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Modelling intelligent content
What is intelligent content?
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USER-ORIENTED

Focused on user goals

• Semantic markup, metadata, links

• Content separated from layout

• Integration- and future-ready

• Human- and robot-readable, findable, reusable

• Context-aware



Modelling intelligent content
Why „unfolding the
techcomm box“?
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http://www.servicedesigntools.org/



Modelling intelligent content
User Persona
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The Essential Persona Lifecycle, Tamara Adlin & John Pruitt, MK 2010

http://designshack.net/articles/business-articles/design-for-people-not-interfaces/

https://www.pinterest.com/cristinavigano/ux-personas/



Modelling intelligent content
Goals and task analysis
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http://zhangyangchen.com/potfolio/unet-system/



Modelling intelligent content
Use Cases
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Modelling intelligent content
Customer 
Journey 
Maps
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Modelling intelligent content
Touchpoints

© Copyright FCT AG 2016  |  www.fct.de  | 25-Sep-16

http://blog.bigdoor.com/wp-content/uploads/sites/4/2013/10/touchpoints.jpg



Modelling intelligent content
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Customer Journey Map

http://www.add3.com/wp-content/uploads/2011/11/customer-journey-map.png



Modelling intelligent content
Channels and semantic layers
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http://www.uxmatters.com/mt/archives/2015/03/images/Fig5_OrgLayers_w474.png



Modelling intelligent content
Information 
model for
technical
content
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Matrix of information needs
Example: Technical Documentation for a chainsaw

WHAT? Which info? Private user Retailer Service staff DIY shop seller Licensing officer Prof. tree feller

Consulting M M

Buying M M

Transportation C M M C C Bill of transport
Setting up M M M C M M
Sawing M M M M M M
Felling trees M C C C … C
Maintaining … … … … … …
Cleaning … … … … … …
Storing … … … … … …
Troubleshooting … … … … … …
Mending M … … … … M
Repairing F M M
Disposing M M

Three categories of information:
M = "must" C = "can" F = "forbidden", excluded

Translation of version from  14.03.11.  Creative Commons copyright (htp://creative.commons.org)

WHO? Which target group?
Which means 

of 
information?

Flyer with 
technical data 

and prices

Operating 
manual

Repair manual

Add content for 
more channels

XML project
DITA pilot?

Original: ftp://trabant.tr.fh-hannover.de/Schwarzes_Brett/Schwermer/Prozesse_TR_2Sem/5_Schritte_Informationsplanung.pdf



Modelling intelligent content
Wireframes
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Multi-channel publishing



Modelling intelligent content
Workshop products
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Exercises:
1. Persona
2. Tasks break-down
3. Journey map
4. Information model
5. Wireframes



Modelling intelligent content
Ressources
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• The Essential Persona Lifecycle, Tamara Adlin & John Pruitt, MK 2010 
• http://www.servicedesigntoolkit.org/assets2013/posters/EN/P3-persona-A3.pdf
• http://customerthink.com/how-to-build-a-customer-journey-map-that-works/
• http://gibbon.co/c/63b86c01-83e0-4688-9133-8bf1006d746d/a-quick-guide-to-customer-

journey-mapping
• http://sixrevisions.com/user-experience-ux/customer-journey-maps/
• http://www.uxmatters.com/mt/archives/2015/03/understanding-context-environment-

language-and-information-architecture.php
• http://www.designthinkersacademy.com/freedownload_customerjourneycanvas/
• http://wireframes.linowski.ca/2011/09/responsive-layout-wireframe/

http://www.servicedesigntoolkit.org/assets2013/posters/EN/P3-persona-A3.pdf
http://customerthink.com/how-to-build-a-customer-journey-map-that-works/
http://gibbon.co/c/63b86c01-83e0-4688-9133-8bf1006d746d/a-quick-guide-to-customer-journey-mapping
http://sixrevisions.com/user-experience-ux/customer-journey-maps/
http://www.uxmatters.com/mt/archives/2015/03/understanding-context-environment-language-and-information-architecture.php
http://www.designthinkersacademy.com/freedownload_customerjourneycanvas/
http://wireframes.linowski.ca/2011/09/responsive-layout-wireframe/
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Fischer Computertechnik FCT AG
Hauptstraße 30
78315 Radolfzell (Lake Constance)

Fon +49 (0) 77 38 / 92 94 - 0
Fax +49 (0) 77 38 / 92 94 – 92
Email info@fct.de 
Web www.fct.de

Magda Caloian
Business Consultant, DITA Expert

Fon +49 (0) 77 38 / 92 94 - 22
Fax +49 (0) 77 38 / 92 94 - 92
Email   magda.caloian@fct.de 
Twitter @thinkDITA
Blog think-dita.com

https://twitter.com/thinkDITA
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