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Why metrics

Suggested process for content teams to stay on track and provide data

Content metrics in context, ConVeX 20212

Objectives
Understand the company objectives and draw the team objectives from them

Risks

Assess the risks of not meeting the objectives and prepare eventual corrective 
measures

Portfolio
Know your audience and take control of your content portfolio

Operation

Assess the operation model of the content team (waterfall/ agile/ custom processes, 
integrated with other teams) and ensure your team has the proper skills and tools

Metrics

Formulate hypotheses, estimate, and set metrics to verify them, and to signal when 
risks occur

Dashboard
Measure and report constantly

Decisions
Interpret and take informed decisions, based on the data

Actions
Make action plans and new estimations, to apply those decisions

Follow-up
Frequently measure the results of the actions

Learn
Evaluate, learn, and repeat
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Metrics and context

What we can learn from web analysts

Numbers are only part of the story: context, comparison, segmentation, dashboards, reports.

Content metrics in context, ConVeX 20213

• Business Objectives:
Why does your website exist? – Sell more stuff.
DUMB: Doable. Understandable. Manageable. Beneficial.

• Goals:
Strategies to accomplish the business objectives - do x, improve y, reduce z

• Metrics:
A metric is a number that determines progress performance in terms of monetary, 
schedule, or quality results.

• KPIs:
Key performance indicator: a metric that helps you understand how you are doing 
against your objectives. - Average Order Size.

• Targets:
Numerical values you have pre-determined as indicators of success or failure.

• Dimensions:
An attribute of the Visitor to your website, used for custom reports and  advanced 
segmentation – referral site, browser version, visits

• Segments:
A group of entries from one or more dimensions. - People who come from 
images.google.com and smartphones Avinash Kaushik, Digital Marketing Evangelist
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Metrics and context

What we can learn from web analysts

Dashboards per role:

• Tactical dashboard

• Strategic dashboard

• Executive dashboard

Content metrics in context, ConVeX 20214

Avinash Kaushik, Digital Marketing Evangelist
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Content and metrics

What we can learn from web analysts

Tactical dashboard

Content metrics in context, ConVeX 20215

Avinash Kaushik, Digital Marketing Evangelist

Strategic dashboard Executive dashboard
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Content and metrics

Calculation example - Customer KPI

Content metrics in context, ConVeX 20216

where
calls to customer service ratio = number of unique visitors of a website who made a call ÷ total unique visitors of that website

To improve: run survey/ interviews to investigate the causes; improve usability by adding FAQs, glossary, how-to sections.

monthly cost of calls = 
(monthly unique visits x calls to customer service ratio) x (customer service hourly rate x handle time)

Source: "When search meets web usability“ 
Shari Thurow, Nick Musica



Classification: Restricted

Content and metrics

101 metrics for technical communication (tekom)

Content metrics in context, ConVeX 20217

Source: 101 Kennzahlen für die Technische Kommunikation, tekom

Metric
Description
Definition
Calculation
Relevance
Worth mentioning

Example: New and updated projects rate

𝑁𝑁𝑁𝑁𝑁𝑁 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝 𝑟𝑟𝑟𝑟𝑟𝑟𝑟𝑟 =
∑𝑁𝑁𝑁𝑁𝑁𝑁 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝

∑𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝 × 100

𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝 𝑟𝑟𝑟𝑟𝑟𝑟𝑟𝑟 =
∑𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝

∑𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷𝐷 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝 × 100

𝑅𝑅𝑅𝑅𝑅𝑅𝑅𝑅𝑅𝑅 =
∑𝑁𝑁𝑁𝑁𝑁𝑁 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝

∑𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈𝑈 𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝𝑝
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Content and metrics

Metrics for technical content

Content metrics in context, ConVeX 20218

Content Strategy experts are sharing:

• quality checklists

• maturity models

• yearly industry benchmarking

• tools surveys

• satisfaction surveys

• other reports and publications

Developing Quality Technical Information, IBM Press
DITA Maturity Model, Michael Priestley and Amber Swope
https://www.scriptorium.com/xml-business-case-calculator/
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Content and metrics

Metrics for technical content

Some DITA tools come with a few helpful 

reports and dashboards:

• oXygen DITA Map report

• DCL Content Clarity

• Zoomin analytics

• Acrolynx dashboard

• REx (Report Exchange format)

• …

Content metrics in context, ConVeX 20219
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Content and metrics

DITA Metrics 101 (Mark Lewis)

Content metrics in context, ConVeX 202110

What you should know about your process (baseline)
• cost to create new content w/o reuse

• cost to review new content w/o reuse

• cost to edit new content w/o reuse

• reuse percentage (e.g. 10-50%)

• cost to find and reuse content (factor) 

• time for contextual review of reused content by tech reviewer

• time for contextual review of reused content by editor

• cost of formatting (e.g. 30-35%)

