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What is tcworld magazine?
tcworld magazine is tekom’s magazine for international information management. tcworld magazine focuses on how 
companies face the challenges of communicating with customers, partners and employees 
in various markets, through multiple channels and platforms, and on increasingly 
immersive devices.

Our magazine covers topics such as:
·  intelligent information, including Industry 4.0 and Augmented/Virtual Reality
·  user experience, including content marketing and customer experience
·  technical writing from content creation techniques to publishing and process 

management
·  team management, including staff retention, 

motivation and stress management as well as team communication
·  cultures and markets, where we explore various regions and locales and illuminate

legal requirements and cultural etiquettes
·  translation and localization, including terminology management,

translation management and localization

Who reads tcworld magazine?
tcworld magazine is aimed at professionals from all corporate levels and work fields producing content in multiple formats and langu-
ages for various platforms and channels. Our readers include specialists and opinion leaders from technical communication, translation, 
localization, content marketing, intercultural communication and other fields.   
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3. Increase in productivity of customer 

support agentsHaving good documentation increases the 

productivity of your customer support team, 

as it takes less time to find information to re-

solve customer issues. The metric to track is 

the median response time to resolve support 

tickets/calls per week.
4. Lower training costs for your custom-

ers
Product documentation helps your custom-

ers train their internal teams on your product, 

thus reducing the training cost for your cus-

tomers. Liaising with your customers to get 

this metric can showcase the value of the 

documentation team.Customer satisfaction
Customer satisfaction metrics dominate the 

executive-level discussion, and having docu-

mentation as a measure to enhance custom-

er satisfaction will be well perceived. This also 

inspires executives to change their mindset 

and invest in the documentation team. It is 

advisable to ask a few questions about the 

role of your documentation during your com-

pany’s customer satisfaction survey. Good 

documentation will project your company 

and products as trustworthy, thus increasing 

your NPS score.
Financial metrics

Financial metrics speak stronger than other 

metrics, as currency is the standard for meas-

uring value. Financial metrics are crucial in 

•  Customer satisfaction – Metrics used to 

compute customer satisfaction 

•  Financial metrics – Measures applied to 

assess financial gains of documentation

•  Product growth metrics – Metrics to 

quantify product adoptionBelow, we will look at each of these metric 

categories in detail.Business outcome metrics

In the example of a software company, the 

business outcome metrics for measuring the 

value of documentation consist of: 
1. Reduction in customer support tickets

As your software product grows, the cus-

tomer support team function becomes indis-

pensable in securing customer satisfaction 

and retention. Documentation is essential for 

the customer support team to deliver their 

day-to-day operations to help customers. In-

accurate information in documentation will 

frustrate customers. The unsatisfied customer 

then raises a support ticket that takes your 

customer support team much effort to close. 

The increased volume of support tickets in-

creases your business operations.

Documentation that helps customers utilize 

self-service prevents customer support tick-

ets from being raised in the first place. There-

fore, one of the key business metrics to track 

over time is the reduction in customer sup-

port tickets. If you have the date available, 

take a look at the historic customer support 

ticket data before documentation was in-

troduced, then track the reduction in the 

customer support ticket in correlation with 

the clicks on the documentation article. This 

metric should show a decreasing trend over 

time and be normalized to ensure its effec-

tiveness.2. Decrease in the time to respond to cus-

tomer feedbackIf the customer leaves feedback on your 

documentation, technical writers must ad-

dress it quickly. This will help your business 

to be perceived as customer-centric. This 

metric can be computed by measuring the 

timestamp difference between the time in 

which customer feedback was received and 

when it was responded to. It also helps to 

identify knowledge gaps and create new 

knowledge base articles.

Over the past decades, companies have hired 

technical writers to produce documentation 

for their software products or services with 

the intent of helping customers configure 

their products and troubleshoot in case of 

any issues. Yet, in many traditional product 

and service-oriented companies, technical 

documentation still suffers the reputation of 

generating little value. Some consider docu-

mentation an add-on or cost center. Hiring 

professional technical writers is perceived as 

a cost to the company rather than an invest-

ment.
It’s time to clean up these prejudices and 

make a case for the true business value of 

technical communication. Let’s look at some 

metrics that can help showcase what techni-

cal writers actually contribute to the business. 
Why measure the value 

of documentation? 
Documentation contains product features, 

service procedures, troubleshooting guides, 

standard operating procedures, help docs, 

and FAQs. It plays a vital role in the customer’s 

trust in products and services. Incorrect infor-

mation in the documentation will frustrate 

and churn customers. Good documentation, 

on the other hand, gives customers the exact 

information they need at the right time.

