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Your Audience Analysis .
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For most technical writers in workplaces, audience analysis is
the most important step in planning a target document. In order
for a writer's final product to be fully successful, the piece must be
aimed toward the intended audience--its knowledge, its opinions, its
needs, and its wants. The question then, is how do you determine
the knowledge, opinions, needs, and wants of your target audience?

These instructions will help you analyze your audience and develop
a strategy to target your writing to your audience.

The Steps: cf)\,hg-\ ,,.-’\".
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Know the definition of audience analysis:
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determining the important characteristics of an audience in order to
chose the best style, format and information/arguments when writing
or speaking. Understanding the identity, personality and characteristics
brought to a situation by the specific type of audience.
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Know the purpose of audience analysis:
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Hawng knowledge of a specific audience allows the writer or
speaker to understand the social situation in which he or she
writes. It allows the writer to come up with a strategy to adapt
arguments to best suit an audience. Conducting audience
analysis informs a speaker or writer about the people he or she is
talking to. This is important because based on what is found out
in the audience analysis a writer/speaker can adjust his work to
relate to an audience in the best way possible. It allows a writer/
speaker to be able to succeed in their goal of writing or speaking
whatever that may be. If a speaker/writer wants to persuade,
inform, motivate, excite, scare, warn or cheer up an audience,
then analyzing those people to which he/she is talking can allow
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them to pick the best words, stories, tone, style and delivery to
use when writing or talking to that specific group of people.

Analysis/Understanding: paslt Judaidl
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Defining the background of the audience aids the writer in
determining what information is already understood and what
information needs to be included. More information may need to
be included so that the audience can understand and reach the
conclusion that your document intends.

Types of Audiences paabaall E‘Q-il
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One of the first things to do when you analyze an audience

is to identify its type (or types — it's rarely just one type). The

common division of audiences into categories is as follows:
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Experts: These are the people who know the theory and the

product inside and out. They designed it, they tested it

they know everything about it. Often, they have advanced

degrees and operate in academic settings or in research and
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development areas of the government and business worlds.
The nonspecialist reader is least likely to understand what
these people are saying-but also has the least reason to try.
More often, the communication challenge faced by the expert
is communicating to the technician and the executive.
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Technicians: These are the people who build, cperate, maintain,
and repair the stuff that the experts design and theorize about.
Theirs is a highly technical knowledge as well, but of a more
practical nature.
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Executives: These are the people who make business, economic,
administrative, legal, governmental, political decisions on the
stuff that the experts and technicians work with. If it's a new
product, they decide whether to produce and market it. If it's
a new power technology, they decide whether the city should
implement it. Executives are likely to have as little technical
knowledge about the subject as nonspecialists.
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Nonspecialists: These readers have the least technical
knowledge of all. Their interest may be as practical as
technicians', but in a different way. They want to use the new
product to accomplish their tasks; they want to understand the
new power technology enough to know whether to vote for
or against it in the upcoming bond election. Or, they may just
be curious about a specific technical matter and want to learn

about it—but for no specific, practical reason.

Your Audience Analysis Process _Ilq.ﬁ.na Judod adas
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It's important to determine which of the four categories just
discussed the potential readers of your document belong to, but
that's not the end of it. Audiences, regardless of category, must also
be analyzed in terms of characteristics such as the following:
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Background-knowledge, experience, training: One of your
most important concerns is just how much knowledge,
experience, or training you can expect in your readers. If you
expect some of your readers to lack certain background, do
you automatically supply it in your document? Consider an
example: imagine you're writing a guide to using a software
product that runs under Microsoft Windows. How much can
you expect your readers to know about Windows? If some are
likely to know little about Windows, should you provide that
information? If you say no, then you run the risk of customers’
getting frustrated with your product. If you say yes to adding
background information on Windows, you increase your work
effort and add to the page count of the document {and thus to
the cost). Obviously, there’s no easy answer to this question—
part of the answer may involve just how small a segment of
the audience needs that background information.
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Needs and interests: To plan your document, you need to know
what your audience is going to expect from that document.
Imagine how readers will want to use your document; what will
they demand from it. For example, imagine you are writing a
manual on how to use a new microwave oven—what are your
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readers going to expectto find in it? Imagine you're under contract
to write a background report on global warming for a national
real estate association—what do they want to read about; and,
equally important, what do they not want to read about?
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Other demographic characteristics: And of course there are
many other characteristics about your readers that might
have an influence on how you should design and write your
document-for example, age groups, type of residence, area of
residence, sex, political preferences, and sc on.

Audience analysis can get complicated by at least three other
factors: mixed audience types for one document, wide variability
within audience, and unknown audiences.
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More than one audience: You're likely to find that your report is

for more than one audience. For example, it may be seen by

technical people (experts and technicians) and administrative
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people (executives). What to do? You can either write all
the sections so that all the audiences of your document can
understand them (good luck!). Or you can write each section
strictly for the audience that would be interested in it, then
use headings and section introductions to alert your audience
about where to go and what to stay out of in your report.
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Wide variability in an audience: You may realize that, although
you have an audience that fits into only one category, there
is a wide variability in its background. This is a tough one-if
you write to the lowest common denominator of reader, you're
likely to end up with a cumbersome, tedious book-like thing
that will turn off the maijority of readers. But if you don't write
to that lowest level, you lose that segment of your readers.
What to do? Most writers go for the majority of readers and
sacrifice that minority that needs more help. Others put the
supplemental information in appendixes or insert ¢ross-
references to beginners’ books.
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What about technical writers and their product users?
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Essentially, there are only two things that technical writers
need ask themselves during the audience-analysis phase;
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1- What does the user know about the thing 1 am writing about?
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2-What does the user want to know about the thing | am writing
about?
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[ think that, even if you were to analyze your audience for the
next twenty-five years, you could not accurately figure cut what
the audience already knows.
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So, how can you write stunning documentation when you
don't know anything about the user? Basically, you can assume
that some of your users are supreme experis in the technology.
some of them are complete greenhorns, and everyone else falls
somewhere in between. The trick is to write for the greenhorn
without offending the expert.
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You have all seen documents that use so many very technical
words and acronyms that your head aches after the first paragraph.
Then there are documents. That can make you feel sick to your
stomach. Without firm methods or policy; weak or indecisive. Their
expressions can be categorized as too concerned with free feelings
and emotions, ratherthan facts or actions. Neither ofthese documents
has much respect for the audience. One offends the greenhorn, and
the other offends both the greenhorn and the expent.
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What the User Wants to Know?
58 m O g nesiinall plans
Most users want to know:

-what the product does? Sl Jady 3Le-
-how ta install it? F4uS 5 @ al-
-how to configure it? Sl ja ] Ugs @ 8-
-how to use it? Sasiing as-
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-how to respond to alarms and notifications?

-how to maintain the product? Sl Al <0y cas-
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Of course, this list might not cover all of the information required
by a particular project, but wherever you work as a technical writer,
you will always have happy customers if you provide them with
documents that contain the information listed above. Note that you
do not have to provide users with relevant background information
about your particular industry. For example, if you are writing the
documentation for a product that is based on a Synchronous Optical
Network, you do not have to tell users how SONET works.
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Your documentation can be provided in a single book or in a

series of books. Typical chapter/book titles are, in this order:

Product Description il Caiog ]
Installation Guide ol all fuda - 2
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Configuration Guide or Provisioning Guide
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- User Guide or System Administration Guide
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Alarms and Notifications or Alarm-Clearing Procedures
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Routine Maintenance Procedures
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Just assume that your users are knowledgeable about
everything except the product you are writing about. Then tell
them everything about it.
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