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MindTouch Technical communicationS Suite
The right tool for your social help community
How can we help?

We're here to help.

« Invite new users: MindTouch works best when others are helping contribute.

+ Import your existing docs: You can import from just about any source.

+ Add a "Help" link to your web site: And start the social help experience.
MindTouch TCS Setup Guide

Please don't hesitate to contact your MindTouch representative if you have any questions. We're here to help.

What is MindTouch TCS?

It’s Help 2.0. It's a social knowledge base. It’s a help center and your customers will actually love using it.
It’s cloud based. It’s easy-to-use, like a wiki. It’s great for creating product help communities.

Key Benefits
1. Lower your customer support costs.
2. Juice your search engine ranking (SEO).
3. Create more engaged and loyal customers.
4. Increase your lead generation.
5. Sell and market better with personalization.

Let's Get Started

The power of MindTouch TCS is in the ADC's where collaborators can author, discover, and curate smart
content.

Author Discover
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Y First things first, we want you to learn the basics and then you can sign up for our weekly
webinars where you'll learn more.

Getting started

Let's walk you through a brief overview of the functionality in MindTouch TCS. In this walk-through
we'll be editing a sample user guide for a fictional product we're calling "The Acme Jetpack."

Authoring

MindTouch TCS helps you create help content easily in two important ways. Here's how...

1. First, by using our templating system you’ll be creating content that is dynamically connected to
each other. Templates are your friend.
2. Second, the page editing system itself is extremely easy to use. Creating pages, editing and sharing
them with colleagues has never been easier.
The Intelligent Documentation Framework
Included with MindTouch TCS is the Intelligent Documentation Framework (IDF), which provides both
authoring and discovery tools - for now, we'll use the content templates to author content.

Let's start authoring by creating your first page in our sample Acme Jetpack user guide: a new page on
"Acceleration" in the Propulsion topic.

&« Edit page o Mew page Morew
Nl

MindTouch 2010 Beta Acme f=ip

Propulsion

Modified 21:14, 9 Jul 2010 by = Admin | Page History

Click "New Page" once you're on the Propulsion page to launch the page gallery - MindTouch TCS
provides a list of common documentation templates that aid in the Authoring process. Select "Feature
Page" and then create your page.
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Saelect a page template

FAQ Entry .
Provides an answor to o -q
frequently asked question,

2-Column Layout
Page layout with bwo ogual
columns (MindTouch
dofaull)

Feature Page
Explains what the feature b
or what its benefits arg to
the user or customer,

Reference Page
Describes in detai the

Sample Page

e

3-Column Layout
Pago layout with thron
equal columns (MindTouch
dofault)

Methodology Page
Provides principles,
techniquos, and best
practices relabed fo the

product of a spocific
fpatura.

Technology Page
Provides technical

—_—
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& Leam how 1o create your own templaies

Provides a sample
document of configunation
1o b used as starting point

overviw aind know-how of
a technolegy related to the
product of & particular
feature.

Creale naw page

Notice the page automatically fills in a suggested structure for your content in the standards-compliant
WYSIWYG editor. Add your content and hit "Save" - congratulations, you've created your first page!
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Feature

use the section below to describe in detail the product feature. Additiol
you &3 with the feapurs, what 1t cannot o (within reason), 1 what siow
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More Power to You

Overview

ACCEMTITION MALCENAS POILE Varius SEM 41 SEMper. Numd Sit amet diam urna. Nunc nec sapien velit. Phasellus 0y magna, consequat
vil dlgilend egel, comaalis 2 lacus, Quitque B2 Dufpis coniscistur Iguld oandimemium moleilie. INDeger pOSRre IREliqus Dafpid ag
bibendum. Sed accumsan scelerisque dotor at aliguam.

Feature

ACCeleralion Maecenas POt varius sem At semper. Munc sit amet dam urna. Munc nec sapien velit. Fhasellas aou magna, consequat
wvirl eleilfend eget, comvalis a lacus. Quisque ¢ Durpis Consecetur ligula oondimenmum molesti. INDEgET POSEre TrisTigus Darpis ac
bibendum. Sed accumsan scelerisque dolor at aliquam.

What are the benefits of this feature?

AcCRMTation MBEoiAAs Pota variug S8 41 Sempir. Muss: §It Amet Sam umma. Nund nec Ragisn vilit. Phaselles Bou maghd, Coniegua
vel gleifend egetl, comaing B latus, Quisgue &2 berpds consecietur Lgula condimentum molestie. Integer possere ristigue tarpds ac
bibeadum, Sed acgumsan sfelerigue dolar at dhiguam

When to use this feature?

