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Over the past two decades the 
Indian technical communication 
market has seen a major change: 
From a sideline discipline, techni-
cal communication grew into a 
thriving industry. Outsourcing 
contracts, mainly from the US, 
provided new jobs for techni-
cally skilled writers and promised 
a flourishing business to new 
specialized vendors. Today Indian 
technical writers compete with 
other professionals of the trade 
from around the world. The Tech-
nical Writers of India (TWIN) 
have grown into a vibrant com-
munity with members that are 
hungry for knowledge and – as 
tekom’s managing director Dr. 
Michael Fritz puts it – have “an 
utter will to be successful.”   
As a result of these developments 
we are very excited to welcome 
you today to the first tcworld 
India conference, an event jointly 
organized by tekom and TWIN. 
Topics in the conference program 
have been carefully selected to 
match our Indian audience. 
To give you a taste for these and 
other topics we are proud to pre-

sent you with this special edition 
of tcworld, tekom’s English-lan-
guage magazine for international 
information management. 
In this issue, Aruna Panangipally 
gives a thorough insight into the 
history, future and current state of 
the technical communication sec-
tor in India (page 10). Interviews 
with Dr. Michael Fritz of tekom 
(page 13) as well as TWIN found-
ers Akash Dubey and Gururaj B.S. 
(page 14) reveal the motivation 
behind the cooperation of the two 
associations. 
DITA remains a hot topic in 
many companies. However, after 
all that’s been said and written 
about it, for many the methodol-
ogy is still hard to comprehend. 
Tony Self gives a great introduc-
tion into DITA (page 19), while 
Mathew Varghese describes 
the move to DITA at Citrix’s 
Networking and Cloud Product 
Group (page 22). 
Increasingly, Indian writers are 
producing documentation not 
only for English native-speakers, 
but also for international audi-
ences. Their work will often be 
translated into different languages 
and even various scripts. Melanie 
Siegel and Andrew Bredenkamp 
explain how documents can be 
written with translation in mind 
(page 14).
Prof. Jürgen Muthig illustrates 
why standardization is important 
in technical communication (page 
25). Pundari Kumar and Otto 
Salzer describe a framework that 
can help organizations to system-
atically manage their business 
relationships (page 16).
Despite its spiraling growth, there 
is still no formal education for 
technical communication in In-
dia. Prospective technical writers 
might soon have the 

opportunity  to become certified 
with tekom’s new TCTrainNet. 
After its launch in mid 2011, the 
online training platform will offer 
students an international certifi-
cate in technical communication. 
Susanne Lohmüller has the details 
(page 30).
We hope you enjoy this special 
edition of tcworld and would like 
to invite you to check out our 
great range of professional articles 
continuously published on 
www.tcworld.info.
Last but not least, we wish our 
readers an inspiring and reward-
ing conference!

Corinna Melville
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By Aruna Panangipally

Technical communication gained formal recog-

nition as a profession with the opening up of 

India’s economy in the 1990s and first made its 

influence felt in the information technology sec-

tor. Multi-national companies (MNCs) who set 

up operations in India, had established techni-

cal writing departments back home and felt the 

need for technical writing teams that would be 

co-located with their Indian engineering teams.

While there were few formally trained techni-

cal writers, there was an abundance of people 

who were both fluent in English and technically 

skilled. The companies leveraged this workforce 

to set up their technical writing teams and used 

exhaustive internal training and mentoring to 

impart the necessary documentation skills. In 

the early days, these teams essentially handled 

maintenance of documentation, mirroring the 

nature of the outsourced technical projects. As 

the operations in India matured, more engi-

neering and development work was executed 

in India and in parallel, Indian technical writers 

moved on to writing new content.

However, technical writing as a profession 

largely remained under the radar until Gu-

rudutt Kamath, a vastly experienced freelance 

technical writer set up the Technical Writers of 

India (TWIN) mailing list in 1997. The TWIN list 

provided the Indian technical writing commu-

nity with a much-needed platform for interac-

tion and knowledge sharing. It also provided a 

launch pad for learning sessions that were held 

in different cities. Typically three hours long, the 

The technical communica-
tion market in India
Thriving is the word that best describes the state of the technical communication market in India today. In the 

past two decades, it has moved from being a little known discipline to an indispensable skill in many industries. 

Having said that, it is important to stress that technical communication has been around in India for a few dec-

ades, especially in domains such as heavy engineering, defense, and healthcare.

Photo: sunny13
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TWIN learning sessions represented a live forum 

that facilitated formal knowledge sharing; be it 

of tools, processes, metrics or basic technical 

writing skills.

The momentum provided by TWIN helped tech-

nical communication gain prominence and an 

acceptance as a mainstream profession, espe-

cially in information technology.

The lay of the land
Today, TWIN is a vibrant community of over 

5000 technical communication professionals 

who discuss everything from writing skills to 

IETMs (Interactive Electronic Technical Manuals) 

to DITA to content management systems with 

equal ease.

Indeed, technical communication in India has 

matured to a level where many MNCs have their 

core technical communication teams based in 

India; either through internal teams or outsourc-

ing partnerships.

More importantly, basing the technical com-

munication function in India is often a strategic 

decision rather than a cost-cutting outsourcing 

solution.

A striking feature of Indian technical commu-

nication is that it has rapidly grown beyond its 

initial bounds of technical writing to include 

disciplines like information design, technical 

illustration, multimedia, instructional design, 

content management, and design of content 

delivery platforms.

Expanding sphere of 
influence
Technical communication as a formal discipline 

first established its roots in information technol-

ogy. It is now expanding to sectors such as au-

tomotives, aviation, heavy engineering, defense, 

oil & gas, industrial and consumer electronics, 

medical devices, pharmaceuticals, biotechnol-

ogy, and more. 

One reason is that Indian companies now com-

pete on a global scale and have adopted global 

operations standards. The need to have the req-

uisite technical, user, and statutory documen-

tation that follows international standards has 

fuelled the growth in technical communication 

in various domains. 

Did you know Bharat Forge is the second 

largest forging company in the world? That 

the Indian pharmaceutical industry is the 

third largest globally? That Bharti Airtel is the 

fifth largest mobile operator in the world in 

terms of subscriber base with operations in 

19 countries?

Another reason is that the healthy growth of the 

Indian economy has led to higher disposable in-

comes and a consequent rise in domestic con-

sumption. Major international players such as Volk-

swagen and Samsung have set up manufacturing 

bases in India to produce customized products for 

the local markets, which then need documenta-

tion. India is also becoming the preferred manu-

facturing and R&D hub, and that means more op-

portunities for technical communicators. 

The state of tc education
While the demand for technical communication 

services has spiraled, there is still no formal course 

(university/college level) for technical writing in 

India. There have been some attempts to include 

technical communication as a subject in Indian 

colleges. So far, however, technical communica-

tion is only offered as an elective subject during 

one semester.

This gap is being filled by private institutes that 

offer a range of courses from the basics of techni-

cal writing to detailed training in specific tools or 

technologies. 

Most organizations overcome the lack of formally 

trained technical communicators by developing 

and conducting exhaustive induction programs 

that focus on their specific requirements. 

The role of the service 
provider
As the demand for technical communication 

grew, the supply side saw the emergence of spe-

cialized technical writing companies handling 

outsourced requirements. In the early days, the 

role of the technical writing service provider was 

that of providing trained staff who could work 

onsite with the client. However, as the Indian tech-

nical communication industry grew in experience 

and maturity, clients entrusted service providers 

with handling the complete lifecycle of the project 

and in some cases, the technical writing function 

as a whole (as a managed service).

Technical writing service providers have been a 

boon to small- and medium-sized organizations 

that could not afford to have in-house techni-

cal writing. Such organizations outsource their 

requirements on a need basis to the technical 

writing companies. This has also helped the 

technical communication profession penetrate 

various strata of the industry.

The changing face of 
Indian tc
Today, Indian technical writing service providers 

are trusted outsourcing partners, and have robust 

systems and processes in place to ensure reliable 

service delivery. Some service providers also lever-

age their years of experience to provide consult-

ing services that help clients choose the appro-

priate tools and technologies, define and refine 

processes, set up technical writing teams, etc.

The Indian technical writer is now an active part-

ner recommending, devising, and implementing 

cutting-edge documentation solutions that con-

tribute to the success of the projects.

With the advent of Web 2.0 and social media, 

information is generated and accessed in a col-

laborative and community-centered approach. 

The Indian technical communicator has adapted 

to this trend and is creating content solutions that 

leverage the power of Web 2.0 through blogs, fo-

rums, wikis, and other platforms.

Pvt Ltd, a technical writing and instructional 

design company based in Mumbai, India. 

www.ibruk.in

With over 17 years of 

experience, Aruna 
Panangipally is one 

the pioneers in the 

field of technical writ-

ing in India. She is the 

Managing Director 

of ibruk Consulting 
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“Indian writers have an utter will 
to be successful”
Dr. Michael Fritz is managing director of tekom in Germany. tcworld 

spoke with him about tekom’s cooperation with the Technical Writ-

ers of India (TWIN), the new tcworld India conference as well as his 

thoughts on the technical communication 

markets in India and Europe.

Interview: Corinna Melville

What is tekom’s motivation for organizing a 
tcworld India conference?
tcworld is our brand for international activi-

ties. Generally speaking, with tcworld we want 

to serve our non-German speaking members 

and partners, offering our services to the inter-

national audience. Now, with tekom’s recently 

agreed-upon cooperation with TWIN, the Indian 

community for Technical Writers, we go a little 

further. Since only a few tech writers from India 

have the opportunity to come to our conference 

in Wiesbaden, Germany, we decided to head to-

wards our new friends and to organize a sister 

event at the Indian IT hot spot Bangalore, in co-

operation with TWIN.

What topics have been considered and 
why?
With 250 expected participants we don’t have 

enough timeslots to cover all potential subject 

matters. So we decided to present topics that are 

either potentially new to the Indian audience or 

really current in international technical commu-

nication.

We chose to start with an introduction to legal 

issues for tc and the most important internation-

al standard for technical writing. All tech writers 

should be aware that the documentation they 

create often plays a decisive role in many com-

pliance issues, especially if companies export 

their products to foreign markets. And, this also 

applies to software documentation as soon as it 

is an integral part of a product.

When it comes to creating contents, tech writers 

should know how to structure the subject mat-

ter logically, how to implement this structure 

technically e.g. with XML or maybe using DITA, 

how to write comprehensible texts by using 

writing rules, how to enrich the users’ experience 

by integrating multimedia elements in the docu-

mentation and how to avoid misunderstandings 

by implementing a consistent terminology. In 

addition, tech writers have to meet the demands 

of efficiency and effectiveness of content crea-

tion processes as a contribution to the overall 

performance of the companies they work for.

