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About Mary & Pamela 

Mary is… 

the Content 
Management Leader at 
Trane 

an expert in leading 
projects & inspiring her 
colleagues 

an expert in setting 
strategy 

an advocate of quality & 
consistency 

Pamela is… 

a Partner in Parallax 
Communications 

a specialist in content 
management & content 
reuse consulting 

an advocate of 
structure, usability, & 
consistency 

passionate about 
making content work 
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Agenda 

Content management initiative 

Content and process analysis 

Arbortext pilot 

Where are we now? 
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Content management initiative 

Technology platform to streamline and improve 
customer technical information 

Develop and manage content at a component level  

Build outputs from structured, reusable XML modules 

Publish multiple outputs from a single source 

Integrate with engineering data and Pro/E CAD 

Automate manual tasks 

Ingersoll Rand enterprise initiative 
Implement standard PTC-based tools 

Begin with Trane Climate & Residential Solutions 

Expand to other Ingersoll Rand sectors 
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Increasing literature output… 

Annual Delivered PDF Pages

17,885

26,864

34,923

45,399

59,018
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35% increase from 2008 to 2009 

30% increase from 2009 to 2010 

30% projected increase year 

over year   

      - Increased new product offerings 

      - Shortened development cycles 

Maximized existing technology 

New technology required to 

handle increased volume and 

faster speed to market with 

existing resources 

2008 – 2012 
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Current tools & processes are… 

Inefficient 
Writers spend time on non-value add tasks  
Review and approval workflows are manual 
Difficult for writers to retrieve reusable content 
Lack of integration with engineering systems 

Inconsistent 
Difficult to leverage consistency across product documentation 
Difficult to keep reused content consistent in multiple documents 
Difficult to find reused content in all affected documents 

Not future ready 
Increased workload cannot be handled by existing writers   
Current tools restrict innovation that is required to remain an industry 
leader 

                       

               “Business as usual costs us money.” 
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Key factors for moving into a CCMS 

Reduce Publications  
Operations Costs 

Improve Information 
Accuracy & Consistency 

Reduce Outsourcing 
Costs  

Consolidate to a Single 
Global System 

• Allow collaboration within as well as across organizations   
• Simplify product information sharing and distribution 
• Improve content maintenance, integrity, and security 

• Send only new and changed content for translation  
• Eliminate translation vendor desktop publishing costs 
• Enable more content to be translated 

• Eliminate need for headcount increase; maintain existing number of technical writers  
• Implement outsourcing strategy to reduce peak workload only 

• Deliver information electronically rather than paper 
• Eliminate manual layout and formatting 
• Enable efficient and parallel content creation and review 
• Eliminate redundant and manual updating of content used in multiple documents 
• Improve illustration capability by leveraging Pro/E data to create isometric drawings 
• Handle increased volume and faster speed to market with existing resources 

Reduce Translation Costs 

• Systematic updates to reusable content 
• Change management and version control 
• Content traceability 
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The current environment… 

© 2006 PTC 

 

 

 

 
         CREATE                         STORE  (Document-Based)                    COMMUNICATE 

Illustrator, Photoshop 

File Servers and  
Writer Workstations 

Adobe Acrobat on  
Writer Workstations 

Owner’s 
Manuals 

IOMs 

Service 
Facts 

Product 
Catalogs 

FrameMaker 

PageMaker 

Translation 

Eng. Spreadsheets 
Help 

Systems 

Print/PDF 

Web/HTML 
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The future environment… 

Illustrator, Photoshop 

Windchill PDMLink 
Arbortext Publishing 

Engine 

XML Doc 
Bursting Rules 

  Deliverable 

 Description 

 How to 

 Concept 

 Task 

 Example 

0
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0 . 0 8
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2 n d
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4 t h

Q t r

Owner’s 
Manuals 

IOMs 

Service 
Facts 

Product 
Catalogs 

Arbortext Editor 

Arbortext IsoDraw 

Language Service Providers 

Translation 
Pro/ENGINEER 

Print/PDF 

Web/HTML 

Handhelds 

Wireless 
Devices 

CD/DVD 

Help 
Systems 
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CCMS objectives 

Develop information as content modules that can be reused in multiple 
deliverables, resulting in 

A more efficient authoring and publishing environment 

Improve literature time to market by up to 50%  

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

Reduce translation DTP costs by at least 25% 

Greater consistency and accuracy in documentation 

Reuse content up to 65% within a product line 

Reduce legal liabilities; mitigate safety risks  

Implement a technology solution that complements enterprise standards and 
process improvements, resulting in 

Opportunities to leverage resources across sectors as well as globally 

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

Before…inconsistent structure 
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Wireless Sensor IOM Wired Sensor IOM 

After…more consistent structure 
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Wireless Sensor IOM 

Wired Sensor IOM 

Before…inconsistent content 
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Wireless Sensor IOM 

Wired Sensor IOM 

After…more consistent content 
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But where do you start? 

