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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
ISO/IEC]TC 1.

IEEE Standards documents are developed within the IEEE Societies and the Standards Coordinating
Committees of the IEEE Standards Association (IEEE-SA) Standards Board. The IEEE develops its
standards through a consensus development process, approved by the American National Standards
Institute, which brings together volunteers representing varied viewpoints and interests to achieve the
final product. Volunteers are not necessarily members of the Institute and serve without compensation.
While the IEEE administers the process and establishes rules to promote fairness in the consensus
development process, the IEEE does not independently evaluate, test, or verify the accuracy of any of
the information contained in its standards.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part
2 (see www.iso.org/directives).

The main task of the joint technical committee is to prepare International Standards. Draft International
Standards adopted by the joint technical committee are circulated to national bodies for voting.
Publication as a standard requires approval by at least 75 % of the national bodies casting a vote.

Attention is called to the possibility that implementation of this standard may require the use of subject
matter covered by patent rights. By publication of this standard, no position is taken with respect
to the existence or validity of any patent rights in connection therewith. ISO/IEEE is not responsible
for identifying essential patents or patent claims for which a license may be required, for conducting
inquiries into the legal validity or scope of patents or patent claims or determining whether any
licensing terms or conditions provided in connection with submission of a Letter of Assurance or a
Patent Statement and Licensing Declaration Form, if any, or in any licensing agreements are reasonable
or non-discriminatory. Users of this standard are expressly advised that determination of the validity
of any patent rights, and the risk of infringement of such rights, is entirely their own responsibility.
Further information may be obtained from ISO or the IEEE Standards Association.

This document was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems engineering, in cooperation with the Software & Systems
Engineering Standards Committee of the IEEE Computer Society of the IEEE, under the Partner
Standards Development Organization cooperation agreement between ISO and IEEE.

This second edition of ISO/IEC/IEEE 26511 cancels and replaces ISO/IEC/IEEE 26511:2011, which has
been technically revised. The main changes compared to the previous edition are as follows:

— increased emphasis on strategic planning to develop a comprehensive content strategy;

— introduction of comprehensive information for managing the translation and localization process;
— comprehensive requirements for conducting a user needs assessment;

— comprehensive requirements for managing an ongoing project;

— focused information on customer quality and project productivity and efficiency measurements; and
— information on process maturity.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

Effective management of information for users makes information for users usable, accurate, and
delivered when needed by the users. Information managed effectively is produced efficiently and
maintained in response to software and system updates and changing user requirements. This
document addresses the management of information for users in terms of the overall strategic direction
of the information, its initial development, and its subsequent updates.

The role of the information-development manager is comprehensive. The manager is responsible
for strategic planning, project planning, project management, staff development and assessment,
translation, production and delivery, and quality and productivity measurements. The manager may
delegate some or all of these responsibilities to well-qualified staff members.

Information development takes place in organizations of all types, including government entities,
corporations, and non-profit organizations.

Effective, well-designed, appropriately delivered information for users increases the return on
investment for the development of a software or systems product. It helps to reduce the cost of training
and support, enabling the users to decrease the time required to productively use a product. As such, it
enhances the reputation of the product, its producer, and its suppliers.

The development of effective information for users should be regarded as an integral part of the
software and systems lifecycle processes from the planning and design stages onwards.

This document was developed to assist users of ISO/IEC/IEEE 15288:2015, Systems and software
engineering — System life cycle processes or ISO/IEC/IEEE 12207:2017, Systems and software engineering
— Software life cycle processes to manage information for users as part of the Information Management
process. This document defines the information-management process from the information-
development manager's point of view. It was developed to assist those who provide input to, perform,
and evaluate information-development.

NOTE Other documents in the ISO/IEC 265NN family address the documentation and information
management processes from the viewpoint of information designers and developers, testers and reviewers, and
acquirers and suppliers.

Beyond the development and production of user manuals, help systems, or sets of information for a
single software product, it applies to a broader range of information management opportunities,
including information for those who install, implement, administer, and operate software, services,
and systems for end users. Frequently, information-development managers are responsible for the
development and reuse of information (content management) for the following:

— updates of user information as the software or system is updated;
— reuse or adaptations of information to support related products;
— multiple translated or localized versions of information for users; and

— a portfolio of unrelated information-development projects being managed concurrently within an
organization.

This document is not intended to advocate the use of either printed or electronic media for information
for users or any particular information management, content management, information testing, or
project management tools or protocols.
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Systems and software engineering — Requirements for
managers of information for users of systems, software,
and services

1 Scope

This document supports the needs of users for consistent, complete, accurate, and usable information.
It provides requirements for strategy, planning, managing, staffing, translation, production, and quality
and process-maturity assessment for managers of information for users. It specifies processes and
procedures for managing information for users throughout the product- or systems-development life
cycle. It also includes requirements for key documents produced for managing information for users,
including strategic and project plans.

