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The Core User Problem » Gaps in knowledge

Team members could not easil * Information repeatec
Y » Knowledge held by specific team

find, or trust documentation. members only
 Documents contradicted each-other

..And a Problem for the Business * Product was more costly to produce

o . . * The growth of the product was slow
Effectiveness was |mped|ng * Quality and timelines harder to meet,

our ability to meet objectives. and more costly
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Hypothesis and Validation

A successful system would help people
find| information, know what is true, and
understand how to do things.

Would this be true for this team? And
how would the solutions manifest?
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conducted across the team.
knowledge in other software
Designers  Developers  Quality Assurance  Project Leads

Coordinators  Copywriters  Operations




Attributes (what it's about?) [opic

Qualitative interviews showed what the
team wanted most.

Sprint Board Task Statuses general scrum how-to ref facilitator

definition of development general scrum  ga how-to ref facilitator

Design - Features general scrum design how-to ref facilitator

definition of complete general scrum  how-to  ref facilitator

 Documents for getting work done

 Documents not related to the service

* Knowing how to document things

* Knowing requirements

* A structure not based on disciplines

 Ability to add supporting materials to
documents

* References being used in relevant ways

* Truth is knowable

» Tracking status/progress

* Multiple ways to find documents

git reba
points es
Draft: L
Draft: Se

epic/tas

coding s
content
clickup
quest cre
reviewin
Custom
restruct

code lint

mw®em
getting started, or how to X guides (general)
requirements (business, functional, technical)
general information on the service

docs for processes and standards (catch-all for env

setup, coding guides, special cases)
search function

doc linkage: should reference other documents where

relevant

how to use documentation (where to put, how to write,

templates)

feature documents

diagrams (embedding preferred, linking needed)
revision history of a doc (who, what)

research information

table of contents

AP| documentation

component documents

filtering by category/subcategory

robust editor

the lifecycle of a thing (wd, 50%, complete, etc...)

doc health summary

document summary (doc, component, feature, ref GUI's

feature notes)

Noted By
leads qga design dev
leads ga design dev
ga copy dev ops

dev ops

dev ops

design dev

design dev ops

design dev ops
dev
dey
dev
design dev qa
ga design dev
design dev
leads dev
design dev
leads ops
leads dev

dev

doc section
segment
doc section

doc section

iX

segment

doc section

doc section
segment
segment
segment
segment
section

doc

segment
segment

segment




Analyzing patterns from
existing documents
suggested a number of
possible solutions.

Are factual and how-to documents
different? What about information
that crosses domains?

Types of Documents

BB Default view ter Sort Q - BN

Doc origin Attributes (what it's about?)

Sprint Board Task Statuses general scrum how-to ref facilitato
definition of development general scrum qga how-to ref facilitato
Design - Features general scrum design how-to ref facilitato
definition of complete general scrum  how-to  ref facilitatc
qa severity levels general scrum ga how-to facilitatc
platform connection diagrams general service ref thing
git rebasing guide general git how-to ref domain
points estimation general scrum ref how-to facilitatc
Draft: L+ Arch Proposal general service ref thing
Draft: Service Guidelines general service approach how-to ref

epic/task templates general scrum  how-to  ref facilitatc
deployment strategy general git how-to ref domain
feature branch strategy general git how-to ref domain
coding standards general how-to coding ref domain
content pipeline assets general coding approach how-to ref facilitatc
clickup notification settings general scrum  how-to  ref facilitato

quest creation guide general pipeline how-to ref facilitato

reviewing merge requests genera ai how-to e domain






Documentation goals Documents (specifically)

 clear and easy to navigate » assessable/parseable at a glance
» easily extensible/flexible * written by domain experts
 capture the needs of each domain involved  clear with what they document

« efficient, and prevent effort duplication
» predictable at the macro and micro level
 reflect how the team thinks, and what they need



Working through several
approaches revealed some
consistent themes about
documents.

 Introductions to the product
 Knowledge about how to do work
 Facts about the product

* Information that supports the product

Pass O

Ligquid+

Features

=» What is the role of a qu
Design

=» How should a quest look
Front-end Browser app

=» What is the logic behind
Front-end Native app

=» What is the logic behind
Environments

s are involv

=» How do I test guests?
External services

=» How are fan activities g
Admin

=> How do I add a quest in
Support

=» What are most frequently

ts?

Branding & Marketing

=» How should we setup a pl
Organisational pr

=» Where do I add a new tas

introduction
general information
scrum (sprints)
content
engineering

odeb
guality assurance

document templates (is separation

The general setup implicitly says

external services), how do we rec

To me, DevOps are things like update

the platform and environments, etc.

Knowledge Base by Topic
» introductory information
» technologies
* documentation
engineering
publishing code
quality assurance

operations

content (is this relevant? content is

Pass 2

Liquid+

Knowledge Base

introductory information
technologies
documentation

design (?!)

engineering

publishing code

quality assurance

operations

The Product
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research
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content archive

glossary

how to make things mutually exclusive; that's impossibl
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Creating logical sections within
each category was mostly easy,
except for product docs.

Knowing where 1o look needed to be easy. So |
wanted to make sure the total depth was
shallow, preventing an overly-formal structure.

The Product (v4, 10)

brand

- foundation (design in polaris)
content
patterns

i CCHTiFJDI"IEi"ItS
pages
user journeys (flows)
types of content

- features

services

The Product (v5, 8)
brand
design
components
pages
journeys
types of content
features

services

The Product (v6, 6)
brand
design
user application
types of content
features

services

Product (v7, 7)

> foundation

components
pages

* journeys
types of content
features

Services

Product (v8, 9)
brand
writing
design
components
pages
journeys
types of content
features

services

Product (v9,10)

this version is more about the design system that
is made, and then the application that implements
it (first 5, last 5)

brand

writing

design foundation
patterns
components
pages

journeys

types of content
features

services

Product (v10, 5)
brand
writing
foundation
user application

features & services




Infroduction

Quick Overview

What is the Project
Who’s Working on It
etc...