Realized existing tools and processes wouldn’t 
ensure success in the future 

Realized that moving to structured content in a 
managed environment was a necessary change 

And had the good sense to realize that 
technology enables success IF “good” content is 
managed and “good” processes are put in place 

Hired consultant (Parallax) to help with content 
and process analysis… 
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Analysis…it starts here 

Analysis informs your entire project 

Analysis helps you to figure out what’s going 
on 

With the content 

With everyone involved in the content life cycle 

Analysis shows you the issues you must 
resolve to help you meet your goals 
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Content analysis 

We selected content from both Trane 
Commercial and Residential Solutions 

We dug in, identifying topics and where they 
appeared 

Then, we compared the topics to see how/if 
they differed in content and structure 

We also compared the structure of the 
various documents 
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Content issues 

Discovered potential to reuse content such as 
product descriptions, features, tasks, cautions and 
warnings, and many more! 

Discovered potential to redefine technical 
documents, e.g.: 

What is an Installation and Operations Manual and 
what goes in it? 

Discovered potential to standardize approaches to 
content, e.g.: 

What is a procedure? 
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A few examples… 
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Different 
approaches to 
checklists 
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Process analysis 

We talked to 

Technical writers 

Technical writing managers 

Content reviewers and SMEs (engineering, 
product management, and legal) 

Content users/customer support who represent 
users 

IT staff 
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Talking to people 

Adds another 
dimension 

Helps us to understand 
their involvement, 
needs, and issues 

Makes it real! 
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Process issues 

Writers and SMEs spend way too much time 
up front 

Figuring out what to create (what type of 
document is required?) 

Figuring out what to include (what goes into it?) 

Looking for content (where can I find it?) 

Writers also spend too much time doing non-
writing tasks, e.g. DTP 
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Costs to Trane 

The lack of standards and reusable content cost 
Trane significant time 

Time is spent: 
Recreating content that already exists 

Looking for a standard (in the form of another document) 
or for content to reuse 

Modifying a previous document 

Looking for all instances of revised content to update it 

Reviewing content that has already been reviewed 

Translating content that has already been translated 
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Establishing standards was critical! 
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So, what to do with what we learned? 

Redefine and standardize technical documents and 
all their components (info architecture) 

Establish writing guidelines 

Start building library of standardized reusable 
content 

Establish editorial and review processes 

Implement in a CM environment, with DTDs and 
repository 

Test… 
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Pilot objectives 

Test how well Arbortext/SMA meets our needs 
for . . .  

Content development and management  
Document publishing 

Obtain feedback from pilot participants  
Success of online training for learning  
Paradigm shift in authoring, managing and publishing 
Process changes 

Through pilot tests . . . 
Assess pilot participant capability; not the people  
Gather information to be used in business case 
Prove technology direction and gather data for ROI 
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Pilot participants & environment 
1 

1 

1 

1 

Local TCS Windchill 
test server with 
PDMLink & 
Arbortext 
Publishing Engine 
installed 

TCS St. Paul: 
Mary Craig-AE 

(server) 

TCS La Crosse: 
Gayle Edlin- 

AE (local) 

TCS Clarksville:  
Kristy Galbraith-Dye- 

AE (local) 

RS Tyler:  
Mark Neely- 

AE (local) 

STC Summit 2011 



Content first. 