This document provides an overview of the information-management processes that are specific for
the management of information for users. It addresses the following activities:

— developing a comprehensive strategy for information development;
— assessing user information needs;

— planning and managing an information-development project;

— staffing and forming information-development teams;

— reviewing and testing information for users;

— managing the translation process;

— publishing and delivering information for users;

— evaluating customer satisfaction and information quality;

— measuring productivity, efficiency, and costs; and

— evaluating organizational maturity:.

The guidance in this document applies to multiple project management approaches, including both
agile and traditional practices. Traditional practices can encompass predictive, waterfall, or other top-
down management methods. Where certain practices are common in agile project management, they
are noted.

This document is applicable for use by managers of information for users or organizations with
information developers. This document can also be consulted by those with other roles and interests in
the process of developing information for users:

— managers of the product and system development process;
— acquirers of information for users prepared by suppliers;
— experienced information developers who prepare information for users;

— human-factors experts who identify principles for making information for users more accessible
and easily used; and

— user interface designers and ergonomics experts working together to design the presentation of
information.
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This document can be applied to manage the following types of information for users, although it does
not cover all aspects of them:

— information for user assistance, training, marketing, and systems documentation for product design
and development, based on reuse of user information topics;

— multimedia marketing presentations using animation, video, and sound;
— information developed for virtual and augmented reality presentations;

— computer-based training (CBT) packages and course materials intended primarily for use in formal
training programs; and

— information describing the internal operation of products.

2 Normative references

The following documents are referred to in the text in such a way that some or all of their content
constitutes requirements of this document. For dated references, only the edition cited applies. For
undated references, the latest edition of the referenced document (including any amendments) applies.

ISO/IEC/IEEE 12207:2017, Systems and software engineering — Software life cycle processes
ISO/IEC/IEEE 15288:2015, Systems and software engineering — System life cycle processes

3 Terms, definitions, and abbreviations
For the purposes of this document, the following terms and definitions apply.

ISO, IEC and IEEE maintain terminological databases for use in standardization at the following
addresses:

— IEC Electropedia: available at http://www.electropedia.org

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEEE Standards Dictionary Online: available at http://ieeexplore.ieee.org/xpls/dictionary

NOTE1  The verb “include” used in this document indicates that either (1) the information is present or (2) a
reference to the information is listed.

NOTE 2  Thisdocumentrefers to “the manager,” which applies to anyone performing the required management
activities, regardless of title or responsibilities.

NOTE3  Additional terms and definitions relating to information management can be found is ISO/IEC/IEEE
24765:2017, Systems and software engineering — Vocabulary.

3.1 Terms and definitions

3.1.1

accessibility

extent to which products, systems, services, environments and facilities can be used by people from
a population with the widest range of characteristics and capabilities to achieve a specified goal in a
specified context of use

[SOURCE: ISO/IEC 25064:2013]
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3.1.2

annotated topic list

ATL

list of all topics to be included in an information-development project with annotations that can include
writer, where used, file name, and additional data

3.1.3
archiving
process of placing a version of a document in a less frequently used storage area

3.1.4
augmented reality system
view of the physical world that is supplemented by computer-generated text, images, data, or other media

3.1.5
authoring environment
toolset used to create, store, and manage content units

3.1.6
burndown chart
graph that represents the work remaining to do on a project

3.1.7

component content management system

CCMS

content management system that supports the entire document- or information-development life cycle
from authoring through review and publishing, including the reuse of modular content

3.1.8
conditional text
text that is marked to be excluded from one or more versions of a final content deliverable

3.19
customer
organization or person that receives a product or service

[SOURCE: ISO/IEC/IEEE 12207:2017, modified, Note 1 to entry and EXAMPLE have been deleted.]

3.1.10
cycle time
time associated with one complete operation of a repetitive process

[SOURCE: ISO 16484-2:2004]

3.1.11

disaster recovery

ability of the Information and Communications Technology elements of an organization to support its
critical business functions to an acceptable level within a predetermined period following a disaster

[SOURCE: ISO/IEC 19086-1:2016, modified, ICT has been replaced by Information and Communications
Technology.]

