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Web-based Online Help for repository system providing 
user information about aircraft engineering parts.

Purpose and expectations. This is a web-based Help system. 
It needed to answer questions for all application users 
regardless of their familiarity or experience with the application. 
It is critical that it provides real-time information.

Role. I evaluated an existing help system and recommended 
significant improvements to improve usability and accuracy. I 
gathered requirements and reviewed all changes to the 
application to determine what content to include in the help 
system. Content included explanations of all application 
functionality, detailed explanation of 19 queries including input 
and output parameters of each query. Also included were 16 
“How Do I…” tip sheets that I developed to cover common or 
complicated tasks.

Challenges. Initial Help system was created in JAVA and 
embedded within the application. This made any updates 
complicated and did not allow for any graphics or hyperlinks. I 
presented research on the benefits on converting to a web-
based system. The Business Partners accepted my 
recommendation and implemented the new approach. 

The final result. The approved Online Help is viewable/usable 
via web or application.  Provides both index and search 
capabilities. Easy to tailor to various user groups  (i.e., 
subsidiaries who don’t have access to all the functionality) . The 
Online Help system is  fairly stable and requires minimal 
maintenance, typically only when application functionality 
changes. 

Application XYZ searches 
multiple repositories for parts, 

replacement parts, and 
component parts. 
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Create & maintain metrics and web content 
for viewing by multiple audiences.

Purpose and expectations. These charts and 
web content are used to display various 
performance and quality metrics related to the 
two applications and Service Level Agreement 
(SLA) compliance. This content must be 
updated monthly.

Role. I evaluated the current metrics 
information and discovered inconsistencies in 
the data display. I consulted with subject matter 
experts and determined the authoritative source 
for each metric. I created spreadsheets and 
easy to understand charts for each metric. I 
developed web page content that fulfilled the 
Business Partner requirements.  

Challenges. One of the challenges was 
determining the authoritative source for 
accurate metrics. Another challenge was the 
range of different audiences using the 
information. For example, executive reviewers 
needed a snapshot view, while day-to-day team 
members required more detailed information. I 
designed the charts and web page content to 
allow various audiences to select the level of 
information they needed. 

The final result. Created a web page content 
for each application to provide a one-stop place 
for all audiences to review the various metrics. 
Provided for each metrics an easy-to-read 
charts plus link to the detailed spreadsheet. The 
web content was so well received that other 
groups within the customer organization were 
given the web pages as the standard to follow. 
And, Business Partner management uses the 
web page in monthly Pool reviews. Monthly 
updates are relatively simple.

XYZ
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Process Builders Handbook was created to provide 
process definition standards, guidelines, and templates 
for use by an entire organization in response to Capability 
Maturity Model Integration (CMMI) requirements.

Purpose and expectations. This particular organization did 
not have baseline documentation of their work processes. The 
purpose of this handbook was to provide detailed instructions 
to a high number of employees on how to draft, create, “think 
through” and submit a process to the website for use as part of 
a CMMI effort. The intent was to make process creation as 
easy as possible and for all the processes to have the same 
look and feel regardless of the author.

Role. I interviewed employees to determine the various levels 
of process aptitude. Using  the interview  notes I documented  
a baseline process which was incorporated in the Process 
Builders Handbook. The handbook included all aspects of 
process creation including descriptions , “thinking  through” a 
process, guidelines & standards, templates, and a request to 
release the process to the web site. I briefed the organization 
on the handbook’s various content and intent, provided 
informal training, and assisted individual writers in developing 
process content. 

Challenges. One of the challenges was writing  a handbook 
that would explain every facet of writing a process to an 
audience that had never written a process before. Also, the 
processes were submitted for approval and posting to the web 
site so  the use of templates and a common look and feel was 
mandatory.
I resolved this by creating simple and easy to follow 
instructions and templates; a process flow diagram template in 
VISIO and a process text template  in MS Word.

The final result. Approved handbook used by the organization 
to pass the CMMI audit review.  The Process Builders 
Handbook was also adopted by other groups within the 
organization to use in their CMMI efforts.
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