	23.8%
                     
                     
                     	71.4%
                     
                     
                  

                  
                  
                  
                     
                     	Private training and train-the-trainer
                     
                     
                     
                  

                  
                  
                  
                     
                     	Both
                     
                     
                     	100%
                     
                     
                     	70.0%
                     
                     
                     	70.0%
                     
                     
                     	50.0%
                     
                     
                     	20.0%
                     
                     
                     	30.0%
                     
                     
                     	90.0%
                     
                     
                  

                  
                  
                  
                     
                     	Neither
                     
                     
                     	88.6%
                     
                     
                     	79.5%
                     
                     
                     	45.5%
                     
                     
                     	34.1%
                     
                     
                     	13.6%
                     
                     
                     	18.2%
                     
                     
                     	63.6%
                     
                     
                  

                  
                  
                  
                     
                     	Bold text indicates numbers that are at least
                        four percentage points higher than the average for all past implementers.
                        Italic text indicates numbers that are at least four percentage points lower
                        than the average.
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Private training appears to have the most significant impact on overall success.
            Implementations that included private, customized training did much better than average on
            consistency, localization costs, and information exchange. The results also show that public
            training is a strong contributor to success with consistency and reuse goals, but it fares
            badly in contributing to compliance and cost reduction objectives. 
         

         
         
         The train-the-trainer approach is particularly successful with localization. We speculate
            that because localization processes tend to be company specific, it makes sense that in-house
            staff would successfully explain and reinforce the importance of achieving localization goals.
            Interestingly, respondents who specified train-the-trainer education indicated less success in
            consistency and reuse. These lower success percentages may point to an inherent weakness in
            the train-the-trainer approach: not every organization has employees with training ability.
            Even if the employees selected as trainers learn a great deal from the initial training, they
            may not have the skills (or patience) to fully share that knowledge.
         

         
         
         The 10 respondents who relied on both private training and the train-the-trainer approach had
            very good results, scoring significantly higher than average on five of the seven
            implementation objectives. The respondents who used neither approach reported above average
            success with consistency but average or lower than average results on all other factors. 
         

         
         
         
         
            
               Change resistance factors by type of training: past implementers
               
               
               
               
               
               
               
               
               
                  
                  
                     
                     	 
                     
                     
                     	All respondents
                     
                     
                     	Private training
                     
                     
                     	Train-the-trainer
                     
                     
                     	Public training
                     
                     
                     	Self-paced training/e-learning
                     
                     
                     	No formal training
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Interest and excitement about new tools and
                        technologies
                     
                     
                     
                  

                  
                  
                  
                     
                     	A lot
                     
                     
                     	32.9%
                     
                     
                     	27.0%
                     
                     
                     	29.2%
                     
                     
                     	50.0%
                     
                     
                     	28.6%
                     
                     
                     	38.1%
                     
                     
                  

                  
                  
                  
                     
                     	Some
                     
                     
                     	61.8%
                     
                     
                     	64.9%
                     
                     
                     	70.8%
                     
                     
                     	50.0%
                     
                     
                     	71.4%
                     
                     
                     	57.1%
                     
                     
                  

                  
                  
                  
                     
                     	None
                     
                     
                     	5.3%
                     
                     
                     	8.1%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                     	4.8%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about using new tools and processes 
                     
                     
                  

                  
                  
                  
                     
                     	 A lot
                     
                     
                     	34.2%
                     
                     
                     	37.8%
                     
                     
                     	54.2%
                     
                     
                     	50.0%
                     
                     
                     	50.0%
                     
                     
                     	14.3%
                     
                     
                  

                  
                  
                  
                     
                     	Some
                     
                     
                     	55.3%
                     
                     
                     	54.1%
                     
                     
                     	37.5%
                     
                     
                     	50.0%
                     
                     
                     	42.9%
                     
                     
                     	66.7%
                     
                     
                  

                  
                  
                  
                     
                     	None
                     
                     
                     	10.5%
                     
                     
                     	8.1%
                     
                     
                     	8.3%
                     
                     
                     	0.0%
                     
                     
                     	7.1%
                     
                     
                     	19.0%
                     
                     
                  

                  
                  
                  
                     
                     	Concerns about productivity 
                     
                     
                  

                  
                  
                  
                     
                     	A lot
                     
                     
                     	26.3%
                     
                     
                     	21.6%
                     
                     
                     	45.8%
                     
                     
                     	25.0%
                     
                     
                     	35.7%
                     
                     
                     	9.5%
                     
                     
                  

                  
                  
                  
                     
                     	Some
                     
                     
                     	38.2%
                     
                     
                     	48.6%
                     
                     
                     	29.2%
                     
                     
                     	37.5%
                     
                     
                     	21.4%
                     
                     
                     	42.9%
                     
                     
                  

                  
                  
                  
                     
                     	None
                     
                     
                     	35.5%
                     
                     
                     	29.7%
                     
                     
                     	25.0%
                     
                     
                     	37.5%
                     
                     
                     	42.9%
                     
                     
                     	47.6%
                     
                     
                  

                  
                  
                  
                     
                     	Outright hostility 
                     
                     
                  

                  
                  
                  
                     
                     	A lot
                     
                     
                     	8.0%
                     
                     
                     	5.6%
                     
                     
                     	17.4%
                     
                     
                     	12.5%
                     
                     
                     	0.0%
                     
                     
                     	0.0%
                     
                     
                  

