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Rethinking Content:

Getting more from your content assets
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WORKSHOP

Definitions

Theory

Exercises

Resources
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“If I had an hour to solve a 

problem, I'd spend 55 minutes 

thinking about the problem and 5 

minutes thinking about solutions.”

-Albert Einstein
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What do you want 

your content to do?
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Corporate goals

Increased revenue

• Does the content help generate sales?

Brand loyalty

• Does the content help manage desirability – whether that be to 

increase corporate trust in the private sector, or public trust in the 

public sector.

Risk management

• Can accurate, quality content minimize inadvertent product misuse or 

minimize risk of lawsuit?

Extension of market

• Does the content allow the organization to expand market reach?
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Internal goals

Operational efficiencies

• Does the content reduce the number of customer support calls or 

make some operational aspect more efficient?

Process efficiencies

• Do particular publishing processes significantly reduce the cost of 

content production?
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Not all goals are created equal

Other stakeholders goals:

• Customer / users

• Content delivery

Other business drivers:

• Organizational drivers

• Corporate planning

• Marketing initiatives

• Reactive tactics
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You can’t 

leverage content

without a solid

semantic foundation.
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Case study
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Unstructured, inconsistent

( = international roaming)

( = SIM card)
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Structured – careful metadata
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ROI is significant

Call to customer support: 
Estimated $25 to $55

Self-serve option:
Under $1.00

Customer ease: Priceless
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“Every one has experienced how 
learning an appropriate name for 
what was dim and vague cleared 
up and crystallized the whole 
matter.”

- John Dewey, How We Think
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COPE: 

Create Once, 

Publish Anywhere
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What is COPE?

It’s a way to get from here

Web

Mobile Tablet Apps

Print

Book eBook

Syndicate

User Assist. Transact Interchange
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What is COPE?

…to here. 

Content
Web

Mobile

Syndi-
cation

User 
Assist.

Apps

eBooks

Print

Google Glass

Transact

Interchange

Wearables
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What is COPE?

COPE could look like either of these, or…

From a workshop 
given by Joe Gollner
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About COPE

• No standard solution(s)

• Situation-specific

• Lots of variables that can affect it
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“Problems are not the problem; 

coping is the problem.”

-Virginia Satir
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How COPE helps

Content findability

Personalisation

Brand consistency

Multichannel / omnichannel
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Findability: What humans see
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Findability: What search engines see
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Four parts to findability

Search 
engines

Browse 
paths

On-site 
search

Taxonomy Metadata
and tags

Structure

Classification 
scheme plus 
controlled 
vocabulary

Properties that 
describe things in a 

model

Designed architecture of shared information 
environments

The content itself: fit for purpose
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The discipline of writing is far 

more demanding in a 

structured-authoring environment.



www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.

Personalisation

Which is the “right” one? 

All are iP** adapters

Different markets, different device connectors
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Multiple delivery channels

Tablet Tap the X… 

eBook ???

Phone or             or … 

Laptop Press Escape…
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Personalisation

• Information relevant to a 

single user

• Considers context

1. From the right source

2. On the right platform

3. To the right market

4. In the right geography

5. To the right people

6. At the right moment

7. In the right channel

8. In the right format

9. Using the right version

10. In the right language

11. In the right media

12. At the right time
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Omni-channel experience

Seamless 
approach to 
multi-channel 
customer 
experience

Also called 
conversational 
marketing
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“I suppose it is tempting, if the only 

tool you have is a hammer, to treat 

everything as if it were a nail.”

― Abraham Maslow, Toward a 

Psychology of Being
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COPE: TWO WAYS
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Two basic COPE strategies

• Examine both strategies

• Determine when appropriate 

From a workshop 
given by Joe Gollner
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It’s all semantics
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Prerequisite understanding

• Semantic structures for content

• Technical underpinnings

• Writing techniques for a COPE environment
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Semantic structure

• Semantics is “implied meaning”

• Implied meaning is created (not exclusively) through structure, 

specifically a “schema”

• Schemas follow standards that can be read by machines

• Search engines and systems that need to exchange content 

and data

• http://www.searchenginejournal.com/schema-101-how-to-

implement-schema-org-markups-to-improve-seo-

results/58210/
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http://www.searchenginejournal.com/schema-101-how-to-implement-schema-org-markups-to-improve-seo-results/58210/
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“The learning is in the doing.”

― Principle from the field of 

instructional design
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EXERCISE

1. Read the topic on the following screen

2. Examine the schema.

3. Parse the topic using the schema provided.

4. Localise the content for three countries (as indicated).

5. Debrief.
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Returning an Item

You can return any item within thirty days. 

1. Put the the item back into its original packaging.

2. Address the box to our warehouse in [geo-area].

3. Send the box through the US Postal Service.

Note: Standard shipping and handling charges apply.

EXERCISE

Parse this topic using the schema on the next slide.
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EXERCISE

<Topic>

<Title>Text here</title>

<Titlealts>

</titlealts>

<ShortDesc>Text here </shortdesc>

<Steps>

<Cmd>Text here</cmd>

<Cmd>Text here</cmd>

</steps>
<Note>Text here</note>

</topic>
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Send the box through 

the US Postal Service.