ACEleration MaLCEnds POItA varius Sem a4t semper. Nunc Sit amet dam urna. Munc nec sapien velit. Phasellas arou magna, consequat
vel eleifend epet, corvalis a Racus. Quisque 3¢ rarpis consectetur Igula condimentum molesti. INDEGEr DOSIENE ITATigUE DUrgis ac
bibendum. Sed aocumsan scelerisque dolor ar aliquam.

MindTouch TCS includes community scoring - rating pages from users helps both discovery and curation.
Giving a positive (i.e. "thumbs up") review of a page boosts its ranking in search results for appropriate
terms. For this example, you will rate a page negatively (i.e. "thumbs down") instead. Try giving your new
page a negative rating - you'll be prompted to offer feedback on improving the page, which will be
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displayed as a comment for editors. This gives you insight into how your content is perceived by your
community.

| 0 of 1 found this page helpful ﬂ |

Thanks for your feedback

Please leave community feedback to improve this page:

| want to know mere about fuel efficiency and total cost of ownership. |

Discovery
Next in MindTouch TCS is discovery. MindTouch TCS helps pages take on a life of their own. Here’s how...

1. When you create content using templates, MindTouch TCS’s Intelligent Document
Framework (IDF) recognizes what content belongs where and dynamically organizes it for you in a
way that allows your end users to easily find it.

2. By using templates you're adhering to a methodology designed to make content easier for your
community to find and understand.

Dynamic Content

Let's go back to the Acme Jetpack Guide - you'll see that the guide has automatically updated the table of
contents with the new page you added - that's IDF at work! With IDF at hand, your authors only need to
worry about writing and classifying content - MindTouch will self-organize the content to make it highly
discoverable. You can also utilize page tags to have IDF organize tutorials, reference guides, and
troubleshooting guides.
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Acme Jetpack

Modified 0000, 25 Oct 2010 by

Guide Conterts

This guide provides an overview of product features and related technologhes. In addit

User Guide

Rk Troubléshaating

Recent Changes

on, it contadng recommendations on

best practices, tutorials for getting started, and troubleshooting information for common sibuations.

Topics

Introduction . Trendier than a hot air balloon and sturdier than the wings

caliiv i)

Fropulsion

Adaptive Search

of lcarus, the Acme Jetpack expands the possibility of one-
person flight to the average civilian. The jetpack runs on the
samie gasoling as a car to provide safe, high-speed,
recreational air transportation. Weighing 245 pounds, tha
pack has a maximum thrust capacity of 500 pounds and
reached a maximum hovering evel 7,500 faet,

Perhaps you've seen one of those unfortunate velovids of
the IgnikTricks from the ‘40° or the Siemens X-80'% from

the early '50°s - the explosions, the fires, the plasma burns,

the dowr nurses in the burn units, the hyperbaric chambers
shaped like Mickey Mousa, the robodocs and their silvery
cutting tools, the years of litigation, old Mr. Trick sitting on
that pile of antique George Washingtons, his old man voice

wearbling: "You'll newver take what's ming| ™

Mo 1gnition Coils

Rocket Boosters

Using vour jetpack to fiy

MindTouch TCS indexes content smartly. Here's how...

Table of Contents

Introduction
Igniicn
Agme lonition Coils
Propyision
Rocket Boosters
Using vour jetpack to
fy
Mavigation
Preferences

Salfely Features

Reports
Community Scodng
Content Aging
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1. By learning how people consume, rate and share content, MindTouch TCS actually learns what
content is relevant and what content isn’t - just like Google.
2. Therefore, search results present the most relevant content in the most relevant places.
For users who are more comfortable with searching, MindTouch TCS offers adaptive search - a search
algorithm which learns from your community's interaction with your content and builds collective
intelligence. Community activities like rating pages and interacting with search results factor into search
relevance. For example, with adaptive search, users can filter results to hierarchies and sort by modified

date or title.

Let's Get Started
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Sort by: Relevance Title Maodified date
SHOWIMG 1 - 7 OF 7 RESULTS \

Mavigation P’
L LE J T i WOTQs

Overview Description of the navigation feature &

e Jetpack Feature It will get you there! What are

Rocket Boosters

Overview Rocker boosters on your

ck are designed for thrust without the ups and downs of other sy

lgnition
Overview Perhaps you've seen one of those unfortunate velovids of the IgnikTricks from the '40°s or the 5
Introduction

Overview Trendier than a hot air balloon and sturdier than lcarus’s wings, the Acme Jetpack expands the

Adaptive search also feeds into curation - to see it in action, first search for "jetpack" and click through
any of the pages. Next, we'll show you how you can learn from that interaction with curation analytics.