The long-term benefits of documentation 

can be substantiated using data and metrics. 

Quantifying the documentation value helps 

shift the company’s mindset on documenta-

tion as an essential component of the soft-

ware product/services rather than a costly 

add-on. But how can we measure the value 

of our documentation team’s efforts in deliv-

ering business outcomes?
The quantifying metrics

To quantify the value of a documentation 

team, we need evidence of its business im-

pacts. This is easy to produce through data 

collected in various business interactions 

and transactions involving the documenta-

tion team. The metrics to quantify the busi-

ness value proposition of the documentation 

team can be categorized as:
•  Business outcome metrics – Metrics used 

to calculate business impact

Figure 1: Metrics that compose the value of 

technical documentation

Quantifying the value of 
documentationDoes your documentation team still have a bad reputation 

as an onerous cost center adding little value to your company? 

Time to put the figures on the table!Text by Selva Murugesan Businessoutcomemetrics
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Large Language Models (LLMs), Generative 

AI, and more specifically ChatGPT are the 

new kids on the block. They are shaking 

up not only the tech community but every 

stakeholder in every business. It seems eve-

ryone is trying to imagine how AI could 

impact, help, or transform their personal 

workflows and the operations of their or-

ganization. And the fear of missing out is 

reaching a crescendo. Leaders now wonder 

whether they’ll be overtaken by their com-

petitors in integrating AI functionalities. Is 

this the metaphorical meteor that will wipe 

out slow-to-evolve dinosaur organizations? 

While time will tell, it’s increasingly likely that, 

as Andy Grove warned, “only the paranoid 

survive.”

Yet, for all the opportunities that AI might 

deliver, there are plenty that have already 

arrived. Take the classic authoring-to-con-

sumption workflow:  

•   Create: Change the authoring process

•   Validate: Monitor consistency of infor-

mation across versions, time, and sources

•   Translate: Go global at a lower cost

•   Publish: Help users train themselves

•   Search: Reinvent the search experience

•   Read: Augment support agents

Below, we will map major changes that AI 

already enables.

Change the authoring 

process

There is a debate about whether GenAI could 

be used for writing technical documenta-

tion. But how can GenAI possibly know the 

details of a newly invented product? After all, 

technical information needs to be truthful, 

and we can’t risk AI “hallucinations”.

At Fluid Topics, we have always supported 

the notion that everyone inside a company, 

not just tech writers and a few domain ex-

perts, can contribute to knowledge creation. 

Being able to ingest any type of content, 

including unstructured documents such as 

Word files, Fluid Topics enables such creation 

by empowering each contributor to work 

with their preferred tool. Building a unified 

knowledge repository does not mean forc-

ing a single authoring tool onto all contribu-

tors. However, the transition to this new par-

adigm requires tech writers to change their 

working methods and become editors and 

copywriters rather than interviewers and au-

thors. This is where AI comes in.

Now, SMEs can write in their own capacity 

without having to worry too much about 

grammar, spelling, and style, and without 

creating too much additional workload for 

tech writers thanks to the use of GenAI for 

rephrasing content and enforcing general 

or corporate standards. Th e result? Drastic 

changes in SMEs’ and tech writers’ work pro-

cesses:

•   SMEs can write faster, use GenAI to re-

phrase content on the spot, and check 

the accuracy and truthfulness of what 

GenAI suggests. The process of writing-

improving-checking becomes dynamic 

and real-time at the SME level, and tech 

writers are not involved until the SME is 

done.

•   Only then does the tech writer review 

the content, now focusing on value-

adding tasks such as aligning and con-

necting this new content into a larger 

content story.

One question about this new paradigm is: 

How does this complement or replace con-

tent quality checking tools (such as Schema-

tron, Acrolinx, or Congree)? There is certainly 

an overlap, but currently, they are mostly 

complementary. Quality checks and corpo-

rate rule enforcement take place after Ge-

nAI in the process, though this may change 

in the future. Indeed, there is a chance that 

these vendors will integrate GenAI into their 

products to provide a full-featured tool sup-

porting the SME-Author paradigm.