• average number of words per topic (e.g. task:125, concept:75, reference:100)

• translation speed (e.g. 185 words/hr)

• translation cost per word (e.g. $0.24)
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Content and metrics

101 metrics for technical communication (tekom)

Content metrics in context, ConVeX 202111

Original: 101 Kennzahlen für die Technische Kommunikation, tekom
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Content and metrics

Quality checklists - Content auditing

Auditing goals:
 Content is targeting at least one clear audience
 Content reflecting the persona interests and goals
 A call to action on each web page
 Content mapped to a step in the customer task flow

Content audit checklist
 Ownership
 Accuracy
 Relevance
 Uniqueness
 Brand
 Call to action
 Purpose
 Format
 Performance
 Readability
 Discoverability

Content metrics in context, ConVeX 202112

Content audit report

 Executive summary

 What we assessed

 Business goals

 User needs

 Audit criteria

 Current state assessment

 Qualitative audit

 Content effectiveness/ performance

 Competitive audit

 Recommendations

 Appendices

Source: Content audits and inventories, Paula Land
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Content and metrics

Qualitative audit factors and scale

Content metrics in context, ConVeX 202113

Factor Scale or category
Usability Rating scale (1-5)
Knowledge level Rating scale 
Findability Rating scale 
Actionability Rating scale 
Audience Predefined list of audience
Accuracy Rating scale 
Business value Predefined list of goals
Message Predefined list of key messages
Brand/ Voice Rating scale 

Source: Content Strategy for the Web, K. Halvorson, M. Rach
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Conclusion
Context matters

Content metrics in context, ConVeX 202114

Not necessarily…

High bounce rate

Short time on site

Long time on site

Top search results

Downloads

…bad …good
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Conclusion
Take-aways

• Make the business goals measurable & realistic

• Decide what to measure, why it's important, how to measure it, and how often.

• Measurement is useless if you don't act on what you learn.

• Combine quantitative and qualitative KPIs

• Segment and compare across dimensions and time periods

• Track both lagging (revenue, profit, cost of past actions) and leading indicators (estimates)

• Look for context beyond financial and customer indicators. Check products, processes, people indicators for important 

warnings. Ask for customer feedback and for retrospective meetings results

• Be more than the deliverer of data. Don’t look at overloaded metrics reports like a Tarot reader. Be knowledgeable about 

what to do with the data, and what actions to take.

Content metrics in context, ConVeX 202115
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Content metrics in context
Resources

• The Technical Communication Body of Knowledge (TCBOK) https://www.tcbok.org/producing-information/tools-and-technologies/metrics/
• Avinash Kaushik https://www.kaushik.net/avinash/digital-marketing-and-measurement-model/
• Agile transformation and the elephant in the room - why traditional budgeting is the antithesis of Agile and what to do about it , Bjarte Bogsnes, 

Jan. 2021 https://www.linkedin.com/pulse/agile-transformation-elephant-room-why-traditional-what-bogsnes
• How to incorporate Product Goals in SAFe, Luxshan Ratnaravi, Jan. 2021 https://www.linkedin.com/pulse/how-use-product-goals-safe-

luxshan-ratnaravi
• Strategize, Roman Pichler
• When search meets web usability, Shari Thurow and Nick Musica
• The Content Strategy Toolkit, Meghan Casey
• Content Strategy for the Web, K. Halvorson, M. Rach
• DITA Metrics 101, Mark Lewis
• Einführung eines Redaktionssystems für die Technische Dokumentation, VDMA Verlag, 2010 (The Mechanical Engineering Industry Association)

• 101 Kennzahlen für die Technische Kommunikation, Straub D., Grau M., Fritz M. (tekom, 2008)
• Metrische Untersuchung der Wiederverwendung im Content Management, W. Ziegler
• https://www.styrz.de/projektaufwaende-anhand-von-kennzahlen-und-einer-entscheidungsmatrix-richtig-abschaetzen-tekom-summercon-2020/
• Content audits and inventories, Paula Land

Content metrics in context, ConVeX 202116

https://www.tcbok.org/producing-information/tools-and-technologies/metrics/
https://www.kaushik.net/avinash/digital-marketing-and-measurement-model/
https://www.linkedin.com/pulse/agile-transformation-elephant-room-why-traditional-what-bogsnes
https://www.linkedin.com/pulse/how-use-product-goals-safe-luxshan-ratnaravi
https://www.styrz.de/projektaufwaende-anhand-von-kennzahlen-und-einer-entscheidungsmatrix-richtig-abschaetzen-tekom-summercon-2020/
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Thank you for attending.

Content metrics in context, ConVeX 202117

Contact

@thinkDITA

www.linkedin.com/in/magdacaloian

think-dita@email.de

http://www.linkedin.com/in/magdacaloian
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