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Tutkimuksen tavoitteena oli selvittdd miten tydskenteleminen vasta perustetussa
ohjelmistoyrityksessa vaikuttaa teknisen viestijan tuottaman dokumentaation laatuun.
Tarkoitus oli selvittdd millaisia esteitd on teknisen viestijén tiell4, kun han yrittda tuottaa
laadukasta dokumentaatiota ja miten hén voi pastd ndiden esteiden yli. Laht6kohtana
tutkimukselle oli, ettd laadun varmistamisessa prosessien kehittdminen ja kayttéonottaminen
ovat ensiarvoisen tarkeitd. Tulosten valossa lahtokohta pitad paikkansa. Prosessien
kehittdminen ja k&yttdonottaminen eivét kuitenkaan ole helppoja toimenpiteitd, joten niihin ei
yleensd vasta aloittaneissa yrityksissa ryhdyta.

Laadukas dokumentaatio antaa kayttajalleen sen tiedon, mitd hén tarvitsee silloin kun
hén sitd tarvitsee. Taménkaltaisen laadun tuottamisen taytyy luonnollisesti l&hted niista
tarpeista, joita kéyttajalla on. Tutkimuksessa esitellddn laadun méérittelyyn holistinen malli,
joka kattaa useita laadun maaritelmid. Tutkimuksessa kédytetty maaritelméa lahtee nimenomaan
kayttajien ja heidan tarpeidensa kartoittamisesta ja analysoimisesta dokumentointiprosessin
avulla. Nain laadun varmistamiseksi tehty analyysi palvelee dokumentaation laatijaa, jotta hén
osaa tuottaa juuri sellaista dokumentaatiota, joka vastaa kayttajien tarpeisiin.

Tutkimuksen empiiristd osaa varten haastateltiin kahden vasta perustetun
ohjelmistoyrityksen teknisié viestijoita. Heilta kysyttiin dokumentointi- ja
tuotekehitysprosesseista ja laadun tuottamisesta. Haastatteluaineiston analysoinnissa
kaytettiin hyvéksi prosessimalleja kirjallisuudesta. Lisaksi prosessit arvioitiin prosessien
kypsyysasteikolla. Prosessien kypsyyden vaikutus teknisten viestijoiden tydhon osoittautui
melko merkittavaksi: mitd kehittyneemmat prosessit, sitd helpompi teknisen viestijéan on
keskittya laadukkaan dokumentoinnin tuottamiseen, sill& silloin materiaalia on helpommin
teknisen viestijén saatavilla ja tehdyt suunnitelmat ohjaavat dokumentaation tuottamista.

Teoreettisen viitekehyksen nédkokulmasta ndiden kahden yrityksen tuottaman
dokumentaation laatu ei siis voi olla paras mahdollinen tai ainakin laadun tuottamisen
toistaminen on vaikeaa. Tutkimuksessa ei kuitenkaan perehdytty yritysten tuottamaan
dokumentaatioon, sill& kyseessa oli pikemminkin teoreettinen kartoitus siitd, miten laatua voi
tuottaa vasta perustetussa ohjelmistoyrityksessa.

Tutkimuksen tuloksena oli, ettd pahin este on vakiintuneen toimintatavan, siis
prosessien, puuttuminen. My6s kommunikointikeinojen ja —kanavien puuttuminen havaittiin
esteeksi. Teknisen viestijan tyonkuva on aloittelevassa ohjelmistoyrityksessa erilainen kuin
esimerkiksi jo vakiintuneessa isossa ohjelmistoyrityksessa: han on yksin vastuussa koko
dokumentoinnista alusta loppuun. Liséksi hanell& voi olla muita tehtévid, esim. k&dannos- ja
kielentarkistustoitd dokumentaation tuottamisen lisaksi. Yrityksen pieni koko aiheuttaa juuri
sen, etté tekninen viestija on vastuussa itse kaikesta dokumentointiin liittyvasta, silla isomassa
yrityksessd myos teknistd viestintadé on tekemassa useampia henkil6itd, joilla on mahdollisuus
erikoistua teknisen viestinnan eri osa-alueille oman kiinnostuksensa mukaan.
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1. Introduction

The idea for this study stems from an idea market presentation at the FORUM 2000
conference in London on 12-14 July 2000. The presentation was held by David
Farbey, who talked about the role of the technical communicator in a small or a start-
up business. The presentation and the ensuing discussion concentrated on what the
technical communicator does and what abilities she® has. The discussion included
thoughts that the technical communicator in such a business must have a very strong
sense of self-confidence to be able to manage alone, without colleagues and their
support. On the more practical side, the technical communicator is, in such
circumstances, for example, responsible for all production aspects of documentation
and the documentation process. Often, the technical communicator is also the only
one among the employees with any training in communication skills. The working
title for this study, The Role of Technical Communicator in Start-Up Software

Business, was also inspired by Farbey's presentation.

Some researchers see technical communication both as a discipline and a profession.
These two aspects, or faces of the same coin, of technical communication are linked
by research, which also "sustains both by providing the bases from which to develop
new areas of inquiry and to find solutions to problems.” (Pinelli and Barclay 1992:
526.) Technical communication is a new field in Finland, as a profession, as an
educational orientation, and as a research area. For example, as Tytti Suojanen studied
in her licentiate thesis 106 Finnish technical communicators, she discovered that 77%
of the respondents had less than 5 years experience in the field, which partially
demonstrates that the profession is still developing in Finland (Suojanen 2000: 102).
Education in technical communication has been available since the 1990's, another
testimony to the developing nature of technical communication in Finland.

! In this study, I will use she as a general reference when discussing technical communicators, instead
of he, or the more complex forms she/he, or s/he. There are two reasons for the selection: first, one
study with 106 informants indicated that the majority, 77%, of Finnish technical communicators are
women (Suojanen 2000a: 97). Secondly, the two technical communicators interviewed in this study
were women. This is enough to warrant, in my opinion, the use of she in this study.



Information on all the three aspects of technical communication is therefore needed to

shape the field in the future.

As a discipline, technical communication developed considerably in the 1990's. One
testimony to the growth is the growing body of theory and research that draw from
multiple disciplines, practices, and technologies that help the emerging new
multidisciplinary field. As a profession, the growth corresponds to the development in
the discipline of technical communication. In addition, a growing number of academic
programs have been devoted to technical communication. (Staples and Ornatowski
1997: xiii.)

In the process of learning more about the profession, I have noticed that research in
the field of technical communication is rather scarce in Finland. It is partially due to
the young age of university programs in technical communication (Suojanen 2000:
33). This situation will undoubtedly change as the profession matures and more
technical communicators enter not only the professional side, but also the research
side of technical communication. This study aims to contribute to the emerging
picture of the Finnish technical communicator by presenting a view on what technical

communicators working in start-up software businesses are engaged in.

The objective of this study is, therefore, to add to the knowledge pool of technical
communication in Finland. In doing so, it also attempts to provide a basis from which
other researchers can develop their research ideas. In addition, it attempts to provide a

basis for solutions to problems in the field of technical communication.

In this chapter, I will introduce the aims of this study and the method and material
used. In addition, the last section presents a framework for the study with brief

descriptions of the content of each chapter.

1.1. Aim of the study

This study discusses what a technical communicator does in a start-up software
business, as opposed to what technical communicators may do in an established
software business or in other fields of business. The focus is on how the technical
communicator is able to produce quality documentation in a start-up software

business. One tentative means proposed for producing quality is establishing and



following processes. The key words of this study, in addition to technical
communication and technical communicator, are thus quality and process. The usage

of the key words in this study is defined in chapter two.

| start with the premise that what the technical communicator does in general in a
start-up software business is different from what a technical communicator does in an
established business. The premise is grounded on the assumption that she is probably
the first, and often only, technical communicator (or anyone with professional
communications skills) employed. In an established business, the technical
communicator may work among a team of other technical communicators. Another
assumption is that in a start-up business, the day-to-day work is different from work

in an established business due to the lack of processes.

The reason for selecting technical communicators specifically in a start-up business is
because in such a business, it is rather easy to see the what a technical communicator
is able to achieve when starting virtually from nothing; in addition, in start-up
businesses, it is interesting to find out what kinds of tasks technical communicators do
when they have to start from the beginning in a business that has been founded
recently. In general, start-up businesses are often characterized by “closer interactions,
less formal processes and infrastructure, smaller salary and benefits" but also potential
in many areas in the future (Hartman 1999: 1-3). For the technical communicator,
working in a start-up business often entails high visibility; the technical
communicator has thus the opportunity to mould the view everyone in the business
will have of technical communication. The results may be positive or a negative,

depending on her success. (Hartman 1999: 1-4.)

There are some aspects that support the selection technical communicators working
specifically in the software business. First, there are the results of the survey by the
Finnish Technical Communications Society (FTCS) that indicate that the majority of
the society members work in companies that produce software products (Finnish
Technical Communications Society 2000). In addition, for instance the Society for
Technical Communication in the United States reports that in 1998, 60% of its
members work in the fields of computer hardware, software, and related services
industries, compared with 30% in 1985 (Hayhoe 1999: 23). If the majority of

technical communicators do work in the field software development, it provides



legitimacy for selecting software as the area where the technical communicators to be
studied work. Software business is also a relevant research object for me, because |
work in a software business and therefore am somewhat familiar with the problems of

software development as they influence the work of a technical communicator.

As stated earlier, the field of technical communication is very young in Finland, at
least in the software industry, and developing fast, as demonstrated by, for example,
the rapid growth in the number of new members in the Finnish Technical
Communications Society. Technical communication seems to keep pace with the
software business, as stated by Autere et al. (1999: 13), who predict that the software
development business can become one of the most important fields of business in
Finland, if there are enough successful companies that grow rapidly, and if such
obstacles as finding staff do not hinder the progress. Since software business already
employs the majority of Finnish technical communicators, this growth offers a wealth

of job opportunities for technical communicators in Finland.

To supplement the view of the technical communicator in a start-up software business
that is now emerging, a few aspects relating to quality documentation production have
to be added. These aspects are issues on processes (related to product development
and documentation) and process maturity. Earlier in this chapter, one tentative means
was proposed for producing quality, namely establishing and following processes.
This premise could be extended with the idea that it is impossible, or at least very
difficult, for the technical communicator to achieve quality in documentation without
processes, either documentation or development processes. The issue of process
maturity is related to the processes of documentation and development in the sense
that the extent to which the processes have been developed and implemented may

have a significant influence on the work of the technical communicator.

To sum up, it is my aim to shed light on at least some of the obstacles so that this
study could possibly benefit future technical communicators who embark on a career
in a start-up business, whether in the field of software or in other fields. In addition, in
the area of quality in documentation, I would like to uncover whether working in a
start-up software business somehow significantly influences the quality of

documentation. The reasons for this study are thus both personal and professional.



The premises lead me to my research problems: how does a technical communicator
produce quality documentation in a start-up software business? What are the obstacles
hindering the technical communicator from producing quality documentation in a
start-up software business? How does the technical communicator cope with these
obstacles? What are the various aspects of the job that the technical communicator has

to cope with or to avoid?

For this study, | interviewed two technical communicators. In the interviews, | used
interview themes based on the research problems introduced above. The following
table presents the research questions combined with the general themes introduced in
the two interviews. The research questions are somewhat rephrased to match the

general themes in the interviews.

Table 1. Research problems and corresponding themes in the interviews.

Research problem Theme in the interview
What are the challenges of a new technical Challenges of the new job
communicator in a start-up software

business?

What is the influence of documentation and | Documentation: processes
development processes to the work of a
technical communicator in a start-up software
business?

How does a technical communicator produce | Documentation: quality issues
quality documentation in a start-up software
business?

How does professional recognition or lack of | Professional recognition
it influence the work of a technical
communicator in a start-up software
business? And how does she in general feel
about the profession?

One suggestion for ensuring quality in technical communication comes from JoAnn
Hackos, who maintains that the technical communicator has to establish processes to
ensure quality in documentation (1994: xiii). Among those processes is, naturally, a
documentation process. | am interested in how processes help technical

communicators achieve quality in their work.

Since quality is another significant aspect in this study, defining it becomes extremely
important. Does it matter who defines quality, that is, do different interest groups exist

that would like to define quality to suit their own purposes? In this study, the issue of




quality is viewed through a holistic model that embraces various definitions for

quality.

1.2. Material and methods

The empirical material for my study comes from two case study interviews and
literature. | conducted the case study interviews with two technical communicators
working in the field of technical communication. I will refer to the cases as case A
and case B, and the interviewees as interviewee A and interviewee B, respectively.
The literary material used in this study comes from various sources, books, and

professional magazines.

In technical communication, qualitative research concentrates on the issues of interest
in their natural settings. The aim is to discover how and why people interact with their
environments. (Sullivan and Spilka 1992: 595.) In the interviews conducted for this
study, my aim was to find out how the interviewees interact with their working
environments. This aim was based on my initial notion of the nature of the field: it

consists mostly of communication.

As stated earlier, the reasons behind this study are both personal and professional. A
qualitative research project typically starts with the qualitative researcher having a
personal and scholarly fascination with the phenomenon to be studied (Lindlof 1995:
22). During the research project, the researcher respects the phenomenon. While it is
not enough that a researcher has personal interest in the issue to justify a research
project, it is naturally significantly easier to conduct the study when the researcher

feels personal interest in the subject.

The decision to use cases in my study came after | had pondered several research
options, for instance conducting a survey study. | chose the case study approach
because it provides an opportunity to study individuals in more detail than for
instance a survey. Case studies provide means for studying the subjects more
intimately. Case study interviews are a form of interaction, whereas surveys are more
impersonal. In addition, surveys require a large number of participants to warrant

generalizations.



Case studies are often limited in the number of participants, and consequently, the
information gathered cannot be used in generalizations. Instead, case studies offer the
opportunity to study the features of a particular phenomenon in-depth (Morgan 1988:
27). For this study, I contacted two technical communicators for an interview. My aim
was to ask such questions in the interviews as to provide me with material for an in-
depth analysis of the situation of the technical communicator in a start-up software
business. In addition, | wanted to discover if there are any aspects to technical
communication in a start-up software business and in producing quality
documentation in such a business that have not yet been studied. There is hardly any

research into this area in Finland yet, which makes the topic relevant.

The selection of the interviewees occurred in the following manner: | identified a
problem, working in a start-up software business and attempting to produce quality
documentation, in which the subjects were already involved (Morgan 1988: 28). The
common characteristic for both interviewees was being the first technical
communicator working in a recently founded company that develops software
products. Consequently, this characteristic led me to expect that they had experienced
at least some of the issues presented in the themes for this study.

The practical work was carried out with a background information form and a semi-
constructed interview questionnaire with approximately 30 questions grouped under
the four themes of this study. | taped the interviews, but it was never my intention to
transcribe the tape contents entirely except for succinct comments and clarifying

examples.

In this study, | use two models as the theoretical framework for analyzing the

interview material. The models used are:

» Documentation process model. Such a process is aimed at producing high-quality
documentation.

» Software development model. | use it in conjunction with the documentation
development process.

The cases are viewed against the framework provided by the two models. In addition,
| present a process maturity model that | use for determining the maturity level of the

documentation and development processes in the interviewees' place of work.



A process in general provides means for planning and controlling so that success may
be guaranteed. A process consists of describing and specifying the activities that must
be completed at different phases of, for instance, the development, production, and
documentation efforts. The process of documentation aims at producing quality
documentation. (Hackos 1994: 26.) The documentation process model is applicable to
documentation in any field of business; in my study, | apply it to documentation in

software development.

The software development model then grounds the documentation process model to
the actual reality of a software company. The development process is usually an
umbrella process with various sub-processes, such as testing, quality assurance, and
documentation. Usually, a development process is established first and then the other
processes of a company. It may not be worthwhile to establish a comprehensive

documentation process if there is no development process in the business.

The third model used in this study is a process maturity model that explains the level
of process maturity in a business. Process maturity, as the name implies, deals with
the maturity level of processes reached in a particular company, i.e. if the company
has established processes or not and to what degree the processes are followed. | use
this model to determine the level of maturity of the two above-mentioned processes in
the companies where the case interviewees work to find out if the level has any
influence on the work of the technical communicator. The implications of the
maturity of a process are such that the influence is felt in the work governed by that
process: for instance in the documentation process, the level of maturity governs the
work of technical communicators; and on a higher level, the maturity of the main
process, the development process, influences the work of everyone working under it,

including technical communicators.



1.3. How this study is organized

This study is organized in such a manner that chapter two lays the foundation for the
discussion. It provides definitions for the terms used and reasons for selecting certain
terms in favor of others. The terms defined are technical communication, technical

communicator, quality, and process.

After the foundation is set in chapter two, | will proceed to the more precise issue of
the technical communicator in a start-up software business in chapter three. This
chapter holds my empirical information, including a description of the methodical
framework. The models that are used as the theoretical framework are described. The
results of the interviews with interviewee A and interviewee B, respectively,
including comments on the results are presented in their own sections. The answers
are in Finnish, with translations and descriptions provided for each answer. The last
section in chapter three is a brief summary of the main findings of the earlier sections.
It is structured following the research theme structure and I will concentrate on the

possible the similarities and differences observed in the interview answers.

Chapter four is dedicated for conclusions. In that chapter, I will also present ideas for
possible further research that may have surfaced during the process of writing this
study. Chapter four is also where | will take a critical look at the entire thesis-writing
process and all the positive and negative aspects inherent in the process. The
empirical input is also viewed critically in this chapter.

Finally, there are three appendixes in the study that outline the practical

implementation of the case interviews.
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2. Definitions for technical communication and
quality

In this chapter, 1 will define the terms technical communication, technical
communicator, quality, and process as they are used in this study. It is important to
give a name to the field because with a name, technical communicators also receive a
common language and metaphors that can be used in discussing what technical
communicators do. Naming also outlines the field and provides the members of the
field with a sense of identity. (Schriver 1997: 10.) I do not intend to define the terms
comprehensively; on the contrary, they are defined for the purposes of this study and

as they are used in this study.

In conjunction with the definitions, | present some information on technical
communication as a profession and on the various requirements that are set for
professional technical communicators, including their basic skills, educational
background, and experience. The latter two are presented from a Finnish point of

view.

Two of the key terms in this study are quality and process. They are presented from
the point of view of a technical communicator. In particular, quality in itself is a vast
area that may have as many definitions as there are definers; therefore, | intend to
provide one definition that is followed throughout the study. Process forms another

field that is only narrowly used in this study.

In this study, it is my to use the term user instead of reader, audience, or customer,
when applicable. If the latter terms are used, they are to be understood as
interchangeable with user. The term user implies that people do not only read the
documentation produced by a technical communicator as such, but also have to
perform something according to it. This idea is captured in the slogan "Reading to
learn to do", which combines reading to learn (as in school) and reading to do (as at
work) (Redish 2000). The term customer is often a misnomer when software
programs are discussed, because the person who buys a product may not actually be

the same person who has to use it. Therefore, the term user is preferred.
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2.1. Technical communication

In this section, | will define technical communication in such a manner that will be
used throughout the study. In addition, there will be a brief discussion on technical

communication as a profession and as a discipline.

For the purposes of this study, I intend to use a definition of technical communication
by Saul Carliner:

Technical communication is designing and developing communication
products that transfer information from the experts to those who need it.

By communication products, Carliner refers to the various information types that
technical communicators produce. The most common type of information that is
communicated tells people how to use software programs and other high technology
products. (Carliner 2000b.)

It was very hard to find a satisfactory definition for technical communication, because
there is no single generally approved definition. The lack of such a definition is
indicated by for instance Jo Allen, who argues against defining technical
communication on the basis of its subject matter. The focus has to be on what
technical communication does instead of what it is about. (Allen 1996: 9-14.) The
definition adopted for this study does that: it focuses on what technical
communication does, that is, designing and developing communication products that
transfer information to those who need it, instead of focusing on the various types of

content that technical communicators produce.

In this study, | selected the term technical communication to refer to an activity in
which technical communicators produce documentation in various formats. | use
documentation instead of communication products (Carliner 2000b) to refer to the

outputs that technical communicators produce.

Using technical communication (and technical communicator) instead of, for
instance, technical writing (and technical writer) was a selection based on personal
conviction that technical communication embodies the work more thoroughly than
technical writing. As Suojanen maintains, there is no terminological consensus about
technical communication. She explains that the term technical writing is often used,

but dislikes the term on the grounds that it may give a simplistic image of the field of
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technical communication and its professionals. In her study, she uses the term
technical communication, because it provides a wider perspective of the field.
Suojanen further explains the usage of technical communication by stating that the
term highlights the expressive skills inherent in technical communication better.
(Suojanen 2000: 20.) Naturally, Suojanen's term for the person working in technical

communication is technical communicator.

Much in the same manner, | selected communication instead of writing. At least to
me, communication implies more than the actual task of writing: communication
implies that there is someone to receive the communication, i.e. reciprocity, even
though communication can also be one-sided. Writing may simply imply writing, that
is, using only words, whereas communication can use for instance pictures and figures
in addition to words (see also Suojanen 2000: 20). Communication may also use other

means, such as wordless instructions that exploit pictures only.

The word technical in technical communication is often erroneously viewed to derive
from technology. In such a case, technical communication would handle issues that
have to do with technology. Technical is not derived from technology, however, and
in light of what Allen said above, such definition cannot be used, because technical
communication cannot be defined on the basis of its subject matter (1996: 9-14). It
seems that what technical means has been shaped by our environment, that technical
not only encompasses example engineering, but also such fields as cooking and
childrearing (Hayhoe 1999: 24).

Technical communication and technical communicator are widely used terms in the
literature in the United States, where the field has long been established. For example,
consider the Society for Technical Communication and their publication, Technical
Communication. Both propound the term technical communication. Therefore, this
study adopts technical communication and technical communicator as terms that are

considered comprehensive enough for the purposes of this study.

The term documentation is used in this study for any material, textual or graphical,
that tells the users how to use a product or a service (Mead 1998: 354). For instance
Maria Lahti includes the following among documentation: origami instructions,
cooking instructions, grant applications, scientific articles, parts catalogues, and

operating instructions. Lahti defines technical communication as the creation of utility
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texts. Utility texts are texts that serve a specific, practical, concrete and immediate
purpose. The text is not the point of interest; rather, it is created to enable the use of

some other product or service. (Lahti 2000: 4-6.)

The work of technical communicators therefore involves designing and developing
documentation that transfers information from those who have it to those who need it.
That is the profession side of technical communication. The discipline side of

technical communication is discussed next.

Technical communication is both a profession and a discipline (see Pinelli and
Barclay). Pinelli and Barclay state that technical communication as a discipline is the
result of contributions from many different disciplines. Such a nature makes technical
communication a multidisciplinary studies area, where the researchers often have a

strong practical orientation (Suojanen 2000:4, 34).

The discipline of technical communication utilizes such fields as cognitive
psychology, communication theory, library and information science, and literary
theory to form its knowledge base. (Pinelli and Barclay 1992: 527). These fields may
be contrasted to fields in the profession of technical communication that technical
communicators should understand, or know at least the principles of. The fields are:
"Rhetoric, business management, composition theory, cognitive psychology, human
factors, instructional technology, linguistics, sociology, systems theory, and transfer
of technology" (Carliner 2000c). There are clear similarities, for instance cognitive
psychology, but the latter list also reflects the practical side of technical

communication, the profession.

2.2. Technical communicator

To further define technical communication, Carliner (2000b) proposes the following

definition for technical communicators:

Technical communicators' specialty in the broader field of business
communication is designing and developing communication products that
transfer information from the experts who know it to others who need it.

This definition is an extension of the definition for technical communication

presented above. It is adopted in this study along with the following:
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Technical communicator emerges as an educated decision maker whose
professional decisions are informed by critical thinking skills, theory,
application, ethics, communication ability, and knowledge of and about
technology (Staples and Ornatowski 1997: xii).

This definition describes an individual with understanding of theory and its
application in the field of technical communication and with the essential skills that
are presented below. In addition, it introduces the concept of ethics in technical

communication. It also stresses understanding technology.

The selection of technical communicator was natural after | had selected technical
communication as the term used of this field in this study. The same reasons apply for
not selecting technical writer as when | decided to use technical communication

instead of technical writing.

In technical communication, the professionals of the field may have various different
job titles even though they essentially perform the same work. For that reason, it is
important to use one term consistently. | intend to use technical communicator, even
if it is rarely used as an actual job title for professionals in this field. Carliner
maintains that the most common job title is technical writer or technical editor among
the members of the Society of Technical Communication in the United States
(2000c). In Finland, Suojanen discovered that almost half of the respondents were
called technical writers, or the title was in Finnish, that is, they were called tekninen
kirjoittaja (2000: 98). Similarly, according to a recent study by the Finnish Technical
Communications Society, the most common job titles were technical writer, again
either in English or Finnish, documentation specialist, and technical author (Finnish
Technical Communications Society 2000).