As globalization proceeds, it will be more and 

more important for Indian companies to not 

only serve their domestic markets with user- 

friendly documentation, but also to localize their 

products and product information for the differ-

ent international markets.

And last but not least, we will deal with the pro-

fessional profile of tech writers, their qualifica-

tion needs, and the role certification can play in 

the future.

From your point of view, what is the status of 
the tc market in India? 
As far as I have learned the TC market in India is 

evolving rapidly. Until now the evolution of tech-

nical communication was obviously driven by 

the large international companies, predominantly 

from the US, that offshored technical writing for 

software documentation. With the enormous ex-

pansion of the Indian home markets these days, 

adding a wide range of industry goods to the pro-

duction line, the domestic demand for qualified 

tech writers and tech writing services will increase 

rapidly.

And the more India is focusing on international 

markets such as Europe, China and different 

emerging countries, the more international the 

Indian technical writing will have to be.

What are the strengths and weaknesses of 
the Indian tc market and its workforce com-
pared to its European counterparts? 
What impressed me most during my first con-

tacts in India was the openness of the tech writers 

I spoke with, their utter will to be successful and 

their thirst to learn. And, I was incredibly impressed 

by the way the Indians have implemented state-

of-the-art technologies and highly sophisticated 

processes, which is often more difficult and takes 

more time here in Old Europe.

What is obviously lacking in India are educational 

programs for tech writing, further training oppor-

tunities for the “real” stuff you need in international 

technical communication and a recognized job 

profile that is supported by a professional certifica-

tion program. In my view just learning how to use 

Adobe FrameMaker does not make you a technical 

writer. The qualification has to be much wider and 

deeper.

How can technical writers benefit from the 
tcworld India conference?
The tcworld India conference will open a window 

for Indian tech writers to genuine international 

technical communication. The presenters are sea-

soned experts in their field with a strong practical 

background and extensive teaching experience. 

There will be a lot of networking opportunities 

within the community but also with the present-

ers and other international guests. 
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“Offering an international 
exposure to our community”
Akash Dubey and Gururaj B.S. are the founders of the association 

Technical Writers of India (TWIN). In an interview with tcworld 

they reveal their views on the TC market of India, its prospects and 

Interview: Corinna Melville

What has motivated TWIN to co-organize a tc-
world India conference with tekom?
TWIN and tekom share similar goals, that is, to 

help their community members understand and 

appreciate global best practices, trends, business 

opportunities, and challenges in the technical com-

munication field. By partnering with tekom and co-

organizing the tcworld India conference, we (TWIN) 

would like to offer a truly international exposure to 

our community. For the first time ever, our commu-

nity will get an opportunity to rub shoulders with 

internationally acclaimed experts in this profession. 

We will have participants and presenters from Eu-

rope, Israel, the USA, and so on. Participants get to 

explore technical communication practiced in do-

mains other than software, for example, oil and gas, 

aerospace, manufacturing, and so on.  

 

What is your organization looking for in the 
partnership with tekom?
TWIN has always offered a unique value proposition 

to its members. The partnership with tekom is one 

of the strategic initiatives that help us achieve this 

goal. We have joined forces to collaborate on com-

munity initiatives and projects for the benefit of our 

respective community members. The first joint pro-

ject of TWIN and tekom in India is the international 

conference—tcworld India 2011— for technical 

communicators in India. We will also leverage each 

other’s resources that will be mutually beneficial for 

both communities. We will look for opportunities 

and avenues to learn from each other’s experiences 

and markets.  

 

Where is the tc market in India heading?
Technical communication has come a long way in 

India. Overall, the industry has gained a significant 

amount of maturity. Its growth is very closely tied to 

the growth of the IT and ITES industry in India. With 

the emerging economies, especially China and In-

dia, gaining more focus and offering new markets, 

the growth projections for the IT and ITES industry 

in India are looking very healthy. And this growth 

tide is bound to lift the technical communication 

boat. Increasingly, more high-end and end-to-end 

documentation solutions are being driven and de-

veloped out of Indian subsidiaries and Indian com-

panies. Writers are equipped to leverage the latest 

tools and technologies, such as XML/DITA, Content 

Management, scripting, and so on, to optimize doc-

umentation and automate mundane processes. All 

these developments have created a scope for a 

myriad of roles—for example, information archi-

tects, project managers, content strategists, usabil-

ity specialists, etc. —for technical communicators in 

India-based organizations.   

How have the recent economic developments 
and the global financial crisis affected the tc 
market in India?
The global economic downturn has certainly af-

fected the Indian market. We no longer hear of 

dramatic or rapid expansion of technical com-

munication departments. The size and growth of 

the market is looking realistic. The Indian market 

offers a significant cost advantage to international 

businesses looking for cost saving in these difficult 

times. On the one hand, the economic downturn is 

a good thing for some companies in India as more 

and more work moves to India. On the other hand, 

sustaining the quality and efficiency of our work as-

sumes significance. Competent professionals are 

here to stay, and they will thrive on dynamic busi-

ness challenges and requirements. At the same 

time, documentation service providers have ben-

efited from the economic downturn, as companies 

don’t want to recruit full-time technical communi-

cators. In 2010, we saw some improvement in the 

tc market, and we hope it continues.

What are the future perspectives and visions 
of TWIN?
We will continue to focus on building our strong 

community presence to create an international 

platform for India-based technical communicators 

and companies to come together, to exchange 

ideas, and to promote the technical communica-

tion industry in India. TWIN is already working with 

a couple of universities, such as Christ University, to 

offer short- and long-term technical communica-

tion courses to writers and students who are clam-

oring for formal learning opportunities. We would 

also like to come up with special programs and 

initiatives to bring documentation service providers 

together on a common platform, so we can discuss 

and come up with best practices, standards and 

guidelines (freelancing rates, for example), and so 

on. Our international collaboration and special pro-

jects will continue. Hopefully, we will try to partici-

pate in international conferences, such as tcworld 

in Wiesbaden, as an Indian industry or community 

and showcase the capabilities of the industry to our 

global counterparts. As we all know, knowledge 

shared is knowledge gained. 

Gururaj B.S. Akash Dubey

where they are 

planning to take 

their organization.

Akash DubeyAkash DubeyAkash Dubey
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Localization and writing for 
the international market
The number of technical products has rapidly increased over the last decades. This brought along a greater number of user manuals 

and the need for technical documentation is still not satisfied.  But the quantity of technical documentation is not the only aspect; 

increasingly the quality of technical documentation is gaining focus. In particular companies from the US are worried about wrong 

usage of and potential damage to their products, or even worse, injury to the users resulting from poor instructions. 

By Melanie Siegel and Andrew Bredenkamp In the US, more and more technical products are 

purchased by users who are not native English 

speakers. This led to the development of a 

controlled simplified technical English that would 

make it easier for native and non-native readers 

to understand instructional text.

High-technology products are usually oper-

ated by people with a good demand of the 

English language, thus vendors need to provide 

well-written high quality controlled English 

documentation. For consumer products, how-

ever, documentation has to be provided in the 

reader’s native language. Nevertheless, there 

are cases in which technical writers (e.g. while 

preparing translations) have to write documen-

tation in English, although it is not their native 

language. And, even if they write in their native 

language, they have to keep the translation 

process in mind.

Writing for the interna-
tional market
When writing for the international market, au-

thors first have to decide whether to write in their 

native language or in English. The answers to the 

following questions can help with the decision:

•	 	In	what	languages	will	the	documentation	

have to be provided?

•	 	How	reliable	is	the	quality	of	the	author’s	Eng-

lish?

•	 	Are	translators	available	for	the	native	language	

to English?

•	 	Are	translators	available	for	English	to	the	na-

tive language?

•	 	Are	tools	available	to	support	the	writing	and	

translation process in the native language or in 

the non-native English?

•	 	Will	the	technical	document	be	distributed	

in the country, where the author’s native 

language is spoken?Photo: Janaka Dharmasena
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Writing by non-native 
English speakers.
Writing in English has the advantage that stand- 

ards and tools are available. Moreover, English is 

understood in many countries. Translators who 

translate from English into various languages are 

easily found, thus, English works very well for the 

base document. But this approach places high 

expectations on the quality of the base document. 

Low quality source documents make translations 

difficult and may result in inconsistencies or even 

errors in the target language documents. Therefore, 

if the author is a non-native English speaker, writing 

in English requires:

•	 	High	proficiency	in	English	spelling	and	grammar	

(correctness)

•	 	Knowledge	of	the	style	guidelines	for	English	tech-

nical documentation (clarity, consistency, tone)

•	 	Knowledge	of	English	technical	terminology	

(consistency)

•	 	Knowledge	of	translation	mechanisms	for	English	

to other languages (translatability, consistency)

The author needs to be conscious about the differ-

ences in the structures with regard to their native 

language and English. Analyses of texts written 

by non-native writers of English have shown that 

speakers of different native languages make other 

mistakes. The reason can be found in the linguistic 

difference of the languages. For example, the Japa-

nese language does not differentiate between the 

“l” and “r” sounds. Therefore, we find many examples, 

where one of these is omitted (“nealy” instead of 

“nearly”) or where they are interchanged (“signar” 

instead of “signal”). Mitton and Okada (2007) give an-

other example: “The word library illustrates all these 

problems, and the Japanese corpus contains mis-

spellings such as libelary, liberary, liburally, liburary, 

liveraly, liverary and liverely (and many more)”. Eu-

ropean non-native writers of English have a strong 

tendency to mix US and UK variants, because both 

are equally present in English texts that can be easily 

accessed in Europe every day.

With regard to grammar, there are mistakes that 

represent the structure of the native language. For 

example, speakers of languages without determin-

ers have problems to choose the correct determin-

ers in English. A comparison of texts by German 

and Japanese speakers showed that most style 

problems of Japanese speakers had to do with read-

ability and translatability, while the main problems 

of German speakers referred to the simplicity of 

language: the German language has a tendency to 

build long and complex sentences.

So, what can a non-native English speaker do in this 

case?
•			Have	a	specific	view	on	errors	that	are	likely	to	be	

made by Japanese non-native speakers, because 

of the structure of the Japanese language

•			Use	a	checking	tool	for	spelling,	grammar,	style	

and terminology

•			Before	using	a	checking	tool,	make	sure	that	it	is	

adapted to your needs:

 to the text type of technical documentation

 to the domain you are writing documents for

 to your native language

•		Validate	the	terminology	you	are	using

•		Use	a	term	database	with	term	checking.	