                  
                  
                  
                     
                     	Some
                     
                     
                     	26.7%
                     
                     
                     	27.8%
                     
                     
                     	39.1%
                     
                     
                     	37.5%
                     
                     
                     	35.7%
                     
                     
                     	14.3%
                     
                     
                  

                  
                  
                  
                     
                     	None
                     
                     
                     	65.3%
                     
                     
                     	66.7%
                     
                     
                     	43.5%
                     
                     
                     	50.0%
                     
                     
                     	64.3%
                     
                     
                     	85.7%
                     
                     
                  

                  
                  
                  
                     
                     	Staff turnover 
                     
                     
                  

                  
                  
                  
                     
                     	A lot
                     
                     
                     	6.8%
                     
                     
                     	2.9%
                     
                     
                     	13.6%
                     
                     
                     	14.3%
                     
                     
                     	7.7%
                     
                     
                     	4.8%
                     
                     
                  

                  
                  
                  
                     
                     	Some
                     
                     
                     	32.9%
                     
                     
                     	31.4%
                     
                     
                     	45.5%
                     
                     
                     	28.6%
                     
                     
                     	38.5%
                     
                     
                     	23.8%
                     
                     
                  

                  
                  
                  
                     
                     	None
                     
                     
                     	60.3%
                     
                     
                     	65.7%
                     
                     
                     	40.9%
                     
                     
                     	57.1%
                     
                     
                     	53.8%
                     
                     
                     	71.4%
                     
                     
                  

                  
                  
                  
                     
                     	Bold text indicates numbers that are at least
                        four percentage points from the average in a good way (for example, scoring a higher
                        percentage for no outright hostility or a lower percentage for a lot of turnover).
                        Italic text indicates numbers that deviate at least four percentage points
                        from the average in a bad way.
                     
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         The results showed that train-the-trainer education actually increased the levels of outright
            hostility and staff turnover. Respondents who specified the train-the-trainer approach tended
            to work on smaller implementations: 58.4 percent worked on implementations for groups of 15
            employees or fewer. Budgets for these implementations tended to be smaller as well. It’s
            possible the companies that selected train-the-trainer education did so to reduce costs. There
            were short-term savings with the reduced training budgets, but the companies likely paid
            higher mid- and long-term costs in dealing with elevated employee turnover. The two other less
            expensive options, public training and self-paced training/e‑learning, also had mostly
            negative effects on staff turnover. 
         

         
         
         Past implementers with private training reported lower turnover; there was a similar trend
            among past implementers with no formal training. We wondered why the two ends of the training
            spectrum both reflected less employee turnover.
         

         
         
         Not surprisingly, implementers who had private training also had more outside help with their
            implementations.
         

         
         
         
         Correlation between outside help and private training 
            
            
[image: ../images/past_implementations.png]


            
         

         
         
         Consultants who have assisted multiple companies in making the transition into structured
            authoring could apply past experiences to minimize or eliminate implementation problems. A
            consultant who assists with an implementation would probably be part of the private training,
            so the training would dovetail with the processes and messaging established during the
            planning phases and the implementation itself. That consistency would further promote
            retention of employees during the transition to structured authoring. 
         

         
         
         We speculate that those with no formal training experienced less employee turnover for very
            different reasons. Past implementers who had no formal training are generally part of smaller
            groups:
         

         
         
         
         Smaller groups usually have no formal training  
[image: ../images/how_many.png]



         
         
         There is a significant downward shift in group size among past implementers who had no formal
            training. All of these respondents are working in groups of 15 or fewer people, and almost 60
            percent were working in groups of two to five people. 
         

         
         
         In our experience, small, close-knit groups can establish consensus and move forward into
            structured authoring without major upheaval. The need for formal training isn’t as acute in
            those conditions; the higher percentages reported for no turnover and the other change
            resistance factors support the possibility of successfully completing small implementations
            without formal training or outside assistance. However, it’s much more difficult to foster
            consensus in large groups, where it’s common to have employees with differing skill sets and
            varying degrees of experience. Help from consultants and private training can smooth out the
            transition process and reduce employee turnover in larger implementations, as the data
            suggests. 
         

         
         
          

         
         
      

      
      
      
   
      
      
      
      Chapter 11. Recommendations for successful implementation
      

      
      
         
         A successful structured authoring implementation, like any project, should begin with
            planning. In the 2009 survey, we were appalled by how many respondents commented on project
            management deficiencies during their implementations. Project management is still an issue in
            2011. Almost half of the 42 respondents mentioned project management problems. Comments often
            touched upon multiple issues, so we classified some comments under multiple categories.
         

         
         
         
         
            
               Biggest mistakes made in implementation
               
               
               
               
                  
                  
                     
                     	Type of mistake
                     
                     
                     	Percent cited
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Project management
                     
                     
                     	45.2%
                     
                     
                  

                  
                  
                  
                     
                     	Training and education
                     
                     
                     	11.9%
                     
                     
                  

                  
                  
                  
                     
                     	Tools and technologies
                     
                     
                     	33.3%
                     
                     
                  

                  
                  
                  
                     
                     	Development process
                     
                     
                     	35.7%
                     
                     
                  

                  
                  
                  
                     
                     	Migration/legacy content/writing issues
                     
                     
                     	11.9%
                     
                     
                  

                  
                  
                  
                     
                     	We discarded six responses, which were variations of
                        "We didn’t make any mistakes."
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         Many respondents mentioned underestimating the effort required for an implementation:

         
         
         
            
            	"Not realizing the scope of the effort. Also, we could have used a better grip on what was
                  possible in our structured environment at that time."

