Conference Program

Welcome to the Seventeenth Annual
WritersUA Conference for Software User Assistance

To all our Conference Attendees,

Welcome to Seattle and the seventeenth running of the WritersUA Conference for Software User Assistance!
The past several months have pushed the overall economy into a significant decline. While the software industry had
been in pretty good shape, the global cuts in jobs and consumer spending have taken their toll on the IT sector as well. It
is not clear when we will see an upturn. However, difficult times often separate organizations based on their ability to
adjust, adapt, and continue to move forward. The software industry continues to expand with new technologies and
paradigms despite the economic conditions. As the world relies more and more on computers to deliver services, the
development of effective user assistance is as important as ever. And the WritersUA Conference is here to support you!
We truly appreciate your choice to invest your precious resources in our training event. We're sure you'll find this year's
conference program to be at the high level of quality that user assistance professionals have come to expect.

We have fifty-four great speakers on hand to present seventy detailed sessions. We continue to have dozens of
sessions in the areas of Emerging Skills, Design Strategies, Technology Updates, Content Development, Tool
Techniques, and Open Standards. Special attention is given to DITA, XML, and Structured Authoring, User-centered
Design and Usability, eLearning Tools and Techniques, and Web 2.0 and Interactive UA. Platforms include the Web,
Mac, Windows, and Mobile. And three special sessions offer hands-on computer instruction.

+ The Exhibition features representatives from seventeen organizations. You'll have plenty of time to learn about all
the new products and services.

+ The popular Peer Showcase once again brings innovative projects and their knowledgeable creators directly to you
in an informal setting.

+ The ProBooster Certificate Program is a popular benefit of our event and we are pleased to offer it again. You
can earn a certificate of accomplishment in one of several exciting interest areas. Returning attendees from
previous conferences are welcome to participate as well.

¢ The LaunchPad Certificate Program has become a permanent conference fixture as an introduction to the world
of user assistance. Welcome to all our new colleagues!

+ Networking is one of the most valuable aspects of the conference. Our conference attendees are a very friendly
bunch, so please don't be shy about introducing yourself to others during the lunch, breaks and social activities.

Also, take advantage of the incredible body of knowledge present in the form of our conference speakers. They will be
happy to chat with you throughout the conference. Everyone is here to learn and all questions are welcome.

Finally, our WritersUA staff will be on hand throughout the conference to ensure you have a great experience. Please
come to us with any and all questions, concerns, and feedback.

Enjoy yourself at the Conference, the Westin Seattle, and the entire Seattle area!

AN

Joe Welinske
President, WritersUA




Conference Services

Agenda
A timetable is provided on a card within your
conference bag.

Badges
Your name badge is required for admission to all
conference sessions and events.

Business Center
The Business Center offers fax, Internet, and
copying. It is located near Reception in the Lobby.

Cash Machine
There is an ATM in the Lobby near the Concierge.

Bag Check

Please check your bags or other valuables with the
hotel Concierge.

Conference Materials
Upon Check-in for the conference, you will receive
your badge and your conference bag which contains:

* The Proceedings

+ Conference at a Glance timetable

+ Conference evaluation forms

* ProBooster Certificate record sheet

Evaluations
Please help us to make future conferences even
better by doing the following:

1. After each of your sessions, fill out an individual
session form and drop it in one of the Evaluation
boxes as you exit the room. If you add the number on
your name badge to the forms, each form will serve
as a raffle prize entry.

2. Fill out the overall conference evaluation form
before departing the conference and leave it in one of
the same boxes.

Dining Options

For an easy, good meal, take advantage of the Coldwater Bar and
Grill in the lobby of the Westin. The Westin also offers the 5th
Avenue Corner Cafe for snacks and the Lobby Bar for drinks.

Excellent food with a nice atmosphere is just a short walk across
Fifth Avenue from the Westin at the Icon Grill. Other great

restaurants within two blocks of the hotel include Assagio, Brasa,
The Dahlia Lounge, Lola, Oceanairre, Palace Kitchen, Von’s and

Tango.

The Westlake Center Mall is two blocks from the Westin. It has a
Subway, Taco del Mar, PF Chang’s, a food Court, four levels of

shops, and the monorail station.

A great bar is Oliver's in the Mayflower Park Hotel at 4t & Olive.
You can find light food shopping at Ralph’s Grocery at 4t & Lenora.

Food and Beverage

We are serving complimentary breakfast buffets each
morning in Grand Ballroom Three on the Grand
Level. Refreshments will be available during most
breaks.

You are invited to the complimentary Networking
Lunch on Monday. WritersUA will host you for the
Networking Mixer on Monday evening.

Information Desk

For Conference-related questions, please visit the
WritersUA Information Desk. For questions about
Seattle and the surrounding area, the hotel
Concierge will be happy to be of service. The Seattle
Visitor's Bureau offers brochures and assistance in
the Convention Center on Pike St.

Internet Stations / Open WiFi
Wireless internet access is provided throughout the
conference area during conference hours.
Complimentary workstations are provided during
conference hours in the foyer on the San Juan Level.
Complimentary WiFi is available in the Lobby for
hotel guests.

LaunchPad Certificate Program
The opening LaunchPad Session takes place
Sunday, 5:00 - 6:30 pm, in the Vashon Room. This
meeting is only for those who signed up for the
LaunchPad Program in advance.

Message / Jobs / Activities Board
A message and job board is located in the Grand
Foyer. Please feel free to post messages for
colleagues.

You can organize or join informal group activities by
visiting the Activity Board in the Grand Foyer.

Orientation Session
All attendees are welcome to join us for a brief
Orientation Session in the Vashon Room on Sunday

from 6:30 — 7:00pm. We will describe where to find
everything, how the sessions work, and ideas for
your free time.