Summary 
The decision whether the first version of a technical 

documentation is written in English (by a non-native 

speaker) or in the writer’s native language is based 

on a number of factors concerning the author, the 

product, the target audience and the translation 

process. Writing in the author’s native language has 

to be done with the translation process in mind, to 

keep the document consistent, clear and translat-

able. When writing in non-native English, the author 

needs to also focus on correctness, and especially 

on the mistakes he or she is likely to make, because 

of differences in the language structures.

Writing in the native lan-
guage
Writing in one’s native language has the clear ad-

vantage that the linguistic quality of the document 

is stable. Of course, the author still needs to ensure 

the document quality in terms of correctness, clar-

ity, tone, consistency and translatability.

Correctness: Even if the writer is a native speaker, 

typos and smaller spelling and grammar errors 

can happen. The type of mistake that can occur 

depends on the language. For example, spelling 

mistakes in a language like German can be an 

inversion of characters, while spelling mistakes 

in a language like Chinese represent the use of a 

wrong character in a certain context.  The same 

applies to grammar mistakes. It is necessary to 

analyze the grammar of the involved language 

in order to find potential grammar mistakes. For 

example, subject-verb agreement can only be 

wrong in languages that contain this concept in 

the grammar.

Clarity: Technical documentation needs to be as 

clear as possible. This is primarily the case when 

describing warning messages or actions to be 

performed by the reader. Unclear descriptions can 

lead to situations where the reader performs an 

action in such a way that he damages the device 

or even hurts himself. Therefore, sentences must 

be short and clearly structured.

Tone: The author must be clear about the ex-

pected audience. Choosing the correct wording 

for a certain audience is also highly dependent on 

the language.

A language like Japanese, for example, has much 

more variability in tone than a language like 

French, whereas French allows more variability 

than English.

Consistency: The author needs to make sure that 

terminology and grammar are used consistently. 

Consistency allows the readers to search and find 

information in the document, and to recognize 

instructions or terminology they have seen and 

learned before.

Translatability: Documents that will be translated 

for the international market have to be written 

with the translation process in mind. For example, 

the use of anaphora (as in “Turn it on.”) has to 

be avoided, as tools supporting the translation 

process are mostly based on sentences.The other 

quality principles support the translatability as well 

as the quality of the source document: if the docu-

ment is correct, clear and consistent, it is very likely 

that it is easier to translate.
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Managing expectations across 
a project life cycle
Business relationships can well be compared to personal relationships. There are needs, wants and expectations. As with personal 

bonds, there are business relationships that hit it off immediately and then there are others, that need some warm-up time before 

deciding to work together. The biggest mistakes businesses make in a partnership are very similar to those made in personal relation-

ships: Things are taken for granted, finer details and nuances are forgotten, too many assumptions are made and – most importantly 

– sensitive issues are not sufficiently spoken about. Stakeholders constantly take actions that can bind or break the bond.

By Pundari Kumar and Otto Salzer

Overly excited about a deal suc-
cessfully closed by the market-
ing & sales team, the project & 
production management teams 
step in with little understanding 

of the finer points and hard-nosed 
expectations that were so subtly 
negotiated during the course of the 
budding relationship.
Businesses may fall in love or may 
be married through demand and 
necessity. Irrespective, it is extreme-
ly important to build a system and 
framework to manage expectations. 
The fine art of managing expecta-
tions across a relationship should 
be harnessed into a technology-
driven platform, that keeps the 

communication channels open and 
presents the most relevant vision of 
the relationship.
The stakeholders in a business 
relationship or a client-vendor rela-
tionship should be able to transition 
through the various phases of a 
project. The transition, processes 
and usability should be smooth.
Following is a vision of a platform 
that can help organizations, teams 
or individuals work with each other 
across geographically dispersed 
locations. 

Global Delivery System

The fundamental function of the 
Global Delivery System(GDS) is 
to manage communication of all 
forms across the various phases of 
a relationship. The communication 
architecture is the backbone of all 
the various functionalities that can 
be built into the platform.
Communication can take the fol-
lowing forms:
•	 Exchange of files
•	 Presentation of demos
•	 Sharing project specifications
•	 Setting up project schedules
•	 	Presenting time sheets and status 

updates
•	 	Reviewing and giving feedback 

on deliverables
•	 	Raising trouble tickets whenever 

issues arise

•	 	Presenting invoices and negotiat-
ing on payments

•	 	Keeping in touch for next steps 
and new projects

Starting the journey through a typi-
cal relationship, the different phases 
of the business relationship could 
be classified as “Centers of Focus”.

Contact Center

All relationships start with the first 
contact. The contact could be trig-
gered from a social networking site, 
web search or through a referral. 
If the contact is not recorded in 
a secure location that is available 
to all stakeholders, it is a contact 
lost. Communication with the new 
contact should also be recorded 
to get a first impression regarding 
expectations. 
Typical activities in the Contact 
Center could include:
•	 Recording all contacts
•	 	Communiucation and queries 

related to the contact

Demo Center

The first impression is what counts! 
When interacting with customers 
across geographically dispersed 
locations, it would be beneficial to 
have a Digital Asset Management 
System – a virtual space that can 
be customized to save, sort and 
showcase the best work.Photo: Yuri Arcurs
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An online Digital Asset Manage-
ment System is the ideal center 
stage for an organization to unveil 
its portfolio, show reel, multimedia 
presentations, documents, photo-
graphs etc.
Having invited the prospect or 
customer for a demonstration of 
capabilities, presentions can be 
customized to show information 
and demos that are needed to make 
the best impression.
Typical activities in the Demo 
Center could include:
•	 	Storing all digital assets in a 

single virtual location
•	 	Setting up presentation templates 

and playlists
•	 	Inviting customers to view pres-

entations online
•	 	Capturing feedback on presenta-

tions

Order Center

Organizations of all sizes, when 
faced with the task of managing 
Requests for Proposals, propos-
als, Statements of Work and work 
orders are left searching for infor-
mation lost in a sea of irrelevant 
emails. Channeling all communica-

tion and documentation, through a 
single location, while securing and 
cementing the relationship is the 
need of the hour. 
Typical activities in the Order 
Center could include:
•	 Maintaining Request for Propos-

als (RFPs) & Request for Quotes 
(RFQs)

•	 Posting proposals
•	 Posting purchase orders, work 

orders and Statements of Work 
(SOWs)

•	 Communication and queries 
relating to the above documents 

Specification Center

It is no secret that specifications 
keep changing across the life 
cycle of a project. It is extremely 
important that project expecta-
tions are communicated seam-
lessly across all team members and 
stakeholders. Specifications and 
requirements for a project or a task 
should be easily accessible and 
managed in a single location by all 
team members. 
Typical activities in the Specifica-
tion Center could include:
•	 Storing specifications for projects

•	 Updating the specifications based 
on communication between the 
teams at any phase in the project
•	 Posting queries and messages 
related to specifications

Project Center

Tasks, milestones, resources, time 
sheets and dashboards: These are 
keywords that are used and misused 

during the production or execu-
tion of a project. Managers and 
stakeholders, almost always, ask 
for status reports without a proper 
framework to collect the data. Most 
of the time, documents go missing 
and there is no consistent follow-
up on processes. As a result, when 
available data is analyzed a clear  
picture never emerges…instantly! 

strategy
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A system that helps manage all the above-
mentioned and facilitates seamless commu-
nication will add immense value to manag-
ing the relationship.
Typical activities in a Project Center could 
include:
•	 Scheduling and managing tasks that are 

derived from trouble tickets, emails, chat 
and specifications

•	 Assigning tasks and milestones across 
teams working in the project

•	 Tracking and updating the status of the 
project and generating reports

•	 Posting queries and messages related to any 
issues encountered during the course of the 
project

Review Center

One of the biggest challenges of a busi-
ness relationship is encountered during 
the review and approval of the respective 
deliverables. How does one preempt the 
dreaded “That is not what I said and what I 
agreed to” statement, where partners in the 
relationship can claim a faulty interpretation 
or extrapolation?
A no-nonsense approach would be to set up 
a system where all deliverables are stored 
in one single location with a mechanism to 
comment, annotate and markup feedback 
that is collected and communicated to all 
parties involved. A history of feedback 
and the ability to navigate through various 
changes and errors will balance the scale in a 
business relationship.

Typical activities in a Review Center could 
include:
•	 Upload completed deliverables
•	 Provide feedback through mark-ups and 

comments
•	 Conversion of feedback into some definite 

tasks, that can be assigned to respective 
teams involved in the project

•	 Allow for an iterative process between 
production and review

•	 Approval of deliverables and milestones

Ticket Center
Relationships are not built on one or two 
projects. It’s a long drawn-out process 
with potholes and a fair share of crests and 
troughs. Wherever there are potholes and 
troughs, there is a need for a mechanism to 
track and maintain the data on these. More 
importantly, an ability to react and address 
the issues at the “speed of light” will add 
value to the longevity of the relationship.
Typical activities in a Review Center could 
include:
•	 Ability to post tickets and issues across the 

life cycle of the relationship
•	 Managing posted tickets, based on priori-

ties
•	 Assigning tickets as tasks to the respective 

teams
•	 Tracking the status of each ticket, such as 

pending, completed, assigned, resolved and 
escalated

Invoice Center

Business relationships are driven by growth, 
profitability and cash flows. Any system that 
helps reconcile invoices against time and ef-
fort seamlessly is a gift to the relationship.
With the innumerable number 
of changes, issues, errors, out-of-scope items 
that one encounters during the course of a 
project, it is a herculean task to manage and 
track invoices. Without a proper accepted 
mechanism in place, the need to raise in-
voices, keeping all these parameters in mind, 
becomes even more challenging.
An ideal invoicing system should have the 
hooks and connectors to all phases of the 
relationship. It should allow the stakeholders 
to easily correlate the time & effort with the 
scope of the project before issuing or accept-
ing invoices.

Typical activities in an Invoice Center could 
include:
•	 Reconcile time sheets and invoices
•	 Posting invoices
•	 Follow-up communication on payments
•	 Reconcile payments against invoices

Conclusion

This is a vision of a framework that can help 
organizations manage their relationships 
better. Organizations can choose to build a 
system that addresses all of the above and 
more, or can take small steps and address the 
most pressing issues.
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Can you explain that again? 
DITA for beginners
DITA is a difficult thing to explain to the uninitiated. It is difficult because we expect it to be a product or a tech-

nology, when it is actually a standard and a methodology. DITA provides an approach to technical writing that 

embraces best practice ideals such as modularity, single-sourcing, and content re-use. The reasons for moving to 

DITA are business-focused. 