            
            
            	"Underestimating the amount of work to get our output formats up and running."

            
            
            	"We planned too little time."

            
            
            	"Not understanding the complexity of it all therefore timelines needed adjustments."

            
            
         

         
         
         The transition from desktop publishing to structured authoring presents a major challenge to
            any workgroup. The difficulties are compounded by the fact that this is a one-time activity
            for most implementers. We strongly recommend that the implementation team include people who
            have previous experience with structured authoring implementation. This could mean hiring
            consultants to support the in-house team, or adding staff with relevant experience. Otherwise,
            an implementation can become a waste of time and resources, as one respondent reported: "Lack
               of sufficient planning and staffing needs…resulted in rushing out a solution that wasn’t
               ready and now, after several years, is being replaced with an outside solution."

         
         
          

         
         
         
      

      
      
      
         
         
            
            	Provide training at the right time

               
            

            
            	Select tools carefully and verify vendor claims

               
            

            
            	Manage the development process

               
            

            
            	Address content migration issues

               
            

            
            	Be prepared for surprises

               
            

            
         

         
      

      
      
   
      
      
      
      Provide training at the right time

      
      
         
         Survey results show that training (particularly private training) has a strong positive
            impact on overall success. One respondent noted his organization’s biggest implementation
            mistake was "saving on training and coaching: you cannot teach people how to do structured
               authoring in one
               day."

         
         
         The timing of training is vital for successful implementations, according to two
            respondents:
         

         
         
         
            
            	"Training was launched too soon (style sheets were not developed)"

            
            
            	"Disconnect between training and actual usage of concepts. Training needed to be closer to
                  actual implementation."

            
            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Select tools carefully and verify vendor claims

      
      
         
         There were a few complaints about particular authoring tools and tool vendors. We weren’t
            surprised that respondents vented their frustrations over tools because the same thing
            happened in our 2009 survey. However, it was a bit dismaying to see patterns emerge in the
            2011 comments about tool selection and vendor marketing:
         

         
         
         
            
            	"[Our biggest mistake was] implementing in a live production environment with the wrong
                  tools, which were still being decided upon during live project development. Disaster!"

            
            
            	"While selecting an authoring environment it was hard to see through all the different
                  sales pitches. Most companies try to dazzle you with a lot of nice output, while there isn’t
                  any attention paid to the actual authoring tool and ease of use for the author. When we had
                  actually almost decided to use a certain tool, we saw the authoring tool for the first time
                  and within a day we decided it wasn’t for us. From all this we learned that you can only
                  make a decision after you have tried using the tool."

            
            
            	"Tools were oversold [and] poorly tested internally."

            
            
            
         

         
         
         These comments indicate that some groups are not thoroughly vetting and testing tools to
            ensure they meet requirements—and are instead relying too much on vendor marketing during the
            selection process.
         

         
         
         In our experience, tools decisions are often made much too early in the implementation
            process. It’s tempting to focus in on the authors’ day-to-day work experience. But a
            successful workflow change requires close attention to strategy and requirements before any
            software is chosen. We typically recommend building a content strategy and deriving
            requirements for tools from the content strategy. After the requirements are set, our
            customers move on to tool selection.
         

         
         
         During the tool selection process, pilot projects with one or two leading contenders are very
            helpful.
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Manage the development process 

      
      
         
         Many respondents indicated that they had problems with the development process. These ranged
            from “compromises with granularity at the beginning” to hardware issues that affected content
            development: “Poor planning resulting in the purchase of underpowered server hardware. At
            crunch time the server consistently crashes.”
         

         
         
         Another past implementer mentioned needing “a dedicated IT person for the duration (still
            don’t have).” If your toolset includes an in-house installed CMS, IT support will be
            crucial.
         

         
         
      

      
      
      
         
         
            
            	KISS: Keep it simple(r), stupid

               
            

            
         

         
         
         
            
         

         
      

      
      
   
      
      
      
      KISS: Keep it simple(r), stupid

      
      
         
         A structured implementation usually requires authors, developers, and other employees to work
            with some complex tools and technologies. The challenge of working with new technology is a
            significant hurdle in itself. Several past implementers warned about making things even more
            difficult by overengineering an implementation or by customizing tools and processes without
            thoroughly documenting the changes:
         

         
         
         
            
            	"The build is soooooo tweaked and wasn’t properly documented. When adding entirely
                  standard DITA elements after the fact, we’re finding they’re not working properly.…
                  And DITA OT customizations were not documented AT ALL which is going to make upgrading
                  hell."

            
            
            	"[We involved the] developers in implementation of ‘continuous integration’ environment
                  with [redacted] and the DITA-OT—one-time setup with no resource available for
                  upgrades, enhancements, limiting authoring to ‘topic’ type due to custom plug-in/style
                  sheets. Practically threw out the DITA standard for sake of their inventions."

            
            
            	"Content model overly complex. Moderate impact in authoring, but its relationship to
                  bursting/assembly [had a] huge negative performance impact in the CMS."

            
            
            	"[Biggest mistake was] trying to customise too much—we learnt that it’s better to keep it
                  simple." 
            

