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Overview 
 
Over the last few years, the way we interact with information on the web has 
drastically changed. We now live in a Web 2.0 world built around sharing and 
social interaction rather than just searching for static information. Yet online Help 
systems are still stuck in a Web 1.0 model where they exist in isolation from other 
information systems. Neither traditional online Help systems, such as our own 
WebWorks Help, nor simplified web-based online Help systems using 
technologies such as DHTML deliver the engaging experience that users now 
expect. This paper outlines ideas for a new delivery format optimized for today's 
web and designed to meet current user expectations. 
 
Shouldn't your Help talk to the rest of the web? 
 
Why we need a new format 
 
The majority of formats in use today for delivering technical content to the web 
are based on 1990s technology, usually constrained by the features and 
functionality of web-browsers from that period. 
 
These formats are usually stand alone static collections of information that 
represent a snapshot in time when a particular version of a product was 
released. Once published, they are rarely maintained and updated (See the 
WebWorks white paper on “Is Your Online Help a Security Risk?” for more on 
this aspect.) 
 
Product documentation, and online Help systems in particular, are often 
published as separate data sets from corporate websites, usually with a separate 
URL, and lack any interaction and synchronicity with updates and changes to a 
company's main online presence. 
 
Being based on older technology, these static data sets cannot take advantage 
of modern web tools, such as search or analytics, that are now an essential part 
of finding information and measuring performance. 
 
As we have discussed in other white papers, the computing landscape is 
changing thanks to the rapid adoption of mobile devices. More people are 
accessing information online via smart-phones and tablet computers each day, 
and the trends seem to indicate that this will be the predominant form of online 
access within a few years. The current online delivery formats do not provide a 
rich experience for this type of user. 
 
The new ePUB format is a good first step in delivering your content to today's 
mobile devices, but it is still largely a traditional book-based model with limited 
interaction between the data set and other online information sources. 
 



 
 

 
 

We need to move away from delivering data sets to delivering dynamic 
information. 
 
Over the last several months, we have had increasing numbers of conversations 
with customers who were either asking for, or in some cases considering 
developing their own, delivery formats better suited to working in a web 2.0 
world. 
 
How should the new format behave? 
 
As one of our customers outlined in a recent email, “delivery needs are evolving 
beyond locally accessed standalone online Help systems delivered with a 
software product. Information delivery needs to be live, cloud-based, search-
oriented, and as engaging as any other modern site on the web.” 
 
What is needed is a more standards-based approach to delivery; one that can be 
leveraged to provide information the way your customer needs it, at the time they 
need it and on the device they want. 
 
This new format should also be device-aware, capable of running on a desktop in 
a browser or on a mobile device as needed. 
 
But above all, as discussed earlier, there is a clear need for a new format that 
works with today's social web, and that leverages the advantages of shared 
community knowledge.  Such a delivery format also needs to acknowledge that 
more people now use search as the primary method for locating information, over 
and above traditional hierarchical navigation structures. It also needs to be able 
to leverage analytic tools to map user experience and the relevance of parts of 
the information set. 
 
By taking this approach, it is possible to provide a satisfying user experience. 
 



 
 

 
 

About ePublisher 

ePublisher enables cost-effective processes for efficiently writing, presenting, 
and deploying online and print publications. Through the use of its three 
components, organizations can leverage existing authoring tools and content 
management systems and meet organization-wide publishing needs without 
incurring expensive training or software deployment initiatives. Its open system 
architecture, based on industry-standard XSL, enables a large degree of 
flexibility, customizability, and migration investment protection. 

ePublisher will save your group time and seamlessly fit into your writing workflow, 
giving your writers more time to do what they do best - write.  

About WebWorks.com 

WebWorks.com, a brand of Quadralay Corporation, is the leading provider of 
comprehensive online publishing and help system delivery solutions. Its products 
and services constitute the definitive single source for all your ePublishing needs. 
We specialize in content conversion software that outputs Web, online help, wiki, 
and electronic publication formats. Our ePublisher Platform can automate the 
conversion of source documents in popular authoring formats such as DITA-
XML, FrameMaker or Word and convert them to multiple end-user formats such 
as wikis, mobile devices, WebWorks Help, HTML, CHM, and PDF. Our 
conversion system is based on XSL so that output formats can be customized or 
even developed from scratch.. 
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