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Unisys Platforms ComeUnisys Platforms Come
in All Sizesin All Sizes

•• Unisys platforms range in size fromUnisys platforms range in size from
desktop units to systems large enoughdesktop units to systems large enough
to run an airline reservation system.to run an airline reservation system.

•• They can all use the same software.They can all use the same software.
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What is a Unisys SoftwareWhat is a Unisys Software
Release?Release?

•• Hundreds of software products releasedHundreds of software products released
at one time, two times a yearat one time, two times a year

•• New features, maintenance of existingNew features, maintenance of existing
featuresfeatures

•• Compatible over three releasesCompatible over three releases

•• Runs on all systems in the hardwareRuns on all systems in the hardware
familyfamily

•• Supported for 30 monthsSupported for 30 months
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Traditional DocumentationTraditional Documentation

•• Marketing documentation enticesMarketing documentation entices
clients to buy your products.clients to buy your products.

•• Technical documentation tells clientsTechnical documentation tells clients
 how to use your products. how to use your products.
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What Questions Do YourWhat Questions Do Your
Customers Ask?Customers Ask?

•• What do I do with this box?What do I do with this box?

•• Is there anything I should read first?Is there anything I should read first?

•• How do I prepare for the new softwareHow do I prepare for the new software
or hardware?or hardware?

?

?

?

?
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TheThe MiniLibrary MiniLibrary ::
Release DocumentationRelease Documentation

•• How do you migrate to the newHow do you migrate to the new
products?products?

•• How does one product interact withHow does one product interact with
another in the release?another in the release?

•• How do products interact with otherHow do products interact with other
releases of the same products?releases of the same products?
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We Needed to Find Out MoreWe Needed to Find Out More
about Our Customersabout Our Customers

•• Goal—To provide better serviceGoal—To provide better service
through our release documentationthrough our release documentation

•• MethodMethod
»» Audience analysisAudience analysis

»» Task analysisTask analysis
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How Did We Do It?How Did We Do It?
•• BrainstormingBrainstorming

•• Reviewing customer visit filesReviewing customer visit files

•• Interviewing support staffInterviewing support staff

•• Using matrixes to organize ourUsing matrixes to organize our
informationinformation
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Example of Matrix InformationExample of Matrix Information
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Analysis ResultsAnalysis Results
•• 18 Categories of18 Categories of

CustomersCustomers
»» External: fromExternal: from

companycompany
managementmanagement
to software usersto software users

»» Internal: from internal programInternal: from internal program
management to support staffmanagement to support staff



11unisys

Analysis ResultsAnalysis Results
•• 18 Key Tasks18 Key Tasks

»» External: from evaluating our release toExternal: from evaluating our release to
making it compatiblemaking it compatible

»» Internal: from supplying programInternal: from supplying program
information to installinginformation to installing
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Analysis ResultsAnalysis Results
•• 16 Types of Information Needed16 Types of Information Needed

»» External: from high-level overviews toExternal: from high-level overviews to
product-level informationproduct-level information

»» Internal: from salesInternal: from sales
information toinformation to
customer assistancecustomer assistance



13unisys

What Information Do ourWhat Information Do our
Customers Need and When?Customers Need and When?

•• Analysis Results —3 mainAnalysis Results —3 main
times when customerstimes when customers
have specific needshave specific needs
»» Deciding to buy theDeciding to buy the

releaserelease

»» Preparing for the releasePreparing for the release

»» Implementing the releaseImplementing the release
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Deciding to Buy the ReleaseDeciding to Buy the Release
•• Customer NeedsCustomer Needs

»» FeaturesFeatures

»» BenefitsBenefits

•• Nature of Information:Nature of Information:
marketing orientedmarketing oriented

?

?

?

?

?
?
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Preparing for the ReleasePreparing for the Release
•• Customer NeedsCustomer Needs

»» Interaction of new software with existingInteraction of new software with existing
softwaresoftware

»» Prerequisites or required tasksPrerequisites or required tasks

»» Features missing because of skippedFeatures missing because of skipped
releases: effect on current softwarereleases: effect on current software

»» Product identification codesProduct identification codes

•• Nature of Information: technical andNature of Information: technical and
some marketing orientationsome marketing orientation
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Implementing the ReleaseImplementing the Release
•• Customer NeedsCustomer Needs

»» Special installationSpecial installation
instructionsinstructions

»» Compatibility informationCompatibility information

•• Nature of Information: technical detailsNature of Information: technical details
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How Our Information Is Organized