            
            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Address content migration issues

      
      
         
         In our 2009 survey, respondents said that transferring content into the structured authoring
            format from legacy formats often presents challenges. The same theme emerged in the 2011
            results. 
         

         
         
         Inconsistency in the formatting and wording of legacy content causes difficulties in
            migrating to structure, as a past implementer noted: "Insufficient imposition of consistency
               in styles before conversion to DITA. Insufficient imposition of consistency in procedures
               before conversion to DITA."

         
         
         Working with a vendor to structure legacy content is a possibility. One respondent said that
            "not using a vendor to convert our legacy documentation" was the biggest mistake in her
            company’s structure implementation. However, choosing the right vendor for the conversion work
            is crucial. One respondent experienced difficulty in using "inexperienced offshore labor to
               do conversion."

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Be prepared for surprises

      
      
         
         Even the best-planned structure implementations include some surprises—both good and bad.
            When asked about the biggest surprises in their implementations, past implementers had a
               lot to say.
         

         
         
         Good surprises mentioned by respondents included:

         
         
         
            
            
            	"How quickly the writers and localization team took to the system, and how much reuse we are
                  getting."

            
            
            	"How EASILY writers adapted to writing in raw XML and how far we’ve managed to come without
                  a CCMS (not that I wouldn’t love one now!)"

            
            
            	"Major reduction of translation costs, over 50%."

            
            
            	"Productivity increased from 800 pages per writer per year to 3200+ pages per writer per
                  year."

            
            
            	"Cost—much lower than you are led to believe."

            
            
            	"The biggest surprise must have been the reaction of our customers and end-users of the
                  documentation. People have responded very positively to our new and improved documentation,
                  when we didn’t expect that many people to notice or to take the time to respond."

            
            
            	"How easy structured authoring is once you get your mind around it, along with using a CMS,
                  using DITA, and sharing content. Also a big surprise was how much effort we had to put into
                  (and are continuing to put into) developing / redeveloping standards to accommodate the
                  structured authoring with DITA approach."

            
            
            	"Some [employees] we thought would be most resistant actually were most
                  receptive."

            
         

         
         
         And now for the bad surprises:

         
         
         
            	"How long [the implementation] has lasted and continued to grow. Started in 2004."

            
            
            	"General immaturity of many products in the XML/DITA space."

            
            
            	"The lack of excitement and initiative shown by DITA authors. We thought the writers would
                  see the implementation of DITA as an exciting change and as great experience for their
                  careers. However, we saw more apathy and hostility than excitement."

            
            
            	"The lack of enthusiasm among management."

            
            
            	"The number of senior-level writers who struggled with the new tooling and writing methods
                  (minimalism, task-orientation)."

            
            
            	"I expected the vendors to care about their relationship with us and our good impression
                  towards their product. (I was wrong.)"

            
            
            	"Things which are easy to do with traditional HATTs or editors have to be done in a
                  completely different way in XML (or cannot be done at all): context-sensitive help,
                  callouts, custom ruling/shading in table cells, table column widths, indexes…"

            
            
            	"Some writers’ resistance to changing the way we wrote documentation."

            
         

         
         
         
      

      
      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Survey demographics

      
      
         
         Toward the end of the survey, we requested some optional demographic information from the
            participants. As expected, most respondents worked in a technical communications group.
            
            
               
                  Participants by function (196 responses)
                  
                  
                  
                  
                     
                     
                        
                        	Function
                        
                        
                        	Percentage
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Engineering
                        
                        
                        	10.2%
                        
                        
                     

                     
                     
                     
                        
                        	Accounting
                        
                        
                        	0.5%
                        
                        
                     

                     
                     
                     
                        
                        	Customer service
                        
                        
                        	1.5%
                        
                        
                     

                     
                     
                     
                        
                        	Publications/documentation/information development
                        
                        
                        	69.9%
                        
                        
                     

                     
                     
                     
                        
                        	Marketing
                        
                        
                        	2.6%
                        
                        
                     

                     
                     
                     
                        
                        	Training/education
                        
                        
                        	8.2%
                        
                        
                     

                     
                     
                     
                        
                        	Other
                        
                        
                        	7.1%
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
         

         
         
         Most respondents held either staff (66.8%) or management (17.3%) positions, as shown in the
            following table:
         

         
         
         
         
            
               Job responsibilities (196 responses)
               
               
               
               
                  
                  
                     
                     	Level of responsibility
                     
                     
                     	Percentage
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Executive
                     
                     
                     	5.6%
                     
                     
                  

                  
                  
                  
                     
                     	Manager
                     
                     
                     	17.3%
                     
                     
                  

                  
                  
                  
                     
                     	Staff
                     
                     
                     	66.8%
                     
                     
                  

                  
                  
                  
                     
                     	Other
                     
                     
                     	10.2%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
         The survey drew respondents from 15 different countries. The majority of responses came from
            the United States, followed by Canada and then Germany. 
         