Pilot training 

STC Summit 2011 

Title 
Duration 

(Hours) 
Week 

1 
SGML, XML and Arbortext 5.3 - Understanding the Need for Structured Information  2 2/2 – 2/6 

2 SGML, XML and Arbortext 5.3 - Structured Application Concepts  0.05 2/2 – 2/6 

3 
SGML, XML and Arbortext 5.3 - Structured Authoring Concepts and Product Overview  3 2/2 – 2/6 

4 Arbortext Editor 5.3 - Structured Information and Document Structure  1 2/9 – 2/13 

5 Arbortext Editor 5.3 - Arbortext Editor End User Orientation  3 2/9 – 2/13 

6 Arbortext Editor 5.3 - Working with Structured Markup  4 2/16 – 2/20 

7 Arbortext Editor 5.3 - Creating Tables  2 2/23 – 2/27 

8 
Arbortext Editor 5.3 - Authoring and Editing Management Tools and Final Workshop  2 2/23 – 2/27 

9 Understanding DITA - Introduction to Structured Information  1 3/2- 3/6 

10 Understanding DITA – Introduction to XML Data Models and the DITA Model  2 3/2- 3/6 

11 Understanding DITA – Authoring and Publishing Topics  2 3/9 – 3/13 

12 Understanding DITA – DTD Architecture and Specialization  1 3/9 – 3/13 

13 DITA and Arbortext 5.3 - The Information Typing Architecture Overview  3 3/16 – 3/20 

14 DITA and Arbortext 5.3 - Arbortext Editor Orientation for DITA Authors  1 3/16 – 3/20 

15 DITA and Arbortext 5.3 - Creating DITA Topics, Concepts, and Tasks  4 3/23 – 3/27 

16 DITA and Arbortext 5.3 - Using DITA Attributes  2 3/30 – 4/3 

17 DITA and Arbortext 5.3 - DITA Cross-References, Links, and Content References  3 3/30 – 4/3 

18 DITA and Arbortext 5.3 - Creating Tables and Using Arbortext Editor Tools  4 4/6 – 4/10 

19 DITA and Arbortext 5.3 - Creating DITA Maps and Relationship Tables  4 4/13 - 4/17 

20 DITA and Arbortext 5.3 - Previewing and Printing and DITA Specialization  3 4/20 – 4/24 

47.05 hrs 

Almost 

50 hrs of 

online 

training 
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Pilot definition 

Conduct mini trial of a “production” environment 

Use Service Facts documents (12 out of 400+) 

Participants . . .  

Develop new/revised content per Information Architecture (IA) and 
structured writing guidelines 

Manage content within the CMS 

Find “reusable” content in the CMS 

Build and publish documents using the CMS 

Basic features learned and used; more advanced features for further 
reuse optimization in follow-on activities 

Hold weekly kick-off meetings; individuals complete tasks, fill out 
instruction sheet forms and schedule weekly reviews; all records stored 
in central location on a file server 
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Developed plan to identify 

Tasks to be completed each week 

What has to be in place to complete the tasks 

 

 

 

 

 

Parallax Communications: Trane CM Pilot Tasks  1 
 

Pilot activities are scheduled to start the week of May 4 and end the week of June 22. Writers have approximately four hours per week to devote to pilot activities. Pilot activities will 

include working on some or all of the following Service Facts documents: 

RS Service Facts 

 4TEE3D01B-SF-1A 

 4WCZ6060A-SF-4A 

 4TWZ0024-SF-1 

 4TWZ0036-SF-1 

 4TWZ0048-SF-1 

 4TWZ0060-SF-1 

 UX-DX-SF-1D 

TCS Service Facts 

 TTA-SVF62A-EN 

 TTA-SVF63A-EN 

 TWA-SVF12A-EN 

 TWA-SVF13A-EN 

 TWE-SVF38A-EN 

 TWE-SVF39A-EN 

 TC-SVF-42C 

Week 1 – Playing with Arbortext Editor - done 

Week 1 is about assessing how well the writers can work with Arbortext Editor, performing tasks such as creating topics, tables, and previewing content. Week 1 doesn’t include working 

on the Service Facts or in the context of the CMS; rather, it’s about using the editor to perform different editor functions. 

 
Tasks What needs to be in place for it to happen? Evaluation 

 Create a new topic by replicating a piece 

of Service Facts content (topic TBD), 

including: 

 DITA topic 

 DITA concept 

 DITA task 

 Save the topics 

 Work with DITA mark-up within topics 

 Insert and delete sentences in a topic 

 Cut, copy and paste sentences in a topic 

 Search for and replace a sentence in a 

topic 

 Create a simple table (e.g., a tubing 

 All self-paced training modules complete 

 Authoring tool set up on writers’ computers; 

access to DTD 

 Place for content to be saved set up 

 Instruction sheet for the weeks’ tasks 

including: 

 Content on which to base topics 

 Where to save content 

 “Test” for writers to demonstrate what 

they’ve learned 

 Metrics sheet for writers to fill in throughout 

the week, as they perform their tasks 

Demonstration session with Mary. 