Photo: Sebastian Duda
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is that people read manuals to satisfy specific 
needs. In some cases, they might need to find 
out how to do something. In other cases, they 
might need to see how something works. In 
other cases yet, they might need to look up 
a code to enter. Rarely will someone open a 
manual because they want something to read. 
Satisfying a reader’s particular need can be 
achieved by separating the “how to” informa-
tion from the “how it works” information as 
well as from the “facts” information. In the In-
formation Mapping approach developed in the 
1960s by Robert Horn, there were a handful of 
information types, including principle, process, 
procedure, concept, and structure. Years later, 
Microsoft was using seven information types 
in its documentation, comprising conceptual, 
FAQ, glossary, procedural, reference, trouble-
shooting, and tutorial. In the DITA approach, 
there are three base information types: task 
(“how to”), concept (“how it works”), and refer-
ence (“facts”). Perhaps surprisingly, content of 
most manuals and Help systems fit easily into 
those three simple categories. However, when 
those three simple types are not appropriate for 
the content, DITA allows for the “evolution” 
of new information types. If you have nothing 
better to do, you could create new information 
types yourself, but in most cases, new types are 
created within industries or areas of interest. 
Information typing in DITA also guides you 
towards consistent content that embraces best 
practice technical writing techniques. This is 
made possible by the application of rules in a 
document. For example, when documenting a 
task, you have to include at least one step. If you 
don’t include a step, the topic won’t save! This 
enforcement of writing rules is in turn made 
possible by the fact that DITA is an XML-based 
document format, and XML was designed 
for this. The term used in XML for enforcing 
document rules is validation. Producing qual-
ity documentation within a DITA approach 
still relies heavily on your skills as an author; 
information types and validation make it easier 
for you to get it right every time. 

Single-sourcing through semantic 
mark-up

The term single-sourcing means different 
things to different people. Fundamentally, 
most would agree that it means using the same 
source content to produce different deliver-

able products. It is an extension of the idea 
of modular documents to include different 
delivery modes; not only can the same content 
appear in different publications, it can also 
appear within entirely different media. An 
instruction might appear within a printed user 
guide, within a Help topic, on a Web page, and 
in an ePub. It could appear in the second level 
of a quick start guide, and in the fifth level of 
an administrator’s guide. For single-sourcing 
to be simple, content can’t be marked up with 
formatting instructions. It’s no good mark-
ing a topic title as Heading 2 if it might need 
to be marked in a Heading 4 in a different 
publication. Text can’t be marked in 12 point if 
it might end up appearing on a mobile phone 
screen where 12 point is too large. DITA 
bypasses this potential roadblock to effective 
single-sourcing through semantic mark-up. 
Instead of marking up text based on how it 
should look, you mark up text based on what 
sort of text it is. Titles are marked up as titles. 
Pre-requisites are marked up as pre-requisites. 
Steps are marked up as steps. Warnings are 
marked up as warnings. File names are marked 
up as file names. Semantic mark-up allows 
the separation of content and form. The form 
(or style) is added, based on rules that map 
semantic mark-up with presentational styles, 
during the publishing process. The publish-
ing process is automated; it is pretty much a 
one-click process, once the publishing mapping 
rules for the organization have been created. 
Want a PDF? Click PDF. Want an ePub? Click 
ePub. Want Eclipse Help? Click Eclipse Help. 
One of the challenges for technical communi-
cators is changing focus from form to content. 
It may sound easy, but it is quite a transition to 
move from style-based authoring to semantic 
authoring. The benefits are many. By automat-
ing the formatting process, you can spend more 
time on the words and phrasing, rather than on 
the fonts, alignment and numbering! This leads 
to better writing quality, and more consistent 
presentation. 

DITA is community-owned

Are you sold on DITA? It will save you time, 
help you produce better quality documents, 
free up more time to spend on writing, and 
make your professional life easier! So where 
do you go to buy DITA? This is where we 
need to have another shift in thinking. DITA 

By Tony Self

Modular documents are efficient

Wouldn’t it be good if you could write docu-
mentation in components, and then build those 
components into different documents depend-
ing on requirements? Such a modular document 
approach can be applied effectively in many dif-
ferent scenarios. The approach is very efficient, 
because you only have to write and maintain a 
piece of information once. If you make a change 
in one component, the change flows through to 
every document that uses that component. The 
term re-use is sometimes used when describing 
this feature. Modular documentation is not a 
new idea. It was even used before computeriza-
tion, in the “Typewriter Age”, within a writing 
methodology know as STOP: Sequential The-
matic Organisation of Publications. The STOP 
methodology called the document components 
“topical units of discourse”; we now usually 
refer to those components as “topics”. Help sys-
tems have always been built upon the concept 
of topics, and as Help Authoring Tools became 
more sophisticated, modular document features 
were progressively introduced. The World Wide 
Web is also built around the concept of topics, 
and the unrestricted ability to link from one 
topic to another means that the Web also em-
braces the idea of modularity. However, in the 
parallel universe of print-based documentation, 
modularity has not been as accepted. Document 
formats such as Microsoft Word’s are based on 
the document being the primary unit, not the 
topic. DITA is a methodology which includes a 
document format, and it is designed specifically 
for modular documents. In other words, DITA 
makes modularity really simple for all types of 
document delivery methods, including Web, 
Help and print-based. DITA has two main types 
of information structures: topics and maps. 
Maps are simple specifications for a document, 
listing the topics that make up the document 
in the order and hierarchy in which they are to 
appear. 

Information typing means more usable 
documents

A number of writing methodologies favour the 
idea of segmenting information based on its 
nature (and purpose). The underlying theory 



17

solutions

MARCH 2011   MARCH 2011

solutions

is a standard, not a product. And it’s an open 
source standard. That means that DITA is 
free: free-as-in-freedom, and free-as-in-beer. 
Open standards are created and maintained 
by a community, rather than by a corporation. 
DITA is “owned”, if that’s the right word, by the 
technical writing community. The standard 
is managed through a not-for-profit standard 
body called OASIS, and is guided by a group of 
volunteers on the OASIS DITA Technical Com-
mittee. To adopt DITA, we need to find author-
ing tools that support the DITA standard. 
Because the DITA standard is open, you can 
choose from dozens of authoring tools, includ-
ing FrameMaker, Arbortext, XMetaL, oXygen, 
Serna, XXE, DITA Storm, Xopus, and many 
others. You can even switch from editor to edi-
tor, mid-topic if you like! But too many choices 
can be confusing, particularly to the newcomer. 
And although DITA is free, commercial DITA 
authoring tools are not. They can vary in price 
from less than USD100 to more than USD1000. 
The separation of content and form in DITA 
has generally led to different types of tools for 
authoring and publishing. Rather than choose 
one tool for your DITA workflow, you might 
need to choose two or three. 

Re-use, re-use, re-use

One of my favourite pieces of DITA jargon is 
WOOO: Write Once and Once Only. Nearly all 
features in DITA aim to reduce your work-
load, and one way this is done is by eliminat-
ing repetitive work. Once you have written a 
particular phrase, block or topic (whether that 
be a product or company name, warning, set of 
steps, topic or chapter), you should never have 
to write it ever again. DITA has plenty of mech-
anisms for content re-use, many with exciting 
names such as transclusion and indirection. 
(The unfamiliar terms disguise the fact that 
these features are clever in their simplicity.) You 
might have encountered variables in your cur-
rent authoring environment... you can think of 
DITA’s re-use features as variables on steroids! 
Any type of DITA content fragment can be re-
used. Paragraphs can be re-used, notes can be 
re-used, phrases can be re-used, terms can be 
re-used, maps can be re-used, index terms can 
be re-used, and whole topics can be re-used. 
This means that the idea of modular documen-
tation can be extended way beyond the simple 
re-use of topics in different publications, to 

re-using anything that would otherwise have to 
be re-typed or copied. Re-use makes it much 
easier to keep content up-to-date, because you 
only have to make any change once. 

You might need a CCMS, whatever 
that is...

Once you embrace the modular document, 
heavy duty single-sourcing, and re-use ap-
proaches that are integral to DITA, managing 
your content can become a challenge. How do 
you know if someone else in your team has 
already written a similar topic? How do you 
know where the product name variables are 
stored? How do you know which author in 
your team wrote a particular topic? How do 
you know in which publications a particular 
topic appears. That management challenge can 
be addressed with a software tool; in this case a 
Component Content Management System. You 
may not have seen that extra “C” in front of 
“CMS” before, but it means a type of CMS that 
can work with modular document components. 

DITA may seem complex

DITA is often said to be complicated, and 
too complex. The current DITA standard has 
over 500 semantic elements... how can you 
be expected to remember what they are all 
for? DITA is different in many ways to earlier 
documentation approaches. That difference 
is a barrier to adoption. To take advantage 
of DITA, you need to rethink the way you’ve 
been approaching documentation. You need 
to understand the principles of the separation 
of content and form, and be prepared to let 
go of the form part! You need to write within 
supra-organizational standards, and embrace 
the ideals of open source. You need to let go 
of a one-tool-fits-all philosophy, and work 
with a set of tools appropriate to you. You 
need to learn the purpose of a small number 
of semantic mark-up elements (nowhere near 
500, by the way), and when to apply them. You 
need to see a documentation project as part of 
a library, rather than as an individual publica-
tion. You need to work at a smaller level of 
granularity, and understand how that allows 
re-use to make your life easier. Why, you might 
even need to learn a bit about XML, but that 
really depends on what tools you choose and 
whether XML interests you. Some say that 

DITA is restrictive, because it is full of rules 
and standards and validation; DITA stifles 
creativity, they say. I think it’s almost the oppo-
site. Think about haiku poetry. It’s full of rules 
about syllable weight, phrases and meter. Does 
anyone ever say that haiku stifles creativity? 
Like haiku, DITA promotes creativity. 

What is DITA?

DITA is a methodology and an open standard, 
built  on XML, and maintained by the techni-
cal writing community. It makes it possible 
to apply technical writing best practices such 
as modularity, single-sourcing, and content 
re-use, primarily through the separation of 
content and form. DITA allows the publishing 
process to be automated, reducing the author’s 
workload. Although the DITA standard is 
free, authoring and publishing tools are com-
mercial. You may need to use different tools 
to work in DITA. It may seem complicated at 
first, but when the ideas behind it start to click 
in your mind, it suddenly becomes simpler. 
Finally, when used as designed, DITA results 
in better quality writing, at a lower cost. Oh, I 
forgot to mention one thing. DITA stands for 
Darwin Information Typing Architecture. But 
you didn’t really need to know that!
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How the Tech Pubs team at Citrix’s Networking and Cloud Product Group 
moved to DITA

Moving to DITA
Although anticipating its potential, managers often fear the shift to DITA. As the Tech Pubs Team at Citrix’s Net-

working discovered, the move is indeed a lengthy and sometimes complex one, but the long-term benefits may 

entirely justify the effort.

By Mathew Varghese

In 2007, I participated in a content management 

conference in New Orleans, where I bumped into 

DITA gurus Robert Anderson and Michael Priestly. 