Schriver maintains that users deserve to have documentation that meets their needs.
Those who create the documentation, the words and the graphics are in an integral
role in making such documentation. (Schriver 1997: xxiii.) The following two
sections in this chapter deal with what the people in the integral role have to know and
do to produce the kind of documentation the users deserve. In addition, I will
introduce the kinds of skills that are required of a technical communicator, the various
roles in which a single technical communicator may have, the issue of specialization
in the profession, and so on. There is also a brief discussion on the education and

professional development and experience of technical communicators in Finland.
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2.2.1. Technical communicator's basic skills and various roles

This section discusses the various skills that technical communicators' should have.
Some of them are prerequisites in the profession, some depend more on the
preferences of the individual technical communicator. In addition, there is discussion
on the various roles a technical communicator may work in. The word role is used
here in the sense that the technical communicator can have a role that is different from
her everyday working life. Therefore, a technical communicator mostly working with
content production may sometimes be in the role of a graphic designer, for instance,
when she designs and produces graphics for the content.

Every technical communicator needs the basic skills of communication: analyzing
audiences and the tasks they have to perform, understanding the purpose of each
document to be produced, completing projects on time and on budget, working
effectively with team members, using words, graphics and other media skillfully
(Hayhoe 1998:23; also Norman 1998: 191). These skills, or tools, as Hayhoe calls

them, are essential for all technical communicators.

Roger Grice lists three particularly important aspects for a technical communicator:
understanding the product for which she has to provide information and the audience
for whom the product is meant; collaborative strategies for working with other people
(technical contacts, editors, graphic designers, and so on); and understanding what a
teamwork effort requires. Grice even points out that the actual writing is not as

important as these three aspects. (Grice 1997: 210.)

According to Carliner, technical communicators should possess skills in the following

four areas.
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Table 2. Technical communicators' skills and their descriptions (Carliner 2000a).

Skill Description

Information design and | Mastering basic communication skills of writing, editing, visual

development communication, and speaking. Strengths will vary among these
capabilities.

Technology Subjects technical communicators write about, not the

technology they use in their work.

Industry To communicate technology effectively, we must understand the
technology itself and the effect it has on its users.

Business Technical communicators need to know how to identify and
address business issues. They also need to know how to explain
what they do in business terms and understand how business
conditions affect the demand for technical communicators'
services.

The last skill, business, refers mainly to freelance technical communicators, but can
be seen as extremely useful for any technical communicator working in any setting.
Freelance technical communicators are probably a group that does not yet exist in
Finland, but in the United States they form a significant portion of the American

technical communicators.

When comparing the lists of skills by Hayhoe, Grice, and Carliner, it is probably easy
to see that Hayhoe's and Grice's lists have some similar aspects, namely emphasizing
teamwork and audience analysis. The skills Hayhoe presents fall into the first
category, information design and development, in Table 2 that presents Carliner's
view on technical communicator's skills. But this is natural, as the skills Hayhoe
mentions are the basic skills for the technical communicator; the skills introduced by
Carliner are more varied in that they are present in a technical communicator who not
only writes, but is also involved in the other aspects of the business. The skills Grice
lists are more general, for instance collaborative strategies and teamwork skills, but
still significant for the technical communicator, who has to be able to communicate

with various people to be able to communicate the information to the users.

Patricia Dorazio describes the following communication roles that an information

developer works in [same as technical communicator used in this study]:

Audience analyst and task definer, a researcher, a planner and an
organizer, a synthesizer of information, and a production specialist
(Dorazio 1995: 175).
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These communication tasks add to the basic skill list by Hayhoe and complement the
skills presented by Carliner. What is interesting to note, however, is that Dorazio uses
the term synthesizer of information of the content-providing role of the technical
communicator. It is a rather descriptive term that embodies integrating together all the
material gathered in the earlier roles of audience analysis and task definition, research,
and planning. In addition, it is interesting to note that the roles described by Dorazio
correspond closely to the various stages of the documentation process (see also
chapter 3.1.1).

The skills presented by Hayhoe (1998: 23) and roles introduced by Dorazio are, in my
opinion, a prerequisite for a professional technical communicator. If combined with
the skills Carliner describes, they form a strong competence basis for any technical
communicator. Individual preferences can also influence the competence of an
individual technical communicator: for instance, some technical communicators may
be more interested in the technology side of technical communication, such as tools,
whereas others may prefer the aspects of information design and development. How
far technical communicators are able to cultivate these skills may depend on such
issues as company policy and individual interests.

The communication roles by Dorazio (1995: 175) are probably present in all technical
communicators whether they work in a start-up business or in an established business.
In a start-up business, a technical communicator may have other roles in addition to
these, such as proofreader, language checker, tester, translator or a localizer, usability
specialist, and so on. The technical communicator is often responsible for all aspects
of documentation production (Hackos 1994: 54). In an established business, the
technical communicator may have the opportunity to focus in more detail on some of
the aspects presented by Dorazio. Such a technical communicator is an asset for a
technical communications department, because to have staff who have personal and
professional interests in such fields may improve the overall performance of the

department.

Carliner suggests three roles for technical communicators: a project manager, an
information designer, or an information developer (Carliner 2000a). These roles are

presented in the table below along with descriptions on what the roles involve.
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Table 3. Technical communicators' roles and their descriptions (Carliner 2000a).

Role

Description

Project manager

Ensures that documentation is developed according to plan, on
time, within budget, and at an acceptable level of quality to the
user and to the party requesting the services of the technical
communicator.

Information designer

Acts as an architect of a project, solving the complex
communication problems presented by those requesting the
documentation and developing the blueprints of the solution that
will be acceptable to the requesting party and effective with
users.

Information developer

Creates the individual components according to the designer’s
information plans and the manager's project plans.

The roles introduced by Carliner are rather useful when classifying what technical

communicators' work consists of. Most likely, the average technical communicator, if

there is any, works as an information developer or as an information designer, or she

may be both at the same time. These roles are not, however, presented in very

practical terms, that is, there is very little information on what an information designer

does in practice.

Again, if the average experience of technical communicators at least in the Finnish

Technical Communications Society is less than five years, then most Finnish technical

communicators probably work as information developers or information designers. To

become a project manager usually requires a certain amount of experience in the field,

as does information design, as well. A lone technical communicator in a start-up

software business may actually have to be all three in one person, because she is

responsible for the entire production of documentation in the business.

From a Finnish point of view, it was interesting to hear Carliner's presentation in the

FORUM 2000 conference about the role division in technical communication. He

argued that information development consists mainly of routine tasks that mostly deal

with documentation maintenance. Still, many information developers have a Master's

degree background. According to Carliner, employing persons with a Master's degree

to work in information development means misusing their skills and education. This

is an interesting argument that probably applies best to the United States, where the

field is well established. It offers interesting views in Finland, as well, where technical

communicators generally have a Master's level degree. According to Suojanen’s study
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and the Finnish Technical Communications Society's survey, the majority of
respondents had a humanistic background and a Master's degree (not everyone had
graduated, i.e. they had not completed their MA thesis) (Suojanen 2000: 101; Finnish
Technical Communications Society 2000). If Finnish technical communicators work
as information developers, are their education and skills misused? This is a question
that this study does not aim to answer, but one that might offer an interesting study

area for other researchers.

Fink et al. introduce the idea of a technical communicator in the writer role, which
may be seen as the traditional role for the technical communicator. This role
resembles the information development role introduced by Carliner. A technical
communicator in the writer role works on content, that is, writing and revising instead
of, for instance, creating graphics, preparing PDF documents, and devising templates.
They also list the fundamental skills for the technical communicator in the writer role
(Fink et al. 2000):

Grammar and usage, composition, verbal rhetoric, visual rhetoric,
principles of technical communication (analyzing audience and task,
defining document purpose, doing research, quickly learning technical
information, designing documents), linguistics, creative writing, readings
in great literature, fine arts appreciation.

When these skills are compared to the skills Carliner presents of the fields the
technical communicators should understand (see above), the skills presented by Fink
et al. probably refer most closely to Carliner's rhetoric, composition, and linguistics.
The last two skills in Fink et al.'s list, readings in great literature and fine arts
appreciation, seem somewhat odd, because they refer very clearly to studying
literature and the arts. Such studies may be useful for the technical communicator, but
in practice may not have such a significant impact on the work of a technical
communicator in a start-up business, or any business, where other skills may be more
practical. In addition, in such studies the focus on writing is different, because it is
author-centered due to a creative emphasis. In technical communication, the focus

should be user-centered. (Barnum and Carliner 1992: 3.)

Hackos offers a contradictory example to the writer role by Fink et al., when she
presents the results she obtained in a study of one organization: more than 75% of an

individual technical communicator's time was spent in designing pages and producing
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final pages; only 25% was devoted to content development and user analysis (Hackos
2000: 8). These results were obtained in a limited study, but clearly indicate that the
technical communicator was not in the traditional writer role as defined above by Fink
et al., but worked both as an information developer and information designer.

There are a great variety of skills that would be useful for any technical
communicator. Still, it is probably not possible for one technical communicator to
master all the skills that would be useful. That is why technical communicators may
specialize in one or more aspects of the profession, naturally depending on the needs
of the employing organization. According to Fink et al., specialization refers to
different roles, expertise in some areas, and heightened team concept. They also
mention what specialization is not, namely one person in many jobs. A technical
communicator that has specialized in some aspect of the profession has the normal (so
to speak) role of an information designer, for instance, in addition to which she may a
specialist in online help authoring. Specialization does not refer to the technical
communicator knowing a little of everything but not excelling in any aspect of the
profession. Neither does specialization refer to learning to use quickly a variety of
software programs, or being busy with overlapping tasks, or having overconfidence in
one's abilities. (Fink et al. 2000).

To be able to specialize in a particular aspect of technical communication, technical
communicators often have to work in companies, where the infrastructure and
processes are rather established (Hackos 1994: 70). Naturally, specialization is hard
for a single technical communicator working in a start-up business, where she is

solely responsible for all documentation-related activities.

Specialization is also advocated by Ingrid Fuckner, who defends the idea of the
technical communicator specializing in one or more special fields and technologies.
This specialization is different from specializing within the field of technical
communication to, for instance, tools or graphics. Fuckner advocates a view that there
are certain fields where the "common sense and the experience of an intelligent adult
no longer suffice for coping with the subject” (Fuckner 2000: 20). Fuckner also
proposes that subject matter experts are able to learn all they need to know about
technical communication in a very short time. She goes on to say that the technical

communicator is not wiser than the subject matter expert, just an expert on another
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subject. (Fuckner 2000: 22). It seems to me that Fuckner undermines technical
communicators when she maintains that technical communicators' critical thinking
skills and knowledge of and about technology are not adequate for producing quality
documentation (see also Staples and Ornatowski 1997: xii). In addition, her claim that
technical communication is something anyone can learn in a very short time is
misleading. If this were the case, the services of technical communicators would have
become obsolete long time ago. Technical communicators are educated decision
makers with special skills perhaps not entirely reserved for their field of expertise, but

still in high demand. Therefore, | would like to disagree with Fuckner on this issue.

After this discussion on what the skills and roles of the technical communicator are, it

is time to discuss what the technical communicator does in practice. Suojanen (2000:

26-27) lists technical writer's practical tasks along four dimensions:

» The technical communicator writes the original technical document by using a
variety of source information, such as technical specifications and interviews with

designers. In Grice's words, "gathering and understanding source material are
major activities for most technical writers” (1989: 27).

» The technical communicator updates existing technical documentation, which
occurs when a new version of a product is launched on the market.

e The technical communicator edits and corrects technical documents produced by a
company's marketing division, for example.

» The technical communicator takes care of preparing and sending the final
documentation package to the customer.

These tasks concentrate on the four areas that are common in technical
communicators' work: producing original documentation, updating existing
documentation, editing existing material written in some other departments of the
company, and documentation logistics and maintenance. These tasks form the core of
the work performed by technical communicators, where they utilize the skills

presented earlier, no matter in which role they may be in.

Carliner (2000b) introduces the following four phases that embody the production of

technical communications products:

» Design that refers to the process of planning a communication product. It involves
selecting and sequencing the appropriate content for the intended audience.

» Development refers to the process of turning the design into a finished
communication product. It involves writing and editing.
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» Production refers to the process of preparing the communication product for
duplication and distribution.

» Maintenance refers to the activities that occur after people begin using the
communication product.

These two lists can be combined so that the phases in the latter list occur in all the
three tasks presented in Suojanen’'s list. The view offered by Carliner is akin to the
model of the documentation process that I discuss in more detail in chapter 3. As
Carliner puts it, the exact documentation process in various businesses may vary, but
the four basic elements presented above are present in all (2000b). This actually

applies to processes in general: the basic elements are usually the same everywhere.

So far, the discussion on technical communicators has been rather one sided and it is
time to discuss what the people who work with technical communicators think about
them. According to one study, the colleagues of technical communicators, subject
matter experts (for instance, in a software company, this may refer to software
designers and developers), value technical knowledge, writing and language skills,
communication ability, attitude, and professionalism in technical communicators.
Professionalism partly refers to the technical communicator being prepared for a
meeting with a subject matter expert and partly to the technical communicator being
as much a professional in her field (i.e., she has an excellent command of all the
aspects of technical communication) as the subject matter experts are on their field.
(Lee and Mehlenbacher 2000: 544-552). The latter aspect is clearly the same as in
Hayhoe (1998: 23), that is, the basic skills of communication on a professional level.

Technical communicators naturally have a view on their colleagues too. First and
foremost, technical communicators stress the significance of the subject matter
experts' understanding the importance of good documentation. Such an understanding
is manifested in, for instance, the subject matter experts making time for the technical
communicator. Technical communicators also value subject matter experts for
respecting the technical communicator's role in the organization. In addition, technical
communicators value good communication skills in subject matter experts. (Lee and
Mehlenbacher 2000: 544-552).
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2.2.2. Education and experience

This section discusses the education and experience of technical communicators,
particularly in Finland. The most important sources of information are Suojanen's
study and the survey on the members of the Finnish Technical Communications
Society. The reason for discussing education and experience separately stems from
the influence that they exert on the quality of documentation a technical

communicator is able to produce.

In this section, I will provide information on how technical communicators enter the
field of technical communication and how they are able to gather experience. In
addition, there is a brief discussion on the education in technical communication in

Finland.

Schriver introduces the idea of creating documents for users with which she refers to
creating documents that the users can use to accomplish their goals (1997: 3).
Producing such documentation requires understanding the users and their goals (see
for instance Grice 1997: 210). In a software program, it is the users' goals that should
be on the focus instead of the software designer's goals (Cooper 1995: 12). Again,
developing such software requires understanding the users of the application and the

goals they want to accomplish.

Schriver maintains that technical communicators have not yet gathered enough
knowledge about creating documents for audiences. This means that the ideas about
writing and design have their foundation in "intuition, lore, and personal experience"
instead of being firmly grounded on studies in the field. (Schriver 1997: 3.) If a
technical communicator has the knowledge of creating documents for users, she is
better able to produce quality documentation, because it infers creating documentation
that the users want and need in a particular situation. The technical communicator has
to know how to find out the needs of the users and how to translate the needs into the
documentation to be produced. Such knowledge may be found in education and,

naturally, also in experience.

Carliner has studied the general technical communicators in the United States have
into the field of technical communication. There are three general routes (Carliner
2000b):
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» Expert in the given field
» Background in humanities
* Formal degree in the field

The first route, expert in the given field, refers to the technical communicator having
extensive experience in technical communication instead of a degree in the field, as
the third route suggests. The second route to the profession, background in the

humanities, refers to a degree in a related field, possibly in languages.

In Finland, the most common route to technical communication is probably the
second, background in humanities, at least according to Suojanen, whose study
yielded that 86% of the respondents had a background in the humanities (2000: 101).
Suojanen's findings are corroborated by the findings of the survey conducted by the
Finnish Technical Communications Society of its members in the fall of 2000. That
study had 145 technical communicators as respondents, and over a hundred of them
had a language background, either as translators, linguists, or teachers (Finnish

Technical Communications Society 2000).

Also, according to Fink et al., the educational background of a technical
communicator working in the writer role is often deeply grounded in the humanistic
tradition. The writer role was discussed above. It is the traditional role, where the
technical communicator usually works with the content of the documentation instead
of the format. (Fink et al. 2000.) It is also the role that responds to the role of the

information developer in Carliner's definition (see Carliner 2000a).

As maintained, the most probable route to technical communication in Finland is
studying the humanities. It is possible to study a certain amount of technical
communication in Finland, although technical communication is not yet available as a
major subject in the two universities that offer technical communication, University of
Tampere and University of Vaasa. At the University of Tampere, the education is
organized in the Department of Translation Studies, at the University of Vaasa, in the
Department of Communication Studies. I think it is rather natural that technical
communication be located in language studies, because technical communicators in
Finland mainly write in English. Also the solution available at VVaasa makes sense,

because technical communication is, above all, communication.
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Education in the field aims at effective communication of information to those who
need the information (cf. Carliner 2000b). To communicate effectively, technical

communicators need to:

» Broaden their understanding of who the audiences are

» Confront the consequences of not knowing the research base and methodologies
of their field

* Acknowledge that the most important tools they need are the basic skills of
communication

These aspects are provided by Hayhoe (1998). Both education and experience answer
to these aspects. Education can provide the tools on how to study audiences;
education offers access to the research base and methodologies in the field, in addition
to the opportunity of conducting studies in the field; and education naturally provides
the basic skills of communication. But, even in the absence of formal studies in the
field, technical communicators are able to produce documentation that is the result of
their fulfilling all the three aspects Hayhoe presents. Such technical communicators

are able to rely on their experience in the field.

Are technical communicators in Finland able to broaden their knowledge of their
audiences, learn about the research conducted in technical communication, and
acknowledge the importance of communication skills? According to Suojanen’s study,
77% of the respondents had less than 5 of years of experience in the field. This result
is corroborated by a study by the Finnish Technical Communications Society. That
study maintains that the majority of the respondents (87 of 123) had less than five
years of experience in the field of technical communication. 24 of the 123 had 5-10
years of experience and 12 more than ten years and up to 25 years (Finnish Technical
Communications Society 2000). The overall age of technical communicators in
Finland is also rather low, about 30 years (Suojanen 2000: 102). Consequently,
Finnish technical communicators have to rely either on their education that may or
may not be technical communication specific or on their experience, which, in light of
the two studies presented above, is generally not very ample.

The findings of these two surveys are limited, however, to the members of the Finnish
Technical Communications Society, which has, since its foundation in 1997, grown
rapidly. While the survey results attest to substantial growth in the field of technical

communication in the software industry, they probably do not describe the situation in
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more traditional industry areas, such as metal and paper industry, where technical

communicators also work.

2.3. Quality

Quality in technical communication is defined in this section as it is used in this study.
Quality as such is a vast area, which I do not intend to discuss except in relation to
technical communication. Defining quality is important for technical communicators,
because the definition and emphasis of quality they have influences what they pay
attention to and what they ignore. When introducing the idea of quality to technical
communication, organizations need a working definition that takes into account the
process of producing documentation that is suitable for the users. (Schriver 1995:
236.)

Quality does not measure the goodness of a particular product (such as a software
program or a piece of documentation), because quality reaches beyond the product
(Fredrickson 1995: 269).

Firstly in this section, I will introduce a holistic model for quality in technical
communication; secondly, | will introduce some aspects of quality in technical

communication.

The following two figures form a holistic model of quality that is adopted for this
study. Certain areas of the model are prioritized for the purposes of this study due to a

user-centered focus.
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Subjective

Focus on perceptions

and judgments
Process of quality Results of the
Internal —— improvement and production ~—— External
quality standards process

Focus on quantitative
measurability

Objective

Figure 1. Two-dimensional model for defining quality (Smart et al. 1995: 475).

Figure 1 presents the four different emphases of quality: internal, external, objective,

and subjective. Quality definitions are located in one of the four sections of the grid,

depending on the emphasis in the definition:

Internal focus concentrates on the processes that aim at improving quality and
establishing quality standards. It emphasizes the means rather than the ends.

External focus concentrates on the results of design, writing, and production
processes. It emphasizes the ends rather than the means.

Subjective focus is based on individual perceptions and assessments.

Objective focus concentrates on the tools that are used to make measurement and
replication of results easier. (Smart et al. 1995: 474-475.)

Figure 2 below has the same dimensions as Figure 1 above with the following five

major categories of quality definitions: transcendent quality, design-based quality,

product-based quality, customer-based quality, and value-based quality (Smart et al.
1995: 475).
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Subjective

Transcendent quality

perceived quality

Customer-based quality

customer satisfaction and need fulfillment
fitness for use

Value-based quality
customer satisfaction
satisfaction at a reasonable
cost
Internal External
Design-based|quality
conformance to conformance to customer
specifications requirements
process stability
defect levels

Product-based quality
product features
performance

reliability

accessibility

usability

Objective

Figure 2. Quality definitions on the two-dimensional model (Smart et al. 1995: 477).

Transcendent quality is located in the subjective-external quadrant of the model. It is
such that individuals can recognize or perceive quality even if they cannot define it.
As perceptions are very subjective, using only this dimension to measure quality is
not enough. (Smart et al. 1995: 476.)

Design-based quality is located in the objective half of the model, both on the internal
and external sections. It is the degree to which a product complies with standards. In
technical communication, such standards are, for instance, quality measures and
readability formulas. (Smart et al. 1995: 476.) In general, measuring, or metrics,
means assuming that there are some properties that can be measured and that there is
also some relationship between what we can measure and what we want to know (Le
Vie 2000: 7). For instance technical accuracy in documentation belongs to design-
based quality. A document that accurately describes the technology it covers attains
quality, through detailed technical reviews. Ideally, every fact would be checked and
every procedure tested. (Hartman 1999: 5-2.) In fact, technical accuracy could also

belong to the next aspect, product-based quality.

Product-based quality is located in the objective-external quadrant of the model. It is

viewed as a measurable construct, as a set of product characteristics. The quantity of
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some measurable characteristic determines the quality of the product. (Smart et al.
1995: 476.)

Customer-based quality is located in the subjective-external quadrant of the model. It
focuses on satisfying customer, or user, needs and expectations. This quality type is
rather difficult to use because it is hard to measure the customers' perceptions of
quality. The focus on meeting customer needs still remains an integral part of
delivering products and services, and customers retain their significant hold in any
quality definition. (Smart et al. 1995: 477-478.) The focus on customers, or users, is

also an integral part of documentation in general.

Value-based quality is also located in the subjective-external quadrant of the model. It
is an extension of customer-based definition. This approach determines quality as
customer satisfaction that is attained with product excellence at an acceptable price.
When applied to technical communication, value-based quality means that
documentation, that is, what is written, presented, or produced must satisfy customers
at a reasonable cost. (Smart et al. 1995: 478.) In technical communication, it is
possible to apply process quality, which refers to finding the best practices of
performing a certain task. Carliner and Fredrickson offer an example of a guide that
has been well received among its audience and has received honors in competitions
organized by, for instance, the Society for Technical Communication. But if it took
the technical communicator a year to perfect it with several slips in the schedule, such
a document cannot achieve quality. The best practices were not followed. (Carliner
and Fredrickson: 2000.) The guide in question was not produced at a reasonable cost

for the technical communicator.

As seen in Figure 2, there is no single definition for quality. The various definitions
exist due to focuses on different aspects of quality from different perspectives (Smart
et al. 1995: 479). The holistic model is introduced here to familiarize the reader with
the various quality definitions that exist in technical communication. This study will
focus, however, on the quality definitions on the subjective-external quadrant. This is
a conscious selection that reflects the central theme in technical communication in
general, where the idea of knowing your users has long prevailed. Since technical

communication should start with analyzing the users and their tasks, why would the
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quality definition for technical communication not use the users as its starting point,

too? In general, documentation should be

based on understanding the actual users of the product, the tasks they need
to do, the words they use for those tasks, and the ways the search for
information (Hackos and Redish 1998: 411).

Having the users' perspective as the definitive starting point in producing quality
documentation is not unproblematic, however. In technical communication, the
practitioners have long analyzed their intended audience and its education, working
habits, professional status, and so on and the tasks the audience has to perform and the
conditions in which those tasks are performed, for instance. The idea is that with all
this information, the technical communicator is able to produce documentation that
meets the audience's needs. When documentation is produced with the information of
its users, the technical communicator is also able to control the meaning in the text so
that it is practically universally understood. Such views are challenged by research
that has discovered that the audience members, the users, all bring their own personal
agendas to reading. Consequently, the technical communicator cannot produce a text
that would be understood similarly in all occasions and by all users. (Coney 1997: 1-
5)

This view, when brought to quality and in particular to quality from the users'
perspective, challenges the idea that such quality could be universal. Such quality
depends on the users and how they perceive quality in a particular product, such as a
manual or an online help in a software program. It is hard for the technical
communicator to aim at such quality, but she can try, with the information she has
gathered, because nothing is as important to a technical communicator as the audience
(Coney 1997: 5).