3.1.12

disposition

range of processes associated with implementing retention, destruction or transfer decisions which are
documented in disposition or other instruments

[SOURCE: ISO 16175-2:2011, modified, article “a” has been removed before the word “range.”]
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3.1.13

Darwin Information Typing Architecture

DITA

XML-based architecture for authoring, producing, and delivering topic-oriented, information-typed
content that can be reused and single-sourced in a variety of ways

3.1.14
embedded help system
information for users that is delivered as an integral part of a piece of software

3.1.15

extensible markup language

XML

formal language used to specify the structure of XML documents, specified in the XML Schema Part 1
—Structures Recommendation

[SOURCE: ISO 10303-28:2007]

3.1.16

information architecture

structure of an information space and the semantics for accessing required task objects, system objects
and other information

[SOURCE: ISO/IEC TR 25060:2010, modified, domain <human-centred> has been removed from the
beginning of the definition and NOTE has been removed.]

3.1.17
information developer
person who prepares the content and visuals for information for users

3.1.18
information type
category of topics, such as concepts, tasks, or reference

3.1.19
intellectual property
output of creative human thought process that has some intellectual or informational value

3.1.20
markup language
method of defining and describing the structure of different types of electronic documents

3.1.21
metadata
data that describe other data

[SOURCE: ISO/IEC 25024:2015]

3.1.22

minimalism

principle for the selection of information for users that supports task performance, troubleshooting,
and problem resolution

[SOURCE: ISO/IEC/IEEE 26515]

3.1.23

process maturity

extent to which an organizational unit consistently implements processes within a defined scope that
contributes to the achievement of its business needs (current or projected)

[SOURCE: ISO/IEC 33001:2015, modified, term was originally “organizational process maturity,”
definition included article “the” preceding the definition, and Note 1 to entry has been remd3@cuments
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3.1.24
repository
organized and persistent data storage that allows data retrieval

[SOURCE: ISO/IEC 29155-1:2011, modified, Note 1 to entry has been removed.]

3.1.25
roadmap
detailed plan to guide progress towards a goal

[SOURCE: ISO/TR 14639-2:2014]

3.1.26

security

protection of information and data so that unauthorized persons or systems cannot read or modify
them and authorized persons or systems are not denied access to them

[SOURCE: ISO/IEC 12207:2008]

3.1.27
source language
language of the source from which content is rendered into the target language

[SOURCE: ISO 13611:2014]

3.1.28

Standard Technical English

STE

controlled language that includes a set of writing rules and a basic dictionary for writing technical
documentation

Note 1 to entry: The STE specification is maintained by the ASD Simplified Technical English Maintenance Group
(STEMG). The current specification is Issue 6, 15 January 2013.

3.1.29

stakeholder

individual or organization having a right, share, claim, or interest in a system or in its possession of
characteristics that meet their needs and expectations

[SOURCE: ISO/IEC/IEEE 15288:2015, modified, EXAMPLE has been removed and Note 1 to entry has
been removed.]

3.1.30

succession plan

process for identifying and developing current employees with the potential to fill key positions in the
organization

[SOURCE: ISO 30400:2016]

3.1.31

system testing

testing conducted on a complete, integrated system to evaluate the system's compliance with its
specified requirements

[SOURCE: IEEE 1012-2012]

3.1.32
targetlanguage
language into which source language content is translated

[SOURCE: ISO 13611:2014, modified, the word “translated” has replaced the word “rendered.”]
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3.1.33
taxonomy
scheme that partitions a body of knowledge and defines the relationships among the pieces

3.1.34
terminology management system
software tool specifically designed for collecting, maintaining, and accessing terminological data

[SOURCE: ISO 26162:2012]

3.1.35
topic
small part of a document that deals with a single subject

[SOURCE: ISO/IEC 26514:2008, modified, NOTE 1 has been removed.]

3.1.36

unicode

system of uniquely identifying (numbering) characters such that nearly any character in any language
is identified

3.1.37

usability test

test to determine whether an implemented system fulfills its functional purpose as determined by
its users

[SOURCE: ISO/IEC 2382:2015, modified, Notes 1 and 2 to entry have been removed.]

3.1.38
user
individual or organization that uses the system or software to perform a specific function

[SOURCE: ISO/IEC 25000:2014]

3.1.39

user profiles

set of attributes that are unique to a specific user or user group, such as job function or subscription to
a service, used to control the parts of the system or web page that users can access

[SOURCE: 1SO/IEC/IEEE 23026:2015]

3.1.40

version control

establishment and maintenance of baselines and the identification and control of changes to baselines
that make it possible to return to the previous baseline

3.1.41
value chain analysis
entire sequence of activities or parties that provide or receive value in the form of products or services

[SOURCE: ISO 26000:2010, modified, Notes 1 and 2 to entry have been removed.]

