
When defining the role of a technical communicator, it would seem logical to say 
that technical communicators need to have a strong background in information 
design and architecture, material development, illustration, audience awareness, 
and other similar fields. Most would say that the basic duties of a technical 
communicator’s job would include providing structured, user-friendly, and 
accurate documentation covering any product ranging from children’s learning 
software to corporate SaaS solutions. It is a fact that such procedural duties 
will consume most of the technical communicator’s time, but is it a mistake to 
consider them the primary responsibilities? 

Before we answer that question, consider the Technical Writing Department 
on a business macro level. At this level, every department’s plan will have a 
direct correlation to the success of the company as a whole. By not looking 
or recognizing this view, many individuals in these departments will suffer 
from myopic vision only focusing on the small slice of tasks they are assigned. 
Focusing is an important step for an individual to do a good job, but for the 
department to add success to the company, a department employee has to have 
the ability to connect the dots between departmental processes and strategic 
company objectives. The most valued employees determine the most appropriate 
course of action in their day-to-day routine to get their department to align with 
overall company goals. 

This whitepaper explores how an individual technical communicator can utilize 
documentation processes to help work toward the goals of the organization as a 
whole. 

WebWorks recently surveyed and received responses from over 100 technical 
communicators regarding their primary work objectives. Of those who 
responded, most listed their primary objective as either providing accurate or 
user-friendly documentation. What was surprising about this survey, and one 
of the key reasons we wrote this paper, was that only 13 percent listed aligning 
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department goals with company goals. Of the 13 percent, most were tenured 
technical communicators with more than ten years of experience, with the only 
outliers being two who had between six and ten years’ experience. The results 
show that as technical communicators become more experienced, they begin to 
understand the overall benefits of aligning department goals with company goals 
and begin to incorporate those goals into the daily activities of their department.

For companies to be successful, they have to be profitable. Even not-for-profit 
organizations have to be measured on some level of productivity to be credible. 
Technical documentation has the unique ability to be one of the most profitable 
revenue-generating tools at your company’s disposal. Think about a typical 
product cycle from the view of the consumer. The cycle begins with some type 
of product awareness. This is typically the job of marketing by getting the name 
of your product out there. Once a prospect is aware of your product, he or she 
will go through a research phase. This might start with a search on the Internet, 
followed up by some reviews or word of mouth, but it usually ends with a call 
to a sales representative. Finally, if needs are met, there is a purchase. This part 
of the process is only about 10 percent of the cycle. The other 90 percent comes 
from usage. It is during this 90 percent that customers are exposed to help 
documentation that technical communicators can leave a lasting impression. In 
many cases, the users accessing the documentation are either having technical 
issues that they are unable to resolve, or some uncertainty about how the product 
works. These situations open a window of customer perception into your 
company, and also an opportunity to increase customer experience. By definition, 
your customers are in a situation where they need help if they are looking at 
your help documentation. The quicker they can get relevant, clear, precise 
information that resolves the problem, the better their experience and the more 
valuable your product becomes to them. If your technical documentation leaves 
customer issues unresolved, the customers are often likely to become unhappy 
or possibly even leave. Especially for “at risk” customers, but also for others, help 
documentation is a great medium to win their support and appreciation. 

The better you understand how your customer uses you help documentation, the 
more profitable and valuable your Technical Writing Department becomes to 
the company. In addition to the most obvious and ever-so-important customer 
satisfaction scenario, effective documentation minimizes the necessary resources 
required to provide adequate support to your current customer base. Today, it 
is no surprise that such a level of importance is placed on the satisfaction and 
retention of your customers. Commitment to the customer experience can 
result in up to 25 percent more customer retention and revenue than sales and 
marketing initiatives alone. The Harvard Business Review wrote that the average 
company loses 50 percent of its customer base over a five-year period. That 
means in 5 years, you have to find half of your customer base in new customers 
just to maintain. But a focus on increasing customer retention by merely 
five percent could increase profits by 25 to 125 percent. On average, current 
customers spend 33 percent more than new customers, and the cost of acquiring 
a new customer can be five times greater than satisfying and retaining a current 
customer. So how can technical documentation help retain customers and 
improve their experience? 
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As previously mentioned, you as a technical writer have a unique ability to be in 
front of customers and have their attention in a way that no sales or marketing 
professional will ever be able to. By allotting some of your daily activities and 
priorities to refining elements of your help documentation that align with 
company goals, your increased value as an employee will become apparent. Your 
company goals will of course be specific to your organization; however, there 
are several ways in which technical documentation can be commonly used to 
supplement the overall goals of your company.