Therefore, this study focuses on quality from the users' perspective. As Hackos
suggests, quality in technical communication is related to the users' perceptions
(1994: 10). At the same time, this study acknowledges the various types of quality in
the holistic model as well, because technical communicators cannot afford to view
their profession with a narrow focus only on the users' perspective on quality. (See
also Smart et al. 1995: 479.)
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Now that the quality definition has been discussed, it is time to discuss quality in
technical communication. It is an important issue to discuss, because for instance, for
a user of a software program, the documentation together with the user interface, are
the most important parts of the software (Nayar 2000: 27). Therefore, the quality of
the documentation and the user interface are probably more important to the user as

the quality of the actual software program.

Since this study focuses on the customer-based and value-based definitions of quality,
it is natural that the production of quality documentation is based on the users of the
documentation. Hackos and Redish maintain that the key to successful documentation
lies in providing the users with the information they need to successfully do their
work with the product, not in describing which features the product has (Hackos and
Redish 1998: 412). | believe that | can successfully replace the word successful with

quality.

The benefits of investing in the production of such quality documentation are listed by
Hackos (1994: 12-14) in the following manner:

High-quality documentation

* makes information more accessible

* makes users productive more quickly

* reduces training costs

* makes it easier for infrequent users to use the product
» promotes use of product by diverse users

» reduces the cost of customer support

» can reduce the cost of field maintenance

» can increase sales of a product

Such high-quality documentation may be attained, if it is planned from the start of the
project. Therefore, not only does such quality documentation provide customer- and
value-based quality, it also reflects design-based quality in conformance to
specifications and requirements in the production phase. (See also chapter 3 for

discussion on the documentation process).

The holistic model of quality is not universally recognized, neither is the idea that
quality should stem from the users of the particular product. Such aspects as "rapid

[product] development, low cost, a complete technical description of the product,
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absence of errors, attractive publication, zero copyediting errors™ (Hackos 1994: 11-
12) or "speed and timely delivery of documents™ (Schriver 1995: 236) are viewed by
some as valid definitions for quality. Hackos maintains that these are views that truly
exist about quality, but she does not perceive them as sufficient measurements for
quality. What she offers are three simple steps towards achieving quality: "Set
standards, hire good people, use good tools of the trade” (1994: 12). Unfortunately,
merely following the steps does not lead to quality. There has to be an agreement on
what the good people are to do with the tools and how they are to follow standards.

2.4. Process

In this section, | intend to provide a definition for a process as used in this study. |
find Hartman's definition useful, where he defines a process as "a repeatable set of
steps that leads to the production of something™ (1999: 1-6). Processes are used to
guarantee the consistent production of a service or a product and to ensure the quality
of a product (Hartman 1999: 1-6). Processes have to be managed, however, so that the
process participants are able to repeat the steps. Processes need have to have a clear
goal and schedule. They should to be documented to ensure repeatability and control.
When processes are implemented and used, following them ensures repeatability, that
is, a possible success in product development, for instance, may be repeated when the
same process is followed again. Processes also require maintenance in that they
evolve along with the company and they mature (cf. process maturity model in

chapter three).

In general, there are usually many processes in one company, for instance processes
for purchasing, production, testing, accounting, sales, and so on (Smart 2000: 38). In
an established software company, there are therefore processes for at least
development, testing, documentation, and so on. These processes may be explicit, that
is, written down and implemented, or they can be implicit, where certain practices are
followed in the production of a product or a service. In a start-up software business,
the processes are often only being developed, or being implicitly followed.

The relationship between quality and processes is interesting. To produce quality
documentation, it is not enough to have sound standards, productive tools, and good

people:
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To ensure that standards are followed, tools are used effectively, and
people do the best work they are capable of, you must put into place an
effective and sustainable publications-development process (Hackos 1994:
20).

Whether the process is called a documentation process or a publications-development
process as in the quote from Hackos, it typically is a sequence of events, that is
consistent, and where the same actions are repeated in the same phase. Such a process

may be documented, or it may be implicit. It often involves planning and evaluation.

Hackos (1994: 20) defines a sound process for technical communication in the

following manner:

» It allows you to produce high-quality technical publications consistently

» It gives you the ability to estimate a budget and schedule and meet your
commitments

» Itallows you to respond thoughtfully to changes in the product-development
schedule

» Itallows you to meet the expectations of your customers in a predictable way

It is clear that at least the first and fourth aspect relate directly to quality as well. The
first aspect underlines consistency, which is the reason such a process is usually
implemented. | believe it refers to consistency in quality. The fourth aspect, meeting
customer expectations is clearly an indication of producing quality where the
customer, or user, perspective is taken into account. The second and third aspects
refer to other quality types (cf. holistic model in Figure 2 by Smart et al., 1995: 477),
that is, design-based quality, where such issues as conformance to specifications and

process stability are taken into account.

Processes are generally introduced to guarantee consistency in the production of
goods and services. In the next chapter, | will present and discuss processes in
documentation and product development from the point of view of a technical

communicator.
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3. Technical communicator in start-up software
business

In this chapter, 1 will present the theoretical background and the empirical material of
this study. There is also information on the process of gathering the empirical material
for the study. The empirical material is presented in two subsections where the

empirical material examples are viewed against the theoretical framework.

The theoretical framework in this study consists of two process models and a process
maturity model. First in this chapter, | present the two process models used in this
study: the model for documentation processes, as introduced by Hackos in Managing
Your Documentation Projects, and as utilized in practice by Hartman in Starting a
Documentation Group, and the model for software development process. In addition,

I will introduce the concept of a process maturity model, which I will use to determine

the maturity level of the two processes in the case interviews.

Finally in this chapter, I will introduce the structure of gathering the empirical
material, that is, conducting the case interviews, with descriptions on both the
questionnaire drafting process and interview process. And thirdly, I will present the
two case studies | conducted with examples and quotations from the interviews. The

last section briefly summarizes the gist of the case studies.

Again, the research problem is as follows: How does a technical communicator
produce quality documentation in a start-up software business? What obstacles hinder
her from producing quality? How to overcome those obstacles?

3.1. Process models

This section introduces and discusses the models for a documentation process and a
development process, in addition to which the process maturity model is also

presented and discussed.

The process models and the process maturity model are described here merely in a

descriptive manner. They are not considered to be norms that must be followed in
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order to produce quality documentation, for instance. | believe that there in general
are no absolute wrongs in the documentation process, only better and poorer
solutions. The cases are then viewed against the theoretical framework provided by
these models.

In general, processes are used to ensure quality and repeatability. An effective process
guides in decision making, especially in a time of crisis (Hackos 1994: 61). In
technical communication, using processes is a means of ensuring the repeatability of
producing quality documentation; in software development, using processes aims at a
similar end result, namely repeatability of success and controlling the development
effort.

One can only wonder why do not all companies institute processes, if following one
promises end results of good quality? Naturally, start-up companies would like to
produce quality products and services from the very beginning, but are generally more
involved in the development and implementation efforts to have the time to consider
quality and process issues. A start-up company may also choose not to implement a
development process in the beginning, because they may think it will affect their time
to market in a negative manner (Hartman 1999: 1-7). Hence, startup or small

companies often have no processes.

Having no processes does not mean, however, that start-up companies cannot
function; on the contrary, due to their often small size, they can overcome the
difficulties inherent in lack of processes. The small size encourages close interaction
among the staff that compensates for the lack of formal processes. (Hartman 1999: 1-
7)

It is true that processes need a certain level of established corporate culture to work.
Jong defends processes by stating that the quality of the process has an influence on
the quality of the product. He also declares that with the best practices, you are able to
achieve the best quality. (Jong 2000.) Implementing best practices, such as planning,
review, approval, and archiving to documentation is thus, according to Jong, the
quickest route to quality improvement. This is where Jong and Hackos agree, as
Hackos mentions that it is not possible to ensure quality merely with best people,

following standards, and state-of-the-art tools (1994: 14). The people will have to
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know how to use the tools and follow the standards; perhaps introducing the best

practices would be a good way to ensure quality documentation.

In sections 3.3-3.5, | will use the models in the analysis of interview material to see if
the two cases have a documentation and development process and to assess the level
of process maturity they have attained. The models are presented in order of
importance for the technical communicator, i.e., the documentation process model is
presented first and then the development process model. The process maturity model
is presented last. The order introduced here is actually the reverse of the real-life
situation: some level of maturity has to come first in any business for it to be able to
establish any processes. The first process to be established in a software development
company is probably the software development process, followed by other processes,
such as the documentation process. Business maturity is the key to process

development and implementation.

3.1.1. Documentation process model

Hackos introduces the importance of having processes in the publications department:

By instituting a sound and comprehensive publications-development
process, you will be on the right path to sustaining the quality of your
publications (1994: 20).

Hackos uses the term publications-development process of the same process this
study calls a documentation process. With the term, Hackos refers to the entire
process of planning, writing, and publishing documentation. By sustaining the quality
of the documentation, technical communicators are able to add value to the products
and, implicitly, gather recognition for technical communication.

Many organizations have found that by documenting the process by which
information is developed and stating how activities should occur during
that process, they can improve the quality of their information products
(Carliner and Fredrickson: 2000).

This view directly supports my initial assumption that processes enhance the

production of quality documentation.

The documentation model to be introduced is a model that answers such questions as
where to begin, are you on the right path, and how can you know when you are done
(Hackos 1994: 20). Hackos maintains that models are significant tools for managing
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development activities. They provide the tools for planning and controlling actions so
that some success can be expected. Hackos calls the documentation process model a
life-cycle model to entirely cover the whole life of a publication. Such a model
includes the descriptions and specifications of activities that must be performed in the
different stages of the development process. When the model is defined and in place,
it can be used to monitor activities in the whole life cycle and in each of the phases.
(Hackos 1994: 26.)

Hackos presents her model that includes the five phases of the publications-
development life cycle. She offers the model for every technical communicator to
modify according to her personal needs and those of the organization (1994: 28-39).

The phases included in the model are presented in Table 4.

Table 4. Documentation project phases, outputs, and percentage of total time (Hackos 1994: 29).

Phase Output % of total time
Information planning Information Plan, Project Plan 10
Content specification Content Specification document 20
Implementation Results: activities required to deliver final 50

documentation to the customer

Production Producing the deliverables 19

Evaluation Results: project wrap-up and evaluations 1

The first phase, information planning, is a phase where the technical communicator
seeks information about the project by reading the development documentation such
as descriptions and specifications. She also interviews the project participants to gain
a well-rounded understanding of the project and the product to be developed. The
results that Hackos has specified for this phase, the information plan and the project
plan outline the project (see Table 4); the information plan outlines the information
content and the intended audience as the technical communicator has understood it;
and the project plan outlines the technical communication side of the development
project, including such issues as milestone schedules, timetables, lists of responsible
persons, and so on. (Hackos 1994: 106-209.) This phase can also be seen as the
strategy-setting phase where the technical communicator defines the strategy for the

project that will guide her later on (Prekeges 1992: 81). As can be seen in Table 4, as
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much as 10% of the entire time reserved for the documentation project is devoted to

planning the information.

The content specification phase guides the rest of the documentation production. The
output of this phase, the content specification document, is written for every piece of
documentation to be published. The content specification gives the documents their

structure and guides the technical communicator in the writing process. In this phase
the technical communicator determines the information content of the documentation

down to such levels as graphic and page amounts and. (Hackos 1994: 223-256.)

In the model, as much as 30% of the total time reserved for the project is dedicated to
planning the information to be presented and specifying the contents of the
deliverables. It may seem a lot, but is time well spent in the actual implementation
phase, where the documentation is produced. The 30% devoted to planning may seem
like time wasted for an eager technical communicator, who wants to start the actual
writing phase right away. Hackos warns about the temptation to cut short the planning
phase and jump straight into implementation, because unplanned projects last longer,
require more resources, and result in poorer quality. In addition, unplanned projects

are harder on the participants' morale than planned projects. (1994: 28.)

The implementation phase is the phase where actual writing occurs. The technical
communicator develops as many draft versions of the document as are necessary. The
drafts go through review rounds and are revised after each round. (Hackos 1994: 324-
352.) This phase, naturally, takes the most of the time afforded for the project, 50%.
(See Table 4). Some people might argue that this 50% reserved for attaining the goal
of the documentation project, the finished documentation, is too little, and that it is
not enough to use only half of the entire project time for the writing activity.
However, if planning is viewed as an integral part of the project, it makes the 50%
more reasonable. If the 30% reserved for planning has been diligently used, the 50%
for writing is enough, as the information gathered in the planning phase will guide the
technical communicator in the actual process of content production. Since this is the
approach favored by Hackos, it does set the planning phase in a new light: planning

becomes crucial for the success of the project.

In the production phase, the technical communicator prepares the documentation for

final production, that is, for printing and distribution. This is the phase where for
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instance, translating and localizing are performed. (Hackos 1994: 467-469.) In a well-
planned project, the 19% afforded for this phase suffice for translators and localizers;
if the planning has been unsuccessful, these activities at the end of the process suffer
from a lack of time, but so will the actual documentation production activity as well.
Besides, translators and localizers may well benefit from the documents that the

technical communicators produce in the planning phase.

In the last phase, evaluation, the project is evaluated (Hackos 1994: 512). The one
percent of the entire time that is afforded for evaluation should be used, if for no other
reason than learning about past mistakes and successes.

Hackos' documentation process does not specify where documentation maintenance is
located. Such a place should be specified, because in a documentation process,
persistent objects are created that need maintenance (Hartman 1999: 6-5). The process
of creating documentation is usually not a once-off effort; on the contrary, it often is
an iterative process where a documentation product once produced is revised and

maintained for as long as the actual product persists.

The model presented here by Hackos is by no means the only process model for

documentation. | would like to introduce the description of the process for developing

technical information by Roger Grice. He lists several activities that technical

communicator generally perform. These activities may be specified as a formal

process, or used informally as a common-sense approach to technical communication.

The phases are:

» Analysis of product to be documented, the intended audience, and media
available.

» Setting documentation objectives.

» Defining specifications for the deliverables.

» Writing the deliverables.

» Verifying the accuracy of the deliverables with reviews, revisions, and testing.

» Publishing and distributing the deliverables-

* Analyzing the success or failure of the deliverables. (1997: 212.)

It is rather easy to see how the phases in Grice's description resemble those in Hackos'
model, even if Grice's description is more detailed. The first two are the same as the

information-planning phase in Hackos’ model (see Table 4). Similarly, writing the
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deliverables and verifying the accuracy are combined in Hackos’ phase
implementation. The other phases are clearly similar to those in Table 4. The same
phases occur in every process, they just may have different names and different
emphasis depending on the organization.

3.1.2. Software development model

The software development model is presented here because the software development
process is the determinant process in any software company. The software
development model is also a product of the environment in which it exists (Hartman
1999: A-1). In addition, it is the main process of which the documentation process is a
subprocess. Therefore, it is important that the software development process is
introduced, even if it is not defined in such a detailed manner as the documentation

process.

The software development process is important for the technical communicator for
two reasons. Firstly, it guides the development of the product the technical
communicator is to communicate information about. As such, it includes the various
outputs of the process, such as technical and functional specifications and product
descriptions that the technical communicator, among others, is able to utilize.
Secondly, the other important aspect of the software development process is the phase

in which the technical communicator becomes involved in it.

Software development projects differ from other development projects in

o invisibility

» complexity

o flexibility

Invisibility means that progress is not immediately visible in a software project;
complexity refers to inherent complexity in software products compared to other
engineered artifacts; flexibility refers to software systems being subject to a high
degree of change. (Hughes and Cotterell 1999: 3.) All these inherent characteristics of
a software project render technical communicator's work more challenging. For
instance, flexibility may often mean that the developed product is modified at every
stage of the development process. Such a level of flexibility keeps the technical

communicator on her toes, unless the software development process also involves a
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freezing procedure, where the product and its accompanying documentation are

frozen from further development.

As mentioned earlier, the development process phases organize the structure for the
documentation process. In addition, they can be compared to phases in marketing and
testing (see Hackos 1994: 38). The software development process may be divided into
the following phases (Hughes and Cotterell 1999: 3-5):

* requirements analysis

» specification

e design

e coding

» verification

» validation

» implementation/installation
* maintenance and support

The phases listed above are rather sophisticated and may also be expressed in
following manner with five phases (Hackos 1994: 38):

» feasibility study/requirements definitions
» detailed specifications

* implementation and testing

* manufacturing

» evaluation

It seems that these writers have the same ideas for the development process: it
consists of the same phases. Only the degree of detail may vary in their descriptions.
As Hartman maintains, the heart of the process is very similar in every company
(1999:A-1). Hackos has divided the product development process into five phases
similar to the phases in the documentation process (information planning, content
specification, implementation, production, and evaluation) that can be easily

contrasted to the documentation process phases (Hackos 1994: 38).

The various phases have an influence on the technical communicator's work. The first
phases, such as the requirement analysis and specification phase (in Hughes and
Cotterell's model) and the detailed specifications phase (in Hackos' model) (should)

produce outputs that the technical communicator can utilize at least in her
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information-gathering phase. The requirements specification phase is critical for a
technical communicator, because an adequate requirements analysis is the key to the

success of a software development effort (Bresko 1991: 215).

The most significant phase for the technical communicator is, however, the phase in
which she becomes involved in the development process. According to a study of
measuring how technical communicators add value to the final product, the point in
which technical communicators step in the process is strongly linked to the
contribution they can make in the process (Fischer 2000: 9). If technical
communicators are involved early in the process, in the phase that is the most user-
centered, the design phase, they are able to exercise the full potential of their user

analysis skills and techniques (Bresko 1991: 218).

Late involvement in the product development process hinders the technical
communicator from having an influence on the design of the product. This is harmful,
because, as in Fischer's study, the software developers thought the technical
communicators understood the users' perspective (Fischer 2000: 9). This unique
opportunity of having a user perspective on the design and development of a product
is lost, if the technical communicator becomes involved late in the development

process.

To involve technical communicators in the last phases of the development process
implies shorter production and planning times for documentation. Since planning is
the most important phase of documentation, cutting planning short affects the quality

of the end product adversely.

Consequently, the technical communicator should be involved early in the
development process. In the Hughes and Cotterell model, the phase could be the
design phase, or even the specification phase (1999: 3-5). In a start-up software
business, the technical communicator might even take part in the actual specification
as suggested by Bresko (1991) and help design and review the user interface, help
draft product requirements, and help write error messages, as suggested by Hartman
(1999: 7-2). Such a role extension would naturally help the technical communicator in
the writing phase, when she has already been involved in the project from the start.
Being involved, she can influence the quality and quantity of the information she will

use in the documentation production phase (Hartman 1999: 7-2). In addition,
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participation will probably improve her relationships with her colleagues and gain her

added recognition in the company.

3.1.3. Process maturity model

A process maturity model explains how well processes are developed in a company or
an organization. Here, and in the following analysis of the empirical material, it is
used mainly to explain how a technical communicator is able to produce quality
documentation, in addition to which some remarks are made on how process maturity
influences the product development process. It is possible for the technical
communicator to produce quality documentation even in the absence of any
processes, but it is more likely that such a lack renders the technical communicator

unable to reach quality.

According to Hackos, technical communicators are able to achieve results with an

effective and mature process:

When a mature process is followed, projects are well planned and
managed, original schedules and budgets are maintained, changes are
made rationally and deliberately, and projects are diligently managed so
that everyone knows what is expected of them.

Technical communicators are able to plan their documentation deliverables so that the
quality expectations of the users are met, when a mature process is followed in
product development. (Hackos 1994: 44.)

Technical communications departments are affected by the general level of process
maturity in the business, and the lower the other departments are in the scale, the
harder it is for the technical communicators to produce any quality documentation
(Hackos 1994: 44-45). But the technical communicators can take an active role in
instilling processes to the organization by starting on their own departments (Hartman
1999: 1-9) and developing and using a documentation process first. They do not need
a permission to do that, because the maturity level of the documentation process is
their responsibility (Hackos 1994: 46).

The process maturity model has five levels, and a zero level called oblivious. The
following table is a brief description of each level as they influence the work of

technical communicators.
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Table 5. Process maturity levels and descriptions (Hackos 1994: 44-74).

Level Level name Description
number
0 Oblivious Lack of process. Unawareness of any need for professional

technical communicators. Documentation produced by anyone
who has the time.

1 Ad hoc Technical communicators produce documentation
independently with little or no coordination.

2 Rudimentary The beginning of a process. Some coordination among
technical communicators for the sake of consistency.

3 Organized and | A sound development process in place. Technical
repeatable communicators learning how to plan their documentation
projects.
4 Managed and | Strong project management in technical communication.
sustainable Projects are estimated and tracked, budgets and schedules

monitored and maintained.

5 Optimizing Effective self-managed teams that are engaged in monitoring
and controlling projects.

The table concentrates on how the technical communication process is managed. It is
clear that without a development process, the documentation process is almost at a
loss.

The first level in Table 5 is level 0, oblivious. Companies at this level rarely have
technical communicators employed and documentation is written by a variety of
people from product development personnel to marketing staff. The documentation
often is of little value to the users, because it often is inconsistent and difficult to use,
and focuses on the product and its features. The most common beliefs at this stage are
"anyone can write" and "nobody reads manuals anyway". (Hackos 1994: 51-53.)

The transition from level 0 to level 1 is often marked by introduction of technical
communicators in the company staff. Level 1 is the first actual level in the model is ad
hoc (see Table 5). At this level, the technical communicator work individually as part
of development teams, but not together. They are responsible for all production
activities themselves. They may follow standards in their work that they have learned
in their previous employment, for example. The documentation produced has often
been defined at the time when the company was at level 0, oblivious. Such

documentation may be of large volume, but also likely to leave its users unsatisfied.
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Usability is not tested, only technical accuracy is checked. Some common beliefs at
this stage include "technical communicators only need to know word processing and
desktop publishing"”, "nobody reviews the documentation drafts carefully or at all
until the last minute™ and "the engineers are too busy to be interviewed". (Hackos

1994: 53-55.)

Moving from level 1 to level 2, rudimentary, is signaled by the appearance of
planning and standards. The transition may be difficult because the changes
introduced at the new level may provoke resistance, which may succeed in stifling the
transition completely. Among the first steps toward a more mature documentation
process, technical communicators often start writing information plans or content
specifications. Also, they start becoming interested in understanding their audiences.
Some common beliefs in level 2: "all technical communicator manage their own
projects™ and "technical communicators prepare information plans, but projects

change so much that we cannot follow them". (Hackos 1994: 56-63.)

The name of level 3, organized and repeatable, already implies that at this level, the
documentation process has already been implemented. Technical communicators
value their process, because they know that it guarantees the quality in their
documentation. They also know that the success of the product depends on teamwork
and they know effective collaborative skills to attain that successful product (Grice
1997: 210). The threat is, however, to become complacent with the current situation
and not see the room for further development. Some beliefs at this level are "we could
never start a documentation project without an information plan”, "everyone on the
technical communications team is committed to the planning process and using the
plans as their personal project guides” and "in many cases, we are still victims of

someone's version of the schedule™. (Hackos 1994: 63-68.)

The last two phases, 4 (managed and sustainable) and 5 (optimizing) are, according to
Hackos, mostly theoretical (1994: 66). Therefore, | do not discuss them any further
except to mention that in the transition from level 3 to level 4, the value of project
management has become clear to all technical communicators. Also, specialization is
an issue that develops in mature processes; in technical communication, it may mean

that technical communicators do not participate in all the production aspects of the
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profession any more, but rather specialize in graphics, publishing, and other parts of
the process. (Hackos 1994: 66, 70.)

Hackos has found out that most technical communications departments are on levels 1
and 2. For the most part, levels 4 and 5 are theoretical and based on extensions of
levels 1-3 (1994: 46). There is ample room in the scale. Including such theoretical
levels leaves room for criticism in my opinion. Naturally, it is good to present an ideal
situation, but it could be done with one level. Instead, there could be more levels on
the start of the scale, which is where most technical communicators work. | would
like to add a phase between levels 2, rudimentary, and 3, organized and repeatable,
because, as is obvious from the level names, it is a big step from a rudimentary
process to a situation where the process is organized. The new step could be called
'developing’ or something similar. Then the earlier maturity levels could be described
in more detail to provide a more realistic picture of the reality of technical

communicators working in start-up businesses.