         
         
         
            
            
               
                  Respondents by country (114 responses)
                  
                  
                  
                  
                  
                     
                     
                        
                        	Country
                        
                        
                        	Number of respondents
                        
                        
                        	Percentage
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Australia
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	Belgium
                        
                        
                        	4
                        
                        
                        	3.5%
                        
                        
                     

                     
                     
                     
                        
                        	Brazil
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	Canada
                        
                        
                        	15
                        
                        
                        	13.2%
                        
                        
                     

                     
                     
                     
                        
                        	Czech Republic
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	Germany
                        
                        
                        	11
                        
                        
                        	9.6%
                        
                        
                     

                     
                     
                     
                        
                        	India
                        
                        
                        	2
                        
                        
                        	1.8%
                        
                        
                     

                     
                     
                     
                        
                        	Netherlands
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	Portugal
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	Switzerland
                        
                        
                        	2
                        
                        
                        	1.8%
                        
                        
                     

                     
                     
                     
                        
                        	Ukraine
                        
                        
                        	1
                        
                        
                        	0.9%
                        
                        
                     

                     
                     
                     
                        
                        	United Kingdom
                        
                        
                        	3
                        
                        
                        	2.6%
                        
                        
                     

                     
                     
                     
                        
                        	United States
                        
                        
                        	71
                        
                        
                        	62.3%
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            We also asked respondents if they participated in our 2009 structured authoring
            survey. A majority said they had not.
         

         
         
         
         
            
               Did you participate in the 2009 survey? (191 respondents)
               
               
               
               
                  
                  
                     
                     	Response
                     
                     
                     	Percentage
                     
                     
                  

                  
                  
               
               
               
               
                  
                  
                     
                     	Yes
                     
                     
                     	16.2%
                     
                     
                  

                  
                  
                  
                     
                     	No
                     
                     
                     	55.0%
                     
                     
                  

                  
                  
                  
                     
                     	Don’t remember
                     
                     
                     	28.8%
                     
                     
                  

                  
                  
               
               
               
            

            
         

         
         
      

      
      
      
   
      
      
      
      Survey methodology

      
      
         
         The survey was conducted between January 3 and March 1, 2011, using SurveyMonkey (www.surveymonkey.com), a web-based survey tool. Of the 265 people who started the
            survey, 190 completed it. 
         

         
         
         The survey was announced in these and other venues: 

         
         
         
            
            	Scriptorium’s blog, Palimpsest, on January 3, 2011
            

            
            
            	Scriptorium’s email newsletter, Illuminations,  on January 3, 2011, and February 4,
               2011 
            

            
            
            	Twitter messages (“tweets”) from the accounts of multiple Scriptorium employees throughout
               the survey period (messages were resent by others in the Twitter community)
            

            
            
            
            	Mass email sent to those who attended Scriptorium’s Calculating the ROI for XML and
                  DITA topic authoring webcast on January 10, 2011
            

            
            
         

         
         
         Each of these announcements contained a unique link to allow for tracking of the survey
            sources. The link in the blog post from January 3, 2011, accounted for 53.6 percent of the
            responses. However, not all of those responses came directly from the blog; the link provided
            was also published on other blog posts and in tweets that referenced the blog post.
         

         
         
      

      
      
      
         
         
            
            	Question types

               
            

            
            	Data adjustments

               
            

            
         

         
      

      
      
   
      
      
      
      Question types

      
      
         
         The survey included the following types of questions:

         
         
         
            
            	Multiple choice: choices were often randomized so that answers were presented in a
               different order to respondents. Randomization minimizes order bias, which is when
               respondents favor choices based on their positions in a list. Answers for most multiple
               choice questions were required. 
            

            
            
            	Forced ranking: respondents ranked the importance of items by assigning a value to each
               item in a list. Only one value could be assigned to each item. Responses to forced rankings
               were required. Some respondents stated they did not like having to offer a distinct ranking
               for each item in a list; they wanted to provide equal ranking for some choices. 
            

            
            
            	Essay questions: respondents could type text in fields. Essay questions were
               optional.
            

            
            
            	Demographic questions (name, company name, contact information, and so on) were optional.
               Respondents who provided that information received a free copy of this report and could
               opt-in for drawings for two $50 amazon.com gift certificates. 
            

            
            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Data adjustments

      
      
         
         We made minimal adjustments to the raw data. Adjustments typically occurred when respondents
            used an “Other” field and gave a response that did not belong in other. For example, when we
            asked about budget and gave a range of costs, some respondents checked “Other” and typed in
            their exact budget number. These responses were moved to the appropriate cost range. 
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Survey questions

      
      
         
         Structured authoring is a publishing workflow that lets you define and automatically
            enforce consistent organization of information; implementations are generally based on
            Extensible Markup Language (XML). Scriptorium Publishing is conducting a survey about
            companies’ experiences and plans for implementing structured authoring environments.
         

         
         
         We will publish a report on the results. If you participate in the survey and provide your
            contact information, we will give you a free copy of the report.
         

         
         
         We will also award a $50 gift certificate from amazon.com to two randomly selected
            participants (from those who provide contact information).
         

         
         
         This survey will take less than 10 minutes to complete. Questions marked with an asterisk (*)
            require a response. The deadline for responses is March 1, 2011. We thank you for your
            help.
         

         
         
          Have you implemented structured authoring, or do you plan to do so?
            
               
               	We have implemented structured authoring.

               
               
               	We are currently implementing structured authoring.

               
               
               	We will begin implementation this year.

               
               
               	We plan to start implementation in 2012.

               
               
               	We plan to start implementation in 2013 or later.

               
               
               	We will eventually implement structured authoring but do not have a time frame.

               
               
               	We are considering structured authoring but have not decided whether to implement or
                  not.
               

               
               
               	No. We do not plan to implement structured authoring.