Monitor consistency

One of the major challenges in knowledge 

management and technical documentation 

is maintaining accuracy and consistency 

over time and across sources, essentially 

avoiding contradictory information.

It’s a familiar story: A manual explains pro-

cedures for version 1 of a product, another 

guide describes how to troubleshoot the 

product, and a support agent has written 

an article with a few tips about it. After a 

few years and various product iterations, the 

now-bestselling product has gone through 

two major evolutions, has four variants, and 

has been adapted to three different export 

markets. The related documentation should 

have evolved too, but did it? How about all 

the translated content? And the copy-and-

pastes made a few years ago to produce a 

quick start guide? And all the knowledge 

base articles in the help desk tool?

This is a challenge every company faces, af-

fecting productivity, if not trust, in technical 

content as well as raising its own security 

flags. Single sourcing – one tool to write 

them all – pretends to address this issue, but 

we now know that it is rarely applicable at 

scale. Each stakeholder uses their own au-

thoring tool of choice (you can’t force prod-

uct marketing to write in DITA, right?), not 

to mention the copy-and-pastes into Word 

files, articles, and emails. 

This is where AI comes to the rescue. AI can 

be used to read all versions of your docu-

mentation, and all bits of information that 

your teams have created, and detect inco-

herence and inconsistencies. It can reveal 

what piece of content should be updated 

and act as a real-time check on production: 

When writing something or using a piece of 

content, the system can automatically check 

it for consistency with existing material.  

The capacity of AI to help maintain a sound, 

consistent, and reliable corpus of informa-

tion is tremendous, and this further fosters 

the opportunity to allow every stakeholder 

to become a contributor.

Go global at a lower cost

An important decision that companies that 

sell worldwide need to make is how much 

of their content to translate into how many 

languages. Translation represents a cost 

both in terms of money and time, and the 

availability of translated content can delay 

the release of the documentation, if not the 

product itself. 

The progress of machine translation (MT) in 

the past ten years has helped reduce both 

financial costs and the time required to gen-

erate a translation. Indeed, MT has become 

so good that one can now ask if it is possi-

ble to rely on MT alone and remove humans 

from the translation process altogether.

The response is a hearty “yes” for three rea-

sons:

What can AI

do for you today?

How GenAI is transforming the tech doc world

Text by Fabrice Lacroix
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3. Increase in productivity of customer 

Having good documentation increases the 

productivity of your customer support team, 

as it takes less time to find information to re-

solve customer issues. The metric to track is 

the median response time to resolve support 

4. Lower training costs for your custom-
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technical documentation
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From instruction manual to
interactive user assistance

How Artificial Intelligence is paving the way 
to self-service documentationText by Selvaraaju Murugesan
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A guide to surviving and thriving in a 

world of AI chatbots

Whether seeking to solve a technical issue, booking a holiday, or buying a product, con-

versational assistants are transforming our daily lives. For businesses, AI chatbots have 

gone from good-to-have to must-have. Mastering the conversation with AI has become 

an essential skill and gives professionals a competitive edge. From instruction manual to
interactive user assistance
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NORDIC TechKomm
 September 20-21, 2023

 Copenhagen, Denmark

 www.nordic-techkomm.comThe focus of the upcoming NORDIC 

TechKomm is on next generation. 

The event will kick off with a keynote 

from experienced tech writer and 

UX architect Scott DeLoach, who 

will take a deep dive into how large 

language models such as GPT-4 

might revolutionize technical com-

munication and how tech writers 

can harness their potential. At NORDIC TechKomm, the aim is to 

provide participants with real, practi-

cal skills along with new theoretical 

approaches to Intelligent Informa-

tion for Users. The workshops offer 

innovative ways to further develop 

competencies for participants’ daily 

work in TC.

