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End user 

content team’s

landscape







~2,000 articles for Access

support.office.com  - MAX Team docs.microsoft.com - Dev Docs Team

~900 articles for Access



• Changes go live in 
about one minute

• LOC priority set at 
publish time

Publish 
action for 

en-us

• LOC picks up 
package of assets 
(text, images, 
tokens, and video)

• All 36 languages 
start in parallel

Localization 
handoff

• The typical 
turnaround time 
for an article to be 
localized using HT 
for all 36 locales is 
48 hours now

• Assuming word 
count is ‘normal’

Localized 
versions 

published

en-us Other locales…

x 36

HT (human 

translation)

MT (machine

translation)+



New feature work
Content 

Optimization



The problem

- Duplicate articles across versions all competing for search

Impact

- Organic search (Google/Bing) landing on oldest version –> 2007

- Too many results being returned. What version do I have?

- User confusion if they aren’t looking at the right content

- Content satisfaction overall goes down



Introduction 

to queries

2007 version

Introduction 

to queries

2010 version

Introduction 

to queries

2013 version

Introduction 

to queries

2016 version

Consolidate into 1 topic

Without tab 

control

or

With tab control

2010 2007

The solution

 Consolidate duplicate articles into one (or fewer) 

asset ->“evergreen”

 Make content text as version agnostic as possible

 Call out small UI differences as needed

 Use tab control to separate big version differences

Results

 Less search noise

 Organic search (Google/Bing) landing on one 

version of the truth

 In the help pane, tabbed articles display just that 

version’s content

 Content satisfaction overall generally goes up

 Clearer content signals now with our data



‘Evergreen’ content examples in Access

Using a tab controlNo tab control



We are at 0.00% duplicate titled articles!

March 2018 

Status

March 2020 

Status

As of last year: GONE



November 2016 Status April 2020 Status

37% less content



Examples of CSH entry points



Expected result = User clicks 

help, and we display the one, 

best relevant article they need

Error = User clicks a Help button 

/ learn more link and there is no 

article tagged with that CSH ID 

and Access version in use

Error Result = User sees our 

default in-app help landing 

page (or in web browser)

Example of CSH that works

Example of CSH that is broken

HelpID=39023

HelpID=4007



Current state



Reduce/eliminate multiple articles 

returned with a CSH call

As of last year: All fixed

>413K hits in 

a 6 month 

time period



Older charting 

design experience in 

its own window

Help experience 

broken for over 12 

years!

• 2007

• 2010

• 2013

• 2016

• 2019

• Subscription As of last year: All fixed



Tables/Fields
Read only when connected

New values

Append only

Expression

Result type

Queries
Alias

Source

Forms/Reports/Controls
Datasheet Caption Display as hyperlink

Hyperlink target Cursor on hover

Use theme Hover color

Pressed color Hover fore color

Pressed fore color Scroll left

On before navigate On document complete

On progress change Reading order

Column widths Line slant

Picture size mode Filter on empty master

Show page header and footer

Properties CSH to DOCS that still need fixing

F1



Access end user 

content metrics



Article ratings… Article comments…

Tell Me searches…

Article link clicks…

Help searches…



All Access 

articles

(~920 assets)

“Modern” set

(~430 assets)

Top intents

(~46 assets)

All content 

types, all 

markets, all 

versions

Only How-To, 

Discovery, Training, 

and Setup/Install 

content types (tagged 

for 2016/2019/O365 

versions, en-us)

Top search intents 

(en-us)



Before we started… …after cleanup!



Top 20 most viewed Most external search views



Breakdown by market



1. Query

2. Criteria

3. Input Mask

4. Relationship

5. Update Query

6. Switchboard

7. Primary Key

8. Format

9. Form

10. Date

* Data is for October, 2015

Top Access internal 

search queries
(all versions en-us)

1. Navigation Pane

2. Query

3. Criteria

4. Primary key

5. Input Mask

6. Date

7. Format

8. IIF

9. SQL

10. No Query

* Data is for October, 2016

1. Navigation Pane

2. Input Mask

3. Primary Key

4. Query

5. Criteria

6. Date

7. Format

8. DateDiff

9. IIF

10. SQL

* Data is for December, 2017

1. Navigation Pane

2. Primary key

3. Input mask

4. Date picker

5. Criteria

6. IIF

7. Update query

8. Date

9. Format

10. Query

* Data is for March, 2020



What’s next?



Problem

We have duplicate macro action, reference, and 

function content sets that exist across SOC and DOCS 

landscapes (~ 270 topics).

• SQL Syntax content set (34)

• Macro action reference set (90)

• Functions reference set (149)

Impact

• These compete for SEO and they don’t always 

match exactly

• SOC ones are more up to date but context sensitive 

help in Access goes to the DOCS ones

Our plan to solve

Created a plan to merge the content from SOC ones 

into DOCs and then retire/redirect the SOC article web 

traffic to DOCS

Timing of work to be completed - TBD

FY20 Q4 (May-June) perhaps?

SOC

DOCS



Q
A

Thank you!

I hope all of you stay safe and healthy.