               
               
            

            
         

         
         
      

      
      
      
         
         
            
            	Completed implementation

               
            

            
            	Current implementation

               
            

            
            	Future implementation

               
            

            
            	Reasons for not implementing structure

               
            

            
            	Basic information

               
            

            
            	Thank you

               
            

            
         

         
      

      
      
   
      
      
      
      Completed implementation

      
      
         
         On a scale of 1 to 7 (with 1 being critical and 7 being irrelevant), rank the importance of
            the following factors in the decision to implement structured authoring. Each column can
            contain just one checkmark. 
            
            
               
                  
                  
                  
                  
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	 
                        
                        
                        	1 (Critical)
                        
                        
                        	2
                        
                        
                        	3
                        
                        
                        	4 (Important)
                        
                        
                        	5
                        
                        
                        	6
                        
                        
                        	7 (Irrelevant)
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Compliance with regulatory requirements
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Consistency of documents
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Content reuse
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Cost/effort of developing content
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Information exchange
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Localization costs
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Personalization/customization of content for end user
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
               
               	Other factors (please specify)

               
               
            

            
         

         
         
         When did you complete the implementation?
            
               
               	2011

               
               
               	2010

               
               
               	2009

               
               
               	2008

               
               
               	2007-2003

               
               
               	2002-1998

               
               
               	before 1998

               
               
            

            
         

         
         
         What structure do you use?
            
               
               	S1000D

               
               
               	DITA

               
               
               	Custom-developed for our requirements

               
               
               	Military standard

               
               
               	DocBook

               
               
               	ATA

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What content management system (CMS) do you use?
            
               
               	SharePoint

               
               
               	Contenta

               
               
               	Trisoft

               
               
               	Astoria

               
               
               	XDocs

               
               
               	Documentum

               
               
               	Vasont

               
               
               	DocZone

               
               
               	We do not use a CMS.

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         How long did the implementation take (from planning to completion)?
            
               
               	Less than 6 months

               
               
               	6-12 months

               
               
               	13-18 months

               
               
               	19-24 months

               
               
               	More than 24 months

               
               
            

            
         

         
         
         Who did the implementation?
            
               
               	Employees

               
               
               	Primarily employees with help from outside resources (consultants or contractors)

               
               
               	Primarily outside resources with help from employees

               
               
               	Outside resources

               
               
            

            
         

         
         
         How many people work with the structured authoring environment?
            
               
               	1

               
               
               	2-5

               
               
               	6-15

               
               
               	16-50

               
               
               	more than 50

               
               
            

            
         

         
         
         How many locations use the structured authoring environment?
            
               
               	Just my location

               
               
               	Just one location other than my own

               
               
               	2

               
               
               	3

               
               
               	4

               
               
               	5

               
               
               	6

               
               
               	7 or more

               
               
            

            
         

         
         
         How much did your organization spend on the implementation (US dollars)? 
            
               
               	Up to $25,000

               
               
               	$25,001 to $50,000

               
               
               	$50,001 to $100,000

               
               
               	$100,001 to $250,000

               
               
               	More than $250,000

               
               
               	I do not know about the budget.

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What goal(s) did you achieve in your implementation? (Please choose all that apply.)
            
               
               	Compliance with regulatory requirements

               
               
               	Consistency of documents

               
               
               	Increased content reuse

               
               
               	Information exchange

               
               
               	Localization costs

               
               
               	Personalization/customization of content for end user

               
               
               	Reduction in cost/effort of developing content

               
               
               	Other goals you achieved (please specify)

               
               
            

            
         

         
         
         During implementation, did you observe any of the following in your organization: 
            
            
               
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	 
                        
                        
                        	A lot
                        
                        
                        	Some
                        
                        
                        	None
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Interest and excitement about new tools and technologies
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Concerns about using new tools and processes
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Concerns about productivity
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Outright hostility
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Staff turnover
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
               
               	Please offer details (optional):

               
               
            

            
         

         
         
         During the planning phase, which tools did your organization consider for authoring content
            in the structured authoring environment? (Please choose all that apply.)
            
               
               	oXygen

               
               
               	Arbortext Editor/Epic

               
               
               	XMLSpy

               
               
               	Structured FrameMaker

               
               
               	Serna

               
               
               	XMLmind

               
               
               	Xpress Author

               
               
               	XMetaL

               
               
               	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         Which tools does your organization use to author content in the structured authoring
            environment? (Please choose all that apply.)
            
               
               	Serna

               
               
               	XMLmind

               
               
               	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

               
               
               	Arbortext Editor/Epic

               
               
               	XMLSpy

               
               
               	Xpress Author

               
               
               	XMetaL

               
               
               	oXygen

               
               
               	Structured FrameMaker

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What kind of training did your organization have for the structured authoring environment?
            (Please choose all that apply.)
            
               
               	Private, customized training for all staff members

               
               
               	Training provided to small group, who offered training to other staff members
                  ("train-the-trainer")
               

               
               
               	Staff attended public training (not customized)

               
               
               	Self-paced training/e-learning

               
               
               	No formal training

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         Which departments in your company use or contribute content in the structured authoring
            environment? (Please choose all that apply.)
            
               
               	Training/education

               
               
               	Engineering

               
               
               	Publications/documentation/information development

               
               
               	Marketing

               
               
               	Customer service

               
               
               	Accounting

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         In your opinion, what was the biggest mistake during the implementation?