3.1.42

work breakdown structure

deliverable-oriented hierarchical decomposition of the work to be executed by the project team to
accomplish the project objectives and create the required deliverables
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3.2 Abbreviations

API Application Programming Interface, Application Program Interface
ATL Annotated Topic List

CBT Computer-Based Training

CCMS Component Content Management System

CD-ROM  Compact Disk Read-Only Memory

CE Conformité Européenne

CMS Content Management System

DITA Darwin Information Typing Architecture
ECO Engineering Change Order

FIGS French, Italian, German, and Spanish

HTML HyperText Markup Language

MT Machine Translation

OASIS Organization for the Advancement of Structured Information Standards
oJT On-the-Job Training

SME Subject Matter Expert

STE Standard Technical English

SVG Scalable Vector Graphics

SWOT Strengths, Weaknesses, Opportunities, and Threats

™™ Translation Memory
WBS Work Breakdown Structure
XML eXtensible Markup Language

4 Conformance

The requirements in this document extend the requirements of the Information Management process
contained in normative standards ISO/IEC/IEEE 15288:2015, 6.3.6, or ISO/IEC/IEC 12207:2017, 6.3.6.

Throughout this document, "shall” is used to express a provision that is binding, "should" to express a
recommendation among other possibilities, and "may" to indicate a course of action permissible within
the limits of this document.

Use of the nomenclature of this document for the parts of information for users (for example, chapters,
topics, pages, screens, windows) is not required to claim conformance.

This document may be included or referenced in contracts or similar agreements when the parties
(called the acquirer and the supplier) agree that the supplier will deliver services and systems in
accordance with the standard. This document may also be adopted as an in-house standard by a project
or organization that decides to acquire information for users from another part of the organization in

accordance with the standard.
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5 Managing strategy for information development

5.1 Information-development strategy defined

Strategy is a high-level plan to achieve one or more goals in conditions of uncertainty and with the
resources available. Ideally, strategy is consciously planned, but strategy also emerges as a pattern
of activity as an organization adapts to its environment or competes with other organizations. In
information development, strategy should be developed as a result of answering questions such as the
following:

— What content is required by customers and other users?

— How will the information-development group develop, test, maintain, translate, produce, and
distribute that content?

— What are the important values for the information for users? For example, what is the “mean time
to productivity” for customers using the product and associated information for users?

— What tools are needed?

— What processes will be followed?

— How will the information-development organization meet cost targets and schedules?
— What are the organization's goals and strategies?

— Whatis the business environment?

— What are the most important priorities?

— How do the content and information-development processes add value to the organization and
support its goals?

— How will the success of the strategy be measured?

Strategy reflects the value an organization places on providing information that users need to learn
and to function effectively.

NOTE Related standards of value to information-development managers and others involved in the process
include ISO/IEC 26514:2008, (also available as IEEE Std 26514-2010), ISO/IEC/IEEE 26513:2017, ISO/IEC/IEEE
26515, and ISO/IEC/IEEE 26512.

5.1.1 Purpose of strategy

Strategy is important for information development because information development has a significant
impact on the overall organization, its products, and its customers. Information development affects
many other functional areas in a larger organization and uses inputs from them to do its work.
Information development’s outputs are used by others in the overall organization, as well as by
customers.

Planned and executed well, information for users positively affects users’ experience with the product.
In some organizations, the information is itself the product. Good planning and execution of information
development minimizes costs and reduces time to market. Good execution is based on good strategic
planning.

Poor planning and execution can delay product launches, disappoint customers, and increase costs.

5.1.2 Responsibility for strategic planning

The role of the information-development manager is clarified in relationship to strategic planning in this
clause. In subsequent clauses, the role includes the management of information-development projects.
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Both roles are described and may be executed by different individuals as stated. The information-
development manager is responsible for the information-development strategy, but the manager
should not develop the strategy alone. The manager should collaborate with appropriate personnel in
other organizations. Some strategic work may be delegated to experienced high-level personnel in the
information-development organization or to outside consultants.

See 5.2, Stakeholders, for more information about potential participants in the strategic work.

5.1.3 Frequency of strategic work

The manager should review current practices and determine in collaboration with stakeholders which
parts of the information-development strategy to articulate or update at these points in the process:

— when no information-development strategy has been articulated;

— when characteristics of a new project require the information-development strategy to be adapted
or modified;

— when the information-development organization is new;

— when new technical trends emerge;

— when the information-development organization has a manager for the first time; and
— when a new manager takes over the information-development organization.

Managers should participate in the higher-level organization’s strategic planning, at least as often as is
required by the organization. Note that the information-development manager should collaborate not
only with people in his or her own reporting structures, but also with relevant stakeholders in other
parts of the organization. With input from higher management, the manager should determine whether
and when more frequent strategic work is necessary or beneficial.