For content that needs improvement, we created curation analytics.

Curation Analytics

MindTouch TCS helps you curate content for the needs of your community. Here’s how...

1. Since the community can provide you with feedback, MindTouch TCS packages that feedback into
community scoring reports.

2. Furthermore, MindTouch TCS has search reports that show you what people are searching for and
what content they are finding as a result. In other words, we help you understand what their needs
are even if they’re not telling you directly.

3. And finally, MindTouch TCS aging reports help you stay relevant by showing where you can spend
time getting old content up to date.

A Note About MindTouch TCS Trial

This trial version of MindTouch TCS includes curation analytics. But there's a catch. Curation analytics
solves the problem that you encounter when your content and community have grown too big to manage
"manually." Therefore when you look at your analytics data today, it's going to be sparse. Look at it in a
month, and you'll start seeing its benefits more clearly. Let's first work on building an audience and bucket
loads of content.

What follows are some screenshots and descriptions of the features you'll find when you turn on curation
analytics.

Let's Get Started 6


http://docs.trialanderror.tech/Special:Search?search=jetpack&ns=main&path=

DefaultOOBE
Community Scoring Report

Reports

[ Commurity Scoring | | Comtent Aging | | Search

Report on search query: [ Search

Community scoring report on main pages

( | Pages with ratings
Communily Scaring Dutributicn
$0.00 83 pages
by Quality
bt 2 _,-D Average guality score
T0.00 4 i
50,00 < f 89%
] |
w ] |
§ .00 7 [ Unrated pages:
& 00 4 J
.00 | 98.25%
30.00 4 /
10.00 — f Use community scoring of your content to discover
.
000 T -—h|—=_-—d r 1 pages That aren helpful in the table below, You
&-15 20-15 40-58 60-74 B0-100 can also export the table from this report
Rated Quality (%) it
L

When you dive into the community scoring report - it identifies which content needs most attention in the
eyes of the community. MindTouch TCS charting displays a visual distribution of your content as well as a
table of metrics to measure the quality of your content. As the site continues to expand, low-scoring
content will be pushed to the attention of your site curators. In addition, curation analytics allows you to
filter your strategic content to focus on specific areas of interest. If you prefer to crunch your numbers in a
separate program, note that all data from these reports can be downloaded as a CSV.

Content Aging Report
Reports

[ Commurity Scoring [ Content Aging . Search

Repart on search query: Search

Aging report an main pages

i T

Page; counted in this report
Contant Aging Distribution

4756 pages

Average time since last edit

2, 000000

gz L750.00 230 da‘ys

2 1,500.00

8 1,250.00 Pages last edited mare than 2 years ago

§ 1m0 416

5 e
Identify pages which have nat been edited recertly
to keep your content accurate and fresh. You can
o3 A5 71 13-24 also export the table from this report
Last Edited (Months) file .,

The content aging report analyzes your content by time of last edit. As your site ages, this report
highlights pages that haven't been updated in a long time.
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As with community scoring, curation analytics allows you to filter your help content to focus on specific
areas of interest. Filter your reports by topic or hierarchy - the insights provided are endless.

Search Reporting
Reports

. Commurity Scoring 1 Content Aging Saarch

Sel reparting date range: 1wk ago .=.| By | nsday .tﬂ' SeL range
Popular search terms
dekiscr iJ:"- [+ I ney B X [ Search gueries ane sphn ino individual search
i : v (F le- “mindtauch conf n" and
g"-"[]gldijh} In Stal | & _ & |"|‘II'I{|[ULII’_|'| tenms (For example” mencrawch configuration an

“mindtawch installation™ bath cantribute to the
rh:lgl?‘. path:sandbox/* T retriey search setup populasity of the “mendtouch® term)

tags template templates to ybunt
upgrade

Show gueries containing tenm: Show queries

Search provides insight into what your users want. Tap into that insight to ensure you have coverage for
the topics that your community needs help with. Execute reports on the most common search terms and
queries with search analytics, and learn from the results what people are clicking through. As more
searches are made, you'll see the search term cloud fill in. These are the terms that people are looking for -
do you have help content to cover these needs? Search reporting helps product managers address
unmet needs at the point of pain.

Your Next Step

We hope this short walkthrough gave you insight into why MindTouch TCS is the right tool for your social
help community. We're passionate about creating exceptional product help experiences, and this is only
the beginning: you should sign-up for our weekly webinars to learn how to create better documentation
and a thriving community.

Sign up for our

Free Webinars
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