         
         
         In your opinion, what was the biggest surprise during the implementation?

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Current implementation

      
      
         
         On a scale of 1 to 7 (with 1 being critical and 7 being irrelevant), rank the importance of
            the following factors in the decision to implement structured authoring. Each column can
            contain just one checkmark. 
            
            
               
                  
                  
                  
                  
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	 
                        
                        
                        	1 (Critical)
                        
                        
                        	2
                        
                        
                        	3
                        
                        
                        	4 (Important)
                        
                        
                        	5
                        
                        
                        	6
                        
                        
                        	7 (Irrelevant)
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Compliance with regulatory requirements
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Consistency of documents
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Content reuse
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Cost/effort of developing content
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Information exchange
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Localization costs
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Personalization/customization of content for end user
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
               
               	Other factors (please specify)

               
               
            

            
         

         
         
         What structure do you use?
            
               
               	DocBook

               
               
               	DITA

               
               
               	Custom-developed for our requirements

               
               
               	ATA

               
               
               	S1000D

               
               
               	Military standard

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What content management system (CMS) do you use?
            
               
               	Trisoft

               
               
               	XDocs

               
               
               	We do not use a CMS.

               
               
               	SharePoint

               
               
               	DocZone

               
               
               	Astoria

               
               
               	Vasont

               
               
               	Documentum

               
               
               	Contenta

               
               
               	Other (please specify)

               
               
            

            When did you start the implementation?
            
               
               	Less than 6 months ago

               
               
               	6-12 months ago

               
               
               	13-18 months ago

               
               
               	19-24 months ago

               
               
               	More than 24 months ago

               
               
            

            
         

         
         
         How long do you think it will take to finish the implementation (from planning to
            completion)?
            
               
               	Less than 6 months

               
               
               	6-12 months

               
               
               	13-18 months

               
               
               	19-24 months

               
               
               	More than 24 months

               
               
            

            
         

         
         
         Who is doing the implementation?
            
               
               	Employees

               
               
               	Primarily employees with help from outside resources (consultants or contractors)

               
               
               	Primarily outside resources with help from employees

               
               
               	Outside resources

               
               
            

            
         

         
         
         How many people will work with the structured authoring environment?
            
               
               	1

               
               
               	2-5

               
               
               	6-15

               
               
               	16-50

               
               
               	more than 50

               
               
            

            
         

         
         
         How many locations will use the structured authoring environment?
            
               
               	Just my location

               
               
               	Just one location other than my own

               
               
               	2

               
               
               	3

               
               
               	4

               
               
               	5

               
               
               	6

               
               
               	7 or more

               
               
            

            
         

         
         
         How much do you expect your organization will spend on the implementation (US dollars)? 
            
               
               	Up to $25,000

               
               
               	$25,001 to $50,000

               
               
               	$50,001 to $100,000

               
               
               	$100,001 to $250,000

               
               
               	More than $250,000

               
               
               	I do not know about the budget.

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         During implementation, have you observed any of the following in your organization: 
            
            
               
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	 
                        
                        
                        	A lot
                        
                        
                        	Some
                        
                        
                        	None
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Interest and excitement about new tools and technologies
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Concerns about using new tools and processes
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Concerns about productivity
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Outright hostility
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Staff turnover
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
               
               	Please offer details (optional):

               
               
            

            
         

         
         
         During implementation, which tools have your organization considered for authoring content in
            the structured authoring environment? (Please choose all that apply.)
            
               
               	XMetaL

               
               
               	Structured FrameMaker

               
               
               	Arbortext Editor/Epic

               
               
               	XMLmind

               
               
               	XMLSpy

               
               
               	Xpress Author

               
               
               	oXygen

               
               
               	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

               
               
               	Serna

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         Which tools will your organization use to author content in the structured authoring
            environment? (Please choose all that apply.)
            
               
               	Have not chosen tools yet.

               
               
               	XMetaL

               
               
               	Arbortext Editor/Epic

               
               
               	Structured FrameMaker

               
               
               	Xpress Author

               
               
               	XMLmind

               
               
               	oXygen

               
               
               	XMLSpy

               
               
               	Serna

               
               
               	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What kind of training will your organization have for the new structured authoring
            environment? (Please choose all that apply.)
            
               
               	Private, customized training for all staff members

               
               
               	Training provided to small group, who offer training to other staff members
                  ("train-the-trainer")
               

               
               
               	Staff attend public training (not customized)

               
               
               	Self-paced training/e-learning

               
               
               	No formal training

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What is your biggest concern about the implementation?

         
         
         In your opinion, what was the biggest surprise during the implementation?

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Future implementation

      
      
         
         On a scale of 1 to 7 (with 1 being critical and 7 being irrelevant), rank the importance of
            the following factors in the decision to implement structured authoring. Each column can
            contain just one checkmark. 
            
            
               
                  
                  
                  
                  
                  
                  
                  
                  
                  
                  
                     
                     
                        
                        	 
                        
                        
                        	1 (Critical)
                        
                        
                        	2
                        
                        
                        	3
                        
                        
                        	4 (Important)
                        
                        
                        	5
                        
                        
                        	6
                        
                        
                        	7 (Irrelevant)
                        
                        
                     

                     
                     
                  
                  
                  
                  
                     
                     
                        
                        	Compliance with regulatory requirements
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Consistency of documents
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Content reuse
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Cost/effort of developing content
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Information exchange
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Localization costs
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                     
                        
                        	Personalization/customization of content for end user
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                        	 
                        
                        
                     

                     
                     
                  
                  
                  
               

               
            

            
            
               
               	Other factors (please specify)

               
               
            

            
         

         
         
         What structure will you use?
            
