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The cast

The service tech

• “Yan”

• Responds to customer 

repair requests

• Does not like 

cantaloupe

The tech writer

• “Iris Redstone”

• Writes technical 

documentation

• The third Harry Potter 

book is her favorite

The organization

• “Precision Robotics”

• Manufactures delivery 

robots for hospitals

• Received $2B in 

startup money
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The despairing 
service technician

CAMERA FAULT

If the optical instrument for the robot camera does not 
turn on, or the robot repeatedly bumps into objects, 
then there might be a camera issue. This is error code 
CAM004. You may need to replace the camera or the 
camera cable. Allow for a couple hours.

The camera is a high-resolution camera with advanced 
imaging capabilities, mounted on a multi-axis robotic 
arm.

Start by turning off the power. Remove the camera 
encasement and disconnect the camera cable. Then, 
using a VOM, check whether the cable is faulty.

If the cable is not faulty, then replace the entire camera 
unit.

Power on the robot and test the camera using the 
diagnostic software.

Only qualified technical support should perform this 
task.
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The (frustrating) user journey

PRECISION ROBOTICS
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Our cast’s needs

I want just the repair information I need without having to look all 

over to find it, so I can provide the best service. Plus, I have a 

bunch of other service calls to get to.

We want to strengthen our customer relationships by providing 

exceptional customer service. Our service reviews need to improve 

to have a positive impact on our NPS in a competitive industry.

I want to provide our users with the right information, at the right 

time, and on the device they need it. But our metadata is immature. 

Our customers deserve better results from our documentation.
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Customer needs

Device
Self-service portals

Chatbots

Configurators

Knowledge bases

Smart devices

Information
Focused

Relevant

Appropriate

Predictable

Contextual

Time
Right now

Yesterday

Always

INTELLIGENT CONTENT
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What is intelligent content?

“[Intelligent content is content that is] 

specified to the exact use case and 

individualized for the person who 

needs it.”
Source: iiRDS Consortium
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Components of the use case

CAMERA FAULT

If the optical instrument for the robot camera does not 
turn on, or the robot repeatedly bumps into objects, 
then there might be a camera issue. This is error code 
CAM004. You may need to replace the camera or the 
camera cable. Allow for a couple hours.

The camera is a high-resolution camera….

Start by turning off the power. Remove the camera 
encasement and disconnect the camera cable. Then, 
using a VOM, check whether the cable is faulty.

…

Power on the robot and test the camera using the 
diagnostic software.

Only qualified technical support should perform this 
task.

Symptom Error code Description

Repair time Required tools Repair steps

Skill level Product Documentation

1 2



iiRDS
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What is iiRDS?

iiRDS is a standard that defines

• a metadata model for describing technical 

documentation, and

• a package format for exchanging technical 

documentation between systems

intelligent information Request and Delivery Standard
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iiRDS standard

Started by the “Information 4.0” 
working group of tekom

2016

Newly formed iiRDS Consortium 
takes over responsibilities

Jan. 2018

Version 1.0 release

Apr. 2018

Version 1.0.1 release

July 2019

Version 1.1 release

Nov. 2020
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iiRDS standard, built on RDF

Adapts existing graph-based standards

Models data in three parts: 
subject, predicate, object

Example: Dog TypeOf Mammal

https://dbpedia.org/page

/Dog

“Domesticated 

descendant of the wolf.”
dbo:Mammal

:type :desc
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Modeling the user scenario
in a graph format

Subject Predicate Object

Error code

Description

Symptom

Required tools

Repair time

Repair steps

Skill level

Product

Topic

Product lifecycle phase

Subject Predicate Object

Fault

Error code

Description

Symptom

Required tools

Repair time

Repair steps

Skill level

Product

Topic

Product lifecycle phase

Subject Predicate Object

Fault

Has

Error code

Description

Symptom

Required tools

Repair time

Repair steps

Skill level

Applies to Product

Described in Topic

Part of Product lifecycle phase
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iiRDS metadata
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iiRDS metadata model
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Modeling the user scenario 
with iiRDS