The Proposal

Knowledge Base

How we Work

Using Software & Tools
Design

Engineering

Publishing Code
Product Testing
Operations
Documentation

The Product

Facts

Brand
Foundations
Components
Pages

User Journeys
Types of Content
Features
Services

Support

Supporting Knolwegde

Product Lifecycle
Product Testing
Research
Content Archives
References
Glossary



A Problem of Acquisition and Truth

Even if you can find a document,
how do you quickly find the
information you need, and how
do you know what it says is true?




B Getting Started with Documentation

Several existing patterns  ® Migating a Document

(in The Wild) helped B Document Lifecycles
SOIVe 'I'hese docu men'l' B How to Write a Document
SpeCifiC neEdS. B Editing Documents

B <Template/>



Documents borrowed from books, feature docs, and the overall
theme of the system itself: summarize, detail, support.

r" Front Matter W Ov =W 1] W r !
summary summary Summary Summary
Background Examples Goals Background
@ Component Details
Non-Goals LJ Usage
W Feature Details L Component Design
LI Solution L2 Technical Design LJ Technical Design LA Journeys
LJ Content LJ Dependencies
I Endpoints B3 Back Matter User Tasks
L] Dependencies Revision History Impact Measurements

L Risks 8 ‘ance B Back Matter Future Improvements
f

ﬁ' Ba Aatter _ dack My R ion HiE.'.l:;:-|"_-:,.-' Contributors

Revision History ry Future Impro
Future Improvements Contributors

Contributors

Contributors




Document lifecycles borrowed from several sources.
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PROPOSAL (NO. 2]

SOLUTIONS

e Structure

e Approach

e Effective Documents

e Trustable Documents

» Technologies & Software Used
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Detail

Support

[ e Front Matter

o Summary

o Background

o Goals & Objectives
o MNon-Goals

s Feature Details
o Solution
o Design
o Quality Assurance
o Impact Measurement
o Risks

= Back Matter
o Revision History
o Future Improvements
o Research
o Archive
o References
o Contributors






Interviews contained a few highly
requested features for an environment.

The current environment was slow and hard to navigate, so
other options needed to be researched. They needed to

 be fast;

* be easily searchable;
 have a robust editor; and
* include embedding



A competitive analysis of other environments helped
understand which apps were best suited to the feam’s needs.

App Option

You may d at mast 1hr e ing t applications. B Default view
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After a few rounds, the finalists were either

Rating: A / 4.7 Rating: A / 4.6



A Question and Challenge

Databases were more Database displa\i options

BB Table ¢<— curated views Filter Sort Q  »e

appealing, despite the

added complexity.

Choosing the database approach created an
additional challenge however. A manually
generated tree would be necessary to help
newer users.




Notion Sidebar Project Page

)\

Table of Contents Document Database

Important Product Links

|
Notion Search I
|

(to any page) WV

(via tfree menu)

(to other tool)




ReViSion h iSto ry for Revision History

B Default view

QA was lacking, so e

1.8 2022/06/08 Troubleshooting: Added Windows + Java Virtual Machine guides

we n e e d e d I o c I e a I e 1.7 2022/05/12 Updated “Inspecting Network Calls” debugging section

1.6 2022/05/11 Added troubleshooting point on IBAgent-10S

= _ 2022/05/11 Apple Silicon M1 setup - Added missing step for Android
o u I ow n s o u I o n o 2022/04/12 Added setup for Apple Silicon M1

2022/04/06 Added the info about configuring trusted certificates for debugging in
Android.

Team members needed to have a clear _.

2021/12/07 Merged multiple setup documents into one.

snapshot, and finding old data needed to
be easy.







Project Outcomes

 The team is happier, contributing much more,
and trust is higher.

e Velocity of the team has slightly increased.

« Other teams adopted this approach for their
own projects.



Remaining Challenges

Some hesitation with
contribution remains

Some adjustments
would be helpful.

Improvements

Incorporate documentation into sprint work
Review process and questions with staff
Encouragement

Using databases for serialized content
A unigue space for requirements
More utility with the sidebar
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» & Contents
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Home Page Contents and Areas of Documetnation



¥

Liquid+|Docs

Introduction

Knowledge Base

Working Draft
Working Draft
Stable
Stable

Working Draft

Stable

Stable

Working Draft
rking Draft

Stable

Stable

rking Draft

Using

Using Softwa
Design
Engineering
Publishing Ce
Product Testing
Operations
Documentation
Brand
Foundation
Components
Pages

User Journeys
Other

Features

Product L

Research

Component Page

Contents

Working Draft

B Overview

Summary

{what is

Examples

Design

ponent)

the component)

Working Draft Content Archives
i References
Waorking Draft eference |
Code Snippet

Working Draft Engineering
{e d Engineering ile App
Revisions Needed Engineering Maobile App
Engineering Mebile App
Engineering Mobile App
Engineering Maobile App
ns Needed Engineering Mobile App I_” CG mbone nt DEtai IS
Needed Engineering Mobile App p
Engineering Mobile App

L Usage

i iohile A ECLC mentation .
Engineering Mooile App umentation v fo use this compe

isions Needed Engineering Aobile App
Deprecated Engineering Mobile App

Raswricinne haadad Enminaarinm hnkila & 7

Database View, with Key Properties (Documents) A Single Page (template)



Designer, Researcher  Nik Jeleniauskas

Team Me, The Liquid+ Team as Support