3.2. Case study methods and material

Next, I will turn to the empirical section of this study and present the empirical
material gathered under the framework of a case study. Case studies provide the
opportunity to conduct in-depth interviews and analysis. Case studies are often limited
in the number of participants, and therefore, the information gathered cannot be used
in generalizations. Instead, case studies offer the opportunity to study the features of a
particular phenomenon in-depth (Morgan 1988: 27). Here, my aim is to identify the
features of a particular phenomenon, namely producing quality documentation in a
start-up software business. | study the phenomenon by examining two examples of it.

The material came from two interviews.

There are reasons for and against using case studies. On the one hand, they offer, a
way to in-depth study of a person or a particular event; on the other hand, due to a
small number of cases, their results cannot be generalized in any way. In addition,
cases are highly personal and the researcher's personality has a significant influence
on them. To counteract the influence of the researcher's personality in the study, all
the activities are visible for the reader to scrutinize (Miller and Glassner 1997: 103).

Nevertheless, with a careful research plan and diligent reporting, results obtained
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from case studies can reach the reliability of results obtained through a mass survey,
for instance. What | intend to have as corroborating evidence is selected findings from

literature.

In the initial planning phase, | decided that | would conduct interviews to gather
material for analysis. These kinds of interviews are such that they are conducted for
research purposes only, that is, they will not take place if the research is not
conducted. In addition, in such interviews, the interview participants, interviewees,
talk about the subjects that are of interest to the researcher. In such interviews, the
interaction is rather asymmetrical, because the researcher asks the questions and the
interviewee talks at more length; furthermore, the researcher talks considerably less
than the interviewee, who makes the material available for the researcher to analyze.
(Baker 1997: 136-137.)

At first, my intention was to use theme interview as the method in the interviews. As
Hirsjarvi and Hurme describe it, theme interview is a method that enables research
participants to react to the situation freely. Theme interview is a form of conversation.
When it is conducted properly, it allows the interviewee to think and act freely
(Hirsjarvi and Hurme 1995: 8). In concurrence with the general idea of conducting a
theme interview, | decided to conduct the interviews at the place of work of the
interviewees. That would enable, in my opinion, the build-up of a secure and
confidential environment where the interviewee could feel safe about discussing her
work. If I had selected some other venue for the interview, the results may have been

different due to unfamiliar surroundings.

As the planning phase continued, | realized that the pure theme interview method as
such would probably not work for the purposes of this study, because | believed |
needed answers to specific questions. | realized that | needed a more structured
approach for this study. Thus, I ended up using some of the ideas behind the theme
interview method, especially the aspect regarding the research subjects being able to
react naturally and freely in the course of the interview, while the approach to the

study became more structured.

If the research subject, or interviewee, is able to act freely in the course of the
interview, the interview is a dynamic occasion. The interviewee is considered active

and not only has the facts and details of experience, but also in the course of the



48

interview, the interviewee also adds to, takes away from, and transforms the facts and
details when responding to interview questions. (Holstein and Gubrium 1997: 117).
The active interview is categorized by data making or data creation instead of the
more traditional data collection (Baker 1997: 131). Baker mentioned above that in
typical interviews for research purposes, the interviewee provides the researcher with
material to analyze (1997: 136). This activity can, in my opinion, also be data making

or creation; it does not have to be simply data collection.

The approach that was used in this study was a semi-structured interview with written
guestions that could be supplemented with extra questions. Sometimes, the extra
questions expanded to discussions. In addition, this approach facilitated a flexible
question structure, that is, some areas were not covered if they did not occur at all in

the work of the two technical communicators.

| contacted two technical communicators for the interviews. The selection of the
interviewees was a simple process: | identified a problem, working in a start-up
software business and attempting to produce quality documentation, in which the
subjects are already involved (Morgan 1988: 28). My interviewees both work in
recently founded companies that develop software products. The common
characteristics in both were the reason for selecting these two persons as interviewees
in this study. Consequently, I could expect that they had experienced at least some of

the issues presented in the themes for this study.

I knew both interviewees beforehand; one was a colleague, the other a fellow student.
Knowing the interviewees beforehand may have influenced the results of the study, as
Miller and Glassner point out when they discuss how interviewees react to researchers
conducting the interviews. What | shared with both interviewees was a similar
professional and educational background, for instance, that possibly had an effect on
the course of the interviews. Miller and Glassner also point out that if researchers lack
the membership in the group to be studied, they may not know enough of the
phenomenon to be studied to ask the right questions. (Miller and Glassner 1997: 101.)
Therefore, knowing the interviewees prior to the interviews may have affected the
study adversely, namely that we may have been too friendly with one another. In

addition, knowing each other may have had a positive influence on the outcome as
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well. 1 would like to think that in this case, the latter aspect was more significant,

because we knew and could trust one another.

| had already decided that two cases would be enough for my study to offer enough
material for analysis before | asked the two interviewees to participate. | withhold
their names and company information, as requested by the interviewees, who

otherwise might have been unable to participate in this study.

| contacted both interviewees some four weeks before the interviews and asked if they
would participate in this study via email (see Appendix A on page 103). | briefly
outlined the study in the email message so that they would know where they were
going to participate. After they had agreed to participate, | sent them the background
questionnaire as an email attachment (Appendix B on page 104). Both had
approximately one week to fill in the form before the interview. I asked the
interviewees to fill it in before the interview and hand it to me at the time of the

interview.

The background questionnaire had questions on the interviewee's educational history,
on the one hand, and on issues documentation and the company, on the other. |
decided to use this approach of having a two-part questionnaire to save time in the
actual interview for questions that were more than mere background information, that

i, issues that could be, for instance, interpreted in several ways.

The actual questionnaire (see Appendix C on page 106) that was used in the
interviews was drafted several times. | used Hirsjarvi and Hurme to provide advice on
how to write questionnaires. | did not conduct a pilot study because at the time, | did
not consider it worth effort of contacting a third technical communicator and setting
up the interview situation. | believed the questionnaire was drafted and reviewed
carefully enough. Looking back, a pilot study would have been beneficial in many

ways.

| started drafting the questionnaire by making a list of issues | wanted to discuss with
the interviewees and have them elaborate during the interview. Hirsjarvi and Hurme's
work was influential in the process of writing the questionnaire, for instance, when |
concentrated on dividing the questions into factual and opinion questions, as
suggested by Hirsjarvi and Hurme (1995: 44). In addition, | tried to make the question
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order such that I could start with general questions and then proceed to more specific
aspects (Hirsjarvi and Hurme 1995: 87). Most importantly, I tried to ask open-ended
questions, if at all possible. Sometimes it was necessary to start with a yes/no question
to determine whether a particular topic was relevant to that particular interviewee at
all. In general, Hirsjarvi and Hurme's work gave me significant advice in not only
drafting the questionnaire but also in the actual interviewing process, i.e. how the
interviewer should behave and conduct the interview, pay attention to what the

interviewee says and what she may leave unsaid, and so on.

When planning and drafting the questionnaire, | grouped the interview questions

under three general headings:

» Challenges of the new job
» Documentation, which was further divided into:
* Documentation and development processes
e Quality of documentation
* View of the profession and professional recognition

Each area contained nine questions. In fact, some questions were multi-part questions
(see for instance questions 11 and 16 in Appendix C on page 106). | asked all the
questions | had prepared, and some more detailed additional questions as well when
the topic warranted. When it became clear to me in the interview that the business did
not have, for instance, an established development process, I did not proceed on such
a topic, because it would have been futile to continue.

The interviews were conducted in weeks 41 and 42 of 2000. | was able to conduct

both interviews at the technical communicators' places of work.

All the questionnaires were in Finnish. I conducted the interviews in Finnish, partly
because | thought it awkward to interview Finnish-speaking persons in English just
for the purposes of a study, and partly because I felt that it would be easier for the
interviewee and also for myself to speak Finnish to be able to discuss the issues in
more detail using one's mother tongue. Examples from the interviews in this chapter
are in Finnish. I intend to provide adequate explanations of each phrase and
translations into English when necessary. While | realize that this arrangement may
not be the most desirable for native English speakers reading my study, | firmly
believe that it best serves the purpose of this study.
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3.3. Case A

This section introduces the first case interview with interviewee A. First, | will
present the information gathered with the background questionnaire, and then I will
proceed to the results of the interview. The results are organized under headings that

are the same as the interview themes.

The answers provided by interviewee A and the questions asked by the researcher are
written as they were uttered, with punctuation added in appropriate places to make
reading easier. The answers provided by interviewee A are marked with (Interviewee
A) at the end of the sentence; the extra questions | asked are marked by (PR),
similarly at the end of the question.

3.3.1. Background questionnaire results

In the background questionnaire, | asked such things as the interviewee's educational
background, her experience in technical communication, documentation issues in the
business where the interviewee works (in particular on aspects related to colleague
technical communicators, tools and documentation formats, continuous career
development such as courses and workshops, and so on), and general issues on the
company (when founded, how many employees, and so on). Some questions also
asked the interviewee to analyze the influence of, for example, her educational

background on her work.

Interviewee A holds a Masters degree in English, locating her educational background
in the humanities. In Suojanen's study, the majority of respondents also had a
humanistic educational background (2000: 101). Interviewee A feels that her
education has benefited her in her work by providing her with stronger language

skills, more efficient ways of retrieving information, and fluency in writing.

Interviewee A has worked in the field of technical communication since 1990. Her
work experience is therefore considerably longer than that of an average Finnish
Technical Communications Society member, which is less than five years (Finnish
Technical Communications Society 2000; see also Suojanen 2000: 102). Considering
her experience, it is probable that she has insight that only comes with years in the
field. Interviewee A is a member of both the Society for Technical Communication

and the Finnish Technical Communications Society.
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The company where interviewee A works has been founded in 1998. The company's
field of business is providing solutions for mobile electronic commerce. Interviewee
A joined the company in 1999. Her current job title is Documentation Group
Manager? and she runs a group of four technical communicators. The group publishes

user documentation in PDF format.

In her ten-year career as a technical communicator, interviewee A has participated in
various forms of training, including courses on various tools, courses on technical

writing, and various workshops and lectures held by visiting professionals in the field.

The various sources interviewee A uses for information retrieval are the Internet,
technical communications organizations and their publications, people in her network
of colleagues, and literature. Her information sources match those mentioned by
Suojanen, who found that in research use and dissemination, technical communicators

prefer asking their colleagues or consulting the Internet (2000: 135).

3.3.2. Challenges of the new job

One of the first challenges of starting at a new job is how to adapt to the new
environment. The situation was no different for interviewee A. Interviewee A said
that she was among several new employees who started at the same day, because the
growth in the company was huge at that time. The benefits of being among other
newcomers were not significant, only that there were others who were equally

confused.

Question three asked if interviewee A thought her colleagues knew what kind of work
she came there to do. Interviewee A stated her belief that her colleagues did not know
what she came to do in the company, except for those who had hired her. She thought
that not even those who hired her had any idea of what technical communicators do.
They had somehow deducted that the company probably should have a technical

communicator at that point in time.

Ei. Paitsi ne jotka oli palkanneet mut. Tai eiké& nekaén itse asiassa tienneet. Ne
vain oli jotenkin paatellyt ett4 tanne tarvitaan joku kirjoittaja. (Interviewee A)

% The job title of the technical communicators in interviewee A's group is technical writer.
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Such lack of knowledge about technical communication manifested itself, according
to interviewee A in difficulties in establishing communication channels, in finding out
what she should do, and so on. Her solution was to take the initiative and start
investigating, for instance, what kind of documentation could be produced in the
future. As an answer to question seven about her opinion on her colleagues beliefs of
her and her work now, she presumed that her colleagues probably have had a change
of mind and think differently of her and her work, and that some colleagues may even
have gained understanding on what she and her group do.

Question five asked how interviewee A she started the documentation effort in the
company and what she did first. She had realized that there would eventually be a
documentation group documenting the software the company developed. She wanted
to be part in creating such a group, because it was precisely the kind of work she was
hired for. She started to draft a process for documentation independently, for possible
future use. The documentation process included, for instance, the templates to be used

in the process.

...ymmarsin ettei meilla ole mink&anlaista dokumentointiryhméa ja meilla
tehdaan kuitenkin kehitystd, ettd me tehdaén ohjelmia. Ma arvelin etta jossain
vaiheessa tdnne sellainen perustetaan ja ma haluan olla siind mukana, koska
sithenhan mut oli niinku palkattu, vaikka sita ei ollut ndkyvissakaan. Sit ma
rupesin tekemaan meille prosessia ja templatteja ja tallaisia. Ma rupesin luomaan
itsendisesti sitd systeemid, joka sitten otettais mahdollisesti kayttéon. (Interviewee
A)
Much in the same manner, Hartman describes the technical communicator in a start-
up company as a process advocate, who should start designing processes in her work
first. The technical communicator can start working on such issues as help
development, review process, editing process, tools, and templates. (Hartman 1999: 1-

9.)

Question six asked what kinds of tasks interviewee A may have performed in the
beginning that would be outside the scope of technical communication. She explained
that she first participated in writing marketing material with the marketing staff,
including product descriptions. In addition, she performed some language checks. All

in all, there was not that much to do besides writing the marketing materials.
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Continuing on question six, | asked interviewee A to describe the benefit that she may
have gained by working outside the scope of documentation. Participating in writing
product descriptions and language checking material written by e.g. marketing
professionals was an invaluable way for interviewee A to learn to know the company,
its products, and its staff even though it was not part of her own work; in addition, she

explained that it kept her alert.

...Oppi tuntemaan yritysta ja ihmisié. Ja sanotaan ndin etta sai jollakin tapaa
pidettyd ammattitaitoa yll& vaikka ei se ollutkaan sitd ty0td, omaa ammattia, mutta
ainakin siind pysyi virkeana. (Interviewee A)

When | asked question eight about the hardest thing when she started, interviewee A
replied that the hardest thing for a new technical communicator in a start-up software
company was and is that, especially in the field of information technology (IT),
everyone needs their own turf, and she did not have one in the beginning. Also, IT
professionals tend to guard their turf with jealousy. In addition to not having a turf of
her own, interviewee A also experienced a more dramatic lack of a communication
channel through which to vent her ideas. She remembered having to rely on other

people to have exposure to her ideas, which was extremely frustrating.

Se etté ei ollut omaa, tall4 1T-alalla...kaikilla pitad olla oma tontti ja kukaan ei
niinku suostu pahemmin astumaan ulos omasta tontistaan ja pitaa
mustasukkaisesti kiinni omasta tontistaan ja sen reunoista ja mulla ei ollut omaa
tonttia, vaikka mita oli, mité ideoita, ei ollut mitdan kanavaa milla olisi saanut, piti
aina muiden ihmisten kautta saada asioita eteenpdin. Se oli todella turhauttavaa.
(Interviewee A)

Continuing with question eight, 1 asked if anything had changed since those early
days. Interviewee A replied that the obstacles that were on her path then have been

replaced with new challenges.

Then to question nine: what was easy when interviewee A started? According to
interviewee A, nothing seemed easy when she started.

3.3.3. Documentation

Interviewee A maintained that it is entirely different to work for a small start-up
company than for a large established company, because in a start-up company,
everything is still under construction, for instance, processes, system and what should

be done and how. In an established company, the infrastructure is already there.
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Aloittelevassa yrityksessa vasta luodaan, niin kuin kaikki tiedet&déan t&alla vasta
luodaan prosesseja ja luodaan koko systeemié ja mietitddn mité kaikkea pitaisi
tehdd ja miten se pitéisi tehdd. Mutta vakiintuneessa yrityksessa kaikki
infrastruktuuri on jo paikallaan, vaikka se muuttuukin niin kuin tietyt toiminnot
jotka pitaa joka tapauksessa olla, oli se systeemi mika tahansa, missd muodossa
tahansa. (Interviewee A)

In an established company, the staff can rely on certain functions always being there,

no matter what the system is in a company, or whichever changes take place.

With question 11, | asked interviewee A to describe what kinds of obstacles to
documentation she had met in her work and how they may have hindered her work.
Interviewee A provided a long list of aspects she believed formed obstacles for her in
the new job: lack of respect, lack of information, lack of understanding, lack of power

or means to have influence, lack of decision-making power.

Arvostuksen puute, tiedon puute, ymmartdmyksen puute,
vaikutusmahdollisuuksien puute, paatantavallan puute. (Interviewee A)

Lacking all these things, it was obviously difficult to start in a new company. Also, a
lack of processes may be viewed as an obstacle, not only for the technical
communicator, but also for any employee. Technical communicators themselves
afford a significant value to colleagues who understand the importance of
documentation to the company, and most importantly, to the users of the company's
products (Lee and Mehlenbacher 2000: 548).

Continuing with question 11, | asked how to overcome such obstacles. Interviewee A
said that one of the best ways to overcome obstacles is to fight one's way through
them. Another equally good way is to use communication and negotiate one's way
through the obstacles and inform one's colleagues. It seems that the answer may lie
somewhere in the middle and depend on the attitude taken by the technical
communicator—she has to have courage and a suitable amount of aggressiveness. In

addition, she must have perseverance.

Taistelemalla. Tai neuvottelemalla. Eik& kaikista ole viel& paéssyt yli, se
taisteluhan jatkuu koko elaman. Tiedottamalla, keskustelemalla...musta
kommunikointi on yks ehdottomasti tdrkeimpid kanavia, mutta kyll& sita
taisteluakin ihan todella tarvitaan ja perdédnantamattomuutta. (Interviewee A)

The fight against the obstacles spreads into other frontiers, such as advocating the
value added by technical communication to the product. As an answer to question 27,

interviewee A said that perhaps she has not been adamant enough in communicating
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the value added by documentation to her colleagues but taken it for granted. Still, she
admitted that it is enough that those with the decision-making power understand the
value of technical communication and technical communicators; it is not so important
for the rest of the staff in the business, although their understanding would naturally
be helpful, too.

...el kaikki sita tied4 ja arvosta eiké silla ole mitd&n merkityst, jos ne jotka
paattaa asioista arvostaa. Pitéisi ehkd enemman lyéda rumpua siitd lisdarvosta
minka se tuo, et tavallaan mé& oon ehké ottanut sen pikkasen itsestdén selvana mité
se ei sitten kuitenkaan ole. Mut se ei ole pelkéstdédn meidan vaan se liittyy myos
yrityksen organisaatioon, et sen pitaisi tulla muualtakin, niilt§, jotka sité taas sitten
valittad eteenpdin. (Interviewee A)

Sieltakin pitaisi sitten tulla? (PR)
Niin vaatimuksia tavallaan etta esitetd&n vaatimuksia sitd kohtaan sekin heti
nostaa sitd arvostusta koska silloin myénnetaan etta se on olemassa. (Interviewee
A)
One solution is that when demands and requirements towards documentation are
voiced, there is consequently a recognition that documentation does exist. Then the
value added by documentation to the product may also be wider acknowledged in the
company. (See also interviewee B's comments on customer feedback).
Acknowledging the existence and significance of documentation is also related to the

appreciation afforded to technical communicators in general.

Documentation in general comprehends more than merely producing the form and
content for user documentation. With question 19, | asked interviewee A to describe
how such issues as editing, proofreading, and logistics have been organized.
Interviewee A answered that the practical issues are organized in the following

manner:

...logistiikka meill& on sen verran ettd meilla on oma numerointisysteemi mutta
varsinaisesti sité ei ole vield jarjestetty. Kaikki on kehityksen alla. Ja...meidén
dokumentointiprosessiin siséltyy timmadinen peer review -tyyppinen luku mutta
sitdkaan ei ole viela taysin toteutettu mutta ma oon lukenut koska mé oon aika
paljon kouluttanu ryhmani jasenié kirjoittajia niin on sitten tavallaan
koulutuksellisesta nakokulmasta lukenu ndité teksteja lapi ja kommentoinu mut et
tulevaisuudessa on otettava kayttéon taa prosessin maarittelema peer review-
kaytanto. Varsinaista kielentarkistusta meilld ei sindll&d&n ole se siséaltyy tdhan mut
sekin on viela kehityksen alla eika se tarkoita sité etteiko sita koskaan tulisi, mutta
kaikkea ei voi kerralla toteuttaa. (Interviewee A)

Interviewee A herself has created a document numbering system to help with
logistics. Other areas, such as proofreading, are still under development. The
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documentation process in the company defines a peer review system where technical
communicators read each other's writings and comment on them. This procedure has
not been completely implemented yet. Interviewee A has read through the
documentation produced by her group in an educational sense and commented on it,
because she has also been active in training her group. Organizing language checks is
also under development, because, as A said, you cannot make everything happen all at
once. Just because it has not been implemented yet in interviewee A's company does
not mean it will not be implemented in the future. The same applies to introducing
processes in any company: incremental steps are probably the most efficient way to

introduce them to the day-to-day work of the staff.

3.3.3.1. Documentation and development processes
In the following, I will present the results of the questions related to documentation

and development processes under section 2 in the questionnaire.

With her 10 years of experience in the field, interviewee A has become familiar with
documentation processes and has experienced them in her previous employment. In
established companies, according to interviewee A, there is a particular way of doing
things and that is the process, even if it has not been documented or written down in

any manner.

Ainahan prosessit on olemassa, niité ei valttamétta ole kirjattu, mutta
vakiintuneissa firmoissa tehdaan asioita tietylld tavalla ja se on se prosessi. Sité ei
valttamatta ole Kirjattu mihinkaan, ei ole PowerPoint-esitystd, mutta ainahan kun
jotain tehdadn, se on prosessi. (Interviewee A)

Then I asked interviewee A question 14, that is, if she had such a process in her work
now, and question 15, if there is such a process, who had created it. She answered
they did have such a process in her work and that she was responsible for creating the
process. This job is the first for her where she had created the process herself, or as
she further supplemented her answer, had created it with the help of literature. The
documentation process is not entirely theoretical, because she had used her own
experiences in the field in designing it as well.

Mutta tota t4al1a ensimmaéisen kerran oon ite luonut tai koonnut prosessin

oikeestaan kirjallisuudesta ja sit omista kokemuksista. (Interviewee A)

Mind mutta en suinkaan omasta péaastani. Mutta on siing, ei se nyt suoraan ole
kirjallisuudesta, on siind omaakin kokemusta. (Interviewee A)
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Then | expanded question 14 with a request for interviewee A to describe the process
and what it included. The process interviewee A had created encompasses both the
activities and the documents that belong to a documentation process. Interviewee A
explained that the activity side includes the information-gathering phase, where the
technical communicator finds out as much as possible about the product, and the
actual writing phase. The document side of the process includes specific important
documents, such as the documentation plan and content specifications. Interviewee A
continued that the documentation plan covers the entire documentation project;
content specifications specify the content of one piece of documentation, and a

content specification document is made of each documentation deliverable.

Siihen kuuluu perinteinen tiedonkerdysvaihe ja sitten se keskeinen sanotaan néin
naa keskeiset dokumentit, jotka liittyy siihen prosessiin on
dokumentointisuunnitelma ja sitten on t&a siséltémaarittely.
Dokumentointisuunnitelma tehd&én niinku dokumentointiprojektia koskevaksi ja
sisaltoméaérittely on taas niinku dokumentointituotteen sisallon maarittely, se on
per dokumentointituote. (Interviewee A)

Siis tiedonkerays ja keskeiset dokumentit? (PR)
The information-gathering phase is rather similar to the information-planning phase
introduced by Hackos. She offers a good guideline for this phase: "You can't plan
what you don't know" (1994: 86), which means that it is nearly impossible for the
technical communicator to make a documentation plan without any knowledge of the
product to be documented. Hackos calls the documentation plan the project plan and
according to her, the plan covers such issues as estimating the scope and complexity,
the time and budget required, resources; creating a milestone schedule; describing the
roles of all participants in the project and so on (Hackos 1994: 147). In addition,
Hackos advocates the practice of writing content specifications as part of the entire
planning effort. Content specifications guide the technical communicator in the
writing phase and if carefully drafted, help her significantly, because she can
concentrate on the information to be produced instead of the structure of the
document, for instance. (Hackos 1994: 223-226.)

According to interviewee A, in the writing phase, the technical communicator
produces the content of the documentation according to the content specifications
drafted earlier. For this activity, the technical communicator needs input from the
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development team, preferably in writing, but often only in verbal form, which is

something interviewee A somewhat regrets.

