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STRUCTURED WRITING AT A GLANCE 

XML  
(DITA, DocBook, etc. …) 

Semantic organization 
• Communication 

principles 

• Conceptual 

structure of 

knowledge 



KNOWLEDGE 





NATHANIEL BRANDON (B. 1930) 

“In a world in which the total 

of human knowledge is 

doubling about every ten 

years, our security can rest 

only on our ability to learn” 





TODAY’S CHALLENGES ON CONTENT 

•  Hard to find 

•  Incomplete or inacurate 

•  Inconsistent 

•  Hard to understand 

•  Not in usable form 



TODAY’S CHALLENGES ON CONTENT... ctd. 

•  Too much or missisng 

•  Texts are too long 

•  Unstructured 

•  Need for content strategy 

•  Hard to find the information that you need 

•  Wrong level of detail 

•  ... 



TODAY’S CHALLENGES ON TECH CONTENT 

• Must be accurate 

• Must be comprehensive enough but not excessively 

• Must be up-to-date 

• Must deliver a mental model that reflects the spefics of the 

product but also fits the existing model of the user knowledge 

• Must serve real-life user tasks 

• Must be consistent 



TODAY’S CHALLENGES ON TECH CONTENT... ctd. 

• Determining the proper lengths of texts 

• Retrievability 

• Localization 

• Legacy content 

• Different writing styles 

• Inconsistent layouts 

• Difficult language 



TODAY’S CHALLENGES ON USERS 

• Users are not experts 

• Users are not focused enough on the content 

• Users don’t want to invest time in training 

• Users don’t read sequentially 

• Users “scan” text 

• Users have “instant gratification” mentality 

 They expect it now 

 They expect to find it quickly 

 They expect it prsonalized 

 They expect it to be intuitive 



TODAY’S CHALLENGES ON AUTHORS 

• Subject matter knowledge 

• User knowledge 

• Communicating with SMEs 

• Fit in the team’s processes 

• Tight deadlines 

• The engineering and development process 

• Technical writing is often neglected by management 

• Technology changes 

• HATTs and automation 

• … 



THE INFORMATION MAPPING® METHOD 



THE WALL OF WORDS 

Insider allows you to handle with ease both the external and 

internal aspects of the activities of your organization. External 

aspects are the aspects of an activity that are targeted towards 

the market – customer and prospect management (including full 

client details and history), marketing campaigns, offers, sales, 

etc.. Internal aspects are the organizational aspects of the 

activities and they concern your staff, their tasks, assignments, 

memos, etc. and the coordination of these activities among the 

members of the various teams and task forces. 

 

Note: Before installing Insider, make sure your computer meets at 

least the minimum hardware and software requirements for 

running the program. The following table presents not only 

these requirements but also the recommended values. 



BEFORE-AND-AFTER EXAMPLE 









THE INFORMATION MAPPING METHOD 

Information Mapping® (IMAP) is an international and 

research-based information standard. 

 

More than 600.000 students have learned the method 

 

Using Information Mapping® results in  information that is: 
 

 easier to write 

 easier to read 

 more accurate and 

 more to the point 

 

 



EXAMPLE 



  

 

    A typical policy 

  “Before Mapping” 



 

 

The same policy 

“after Mapping” 



PROVEN RESULTS 



INTERNATIONAL CUSTOMERS 



BEFORE AND AFTER EXAMPLES 



THE FORMAT… 

Presentation 



THE FORMAT… AND BEYOND 

Presentation 

Analysis 

 

Organization 



THE THEORY OF INFORMATION TYPES 

Procedure 

How do I do it? 

Process 

How does it work? 

Principle 

What must be done? 

Process 

How does it work? 

Structure 

What does it look like? 

Fact 

What is true? 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 

• Concept 

• Principle 

• Fact 

• Classification 



7 INFORMATION TYPES 

• Procedure… 
…is a task or number of steps leading to a result (operational “how-to” level). 

• Process 

• Structure 

• Concept 

• Principle 

• Fact 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 
…describes why a task/process is done (on a management level). 

• Structure 

• Concept 

• Principle 

• Fact 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 
…describes the structure of a physical, material object (printer, form, machine, 

…) 

• Concept 

• Principle 

• Fact 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 

• Concept 
…describes an idea, a concept. 

• Principle 

• Fact 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 

• Concept 

• Principle 
…is a policy, rule telling what is allowed and what not. 

• Fact 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 

• Concept 

• Principle 

• Fact 
• …is a proposition without proof/argumentation. 

