
Defective Documentation Page 1

LI ABI LI TY FO R DEFECTI VE DO CUM ENTATI O N

P ub lis hed  in S oft wa re QA Quart erly, 

Cop yright  (c) 19 9 5 ,  Cem  K a ner.   All right s  res erved . 

In O ct ober,  19 8 5 ,  W . H.  D a ught rey bought  a dia m ond  bra celet as  a Chris t m a s  gift for his  wife from 
Sid ney As he, a jew eler. 1 He pa id  $1 5 , 0 00 .  Aft er D a ught rey agreed  to buy the bra celet ,  As he filled  out an
a p p rais a l form  a nd  put  it in the box wit h the bra celet . The ap p rais a l sa id  t ha t  the dia m ond s  were of
v. v. s.  q ua lit y (a  high gra d e).  D a ught rey did n’t  see the a p p ra is a l unt il la t er,  prob a b ly not  unt il the box
w a s  op ened  at  Chris t m a s . 

In 198 9 ,  D a ught rey dis covered  tha t the dia m ond s  were not  of v. v. s.  q ua lit y.  As he offered  a refund . 
D a ught rey refused ,  and  dem a nd ed  that  the dia mond s  in the bra celet be rep la ced  wit h dia m ond s  that 
w ere of v. v. s.  q ua lit y.  As he refus ed .  D a ught rey sued . He sa id  tha t  the sta t em ent  tha t  the diam ond s  were
of v. v. s.  q ua lit y wa s  a des crip t ion of the good s  by the seller.  Accord ing to the Uniform  Com m ercia l Cod e,

2-313(b) any description of the goods which is made part of the basis
of the bargain creates an express warranty that the goods shall
conform to the description.

T herefore,  D a ught rey sa id , As he crea t ed  a w a rra nt y tha t  the dia m ond s  were of v. v. s.  q ua lit y,  and 
b rea ched  it  by s elling a b ra celet  whos e dia m ond s  were of a low er gra d e.  As he a rgued  that  this  claim 
couldn’t  ha ve been a wa rra nt y beca us e he never ca lled  it  a wa rra nt y and  D a ught rey did n’t  rea d  the cla im 
unt il long aft er the sa le.  How  could  this  descrip t ion be pa rt  of t he “b a s is of the barga in” ?

As he w on -- in t he tria l court .  But the Sup rem e Court  of Virginia overruled the tria l court .  Quot ing
t he Officia l Com m ent s  to t he Uniform  Com m ercia l Cod e,  the Court  sa id : 

The whole purpose of the law of warranty is to determine what it is
that the seller has in essence agreed to sell.2

a nd 

The precise time when words of description or affirmation are made .
. . is not material. The sole question is whether the language is
fairly to be regarded as part of the contract.3

T he Court  conclud ed  tha t  As he ha d  agreed  to sell v. v. s . q ua lit y dia m onds ,  and  therefore that  he ha d 
b rea ched  the sales  cont ract  by selling inferior dia m onds . 

S o wha t  does this ha ve to do wit h com p ut er soft w a re?

W hen a  cus t om er buys  a com p ut er progra m  at  a s t ore,  there is  proba b ly a ma nua l in the box.  Jus t
a s  there wa s  an ap p ra is a l in the bra celet  box.  And  the m a nua l ma kes  sp ecific des crip tive st a t ement s 
a b out the progra m .  Jus t  as  the ap p ra is a l ma d e a sp ecific des crip tive st a t ement  ab out  t he bra celet .  You
m ight not  rea d  t he ma nua l unt il long aft er you’ve bought  the progra m .  Jus t  a s  Da ught rey did n’t  k now 
a nyt hing ab out  t he ap p ra is a l unt il a ft er the p urcha s e.  A jud ge in Virginia  w ould  proba b ly trea t
s t a t em ent s  in the ma nua l a s  wa rra nties . 4 The s eller of t he program  would  be lia b le for brea ch of
w a rrant y if the soft w a re d id n’t  do w ha t  the ma nua l st a ted . 