Sen jalkeen alkaa varsinainen [Kirjoitusvaihe], tietenkin siind on se etta tarvitaan
kehitykselt4 ja ndilta kehittéjilta sitd raakamateriaalia, mité toivotaan saavan
paperimuodossa tai sanamuodossa, mutta monestihan se tulee ainakin taélla vaan
suusanallisessa muodossa mika vaikeuttaa vahan asioita. (Interviewee A)

There are differences in using written or verbal source material, according to Grice,
who maintains that using written material (such as requirements specifications and
product descriptions) often leads to product-centered documentation that focuses on
the functions of the product. Using verbal material is not the solution, either, because
it may reflect the possibly limited views of the person providing the material. Neither
is the solution to be found in the technical communicator using the product to be
documented herself, because the product may change after the technical
communicator has had the opportunity to use it. Grice recommends using all three
sources of information, if possible, to produce user-centered documentation. (Grice
1997: 211-212.)

Grice mentions that it is important for the technical communicator to know
collaborative strategies for working with technical contacts and other experts to be
able to attain quality results. | believe that this principle should also work the other
way around, that the technical contacts should also know these strategies and the

common goal, the quality product. (Grice 1997: 210).

In the documentation process interviewee A has created, the writing phase is followed
by the review phase, during which the documents are reviewed, the review comments
are considered, and the documentation revised according to the review comments.

This process may be repeated several times, until the document can be finalized.

Sitten alkaa se sit siihen prosessiin seuraavaks liittyy téa tota kirjoitusvaihe, joka
sitten taas jota seuraa tammoset katselmointi katselmoinnit, joita voi olla useitakin
ja tietenkin sitten seuraa kirjoitusvaihe ja modifiointivaihe ja taas katselmusvaihe
ja néin kunnes sitten loppujen lopuksi se hyvéaksytédén se dokumentointituote.
(Interviewee A)

The process created by interviewee A not only encompasses the documents but also
the actual activities, that is, technical communicators receiving and studying the raw

material obtained from the product development to such an extent that they can start
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writing the documentation and organizing reviews with the aim of finalizing the

documentation.

It seems that the documentation process has already reached level 2, rudimentary, on
the process maturity scale (see also Table 5). This level is characterized by such
aspects as technical communicators developing information plans and content
specifications (Hackos 1994: 59). If the process maturity model had an additional
level between 2 and 3, it would probably be the place where interviewee A's process

is located.

Surprisingly, interviewee A maintained that the documentation process that she and
her documentation group had followed so far is not a process at all. She supported her
claim by stating that her documentation process does not meet the requirements of a
real process. According to interviewee A, a real process is neutral and only involves
following certain guidelines in one's work, such a style guideline, that was in use in
interviewee A's documentation team. A real process also includes the templates used
that determine the look of the output, the documentation deliverables.

Ja t&a on se varsinainen prosessi, tdhan mennesséhan meilld on ollu n&& se mita
me ollaan kutsuttu prosessiksi ei oikeasti tayta prosessin vaatimia et prosessin
tulee olla hyvin tdmmaonen neutraali et se mitd me ajatellaan siiné prosessissa ne ei
kaikki oikeesti kuulu siihen prosessiin. Mut sit siihen tietysti kuuluu se et sita
tyota pitad tehdé tiettyjen ohjeiden mukaan eli on tietty timmaonen tyyliopas jossa
maaritell&&n milla tavalla meilla kirjoitetaan minkalaista tyylia kaytetaan. Sit on
tietysti dokumenttipohjat jota kaikki k&yttaa jotka madrittelee milté se nayttad se
meidén tuote. (Interviewee A)

It seems to me, however, that the process that interviewee A and her group have
followed so far meets the requirements set for a process, even if she did not feel that
way. Perhaps interviewee A hesitated to call it a process because it had not been
documented in an official manner. The process has, however, guided interviewee A's
and her documentation group's work and the technical communicators have followed
the various activities it describes and produced the outputs (plans, specifications)
required by the process. That the documentation process did not have an official status

at the time of the interview does not mean that it was not a real process.

As mentioned earlier, technical communicators generally work on material they
receive from the product development, either in writing, or verbally. This implies that
there needs to be a process on the development side as well, where the development
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staff produces the material used by, for instance, technical communicators. The
development process probably does not designate certain outputs only to technical

communicators; on the contrary, various teams in the company may use the outputs.

To sum up, it seems that the documentation process created by interviewee A
resembles Hackos' model to a great extent: it has an information-gathering phase
similar to the information-planning phase in Hackos' model during which technical
communicators produce a documentation plan and content specifications and the
writing and review phases resemble the similar phases in Hackos' model. See also
Table 4.

In general, the documentation process should fit into the development process.
Documentation is only a part of the entire development effort and for everything to
run smoothly, the two processes should fit together. In question 16 | asked
interviewee A if they had a development process and she maintained that the
development process was not yet officially approved. It was actually being tested at
the time of the interview. The development process, according to interviewee A,
defines a time when the project sets in and that certain outputs are expected at certain

times.

In question 17, | asked interviewee A how the two processes of documentation and
development match in her company. She answered that the documentation process
should fit in perfectly with the development process, because it is a sub-process of the
development process. Interviewee A believed that she would probably have to adjust

the documentation process somewhat to fit it into the development process.

Sen pitéisi istua siihen ihan taydellisesti. Et nyt tdss4 on semmonen, et jos se
dokumentointiprosessi, jonka mind oon meille laatinut niin sitd varmaan joudutaan
jossain vaiheessa vahan muuttamaan niin ettd kun se on nyt tavallaan jo valmis
eika kell&dén ole siihen mitdén sanottavaa etta se saadaan istutetuksi koska se pitéa
ajatella se dokumentointiprosessi tammaosen kehitysprosessin alaprosessina tai
sisdprosessina, alaprosessina ehkd, osaprosessina. Ihan samalla tavalla kuin
dokumentointiprojektin voi tavallaan ajatella alaprojektina kehitysprojektille.
(Interviewee A)

In addition, interviewee A made a comparison between the processes of
documentation and development and the development and documentation projects: in

both, the development effort governs the documentation effort.
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Question 18 asked if both the processes functioned in the company. According to
interviewee A, the documentation process worked for the technical communicators in
her team; the development process was not yet implemented and consequently
interviewee A could not evaluate it. The uncertain status of the development process
had resulted in a lack of raw material on the basis of which the technical
communicators could work, as required by their documentation process. But A had
optimism, as she states that there was no reason why the processes could not work in
the future.

Kylla toi dokumentointiprosessi toimii siind mielessa etté se toimii kirjoittajien

osalta kylla, mutta koska sita kehitysprosessia ei ole varsinaisesti vield otettu

kayttoon niin se kaikki raakamateriaali mitd se vaatisi osakseen se ei ole viel&

toteutunut. Mutta mé en née mitéan syyta siihen miksi se ei toimisi joskus.
(Interviewee A)

It is hard to say anything on the maturity of the development process. As interviewee
A maintained, it was being evaluated at the time of the interview, which means that it
is already a documented process. Such a process is probably on level 2 on the process

maturity scale.

3.3.3.2. Quality of documentation
This section presents the results of questions related to quality in documentation under

section 2B.

For the purposes of this study, quality in technical communication was introduced
with the help of a holistic model (see Figure 2; Smart et al. 1995: 477). While the
entire model is embraced, this study focuses on the customer-based and value-based
definitions for quality. In these definitions, such aspects as user satisfaction and need
fulfillment, product's (or documentation's) fitness for use, and user satisfaction at a

reasonable cost, are significant.

Question 20 asked interviewee A's opinion on quality documentation. She replied that
quality in documentation is first and foremost a question of the documentation being
true to the product it describes. This probably means that the documentation reflects
the product as much as possible so that everything that is in the documentation
matches the product. A document that is of good quality has to be accurate, which
refers to quality that is searched in the features of the product. Other important aspects

according to interviewee A are correct media and correct format, because they have
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an impact on the usability of the documentation. As an example, interviewee A
described a document that is accurate but poorly designed: such a document is not

usable to the user and thus cannot be of good quality.

Ma pitéisin kylla laadun kriteerind ennen kaikkea sité etta se pitda paikkansa, et se
on totta, et se vastaa sita tuotetta mité siind dokumentoidaan. Ja sit yhté tarked on
esitystapa seka formaattisesti kuin vaikka kielellisesti ajateltuna, eli etté
kaytettavyyskysymys on kylla yhtd tarkea. Etta toisaalta, ettd vaikka se olisi
vaikka kuinka totta, jos se on hyvin huonosti laadittu ja epékéaytannollinen,
silloinhan se ei ole kaytettdva kayttajalle tai lukijalle. Eli ne kulkee mun mielesta
ihan kési kddessa. (Interviewee A)

The fact that the documentation is true to the product and published in correct media
and format go hand in hand, according to interviewee A. Interviewee A's views are
echoed in for instance Lahti, who propounds that the fundamentals in documentation

usability are consistency, accuracy, and succinctness (Lahti 2000: 32).

Eli jos on kaytettdva ja tayttad myos tdman vastaa sita tuotetta? (PR)

Niin, mutta se kaytettavyys on taas paljon moniulotteisempi juttu ettd siindh&n on
sitten paljon mielipideasioitakin. Ja tietysti sekin tavallaan liittyy kaytettavyyteen
etta riippuen siitd minkalainen ohjelma se on ja missa sitd kaytetdan ja kuka sit&
kayttaa ja millaisissa tilanteissa ja kuinka perehtynyt se kayttaja on niin n&a kaikki
tietysti liittyy kaytettavyyteen, se on niin valtavan laaja ala mutta se on myods
hyvin tarkeatd etta on sitd mietitty. (Interviewee A)

In addition, usability is an issue when quality is discussed. Interviewee A maintained
that usability is a matter of opinion to some extent. It also depends on what kind the
software program is and where it is being used, who uses it, and how experienced the
user is. Still, interviewee A recommended that technical communicators consider
usability very thoroughly even though it is a vast area. As interviewee A pointed out,
quality stems from the users' needs, a view that is also shared in this study, and

reflected in the customer-based definition of quality.

Eli laatu lahtee loppujen lopuksi kayttajan tarpeista? (PR)

No mun mielestd se mut sitten taas jossain muussa laatu voi olla pelkéstéén sita,
maé ajattelen sitd ettd meidén tarkein tehtdva on tehda kaytettdvaa tuotetta, koska
meidén tuotteen tarkoitus on auttaa kayttajaa kdayttamaan jotain softaa, joka on
tavallaan se paatuote. Niin silloin musta on ensiarvoisen tarkead ettd se meidan on
kaytettava. (Interviewee A)

The most important thing according to A is to make a usable software product,
because the documentation is intended to help the user to use the software, which is,
after all, the main product of the company. Therefore, it is of great importance that the

documentation is usable. Again, interviewee A's ideas are reverberated in Lahti's view
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on the requirements set to documentation usability, namely that the documentation
should promote the usability of the product and that the documentation should be easy
to use (Lahti 2000: 32).

If quality in documentation is so important to interviewee A, | wanted to know in
question 22 how she creates quality documentation. Interviewee A replied that she did
not produce any documentation at the time of the interview. Still, she viewed
producing quality documentation is all about learning about the product and about its
users. Learning about the users also involves learning about such issues as where the

users use the product and in what situations.

Tutustumalla tuotteeseen. Nythédn mina en talla hetkella tuota mitaan, mutta
aikaisemmin niin tutustumalla tuotteeseen ja miettiméalla niit4 k&yttajia.
Yrittdmalla ottaa selville kuka sitd kayttaa ja missa tilanteessa ja miettiméalla
kaikkia naita kaytettdvyyteen liittyvia asioita. (Interviewee A)

Learning about the product and its users means learning about the users' needs, which
has already been propounded as among the most important tasks the technical
communicator has to perform. User and task analysis are advocated by Hackos in the
information-gathering phase of the documentation process (1994: 29-33). Learning to
know the audience is a step towards producing quality, if quality is viewed from the
users' perspective, as is done in the customer-based definition in the holistic model on

quality (see Figure 2; see also Smart et al. 1995: 477).

3.3.4. Professional recognition

This section presents the results of section three in the questionnaire, professional
recognition. Professional recognition may partly depend on whether people around
the technical communicator acknowledge her existence and work. This
acknowledgement may stem from user and customer feedback on the product and its

documentation, and it may, naturally, be positive or negative.

When asked questions 24 and 25 on professional recognition and the possible lack of
it, interviewee A replied that she is recognized in the company as a professional in her
field, although there seemed to be moments when recognition cannot be felt. The fight
against not understanding, ignorance, and lack of respect are ongoing processes.
Interviewee A also mentioned that in her company, they are yet to receive feedback

on the documentation produced. This is because the company is still very young. She
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stated, however, that when such feedback is available, the staff in the company would

feel differently about documentation and technical communicators.

Mutta paljon on vield sité taistelua ja sitd ymmartaméattomyytta, tietdmattomyytta
ja arvostuksen puutetta vastaan. Ma luulen ettd se on erityisen selkeésti tima
arvostamattomuus liittyy nimenomaan siihen etta on niinku uus yritys, jossa ei
vield oikeastaan 00 saatu mink&annakoista asiakaspalautetta. Etté siind vaiheessa,
semmosessa firmassa, jossa on jo tullu asiakaspalautetta ja sitd saadaan yleensa
aina myos siihen ohjeistukseen liittyen, mutta meilld sitd ei viel& ole. (Interviewee
A)

Often, when a company receives user feedback, some of it is related to documentation

as well, as interviewee A remarked. It seems that interviewee A believes that such

feedback from a third party will make a difference in the attitudes of her colleagues.

Then the value added by documentation may be felt throughout the company.

Question 25 asked interviewee A about the source of the lack of recognition, if it
stemmed from ignorance or from some other source. Interviewee A maintained that it
stems both from ignorance on the part of the staff and from not having the necessary
raw material. The latter in particular forces the technical communicators to go to the
experts and ask them for the material, which some may interpret as bothering and
disturbing them in their work. This source of lack of recognition boils down to
weaknesses in the processes.

Tietamattomyydesta ja siitd, ettd kun ei valttamatta saada sitd raakamateriaalia
mité sen tyon tekemiseen tarvittais, niin siind tulee téllaisia hairiotekijoité,
joudutaan niin kutsutusti hairitsemaan ihmisié, niin siind voi olla ihan
tdmmaosetkin asiat. Prosessien heikkouteen liittyvia asioita, jotka vaan sitten
ilmenee silld samalla tavalla mutta ei ne valttamatta ole sitd. (Interviewee A)

Such weaknesses in the processes resemble level 1, ad hoc, in the process maturity
scale in my opinion, where such beliefs as “the engineers are too busy to be
interviewed" prevail (Hackos 1994: 57). But, as interviewee A maintained earlier, the
product development process was at the evaluation stage at the time of the interview,

and thus I am not able to determine its maturity level.

Question 26 asked if interviewee A felt that the lack of recognition formed an obstacle
for her. It did, and interviewee A was sorry that it took so much extra energy having
to fight to earn the recognition deserved. The answer for overcoming the obstacles is
to be found, in interviewee A's opinion, in communication, and that there is no magic

wand to set things all right at once.
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Joskus. Sithen menee ylimé&éaraista energiaa sen niinku saavuttamisen
kamppailuun. (Interviewee A)

Miten ndistd esteistd kenties paasee yli? (PR)

Ajan kanssa, ei milladn muulla, ei ole taikasauvaa. Sill, ettd kommunikoi
ihmisten kanssa ja niinku et se tieto lisdéntyy ja asema vakiintuu. Aika.
(Interviewee A)

Only with communication, can knowledge and understanding be spread among
colleagues and through that, recognition of technical communication may become
more easily attained. It also requires that the technical communicator's position

stabilize. It takes time, though, interviewee A admits.

Question 28 probed the worst or most disagreeable aspects in being a technical

communicator. Interviewee A introduced two aspects that she felt that are the worst in
this profession, namely ignorance and lack of recognition. She resents the fact that the
technical communicator has to excuse for her existence. In addition, having to excuse

for wanting to do well the job she was hired to do seems to bother her.

Se on just ehka se tietdmattdmyyden puute, arvostuksen puute. Etta joutuu aina
niinku todistelemaan omaa arvoaan ja joskus vahan pyytelemaan anteeksi omaa
olemassaoloaan niinku tavallaan sité ettd haluaa tehda sen tydon minka takia on
palkattu. (Interviewee A)

Continuing on question 26, | asked if there is a solution to this problem. According to
interviewee A, the answer is again to be found in communication. Technical
communicators have to learn how to communicate not only information to the users
but also to communicate with the different people they work with to get results. It
often requires different communication skills that have to be applied when
communicating with different people. The technical communicators have to find the

particular skills that fit when interviewing their colleagues.

...kommunikointi, etsii oikeanlaisia kommunikointityylej4 erilaisten ihmisten
kanssa koska tama ty6 on hyvin pitkalle kiinni kommunikoinnista. Ja Kirjoittajat
joutuu niinku etsimaén niitd ja koska kirjoittajat joutuu yleensd kommunikoimaan
haastattelemaan erilaisia ihmisia, niin siind pitéa tavallaan etsid sita kunkin
kohdeihmisen kanssa sitd miten sen tietyn ihmisen kanssa pystyy parhaiten
keskustelemaan ja kommunikoimaan. (Interviewee A)

Finding the best communication channel for communicating with different people is a
challenge for technical communicators. In fact, technical communicators often use
different channels for communication even with the same person depending on the

situation. Such forms as team meetings, document review meetings, face-to-face
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meetings, telephone calls, and email can be used according to the situation. For
instance, at the beginning of a documentation project, technical communicators often
prefer face-to-face meetings, whereas towards the end of the project, they often use all
of the options listed. In a conflict situation, half of the technical communicators often
choose not to interact face-to-face and start using email, for instance, whereas the
other half chooses either the individual or team meeting. (McGee 2000: 39-42.)

The work of a technical communicator is mostly communicating with different

people, interviewee A maintained.

Ja ty0 on ihmisten kanssa kommunikointia? (PR)

Se on hyvin pitkélle sitd. Ja se on joskus hyvin vaikeata. (Interviewee A)
Sometimes communicating can be hard, interviewee A admitted. Interviewee A's
view of the profession, that it is communication, reflects my initial assumption that it
is in the nature of technical communication to consist of communication was

presented in chapter 1.2,

The issues interviewee A mentioned as being the worst in this profession seem to
correlate with what interviewee A described as the obstacles in her work. Ignorance
about technical communication and lack of recognition probably are aspects that are

generally shared among technical communicators.

Question 29 balanced the negative aspects of the previous question by asking
interviewee A to describe the best aspects of the profession. There have to be positive
aspects to the profession as well; otherwise interviewee A would probably not have
stayed in the profession for ten years. According to interviewee A, among the best
aspects are that this is still a new profession that is continuously taking shape.
Interviewee A stated that technical communicators need to have a certain kind of
character to do well in the job. Personally, interviewee A mentioned that she would

not like to be stuck to a boring job.

Tietysti siind pita4 olla tietynlainen luonne, ma en esimerkiksi haluaisi jaméht&a
paikoilleni. Ma en haluaisi, niinku téssé joku joskus sanoi etté saisi valilla olla
tylsdd se on varmaan vélill4 kiva etté on tylsad mutta pit4é olla sapinda.
(Interviewee A)

Interviewee A described the place where she works as very lively. She said that there

she must communicate with so many different people: some people are difficult to get
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along with and the communication is therefore riddled with conflicts. Still, her place

of work is lively just the same.

In addition, she mentioned that, in technical communication, she values that she can
learn new things all the time about technology, both the technology in technical
communication and the technology produced by the company. As interviewee A said,
in such a company, the technical communicator with a background in the humanities

has to overcome herself and her possible fears about computers, for example.

Ja sitten oppii koko ajan uutta ja on pakko oppia koko ajan uutta, on pakko voittaa
omat pelkonsa esimerkiksi niinku tietotekniikkaa etta varsinkin meikaldiset joilla
on humanistinen koulutus niin vélttdmatta ei ole kovin sinut ainakaan alussa
tietotekniikan kanssa ja pelkés tietokoneita. Joutuu voittamaan itsedan koko ajan.
(Interviewee A)

In addition, interviewee A mentioned that technical communicators in general have a
great deal of independence and freedom in their work. There are problems in the
profession, especially in a start-up company, such as lack of processes, but the

independence in one's work compensates for them.

...mutta Kirjoittajan ty0ssé on se tietty semmonen itsendisyys etta vaikka siell& on
niitd ongelmia ainakin taalla ja tammosissa aloittelevissa firmoissa aina, niin tyo
on kuitenkin suht itsendistd ja vapaata. (Interviewee A)

Interviewee A pointed out that technical communication is a way to combine
technology and language studies, a way that offers technical communicators good
career prospects. As an example, interviewee A mentioned that she came to the field
in the early 1990's when Finland experienced economic recession. Still, she has not

been unemployed for a day.

Miten sé yhdistét tietotekniikan ja kielten opiskelun ja vaikka on lama-aika, niin
maé ite oon tullu laman aikana alalle enkd koskaan ole joutunu olemaan
tyottomana? (Interviewee A)

As interviewee A's job experience shows, technical communication has been and is a

promising field in Finland and rapidly growing along with the software industry.

3.4. Case B

Next I will present the material gathered in the interview with interviewee B. The

material is presented in the similar manner as in the case with interviewee A.
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3.4.1. Background questionnaire results

In the background questionnaire, | asked questions on such issues as the interviewee's
educational background, her experience in technical communication, documentation
issues in the business where the interviewee works (in particular on aspects related to
colleague technical communicators, tools and documentation formats, continuous
career development such as courses and workshops, and so on), and general issues on
the company (when founded, how many employees, and so on). Some questions also
asked the interviewee to analyze the influence of, for example, her educational
background on her work.

Interviewee B has a Masters degree in English, that is, a background in the
humanities, as have the majority of Finnish technical communicators according to
Suojanen's study (2000: 101). Interviewee B mentioned that the benefits of the
education are visible in her English language skills, with which she presumably refers

to the entire spectrum of language use from spoken to written language.

The company where interviewee B works provides solutions in information security
software and consulting. She joined the company in 2000. She is the only technical
communications professional in the company and her job title is tekninen kirjoittaja,

technical writer in English.

Interviewee B has two years of experience in the field of technical communication.
She is a typical Finnish technical communicator, at least according to the results of
the survey by the Finnish Technical Communications Society of its members, where
the average experience of technical communicators was less than five years (Finnish

Technical Communications Society 2000).

Interviewee B has participated in seminars on SGML and XML, for example. She
mentioned that these seminars have given her new ideas, even though they have not
become anything concrete in her work. As to finding information about the field, she
would probably use the help of her colleagues and the Internet, which are the two
favorite sources of research information among technical communicators when they

need to use and disseminate research information in Suojanen's study (2000: 135).

Interviewee B is a member of the Finnish Technical Communications Society. She

mentioned that the membership provides her with contacts to other people working in
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the field, which is important to her, because she is the only technical communicator in
her place of work. In addition, being a member is a good way to keep up with the

latest developments in technical communication.

Her job description includes such issues as producing manuals to all products of the
company, producing the documentation related to the products, translating and
proofreading, for instance, advertisement texts. She publishes the documentation in
the PDF format.

3.4.2. Challenges of the new job

One of the first challenges of starting at a new job is how to adapt to the new
environment. The first challenge interviewee B faced was being the only one to start
at that particular time. She did not feel that it formed an obstacle for her; on the
contrary, it was for the better, because she had to take the initiative in her own hands,

or open her mouth, as she puts it in the following:

...parempikin sillai ettd koska sitten niinku ei roiku sen toisen epatoivoisen kanssa
vaan pitaa aukaista suu. (Interviewee B)

What interviewee B means with taking the initiative is that she had to go out and talk
to people herself, make the necessary introductions, and learn to know the people she
would work with. Being the only one to start working at that time, she did not have

the company and possible protection of other newcomers.

She was not a stranger to her colleagues when she started, because the company has a
policy of introducing all newcomers to the staff. So, at least the others knew that a
technical communicator had been hired. In fact, she was introduced twice, once when
she came to sign her contract and then for a second time when she finally started. She
does not think that the second round of introductions was unnecessary, however,
because she met other newcomers then, who had not met her yet.

Taalla on tapana ettd kun joku on palkattu niin siitd kerrotaan etukateen ennen

kuin se edes tulee paikalle. (Interviewee B)

Joo koska silloin kun kavin tydsopimuksen allekirjoittamassa silloinkin mut jo
Kierratettiin ja sitten kierratettiin periaatteessa jo toiseen kertaan kun tulin mutta
toisaalta t&élla oli silloin jo uusia ihmisié jotka ei ollu nd&hny mua aikaisemmin
(Interviewee B)

Question five asked how interviewee B started producing documentation in her new

job. She maintains that she started her first technical communication-related
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assignment by talking to the person who had produced most of the documentation so

far. In fact, that person was not a technical communicator at all, but an engineer.