5.1.4 Reporting structure

Managers in information development report to a variety of groups in an organization, such as
Marketing, Product Development, or Customer Support. This variety of reporting structures arises
because information development needs inputs from and provides outputs to many groups in any
organization. No matter where information development reports, the manager should collaborate with
key stakeholders in all relevant organizations when developing strategy.

5.1.5 Compliance

At minimum, the information for users should meet language requirements for information for users in
the countries where the product will be sold.

Furthermore, information for users is an integral part of the product. The entire system (including
user information products) should be considered as a whole for certain regulatory and compliance
requirements. The information for users should accurately reflect what is delivered to users by that
system and help users to meet their goals.

Therefore, the manager or responsible party should consider legal and regulatory requirements for
user information and should collaborate with the manager for the software or system as a whole.
The manager or responsible party or parties may seek advice from country or regional stakeholders
to assess the legal and regulatory requirements for each country and region in which products are
distributed. This action includes determining required languages for each country or distribution area.
The manager may consult with other organizations within the organization for additional guidance
so that the information for users meets legal and regulatory requirements. Depending upon the
organization, these may include the following:

— Export and import controls;
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— Legal;

— Safety;

— Information security;

— Quality;

— Compliance;

— Regulatory affairs;

— Packaging;

— Marketing surveillance authorities.

NOTE In some economic areas a declaration of conformity is required for certain products. The conformity
can be expressed by a special marking. This practice applies especially to the European Economic Area (EEA),

where conformity with European harmonization legislation is expressed by CE-marking. In some industries, a CE
mark is also required in many countries outside Europe.

5.2 Stakeholders

The manager shall collaborate with stakeholders in other groups within the organization to develop the
information-development strategy. Note that customers also have an important stake in information
for users. Stakeholders include organizations with inputs needed by information development,
organizations that use content, and organizations that process outputs from information development.
Some organizations provide input to information development and also use outputs from information
development. Depending upon the organization, these groups may include the following.

— Customer-facing groups, such as the following:

— Marketing;

— Technical support services; and

— Sales, potentially both centralized and worldwide or geography-specific.
— Groups with inputs needed by information development, such as:

— Marketing;

— Product development;

— Research and development or engineering;

— Systems;

— Software;

— Hardware;

— Regulatory affairs;

— Human factors;

—  Quality;

— Safety; and
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— Technical support services.
— Groups that use content or process outputs from information development, such as the following:

— Translation and localization;

— Technical support services;

— Packaging;

— Configuration assurance;

— Regulatory affairs;

— Distribution;

— Testing;

— Release management;

— Manufacturing;

— Operations; and

— Training.
5.3 Manager’s strategic tasks and potential actions to support them

5.3.1 General

The information-development strategy shall align with the organization’s strategy. This subclause
outlines potential actions to support strategic tasks. The manager may use some or all of these actions
or additional actions to accomplish the tasks.

5.3.2 Business environment and organization situation

The manager should understand and assess the current business environment and the situation of the
organization (or business unit if applicable), its direction, and its strategic plans. The business situation
can include factors such as product maturity, competitive landscape, industry or market, whether
technology involved is incremental or disruptive, and regulatory and legal controls.

The manager should also consider the following:

— Read media articles about the enterprise.

— Review annual and interim reports.

— Review enterprise mission and vision statements.

— Review feedback from customer support and user satisfaction surveys.
— Attend/participate in strategy meetings.

— Gather and review existing strategy presentations and plans.

— Interview stakeholders about enterprise strategy, goals, and tactics.

— Research the organization's market share and health of the relationship with its customers.
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5.3.3 Organizational alignment

Based on factors such as user needs for information, the business environment, the organization’s
situation, the product portfolio, product and technology roadmaps, and the organization's strategic
direction, the manager should develop the information-development strategy and information-
development goals to align with the strategies and goals of the organization or business unit. The
manager may develop a mission statement for the information-development organization and its
outputs, including the information for users.

5.3.4 Product portfolio

The manager should understand the product portfolio and how the information-development
organization supports the portfolio.

The manager should also consider the following:

— Review the current product portfolio and how those products meet customer needs.
— Determine product development methodology (traditional, agile, or combination).
— Learn about new product directions.

— Review product or technology roadmaps if available.

— Learn what products or types of products will continue to be supported and what will be phased out
and when.

— Evaluate customer demographics and whether and how they are changing.

— Learn about acquisitions if applicable.

5.3.5 Information-development organization

The manager shall review and assess the current state of the information-development organization.
The manager may delegate some of these activities:

— Inventory existing content.