Cus t om er Ca re,  Inc.  pub lis hes  a survey every yea r,  t he Cust om er Care Survey: Service & Sup p ort 
P ra ctices in the Soft w a re Indust ry. 5 In the 19 9 4  survey,  pa ge V-2 9 ,  50 % of the res p ond ing com p a nies  sa id 
t ha t  t hey don’t put  their ma nua ls  through Qualit y As s ura nce.  I’m  w rit ing this  art icle to tell you tha t  if
you’re not  tes ting your docum ent a t ion,  you’re ma k ing a b ig mis t a ke. 

If your ma nua l or your help  or your pa ck a ging sa y fa ls e things  about  the progra m ,  your com p a ny is 
ris k ing la w s uits  for breach of wa rra nt y,  for d ecep t ive t ra d e pra ct ices ,  and for mis rep res ent a t ion. 6
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L awyers’  Tri cks

Your com p a ny’s  la w yers  look  for wa ys  to prot ect  your com p a ny from la w s uit s . There are som e things  tha t 
t hey ca n do to red uce your com p a ny’s  exp os ure.  But  if your com p a ny is  at  fault ,  they ca n’t  be exp ect ed  to
w in every tim e.

F or exa m p le,  your la w yer ca n argue t ha t  your m a nua l ca n’t  be int erp ret ed  as a wa rra nty unles s  the
cus t om er rea d  it  and  relied  on it s  s t a t em ent s when ma k ing the decis ion to buy.  Tha t  argum ent  will work 
in a few  St a t es.  Va ria t ions  on it  will work  in mos t  St at es . 7 But  t his  won’t work  in ot her St a t es ,  such as
Virginia .  And  in mos t  St at es ,  the argum ent  will be very difficult if the cus t om er did flip  through the
m a nual before buying the p rogra m . 8 Wha t will work,  in every St a t e,  is ma k ing sure tha t  the ma nua l
d es crib es  the progra m  accura t ely.  Your la w yer ca n’t  do t ha t .  But  you ca n. 

T he shrink -w ra pp ed  wa rra nt y dis cla im er is  anot her trick we’re all fa m ilia r w it h.  This is  the piece of
p a p er tha t  som e soft w a re com p a nies  p ut  ins id e the box,  t ha t  sa ys  t ha t  the progra m  is  s old  “As  Is ”  wit h
no warra nt y.  I’ll prob a b ly writ e more ab out  this  in a la t er column9 but  t he conclus ion is  a s im p le one. 
T hes e dis cla im ers  ma y convince people who don’t  know  bet t er tha t  t hey ha ve no right s , but  they a re not 
in accord a nce wit h the Uniform  Com mercia l Code.  Am erican court s  throw  them  out . 10 These dis cla imers 
a ls o fa re ba d ly out s id e of the United  St a t es .11 Severa l soft w are pub lis hers  now  tak e a different  ap p roa ch. 
T hey give purcha s ers  an hones t  wa rra nt y tha t  t he soft w are will perform  sub st a nt ia lly in accord ance wit h
t he pa ck a ging and  docum ent a t ion.  Other soft w are pub lis hers  provide a sa t is fa ct ion guara nt ee and let 
d is s at is fied  purcha s ers  ret urn the p rod uct  for a full refund  wit hin 30  da ys,  90  da ys  or even a yea r. 

In short ,  ra t her tha n relying on your la w yers to ba il you out ,  you are bet ter off ma king sure tha t  your
m a nual,  help ,  and  pa ck a ging ma t ch the progra m. 

Bad  Do cu m en tatio n  an d  th e Co st of Qu al i ty

T he cos t  of qualit y as s ocia t ed  wit h a prod uct includ es  t he cos t  of inves t m ent s  tha t  your com p a ny ma k es 
in develop ing a high qua lit y prod uct ,  and  the exp ens es  it  suffers in dea ling wit h the fa ilings  of the
p rod uct . 12 Exa mp les  of qua lit y-relat ed  cos t s  includ e money sp ent  on cod e ins p ect ions , des ign review s , 
d efens ive progra m m ing,  fixing bugs , and  ans w ering cus t om er com p laint s . 