Note: Standard 

shipping and handling 

charges apply.

EXERCISE

<p>Send the box through the 

[RAP-express service].</p>

<p=AU>Standard postage and 

handling rates apply.</p>

<p=UK>Standard postage and 

packaging rates apply.</p>

<p>=US,CA>Standard shipping 

and handling rates apply.</p>

<p>Or get your item sooner 

with].</p>
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DEBRIEF

• How could the editorial side of the content affect the schema 

side?

• Where does the schema get applied?

• Who decides on the schema and application?
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Technical underpinnings
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COPE architecture: Baked or fried?

“Baked”

• Developer codes rules into 

WCMS.

• Author enters content into 

forms.

• CMS delivers content as per 

rules.

Method 1: 
Technology driven

My view

Public view
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Method 1
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Method 1

Presentation

Analytics
HTML editor
Database
Storage
Security



www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.

Advantages

• Easy for authors

• Can use common content 

management software

Disadvantages

• Brittle: rules are “baked in”

• Depend on developers to 

customise or, later, make 

changes

• Can be costly and complex 

to change

Baked

Baked vs fried
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Method 1: Technology 
driven

“Baked”

• Developer codes

rules into WCMS.

• Author enters 

content into forms.

• CMS delivers content 

as per rules.

Method 2: Author driven

“Fried”

• Author creates 

content components.

• CCMS manages 

components.

• Content transformed 

for output as per rules.

COPE architecture: Baked or fried?

Baked vs fried
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Method 2
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Method 2

Editor

XML authoring
Transclusion
Repository 
(interface,
metadata)

Database
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Advantages

• Agility: content can be 

reconfigured for new needs 

quickly

• Authors have more control

Disadvantages

• Authors need writing 

discipline

• Authors need to 

understand technical side 

of content

• Need specialty software

Fried

Baked vs fried
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Know your tech

Technical standards

• What are the applicable content standards?

• Which one ones should we use?

Technology choices

• What are the right choices?

• Do we have the right ones?

• Do we customize or trade up?

Can we have the best of both worlds?
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Writing techniques
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Audience

BrandChannel

What is good writing, anyway?
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Where editorial meets technical

RAITES Experience Technique Technical

Relevant
Accurate
Informative
Timely
Engaging
Standards based 
(meets tone-and-
voice guidelines)

Standards-compliant
Metadata-optimised
SEO-optimised
Color-blind check
Visuals work across 
devices

Readability
Comprehension
Plain Language
Controlled 
Vocabulary
Translation-ready
Re-usable
Adaptive

Topic-based
Minimalist
Genre-appropriate
Channel-optimised
Optimised for 3-30-3-30 
rule
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EXERCISE

1. Examine a piece of content from your work environment that 

has some delivery challenges.

2. Consider the editing challenges needed to make the content 

work across multiple channels and devices.
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DEBRIEF

Discuss

• Where can you see a writing plan go awry?

• What happens when a team have to contribute to the same 

content pool?

• What happens with localised content for global use?

• How do you mitigate the risk of poor content?
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Treating content like data is 

a losing proposition
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Definitions: Data

Data: Numerical or other information represented in a 

form suitable for processing by computer.

Assumption: Data is organized in “sets” that can be 

processed like-for-like in a database.

Thanks to Claudia Wunder for the evocative metaphor of “spice jars”.
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Definitions: Content

Content: “Stuff” contained in a receptacle; human-

usable, contextualised data

Assumption: Nuance and context create complexity, 

which needs management in a content repository*

*database with an interface and specific functions
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In a product environment

Even leaders in product content struggle with the translation of 

supplier “data model” to distributors’ data model

Inefficiencies primarily born here in the Product Information Flow

Good information is lost in the translation too…

From shirt supplier… …to shirt distributor

?

Where does it go?

Thanks to Codifyd for 
these examples.
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Width at base vs. Assembled Width 
(in.)

Min A-frame Height vs. Minimum 
ladder length (ft.)

Max extension height vs. Ladder 
Height (ft.)

How hard can it be to use a ladder?

Thanks to Codifyd for 
these examples.
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Transformation of Data Values 
(Cable Sheath/ Jacket Material)

The language of manufacturing is 
often different than the language 

of B to C e-commerce sales.

Thanks to Codifyd for 
these examples.
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EXERCISE

Discuss
• In your organisation, where is the dividing line between content and 

data?

• How is content handled?

• How do you align marketing content with product/service content?

• How do you align content across channels, from pre-sales to customer 

support?
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Re-imagining content
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Case study: City of Vancouver

Governments run on meetings
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Reports, agendas, minutes

Issues get 

written up

Reports get put 

onto agendas

Recommendations 

get published
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Agenda with many topics 
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Rethink content: BLOBs to modules
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Repackage modules

Source 

content Output A Output B Output C Output D

www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.



www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.

Discuss:

• How much re-imagining would it take to figure this out?

• How much did you focus on content quality versus content delivery 

mechanisms?

• How much will the new delivery method affect the content creation?