— Review information quality.

— Develop or review a list of information types, including their audiences and their attributes.
— Review current staffing strategy if one exists.

— Review current staff and roles.

— Analyze the information-development organization’s strengths, weaknesses, opportunities, and
threats (SWOT).

— Review the organization's mission and vision statements.
— Analyze the relative importance of cost, cycle time, and accuracy of the organization’s content.
— Determine how well the organization’s content currently aligns with enterprise needs.

— Review with information-development staff whether and how well information development is
receiving required inputs.

— Review with information-development staff what outputs information development provides to
what organizations.

— Evaluate information-development life cycle processes currently in place (see [5]).
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— Evaluate tools currently in place (see [42]).
— Evaluate the information-development organization’s process maturity (see Clause 15).

— Assess the current communication strategy (see Clause 5.4.6 on Communication).

5.3.6 Stakeholder needs
The manager should analyze stakeholder needs, as follows:
— Develop a list of stakeholders.

— Determine how and how well the information-development organization currently supports the
needs of the larger organization, and how the information-development organization can better
align with larger organization's needs and strategies.

— Gather stakeholder feedback through interviews and surveys, addressing questions such as:
— What is information development doing well that it should continue doing?
— What inputs does the organization provide to information development?
— What outputs does the organization need from information development?
— How can information development improve?

— How can new technical developments improve user experience?

5.3.7 User needs

The manager shall analyze user needs for information, as follows:

a) Determine how the information-development organization currently supports the needs of users.
b) Determine how well the content meets user needs.

c) Analyze gaps and how they can be closed.

5.3.8 Vision

Depending upon how far the information-development organization currently is from where it needs to
be to align information for users with the larger organization's strategies, the manager should develop
a vision for the future. Such a vision should consist of a strategy for which content is needed and how
the content will be developed, maintained, translated, produced, and distributed. The vision may also
include tools needed and new or revised processes. If the gaps between the current and envisioned state
are great, the manager should obtain stakeholder support for the vision, as well as upper management
support.

The vision may be extended into a development roadmap. The roadmap should focus on where the
information-development manager wants to take the organization in a prescribed time frame such as 3
years or 5 years. The roadmap predicts how the organization will grow, mature, improve, and expand
its value.

5.3.9 Executing strategy

The manager should develop tactics, action plans, and timelines for executing the information-
development strategy. The manager should set priorities and develop a plan with multiple phases for
implementing the strategy. The manager should set priorities for implementation with input from
stakeholders and with management approval if necessary. Sometimes implementation requires project
or budget approval, which may be accomplished as part of the larger organization's regular project
approval process, or as a separate information-development project. In any case, the manager should
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obtain stakeholder buy-in and support for any special projects required to implement the strategy, as
well as approval from higher levels of management. Depending upon the size and nature of projects and
organization's policy needed to accomplish the future vision, some information-development projects
or parts of projects should be planned as capital investments. An example is the implementation of a
content management system.

5.4 Key decisions

5.4.1 General

The manager should make and implement policies with input from key stakeholders as described in the
following subclauses.

5.4.2 Information-product delivery structure

The manager should support the development of an information-product delivery structure. The
information-product delivery structure includes a list of deliverables that is structured by audience,
purpose, or product type. Deliverable lists should include what media the deliverables are in.
Deliverables can be distributed in more than one form, such as:

— physical labels on hardware products or components;
— paper or electronic documents such as PDFs;

— individual topics;

— integrated into software or systems;

— web-based collections; and

— mobile devices.

5.4.3 Intellectual property

The manager should collaborate with other organizations such as legal, marketing, and customer
support to determine whether some information is intellectual property that should not be publicly
available. The decision may be difficult when customers need such information. In some organizations,
such information is considered confidential until the product is released. Alternately, distribution of
intellectual property may be confined to internal personnel or only to customers and not released to
competitors or the general population.

5.4.4 Content management system

The manager should determine whether the information-development organization needs a content
management system (CMS), needs additional functionality in the CMS, or needs a new CMS. If so, the
manager should build a business case with the support of Finance and other stakeholders to obtain
approval.

NOTE See [42] for details on the requirements for a component content management system.

5.4.5 Staffing

The manager shall determine how to staff to meet the larger organization's needs, including whether
and what to outsource, and when and what training or development is required due to changes. For
example, information-development organizations that are implementing content management systems
often need training and incentives to boost collaboration within the information-development
organization and across functions within the larger organization. The manager should take into
consideration the location of workers, whether and how remote workers are to be used, and how to
manage multiple locations if applicable. See Clause 9 on Staffing.
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5.4.6 Communication

The manager should develop and implement a communication plan. In doing so, the manager should
consider the following:

— what meetings will be required;

— how cross-functional teams will be included;

— how distributed team members in other locations and time zones will be included;
— which weekly reports are required;

— what systems are in place to track project activities;

— which review meetings have been scheduled;

— how project status has been communicated; and

— how issues are communicated, logged, and resolved.