O ne of the key goa ls  of qua lit y engineering is  red uct ion of the tot a l cos t  of qua lit y of a product .  For
exa m ple,  it  is  oft en cos t-effect ive to sp end  m ore money prevent ing bugs ,  thereb y red ucing the am ount 
need ed  to sup p ort  the prod uct  in the field .  Succes s ful p rob lem  prevent ion ca n red uce t he tot a l cos t  of
q ua lit y. 

It  cos t s  money t o thoroughly tes t  a ma nua l.  I’ll exp la in wha t  I do,  to thoroughly test  a ma nua l,  la t er. 
Here, the is s ue is  money. My rule of thum b  is tha t  it  ta k es  ab out 15  tes t er-m inut es  per pa ge of the
m a nual.  I ha ven’t  seen thorough test s  go much fa s t er tha n this .  In one ext rem e ca s e involving a
p a rt icula rly buggy program  and  a prob lem a t ic m a nua l,  I s p ent  ab out  an hour p er pa ge on the ma nua l. 

You might  tes t  t w o or three dra ft s  of a ma nual.  It  us ually cos t s  les s  to tes t  a pa ge for the second 
t im e, but  I don’t  bud get  for les s  tha n 7. 5  minut es  per p a ge. 

Sup p os e tha t  you sp end  a t ot a l of 10 0  tes t er-hours  tes ting three d ra ft s  of a  20 0 -p a ge ma nua l.  Ad d 
2 0 % for ad m inist ra t ive overhea d  (m eet ings ,  sta t us  rep ort s ,  et c. ) a nd  sup p ose tha t  your
overhea d +b enefit s +s a la ry-w eight ed  cos t  is  $5 0 per hour p er tes t er.  Tes t ing t he ma nua l cos t  $6 0 00  over
t hree tes t er-w eek s .  This  is  a significa nt  qualit y-rela ted  exp end it ure.  Som e ma na gers  a ut om a t ically sa y
“ t oo m uch,  don’t  do it ”  in the fa ce of this  prop os ed  exp ens e. 

T o decid e whet her it  rea lly cos t s  too much to tes t  the m a nua l,  do som e qua lit y engineering.  What 
d oes  your com p any sa ve by ma k ing this  three week ,  $6 0 0 0 inves t m ent ? Here is pa rt  of tha t  ana lysis ,  for
a  soft w a re pub lis hing comp a ny.  When you think ca refully ab out  your ow n com pa ny,  you’ll prob a b ly be
a b le t o ad d  severa l ad d itiona l int erna l benefit s  tha t  a good  ma nua l provid es  in your com p a ny,  and 
s evera l ad d it iona l ris k s  t ha t  an error-p rone m a nua l poses  for your com p a ny.

W it hin Prod uct  D evelop m ent  (includ ing the Test ing Group),  the ma nua l might  s erve severa l
functions ,  such as  the follow ing: 

• It’ s  a  tes t pl an .  It  ta k es  you on a tour of the ent ire progra m.  No ma t t er how  ca refully you t hink 
you’ve tes t ed ,  a  thorough tes t  of the ma nua l a ga ins t  the progra m  is  lik ely t o highlight  prob lems 
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t ha t  you mis s ed.  Ap a rt  from  it s  effect ivenes s as  a revea ler of new  bugs ,  the ma nua l is  a va lua ble
t es t  p la n beca us e of the cred ib ility it  provid es  for bug rep ort s . Ma ny bugs tha t  you find  init ia lly
look  s m a ll,  and are deferred .  But  if one of thes e bugs  is  exp os ed aga in by follow ing t he
ins t ruct ions  or sugges t ions  in the m a nua l,  you should  re-op en it , or re-report  it .  The bug will
a p p ear much more significa nt  if you ca n run acros s  it  by doing sim p le things  tha t  any us er would 
d o (such as  follow ing the ins t ruct ions  in the ma nua l. )

• It’ s  a  tra i n i n g to o l .  New  p rogra m m ers  and  tes ters  who join the proj ect  fa irly la t e us e the
m a nual to lea rn ab out  the progra m .  Errors  in t he ma nua l confus e them  and  can res ult  in new 
s oft wa re errors or unp roduct ive test ing. 