DEBRIEF
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One solution

This solution can be baked or fried, with a hybrid solution preferable

• Mostly delivered through existing WCMS functionality

• Some data integration from an existing system

• Various aggregation points through use of metadata

• Extensible to potential content production efficiencies upstream
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Componentized agendas
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Genre = social construct

AGENDA

Discussion item 1

Description

Discussion item 2

Description

Discussion item 3

Description

Discussion item 4

Description

Item for discussion 5

Description

<h1>

<h2>

<p>

<h2>

<p>

<h2>

<p>

<h2>

<p>

<h2>

<p>

www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.



www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.

Schema = technical

Discussion item 1
Description

Discussion item 2
Description

Discussion item 3
Description

Discussion item 4
Description

Discussion item 5
Description

Topics Tags
AGENDA

Item for discussion 1

Item for discussion 2

Item for discussion 3

Item for discussion 4

Item for discussion 5

AGENDA

Discussion item 1

Description

Discussion item 2

Description

Discussion item 3

Description

Discussion item 4

Description

Item for discussion 5

Description

www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.



www.IntentionalDesign.ca

© 2014 Intentional Design Inc. All rights reserved.

Rethink the content flow
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Deliver to neighbourhood pages
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Deliver to topic pages
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DISCUSS

• How much of this solution is:

• Content strategy

• User experience

• Systems architecture

• What could be enabling factors or blockers to implementing 

this solution?
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RESOURCES
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Select content standards

Content Standards

W3C Open Web Platform

http://www.w3.org/standards/

Semantic Web

http://www.w3.org/standards/semanticweb/

RDF

http://en.wikipedia.org/wiki/Resource_Description_Framework#Overview

Triplestore

http://en.wikipedia.org/wiki/Triplestore

XML Technology 

http://www.w3.org/standards/xml/ (which includes componentization, query, internationalization, transformation, processing, 

and publishing standards)

DITA OASIS Standard - for creating structured, modular content

http://dita.xml.org/standard

Web of Devices

http://www.w3.org/standards/webofdevices/ (adaptive content and device independence)

Accessibility Standards
 Web Content Accessibility Guidelines 2.0 

◦ http://www.w3.org/TR/WCAG20/ - for public-facing 
content

◦ http://www.w3.org/TR/ATAG20/ - for interfaces built for 
internal use

 XML Localisation Interchange File Format
https://www.oasis-
open.org/committees/tc_home.php?wg_abbrev=xliff

Metadata standards
 Microformats - this is the one the major browsers agreed to use

http://schema.org/
 Metadata standards for SVG files (text layer in images)

http://www.w3.org/TR/SVG/metadata.html
 Taxonomy / thesauri standards

http://www.iso.org/iso/catalogue_detail.htm?csnumber=5365
7

 Standard for managing controlled vocabularies
http://www.niso.org/kst/reports/standards?step=2&gid=&proj
ect_key=7cc9b583cb5a62e8c15d3099e0bb46bbae9cf38a

Process Standards

 Human-centred design for interactive systems
ISO 9421-210 http://www.iso.org/iso/catalogue_detail.htm?csnumber=52075
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http://www.w3.org/standards/
http://www.w3.org/standards/semanticweb/
http://en.wikipedia.org/wiki/Resource_Description_Framework#Overview
http://en.wikipedia.org/wiki/Triplestore
http://www.w3.org/standards/xml/
http://dita.xml.org/standard
http://www.w3.org/standards/webofdevices/
http://www.w3.org/TR/WCAG20/
http://www.w3.org/TR/ATAG20/
https://www.oasis-open.org/committees/tc_home.php?wg_abbrev=xliff
http://schema.org/
http://www.w3.org/TR/SVG/metadata.html
http://www.iso.org/iso/catalogue_detail.htm?csnumber=53657
http://www.niso.org/kst/reports/standards?step=2&gid=&project_key=7cc9b583cb5a62e8c15d3099e0bb46bbae9cf38a
http://www.iso.org/iso/catalogue_detail.htm?csnumber=52075
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More resources

• Context for semantics
http://alistapart.com/article/battle-for-the-body-field

• Semantic elements 
http://www.w3schools.com/html/html5_semantic_elements.asp

• Schema
http://schema.org/

• Content typing in DITA
http://docs.oasis-open.org/dita/ v1.0/langspec/ditaref-type.toc.html

• Web writing essentials
http://www.slideshare.net/GinnyRedish/redish-stc-seattle-2013
http://www.slideshare.net/adobetcs/developing-an-adaptive-content-
strategy-adobe-rockley

• New York Times Innovation Report
http://visualdays.no/files/2014/05/224608514-The-Full-New-York-Times-
Innovation-Report.pdf
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WRAP-UP:

QUESTIONS

DISCUSSION
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Contact Rahel Anne Bailie

ContentStrategyWorkshops.com
TheContentStrategyBook.com

TheLanguageofContentStrategy.com

Aboutme.com/rahel.bailie
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Vancouver, BC, Canada / London, UK

By telephone:

Canada +1.604.837.0034

UK +44 (0)7869 643 685

Twitter: @rahelab

By email:

info@intentionaldesign.ca

Mailing address:

Provided upon request

Speaking and workshops:

bailie.com