5.4.7 Information development methodology

The manager shall make decisions on and implement processes required to support the product
development methodology. The product development methodology may be traditional, agile, or a
combination of both. The manager shall document the processes. The information-development
methodology can be agile even when the product development methodology is traditional.

5.4.8 Project management

The manager should prepare a work breakdown structure for each project or group of projects.
Subclause 7.2.11 lists recommended high-level WBS elements.

The manager should implement or adapt the larger organization's time-tracking system to build typical
task durations.

The manager should document and disseminate information-development dependencies to other
relevant groups. Dependencies are inputs that are required or tasks to be completed before information
development will be able to accomplish its tasks.

5.4.9 Information management, version and change control, and archiving

The manager shall develop a long-term content life cycle policy or process for controlling information
for users, versioning or changing it, and archiving it. The manager shall indicate at which milestones
information for users shall be put under control in information development or the larger organization's
system(s).

For example, potential milestones that can trigger a version of information for users to be put under
control could include when a version goes to translation, when a version is sent to a regulatory body, or
when a version is released by the larger organization.

The policy or process should include the following areas:

— the organization's information management and change management philosophy and practices;
— theregulatory and legal requirements in the countries in which the products are distributed;
— how information development implements change control and versioning;

— whether change histories are maintained for individual documents; and

— when and how information versions are archived for legal and historical purpOSﬁ.ocumentS
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5.4.10 Establishing a long-term content life cycle policy

As part of the strategic planning process and according to the larger organization's policy(ies) or
work instructions, the manager should establish the criteria that trigger the following activities. The
manager should also communicate these triggers to the information-development organization and to
key stakeholders:

updating and maintaining content;
vetting changes;

controlling changes;

reviewing changes;

approving changes;

distributing changes; and

removing content from view.

5.4.11 Managing distribution

The manager should collaborate with organizations such as marketing, sales, operations, and
distribution to determine how information products will be distributed. Potential options include the
following:

physical labels affixed to product components or hardware;

paper documents distributed in packages with physical products;

paper documents distributed in response to orders;

paper documents distributed via push mechanisms such as proactive mailings to customers;
electronic documents such as PDFs on a website;

topics integrated into software or systems and delivered to the point of use; and

topic collections on a website.

5.4.12 Security and disaster recovery

The manager shall determine that a policy and process exists for security and disaster recovery of
information for users.

Security means that work-in-progress and outputs are protected from malicious or accidental
tampering, as well as unintentional destruction.

In addition, if some information is intellectual property to be distributed to only a limited audience,
and if such information is distributed via the internet, the manager shall determine that the security
system that is in place allows only the appropriate people to view that information.

The disaster recovery policy or process should document whether information-development
deliverables are necessary for the organization to recover from a disaster, and if so which deliverables. If
applicable, the policy or process should require that versions of information for users that shall remain
accessible are stored in redundant backup locations in case of a natural disaster or other emergency.
The policy may also affect suppliers such as print vendors and web services.

Often these policies are organization-wide and are the responsibility of information technology, quality,
or another organization-wide group.

16
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5.4.13 Acquisitions

The manager should understand whether acquisitions remain relatively autonomous or are integrated
into all organizational systems. If the larger organization integrates acquisitions, the manager should
assess the acquisition’s information, tools, staffing, processes, and other factors before developing an
action plan with timelines and guidelines for integrating the acquisition.

5.5 Translation and localization

The information architecture, processes, and the content of source-language information for users
have a huge impact on translation and localization, including not only costs but also quality and cycle
time. Therefore, if translations or localization are required, the manager shall incorporate translation
and localization requirements as a key component of strategic policies and plans. See Clause 11 on
translation and localization.

6 Conducting a user needs assessment

6.1 User needs assessment defined

The manager shall direct a user needs assessment to obtain a clear understanding of user tasks,
processes, and working environment. A user needs assessment is essential to develop content that
provides the information that users require. When conducting a user needs assessment, the manager
may include internal as well as external users.

NOTE1 Refer to ISO/IEC 25063:2014, Systems and software engineering — Systems and software product
Quality Requirements and Evaluation (SQuaRE) — Common Industry Format (CIF) for usability: Context of use
description for a detailed description of conducting a user needs assessment.
NOTE 2  Refer to ISO/IEC 25064:2013, Systems and software engineering — Systems and software product
Quality Requirements and Evaluation (SQuaRE) — Common Industry Format (CIF) for usability: User needs report
for basic information on creating a report of a user needs assessment study.

