Why can't | find the
answer to my
question?
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@tomjohnson, #techcomm
idratherbewriting.com
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I'm not sure which guide would
have the topic | want. Plus, | kinda
want to search info from all of
these files, not just one.
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' Communication

' Technical Communication

' Culture

' Human interactions
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' Written signs
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Help Center
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Search Results
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Ultimately, the TOC and traditional search pose problems for findability. We need a new model for
help when writing for the web -- one that helps users find content quickly and easily.

Problem Summary

« Content can be logically categorized in

many different ways. Isn’t there some other

way to organize my help?

« Paper-based paradigms for organization
don't work on websites.

- Large-scale deeply nested hierarchies
create categories with little meaning.

- Flattened organization provides too many
options for meaningful understanding. ~

« Search doesn't provide a starting point for

users new to a system. ))
« Search doesn't expose users to their un-

known unknown.

- Search forces users to sort through massive
amounts of results.
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SEARCH

FACETS

Color

+ black (13)
+red (22)

+ green (7)
+ sienna (6)

Cost

+ < 10,000 (4)
+ < 15,000 (2)
+ < 20,000 (16)
+ > 20,000 (23)

Make

+ Honda (34)
+ Chevrolet (11)
+ Toyota (7)

+ Ford (27)
Engine

+ biodeisel (1)
+ electric (4)

+ gasoline (27)
+ racing (2)
Model

+ sedan (13)

+ sport (11)

+ minivan (5)
+SUV (7)

Color

+ black (13)
+ red (22)
+ green (7)
+ sienna (6)

Cost

+ < 10,000 (4)
+ < 15,000 (2)
+ < 20,000 (16)
+ > 20,000 (23)

Make
+ Honda (34)

+ Chevrolet (11)

+ Toyota (7)
+ Ford (27)

Doc Type

+ video (3)

+ forum (12)

+ blog (4)

+ documentation (32)

Engine

+ biodiesel (7)
+ electric (5)
+ gasoline (3)
+ racing (15)

Model

+ sedan (3)
+ sport (12)
+ minivan (4)
+ SUV (32)



Only this part of the navigation appears
because only these pages have keyword
relevance with your search.
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Agile Help System
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One problem with tagging is that you end up with a lot of lists of topics without much hierarchy or
order to them. This non-linearity works great when users are searching for specific questions but
not so well when users are trying to learn a new system.
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Wait, sometimes | like
having a TOC. Can | still
use one at times?






Solution Summary

- You can create multiple views to categorize
the same content in many different ways.

- A single topic or component can be repur-
posed into different views without duplica-
tion.

- Large-scale hierarchies are hidden from
users.

- To overcome the flattened organization,
users zoom in to a relevant scope from their
search.

- Users can combine browsing and searching
in intelligent ways. The browsing helps them
discover new terms and concepts.

« Users can construct smart queries on the
fly, adjusting the amount of results.

&

Thank you thank you
thank you!



Faceted search is pretty
neat, but | still can’t
find what I'm looking for.
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I'm almost ready
to understand content
at the next level.
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For some users, the knowledge they're looking for isn't consumable on a web page. The users have
to realize the knowledge for themselves by acting. It's the “learn by doing” model (see also

“Minimalism”).

Instructions

<input code here>
// enter the function to see the results.
// through practice, you'll soon understand

// how it works.




Shape Tool Topic

Stroke topic

Radial Gradient Topic

Reflector Tool To pic



CRepors |||




Visual communication helps users understand without knowing specific terms. Visuals can
transcend text. Users see meaning without having to connect the terms on the page with an
abstract visual model of what those words mean.
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Where’s my robot? Oh,
Siri, tell me how to
end this slideshow.




Tom Johnson

- blog: idratherbewriting.com

- twitter: @tomjohnson

- email: tom@idratherbewriting
- phone: 801-822-2241