Success indicated by: 

 Error free completion of pilot tasks 

 Completed metrics sheet 

Trane CMS Pilot Tasks 

Pilot planning 
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Worked weekly with Pamela to  

Review previous week’s tasks/results 

Finalize current week’s tasks and supporting materials 

Prepare/finalize next week’s tasks and supporting materials  

 

 

 

 

 

Parallax Communications: Trane CM Pilot Weeks 7 & 8  1 

We're on the home stretch! For the next two weeks, you'll be putting it all together, building entire Service Facts documents.  

What you’ll need 
You’ll need: 

 the pilot topics spreadsheet, which shows your document assignments 

 copies (paper or electronic) of the pilot Service Facts documents 

What to do 
The following table lists your tasks for both weeks 7 and 8. During week 8, please keep track of the time you spend creating each document. There's a chart for 

tracking your time following the table. When you’re finished all tasks, answer the questions following the table: 

 
 

Task 

Completed successfully 
without help from 
another source (person, 
reference material, etc.)? 

If you answered no, explain what you needed to do 
to complete the task and why (e.g., what 
difficulties were you having). You can also enter 
any comments related to the task here. 

During week 7, your focus is to get any remaining content you need into the CMS, build one document and send it for review. 

1. Your first task is to get all the content you'll 

need into the CMS. 

a. Refer to the pilot topics spreadsheet, 

document tab. It lists the documents 

that are assigned to you for the next 

two weeks, and shows you what 

content is already in the CMS. Also, 

look in the CMS to see what's there. 

(There may be content in the CMS 

that is not entered on the 

spreadsheet.) 

b. Create any remaining content for 

the pilot documents assigned to you 

and check it into the CMS. 

 Yes        No       

2. Create one Service Facts document. (Let 

Mary know which one you decide to 

work on in week 7.) Retrieve the content 

 Yes        No       

Trane CMS Pilot: Weeks 7 & 8 

Weekly preparation for pilot tasks 
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Authoring for reuse 
Rewriting content for reuse is necessary 
Rewriting effort takes more time than anticipated 
Involvement from SMEs is required  

Arbortext environment 
Learning curve when introducing a new tool and 
environment 
Instructor-led training in addition to online 
training would have been beneficial 
Owning/authoring “chunks” of information (i.e., 
topics) is very different from complete documents 
Need to determine most effective ways to use the 
technology 

What did we learn from the pilot? 
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Managing content 
More to learn about storing and retrieving content 
Metadata is central to finding content 
More to learn about how to best handle graphics 

Arbortext publishing 
See the power in building documents using 
reusable content  
More to learn about DITA maps 
Need to develop our own templates and style 
sheets 
Not yet comfortable “trusting” the PE to do what 
it’s supposed to do 

What did we learn from the pilot? 
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Process changes 
Authoring topics for reuse; when to check content 
into the CMS to begin managing it there 
Review of topics in addition to documents 
Workflow 

Didn’t used Windchill workflow; will implement in a 
production environment; affects content “state” 
All reviewers must use PDMLink and have access 
to the Windchill server 

SMA architecture works quite well; minor 
issue with alert types 
 

Detailed assessment report completed  

What did we learn from the pilot? 
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Where are we now? 

Writers have been applying what they learned about 
structured authoring in current desktop 
environment 

Business case approved by all levels of management 
for the Component Content Management System 

Vendor chosen for architecture and implementation 
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Summary 

The most important part of any content 
management implementation is the content 

Content is paramount, but so are the people 
creating/reviewing the content 

Working in a CM environment is a big change 

Allow time for learning and to adopt the change 
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Summary, continued 

The technology solution has to 

Support reusable, usable content 

Facilitate processes 

Make your life easier! 
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Trane is well on their way to doing all of this! 
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Contact us to learn more 

Mary Craig 

mcraig@trane.com 

651.407.4210 

www.trane.com 

 

Pamela Kostur 

pkostur@parallax.ca 

647.889.1459 

www.parallax.ca 
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