ProBooster Certificate Program
The ProBooster Program is an opportunity for you to
receive recognition for boosting your professional
skills in a chosen area.

You have a ProBooster Certificate record sheet in
your conference bag. To qualify for a ProBooster
Certificate, you must attend at least four sessions
from a specific interest area. Additional instructions
are provided on the record sheet.

Proceedings

Your printed Proceedings consists of three bound
books — one for each day. We regret that additional
copies of the proceedings are not available for sale. It
is our policy to allow the speakers to retain all rights
to their presentation materials. This ensures that the
highest quality information is provided by speakers to
the conference participants.

Sessions

You are free to attend any sessions Monday through
Wednesday. Seating is on a first-come, first-served
basis.

Twitter

The tag for tweets is WRITERSUA. Feel free to tweet
throughout the conference. Please disable the sound
of your mobile devices during sessions. We will have
a large monitor streaming tweets in the Grand Foyer.
And we will be taking questions via Twitter during the
keynote sessions.

Videotaping

Videotaping of any session is not permitted. Sound
recording is permitted if it is for your sole, personal,
and non-commercial use.

Social Activities

Sunday Meet-up

An informal meet-up is scheduled at the bar in the Lobby of the Westin Seattle,
Sunday, 7:00pm - 8:00pm. This is a great chance to meet your colleagues early on.

Networking Lunch

You are invited to a Networking Lunch on Monday, compliments of WritersUA. The
tables in the lunch areas have been assigned different topics based loosely on the

conference session topics. A list of Lunch Table Topics is included in this program

guide. Non-topic tables are also available.

Networking Reception

Our Monday evening mixer is scheduled in the Grand Foyer. Enjoy some appetizers
and meet a host of new friends as you enjoy the evening. One of the best values of the
WritersUA Conference is the ability to meet so many people involved in the user

assistance profession. Bring your business cards.
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Conference Locations

The conference takes place on two different levels of the
Westin. Elevators and escalators connect the two levels.

The Grand Level is where you checked-in. It is the
highest meeting room level.

The Exhibition and all food and beverage are available on
the Grand Level. The Exhibition is in the Grand Foyer.
The networking lunch will be in Grand Ballroom Three.

The Vashon, Blakely, and Orcas rooms are on the San
Juan Level, one floor below the Grand.

Session / Break Times

Due to the variety of activities we have planned, our
schedule does not follow a strict pattern. Please refer to
this program and the At-a-Glance card in your bag for the
exact schedule of sessions, breaks, lunch, and other
activities.

Escalators

5th Ave
Room

q| ; 14
|||||||||||||||
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San Juan (Lower) Level
» Meeting Rooms / Internet

Vashon Room
1 and 2




Exhibition « Grand Foyer « Monday and Tuesday All Day

The following organizations will be in
attendance at the conference. The booth
location numbers correspond to the Grand
Level map on the previous page.

Adobe Systems Incorporated
revolutionizes how the world engages with
ideas and information. Come to booth #10
and meet the team behind RoboHelp,
Captivate, and FrameMaker.

Aquent (formerly Sakson & Taylor) is a
global professional services firm that offers
content design and development,
marketing, and creative services solutions.
Come see us at booth #12.

Author-it Software Corporation (ASC) is
a world leader in software for authoring,
content management, publishing, and
localization. Be sure to stop by booth #11
to meet the team and see the latest
Author-it products.

Bluestream Database Software Corp. is
releasing Version 2.0 of its flagship
product, XDocs, on March 10, 2009. Visit
us at booth #13 for more information
about our component content
management system.

ComponentOne Doc-To-Help 2009 has
been the premier authoring and publishing
tool in the market since 1991. Find out
more at booth #7.

eLearningZoom.com is a global leader in
integrated, on-demand online training
solutions. For more information, please
visit us at booth #17.

Flypaper is the leading Flash Content
Management Platform that empowers
programmers and non-programmers alike
to create, edit, share, track, and reuse
high-impact Flash content. Visit us at
booth #16 for more information.

HelpServer is a platform for organizing
large volumes of content and integrating
the applications that drive your business.
For more information, come see us at
booth #9.

ITR combines multilingual localization and
translation services with technical
expertise in handling help file formats. Visit
us at booth #2 to find out why so many
worldwide organizations select ITR for
their localization and translation needs.

JustSystems is a leading global software
provider with three decades of successful
innovation in office productivity,
information management, and consumer
and enterprise software. Visit us at booth
#4 for more information.

LavaCon 2009 will be held October 25-27
in New Orleans, Louisiana. Stop by booth
#3 to enter a drawing for a free entrance to
the conference!

Lingo Systems, a division of Language
Line Services, provides customer-focused
solutions to help global companies reach
new markets. For more information, visit
us at booth #15.

MadCap Software is just a new name for
a group of familiar faces that have been
leading the technical writing community for
over a decade. Visit us at booth #6 to see
why thousands of companies are
customers of MadCap's native XML
software for content authoring and multi-
channel publishing.

Tedopres, with offices in Europe, the
United States, and Asia, has been offering
professional technical documentation
services since 1974. For more information,
visit us at booth #1.

Microsoft Office Visio 2007 makes it
easy for IT and business professionals to
visualize, explore, and communicate
complex information. Please visit us at
booth #14 for more information.

Looking for top creative talent? At Volt
Technical & Creative Communication
we specialize in delivering ideal
candidates in Technical Communication,
Design, Electronic Media, Marketing,
Public Relations, and Technical Sales.
Find out more at booth #5.

WindJack Solutions specializes in
Acrobat JavaScript and PDF development.
For more information, come see us at
booth #8.