TCUK23
 September 26-27, 2023

 Solihull, UK istc.org.uk/tcuk

Content Marketing World 

 September 26-29, 2023

 Washington, D.C., USA

 www.contentmarketingworld.com

TAUS Annual Conference

 October 4-6, 2023
 Salt Lake City, UT, USA

 www.taus.net

LocWorld50 October 10-12, 2023

 Silicon Valley, CA, USA

 locworld.com

LavaCon October 14-17, 2023

 San Diego, CA, USA
 lavacon.org

Slator Design Thinking Webinar

 October 25, 2023
 Online slator.com

Sep ‘23

OCT ‘23
NOV ‘23

FEB ‘24

Slator Managing Change

Workshop October 26, 2023
 Online slator.com

tcworld conference
 November 14-16, 2023

 Stuttgart, Germany 
 tcworldconference.tekom.de

See more on the tcworld conference 

on page 40/41.

Together 2024 February 22-23, 2024

 Riga, Latvia elia-association.org
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Advertorial

Suggested topics
Augmented Reality, Virtual Reality, Intelligent Information, 

Translation Technology and Services, Localization,  Technical 

Communication, Terminology 

The advertorial gives you a unique opportunity to present your 

expertise within the selected topics. It consists of a short text, 

company logo and web address. It is also possible to include a 

small infographic or image. 

Key benefi ts
•    Present your organization 

Draw our readers’ attention to what you know best

•  Gain visibility 
Your company logo will ensure that your company is

recognized at a glance

•  Prove your excellence 

Readers will see your expertise and topic knowledge

•  Distinguish yourself 

Our special advertorials stand out boldly from other

magazine content

•  Reach out to your target audience 

tcworld magazine’s circulation per issue is over 4,000

What’s included
•  Publication of your advertorial in tcworld magazine

•  Editing services, layout and print reviews

Promote your business with an advertorial
in tcworld magazine
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Presenting the latest tools and 

developments

Pay a visit to our sponsors at the tekom fair 2018

Lost in machine 

translation?

Quick turnaround of large volumes 

is the essence when using machine 

translation (MT) for your technical 

documentation, software UI/UA 

and training documents. We bring 

consistency, human touch, and 

time & cost effectiveness to your MT 

content with our:

•    Seamless MT post-editing (MTPE) 

process

•    Domain-specialized editors 

iiRDS Consortium: 

Be part of it!

The iiRDS Consortium was founded in 

January 2018 and has been growing 

ever since: Now counting 30 inter-

national members, the Consortium 

pursues the goal of further developing 

the standard for intelligent informa-

tion request and delivery. 

As a standard for intelligent informa-

tion request and delivery, iiRDS aims 

to meet the demands of an industry 

that has been revolutionized by 

buzzwords such as “intelligent infor-

mation”, “Industry 4.0”, and “Internet 

of Things”. The future development 

of the standard lies with the iiRDS 

Consortium. 

With system vendors, industry 

members, consultants, and technical 

writers all in one pool – the iiRDS 

Consortium connects members 

with a wide variety of expertise, all 

with the aim to foster the world of 

technical communication. 

The diversity of our members is 

a great advantage, as different 

experiences result in a highly 

creative process of generating 

ideas. This makes the Consortium 

a strong and vibrant community. 

And you can jump on board too: 

Seven rules

for quality

Quality is a concern for anyone who 

processes and produces content. How-

ever, there are often stark discrepancies 

when it comes to the definition of qual-

ity. Just like with beauty, the individual’s 

assessment plays a decisive role. In this 

article, we want to demonstrate which 

traceable criteria can make quality 

verifiable.

Thucydides once said that beauty 

is in the eye of the beholder; in 

other words, people decide for 

themselves what they like and 

why. The same can be said for con-

tent and, of course, translations. 

However, in the “industrial” process 

of producing global content, 

individuality and spontaneity are 

problematic. Customers, service 

providers, and translators would 

much rather opt for predictable 

quality with calculable risks. Clearly 

defining quality expectations 

is crucial for choosing the right 

production workflow and for ob-

jectively evaluating the outcome. 

These seven rules make quality 

measurable – and thus also man-

ageable:

1    Define quality targets and key 

figures.

Let’s leave it all 

in one place

How new tools make cross-de-

partmental work for SCHEMA ST4 

easier and enable automation.

Before publishing any docu-

ment, technical writers have 

to take a whole range of steps 

that involve interdepartmental 

collaboration. From the first 

briefing and multistage review 

processes to the final approval 

and publishing, many people 

can be involved – and some 

of them might not be overly 

familiar with the work environ-

ment of technical writers. Quite 

often, the process involves 

emails, various text editors or, 

in the worst-case scenario, a 

quick chat shouted across the 

breakroom. All information and 

change requests then some-

how need to be collated and 

implemented by the technical 

writing team before finaliza-

tion. For this reason, informa-

tion often goes missing outside 

of the editorial system, or 

misunderstandings occur that 

lead to a final document that 

does not meet the demands of 

all those involved.