No ensin juttelin semmosen kanssa joka oli sen yhden tuoteperheen
tuotedokumentit Kirjoittanut, niin ma juttelin sen kanssa tai se ensin se toi mulle
ettd tdssa on ndé ja ma sitten kévin sen lapi kynéan kanssa ja menin sen kanssa
juttelemaan niisté. Siitd se sitten l&hti. (Interviewee B)

When the technical staff writes the documentation, it often implies a level O in the
process maturity scale. On level 0, the company is oblivious to processes. Hiring a
technical communicator often leads to the transition to level 1 in the scale, which
means that activities take an ad hoc nature, where some standards may be followed.
(Hackos 1994: 51-52.)

Interviewee B received the documentation produced up to that moment and started to
go through the material. Her intention in the process was to make the material easier
to read. She then went with her suggestions to talk to the previously mentioned
engineer, who accepted all her suggestions. In fact, her work was generally

appreciated in the company.

Sitten ma rupesin muokkaamaan sité luettavampaan kuntoon. ...Mun tarkoitus oli
muokata siitd sen nakdinen etta se olisi helpompi lukea ja sit ma menin
néyttdmaan ettd timmaostd ma oon ajatellu. Sit kaikki oli ettd kelpaa ja paatti ettd
nain tehdaan asiat sitten. (Interviewee B)

A decision was then made that the company would continue along the suggestions

presented by interviewee B in her first assignment.

Question six asked interviewee B which other tasks she may have had in addition to
technical communication. Interviewee B mentioned that she participated in translating
marketing texts and proofreading various materials. As an extension to question six,
interviewee B described that such activities were useful because the texts she
translated and proofread were about the company's products and thus an invaluable

source of information for a new technical communicator.

...Niissa teksteissd puhuttiin meidan tuotteista kumminkin saahan siitd aina jotain
lisatietoa. (Interviewee B)

Pystyi vahan vaikuttamaan siihen ettd mitd sanaa kannattaa kéytt&é jossain
yhteyksissa...silla silmélla ettd voisi tulevaisuudessa katsoa vahan tarkemmin.
(Interviewee B)
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In addition, her proofreading had its own rewards in that she was able to influence the
production of texts in the business. Her influence in text production may not have

been direct, but will probably be demonstrated in the future.

Answering questions three and seven about the opinions of her colleagues about her
and her work, interviewee B admitted that she did not know what her colleagues
think. It is rather obvious that they had not voiced their opinions to her, otherwise she
would know. This might imply that she has not experienced any major difficulties or
obstacles in the company on the part of her colleagues. She had noticed, however, that
her colleagues had become more open. This was manifested in, for instance, their
willingness to come and present her with the changes they had made to the product

that could affect user documentation.

Onko niistd huomannut jotain muutosta? (PR)

On sillain ettd esim. nyt ne tulee heti sanoon jos ne on tehny jonkin muutoksen
mika vaikuttaa k&yttoohjeisiin tulee kylla aika hyvin sanoon. (Interviewee B)

Ihan oma-aloitteisesti? (PR)

Niin ja sitten ne odottaa ettd sen saa valmiiksi ettei ne oo niskaan puhaltamassa
ettd jos ma en saa sita heti valmiiksi niin voi sopia paljonko on aikaa. (Interviewee
B)

What interviewee B had also noticed is that her colleagues gave her enough time to
complete her assignments and were generally flexible in negotiating more time for her
to finish the documentation. Even if interviewee B's colleagues had not told her what
they thought about her, there was obviously a shift in their thinking since they now

seemed to take interviewee B more into consideration during product development.

Then | asked interviewee B what was difficult when she started. She pointed out that
the hardest thing was to learn about the products the company produces and to
understand what the products do. She maintained that it is natural that working in the
beginning seems hard, with all the new technology to learn and so on. In fact, she
maintained that learning about the products and understanding them were ongoing

processes.

When she started, she concentrated on studying the documentation produced so far;
now she feels that she is able to make improvements to them. What she regretted in
the interview is that the documentation set produced gave very little background

information, which would be useful to the user.
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...vaan aluksi katto niitd dokumentteja, nyt kattoo miten niité voisi tehda
paremmaksi....Ja sit niissa kuitenkin aika niukasti selitetddn semmosta
taustajuttua miké olisi kuitenkin aika hyodyllisté. (Interviewee B)

Nyt ndkee laajemmin?(PR)

Niin tai ainakin olisi halua tehd& laajempaa jos olisi aikaa. (Interviewee B)
Interviewee B admitted that she would like to have a broader focus on the
documentation and include more background information to the documentation set if
she only had the time. This is something where her mind has changed from what it

was when she started.

After discussing what was hard in the beginning, we moved to question nine, what
was easy when interviewee B started. She says that it was easy for her to adjust
working in that particular company. In addition, interviewee B was already familiar

with the tools used in the new company, so they did not pose any difficulties.

3.4.3. Documentation

Interviewee B's answer to question ten on the differences in working in a start-up
company or in an established company, or in a small or a big company, was that both
companies where she had been employed were small, but working in them was
different:

Mun mielesté ne on ollut pienid missa ma oon ollut mutta kyll& luulisin ett4 siind
silti on eroa. (Interviewee B)

According to interviewee B, everyday reality in the new company is more ad hoc,
with which she probably means reacting to what happens instead of, for example,
following processes from the start to the end and so on. The practices and processes in
the company have not been established and there is no particular process that is being

followed from the beginning to the end.

Kylla se on ettd ne kaytannot ei ole vakiintunut eika prosessit vaan se on sellaista
ad hoc juttua eikd ole sitd semmosta tiettyd prosessia mitd noudatettaisiin alusta
loppuun. (Interviewee B)

Erilaista siis on, kdytannot ja prosessit eivat? (PR)
Mutta voihan pienikin olla sellainen firma jossa on mutta ei t4& ainakaan ollu eik&
00 niinku vieldkaan kun on liian vahan ihmisia ja liikaa t6ité niin siiné on sitten
vaikea mennd jarkevimman tavan mukaan. (Interviewee B)

Company size is not, however, an obstacle for having processes, according to

interviewee B. The company did not have any processes when interviewee B started,
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and neither did it have any at the time of the interview. According to interviewee B,
the problem is that there are too few people and too much work to do, which explains
why the ad hoc solution is applied. It would seem that in the company where
interviewee B works, the staff reacts to things that happen instead of following a

process where certain decision points and activities are determined.

Interviewee B pointed this out, however, when she mentioned the current situation
with too few people and too much to do: it is hard to find the time to establish a more
rational solution to product development in such a situation and then even be able to
follow it. It is hard to take any staff members away from development to draft

processes when everyone is required in the development work.

Such a lack of time implies that the activities taken in interviewee B's company have
not been planned. As interviewee B mentioned, they do not have any processes, which
would explain the lack of planning. The initial assessment of the maturity level of
processes in interviewee B's company becomes stronger and seems to stay at level 0,

oblivious.

With question 11, | asked interviewee B if she had faced any obstacles to her work
and how such obstacles may have made her work more difficult. Interviewee B
mentioned that she did not have any obstacles to her work, nor did she have any when
she started. The company has been supportive, as interviewee B explained and
provided an example of needing a license for a particular software program, which
she was immediately granted. In addition, she felt that her colleagues were very
helpful and provided her with answers whenever she has questions or problems

concerning a particular product.

3.4.3.1. Documentation and development processes
The following is a discussion on documentation and development processes that is
based on questions 12-18.

To start with, | asked interviewee B if she was familiar with documentation processes,
which she was. She mentioned that in her previous place of work they had a
documentation process. Interviewee B continued and said that she has adapted it to
the current situation as much as possible. Consequently, she is responsible for the

documentation process that the company has.
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Sen prosessin opin periaatteessa edellisessa tydpaikassa ja mé& oon vaan soveltanut
sitd taalla sikali kun se on sovellettavissa. (Interviewee B)

With question 14, | asked interviewee B to describe what such a documentation
process covers. She replied that it partially depends on what is considered a
documentation process, but that it in general covers such aspects as the tools used and

planning, writing, and so on.

Véhan riippuu siitd mité pidetdan dokumentoinnin prosessina mutta tota se on
semmonen kokonaisuus mun mielestd etté siihen kuuluu seké tyokalut etta sitten
suunnittelu ja kirjoittaminen ja kaikki tammainen. (Interviewee B)

Interviewee B did not mention, for instance, drafting project plans and specifications.
Such documents are advocated by Hackos, who endorses writing an information plan,
a project plan (or a documentation project plan), and content specifications for each
documentation deliverable (1994: 29-37). Interviewee B does not draft a project plan
or even a schedule for documentation, because schedules do not tend to keep in the
company. This has to do with the ad hoc nature of processes discussed above.
According to interviewee B, it is not up to her to decide when the documentation can

be ready, because it depends on product development.

Tapaatko tehdé jonkin projektisuunnitelman tai aikataulun? (PR)

Kun ei tdalla pade aikataulut samalla tavalla niinku jossain muualla et kylld ma
kysyn aina kun mé saan jonkun tehtévan ettd koska tén pitaa olla valmis mutta se
ei riipu musta sit kuitenkaan et jos se tuote on viela kehitys on kesken ja sanotaan
ettd se pitdisi olla valmis silloin ja silloin ja jos koodi ei ole valmis, niin v&han
vaikea saada dokumenttiakaan valmiiksi. Sama se periaatteessa on myos
paivityksessa ettd. Mutta sitten kun on sellainen definite paivdmaara lyoty
lukkoon niin kyll& mé sitten tieddn muuten se on vaan enemmankin semmonen
suuntaa antava. (Interviewee B)

Interviewee B says that when she receives an assignment, she always asks when it is
to be ready. She is not, however, able to influence when the development work is
completed. Sometimes there is a definite date set when the documentation, or update,

has to be ready; other times, the dates are used for reference only.

Such an attitude towards not only documentation but also product development
asserts my initial assumption of level 0, oblivious, in the process maturity model. See

also Table 5.

Interviewee B also mentioned that the process that was followed in her previous job
contained a quality assurance procedure. In this job, they do not have such a
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procedure due to lack of time. Such a procedure is thus not part of the documentation

process interviewee B follows.

Ei meilld ole mitddn noita esim. Q&A-istuntoja mita oli ennen vanhaan vanhassa
firmassa, koska se on kaikki menee siihen ettd ei ole aikaa. (Interviewee B)

A documentation process, if defined in the same manner as Hackos defines it (see
Table 4), includes a review procedure. In such a procedure, technical communicators
are able to receive feedback from the reviewers. It appears that interviewee B's
definition of the documentation process does not include review meetings. She has
had a few designated readers who read her work, mostly because the manager has told
them to read the documentation. Still, interviewee B maintains that all documentation
has been checked for technical accuracy by someone the development team. The
technical accuracy is thus assured, but that is all.

Aina on kumminkin mennyt niin ettd ne on tarkistettu ettei sinne j&& asiavirheité.
Eli joku asian eli joku tuotekehitystiimin jasen on ne lukenu tai yleensé kaksi
ihmistd. Mutta siihen se on sitten jaanyt. (Interviewee B)

N&ma on ilmeisesti jotain katselmoijia jotka... (PR)

Ne on niita jolle ma vien puolivékisin ettd pomo késki etta sa luet tdn nyt tai vien
pomon poydélle ettd lue na4 tai delegoi. Sitten kun menee viikon péésté ettd josko
nyt saisi kommentteja, niin... (Interviewee B)

Sometimes interviewee B has had to use somewhat stronger means than just
persuading the developers to read her documents. She admitted that it is hard to get
the right people to read the documentation. In addition, this system has some other
flaws, too. The people in the product development team are so familiar with the
product that they are sometimes unable to say if something is missing in the
documentation, because they can fill in the possible gaps thanks to their knowledge of

the product.

Meill& pitéisi siis ollakin sillai ettd joku ettd kun on ne insingorit jotka lukee niin
ne tuntee tuotteen lapikotaisin, niin ne ei pysty sanomaan etté onko jotain jaanyt
sanomatta tai mista pitéisi kertoa enemman koska ne paikkaa paassénsa sen
puutteen. Ettd jos me kunnon testiryhma tdnne saadaan joskus niin se on hyva
juttu. (Interviewee B)

The answer to this problem would be an adequate testing group that would test the
products from all angles without any prior knowledge of them. Interviewee B hoped
they would be able to hire such a team in the future.
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Interviewee B mentioned that she had received some feedback, although she would
appreciate to have more. The feedback has handled the technical accuracy in the
documentation, and some have given her feedback on the selection of certain words or
terms. She had not received any feedback on the documentation process. Neither has

the feedback been about the look of the documentation.

Ei kukaan siihen puutu mitd mé teen. Siis kyll& mé& saan palautetta mutta ei ne liity
prosessiin. (Interviewee B)

Minkalaista palautetta olet saanut? (PR)

Ihan semmosta kun olen pyytanyt. Liian vahan olen saanut palautetta. Mutta
palaute on koskenu ihan ei ulkoasua vaan miten asiat esitetdén ja sit on koskenu
no tietysti asiavirheet on karsittu kieliasuun muutamat ihmiset ainakin
sanavalintoihin... (Interviewee B)

Question 13 asked if interviewee B finds the documentation process useful, or if she
considers is a waste of time. Interviewee B maintained that she finds it useful to have
such a process, because without one, it is not possible to perform professionally in this
field. She has adopted the process in her work even when nobody in the company has
shown any interest in it. The process is useful, according to interviewee B, because

guides and defines the technical communicator's activities.

Hyddyksi, sillé ethén s& voi dokumentoida, ellei sulla ole prosessia mink& mukaan
sé teet sen homman. (Interviewee B)

Interviewee B seemed at this point hesitant about the documentation process in her
company and admitted that it is and is not implemented. The hesitation was related to
her thought that it is, on the one hand, easy to rely on what you have done before; on
the other, it may also signal that you are following your old habits and should view
what you do with critical eyes. The documentation process allows the technical
communicator to rely on what she has done before, but may also hinder her from

seeing what could be done better.

Toisaalta siind on helppo tukeutua siihen ettd miten on ennen tehnyt. Toisaalta on
huomannut ettd on kaavoihinsa kangistunut vaikka ei ole ollut kuin vahan aikaa
taalla etté pitdisi vahan kattoa uutta tapaa tehda. (Interviewee B)

It seems to me that interviewee B does somewhat rely on what she has done before,
that is, she follows the process she has learned earlier. The environment has changed,
however, because she now works in an environment that does not endorse processes.

It makes one wonder whether discarding the old way of doing things would actually
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benefit her? Still, she attempts to maintain a process in a company that is oblivious to

processes.

The documentation process often starts with interviewee B receiving the final product,
but generally, the process varies depending on the stage at which she starts to produce
documentation for the product.

Se tietenkin vaihtelee vahan missa vaiheessa ma rupean sita tekeen. Joskus se
saattaa l&hted siitd ettd mulle lyodaan tuote kateen ja sanotaan ettd tdssa on
tdmmaonen. (Interviewee B)

It is quite easy to think that the earlier a technical communicator becomes involved in
the development process, the easier it may be for her to produce quality
documentation. (See also Fischer 2000: 10) This is because the two processes,
development and documentation, are related, and the documentation process is often

viewed as a sub-process to the development process.

With question 16 about development processes, we moved from the documentation
process to the development process. According to interviewee B, the company does

not have a development process that is written down in any way.

Emmé tiedd onko meilla dokumentoituja ei ainakaan niita prosesseja ole
dokumentoitu kai niilla jotkut prosessit on mutta nekin menee varmaan sillain ad
hoc. (Interviewee B)

Interviewee B admits that she is not aware of a development process, but she believes
that they have some processes that are ad hoc in nature, that it, only used for an

individual incident or a case. Such solutions are not repeatable.

Again, according to the process maturity model (see Table 5), ad hoc processes are

typical of companies on the level 0, oblivious to processes, in the maturity scale.

In the following, interviewee B uses ne, they in English, to refer to her colleagues, the
software developers and designers. According to interviewee B, they make plans and
schedules and do their work according to task lists that specify what they have to do
and when it has to be ready.

Kylla ne tekee (suunnitelmia, aikatauluja)...Niilla on sellainen tehtdvalista jonka

mukana ne etenee niinku mitd pitad olla ja milloin sen pitaa olla valmis.
(Interviewee B)
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The development process is not documented, but seems to exist to some extent. The
outputs of a development process are various kinds of specifications and so on.
According to interviewee B, the development staff does not have time for writing
specifications. They are willing to tell about the products verbally, though, but in

general, most processes expect the outputs to be written down.

Tehdd&nko dokumentteja siitd tuotteesta tai kehitysprosessista, spekseja tai jotain
muuta? (PR)

Ei, siihen ei kenell&d&n ole ollut aikaa ettd ois semmosta etté niitd spekseja pystyis
hyddyntadn koska ne ei 0o niité kehitelly. Siks toisekseen ne kylla auliisti kertoo
mika periaatteessa on vahan sinnepéin et ne kertoo miten mikakin osa toimii.
Oishan se hienoa jos sen saisi valmiina paperilla ja copy-pasteis sen vaan
muokaten vahan, mika ettei. (Interviewee B)

Auttaisi tyossa? (PR)

Kylla varmaan joo. Kylla sen huomas kun edellisessa firmassa, sielléhén oli
speksit kaikesta, niin tota olihan se helpompi rakentaa plus niist4 néki usein sen
kokonaisuuden, mutta en mé niité kaipaa, kylla niitd ilmankin el&&. (Interviewee
B)

In her previous employment, interviewee B had grown accustomed to having written
specifications, which made her work easier in that they offered a view to the entire
structure of the product. In addition, they made it easier to start building the
documentation. Written specifications would help her also by making her job easier in
that she would be able to transfer pieces of text directly to the product documentation.

Still, she feels that she can manage well without them.

There is a difference between verbal and written information, as Grice explains,
because verbal information may reflect the bias, or incomplete understanding of the
expert, and written information may render the documentation product-oriented,
instead of user-orientation. Even working with the product itself is not safe, because
the product may change after the technical communicator has had the opportunity to
use it. Consequently, Grice recommends using all three sources as the input for
documentation. (1997: 211-212.)

It seems that neither process was documented nor even explicitly stated in interviewee
B's company at the time of the interview. Consequently, | am somewhat hesitant in
using the term process to describe the practices in interviewee B's company, but will
continue to do so for convenience's sake. According to interviewee B, they probably
will have the processes determined and documented in the future.
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Kumpaakaan ei sindnsé ole tai ainakaan julkilausuttuna tai dokumentoitu? (PR)

Ehk& me mennéan joskus vield siihen. Kun joskus vaan olisi aikaa. (Interviewee
B)

She believes that the company will one day have documented processes, provided that
somebody has the time to begin the effort. This does not, however, guarantee that the
processes are followed, but is at least a start. At the time of the interview, the
processes that exist in the company lived side by side.

Ei voi sanoa ettd dokumentointiprosessi istuu tuotekehitysprosessiin? (PR)

No kyll& se nyt sillain, elddhan ne tuossa rinta rinnan eik& mitdén suurempia
konflikteja. (Interviewee B)

In fact, there is hardly any friction between the development and documentation
process now, because products are published and most product are published with

accompanying documentation.

Kai ne jonkun verran toimii kun tuotteita tulee pihalle ja niissa on useimmiten
kayttoohjeet. (Interviewee B)

Other issues in the everyday life of a technical communicator are such issues as
proofreading and logistics. Question 19 asked interviewee B to describe such
practices in her work, because the documentation published needs to be handled, for
instance, proofread and language checked. I used logistics to refer to such issues as a

numbering system or packaging.

Mité tarkoitat logistiikalla? (Interviewee B)
No miten ne pakataan tai onko jotain numerointijarjestelmaa? (PR)

Ma oon se itse kehitellyt, kaikki kehittanyt itse sen jalkeen kun olen tullut. Kaikki
on minun vastuullani, oikoluku ja asiantarkistus tapahtuu niiden toimesta jotka
lukee niit4 ennen kuin ne pistetddn PDF:ksi. (Interviewee B)

Document numbering system is something interviewee B she has developed herself.
Proofreading and checking for technical accuracy are the responsibility of those who

read the documentation before it is converted to the PDF format.

3.4.3.2. Quality of documentation

For the purposes of this study, quality in technical communication was introduced
with the help of a holistic model (see Figure 2; Smart et al. 1995: 477). While the
entire model is embraced, in this study, the emphasis was placed on the customer-

based and value-based definitions for quality. In these definitions, such aspects as user



81

satisfaction and need fulfillment, product's (or documentation's) fitness for use, and

user satisfaction at a reasonable cost are significant.

Question 20 asked interviewee B to describe quality documentation. According to her,
quality documentation is explicit and easily tells why the product exists and what the
user can do with it. Quality documentation is structured in a rational manner even
though the product does not always have such a rational structure. As an example,
Norman defends technical communicators who often have to translate an unplanned

design to seem like it was carefully planned from the beginning (Norman 1998: 191).

...Se 0n semmosta ettd siitd saa selvén siitd mista on kyse ja mita varten se on
olemassa se tuote ja mitd silla voi tehdd. Tarvii olla rakennettu sillai jotenki
jarkevasti mutta ei kaikki tuotteet aina tue timmaosta jarkevaé rakennetta.
(Interviewee B)

Mill& tavalla jarkeva rakenne? (PR)

Semmonen ettd se on selkedsti tehty. Esimerkiksi musta meilla on toi
ongelmatuote, siind pitdé4 hyppié paikasta toiseen sen sijaan etta se olisi soljuva
prosessi. (Interviewee B)

The rational structure is, according to interviewee B, such that various actions and
steps follow one another in a rational order, without the user having to jump from one
section of the document to the other. Interviewee B provides an example of a piece

problematic documentation that forces the user to jump from section to section.

According to interviewee B, it is the task of the product development to strive at
producing easier-to-use products that make more sense. Such products would
probably follow the structure of the users' goals instead of the product developers'
goals (see Cooper 1995). Interviewee B imagines that such products would naturally

be easier to document as well.

Eli periaatteessa tuotekehityksessékin pitéisi pyrkia enemman siihen etté se tuote
olisi jarkevampi ja helpompi kayttad koska silloin se olisi myds helpompi
dokumentoida. Mutta menepa sitd koodaajille sitd sanomaan... Niilla on véhan
oma nakdkulmansa. (Interviewee B)

Such a view on quality, that it, focus on the design phase, corresponds to the design-
based quality in the holistic model of quality by Smart et al. (1995: 477). See also
Figure 2. This quality type underlines such aspects as conformance to specifications
and customer requirements, process stability, and defect levels (Smart et al. 1995:
477).
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But as interviewee B admitted, it is hard to advocate the usability point of view to the
software developers, who view the product from a totally different standpoint. Their
view is not that of the user, but more product-oriented. This is where the technical
communicator is valuable as the user's representative in the product development
process, because she often has a non-technical background (Fischer 2000: 9). It is
probably easier for such a person to identify with the users, who may have diverse
backgrounds. The technical communicator should therefore be viewed as a valuable

asset, especially in a company that does not have any usability specialists.

Interviewee B's description of a high-quality piece of documentation, for instance a
manual, was such that quality documentation is explicit and the user can use the
product easily with the documentation. The documentation product (a manual, guide,
and so on), if it is of good quality, tells, according to interviewee B, the users what
they want to know. The manual or guide can be in any format, as long as it gives the

users what they want.

Se on periaatteessa sama. Laadukas kayttdohje kertoo varmaan kayttajalle aina
sen minka kayttaja haluaa sielta 10ytaa. Se miten se on kaytannossa toteutettu on
toinen juttu. (Interviewee B)

As Lahti has discovered, accuracy and succinctness are among important principles in
documentation usability (Lahti 2000: 32). Documentation that follows these principles
probably tells the users what they need when they need it. In addition, the information
is also accurate, something which interviewee B mentioned that is reviewed in the

documentation she has produced.

Answering question 22 on how she aims at producing quality documentation,
interviewee B maintained that she has not paid a great deal of attention to quality
issues in her work. This is because she believes that quality is "inherent” in the work
of a technical communicator who tries to produce sensible documentation. By
"sensible™ documentation, interviewee B probably refers to rational documentation,
which was discussed earlier. Quality is not a by-product, however, as interviewee B
admitted, it comes through work dedicated to producing "sensible” documentation.
En varsinaisesti pyri...en tieda olenko kiinnittanyt siihen laatuun kauheasti

huomiota, kun mun mielesté se on niin kuin inherent ettd s yritat tuottaa jarkevaa
se niinku syntyy siind sivussa tai jaa syntymaétta. (Interviewee B)
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It seems that interviewee B strives at quality documentation, when she talks about
sensible documentation. The terms used are different, but their meanings correspond.
But interviewee B also said that quality might not be the end result of a process that
has aimed at sensible documentation. In such a process, some of the activities have
not then been properly planned and executed, because a process is in general adopted
to ensure repeatability of quality results. If the best practices are followed, quality
results are to be expected. All in all, producing bad quality documentation does not

make any sense.