Media Sponsors

The following organizations
provided promotional support for
the conference.

HAT-Matrix.com is a new representation
of an old standard (the Help Authoring
Tool Comparison Matrix). Use the
searchable database to see which HATs
include the features you need from a list of
over 300 features, and compare up to four
HATSs side-by-side.

WebWorks.com, a brand of Quadralay
Corporation, is the leading provider of
comprehensive online publishing and Help
system delivery solutions. Its products and
services constitute the definitive single
source for all your ePublishing needs.

Originally established in 1993, EC
Software started producing help authoring
software in 1997 with the release of Help &
Manual 1.0 - the first help authoring tool
that could create online help and print
documentation from the same source
project, in one easy step. Find out more at
http://www.ec-software.com/.

OASIS (Organization for the Advancement
of Structured Information Standards) is a
not-for-profit consortium that drives the
development, convergence, and adoption
of open standards for the global
information society. Visit us at
http://www.oasis-open.org.

Axure (ak shdr) Software Solutions,
Inc., headquartered in San Diego,
provides solutions to help the design and
development community offer more useful
and usable applications. Visit us at
http://www.axure.com.

Writing Assistance, Inc. (WAI)
specializes in the placement of Technical
Writers worldwide. Find out more at
http:/www.writingassist.com.

Extreme Ease Software is a global leader
in the help authoring industry, providing
powerful web-based authoring tools for
designing web-based help systems,
knowledgebases, and PDF Manuals.
Learn more about Extreme Ease Software
at http://www.extremeease.com.




Monday, March 30

7:30-9:00 am ¢ Grand Level
¢ Breakfast
¢ Exhibition

9:00 - 9:15 am « Grand Level

Introduction and Welcome

Grand Two
Joe Welinske, President, WritersUA

9:15 - 10:15 am « Opening Session

The Google Chrome Comic & Visual
Communication

Grand Two
Scott McCloud

The opening session of the conference features a visit
with Scott McCloud. Scott created the comic book
which describes the technical aspects of Google's
Chrome browser. He'll talk about the challenges of
communicating technical information in a startlingly
unique way. Beyond the work with Chrome, Scott will
discuss the value of comics in mission critical
situations, the business of story-telling, and how
comics offer a unique way of expressing a message
that is interesting and entertaining.

10:15 - 10:45 am ¢+ Break

¢ Sponsored by MadCap
Software

10:45 am - 12:00 pm

A Painless Introduction to Structured
Authoring

Grand One
Dave Gash, HyperTrain dot Com

Ah, WYSIWYG, we hardly knew ye. Today, many
writers must give up visual control of their content and
work within fixed, often restrictive, environments in the
name of "Structured Authoring”. But why is this, and
what's in it for the authors? This session lays out the
basics of Structured Authoring and examines its
benefits, requirements, and pitfalls to give you a clear
grasp of concepts and techniques before you dive into
tools and technologies.

Contextual Awareness: Responding to
User Actions and Behavior

Fifth Avenue Room
Bogo Vatovec, bovacon

The major challenge in designing user assistance is to
know when the user will be looking for what kind of
information - essentially an impossible task. By building
contextual awareness into the interactive system and
integrating it with user assistance, it is possible to
design solutions that depend on user actions and
behavior. This session will explore various options like
customization, personalization, adaptive user
interfaces and systems learning.

User-Centered Design of Context-
Sensitive Help

Grand Two
Matthew Ellison, Matthew Ellison Consulting

Context-sensitive Help is at the heart of what we, as
User Assistance professionals, do. And yet surprisingly
little information or guidance is available on how to
design and write the topics that our users are
presented with when they click that Help button or
press F1. What do we know about our users when they
are at this point, and how can we answer their
questions in the most effective and efficient manner? Is
it enough simply to list and explain the options that are
available within the dialogue box from which they
selected Help, or should we be offering something
more targeted or task-based? Drawing on latest
research and a wide range of modern examples, this
session sets out to answer these questions.

Breaking Help Loose: From Frames and
Tables to CSS

Blakely
David Locke, WordSmith LLC

Most major authoring tools use some variant of HTML
pages as output, like the familiar "tri-pane” display:
navigation pane left, tab pane, (contents, index,
search), and content on the right. Most tools use tables
and frames to define these panes. The method suffers
from disadvantages: time to load, frame errors. More
serious: frames make it difficult to separate design
from content, and they fail the standards test. CSS-
based display, by contrast, offers advantages of speed,
reliability, control, conformation with W3C standards
and best practice--and separation of content and
design. But getting from frames to CSS is not
automatic. In this session we look at the methods
several tools use to generate browser-based output.
Then we'll move outputs from a frame-and-table-based
display to CSS-grounded output. We'll do a step-by-
step transition, integrate the results with CSS. Finally,
we'll compare and evaluate the results for different
browsers, content, and display requirements.

Double Scoop Case Studies
* "Web-Based Help"

Vashon
This time slot features two separate case studies by
two different speakers with a common theme.

Customized Web-Based Help
Tim Morris, ECi OMD

Using information gained from WritersUA Conferences,
OMD has transitioned its context-sensitive WinHelp to
a customized web-based help. OMD imported
WinHelp's Word documents into a MySQL database
using PHP. This session will show OMD's web-based
help and provide user feedback.

Web-Based, Comment-Enabled Documentation
Kate Wringe, Sybase iAnywhere

Unlike most feedback mechanisms that involve little or
no interaction between users and the documentation
team, comment-enabled documentation allows users
to leave suggestion and correction comments on help
topics, and read comments left by other users. This
case study investigates the practicalities and
challenges of providing comment-enabled
documentation on the web.