Up until then, as the Tech Pubs manager for Ci-

trix’s NetScaler® product line, I had been trying 

to solve content management issues by tweak-

ing Adobe® FrameMaker® and Microsoft®Word. I 

was looking for a solution that would allow our 

content developers to create reusable pieces of 

information that could be combined to produce 

whitepapers, presentations, articles, product 

documentation, and so on. After listening to Rob-

ert and Michael, I realized that DITA was the per-

fect content management solution for us. What 

persuaded me was DITA’s emphasis on semantic 

tagging and modularity—key ingredients for 

good content management. The freely available 

DITA Open Toolkit provided a compelling reason 

to at least try it out.

DITA was so easy to adopt that I had to fight hard 

against the urge to dive right in. The sample files 

bundled with DITA OT made it very easy to try 

out. However, I wanted to make sure that we un-

derstood what we were getting into, because of 

our tight release schedules. The economic down-

turn was already upon us, and we had to deliver 

real results. The executives obviously had no time 

or patience for experiments. So, to measure the 

benefits of adopting DITA in an objective man-

ner, we decided to define our requirements.Photo: Janaka Dharmasena
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Defining requirements
Most of our requirements revolved around the 

issues we were having with our existing publish-

ing setup. We weren’t really looking to replace 

anything in a major way, but we were willing to 

make small changes. Here's a list of changes that 

we wanted to make to the publishing setup:

1. Seamless support for single-sourcing

2. Automated publishing 

3. Integration with the software build system

4. Integration of review into the workflow

Once the requirements were defined, we decided 

to try out DITA in a controlled production environ-

ment. 

Running a controlled 
pilot project
Our pilot project was a cross-functional effort in-

volving teams from support, documentation, and 

education. These teams had been collaborating, 

so it made sense to use content collaboration as 

a primary use case for DITA adoption. The teams 

were distributed across the U.S. and India. We be-

gan the pilot project in 2008.

The main goal of the pilot project was to create a 

common repository of DITA topics and generate 

different deliverables by reusing the topics. For the 

pilot project, we decided to create a 10-page user 

manual, a Microsoft®PowerPoint presentation, 

and a training-session handout. The volunteers, 

recruited from the participating teams, would cre-

ate the topics and DITA maps for their deliverables. 

We also planned to use ditaval to profile the top-

ics.

The project took 3 months to complete. We had 

regular meetings and exchanged ideas, but the 

project was not a success. We did manage to 

create the user manual, but the presentation 

and handout never materialized. So what went 

wrong? To begin with, while all the participants 

understood DITA in principle, they did not have 

good authoring tools. Most XML editors we had 

then were code editors, and content developers 

did not like that interface. They wanted WYSIWYG 

editors. Our second big issue was the lack of an in-

formation model. In the absence of rules for scop-

ing topics, writers created DITA files that were not 

reusable. Last but not the least, we sorely missed a 

good production person – someone who would 

create the deliverables for us and troubleshoot all 

the DITA OT issues. 

Despite our inability to generate the delivera-

bles, we all were convinced of DITA’s usefulness. 

Ditaval-based profiling worked wonderfully and 

amazed the executives. We also realized that our 

inability to reuse topics was due to our own lack of 

knowledge. So we decided to go ahead and move 

to DITA, but gradually. The team disbanded, and 

we all began to work separately on our DITA initia-

tives. The Tech Pubs effort began with building a 

publication team.

Building a publishing 
team
To implement DITA effectively, we in Tech Pubs 

first decided to develop Information architecture 

and publishing expertise. For nearly a decade, the 

structure of the writing team was similar to that 

of other technical writing teams in the industry. 

We had a manager, an editor, and several writers. 

This wasn't a very efficient configuration, because 

writers often spent a lot of time on publishing 

their deliverables. So, while we were very keen on 

building a publishing team, we didn't have a very 

strong business case. The benefits of DITA, how-

ever, provided us with a strong business case for 

building a publishing team.

Our move to DITA began in 2009. I moved out of 

my role as a manager to become a content archi-

tect for my division. I would henceforth focus on 

Information architecture and content strategy. 

Later that year, I recruited two interns to help me 

with publishing and tool development. I had pre-

viously begun working with our editor to define 

processes and standards.

Defining processes and 
standards
Our senior editor, Don, and I began work on pro-

cesses and standards toward the end of 2008, and 

our work continued through the first half of 2009. 

While Don worked on the writing guidelines, I 

worked on developing an information model, 

semantic tagging guidelines, and the information 

development process. During this period, the writ-

ing team remained undisturbed, with the writers 

continuing to work in Adobe® FrameMaker®.

Our first deliverable was Don’s structured-writing 

guidelines, which explained how to start incorpo-

rating principles of topic-based writing and mini-

malism in our existing documentation. By June 

2009, I published the semantic tagging guidelines, 

which listed all the DITA elements that writers 

could use and where they could use them. How-

ever, most writers would not use these until much 

later. The initial round of conversion (of Fram-

eMaker content to DITA) was done by the interns. 

By Q3 of 2009, I published the new information 

development process that clearly demarcated the 

roles of the writers, the information architect, and 

the publishing team. A key aspect of the new pro-

cess was the emphasis on analysis and design. We 

introduced a new practice requiring writers to first 

present their information design to a review panel 

before authoring content. 

The structured-writing guidelines, semantic tag-

ging guidelines, and the new authoring process 

with emphasis on analysis and design provided 

us with a firm foundation for implementing DITA.

Getting started
We officially started the project in May 2009. Our 

aim was to build a repository of DITA topics and 

reuse them effectively—never to merely convert 

the product documentation from FrameMaker to 

DITA. We did rewrite the documentation in Fram-

eMaker, but in a structure that facilitated conver-

sion to DITA. 

Our first project involved converting just one 

small guide to DITA. We did that for three reasons. 

First, we wanted to test the guidelines and pro-

cesses that Don and I were working on. Second, 

we wanted to train our interns in semantic tag-

ging and the authoring environment. Third, we 

were under pressure to deliver. Most of the other 

writing teams in Citrix had already moved their 

content to DITA, and we were just getting started.

Our first project was a huge success. It took us 

less than two months to restructure, rewrite, and 

publish a 120-page manual. We owed part of our 

success to the team at the Citrix headquarters that 

had set up the CMS and the authoring environ-

ment for us. This project taught Don and me sev-

eral important lessons, and we incorporated them 

in our standards and guidelines.

Stopping and calibrating
After our first successful attempt, we stopped to 

review our standards, guidelines, and processes. 

While we seemed to be proceeding in fits and 

starts, we were actually calibrating our guns with-

out firing them too many times. We had two very 

good reasons. First, we needed to optimize the 
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writing team’s time. We have nearly two releases 

a year, so the writing team is always busy. There-

fore, while everybody agreed that the docs had to 

be reorganized and rewritten, I had to find a rela-

tively quiet period in which to get it done. Second, 

we had to make this a win-win situation for the 

writers. Rather than rushing them through the 

migration process, we wanted to train the writers 

thoroughly. Minimalism, topic-based writing, and 

semantic tagging were new to most of the writ-

ers. The authoring environment was new too. So 

we decided to train the writers on the new writing 

paradigm but not the tools – the interns would be 

trained on tools.

Don and I finalized the standards, guidelines, and 

processes by Q3 2009. I had hired the interns, Arun 

and Anirudh, by August, and the stage was set for 

us to get cracking. The writing team, however, was 

still busy with a major release. So we started by 

converting reference material and legacy content 

to DITA. This gave the interns valuable on-the-job 

training. During this time, I firmed up the informa-

tion development process and the project road-

map.

Steaming ahead
For nearly 7 months, Don and I had worked part-

time on this project. So, from a management per-

spective, that was not a great overhead. The final 

stage of the project was something else altogether. 

This time, I would be engaging the entire team. 

Time management was of paramount importance. 

My strategy was very simple: I aligned all project 

milestones with the product release milestones 

such as beta and GA. Then, we concentrated on 

content for the key product features. These strate-

gies ensured that the team received all the visibility 

and feedback that it deserved in a timely manner. 

By this time I actually stepped on the gas, it was 

Q4, 2009, and we were hoping against hope to 

complete the project by Q1, 2010. Unlike the writ-

ers, Don and the interns (Arun and Anirudh) were 

already steeped in DITA and the authoring envi-

ronment. Getting the writers to hit the road run-

ning was a challenge, but on-the-job training and 

careful monitoring finally did the trick. Don spent 

hours and days doing content edits and provid-

ing copious feedback. Sometimes I suspect that 

he wrote as much as all the writers put together. 

The number of topic collections was so great that 

I delegated the job of tracking them to Arun and 

Anirudh, since they were directly working on them. 

It was their task to keep the project plan updated, 

and they did a stellar job. The writers bore the brunt 

of the entire project though. They had moved from 

one stressful project to another with no break, but 

they bore up very well. 

Moving away from the book paradigm was not easy 

for the writers. Instead of owning books, the writers 

now owned feature sets, and they were supposed 

to build topic repositories for these feature sets. The 

topics would then be strung together, using DITA 

maps, to create different deliverables. The delivera-

bles, including PDF manuals, would now be creat-

ed and published by the newly formed Production 

and Tools team. We also introduced a new process 

called Design Walkthrough, in which writers would 

research their features and then design DITA maps 

for their topic repositories. This map would then be 

reviewed by a panel. Once the panel signed off the 

design, the interns would create the maps and stub 

files while the writers would rewrite the content as 

required by the structured-writing guidelines. After 

the writers had finalized their content, the interns 

would update the DITA topics and generate the 

deliverables. All the rewritten content was posted 

on eDocs, the Citrix’ product documentation por-

tal, and as PDF manuals. 

By Q4 2010, we also developed our own online 

help system, which uses DITA topics. We also used 

ditaval extensively for profiling our content. By de-

veloping our own information model and by using 

ditaval, we were able to publish the same set of 

topics in different formats and reuse topics across 

deliverables and releases.

Settling down to a new 
reality
Nearly two years ago, ours was a regular techni-

cal writing team. As a manager then, my biggest 

challenge had been to utilize my team’s time more 

effectively. Back then, most writers spent over 20% 

of their time on publishing activities such as gen-

erating PDF files and online help. With the Produc-

tion and Tools team handling all publishing work, 

that number has now come down to less than 5%, 

and we hope to reduce it even further. Writers to-

day spend more time on analysis and design. They 

also spend more time in face-to-face interactions 

with engineers and product managers to better 

understand the audience and the product. In ad-

dition, writers and editors get to spend more time 

on reviewing the documentation. Thus, increasing 

the team’s productivity has led to the improve-

ment of the overall quality of the documentation. 