Additional information can be found in [7].

6.2 Components of the user needs assessment

As part of developing a needs assessment, the manager should direct the development of the following:
— user profiles;

— user environment analyses;

— use cases and user scenarios; and

— user and task analyses.

User profiles provide an accurate representation of user characteristics. User environment analysis
provides a representation of the environment in which the users interact with the products. User task
analyses help to direct the structure and content of the information for users so that it supports user
roles and tasks.

NOTE1 ISO/IEC/IEEE 25064:2013, 6.7, provides a brief explanation of user data collection methods and
procedures.

NOTE 2  For detailed information on conducting a user and task analysis, refer to [7].

NOTE3  Additional information concerning a user needs assessment is presented in Annex A.
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7 Planning an information-development project

7.1 Information-development project planning defined

The manager shall establish an information-development project and provide crucial planning
information about the project that serves as a foundation for the information-development project
plan. In this process, the manager relies on the project expertise of the software, systems, or services
product manager, the information-development project manager or team leader, and the developers
and information developers assigned to the project.

An information-development project plan should be developed for each information-development
project, including the following:

— new software, systems, services, and other projects requiring the development of new content;

— changes to software, systems, services, and other projects requiring the revision of existing content
and the addition of new content; and

— information-development projects independent of the development of new software, systems, and
services requiring new and revised content.

However, some projects are so small that developing a full project plan consumes more time than
completing the project. In such instances, the manager may develop generic plans to be used on
standard short-duration projects of a particular type.

The planning information assembled by the manager should include the following:

— the position in the product-development life cycle at which the information-development project is
most likely to begin;

— the methodology in place for the product development, such as traditional or agile development;

— the goals of the product-development project, such as developing a new product or service, updating
an existing product or process, or improving the quality of an existing product or process;

— the scope of the product-development project, including the number of product developers and
development teams, the functionality to be developed or revised, and the customers for whom the
project is intended;

— the project stakeholders;
— the schedule of the product-development project; and

— risks associated with the product-development project, i.e., untested technology, new development
team, faster than normal schedule, or multiple components from both inside and outside the
organization.

The manager shall use this planning information to direct the development of an overall project plan or
the development of the goals of an agile project.

7.2 Developing the information-development project plan

The manager shall direct the development of a plan for the information-development project. In small
organizations, the manager should develop the plan. In larger organizations, the manager may assign
the project planning to a team leader, information-development project manager, or the information
developers.

For simplicity of reference, each project plan is described as if it were published as a separate document.
However, plans shall be considered as conforming if they are unpublished but available in a repository
for reference, divided into separate documents or volumes, or combined with other information items
into one document. Use of the nomenclature for the plan titles or contents is not requir ct)o claim
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conformance with this document. The lists of contents (information items) do not specify a normative
sequence, structure of parts, or a list of section titles.

The manager shall establish the requirements for each information-development project plan. The
project plan may include the following sections:

— project title;

— date of issue and revision status;

— product and information project goals;

— project scope;

— audience profiles;

— content to be developed, revised, or removed;
— accessibility requirements;

— translation and localization requirements;

— project deliverables;

— tools requirements for developing and producing the required information and deliverables;
— information reuse strategy;

— information-development strategies and concerns, including change control and risks and risk
management;

— schedule for information development, review, testing, approval, translation and localization, and
publication and delivery, including project dependencies;

— estimated project size, with reference to such information as the number of topics, illustrations,
words, pages, error messages, commands, or other parameters, depending on the nature of the
information-development project;

— estimated project budget and budget dependencies;

— information-development project team members and responsibilities;
— product-development team members and responsibilities; and

— project reviewers and approvers and responsibilities.

Audience profiles should be developed and made available to everyone on the development team. The
personas should be current or updated if the target users are altered.

Optionally, the project plan may include the level of security or confidentiality of each document and
who will receive or have access to restricted documents.

An information-development plan should be prepared and approved before the development of
the information for users begins so that all parties agree on the objectives and methods to be
used. After approval, the plan should be distributed as widely as possible; this distribution should
include all information-development staff members and should include acquirer staff members and
subcontractors, if applicable. If subsequent changes are made to the information-development plan, the
manager notifies the affected stakeholders of the change.

A typical template for the information-development plan appears in Annex B.

An information-development plan should be developed at the beginning of each information-
development project and updated as necessary during the project as requirements, cost, and schedule
are changed. Documents
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