Please fill out your individual
session evaluation forms.

12:00 — 1:15 pm ¢ Grand Three
¢ Exhibition open during lunch

¢ Networking Lunch

You are invited to a Networking Lunch,
compliments of WritersUA. The tables in the
lunch areas have been assigned different
topics based loosely on the conference
session topics. Topics are listed below.
Non-topic tables area also available.

1. Authoring Tool Selection
2. Flare

3. Author-it

4. DITA

5. Ul Design

6. Photoshop

7. elearning

8. AIR Help

9. Visual Communication
10. Open Source Tools
11. Mobile UA

12. Captivate

13. Embedded UA

14. Embedded UA

15. Personas

16. Project Management
17. Agile Development
18. RoboHelp

19. RoboHelp

20. XMetal

21. Search/Findability
22. Blogs/Podcasts

23. Search/Findability
24. Single-source

25. Structured Authoring
26. Structured Authoring
27. Usability

28. Usability

29. XML/XSL

30. XML/XSL

31. MS Help 3

32. Web-based Help

33. Wikis

34. Wikis




Monday, March 30

1:15-2:45 pm

Production Tips and Tricks for
Captivate « Part |

Vashon
Kevin Siegel, IconLogic, Inc.

Hands-on Computer, Double Session

Attend this hands-on session and learn valuable
production techniques that will save you hours of
Captivate production time.

Architecting UA Topics for Reuse

Grand Two
Michael Hughes, IBM Internet Security Systems

It's one thing to shop around topics that you have
already written to see what can be reused; it's
another thing to plan and architect to facilitate reuse.
This presentation examines three common scenarios
for reuse and how user assistance architects and
information developers can keep their reuse options
open in each scenario.

Microsoft Technologies
Fifth Avenue Room

This time slot features two separate case studies by
two different speakers. The sessions share a
common theme.

Double Scoop Case Studies
* "Agile Development"
Grand One

This time slot features two separate case studies by
two different speakers with a common theme.

Writing within an Agile Development Environment
Gavin Austin, Salesforce.com, Inc.

Two years ago, salesforce.com switched from the
traditional "waterfall" software development model to
an agile development methodology using Scrum.
Gavin will discuss the challenges and benefits of
writing in an agile development environment and
share strategies that have helped writers at
salesforce.com succeed in producing high-quality
documentation in a fast-paced development
environment.

Managing Agile Documentation
John Barrow, McAfee

Does your software development team use Agile
development to produce deliverables? We will
discuss some of the best practices for documenting
products created in an agile development lifecycle.
We'll cover tips and tricks, tools and rules, gotcha's,
and help you figure out what you need to know during
each iteration to keep your doc plan on target.

Microsoft Sandcastle Documentation Compiler
Anand Raman, Microsoft

This session is about updates to Sandcastle
documentation compiler. Sandcastle produces
accurate, MSDN-style, comprehensive
documentation by reflecting over the source
assemblies and optionally integrating XML
Documentation Comments.

Microsoft Help v.3 Preview
April Reagan, Microsoft

Microsoft Help 3 is a new client help system! This
help system has been built from the ground up with
simplicity, performance and relevance in mind. The
end result is a greatly improved deployment model, a
fast underlying architecture based on the Zip storage
standard and a beautiful new Windows Presentation
Foundation-based help viewer featuring a web-
browser feel.

Real-World XML Design and
Development
Blakely

Joe Marini, Microsoft

Now that XML has become a mainstream, widely-
used technology, Web designers and developers find
themselves confronted with an ever-increasing
number of techniques and technologies for working
with it. This session covers an end-to-end example of
designing an XML vocabulary, working with various
ways of validating and displaying the information in a
page, and storing the information on the back end.

2:45 - 3:30 pm ¢ Break
¢ Sponsored by JustSystems

3:30 - 4:45 pm

Production Tips and Tricks for
Captivate « Part Il

Vashon
Kevin Siegel, IconLogic, Inc.

Hands-on Computer, Double Session

See session description for Part | in previous period.

Topic-Based Authoring

Grand One
Char James-Tanny, JTF Associates, Inc.

As authoring tools developed and matured, the
overall concept of the (published) topic remained the
same. But how we huild those topics has changed.
We use static content, variables, snippets, widgets,
and more. We often work as part of a team, which
requires more work so that topics have the same
"voice". And many are starting to use DITA, which
requires base topic types for validation: generic,
concept, task, and reference topics.

Pixel Perfect - Photoshop Production
Tips
Blakely

Michael Ninness, InDesign Adobe Systems

Michael will walk you through the Photoshop and
lllustrator importer in Flash CS. Then he will show
you as many tricks as time allows on how to make
your pixels look their best before you even bring them
into Flash, Dreamweaver, or other Web development
tools.

Techniques for Reviewing a User
Interface

Grand Two
Rhonda Bracey, CyberText Consulting Pty Ltd

As technical communicators, we are often in a
position to identify usability problems related to the
logical flow, layout, and structure of the interface;
inconsistencies in the design; non-compliance with
standards and guidelines; ambiguous wording on
labels, error messages, dialogs, and onscreen user
assistance; performance issues; functional errors;
and the like. Rhonda shares practical checklists of
things to look for when reviewing an interface, as well
as various tools that can assist you.

Double Scoop Case Studies
+ "DITA and ISO Standards"

Fifth Avenue Room
This time slot features two separate case studies by
two different speakers with a common theme.

Creating Help with DITA
Tony Self, HyperWrite Pty Ltd

In this forum, members of the DITA Technical
Committee and the DITA Help Subcommittee will
explain the current status of DITA in a User
Assistance development workflow. The Best
Practices document developed by the Subcommittee
will be discussed, and further ideas and suggestions
will be canvassed.