To adopt DITA, we had to adopt minimalism and 

topic-based writing practices. This has benefited 

other teams in addition to ours. Due to the modu-

lar nature of the content developed by the docu-

mentation team, other content development 

teams find it easier to reuse and repurpose it. As 

a result, there is now greater collaboration with 

other content development teams.

With the Production and Tools team handling all 

publishing activities, the writing team has begun 

to participate in several cross-functional activities. 

These include editing whitepapers for the market-

ing team, writing blogs for community sites, and 

creating screencasts for the engineering and sup-

port teams.

Conclusion
The move to DITA has been a very exhilarating 

one. It feels great to be a part of a revolution that 

promises to change the content development in-

dustry. There is an upfront cost to reorganizing the 

team and procuring new tools, but those costs are 

amortized over a relatively short period of time. 

What’s more, there are several non-profit groups 

promoting DITA, and they can help you with your 

move. These include the OASIS DITA Adoption 

Subcommittee, the DITA Adoption Asia Subcom-

mittee, and the dita-users Yahoo group. 
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By Jürgen Muthig

Is it really necessary to standardize when 
you are working by yourself and know what 
you are doing? Can’t you be consistent and 
deliver good quality without applying stand-
ards? At the end of the day, all that matters 
is that users, customers and your boss are 
satisfied. But are they really?
Those writers who stay consistent in their 
document design and their writing, stand-
ardize intuitively – possibly without calling 
it that. I am sure that all writers responsible 
for a print-ready document care about the 
layout, typography and the quality of writ-
ing. In order to achieve consistency they use 
formatting features like styles and autotext. 
Considerate writers will also structure text 
using headings, short paragraphs, lists and 
emphasize notes and safety messages. But do 
they do it consistently even in ONE docu-
ment? And even more important: Would all 
writers in a group of five use the same struc-
turing methods? Most likely not. In fact, we 
might have to write down the rules we will 
pledge ourselves and our co-authors to.

Creating a guideline for technical com-
munication

Making up rules might become fairly random 
if you have no overview of all the aspects 
that are relevant for standardization. To start 
with, think about all the things a techni-
cal writer has to do in order to deliver a 
print-ready document. There is a lot more to 
standardize than the writing itself: There are 
the output media we write for, the software-
tools we use, the rules for graphic material 
and screenshots, the whole documentation 
process, the people involved, their duties 
and responsibilities, the deliverables due at 
certain milestones etc. 
We need a well-structured guideline that 
is more than just a style guide. But where 
do we start? It is true that developing such 
extensive guidelines can take months, if not 
years! But it does not have to be done all at 
once. 
Potentially, everything that plays a role in 
developing technical documentation can be 
considered to become part of this guideline. 
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Technical documentation 
needs standardization
Let’s start with a white sheet of paper and a pen. Let’s jot down some ideas. 

Let’s start writing a manual. Let’s do it on the computer with Microsoft Word. 

Letter by letter, word by word, sentence by sentence. Let’s do it with a group of 

three, five, ten authors who write one chapter each. Let’s move to FrameMaker, 

InDesign. Let’s do XML. Let’s use a content management system! What will be 

the outcome? How will the quality be? What about consistency? Cost? Trans-

latability? – Tech writers are expected to deliver a certain quality that cannot be 

met without standardization. But where do you start standardizing?
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But if we want to know where to start, my 
advice is the following: If you acknowledge 
that standardizing means defining rules that 
guarantee the desired degree of consistency 
on the desired level of quality, you should 
start with those topics that promise the best 
revenue with respect to quality and/or cost 
reduction.
Let’s take a look at this advice more closely. 
First, the definition of standardizing states 
that rules guarantee consistency. But stand-
ardizing doesn’t necessarily aim at absolute 
consistency. A corset that is too tight to 
breathe is lethal. Therefore, it is important to 
think about the adequate level to achieve the 
desired goals – quality and cost-efficiency. 

Finding adequate rules

Documentation quality is what the user 
wants, cost-efficiency is what your boss 
is primarily interested in. But consistency 
does not guarantee quality. If the rules are 
not good, you will receive consistent low-
quality documentation. Thus, whoever is 
responsible for standardization needs to be 
a quality expert. Cost-efficiency is an easier-
to-achieve result of standardization. With 
standardizing, e.g. the writing process can be 
sped up and translation costs can be reduced 
by up to 40 percent since the reuse of text 
in translation memory systems increases 
exponentially.
One of the key decisions in standardization 
is whether to go for an established stand-
ard or to use a standardization method to 
develop your own. Both have advantages and 
disadvantages. Established standards like 
DITA or DocBook are – at least in theory – 
ready to use and several software tools like 
FrameMaker already have a suitable Docu-
ment Type Definition (DTD) implemented. 
The disadvantage is that a suit bought off 
the peg often doesn’t fit well enough. This is 
the strength of methodologically developed 
company-specific standards.

Developing customized standards

Information Mapping®, originally developed 
by Robert E. Horn, is one of those methods 
that are useful for developing standards 

for structured documents. The structural 
components are information blocks and in-
formation maps. The maps are put together 
by information blocks that belong to the six 
most common information types: Proce-
dure, Process, Principle, Concept, Fact, and 
Structure.The use of the method is subject to 
licensing regulations. 
Functional Design®, developed by Robert 
Schäflein-Armbruster and Jürgen Muthig, 
has its roots in linguistics. Using the insights 
of the speech act theory, Functional Design 
became the leading method for developing 
standards for technical communication in 
Germany.
Let’s take a look at some details to grasp the 
idea. How does the developer of a standard 
proceed according to the Functional Design 
method? The first step is to state the com-
municative goal the technical author wants 
to achieve. The second is to define which 
media and which didactical approach will be 
most promising to actually achieve the goal. 
The third step is to define what speech acts 
will be most useful to achieve the commu-
nicative goal that needs to be accomplished 
with the “information product”. Speech acts 
are called Functional Units in the Functional 
Design method. Those Functional Units 
need to be defined as precisely as necessary 
to meet the consistency requirements. Ac-
cording to the Functional Design method, 
consistency-assuring rules can be defined 
in six categories: Usage, Content, Sequence, 
Wording, Design, and Marking.
In this third step most of the consistency-rel-
evant rules are defined. It is vital that every 
single Functional Unit that is part of the 
standard is regulated according to these six 
categories. This guarantees that all authors 
perform their speech acts in the same way. 
One of the prototypical Functional Units that 
is being used in all instructional manuals is 
“making a request” or “demand”. The author 
requests the user to turn a certain switch by 
saying “Turn switch A to position STOP.” 
For a simple request like this you need to 
make sure that all authors in your company 
handle requests the same way. If there are no 
regulations some might hide the request in 
descriptive text. Others might use different 
wording like “A in STOP position.”. Oth-
ers again might use bold face while you use 
standard type face and a numbered list for 

requests. There are always many possibilities 
for performing speech acts. If you want con-
sistency you need to define which of these 
possibilites have to be ruled out and which 
are the ones to follow. Methodologically, the 
developer of a Functional Design standard 
will lay down the rules in guidelines accord-
ing to the six categories.
There are more steps and aspects to the 
Functional Design method but this should 
suffice in order to realize that standardizing 
is not only necessary but can be done meth-
odologically step-by-step.
And how does all this relate to standards like 
XML, Docbook or DITA? As established as 
the Darwin Information Typing Architec-
ture – an OASIS standard – might be, if you 
are aiming at consistency in all six categories 
that have to be defined according to the 
Functional Design method, you need an 
authoring standard that provides all the nec-
essary rules to achieve the desired quality.
No matter what you do as a technical writer, 
no matter where you work, if you want to 
handle the inherent complexity of technical 
documentation, you need to adopt useful 
standards and develop your own company 
standard, where the suit bought off the peg 
doesn’t fit.

Jürgen Muthig 
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The multiculturalist – 
beyond one 
single perspective

Photo: photoscom

buisness culture

Photo: photoscom



24 MARCH 2011

By Joseph Shaules

Years before he burst onto the American political 

scene with a speech at the Democratic National 

Convention in 2000, Barack Obama came to the 

attention of Janet Bennett, the director of the 

Intercultural Communication Institute in Portland, 

Oregon. Ms. Bennett is an expert on “integrated 

marginals” – people who, through their experi-

ences living in different cultural communities, find 

a way to manage diversity and work across borders 

exceptionally well.

As early as 1993, after Obama had been elected 

the first black president of the Harvard Law Review, 

Bennett pointed to him as an example of a new 

type of global leader. According to Ms. Bennett, 

leaders like Obama are able to leverage a deep 

understanding of multiple viewpoints, creating 

a leadership style that goes “beyond any single 

cultural perspective”. They reconcile seeming 

opposites and find common ground in the face of 

apparent contradiction.

Carlos Ghosn is another example of a standout 

“integrated marginal”. Ghosn is the multilingual 

Brazil-born Lebanese CEO and President of Renault 

of France and Nissan of Japan. Like Obama, the 

quadralingual Ghosn has a multicultural back-

ground – he is a citizen of Brazil, Lebanon and 

France – and thrives in diverse environments. 

Voted Man of the Year by 2003 Fortune Magazine’s 

Asian edition, Ghosn came in as an outsider to 

completely turn around Nissan Motors. He went 

from being vilified in Japan for taking on some of 

the sacred cows of Japanese corporate culture, to 

pulling off a stunning turnaround in profitability. His 

image went through such a positive transforma-

tion that his life eventually became subject of a 

Japanese comic series.

Lessons for managing 
diversity
Although high flyers such as Obama and Ghosn 

get lots of press, they are not the only “integrated 

marginals” bringing down barriers. The increased 

globalization of the last 30 years has led to a cadre 

of young leaders who feel comfortable in diverse 

environments and who are uniquely qualified to 

work across boundaries. Some are “third-culture 

kids” – people like Ghosn who have been raised in 

different countries. Others are second or third-gen-

eration immigrants. Added to these are the  many 

young people who spend formative years living 

and studying abroad. 

The work of Ms. Bennett and other specialists, such 

as the cross-cultural management gurus Fons 

Trompenaars and Charles Hampden-Turner, have 

helped us understand more precisely what makes 

these “multiculturalists” special. My own research 

has focused on uncovering what makes some 

expatriates and internationalists adapt better than 

others to new environments.

Taken together, we can start to understand some of 

the ingredients that contribute to cross-cultural and 

international success. And the good news is that 

there are lessons to be learned for the rest of us.

Deep internationalism
The first lesson of these internationalists is that 

cultural experiences can be “surface” or “deep”. 

Globalization has created a trend towards “surface 

internationalism”. Business hotels in Rio de Janiero 

are similar to those in New York, Moscow or 

Calcutta. You don’t have to go to Seattle to have 

Starbucks coffee, nor Italy for a Pizza Napolitana. 