By making sure your technical documentation aligns with the needs of your 
support department, you can relieve support centers of basic types of support 
now handled by your online help documentation. This in turn reduces the 
number of support staff members needed while freeing up your current support 
staff to handle more complex customer issues. Customers are now empowered 
to resolve their common support issues on their own, thus alleviating long wait 
times, confusing phone conversations, and frustrating disconnects. 

Talk with your support department, get a report from them about the highest 
volumes of calls that they’re receiving, and make sure these issues are easily 
accessible and up to date in your help documentation.

Through the use of modern tracking software such as Google Analytics, which 
is 100 percent free, technical communicators have the ability to ascertain which 
pages of the online help documentation are most commonly visited and thus 
derive what issues are most commonly arising. Through this method, you can 
develop a greater understanding of where customer issues lie, and through 
greater understanding, you can progressively develop these hot spots to better 
cater to the needs of your customer. 

You can have a pageview report added to your Google Analytics dashboard or 
emailed to you on a regular basis. Analyzing its content is easy. For example, if 
you see that visitors on average are spending a large amount of time on a page 
that should provide a simple solution, it may mean that the content of that page 
needs to be more concise or simplified. Or, if you see that a page that should 
provide the final solution has a low exit rate, then maybe people aren’t getting the 
solutions they need. You can even drill down to see which pages visitors are going 
to next and update your content if necessary. When applied to your specific help 
documentation, the benefits of modern tracking software are endless!

Reducing Support Calls

Improving 
Documentation Based 
on Customer Behavior

Using Google Analytics 
Pageview Report

How Can Technical 
Documentation 

Help?



Another great forum to use to tap into the understanding of common issues 
arising from your customer base is direct user feedback. Monitoring forums such 
as social media outlets and blogs offers you a greater understanding of where 
customer issues arise and can provide valuable insight into the development 
process of your technical documentation. 

Monitoring a customer’s social media comments about your product or help 
documentation can be immensely helpful. Many companies think they know 
exactly what their customers are looking for, and some even get it right, but 
customer needs are always changing, and staying ahead of the curve is a constant 
and dynamic task. Customer social media comments will tell you exactly which 
parts of your product or help documentation customers are unhappy with and 
wish for improvment on. Other’s follow-up comments can provide insight into 
whether the feeling is mutual among the community. Customers are going to use 
social media to discuss your product, so knowing where they’re doing it and how 
to monitor it can be very beneficial.

One very important aspect of your online help documentation is that it is 
imperative to not overlook the user experience (UX). The most thorough of 
documentation is useless if it can’t be found. While comprising your technical 
documentation, you must focus on ease of access and organization. Online help 
is only effective if it saves time. Your customers will not spend countless amounts 
of time searching for a solution before they abandon their search and look for 
alternate forms of support. Find out exactly what your customers need from 
each page, provide summaries of page’s contents so customers know what they’re 
about to read and whether it’s what they’re looking for, and have an organized, 
user-friendly menu system and search that is easy for your customers to navigate. 

Whose responsibility is it to work toward the goals outlined in the business 
strategy? In today’s market, the responsibility falls on the shoulders of everyone 
within the organization, not just your sales and marketing teams. While sales 
and marketing are often the front lines, it is increasing the customer experience 
that can be the most profitable investment for a company. Creating an internal 
synergy of customer commitment throughout your organization is the only 
way to effectively build a solid foundation for the customer experience to rest 
on. As technical communicators, you have the opportunity to have customers’ 
attention more than almost anyone else in your organization. This opportunity 
should not be overlooked. Talk to your team and find out what your customer 
retention, product development, or other company goals are and make it a part 
of your daily tasks and priorities to use your documentation to help achieve your 
company’s goals and increase customer retention. Spending a little bit of time and 
effort to improve your existing customer experience can produce in multiples the 
revenue results of sales and marketing. 
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Technical communicators have the same responsibility as all other departments 
with regard to aligning to company goals. If aligned properly, the success of 
technical commentators will be apparent to the company as a whole.

•	 Technical communicators have more opportunity than others to get their 
content in front of customers once the sales and marketing process is 
complete.

•	 Increasing customer retention through technical communication can be 
easier and vastly more profitable than attaining new customers through sales 
and marketing.

•	 By using analytics software, social media, and insight from other 
departments, technical communicators can make sure their strategy is 
successful and aligned with that of the company.

Summary