An ISO/IEC Standard for User Assistance
Witold Suryn, Ecole de technologie superieure

The session will discuss software user assistance
normative support offered in standards developed by
ISO/IEC JTC1 Subcommittee 7 - System and
Software Engineering. Starting with early efforts for
standardization of management of software
documentation (ISO 9294) and finishing with the
latest documents being still in development phase
(ISO/IEC 26511, 26512 and 26513), the session will
introduce the audience to the overall trend as well as
to some interesting details in user assistance
standardizing works of SC7.

4:45 - 6:00 pm « Grand Foyer

Networking Mixer

Our Monday evening mixer takes place in the Grand
Foyer and Grand Three. Enjoy some appetizers and
meet a host of new friends as you enjoy the evening.
One of the best values of the WritersUA Conference
is the ability to meet so many people involved in the
user assistance profession. Bring your business
cards.

Set Your Alarm!
Tuesday Sessions Begin at
8:30 am




Tuesday » March 31

7:30 — 8:30 am « Grand Foyer
+ Breakfast and Exhibition

8:30 - 9:45 am

Microsoft 2.0: What to Expect in the
Post-Gates Era

Grand Two
Mary Jo Foley, ZDNet

Tuesday opens with an independent look at the future
of Microsoft. Enjoy this wide-ranging interview with
journalist and commentator Mary Jo Foley. Mary Jo's
All About Microsoft blog is among the top business
blogs on the Web. Her book — Microsoft 2.0: How
Microsoft Plans to Stay Relevant in the Post-Gates Era
- provides a framework for a discussion of her views
about a range of current and future Microsoft activities
including Windows 7, Azure, and home entertainment
and mobile initiatives. Matthew Ellison will be host.

0:45 - 10:15 am ¢ Break

¢ Sponsored by Volt Technical
& Creative Communication

10:15-11:30 am

Integration Jumpstart for Adobe
Technical Communication Suite
Grand One

Kevin Siegel, IconLogic, Inc.

Attend this high-powered session and learn real-world
best practices for integrating the core products that
make up Adobe's Technical Communication suite
(FrameMaker, Captivate, and RoboHelp).

Ten Tips toward Improvement and
Success with Your eLearning

Fifth Avenue Room
Joe Ganci, Dazzle Technologies Corp.

In this session, training expert Joe Ganci provides a
collection of his favorite techniques for successfully
executing your e-learning projects, choosing the
authoring tools that best serve your needs, saving
money while ensuring quality, and how to recover
when things don't go as you planned. Attendees of all
experience levels will find this session to be a wealth of
useful tips about eLearning.

Introducing the DITA Open Toolkit

Vashon
Pam Noreault, Sophos, Inc. and Tony Self, HyperWrite
Pty Ltd

Most DITA implementations start with the DITA Open
Toolkit (OT) being used for publishing of DITA content.
The Open Toolkit is developed and managed
separately from the DITA standard itself, and provides
an open-ended collection of tools and sample files.
Although some DITA tools provide alternative
publishing paths for DITA content, many DITA
authoring tools rely on the OT. In this session, we will
discover what the OT consists of, its relationship with
DITA, and how to get up and running with it.

Docs to Wiki: Redesigning and
Restructuring Content

Grand Two
Paul Mueller, UserAid

This case study session reviews the design
discussions and strategies used to define the new
documentation model for WebWorks ePublisher.
During this session, we will examine the issues with
standard documentation deliverables and how we
implemented a new model and structure to address
these issues. The topics we will discuss include goals
and planning, audience and information type analysis,
legacy content evaluation, information architecture and
design, implementation considerations, project
coordination and communication methods, and lessons
learned throughout the project.

Managing UA Projects with
Spreadsheets

Blakely
Michael Hughes, IBM Internet Security Systems

This demonstration shows some simple tricks to using
a spreadsheet program such as Microsoft Excel or
Lotus Symphony to estimate and track UA projects.
Simple but little-known hacks such as auto-filters and
list-driven drop-down menus can make a spreadsheet
a powerful way to plan and track multi-writer, multi-
stakeholder projects. The presentation also shows how
to use pivot tables to slice and dice a flat table to
extract complex relationships.

Quick Video Presentations with Adobe
Visual Communicator

Orcas
Betsy Bruce, Performance Factor, LLC

The demand for fast production of learning solutions
requires templated, easy-to-use tools, for use by both
instructional designers and subject matter experts.
Participants in this session will learn about using
Adobe Visual Communicator as a solution for creating
fast, video-based instructional videos and screencasts.
This tool makes it easy to script, record, and publish
video-based training materials quickly and
inexpensively.

1:00 - 2:15 pm

Generating Quality Print Output from
Flare or Blaze « Part |

Vashon
Matthew Ellison, Matthew Ellison Consulting

Hands-on Computer, Double Session

11:30 am - 1:00 pm

¢ Lunch on your own

Dining suggestions are listed on the first inside page of
this Program. There are many options in the blocks
surrounding the Westin. Check with the Concierge for
other suggestions and for directions.

¢ Exhibition open during lunch

. All the technigues covered in this session apply to both

MadCap Flare and Blaze. Flare is best known as a tool
for creating help systems. This hands-on session
introduces you to the most important features you'll
need in order to maximize the quality of your print
output from either Flare or Blaze. It explains how to set
up a style sheet to support effective single-sourcing for
onscreen and print presentation, and provides a
checklist of action items you'll need to follow each time
you prepare a project for print output.

During the session you will work through each of the
steps and will finish by generating a professionally laid
out manual in PDF format.

