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Shift happens, Video von Karl Fisch and Scott McLeod



Conventional (book-oriented) content 
management

Large volumes

High error rate
Inconsistency

High degree of redundancy
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Large volumes
High maintenance costs



Common Issues

Status of information differs:
What is current and what is correct?
Level of information difffers: 

Information spread over many places
(books, articles, knowledge bases, ...)
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Information and knowledge are not accessible:
How to get fast access to the relevant pieces? 
Where to find the competent people?



Level of information difffers: 
Where to find the missing details?



A wealth of expert knowledge is not used because of:
 Geographical distance
 Isolated information islands
 Busy schedules

Resources are wasted resolving problems that 

…result in enormous costs
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Resources are wasted resolving problems that 
someone else had already solved.



Solution: Topic-based information networks
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How we get there

Preparation on different levels:

Methodical

 Technical

Cultural 
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Cultural 



Method: Topic-based structuring
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 Class concept method© (Prof. Sissi Closs)

 Tool approach: Online help tools, CMS, Wikis, …

 Tool-neutral approach: XML standards, especially DITA



Topic-based strukturing - Principle 1: 
Divide content into smaller pieces 
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Flexibly combine topics to documents

Topics Collections Information products
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Re-using topics
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Basic topic rules

Keep it short and simple.1

Be concise (Minimalism: Don’t mention unnecessary things).3
Be precise.4

Describe only one subject per topic.2
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5 Describe the same thing only once (Single point of truth).

Be precise.4

Describe the same kind of things in the same way.7
Make use of technical possiblities (layers).6



Good topics fit well with 
modern way of presenting 
information
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Benefits of a topic-based world

 Individual topics are easier to create, reuse, and 
update than an entire document.

Many different experts can contribute knowledge 
at the same time.

 Faster time to market: 
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 Faster time to market: 
 Topics can be reviewed by experts in the specific 

subject as soon as they are updated.
 Individual topics can be published as soon as they are 

ready.
 Topics can be translated before entire deliverables are 

complete.



Topic-based structure is useful everywhere
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Sample: Proactive help
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Problem: Hundreds and thousands of topics
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Principle 2: Define categories (Topic Types) 
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1. Use proven types
2. Use proven methods to define new ones:

Class Concept Method© (Prof. Sissi Closs)



Definition

Task

Sample: Topic types
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Result: Better information
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Reference

Definition

Task

Error message

Principle 3:Unify through 
standardization
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Technology
 Tool-neutral Standards such as DITA

 Topic-supporting tools
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 Classic Online help authoring software
 Flare, RoboHelp
 …

 Authoring Software supporting DITA
 FrameMaker + DITA-OT, Oxygen Editor
 …

 Content Management Systems
 Xdocs, Author-it, ixiaSoft DITA CMS, DITAworks…

Tools
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 Xdocs, Author-it, ixiaSoft DITA CMS, DITAworks…
 …

 Wikis
 MediaWiki, Confluence, …

 Authoring Software for mobile Apps
 4M, AppMakr, …



 (Open source) platform for exchanging information easily
 Invented by Ward Cunningham (1994)
 Type of groupware software
 Read, edit, and link information 
 Many key management functions included, especially 

What is a Wiki?
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 Many key management functions included, especially 
categorization, templates, link management, …

 Semantic MediaWiki with possibility to add metadata and 
access and evaluate content semantically 
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Use Cases
How can your organization use a Wiki successfully. 



Develop content together
Connect existing content sources
Exchange ideas
Distribute information fast

Wikis can be used everywhere
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Share experiences
Keep everybody informed
 Involve people and get them connected
…



Best Practice
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Best Practice
Don‘t use a wiki like a file system and a wiki page like a Word document. 

Typical pitfals can be avoided using proven best practices.



Typical caveats

Unknown environment for authors and 
organization

Nothing happens
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 Fear of getting lost

 Fear of chaos



New and different?
Solution:
Make it easy

Use templates

 Provide Training

 Provide editorial services

® Prof. Sissi Closs, C-Topic Consulting GmbH

Provide editorial services



Not seen as being useful?
Solution:

 Pre-populate with useful content

 Provide extra value
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Fear of getting lost?
Solution: 

Use

 Special functions

 Status info
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Fear of chaos?
Solution: 

Use 

Classification

Naming conventions
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Benefits
Wikis empower users to collaborate.



Typical example: 
Separate data islands …
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Source: Schaeffler Group, 2009



… now connected with a Wiki as a central 
access point

® Prof. Sissi Closs, C-Topic Consulting GmbH

Source: Schaeffler Group, 2009



One source many deliverables



One source many deliverables
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One source many deliverables



The Wiki Way 

 Flexible information network with a single and 
central point of access.

Can change and grow as needed.
All kind of contribution (stable, temporarily) can be 

involved.
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involved.
Accessible from everywhere.
 Information sources and stakeholders are 

connected.



Cultural Change

 Collaboration

 Contribution

 Sharing

 Re-using
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Re-using

 Gardening

Special roles and people are needed to maintain the knowledge 

base. These are knowledge manager, content gardeners, 

information architects, …



Social Media in Big Organizations Today

Domain Use Case

Communication (internal, external) News, direct management information

Project and process management
Team spaces, project organization, reporting, problem 

solving, ….

Finding the right contact persons Search for experts using profiles
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Finding the right contact persons Search for experts using profiles

Community management
Communities for special subjects, communities for special 

staff groups (newbies, women, ,,,), communities for 
special interests (sport, Afrika, …)

MOOCs (Massive open online courses)
With Wiki, blog, social media aggregates to train orgaization-

wide subjects like “innovative Management of the modern 
Knowledge society”



Questions?
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closs@c-topic.de
sissi.closs@hs-karlsruhe.de