               
               	ATA

               
               
               	DITA

               
               
               	S1000D

               
               
               	DocBook

               
               
               	Custom-developed for our requirements

               
               
               	Military standard

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What content management system (CMS) will you use?
            
               
               	Astoria

               
               
               	Contenta

               
               
               	We do not know yet.

               
               
               	Vasont

               
               
               	SharePoint

               
               
               	DocZone

               
               
               	Trisoft

               
               
               	Documentum

               
               
               	XDocs

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         How long do you think the implementation will take (from planning to completion)?
            
               
               	Less than 6 months

               
               
               	6-12 months

               
               
               	13-18 months

               
               
               	19-24 months

               
               
               	More than 24 months

               
               
            

            
         

         
         
         Who will do the implementation?
            
               
               	Employees

               
               
               	Primarily employees with help from outside resources (consultants or contractors)

               
               
               	Primarily outside resources with help from employees

               
               
               	Outside resources

               
               
            

            
         

         
         
         How many people will work with the structured authoring environment?
            
               
               	1

               
               
               	2-5

               
               
               	6-15

               
               
               	16-50

               
               
               	more than 50

               
               
            

            
         

         
         
         How many locations will use the structured authoring environment?
            
               
               	Just my location

               
               
               	Just one location other than my own

               
               
               	2

               
               
               	3

               
               
               	4

               
               
               	5

               
               
               	6

               
               
               	7 or more

               
               
            

            
         

         
         
         How much do you expect your organization will spend on the implementation (US dollars)? 
            
               
               	Up to $25,000

               
               
               	$25,001 to $50,000

               
               
               	$50,001 to $100,000

               
               
               	$100,001 to $250,000

               
               
               	More than $250,000

               
               
               	I do not know about the budget.

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         Which tools have you considered for authoring content in the structured authoring
            environment? (Please choose all that apply.)
            
               
               	Have not considered tools yet.

               
               
               	XMetaL

               
               
               	Arbortext Editor/Epic

               
               
               	Structured FrameMaker

               
               
               	Xpress Author

               
               
               	XMLmind

               
               
               	oXygen

               
               
               	XMLSpy

               
               
               	Serna

               
               
               	Text editor (PSPad, TextPad, SlickEdit, UltraEdit, and the like)

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What kind of training will your organization have for the structured authoring environment?
            (Please choose all that apply.)
            
               
               	Private, customized training for all staff members

               
               
               	Training provided to small group, who offer training to other staff members
                  ("train-the-trainer")
               

               
               
               	Staff attend public training (not customized)

               
               
               	Self-paced training/e-learning

               
               
               	Undecided

               
               
               	No formal training

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What is your biggest fear in implementing structured authoring?

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Reasons for not implementing structure

      
      
         
         Why has your organization decided not to implement structured authoring? (Please choose all
            that apply.)
            
               
               	Content not localized.

               
               
               	Content not reused.

               
               
               	Cost and time of implementation.

               
               
               	Staff will not adjust to new authoring environment.

               
               
               	Other reasons (please specify)

               
               
            

            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Basic information

      
      
         
         In what area do you work?
            
               
               	Customer service

               
               
               	Accounting

               
               
               	Engineering

               
               
               	Marketing

               
               
               	Publications/documentation/information development

               
               
               	Training/education

               
               
               	Other (please specify)

               
               
            

            
         

         
         
         What best describes the level of your job responsibilities?
            
               
               	Executive

               
               
               	Manager

               
               
               	Staff

               
               
               	Other (please specify)

               
               
            

            
         

         
         
      

      
      
      
         
         
            
         

         
      

      
      
   
      
      
      
      Thank you

      
      
         
         This survey is nearly identical to a survey that Scriptorium Publishing conducted in 2009.
            Did you participate in that survey?
            
               
               	Yes

               
               
               	No

               
               
               	Don’t remember

               
               
            

            
         

         
         
         Thank you for your participation.
            
            To receive the report about the survey results and to enter the drawings for the amazon.com gift certificates, please complete
            the last three questions that follow.
         

         
         
         How would you like to receive the survey results?
            
               
               	By email. Please include your email address in the contact information that
                  follows.
               

               
               
               	By postal mail. Please include your full mailing address and email address in the
                  following contact information.
               

               
               
               	I do not want the survey report. You do not need to provide contact information.

               
               
            

            
         

         
         
         Would you like to be entered into the drawings for the amazon.com gift certificates?
            
               
               	Yes. Please include your email address in the contact information that follows.

               
               
               	No. You do not need to provide your email address.

               
               
            

            
         

         
         
         To receive the report about the survey results and to be entered into the drawings for the
            amazon.com gift certificates, please provide your contact information. This information is
            optional and will not be shared with other companies.
            
               
               	Name:

               
               
               	Company:

               
               
               	Address:

               
               
               	Address 2:

               
               
               	City/Town:

               
               
               	State:

               
               
               	ZIP/Postal Code:

               
               
               	Country:

               
               
               	Email Address:

               
               
               	Phone Number:
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