An Insider Tour of Microsoft Surface

Fifth Avenue Room
Doug Bolin, Razorfish

Microsoft Surface is a 30-inch table-like display that
gives individuals or multiple people the opportunity to
interact with devices and content in a way that feels
familiar — by using touch, gestures and placement of
devices on the display. Razorfish has been deeply
involved with Surface development. Doug Bolin will
provide a demonstration of Surface and discuss the
research and development that went into creating a
new software user experience. This is a great
opportunity to learn how this technology may fit into our
future user assistance projects.

Double Scoop Case Studies
* "FrameMaker"
Blakely

This time slot features two separate case studies by
two different speakers with a common theme.

Migrating Unstructured FrameMaker Content to
Structured Using FrameScript

Jeff Maggioli, Rosetta Biosoftware

Like many documentation groups making the move to
structured authoring in FrameMaker, we faced the
daunting task of migrating hundreds of chapters of
unstructured content to into our structured template.
This session focuses on the advantages and
challenges of a scripted approach to content migration.

Migrating Unstructured FrameMaker Docs into
DITA-compliant XML

Joe Sarnelle, Information Builders

How We DITAed It--This case study examines the
methodology we developed to migrate thousands of
pages of documentation from unstructured
FrameMaker to DITA-compliant XML. The migration
leveraged our experience with WebWorks Publisher,
and utilized a little help from a vendor.
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1:00 — 2:15 pm ¢ (continued)
User Assistance in Web Forms

Grand Two
Luke Wroblewski, Yahoo! Inc.

In the world of Web applications, forms bridge the
gap between people and your product or service.
From registration forms that welcome new customers
to checkout forms that finalize e-commerce
transactions, Web forms frequently broker crucial
online interactions. Building on topics in his top-
selling book, Web Form Design: Filling in the Blanks,
Luke Wroblewski will walk you through the latest
applications of rich Web form interactions (made
possible by dynamic technologies like Ajax) for user
assistance. Learn how these modern approaches to
Web form design can enhance your sites!

Using a Wiki with Modular and
Conditionally Publishable Content
Grand One

Rahul Mehrotra, Agilent Technologies Inc

Take a look at a Wiki-based, real-life content
management system that is used to collect, organize,
and optimize software documentation for multiple
versions of eight different products. It has over
150,000+ pages of version-controlled online help and
manuals. Come hear about how simply it was
implemented, the choices and mistakes we've
experimented with, and what we've learned about the
real-life limitations of chunking, conditionals, single-
sourcing, and other such techniques.

Double Scoop Case Studies
* "Eclipse"
Orcas

This time slot features two separate case studies by
two different speakers with a common theme.

Developing Help for an Eclipse Environment
Fei Min Lorente, ON Semiconductor

This session looks at the implementation of a low-
cost system to produce Eclipse user assistance and
how we adapted our existing documentation. Find out
which tools we used, how we had to change our
information organization and documentation process,
and who helped along the way.

Using DITA and Eclipse to Create UA for
Component-Based Software

Rob Kimm, Medtronic, Inc

In this session, the team's technical lead describes
how they use DITA's capability to describe and
manage complex content relationships, the Eclipse
help system's plug-in based architecture, and
Eclipse's flexibility in creating navigation components
to deliver complete, cohesive, and accurate online
help for a software application used in major
hospitals and clinics across the country.

2:45-4:00 pm

Generating Quality Print Output from
Flare or Blaze « Part Il

Vashon
Matthew Ellison, Matthew Ellison Consulting

Hands-on Computer, Double Session

2:15 - 2:45 pm « Break

¢ Sponsored by
ComponentOne Doc-To-Help

See session description for Part | in previous period.

Making Computers Accessible with
Everyday Input Devices

Blakely
Jacob O. Wobbrock, University of Washington

Despite more than 20 years of research in computer
access, user interfaces still pose accessibility
challenges for people with motor and visual
impairments. My research approaches accessibility
differently. Rather than adapting people to computers
using specialized devices, | adapt software to people
using everyday devices like mice, keyboards,
trackballs, styli, and microphones, lowering the
aforementioned barriers to access. This talk will
review many of the projects my students and | have
been conducting on this theme, all of which have as
their goal to assist people in their use of computers.

Best Practices for Embedded UA

Grand Two
Scott DeLoach, ClickStart

This session focuses on best-in-class examples of
web-based embedded user assistance (UA). We will
discuss different display options that can be used to
provide field-level, procedural, and conceptual
information. We will also explore best practices for
embedded UA, including how to integrate embedded
UA with an external help system and how to use new
technologies such as AJAX to provide dynamic user
assistance.

Adobe Integrated Runtime (AIR) and
AIR Help

Orcas
Scott Prentice, Leximation, Inc.

AIR Help is a new cross-platform, highly
customizable, online Help delivery option that has
been made possible by Adobe's introduction of the
AIR (Adobe Integrated Runtime) development
platform. This presentation introduces you to the AIR
technology and its underlying requirements. You will
see examples of AIR Help output from the
commercially available tools, with a discussion of the
pros and cons of each. You will also see how easy it
is to work with Flex and ActionScript to design and
develop your own custom Help system using AIR.

Using Simple Pictures to Communicate
Complex Ideas

Fifth Avenue Room
Donna Safko, Mudpuddle Creations

Everyone can draw lines, circles, and squares, but
are you aware how powerful these simple visuals can
be when trying to define learning problems and
explain effective solutions? Participants will explore
how to use Visual Thinking to solve learning
problems. We'll use napkins and markers, and create
a series of simple drawings that will help us
communicate how the great things we are learning at
the conference can be applied to real-life issues.

Double Scoop Case Studies
« "Wiki-based Documentation™
Grand One

This time slot features two separate case studies by
two different speakers with a common theme.