Travelers to Nepal can read their hometown 

newspaper online and exchange emails with 

colleagues on the day they begin a trek to Mt. 

Everest. 

These conveniences, however, can hide deeper 

cultural differences and insulate travelers and ex-

patriates – rendering them blind to local realities. 

Integrated marginals, however, less often make 

the mistake of assuming too much similarity. They 

perceive more implicit cultural elements – deep 

values, communication patterns and hidden 

assumptions. They see easily that a McDonald’s 

hamburger may be perceived as a cheap snack 

in one place, a status symbol in another, and a 

symbol of economic imperialism in a third. 

These varying perceptions are more than differing 

interpretations. They are the result of different per-

ceptual words, which have to be understood on 

their own terms. It’s the ability to empathize at this 

deeper level of culture that marks the integrated 

marginal.

Deep cultural empathy
Integrated marginals often do a kind of cultural 

code switching in which they shift from one 

cultural viewpoint to another. One benefit of this 

is the development of deep cultural empathy. 

Think of this as the ability to “get into the head” of 

people different from oneself. 

In everyday work and life, deep cultural empathy 

leads to the fundamental assumption that different 

points of view are valid. It encourages a tolerance 

for contrary opinions, an out-of-the box approach 

to problem solving, and at times a chameleon-like 

capacity to adapt one’s behavior and communica-

tion style to others.

This adaptive quality can be seen in the political 

style of Obama and in the multiculturalists I have 

gotten to know. Yuko, for example, is a trilingual 

woman raised by Japanese parents in India, then 

educated in Europe and The US. When she started 

working for a traditional Japanese company in 

Tokyo, she was able to work “within the system” in 

Japan without being trapped by it. She was able, 

for example, to play the role of the conscientious 

young Japanese female – expected to be seen 

rather than heard – yet when she chose she could 

go head to head with sales managers who tried to 

push her around. 

Understanding the qualities that make people like 

Yuko effective in international environments help 

organizations focus their hiring and staff develop-

ment. Managers and HR departments can actively 

seek out and nurture employees like Yuko. And 

deep cultural empathy can be trained. There are 
tools that facilitate this process, including the Inter-

cultural Development Inventory (IDI), a psychomet-

ric instrument, which gives feedback on one’s stage 

of intercultural development. Another tool is PICO 

(Personal Intercultural Change Orientation), which 

helps learners understand how best to develop 

deep cultural empathy in diverse environments. 

Growing up in multiple environments doesn’t guar-

antee deep cultural empathy or success in diverse 

environments. Yet integrated marginals can help us 

understand the brain’s capacity to shift perceptual 

frameworks and enter into different worldviews. 

And with the right attitude and set of learning 

experiences, these capacities can be developed by 

anyone.

Reconciliation
The ability to successfully resolve seemingly op-

posing points of view has also been identified as 

a key to working successfully across boundaries. 

The key is a mental capacity to deduce the internal 

logic behind an individual’s or community’s way of 

thinking.

This capacity is important because different cultural 

communities use differing intuitive logics when 

solving problems or managing human relations. For 

example, when a supplier reports a problem fulfill-
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ing the terms of a contract, a German accustomed 

to a universalist logic (trusting systematic solutions) 

may feel the need to rewrite the whole contract. To 

not do so calls the whole agreement into question. 

A Japanese, on the other hand, may apply a more 

particularist logic that regards making exceptions 

without formalizing them a natural part of any 

relationship.

Living and growing up in different cultural worlds 

helps integrated marginals make sense of these 

varying approaches without getting stuck in one 

logic or another. To test yourself on your ability to 

do this, first read the following dilemma:

The key to happiness
Two people were discussing what most leads to 

happiness in life. One said: a) For everyone to be 

happy each individual must first and foremost be 

responsible for him or herself. The other disagreed, 

saying b) For everyone to be happy everyone 

needs to be responsible for each other, not them-

selves first. 

This question revolves around a socio-cultural 

dilemma which pits the individual against the 

community. This dilemma is universal to all cul-

tural communities. Imagine, for example, that Jane 

wants to study abroad but her family wants her to 

stay and run the family business. Where should her 

loyalties lie? Should she go against the wishes of 

the family in pursuit of individual happiness, or go 

along with the family trusting that it knows what’s 

best for happiness in the long run?

Integrated marginals may be better at finding 

ways to reconcile these seemingly opposing ap-

proaches. And this ability can be tested. Choose 

the answer that corresponds most closely to your 

opinion: 

a) People who are primarily concerned with them-

selves are selfish. We all must take care of each 

other to create happiness for everyone.

b) People often impose their expectations on oth-

ers. Freedom to develop oneself is necessary for 

everyone to be happy.

c) Being cared for by the people around you is 

what leads to each individual developing fully and 

thus being happy.

d) Individual freedom allows people to develop 

happiness in their own way. This then allows them 

to contribute to the happiness of others.

Of the choices given, a) and b) represent absolute 

stances. a) values the individual and negates the 

group. b) values the group and negates the indi-

vidual. Answers c) and d) on the other hand, rec-

oncile these opposing views. In c), the nurturing of 

the group is seen as leading to individual growth, 

while in d) individual growth is seen as leading to 

the ability to nurture others in the group. 

In real life, of course, reconciling seemingly 

contrary points of view is more difficult than the 

simple example given here. But the principle is the 

same and the ability can be developed. 

Deep culture learning
So what about those of us who weren’t raised in 

a multicultural environment? Fortunately, here 

too research can help us understand how aver-

age people can develop the cognitive capacities 

found in integrated marginals. 

The fuel which drives cultural learning is the trial 

and error attempt to deal with difference we find 

in a new environment. Being in a new country, 

working with people one doesn’t understand – 

any environment in which the brain must deduce 

the hidden patterns of meaning behind the 

actions of others.

Faced with this adaptive challenge, we may 

respond in one of three ways, 1) resistance, 2) ac-

ceptance, and 3) adaptation. 

Resistance implies that difference is perceived 

as a threat and is denigrated. You can hear this 

when expatriates complain endlessly about the 

unreasonableness of “the locals”.

Acceptance implies recognition of the fact that 

the difference we experience represents a valid 

alternative way of looking at or doing things. Signs 

of acceptance are statements such as “Well, that’s 

simply the way things are done here.” 

Adaptation means that we learn new things and 

take on new behaviors to better match our new 

environment, such as when we learn the local 

language, change our approach to getting things 

done, etc. 

Of course in real life we sometimes have opposing 

reactions. You may hear “Oh I love going to France 

and drinking the wine” (adaptation) “but I just can’t 

stand how the French treat you.”(resistance). 

The key to developing deep cultural empathy is 

letting go of resistance and moving towards ac-

ceptance and adaptation. This process must go on 

over time, with ever-deeper adaptive challenges. 

The first challenges we face may be straightfor-

ward, such as learning to eat new food or learn the 

money. As time goes on, though, and we improve 

language skills, get to know people, and learn to 

communicate and look at the world in a new way, 

our cultural empathy deepens. 

Learning the hard way
In spite of the value of their multicultural back-

ground, integrated marginals often aren’t able 

to articulate what they know, and take on the 

prejudices of more than one place. Those of us 

with fewer experiences start fresh. If we make the 

conscious choice to develop these capacities, we 

can make great strides and be in control of our 

learning process.

Few of us will reach the heights of an Obama 

or Ghosn, but undertaking a journey of deep 

cultural learning is a reward in itself. And the highly 

competitive globalized world gives us the perfect 

playground to hone our skills. In an often cutthroat 

world, it’s nice to know that abilities which can help 

us get ahead also lead to personal growth that 

enriches our lives in deep and lasting ways.

 

Tell me more
To learn more about deep culture, try PICO, and 

compare your intuitive cultural logics with people 

from other countries, visit www.deepculture.org. 

For an extract of my upcoming book The Beginners 

Guide to Deep Culture, or to contact the author of 

this article, send an email to jshaules@japaninter-

cultural.org. 

For those looking for a detailed academic investiga-

tion of the deep cultural learning process, pick up 

Deep Culture: The Hidden Challenges of Global 

Living, Joseph Shaules, 2007, Multilingual Matters. 

at the Rikkyo Graduate School of Intercultural 

Communication in Tokyo. He has also worked in 

Mexico and France and is proficient in English, 

Japanese, French and Spanish.

JShaules@japanintercultural.org

www.japanintercultural.org 

Joseph Shaules, Ph.D, 

is an internationally 

recognized author, 

educator and consul-

tant. He is director of 

the Japan Intercultural 

Institute and an 

associate professor 

buisness culture
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TCTrainNet: training 
specifically designed for 
technical communicators
tekom’s longstanding experience in advising training institutions and certifying technical com-

municators has led to the development of the advanced training program TCTrainNet.

community

By Susanne Lohmüller

TCTrainNet is a new international 

training program for technical com-

munication (tc) that includes

•	 	acknowledged	international	

tekom certifications for technical 

communicators on various levels, 

•	 	online	training	for	technical	com-

munication via the TCTraining 

Platform and 

•	 	a	cooperation	between	TCTrain-

ing Partners and TCCertification 

Partners via the TCPartnersNet. 

The pilot phase of TCTrainNet starts 

in June 2011. Training partners from 

different countries will participate in 

this initial phase, which will conclude 

in mid 2012 with the tekom First Cer-

tificate. Subsequently, these partners 

will be accredited and integrated into 

the TCPartnersNet. 

Cooperating training partners and 

certification partners are part of 

TCPartnersNet. This platform guaran-

tees that students receive the best 

preparation available for their tekom 

certification examination. TCPartners-

Net offers students services such as 

up-to-date learning materials, local-

ized learning contents and topics, in-

dividual coaching as well as regional 

training and certification centers.  

The objectives of TCTrainNet are 

•	 	to	enable	career	changers	to	

achieve an acknowledged, inter-

national and formal qualification 

on three levels (Technical Com-

municator (tekom))

•	 	to	offer	a	transparent	and	uncom-

plicated strategy for advanced 

training of tc

•	 	to	ensure	high	quality	and	better	

coordination of training offers via 

the network of TCPartnersNet

•	 	to	establish	qualification	standards	

for technical communicators that 

will be ensured by the certification 

centers

Photo: Andrey Kiselev
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TCTraining Plat-
form
The TCTraining platform is the main 

medium of TCTrainNet. Students 

gain knowledge according to 

tekom’s established TC training 

standards. Objectives and contents 

match the acknowledged German 

certification system for technical 

communicators. Experts provide 

their professional and up-to-date 

expertise on technical communica-

tion.

The TCTraining Platform focuses on 

practical training and knowledge 

transfer. Students are not only 

studying theoretical issues, but are 

actually testing and applying their 

knowledge. In addition they have 

the option of asking an online tutor 

for assistance.