Subject Predicate Object

Topic

Subject Predicate Object

Topic

title

has-topic-type

relates-to-product-variant

relates-to-component

relates-to-event

relates-to-product-lifecycle-phase

Subject Predicate Object

Topic

title Repair the robot camera

has-topic-type Task

relates-to-product-variant PrecisionSwift

relates-to-component SwiftEye

relates-to-event CAM004

relates-to-product-lifecycle-phase Fault
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iiRDS package

Source: https://www.iirds.org/fileadmin/iiRDS_specification/20201103-1.1-

release/index.html#iirds-package-and-container

iiRDS packageiiRDS generator iiRDS consumer

• CMS

• iiRDS Open Toolkit

• DITA OT Plugin

• Self-service portal

• Mobile app

• Chatbot



Solving customer needs 
with iiRDS
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Creating iiRDS
metadata and packages
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iiRDS metadata applied

* Created using the iiRDS Open Toolkit and importing the generated metadata file into Protégé.
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iiRDS package created
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The (successful) user journey

PRECISION ROBOTICS



23

Our cast’s results

Now I’m able to get the repair information much faster. I can get into 

and out of a job quicker, and I can get through more service calls in 

a day.

Our service reviews are improving, and we’re getting reports that 

our technicians are getting to more calls in a day. We anticipate a 

positive result in both NPS and profitability.

Our users are getting the information at the right time and on their 

device. It’s exciting to hear that our service technicians are more 

successful thanks to the documentation.



iiRDS with other 
technologies



DITA and iiRDS
metadata comparison

DITA IIRDS
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Differences between DITA and iiRDS

DITA iiRDS

Creates technical documentation

DITA iiRDS

Creates technical documentation Describes technical documentation

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content Facilitates requesting and delivering content

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content Facilitates requesting and delivering content

Provides metadata capabilities

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content Facilitates requesting and delivering content

Provides metadata capabilities Provides a metadata model

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content Facilitates requesting and delivering content

Provides metadata capabilities Provides a metadata model

Includes metadata for 

• Audience

• Category

• Platform

• Product information

• Other

DITA iiRDS

Creates technical documentation Describes technical documentation

Separates content from formatting Separates metadata from content

Represents the authoring and content layer Represents the metadata and delivery layer

Facilitates storing and writing content Facilitates requesting and delivering content

Provides metadata capabilities Provides a metadata model

Includes metadata for 

• Audience

• Category

• Platform

• Product information

• Other

Includes metadata for 

• Product lifecycle phase

• Event

• Information subject

• Product feature

• Supply / Hardware tool
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What can iiRDS be used with?

DOCUMENTS TOPIC-BASED 
CONTENT

FRAGMENTS OF 
CONTENT



iiRDS and microcontent
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What is microcontent?

Microcontent is content that is

• about one primary idea, fact, or 

concept

• easily scannable

• labelled for clear identification and 

meaning, and

• appropriately written and 

formatted for use anywhere and 

any time it is needed.



Characteristics of 
microcontent

1. Focus

Limit microcontent to a 

single answer to a question

2. Function

Classify microcontent to 

identify intended user 

response

3. Structure

Use predictable 

patterns and language

4. Context

Make microcontent 

easily relatable to other 

content
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Getting started with iiRDS

Define your business 

goals for using iiRDS.

Assess your current 

metadata and map it to 

iiRDS.

Experiment adding 

iiRDS metadata to 

content using the iiRDS 

Open Toolkit.

Refine your content to 

meet the intended user 

response -- 

microcontent.



The robots are 
coming…

We can either learn how to 
write for both bots and 
humans or miss out on a 
transformational opportunity 
for our organizations.

DOES YOUR CONTENT
SPEAK ROBOT?
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Ted Wolff

Precision Content
Information Architect

ted@precisioncontent.com

https://www.linkedin.com/in/theodorewolff/

Questions?



Thank You!

Are you ready to upgrade, transform, and future-enable your content? 
Contact us and we’ll show you what’s possible.

precisioncontent.com   |   more-info@precisioncontent.com   |   1(647)265-8500
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