Delivering Open-Source Technical
Documentation through a Wiki

Ragan Haggard, Sun Microsystems

OpenDS is an open-source software development
project. We have initially distributed the
documentation on a wiki (www.opends.org/wiki) and
provided a low barrier for others to contribute to the
wiki. This wiki hosts all the documentation for the
OpenDS project. This documentation is divided
primarily into two parts: documentation for users and
for developers.

Delivering Enterprise Software Documentation
through a Wiki

Sarah Maddox, Atlassian

"The users get control". How does that work for
technical documentation? This session will include a
demonstration of technical documentation on
Confluence (a wiki). We'll take a brief look at the
workflow (what there is of it) for creating a draft and
publishing a page. We'll see some examples of how
plugins (addons) extend the core wiki functionality,
and how technical writers and other wiki enthusiasts
can contribute ideas with technical documentation in
mind.

4:15-5:15 pm
Exhibitor Demonstrations

The following exhibitors will provide detailed
demonstrations of their offerings. Feel free to visit
more than one room if you have multiple interests.

4.st/ HelpServer
- Blakely

Adobe
—Grand One

Author-it
- Fifth Avenue Room

ComponentOne
- Vashon Two

JustSystems
—Vashon One

MadCap Software
- Grand Two

Tedopres International
- Orcas

Set Your Alarm!
Wednesday Sessions Begin
at 8:30 am
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7:30 - 8:30 am ¢ Grand Three
¢ Breakfast

8:30 — 9:45 am

Content Development with DITA and
XMetal « Part |

Vashon
Bernard Aschwanden, Publishing Smarter

Hands-on Computer, Double Session

Spend an hour and a half learning how content based '

upon the DITA specification can be created in
XMetalL. Learn about writing content in a fully
structured and easy-to-use environment optimized for
producing valid XML and production of multiple
outputs for print and online delivery. Acquire hands-
on experience with publishing, including concept,
task, and reference topics, DITA maps and
relationship tables.

Conducting Usability Tests "in the
wild"

Fifth Avenue Room
Dana Chisnell, UsabilityWorks

In this presentation, usability testing expert Dana
breaks down the process of collecting user research
data, exploring the must-haves, the nice-to-haves,
and the certainly-can-do-withouts.

This presentation is perfect for those who have never
conducted a usability test. And if you've spent time
coming up with your own quick-and-dirty techniques,
be prepared to share your experiences.

Double Scoop Case Studies
« "Editing"
Blakely

This time slot features two separate case studies by
two different speakers with a common theme.

Using Content Models to Increase the
Effectiveness of Your Content

Richard Carey, Microsoft

Why write to a content model? Richard Carey, a
Senior Technical Editor at Microsoft, explains how
Content Modeling can help you provide your
customers with a consistent, solution-oriented
experience and can help you plan and write more
effective documentation.

Assessing the Value of Editing and Its Effect on
Your Company's Bottom Line

Craig Liebendorfer, Microsoft

In this session you will learn how you can determine
the monetary returns of editing and how to explain to
those up the food chain why editing is essential to
your company's success. Not only writers who have
editors, but also writers who are their own editors can
benefit from this session.

Succeeding with RSS Feeds, Blogs,
and WebCasts

Grand One
Brent Schlenker, The eLearning Guild

RSS feeds, blogs, and webcasts are becoming more
and more visible in our connected world and software
user assistance is no exception. This session is
designed to help you better understand where you're
going and how to get there. The session assumes
you already have a good understanding of what RSS
feeds, blogs, and webcasts are and why you would
want to use them.

Automating Acrobat with JavaScript

Orcas
Thom Parker, WindJack Solutions, Inc.

This session will provide a brief introduction into the
concepts behind the Acrobat JavaScript Model and
then show general techniques for how JavaScript can
be used as an automation tool. Several practical, real
world examples will be presented, time permitting. As
a bonus, much of the live code presented in the
session will be available to attendees on a CD.

Lessons Learned from Research on
IlHelpll

Grand Two
David Novick, The University of Texas at El Paso

This session highlights research results over the last
five years that explain why most users don't use help
systems very much. The session includes ways to
increase use of help, although research suggests that
increased use of help may not lead to better
performance. The session will include sharing of
strategies for increasing effectiveness of help.

10:00 - 11:15 am

Content Development with DITA and
XMetal « Part Il

Vashon
Bernard Aschwanden, Publishing Smarter

Hands-on Computer, Double Session

See session description for Part | in previous period.

Personalizing and Customizing the
User Assistance Experience

Grand Two
Doug Bolin, Razorfish

Our session will be divided into four main sections
focusing on real-life case studies and best practices.
These key information architecture and content
strategy principles, activities and deliverables will
help you guarantee the success of your personalized
user assistance.

Better Knowledge-Base Articles for
Complex Troubleshooting
Grand One

Dave Farkas, University of Washington

Computer users often experience frustration and
failure when they employ KB articles to troubleshoot
challenging computer problems. Dave Farkas
provides guidelines for improving the effectiveness of
KB articles.

Exploring Open Source and Alternative
Tools

Blakely
Mike McCallister, Compuware, and Paul Mueller,
UserAid

This session explores how you can develop high-
quality user assistance using open-source tools. We
will review OpenOffice, LyX document processor,
Scribus desktop publisher, Inkscape vector graphics,
and The GIMP raster graphics. During this session,
we will also explore various tools and Web services
that provide consultants and small writing teams with
the capabilities of many larger corporations. These
solutions include version control, data backup,
remote access, Webinar services, online
collaboration, email aliases, email forwarding, and
conference calling.