Students gain application-oriented 

knowledge on approved meth-

ods and approaches in technical 

documentation as well as efficient 

techniques of developing such 

documentation. They reinforce their 

knowledge with practical exercises 

and examples, in discussions with 

fellow students and through the 

feedback provided by the online tu-

tor. Practical tasks and online exams 

enable a proper assessment.

Innovative learn-
ing approach
The TCTraining Platform offers a vir-

tual learning community. Students 

have the opportunity to interact 

with other students, to engage in 

discussions, to ask questions and to 

solve problems quickly. This helps 

them to memorize the respective 

lessons and to apply their knowl-

edge.

Students work with sophisticated 

media such as web-based trainings 

and webcasts complemented by fur-

ther material. In addition, a qualified 

online tutor guides them through 

their learning process individually.

The international 
tekom certificate: 
in great demand
An internationally recognized 

certification can boost professional 

careers as companies operating 

globally search for highly qualified 

staff for their technical communica-

tion departments. TCTrainNet helps 

career changers and technical writers 

interested in formal qualification to 

achieve the internationally recog-

nized tekom certification. An offi-

cially accredited proof of knowledge 

is a vital prerequisite for starting and 

succeeding in a career in technical 

communication. 

Currently no other comparable 

well-established diploma is available 

in technical communication that 

students can complete while work-

ing full-time. The vast majority of the 

recipients of the certificate “Technical 

Communicators (tekom)” have 

proven that it is feasible: 95 percent 

of all examinees have successfully 

passed the German certification.

Suitable training 
for different audi-
ences
TCTrainNet offers three different levels 

of certification to accommodate the 

needs of an audience ranging from 

beginners with no knowledge in tc, 

through experienced technical writers 

aiming for further training, to manag-

ers and trainers-to-be. 

Students can study and expand their 

skills at different competence levels: 

•  First Level Certificate: 
Application-oriented first steps in 

technical documentation.  

This provides good knowledge of 

the most important subject areas 

and basic skills in tc and is aimed 

at students with no background 

in tc.

•  Advanced Level Certificate: 
Professional knowledge for tc staff.  

This provides the ability to work in-

dependently and take over project 

responsibility, and is targeted at 

persons with roughly two years of 

work experience in tc.  

•  TCTrainer Certificate: Expert 

knowledge (especially for TC 

trainers) 

This provides the ability to create 

courses and to teach technical 

communication and is relevant for 

technical documentation trainers 

who are affiliated with institutes 

that would like to get accredited.

Local support by 
training partners
Advanced level trainings will be 

conducted via TC Training Partners, 

whereas the first level is conducted 

via the TCTraining Platform. However, 

tekom training partners will provide 

support and answer questions related 

to both, the tekom First Level Certifi-

cate as well as the tekom Advanced 

Level Certificate. Final exams will be 

conducted at TC Certification Centers. 

After successfully completing the 

pilot phase in mid 2012, potential stu-

dents will receive detailed information 

on the training and certification fees 

from training partners in their region.

Attractive busi-
ness opportunity 
for education pro-
viders
In addition to the potential of earn-

ing training fees with only minimal 

investment and no entrepreneurial 

risk, training institutions worldwide 

can benefit from the extended 

course offer that the TCTrainNet 

business model provides.

TCTrainNet offers existing train-

ing institutions the opportunity 

to enhance their portfolio and to 

improve their courses by becom-

ing a certified training partner, 

providing a recognized international 

tekom certificate for technical com-

municators. 

The advanced level training is based 

on a mixed learning approach that 

combines face-to-face training with 

online courses that are offered on the 

TCTraining Platform. Training partners 

will be able to use the online material 

and integrate it in their classroom 

sessions.

Join now: special 
conditions in the 
pilot phase
Partners who join now will benefit 

from special conditions as the use 

of the TCTraining Platform is free of 

charge during the pilot phase. Moreo-

ver, these partners will be the first to 

have certified trainers offering tekom 

international certificates. tekom 

supports the partners in developing 

training seminars, workshops or profi-

ciency courses in technical commu-

nication. An additional benefit is the 

reduced fee for accreditation offered 

to institutions that become members 

of the subsequent TCPartnersNet. 

Susanne 
Lohmüller 
is the tekom 

consultant 

for university 

relations and 

the contact person for TCTraining 

Partners and those interested in 

the TCTrainNet.

s.lohmueller@tekom.de

www.tekom.de
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The TWIN community is growing 
rapidly. The community portal has 
over 6000 registered members and 
many thousands of guest users. 
The TWIN mailing list, which has 
a separate user base, has over 3000 
subscribers. TWIN is registered as a 
public trust with the government of 
India, and is a non-profit commu-
nity. Both its portal and mailing list 
are easy to use and free of charge. 
In its present shape, the TWIN 
portal is an ongoing effort to help 
the community while growing into 
an even stronger knowledge base. 
At TWIN, we believe that knowl-
edge shared is knowledge gained, 
thus, the portal is open to anyone 
interested in its offerings. Among 
its functions are creating blogs, 
sharing tips and insights, partici-
pating in polls, joining discussion 
forums, viewing upcoming events 
and seminars as well as joining the 
mailing list. 
TWIN’s exponential growth is a 
testimony to the maturity and de-
velopment of the technical writing 
industry in India. The organization’s 
activities are managed by volunteers, 
so it encourages India-based writers 
to develop and enhance leadership 
skills and get recognized in this 
competitive, growing industry.

Since 2009, TWIN has been 
participating in the annual tcworld 
conference organized by tekom in 
Wiesbaden, Germany. At this con-
ference, TWIN set up a booth and 
pavilion to introduce and showcase 
the Indian technical communication 
industry. TWIN’s representatives 
and nominated presenters also con-
ducted presentations at the tcworld 
conference. TWIN’s leadership team 
comprises seasoned professionals 
from the Indian technical communi-
cation industry, and their vision is to 
create an international platform for 
Indian technical communicators to 
interact with their global counter-
parts.  
In collaboration with Christ Univer-
sity, India, TWIN offers a technical 
communication course to post-grad-
uate students of Christ University. 
The course curriculum and plan 
were designed by TWIN’s experts 
from the industry. The course is a 
value-add program for English and 
Communication students, and it is a 
compulsory paper in the Bachelors 
in Computer Applications (BCA) 
program. This academic collabora-
tion started in 2007, and has been 
very successful since. Members of 
the TWIN mailing list have con-
tributed to discussions for several 

years. A team of TWIN volunteers 
produced a compilation of useful 
posts made by TWIN members over 
the years. In the course of this im-
mense exercise, the team developed 
two volumes of the eBook in record 
time. The team had to go through 
several thousands of posts, assess 
their quality and usefulness, cat-
egorize them, and produce a CHM 
deliverable. Some did data mining, 
some did CHM production, and 
some made this manual process

Introducing the Technical 
Writers of India 
When the association Technical Writers of India (TWIN) was first started, nobody anticipated that it would grow to its 

present stature so quickly. Several factors played a role in this evolution, one of which is the nearly sudden explosion 

of awareness about technical communication in India. The TWIN website reflects this evolution: one of the pioneers 

of the profession it continues to be an important resource for all aspiring Indian technical writers. In a natural meta-

morphosis TWIN grew from being a mailing list and a static website to an interactive community portal.

simple by automating it with scripts.
During the recession, TWIN came 
up with an extraordinary initiative 
to connect job-seekers (mainly writ-
ers affected by the economic down-
turn) to documentation service 
providers to explore the possibili-
ties of subcontracting or engaging 
the writers to work on short-term 
projects.

To find out more about TWIN, visit 
http://twin-india.org.
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We help our customers to create or 
optimize complex texts. Our core 
competence is to make difficult 
matters easy to understand, which 
lets us create comprehensive user 
documentation and friendly and 
efficient customer correspondence. 
Another aspect of our work is the 
customization of Content Manage-
ment Solutions. See our German 
homepage www.doctima.de for 
more information about training, 
consulting and implementation.

Associations Service Providers

tekom Gesellschaft für technische
Kommunikation e.V. is the largest
association in Europe representing
technical communicators, illustra-
tors and translators. tekom is a
neutral platform for the exchange of 
information, knowledge and
expertise and promotes professional
education and training in the
field of technical communication.
Founded in 1978, tekom currently
represents around 6000 members in
all industrial branches. tekom coop-
erates with associations of related
professions, educational instittions, 
industry organizations and
standards bodies worldwide.
www.tekom.de; info@tekom.de

Citrix Systems is the only en-
terprise software company with 
end-to-end virtualization, net-
working, and software-as-a-service 
(SaaS) technologies. More than 
230,000 organizations worldwide 
rely on Citrix to help them build 
simpler and more cost-effective IT 
environments enabling virtual-
workstyles for users and virtual 
datacenters for IT. Citrix partners 
with over 10,000 companies world-
wide in more than 100 countries. 
Founded in 1989, annual revenue 
in 2009 was $1.61 billion.
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Associations Service Providers

Technical Writers of India (TWIN) 
is the single largest community of 
technical communicators in India. 
TWIN is a registered entity that 
runs a professional mailing list 
and an online community. The 
combined strength of the TWIN 
community is 8000 technical com-
municators in India. TWIN portal 
is open to anyone interested in its 
offerings. The portal offers features 
such as blogs, polls, discussion 
forums, and information on events 
and seminars. The organization’s 
activities are managed by volun-
teers, so it encourages India-based 
writers to develop and enhance 
leadership skills and get recognized 
in this competitive, growing indus-
try.  http://twin-india.org. 

Oracle provides the world’s most 
complete, open, and integrated 
business software and hardware 
systems, with more than 370,000 
customers—including 100 of the 
Fortune 100—representing a variety 
of sizes and industries in more than 
145 countries around the globe. 
Oracle’s product strategy provides 
flexibility and choice to our custom-
ers across their IT infrastructure. 
Now, with Sun server, storage, 
operating-system, and virtualiza-
tion technology, Oracle is the only 
vendor able to offer a complete 
technology stack in which every 
layer is integrated to work together 
as a single system.
 

For over 60 years, EnssnerZeitgeist 
Translations has been a partner 
for translation, localization and 
technical documentation in more 
than 50 languages (Europe, North/
Southamerica, Africa, the Middle 
East and Asia).

The use of modern translation tools 
(SDL Trados, Across, MemoQ) 
allows for flexible processing of 
big projects. With our own DTP/
graphics department, an interna-
tional network in 20 locations and 
more than 100 in-house transla-
tors, we guarantee promptness 
and flexibility. Since 2008 we have 
been represented in India (Chan-
digarh and New Delhi). We are 
certified according to DIN EN ISO 
9001:2008 and registered according 
to DIN EN ISO 15038:2006