According to interviewee B, the general attitude in the company towards quality is
very similar hers: producing poor-quality products does not pay. Interviewee B
provided an example of a product version the publication of which was delayed until

one feature behaved exactly as the company wanted to.

Lahdetéaén siita etta ei ole jarked tehdd huonoa. Esimerkiksi meilld yhta versiota ei
julkaistu ennen kuin yksi ominaisuus oli saatu toimimaan juuri sillain kun
haluttiin. Se on aika usein etté jos lykké&at jonkun puolivalmiin tuonne niin kyll&
sitten perasta kuuluu. (Interviewee B)

As interviewee B put it, if you publish a half-ready product, you are very likely to
hear about it later in a negative context. Consequently, the company takes user
satisfaction seriously. Taking user satisfaction seriously implies adhering to customer-
based definition of quality, where the most important aspects are customer

satisfaction, naturally, and need fulfillment (Smart et al. 1995: 477).

3.4.4. Professional recognition

Then we moved to the last section of the interview. First, | asked interviewee B if she
felt that she was recognized for her work in the company. She maintained that she had
not noticed any specific acts of her work being recognized in the company. She
believed that her colleagues know that technical communicators are a necessity, but

admitted at the same time that it sounds quite harsh being labeled a necessity.

En varsinaisesti arvostusta ole huomannut. Ma luulen etté sen verran tiedetaan etta
se on se valttamattomyys mutta en usko etta tdalla kukaan hirveésti arvostaa
mitaan. Kuulostaa hirmu pahalta. (Interviewee B)

Niin kuulostaa silté ettd tekninen Kirjoittaja on valttaméattomyys..(PR)

But, as she continued, it may not be the entire truth. Interviewee B brought out the
general platitude that nobody reads the documentation anyway and that anyone can
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use the products without documentation. These ideas are familiar from Hackos'
process maturity level 0, where such beliefs are rampant (1994: 53). These ideas have
surfaced among interviewee B's colleagues, but she is certain that there will be a
change in this attitude once processes are established in the business.

Niin, mutta ei se itse asiassa se kuulostaa pahalta mutta se ei ole ehka koko totuus
kuitenkaan. Mutta toisaalta asiahan on niin ettd katotaan ettei kukaan oikeasti lue
kayttoohjeita ja ajatellaan ettd kylla tat4 osaa kayttdd kuka tahansa. Ma luulen etta
tdhankin tulee tdalld muutos kunhan ndma prosessit taalla vakiintuu ja tallai. Siks
toisekseen se ei ole mua haitannut yhtéan. (Interviewee B)

So establishing processes both in development and in documentation would also
benefit the technical communicator in that she might gain more appreciation and
recognition for what she does. Still, interviewee B maintained that the general attitude

towards documentation has not bothered her at all.

The general prevalent attitude is not aimed at interviewee B personally, she
maintained. As she explained, she has received appreciation in her side profession as
a translator and language checker, but in her main profession, as a technical
communicator, she is viewed as a necessary evil. So, the lack of recognition is not,

according to her, due to lack of information.

Ma luulen etté se on se yleinen vallalla oleva késitys eikd se muhun kohdistu
mitenkdan henkilokohtaisesti enk& tunne olevani huonompi kuin muutkaan eika
kukaan ole ikind moista vaittanytkaan ja sillai se on aika omituista kaikki olettaa
ettd kieliasioissa mé olen niille guru mutta sit taas t&é tulee sellaisena
valttamattomana pahana tdd mun padalani. (Interviewee B)

Question 26 asked if interviewee B felt that the lack of recognition formed an obstacle
for her in her work. She stated her belief that her colleagues are all in all pleased to
have a technical communicator among them, if for no other reason than customer
feedback that has proven the value of documentation in the product. Others have
realized that documentation makes their work easier, when they can tell customers to
use the documentation, that everything is explained there.
En, kuten sanottu, ei se mua hetkauta. Sillai huomaa, ettd noi on tajunnut ettd ehka
se kayttdopas onkin ihan hyva juttu, koska asiakkailta on tullut semmaosta
palautetta ettd miten tatd ja ne on huomannu ettd se helpottaa niiden tyota jos
kaikki sanotaan siella dokumentissa kun etta tdnne soitetaan ja kysytaaan etta
miten t&& toimii ja miks tassé ké&vi ndin kun sitten voi sanoa etté luepas

kayttoohjeesta, sielld asia on selitetty. Niin sillai kyll& mé& luulen etta sillain
kuitekin ollaan tyytyvéisia etta joku Kirjoittaa. (Interviewee B)

Siis joltain kolmannelta taholta on tullut... (PR)
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Niin. (Interviewee B)

The feedback from a third party seems to make a difference and the people around
interviewee B have noticed that documentation does serve its purpose. Documentation
thus promotes the usability of the product (Lahti 2000: 32).

Perhaps the third-party feedback has partially influenced interviewee B's colleagues,
as she mentioned earlier that she had noticed a change in her colleagues in that they
seemed to have become more open and take her more into consideration in the
development activities. Still, having to rely on outside feedback to gain recognition
may be the situation faced by technical communicators in general, instead of

colleagues recognizing the inherent value of documentation.

Interviewee B believed that the attitude she has towards her work has helped her

considerably. Attitude seems to be of significant importance.

Siks toisekseen kun ma meen talla asenteella, niin saa helposti mita haluaa.
(Interviewee B)

Asenteella on siis ratkaiseva merkitys? (PR)

Niin, en ma usko ettd tammaodsessa aloittelevassa yrityksessa parjaisi ainoana
kirjoittajana ihminen, joka ei aikaisemmin ole tata tehnyt. Ajattele vaan jos olisit
suoraan yliopistosta tullut tdnne, eika olisi ikind tehnyt mitaén, niin en olisi
suhtautunut samalla tavalla enk& osannut tehdé asioita niin kuin ne pitéisi.
(Interviewee B)

According to interviewee B, it would be very hard for a budding technical
communicator to start working in such a start-up company. Such a novice technical
communicator would have had an entirely different approach to the work and perhaps
could not do the work the way it should be done, at least according to interviewee B.

It takes time to gather experience and to grow a healthy attitude towards one's work.

Question 27 asks if interviewee B has advocated the value added by documentation to
the product and she answered that she has not told her colleagues about the added
value documentation gives to a product; instead, she tells them that users need to

know certain things.

En ma niille mit&én seliti. Sanon vaan ettd taytyyhan kayttajan tietaa.
(Interviewee B)

But, as her colleagues have already noticed, documentation does add value to the

product if only by making customer support tasks simpler, when customer support
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staff can ask the users to refer to the relevant documentation. This ties in with the
definition of quality, that the user is the most important factor when quality is defined.
It also places the technical communicator in a special position of being the users'
advocate.

Question 28 probed if there were any bad aspects in working in the field of technical
communication. Interviewee B said that she would not probably work in this field if
she did not like it.
En tiedd onko ammatissa mitdan ikavaa, en kai téall alalla olisi jos ei siita
kauheasti valittaisi. Kyllahan se varmaan joissain paikoissa saattaa olla vahén
paikallaan junnavaa mutta ei mulla ole sellaista ongelmaa ettd en ma joudu
editoimaan samoja dokuja vuodesta toiseen ja lissdméaén sanoja sinne tanne. Ei

sité tied& vaikka parin vuoden péasté taallakin olisi niin vakiintunutta.
(Interviewee B)

Miten voi selviytyd? (PR)

En tiedd, kun minulla ei ole ollut junnaavaa, mutta kai sité voi. En tied&, kun en
ole kokenut tylséksi eikd mitédéan ikavaa ole ollut. (Interviewee B)

There are some unpleasant aspects to the profession, according to interviewee B, such
as that is may in some places be rather dull and repetitive. She has not yet experienced
updating the same documents from year to year, having worked at the company for
less than a year. There are undoubtedly means for surviving the dullness and
repetitiveness of the work, but interviewee B did not come up with any, because she

has not experienced such feelings in her work.

Question 29 balanced the interview by probing the positive aspects of the profession.
Interviewee B pointed out that the best part of the profession is being able to produce

something and also being an independent part of an innovative team.

Parasta on se etta saa itse tuottaa jotain, plus se ettd on osa jotain tiimid mutta aika
itsendinen osa...Siksi toisekseen, taalla td44 on ollut aika vaihtelevaa, kun on
erilaisia tuotteita jotka toimii eri lailla, niin niissé on ollut aina eri juttuja.
(Interviewee B)

Vaihtelevuus, itsendisyys ja saa itse tehda...(PR)

Mutta kuitenkin toimii muiden kanssa yhteistydssé. Plus taalla firmassa ainakin
pystyy vaikuttamaan siihen tuotteeseen kehitysvaiheessa, kun taa on niin pieni,
niin nyt ainakin vield. Ma oon ainakin pystynyt vaikuttamaan ja musta se on ollut
ihan hauskaa. Ei kaikki ole mennyt 1&pi mitd on sanonu mutta just mun osalta
yhdessa tuotteessa. (Interviewee B)

In addition to being an independent team member, interviewee B also valued being

able to have an influence on the development of the company's products. It is possible
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in such a small company. Not all her suggestions have been implemented, but some
have. The ability to influence one's work seems to add to job satisfaction in

interviewee B's case.

3.5. Summary findings of the interviews

This section aims at summarizing the findings of the previous sections. It is organized
around the themes in the interviews: first the challenges of the new job, then
documentation with information on quality and processes, and finally professional

recognition.

3.5.1. Challenges of the new job

One of the challenges for a new employee starting in any new job is the attitude.
Consequently, it was not surprising that both interviewees mentioned that they needed
to sport a particular attitude in the beginning: they had to take the initiative in an
environment that had not previously been in contact with technical communicators.
Interviewee B mentioned that a receptive attitude is one of the decisive characteristics
in a technical communicator; interviewee A discussed the struggles in which technical
communicators are involved in start-up companies that probably require a particular
attitude. Also, a professional attitude is one of the qualities the subject matter experts,
the people with whom technical communicators mostly communicate, value in
technical communicators. The technical communicator also needs to be persistent, as
interviewee A remarked. Persistence and tact contribute to a productive relationship

with the subject matter experts (Zvalo 2000).

3.5.2. Documentation

The field of technical communication is embodied in communication according to
both interviewees. Therefore, a great deal depends on the technical communicator's
abilities to communicate with different people. In technical communication,
communication occurs in two ways: first, the technical communicator has to
communicate in her work to obtain the information she needs so that she is then able

to communicate it further to the users who need the information.
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These results coincide with Grice's notion that technical communicators spend only a
part of their time in actual writing; they spend the rest of the time communicating and
working with others (1989: 175). And if we consider the documentation process
model presented in chapter 3, it reserves only 50% of the time to be spent on activities
that could be labeled writing. A considerable time is spent on planning, searching for
information, and devising content specifications. All these activities require that the
technical communicator communicates with her colleagues and they add to the

importance of communication skills.

The daily communication by the technical communicator also includes seeking
information on technical communication issues. Both interviewees mentioned that
they use the Internet for seeking information; and even more importantly, they rely on
their personal network of colleagues in various environments. This is corroborated by
Suojanen’s findings, where colleagues and the Internet are found to be the main
sources of information. Suojanen also stresses the significance of interpersonal
contacts, such as networking with colleagues in different companies and through
professional societies, for instance the Finnish Technical Communications Society.
(Suojanen 2000: 135). Such contacts again emphasize the relevance of

communication skills for the technical communicator.

Both interviewees agreed on the necessity of having processes. They also asserted that
all companies have processes, in some they are explicit, in some implicit. Lack of
processes in the companies where the interviewees work is understandable, because
both are young companies, for instance interviewee A's company was founded in
1998. It takes time to learn about the software business, let alone start implementing a
documentation process or a development process. One may also consider that start-up
software businesses often hire young people who have very little prior work
experience. Such people are probably not familiar with processes of any kind. A start-
up company may also choose not to implement a development process in the
beginning, because they probably think it will affect their time to market in a negative
manner (Hartman 1999: 1-7). In an established business, process issues often have

already been managed and the value of processes is recognized.

Both interviewees' companies have both a documentation and a development process,

but only in interviewee A's case have the processes matured enough to rise from stage
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0 (oblivious) to a more conscious level. In interviewee B's company, the processes are
present, although they are not implicitly stated or documented. But, if interviewee B's
attitude towards processes spreads in the company, the processes that now only bud
may well start to bloom.

It is typical for a start-up companies that their technical communicators are
responsible for all aspects of producing documentation from planning, information
seeking, and the actual writing to such issues as production, proofreading, and
logistics. For instance, both interviewees mentioned that they had created a document

numbering system for their documentation themselves.

Both interviewees viewed quality in documentation as something that is related to the
text in the documentation being true to the product it describes or the product it
instructs. That is in fact the single-most important issue mentioned by both
interviewees in the interviews about a manual or guide that is of good quality. Such a
view on quality resembles the product-based quality in the holistic model, where
reliability among others is a significant aspect (see Figure 2; Smart et al. 195: 477).
Similarly, they both mentioned usability and the user's point of view as governing the
production of documentation. They view that it is important that the users find the
information they are looking for when they are looking for it, and that the users obtain
the information they need. This view on quality echoes the customer-based quality in
the holistic model (see Figure 2; see also Smart et al. 1995: 477). In customer-based
quality, user satisfaction and need fulfillment, and the fitness for use of the product, in
this case documentation is of primary importance. Fitness for use fits in with the
general idea that the technical communicator is the users' advocate, partly due to her

background in the humanities.

Since this study views that processes are at least partially responsible for quality, the
quality produced in these companies may be different. In interviewee A's company,
where they have a documentation process and a development process in the testing
phase, the likelihood of good quality documentation production is rather high. In
interviewee B's company, the likelihood is probably not as high as in interviewee A's
case. Naturally, I am not able to say if they have produced quality documentation,
because | have not reviewed it. If they have followed the quality definitions they
themselves gave in the interviews, then they have produced quality documentation at
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least from their own viewpoint. The views on quality that the interviewees voiced
bear resemblance to the customer-based quality in the holistic model presented earlier.
If the documentation produced is also produced from the users' perspective, then it
satisfies the quality emphasis, the users' perspective, set by this study. It is not an
absolute must to have processes to produce quality documentation: the technical

communicator may be able to attain quality even in the absence of any processes.

Interviewee B mentioned that they have already received some customer feedback
and that it has been taken very seriously; interviewee A has not yet received such
feedback, but expects that customer and user feedback will have a significant impact
on the way documentation is viewed in the future in her company. It seems only
natural that such feedback should influence every person in product development. In
interviewee B's case, such feedback may have influenced the attitude of the
development staff towards their technical communicator towards a more open
approach. In this study, where user satisfaction and usability are used as measures of
quality, as presented in the holistic model, such feedback is viewed crucial in

developing standards for quality.

3.5.3. Professional recognition

Both interviewees seemed to struggle with gaining the recognition they would like to
have. Interviewee A mentioned the struggles she had in all fronts. She thought the
most frustrating struggle was for a communication channel all her own in the
beginning. Interviewee B had not noticed such dramatic aspects, but had experienced
the solitude in being the only technical communicator in her place of work. Still,
interviewee B was confident that her work is valued, at least when feedback from the
users comes back to the company. Having to rely on third-party feedback to gain
recognition in her own working environment seems rather harsh, but may be the
actual reality of many technical communicators, especially in start-up companies. In
established businesses, where documentation has been produced following a process
for a longer period of time, the recognition may already have been earned and the

value added by documentation to the product may be understood.

As to the personal view of the profession, both interviewees talk about independence
as the best aspect in the work of a technical communicator. In addition, both mention

that the profession is very multifaceted, with which they refer to, for instance,
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participating in various projects and producing documentation that is always different.
Both actually seem to thrive in an environment where changes form an important part
of their everyday working life. In addition, both mention that being part in the
development of new products is exciting, especially if they are able to make visible
contributions to the developing product. They are able to offer their unique
perspective to the design of a product, a perspective that may also be seen as the users'
perspective. This is one of the reasons why the technical communications department
should be part of the product development department: utilizing the technical

communicators' skills to the maximum.
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4. Discussion

This chapter firstly discusses the findings of the study; secondly, it evaluates the
writing process; and thirdly, it introduces possible areas of further research.

The findings of the case studies were compared to the theoretical framework formed
by the models presented in chapter three. The models, the documentation process
model and the software development model, were compared to the results gained in
the interviews with two technical communicators working start-up software
businesses in Finland. In addition, the process maturity model by Hackos was used to
determine the process maturity in the two companies to the extent as it may affect the

work of technical communicators.

The process maturity model is useful in determining the influence of processes or lack
of them on technical communicators and their efforts at producing quality
documentation. Absence of processes may be manifested in lack of planning in both
documentation and development, a lack of review processes, a lack of formalized
specification drafting, and so on. The value of a process may be understood, but no
one seems to have the time to make the first effort towards the path of documented
processes. When the action towards a process is taken, the company advances from
being oblivious to processes to a phase, where production takes an ad hoc nature. This
study maintains that an investment on processes assists in ensuring quality, not

directly and automatically, but through a concentrated effort.

Why should a small company invest time and resources in drafting processes, if they
are able to produce products, both the software and the documentation, without any
defined processes? One aspect in defense of processes is that they make it easy to
repeat the success of an earlier project. It is obviously something that companies
would strive for. One reason why such processes are not in place is naturally the
young age of the company: they may be in the initial stages of their product
development, where the emphasis is on being able to publish a working product out to
the market in a reasonable timeframe. Another reason against processes is that start-

up companies often are rather small in size, which enables their staff to function
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efficiently even in the absence of processes thanks to close working relationships.
Taking the time to establish and follow a process would tax the company's two most
important resources, people and time. Yet the same company may in a few years time
realize that it needs a more stable infrastructure to be able to maintain its success or to

fully benefit from its personnel's abilities and then starts investing on processes.

In the following, | present the conclusions of the interviews. What has to be
remembered, however, is that the interview data only represents the view of one
person and should be viewed with critical eyes. Certainly, if one wanted to determine
the process maturity level in a company in full, one would have to conduct a

company-wide study on the issue.

The process maturity model was criticized earlier for a lack of level between levels
two and three. | suggested that there could be an additional level there between
rudimentary processes (as in level two) and organized and repeatable (as in level
three) on the expense of level five, for instance. If this level did exist, it would alter
the results of this study, but since it does not, the maturity levels in the companies are

contrasted to those in the model.

It seems that both companies have at least rudimentary documentation processes: in
interviewee A's company, the process had already matured to level 2 and was about to
be formally acknowledged; in interviewee B's company, the documentation process
was still between levels 0 and 1. Interviewee B does have experience in
documentation processes, which makes her a strong candidate for possible future

process development.

In interviewee A's company, the maturity of the documentation process is manifested
in writing information plans, review procedures, and copyediting. They also have a

style guideline, which is one of the standards that begin to emerge on level 2.

In interviewee B's company, the documentation process is between levels 0 and 1.
Before she started, development specialists wrote the documentation, a typical sign of
a level 0 process. She is also responsible for all documentation efforts, which makes
the level O veer towards level 1. Level 1 is further characterized by lack of processes
in general, lack of planning for documentation (which is present in interviewee B's

case), and starting documentation late in the development cycle.
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The situation with the development process in both companies is rather similar to the
documentation process. In interviewee A's company, the development process is
taking shape fast; in interviewee B's company, one cannot talk of a development
process as such, but as interviewee B said, it will probably be documented and
formalized one day. At least in interviewee B's case, the technical communicator has
not suffered considerably due to the lack of a development process, probably mostly

thanks to the small size of the company.

Since the documentation process maturity level is in interviewee A's case 2 and in
interviewee B's case around 0 and 1, the work the two technical communicators has
some similarities and differences. Interviewee A and her team are already on their
way towards working in a process-controlled environment, whereas interviewee B
will still have to struggle because of the lack of processes. Both interviewees often
have to produce documentation based on oral instead of written material. Their
separating differences also have to do with product documentation, namely that in
interviewee A's case, both the documentation and development teams write plans,

schedules, and specifications that control their work.

The process maturity issue answers my research problem of how a technical
communicator is able to produce quality documentation in a start-up software
business. Before the analysis of the material, | believed that the technical
communicator is able to produce quality documentation with the help of processes,
with the right attitude, initiative, and a strong set of skill in the field. These beliefs
were affirmed in the analysis phase. The maturity level of the process does, however,
make a difference for the technical communicator, but even a process in the early

stages of maturity is better than no processes.

If processes are considered the key for quality documentation, then the absence of
processes would mean poor-quality documentation. It is not as straightforward as that,
however, as for instance small companies may well be able to produce quality
products and services without any processes. Still, processes are often considered vital
when the company size grows and the staff cannot rely on their good interpersonal
relationships any more for quality. They need to ensure the repeatability of quality

and for that, they need processes.
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Close interpersonal relationships at work are typical for small companies, thus also
for start-up companies, too. Such relationships require good communication among
the staff. Good communication is not only restricted to small companies, but is
imperative in any organization. Communication, or rather the lack of it, was
emphasized in the interviews as an initial obstacle on the technical communicator's
way to adapt to a new environment. For example, interviewee A mentioned that her
difficulties initially stemmed from a lack of a communication channel of her own
through which to distribute her thoughts and ideas. Also, finding the right channel for
communication with different people takes time and a perceptive mind and is
particularly important in a situation with no formalized processes where the technical

communicator cannot rely on defined sources of raw material.

Communication is also one of the keys to professional recognition. The more the
technical communicator is able to disseminate information about what she does, the
more recognition she is probably likely to have. Also documentation that is the end
result of communication may be a source of recognition in that it may sometimes be
the decisive factor for users and customers for selecting a particular product. This
preference may make the technical communicator's co-workers understand the value
of documentation and give her more recognition as a professional in the field of

technical communication.

Due to the initial schedule I set for the thesis-writing process, | opted for a quick
interview process and did not reserve any time for a pilot interview. Looking back
now, | could have conducted such a test interview, which would undoubtedly have
improved the actual interviews and the questionnaire (question content and structure)
used. Having conducted a pilot interview, | may also have expanded on some of the
interview questions and perhaps left some out. In addition, I might have been more
secure in discussing the issues more with the interviewees, instead of advancing
further with the questions. Such insecurity was less present at the second interview.
Still, knowing the interviewees beforehand gave me the advantage and | therefore do
not believe that the pilot study would have been absolutely necessary. | could also
have postponed the interviews until a later date, by which time | might have had more
clear ideas about the structure of this study and the areas that were important. Still, the

material | gathered in the case interviews was enough for the purpose of the analysis.
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As described in chapter three, | did not use the theme interview method as such. The
reason behind this decision was that | needed answers to specific questions and did
not think that I could have them with a theme interview. This is why | did not use the
pure theme interview approach. The approach used in this study could be labeled
semi-structured, because 1 did follow a certain structure in the interviews, but it was a

structure that left room for additional questions and omissions, if necessary.

Still, I believe that my selection of the case study as study orientation is valid. The
field of technical communication needs all kinds of studies, not only here in Finland.
It is definitely worthwhile for other researchers to conduct further studies, either
surveys or case studies, qualitative or quantitative, in technical communication to
obtain more information and add to the general knowledge pool. Only with such a
cumulative knowledge base can the status of the profession be elevated along with the
status of the discipline.

Some possible research areas in technical communication that | found in the process
of writing this study were for instance studying the technical communicators that
work in more traditional industries who often are not members of the Finnish
Technical Communications Society. Their work is probably at least somewhat similar
to the society members' work, for instance, in that they too communicate technical
information to those who need such information. Another area for research could be
Carliner's idea of the misuse of the skills of technical communicators with Masters
degrees in information development. It would be interesting to see if that idea holds

true, particularly in Finland.

The professional status and recognition of technical communication will most benefit
from the help of the results of such studies. As increasing numbers of technical
communicators are educated in Finland and more and more enter the profession,
research conducted will provide them with a stronger case in defending technical

communication as a profession and as a discipline in its own right.
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Appendix A

Hei,

teen graduani Tampereen yliopiston kdanndostieteen laitoksella. Aiheeni kasittelee
teknisen viestijan (technical communicator) roolia aloittelevassa
ohjelmistoyrityksessa. Graduni tavoitteena on selvittad, miten tekninen viestija toimii,
kun hanet palkataan usein ensimmaiseksi tekniseksi viestijéksi aloittelevaan
ohjelmistoyritykseen. Haluan selvittdd miten ‘aloitteleva’ ja ‘ohjelmistoyritys'
vaikuttavat teknisen viestijan tyohan.