Double Scoop Case Studies
* "Web 2.0"

Orcas
This time slot features two separate case studies by
two different speakers with a common theme.

Using Microsharing Tools Like Twitter to Build
Better UA

Charlene Kingston, Crow Information Design

By incorporating microsharing into your operations,
you can build a user community that provides you
with real-time feedback about your user assistance
products. You can also update users about changes
in your products, and solicit feedback about
development choices while you can incorporate the
feedback into the design and development of your
products. For this session, we will focus on Twitter,
but the principles apply to all microsharing tools (such
as Jaiku and Pownce).

Using Forums and FAQs to Support Members of
Flickr

Zack Sheppard, Flickr

Flickr is a photo sharing website. This session will
focus on how Flickr uses forums, communication with
customer care, and user emails (not just data about
emails) to create FAQs, standard email replies, and
training. Also covered are the tools and strategies
used to ensure Tier 1 has all of the information they
need in a format that works for them, which is a key
part of ensuring that members get the help they
need.

What If the Reader Can't Read?

Fifth Avenue Room
Tony Self, HyperWrite Pty Ltd

A fresh generation of readers is entering the
workforce; readers who predominantly read
onscreen, who prefer text messaging to phone calls,
who have a different attitude to copyright and privacy,
and whose reading concentration span is far less
than any earlier generation. This session will discuss
these issues, and investigate whether technical
communicators should be making some difficult
decisions about the form of our communication
efforts.

Please turn in ProBooster and
LaunchPad Forms.
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11:00 am - 1:30 pm
Peer Showcase

Grand Foyer
The Peer Showcase offers a unique
opportunity to see some of the most
innovative user assistance solutions and to
meet the project developers. Project titles
are listed on the back page of this
Program. Project descriptions are included
in your conference bag.

12:00 am - 1:30 pm

¢ Lunch on your own

Dining suggestions are listed on the first inside page
of this Program. There are many options in the blocks
surrounding the Westin. Check with the Concierge for
other suggestions and for directions.

1:30 - 2:45 pm

Career Strategies for Embedded UA

Grand Two
Scott DeLoach: Moderator,
Panel: Rhonda Bracey, Matthew Ellison, Paul Mueller

The development of embedded user assistance
continues to grow as a cutting-edge element of our
profession. But how do you get involved with
embedded UA? What skills are needed? What do
you need to do to become a contributor to the critical
design stages of your organization's software? The
panel of experienced UA professionals will describe
their experiences in expanding their role in the
software development process.

iPhone Design and Development
Overview

Vashon
Christopher Z. Garrett, ZWorkbench, Inc.

Development for mobile platforms is particularly
challenging due to the small screen size and
challenges of developing for a platform that is often
disconnected from the network. The advent of the
iPhone raised the bar in mobile platform usability, but
it still has its own challenges as a development
platform. This discussion will give a brief overview of
the iPhone design and development process. Then it
will focus on several applications we developed in the
past year, discussing some of the design challenges
we faced and how we addressed them.

Creating "Auto-Magic" TOCs With XSLT

Orcas
Dave Gash, HyperTrain dot Com

Single-page Tables of Contents (TOCs) are a
powerful and useful navigation device for users, but
are notoriously difficult to create and nearly
impossible to maintain. But what if XML pages could
create their own always-in-sync TOCs as they are
transformed to HTML? Well, they can, and this
session shows you how. We'll examine a simple
XSLT technique called "modes" that lets us pre-
process a page and construct a complete in-page
TOC with links and targets that precisely match the
page structure, and require no maintenance -- ever.

Developing More Successful Personas

Fifth Avenue Room
Tamara Adlin, Fell Swoop, LLC

You've heard a lot about personas and know
basically what they are. In this session, we'll take a
deeper look at what makes personas
successful...and what almost guarantees the failure
of any persona effort. This session describes ways to
use personas to 'force' important business decisions
and clarity in project goals, and show you some
specific, practical ways you can use personas on a
daily basis to plan, design, and support any product
or service you're working on.

Lessons Learned in Corporate

Blogging
Grand Two
Lindsey Robbins, Blackbaud Inc.

This session examines the corporate blogging
environment and how to benefit from establishing
your personal identity alongside your company brand.
We'll discuss the benefits of blogging for the user
assistance specialist as well as the challenges of
writing for your company. We'll examine audience
analysis, social media efforts, Search Engine
Optimization, and what they can mean for your user
assistance team. The session will provide examples
of my work authoring three corporate blogs and
include details on the benefits realized thus far.

User Assistance as an Element of
eService

Blakely
Bogo Vatovec, bovacon

eService is a term used to define various customer
services available online, such as ebanking. This
case study will show how a team lead by a technical
communicator drove a design activity of integrating
user experience for various eServices across multiple
channels for a large investment company.

3:00 - 3:15 pm ¢ Closing
Comments and Prizes

Grand Two
Joe Welinske, President of WritersUA, will present a
few final thoughts and announcements and give
away the remaining prizes in a raffle.
You must be present to win.

3:15-4:15 pm ¢ Closing Session

Magic and Mental Models: Using
[llusion to Simplify Designs

Grand Two
Jared Spool, User Interface Engineering

In our work, confusing complexity is the natural result
of an unchecked design and development process.
Teams work hard, responding to customer requests
through incremental improvement and feature
enhancements, yet they often end up with a
dismaying array of features that make users
unhappy. In this entertaining presentation, Jared will
share some of his recent research into the craft of
professional magic. He'll demonstrate the parallels
between the world of magical illusions and the world
of digital design, comparing the similarities between
professional illusions and some of today's top design
techniques.

Please fill-out your Overall
Conference Evaluations Form.

Thank you for attending!