2 Encourage active and sustainable 

terminology work. 

3 Make use of the quality potential 

that is hidden in queries.

4 Turn the review process into stra-

tegic quality management with 

“Business Intelligence”.

5 Use content profiles and sampling.

6 Collect and visualize process data 

to optimize the overall system.

7 Automate routine tasks!

Would you like to know more about 

these “7 Quality Rules”? An e-mail to 

info@kaleidoscope.at with the sub-

ject “7 Quality Rules” will do! We will 

send you a document with which 

you can make quality measurable, 

comprehensible, and plannable.

www.kaleidoscope.at

Fortunately, we have a solution: 

the new Workflow Designer for 

SCHEMA ST4 2018. Together with 

the Workflow Automation Library, 

it can be used to compress 

ST4 for external parties, so that 

previous knowledge of how to 

carry out tasks in ST4 is no longer 

relevant. The browser can be 

used to carry out reviews, make 

comments and grant approval, or 

a wizard can be used to retrieve 

concrete information from col-

leagues. SCHEMA ST4 can there-

fore even be used by colleagues 

from different departments, as 

all information stays in the same 

place in the editorial system right 

until the document is published. 

This means that nothing is lost, 

and no misunderstandings occur 

during the creation of a docu-

ment. Along with collating infor-

mation, feedback and approval, 

the workflows also provide a 

greater degree of consistency. It 

becomes possible for colleagues 

outside of the department to 

standardize texts, for example.

SCHEMA – complex documents 

made easy | www.schema.de

•    Best understanding of quality 

metrics

If you want to reach a global audi-

ence, reduce time to market with 

exceptional customer experience, 

then look no further. Braahmam 

provides end-to-end solutions 

in 100+ languages that help you 

reach global markets.

sales@braahmam.net

 
www.braahmam.net

The global machine translation market is expected to reach US$1.48

billion by 2022.

The Consortium is open to anyone 

who wants to be a pioneer in the 

world of Industry 4.0! 

You can also profit from these 

membership benefits: You can 

improve your competencies in the 

field of intelligent information de-

livery, share your opinion, help to 

reach decisions regarding our in-

dustry with other experts, and be 

ready to implement new releases 

as soon as they are launched.

iiRDS is heading towards large inter-

national recognition and is expected 

to be the most common standard for 

content delivery in upcoming years. 

As a member you can actively partici-

pate in these new developments. 

Would you like to learn more? 

Then come and visit the iiRDS Café, 

which will be held at the tcworld 

conference from 9:45 – 12:00 on 

November 14, at Plenum 2. In this in-

teractive forum, our experts will give 

insights into the use of iiRDS such as 

exploring the RDF schema or gener-

ating an iiRDS package. Whether you 

are an expert or a novice, this forum 

will surely provide answers for your 

questions. 
www.iirds.org

Quantifying the eye of the beholder 

/ Bild © Geralt / Pixabay

developments
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Technical requirements
for 1/2 page advertorial
•  Text

- Header: 40 characters max., incl. spaces

- Sub-header: 400 characters max., incl. spaces

-  Text: 1,600 characters with infographic

or 2,000 characters without infographic,

incl. spaces

•  Graphic material
- Resolution: min. 300 dpi, size: 6 x 4 cm

- Format: JPG or TIFF

•  Company logo (vector graphics)
- Resolution: 1,200 dpi

- Format: PDF/EPS/TIFF

Price* 
1/2 page advertorial: 710 EUR

1/1 page advertorial: 1,200 EUR

* All prices exclude VAT.
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Contact

Publisher

tcworld GmbH 
in cooperation with tekom

CEO: Dr Michael Fritz,
Claudius Mehne

Heilbronner Straße 86
70191 Stuttgart
GERMANY

+49 711 65704-0

www.tekom.de
info@tekom.de

Advertisement

tcworld GmbH
Natalia Zarychta

Heilbronner Straße 86
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GERMANY

+49 711 65704-58

www.tekom.de
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Editor

tcworld GmbH
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