Tiedustelen haluaisitko osallistua tdhan tutkimukseen? Jos haluat, 1&hetén sinulle
ensin taustatietolomakkeen, jossa on muutamia yleisia kysymyksia mm.
koulutuksestasi ja yrityksestasi. Sen jalkeen haastattelisin sinua esim. tyopaikallasi.

Haastattelu kestaa korkeintaan kaksi tuntia.

Jos haluat osallistua, 1&hetatké minulle siité tiedon sahkdpostilla ensi viikon
perjantaihin (22.9.2000) mennessa?

Ystavallisin terveisin,
Paivi Reinikka

sahkoposti: trpare@uta.fi
puhelin: 040-5515250
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Appendix B

Henkildtiedot
Taman osion vastaukset jaavat vain tutkijan tietoon.
Nimi

Ikéa

Koulutustausta
Missa olet opiskellut?
Mité opiskelit?
Koska valmistuit?

Millaista hyotya koulutuksestasi on nykyisessa tydssasi?

Yrityksen taustatietoja

Mité tekee yritys, jossa olet tydssa?

Milloin yritys on perustettu?

Montako tydntekijaa yrityksessa tyoskentelee nyt?

Milloin olet tullut yrityksen palvelukseen?

Dokumentointiin liittyvad asiaa
Kuinka kauan olet tydskennellyt teknisen viestinnan alalla?

Oletko tyon ohessa osallistunut koulutukseen, esim. kursseille, workshopeihin? Voitko nimeta
joitain? Mika oli niiden anti ty6hosi?

Jos tarvitset tietoa dokumentointiin liittyvissa asioissa, mista haet sitd? Esimerkiksi
kollegoilta, Internetistd, alan jarjestoista ja niiden julkaisuista ym.

Kuulutko johonkin tdman alan jarjest6dn? Mihin? Mita jasenyys antaa mielestasi sinulle ja
ty6hosi?

Mika on tyonimikkeesi?
Millainen tydnkuvaus sinun tydstasi on? Voitko hieman kuvailla sita?

Minka kokoinen on yrityksesi dokumentointiosasto?
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Jos sinulla on kollegoja, miké& on heidan tittelinsd? Eroavatko heidan tyénkuvauksensa sinun
tyonkuvauksestasi? Jos eroaa, miten?

Millaista dokumentointia tuotat? Missé formaateissa julkaiset dokumentoinnin?

Mita tySkaluja kaytat?
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Appendix C

Uuden tydn haasteet

1.
2.

Montako tyontekijéa yrityksessa oli kun aloitit? Mité toita he tekivat?

Olitko ainoa uusi silla hetkelld vai aloittiko teitd muitakin? Oliko siitd hyotya vai
haittaa?

Luuletko etté tyokaverisi tiesivat mitd tulit tekeméan?

Osallistuitko yrityksen antamaan koulutukseen yrityksen tuotteista? Oliko sellaista
tarjolla? Jos oli ja osallistuit, mika oli sen anti tyohosi?

Mista aloitit dokumentoinnin yrityksessa? Mité teit ensin? Oliko joku jo tehnyt
jotain materiaalia, josta saatoit aloittaa? Mitd? Miten etenit?

Millaisia tyotehtavié ehké teit oman tydsi ohella kun aloitit? (Esim. autoit muun
materiaalin kirjoittamisessa, kielentarkistuksessa ym.)? Kuvaile néisté tydtehtavista
mahdollisesti saamaasi hyotya.

Mité uskot, ajattelevatko tyOkaverisi sinusta ja tyostési nyt eri tavalla kuin silloin
kun aloitit?

Mika oli vaikeinta kun aloitit? Onko mielesi muuttunut niistd ajoista? Vielako samat
esteet ovat olemassa?

Ent& mika sujui helposti?

Dokumentointi

Dokumentointi- ja tuotekehitysprosessit

10.

11.

12.

13.
14.

15.
16.

Onko erilaista tehd tyoté aloittelevassa yrityksessa kuin vakiintuneessa yrityksessa?
Entd onko erilaista olla pienessa yrityksessa tydssa kuin isossa? Milla tavalla? (jos
sinulla on tastd kokemusta)

Millaisia dokumentoinnin esteité olet kohdannut tydskennellessési tassé yrityksessa?
Miten ne ovat vaikeuttaneet ty6tasi? Miten olet paéssyt niista yli?

Ovatko dokumentoinnin prosessit sinulle tuttuja? Jos ovat, missé olet torménnyt
niihin, esim. aiemmassa ty6paikassa, kirjallisuudessa jne.

Mité ne edustavat sinulle (auttavatko tydssasi vai ovatko haitaksi?)?

Onko tyossasi sellainen nyt? Mité siihen kuuluu? (esim. projektisuunnitelma ja
aikataulu, sisallénspesifikaatiot, katselmointiprosessin kuvaus jne.)

Kuka sen on laatinut?

Ovatko tuotekehitysprosessit sinulle tuttuja? Onko yrityksessasi sellainen nyt? Jos

P P - N - P D L PN R Ve )
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on, kuvaile sitd lyhyesti. Kuka sen on laatinut?

17. Kuinka dokumentoinnin prosessi sopii tuotekehitysprosessiin ? Kumpi oli ensin?
18. Toimivatko molemmat prosessit teilld? Miten?
19. Enta muut dokumentointiin liittyvat kdytannon asiat, kuinka ne on jérjestetty,

esimerkiksi editointi, oikoluku, logistiikka ym.?

Dokumentoinnin laatu

20. Millaista on mielestdsi laadukas dokumentointi?

21. Enta millainen on mielestasi laadukas kéyttdohje tai manuaali?

22. Miten itse pyrit tuottamaan laadukasta jalked?

23. Onko laatuasia tiedostettu yrityksessanne? Miten yrityksenne pyrkii saavuttamaan

laatua tuotteissa tai palveluissa ym.?

Ammattikuva ja arvostus

24, Koetko ettd sinua ja tyotési arvostetaan?

25. Jos sinua ei mielestasi arvosteta, johtuuko se tietdmattomyydesta (muut eivat tieda
mité ty6si on) vai jostain muusta?

26. Koetko arvostuksen puutteen esteend tyo6llesi?

27. Oletko yrittanyt selvittad tyotovereillesi miten dokumentointi voi lisatd tuottamanne
tuotteen tai palvelun arvoa? Miten? Onko viesti mennyt perille?

28. Mika on mielestasi huonointa tai ikavintd td4ssd ammatissa? Miksi? Miten siita voi
selviytya?

29. Mika on mielestasi parasta tdssda ammatissa? Miksi?
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Suomenkielinen tiivistelma

Johdanto

Tamén tutkimuksen tavoitteena on tutkia miten tydskenteleminen aloittelevassa
ohjelmistoyrityksessa vaikuttaa teknisen viestijan (engl. technical communicator)
tuottaman dokumentaation laatuun. Tarkastelen millaisia vaikeuksia teknisell&
viestijalla tydssédén on ja miten hén ndista vaikeuksista pyrkii selviytymaan.
Ohjelmistoyritys valittiin teknisen viestijan tydpaikaksi, koska useimmat suomalaiset
tekniset viestijat tyoskentelevat ohjelmistoalalla. Ohjelmistoala tyollistad myos
enemmiston niistd amerikkalaisista teknisista viestijoistd, jotka ovat Society for
Technical Communicationin jasenid. Lisaksi tutkimuksen tekijé itse on tydssa

ohjelmistoyrityksessd, joten alan ongelmat ovat siten tuttuja.

Teknisen viestinnén alalle on useita reittejd, mutta Suomessa tavanomaisinta lienee
humanistinen koulutustausta, 1ahinnd kielten opiskelu. Varsinaista teknisen viestinnan
koulutusta on Suomessa ollut tarjolla 1990-luvulta Idhtien Tampereen ja Vaasan
yliopistoissa. Teknisten viestijoiden tyokokemus Suomessa on keskimadarin alle viisi

vuotta.

Kaytetty terminologia

Tekninen viestinta kasitetdan tutkimuksessa Carlinerin maéritelman mukaisesti
toiminnaksi, jossa suunnitellaan ja kehitetddn dokumentaatiota, joka siirtda
informaatiota asiantuntijoilta informaation tarvitsijoille. Tutkimuksessa kaytetdan
yleistermind teknistd viestintéé (engl. technical communication). Valinta on tietoinen,
silla kaytetty termi on tutkijan mielesté laajempi kuin esimerkiksi tekninen
Kirjoittaminen. Viestintd kattaa muutakin kuin pelkkaa kirjoittamista, mm. ajatuksen
viestinnan vastaanottajasta, joka teknisessé viestinndssa on laaditun dokumentaation
kayttaja.
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Tekninen viestija on luonnollisesti tdssa tutkimuksessa kéytetty termi tekijésta, joka
laatii teknisté viestintdd. Teknisen viestijan tarkeimmat taidot liittyvat
kommunikointiin, sill& hénen taytyy hallita monenlaisia vuorovaikutustaitoja.
Erilaisen alalla kaytettdvan teknologian tunteminen on eduksi, mutta se ei kuitenkaan
kuulu teknisen viestijan perustaitoihin. Tekniselld viestijélla voi olla monenlaisia
rooleja, esimerkiksi kayttdjien ja heidan tehtéviensa analysoija, tutkija, suunnitelmien
laatija, tiedonkeradja ja syntetisoija ja tuotantoprosessin asiantuntija. Namé roolit ovat
tyypillisi& erityisesti vakiintuneessa yrityksessa tyoskentelevalle tekniselle viestijélle;
aloittelevassa yrityksessa tekninen viestija voi liséksi toimia esimerkiksi

kaytettavyysasiantuntijana, oikolukijana, kéantdjand, lokalisoijana tai jopa testaajana.

Laadun madritelmaé t&ssa tutkimuksessa on holistinen. Kéytetty mééaritelma kattaa
monenlaisia laadun mééritelmid, joista muutamaa korostetaan tassé tutkimuksessa.
Holistisen mallin mukaisesti laatua voidaan madritelld mm. seuraavasti:
suunnitelmaan pohjautuva laatu, kayttdjaan pohjautuva laatu, arvoon pohjautuva
laatu, tuotteeseen pohjautuva laatu ja havaittu laatu. Namé& méaéritelmat sijoitettiin
nelikenttadn, jossa lohkot olivat seuraavat: subjektiivinen-sisainen, subjektiivinen-
ulkoinen, objektiivinen-siséinen ja objektiivinen-ulkoinen. Kaikkiin néihin
maéaritelmiin ei kuitenkaan keskitytty, vaan tdma tutkimus hyodyntaa kayttajaan ja
arvoon pohjautuvia laadun méaéritelmid, jotka sijoittuvat subjektiivisen-ulkoisen
lohkoon. Valinta perustui kayttdjien tarpeiden ymmartadmiseen, joka on teknisen
viestinnan kulmakivid. Laadukasta teknista viestintaa eli dokumentaatiota ei voi
tuottaa, ellei ymmarra dokumentaation tulevia kéyttéjia ja heidan tarpeitaan. Kun
ndma ymmarretaan, on luonnollista, ettd laadunkin maarittelyyn kaytetaan

dokumentaation kéyttéjié ja heidén tarpeitaan.

Yksi taman tutkimuksen tarkeista kasitteista on prosessi. Prosessi antaa vélineet
suunnitella ja hallita toimintaa ja prosessin avulla voidaan toistaa onnistunutta
toimintaa hallitusti. Tdman tutkimuksen kiinnostuksen kohteita ovat
dokumentointiprosessi, joka ohjaa dokumentoinnin tuottamista ja
tuotekehitysprosessi, joka ohjaa tuotekehityksen toimintaa. Liséksi tutkimuksessa

kaytetty prosessien kypsyytta mittaava malli liittyy kiintedsti prosesseihin.



110

Teoreettinen viitekehys

Tutkimuksen teoreettisen viitekehyksen muodostavat kaksi prosessimallia,
dokumentointiprosessimalli ja tuotekehitysmalli, seka prosessien kypsyyttd mittaava
malli. N&iden lahteend on ollut padasiassa Hackosin teos Managing Your

Documentation Projects.

Dokumentointiprosessiin kuuluu Hackosin mukaan viisi vaihetta: tiedonkeruu ja
suunnittelu, sisallonmadrittely, toteutusvaihe, tuotantovaihe ja arviointivaihe. Naille
on Hackos madritellyt prosentuaaliset ajat koko dokumentointiprojektin kestosta siten,
ettd tiedonkeruu ja suunnittelu vievat ajasta 10 %, sisallonmaarittely 20 %,
toteutusvaihe 50 %, tuotanto 19% ja arviointivaihe 1 %. Merkittdvaa on huomata

suunnittelulle varattu 30 % koko dokumentointiprojektille varatusta ajasta.

Tuotekehitysprojektin malleina oli seka Hackosin ndkemys ettd Hughesin ja
Cotterellin ndkemys aiheesta. Hackos jakaa tuotekehitysprosessin viiteen vaiheeseen
(jotka vastaavat dokumentointiprosessin vaiheita): vaatimusmaarittelyt,
yksityiskohtaiset maarittelyt, toteutus ja testaus, tuotanto ja arviointi. Hughesin ja
Cotterellin ndkemys aiheesta on samansuuntainen, he vain jakavat joitain vaiheita

tarkempiin osasiin.

Molempien prosessien merkitys tekniselle viestijalle on huomattava. Luonnollisesti
dokumentointiprosessi on hdnelle l&heisempi, sill& se ohjaa paivittaista tyctad. Mutta
tuotekehitysprosessinkaan merkitysta ei sovi vaheksyd, silla se on kuitenkin
tuotekehitysté tekevissa yrityksissa yleensa hallitseva prosessi, jolle
dokumentointiprosessikin on alaprosessi. Lisaksi tuotekehitysprosessin vaihe, jossa
tekninen viestija tulee mukaan on lopputuloksen kannalta merkittava. Kun hén padsee
alusta alkaen mukaan, hanen oma suunnitteluvaiheensa osuu samoihin aikoihin ja hén

paasee perehtyméan aiheeseen tarkasti.

Prosessien kypsyytta kuvaava malli on mukana sen vuoksi, ettd tutkimuksessa
perehdytdén ensisijaisesti aloitteleviin yrityksiin. Prosessien kypsyydella tarkoitetaan
yrityksessa kéytossa olevien prosessien (esim. tuotekehitys-, testaus-, markkinointi-
tai dokumentaatioprosessi) toteutuksen ja kayton astetta. Prosessien kKypsyyttéa

kuvaava malli on peréisin Hackosilta. Han jakaa kypsyyden viiteen eri tasoon ja
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kuudentena tasona on nollataso, jolla prosesseja ei ole. Kypsyyden tasot ovat: 1 eli ad
hoc -prosessit, 2 eli alkeelliset prosessit, 3 eli jarjestaytyneet ja toistettavissa olevat
prosessit, 4 hallitut prosessit ja 5 optimoidut prosessit. Jokaiseen tasoon kuuluvat
ominaispiirteet kertovat, millaista tyonteko sellaista prosessia noudattaen on. Lisaksi
Hackos listaa tyypillisia mielipiteitd, joita eri tahoilla voi olla eri kypsyysasteella

olevissa prosesseissa.

Prosessien kypsyyttd kuvaava malli on kaytdssa tutkimuksessa sellaisenaan. Siina
olisi kuitenkin mielestani parantamisen varaa, nimittéin tasojen kaksi ja kolme vélille
voisi lisété yhden uuden tason ja jattda vaikka taso numero viiden pois, tai sitten
maéaritella tasojen siséllot uudelleen. Hackos itsekin toteaa tasoista 4 ja 5, ettd ne ovat
padasiassa teoreettisia ihanteita. Mielestani alkeellisten prosessien tasolta (taso 2) on
lilan suuri harppaus tasolle 3, jossa prosessit ovat jo jarjestaytyneitd ja toistettavissa

olevia.

Teknisen viestijan tyohon prosessien kypsyys vaikuttaa suuresti. Jos hén haluaa luoda
dokumentointiprosessin ja noudattaa sita vaikka yrityksen muut prosessit, esim.
tuotekehitysprosessi eivét ole kovin kehittyneitd, ei dokumentoinnin prosessikaan voi
toimia kovin tyydyttévasta. Silti kannattaa yrittaa, silla prosessin anti pelkéastaan
teknisen viestijan tyohon on merkittava. Lisaksi hyvaad esimerkkié on yrityksessa
toisten helppo seurata. Kypsa prosessi tuottaa myos Kirjallisia tuotoksia, esimerkiksi
erilaisia suunnitelmia ja méarityksid, jotka ovat tarkeitd dokumentteja seka tekniselle

viestijalle ettd muillekin tahoille yrityksessa.

Empiirinen aineisto

Empiirinen aineisto kerattiin kahdella haastattelulla. Haastatellut tekniset viestijat
tyoskentelevat aloittelevissa ohjelmistoyrityksissa ja molemmilla on vuosien kokemus
teknisestd viestinnastd. Haastateltavia kutsutaan tutkimuksessa nimill& haastateltava A

ja haastateltava B.

Aineiston kokoamisessa kéytettiin kahta lomaketta. Ensin haastateltaville lahetettiin
taustatietolomake, jossa kysyttiin mm. haastateltavan koulutustaustasta ja
tyokokemuksesta seka tietoja yrityksesta ja dokumentointityosta. Varsinaisessa

haastatteluissa kaytettiin kyselylomaketta, jonka laadinnassa hyddynnettiin Hirsjarven
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ja Hurmeen ajatuksia teemahaastattelusta. Haastattelut ovat kuitenkin
puolistrukturoituja rakenteeltaan pikemminkin kuin teemahaastatteluja, silla tarkoitus

oli saada vastauksia tarkkoihin kysymyksiin.

Haastattelussa kéytetty lomake noudattaa tutkimuksen teemojen mukaista rakennetta:
lomake alkaa kysymyksilla uuden tyén haasteista, sitten on osio dokumentoinnista,
joka jakautuu kahteen eli prosesseihin ja laatuun ja kolmanneksi on vield kysymyksia

ammatissa koetusta arvostuksesta.

Haastateltava A on kymmenvuotisen uransa aikana ehtinyt tutustua prosesseihin
ailemmissa tydpaikoissaan. Nykyisessa tyopaikassa hén on itse kehittanyt
dokumentointiprosessin, jota h&dnen johtamansa ryhman nelja teknista viestijaa
noudattavat. Itse asiassa prosessi oli virallisella hyvéksymiskierroksella haastattelun

ajankohtana.

Haastateltava A piti uuden tyon tarkedmpana haasteena kommunikointia, joka aluksi
ei ottanut sujuakseen. Lisaksi han kertoi tietdmattémyydestd, joka yrityksessa vallitsi
teknisestd viestinnastd. Omalla toiminnallaan han on pyrkinyt keskustelemaan ja

levittamé&an tietoa teknisesté viestinnésté ja on siind mielestadn onnistunutkin.

Prosessien kypsyyden taso haastateltava A:n yrityksessé oli timan tutkimuksen
teknisen viitekehyksen mukaan seuraavanlainen: tuotekehitysprosessista ei voi sanoa
mitéan, sillé se oli vasta arviointivaiheessa, kun haastattelu pidettiin; sen sijaan
dokumentointiprosessi oli selkeasti jo vaiheessa 2 (alkeelliset prosessit) ja menossa
vaiheeseen 3 (jarjestaytyneet ja toistettavissa olevat). Erityisesti haastateltava A:n
tapauksessa olisin mielellani néhnyt Hackosin mallissa yhden valitason, silld siihen

olisi haastateltava A:n dokumentointiprosessi istunut mainiosti.

Haastateltava B piti uuden tyén suurimpana haasteena uuden teknologian oppimista,
joka oli ja on hdnen mukaansa jatkuva prosessi. Mielestddn han ei suurempia
vaikeuksia muuten kokenut. Han kuitenkin Kkertoi, etté tyotoverit ovat tulleet
avoimemmaksi hénta kohtaan ja ottavat hanet huomioon péétoksenteossaan. He myos
ymmaértavat dokumentoinnin merkityksen yrityksen menestykselle, sill& yrityksen

asiakkailta on tullut palautetta, jossa dokumentoinnin merkitysté on korostettu.

Haastateltava B kertoi noudattavansa dokumentointitydssa prosessia, jonka han on

oppinut aiemmassa tydssaan. Hanen prosessiinsa ei kuitenkaan kuulu (toisin kuin
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Hackosin prosessiin) suunnitelmia, aikatauluja, sisallonméaérittelyja tai tdsmennettya
katselmointiprosessia. Naita ei tehdd mydskaan tuotekehityksen puolella, joten kaiken
kaikkiaan prosessien kypsyysaste haastateltava B:n tyopaikalla on viel& nollan (ei
prosesseja) ja yhden (ad hoc —prosessit) vélilla. Mutta haastateltava B:n asenne
prosesseja kohtaan oli lupaava eika liene lainkaan poissuljettua, etté yrityksessa

piakkoin investoitaisiin resursseja erilaisten prosessien kehittamiseen.

Loppupééatelmat

Haastattelujen tulokset osoittivat, ettd teknisen viestijan suurimmat esteet tyossaéan
ovat kommunikointiongelmat ja vakiintuneiden toimintatapojen, siis prosessien,

puuttuminen.

Kommunikointiongelmat vaikeuttavat laadun tuottamista, sill4 tekninen viestinta
voidaan ymmartaa kahdenlaiseksi kommunikoinniksi: ensin tekninen viestija
kommunikoi yrityksen sisélla teknisen henkil6kunnan kanssa ja sitten han muokkaa
saamansa materiaalin sellaiseen muotoon, ettd voi kommunikoida sen kayttdjille. Jos
yrityksen siséisessa kommunikoinnissa on ongelmia, on teknisen viestijan epéilematta

vaikea kommunikoida tietoa laadukkaasti ulospain kayttajille.

Vakiintuneiden toimintatapojen puuttuminen vaikeuttaa teknisen viestijan tyot, silla
héanell4 ei ole mitadan vakiintunutta kanavaa saada raakamateriaalia dokumentaatiota
varten. Vakiintuneissa prosesseissa on usein méaéritelty tietyt kirjalliset dokumentit,
jotka pitaa tuottaa ja joita sitten tekninen viestija voi kéyttdd. Mutta jos vakiintunut
toimintatapa puuttuu, tekninen viestijé joutuu hakemaan tietoa sieltd, mista han sita
saa. Tdman voivat jotkut k&sittad& jopa hadirinnéksi, kun kyse on kuitenkin vain oikean
toimintatavan puuttumisesta. Vakiintuneiden toimintatapojen puuttuessa tekninen
viestija joutuu jokaisessa dokumentointiprojektissaan miettimaan erikseen mité hén
haluaa tehda ja miten tehd& se parhaiten. Prosessissa tallaiset asiat on valmiiksi
maéariteltying, joten tekninen viestija voi rauhassa keskittya tuottamaan laadukasta

dokumentaatiota.

Miksi sitten prosesseja ei oteta heti kayttoon aloittelevissa yrityksissd? Niiden
kehittdminen vaatii paljon tyota ja henkilGresursseja, joita aloittelevissa yrityksissé ei

yleensa ole irrottaa pois tuotekehityksesta. Lisaksi aloittelevat yritykset ovat usein
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pienid, jolloin henkilokunnan laheiset tydsuhteet voivat korvata prosessien
puuttumisen ja ndin yritys pystyy toimimaan ja tuottamaan tuotteita ainakin jonkin
aikaa. usein prosesseja lahdetaankin kehittdméan, kun yrityksen henkilostoméaéra
kasvaa pariakymmentd suuremmaksi, sill silloin onnistumisen toistaminen on jo

vaikeampaa, kun henkil6kunnan tydsuhteet eivat enad ole niin laheisia.

Tutkimuksen teon yhteydessé nousi esille muutamia alueita, joista voisi tehda
tutkimusta ja nain tukea teknisen viestinnan tutkimuspohjaa Suomessa. Ensinnékin
voisi olla mielenkiintoista tutkia sellaisia teknisia viestijoita, jotka eivat tydskentele
ohjelmistoalalla, vaan perinteisemman teollisuuden puolella. Heidan kohtaamansa
ongelmat ovat luultavasti samoja kuin ohjelmistoalallakin, mutta asiaa olisi varmasti
mielenkiintoista tutkia. Toinen tutkimusaihe voisi olla todentaa Carlinerin ajatusta
siitd, ettd maisterinkoulutuksen saaneen teknisen viestijan taidot menevét hukkaan, jos
hén tyoskentelee vain dokumentoinnin toteuttamisen parissa. Nain pitkalle koulutetun
teknisen viestijan taidot kuuluisivat esimerkiksi dokumentoinnin suunnittelu- ja

maéarittelytydhon pelkén sisalléntuottamisen sijaan.
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