• Classification 

 



7 INFORMATION TYPES 

• Procedure 

• Process 

• Structure 

• Concept 

• Principle 

• Fact 

• Classification 
…is about sorting of chunks/units into classes. 

 

 



PRESENTATION MODES FOR INFORMATION TYPES 

Below some presentation modes for procedure: 

 

• Step/action table    

 

 

 

 

 

• If/then table 

 



THE RESEARCH-BASED PRINCIPLES 

                 

Chunking Relevance Labeling 

Consistency Integrated Graphics Relevant Detail 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling 

• Consistency 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking… 
…grouping content into small manageable units; make information 

digestible, either for memorization or comprehension 

•Relevance 

• Labeling 

• Consistency 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 

 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance… 
…putting together what belongs together, omit irrelevant information 

• Labeling 

• Consistency 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 

 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling… 
…giving a meaningful label (title) to each chunk; labels show organization 

• Consistency 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 

 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling 

• Consistency… 
…using the same labels, titles, formats and/or structures for the same subjects 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling 

• Consistency 

• Integrated Graphics… 
…using illustrations, figures and tables as integrated part of the text 

• Accessible Detail 

•Hierarchy of Chunking and Labeling 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling 

• Consistency 

• Integrated Graphics 

• Accessible Detail… 
…using details/illustrations/clarifications where needed; complete abstract 

presentations with concrete examples; these must be easily accessed 

•Hierarchy of Chunking and Labeling 



7 PRINCIPLES FOR STRUCTURING INFORMATION 

• Chunking 

•Relevance 

• Labeling 

• Consistency 

• Integrated Graphics 

• Accessible Detail 

•Hierarchy of Chunking and Labeling… 
…organizing an accessible structure for content chunks by grouping them into 

larger chunks and labeling them 

 

 



APPLYING THE RESEARCH-BASED PRINCIPLES 



APPLYING THE CHUNKING PRINCIPLE 



APPLYING THE RELEVANCE PRINCIPLE 



APPLYING THE LABELING PRINCIPLE 



APPLYING THE CONSISTENCY PRINCIPLE 



APPLYING THE INTEGRATED GRAPHICS PRINCIPLE 



APPLYING THE INTEGRATED GRAPHICS PRINCIPLE 



WHY PARAGRAPHS DON’T WORK 

 

No standards for: 

 

• Chunking 

• Relevance 

• Labeling 

• Consistency 

 

 

 



THE INFORMATION BLOCK  

A manageable chunk of related information 

Label 

 

One main  

idea                                                                     Separators 

 
Separator lines 

Sentence(s), list, 

table, 

graphic or 

multimedia 

 



THE INFORMATION MAP 

 

 

 

A collection of related 

Blocks with a title                                                              

 



THE TOPICS 



CASE STUDIES 

 

 

•Comcast 

•Men’s Warehause 

•US Army 



CASE STUDY 



















CASE STUDY 



• Challenge: Train new CRS’s more quickly, minimize need for follow-up 

training 

 

• Environment: Busy call center, many different policies and procedures to 

follow, speed and accuracy eccential 

 

• Solution: CS Quick Reference Chart, used in training and as 

performance support tool 

  

• Result: Greatly reduced time to competence, less need for follow-up 

training 



CUSTOMER SERVICE QUICK REFERENCE CHART 



CASE STUDY 





PRO AND CON 

 

 

•Pros 

•Cons 



PRO 

• Quality 

• Quick results 

• Documentation 
management-friendly 

• Makes content re-use 
standardization 

 within a document 

 across documents 

 Across teams 

• Tool-independent 

• Language-
independent 

 

 

 

 

 

• Straightforward set of guidelines 

• Raises the level of writes 
 quick-starts new writers 

 ensures an acceptable rate of 
output 

 provides an assessment and 
reference framework  

• Template-driven 

• Provides methodology for 
analysis 

• Allows random access points to 
content 

• Allows eye-scanning of content 

 



CON 

• Paper-centric 

•Generic 

• Static 

•Restricts creativity 

• Uses tables extensively 



LET’S SUM IT UP 

 

 

•Methodology 

 

•Structure 



LET’S SUM IT UP: METHODOLOGY 



LET’S SUM IT UP: STRUCTURE 

• Information Blocks – single units of information 

 

• Information Maps – collection of blocks 

 

• Information Sections – collection of maps 

 

• Information Parts – collection of sections 



QUESTIONS? 