• Make software purchasing decisions

• Plan the installation of a new release

• Install the release

Release documentation is a mini-library
designed to help our customers
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Making SoftwareMaking Software
Purchasing DecisionsPurchasing Decisions

•• Software Release AnnouncementSoftware Release Announcement

•• Software Product CatalogSoftware Product Catalog

•• User Conference NotesUser Conference Notes
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Software Release AnnouncementSoftware Release Announcement
•• Highlights newHighlights new

features andfeatures and
enhancementsenhancements

•• Helps ourHelps our
customers tocustomers to
decide whetherdecide whether
to purchase ato purchase a
releaserelease
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Software Product CatalogSoftware Product Catalog
•• Describes allDescribes all

software productssoftware products
for a platformfor a platform

•• Lists configurationLists configuration
requirements forrequirements for
each producteach product

•• Lists availableLists available
documentation fordocumentation for
each producteach product
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User Conference NotesUser Conference Notes
•• Produced twice aProduced twice a

yearyear
•• Describes majorDescribes major

hardware andhardware and
software featuressoftware features

•• Contains articlesContains articles
of a timely natureof a timely nature

•• Produced on CD-Produced on CD-
ROM and mailedROM and mailed
to all customersto all customers
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Planning GuidesPlanning Guides
•• Getting Started GuidesGetting Started Guides

•• Migration GuideMigration Guide

•• Release NotesRelease Notes
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Getting Started GuidesGetting Started Guides
•• Provide anProvide an

overview of aoverview of a
suite of productssuite of products
within a releasewithin a release

•• Describe whatDescribe what
customers havecustomers have
bought and howbought and how
the pieces fitthe pieces fit
togethertogether
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Migration GuideMigration Guide
•• Describes changesDescribes changes

from one release tofrom one release to
anotheranother

•• Provides essentialProvides essential
information forinformation for
customers who havecustomers who have
skipped releasesskipped releases

•• Alerts customersAlerts customers
about future productabout future product
deimplementationsdeimplementations
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Release NotesRelease Notes
•• ContainContain

information aboutinformation about
late-breakinglate-breaking
changeschanges

•• HighlightHighlight
important materialimportant material
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Installation DocumentsInstallation Documents
•• Software Installation GuidesSoftware Installation Guides

•• Implementation and Operations GuidesImplementation and Operations Guides

•• Environment Software ReinstallationEnvironment Software Reinstallation
GuideGuide
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Software Installation GuidesSoftware Installation Guides
•• ProvideProvide

information aboutinformation about
how to install ahow to install a
software releasesoftware release

•• ProvideProvide
instructions for ainstructions for a
variety ofvariety of
installationinstallation
methodsmethods
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Implementation andImplementation and
Operations GuidesOperations Guides

•• Explain how to setExplain how to set
up and configureup and configure
the operatingthe operating
systemsystem
environmentenvironment

•• Help customersHelp customers
understand how tounderstand how to
use dual operatinguse dual operating
systemsystem
environmentsenvironments
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Environment SoftwareEnvironment Software
Reinstallation GuideReinstallation Guide

•• Supports dualSupports dual
environmentenvironment
productsproducts

•• ContainsContains
reinstallationreinstallation
procedures for theprocedures for the
operatingoperating
environment (ifenvironment (if
system failuresystem failure
occurs)occurs)
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DocumentationDocumentation
Road MapRoad Map

•• Unique purposeUnique purpose
•• Visual orientationVisual orientation

shows customersshows customers
the productthe product
relationships inrelationships in
ourour
documentationdocumentation
librarylibrary
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Graphics Simplify NavigationGraphics Simplify Navigation
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Challenges We FaceChallenges We Face
•• Sources ofSources of

informationinformation
•• Product NamesProduct Names
•• Keeping up withKeeping up with

new technologynew technology



34unisys

Sources of InformationSources of Information
•• Engineering NotesEngineering Notes

•• Marketing specificationsMarketing specifications

•• Feature databaseFeature database

•• Source control databasesSource control databases
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Product NamesProduct Names
•• EngineeringEngineering vs vs. marketing names. marketing names

•• Names that change during theNames that change during the
development cycledevelopment cycle
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Keeping Up withKeeping Up with
New TechnologyNew Technology

•• Some information hasSome information has
been put into HTMLbeen put into HTML
format for the Webformat for the Web

•• Some information is inSome information is in
Windows Help formatWindows Help format

•• Some information nowSome information now
distributed only in PDFdistributed only in PDF
format on CD-format on CD- ROMsROMs

•• Must support “legacy”Must support “legacy”
formats, “core” booksformats, “core” books
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Most Important—Most Important—
Does It Work?Does It Work?