• It’ s  th e ex terna l  speci f ica ti o n .  Ma ny prod uct  d evelop m ent  group s  st op  ma int aining the ext erna l
s p ecifica t ion (if they ever ma int a ined  it ) (as s um ing they ever wrot e one),  a nd  rely on the ma nua l to
s erve this  purpos e.  Errors  in the ma nua l ca use all of the prob lems  tha t  you get  from  errors  in t he
s p ecifica t ion. 

Here a re som e of the problem s  tha t  a n error-rid d en ma nua l ca us es  t he Ma rk eting and  Sales 
d ep a rt m ent s : 

• Del a yed  co l l a tera l s .  Before the prod uct  ships ,  your com p a ny proba b ly crea tes  brochures , 
a p p lica t ion notes ,  out p ut sa m p les ,  a nd  several ot her mat eria ls  tha t  highlight  wha t  the progra m 
ca n do.  The peop le who crea t e thes e are prob ab ly not  exp ert s  wit h the progra m .  They prob a b ly
rely on the most  recent  dra ft  of the ma nua l for guid a nce.  Com b ine a few  errors  in this  dra ft  of the
m a nual wit h a few  bugs  in this  pre-relea s e vers ion of the  p rogram ,  and  it  ca n ta k e severa l da ys 
t o prod uce out put  tha t  should  ha ve b een done in an hour. 

• Del a yed  pa cka gin g.  The Ma rk et ing st a ff prob a b ly creat e sa m p le out p ut  that  will be
p hot ogra p hed  and  put  ont o the progra m ’s  box.  As  wit h the colla t era ls ,  ba d  docum ent a t ion ca n
d ela y this  work.  Als o,  they’ll proba b ly us e the ma nua l a s  source m a t eria l for box copy -- all thos e
d es crip t ions  of wha t  the p rod uct  can do,  wha t eq uip m ent it ’s  com pa t ib le with,  et c.  Errors  in the
m a nual ca n res ult  in errors  on the b ox.  If your com p a ny is  luck y you’ll discover these before the box
goes  t o the print er,  so the cos t  is jus t  the cos t  of dela y,  not  rep rint ing or st ick ering the box.  Thes e
d ela ys ,  how ever,  ca n be very exp ensive.  Your com p a ny can sa ve money,  if it  is  ma nufa ct uring
t housa nd s  of boxes ,  by book ing tim e wit h a print er well in ad va nce.  How ever,  if you did  this ,  but 
your com p a ny does n’t  get  your art w ork  to the p rint er on tim e,  it  m ight  ha ve to pa y for tha t 
res erved  pres s  t im e,  along wit h ha ving to pa y ext ra  for la s t -m inut e print ing arra ngement s .  These
exp ens es  ca n dwa rf tha t  $6 0 0 0  tes t ing cos t . 

• Erro neo u s  ad  copy.  Claim s  in the ma nua l can turn into cla im s  in the ad vert is ing mat eria ls . 
Errors  in the ma nua l turn int o errors  in ad vert is em ent s.  Now  you ha ve to spend  money on
correct ive ad vert is ing.  And  som e peop le will a ccus e you of fa ls e a d vert is ing or will w a nt  to trea t 
your a d s  as  wa rra nt ies .  You will dis cover the ha rd  wa y t ha t  $6 0 0 0 buys  more tes t er-hours  tha n
la w yer-hours . 

• Pro blems  fro m pre-s a l e use of  th e ma n u a l .  The m a nua l might  be ava ila b le at  tra d e show s,  or
s ent  t o us er group s  or pros p ect ive cus t om ers  on req ues t.  Peop le who review  your prod uct  for
m a ga zines  will rely on the ma nua l for inform at ion and  ins t ruct ions .  In ea ch of thes e ca s es ,  errors 
in the ma nua l ca n be em b arra s s ing and  exp ens ive,  and  dea ling wit h them  ca n w a s t e the t im e of
your s enior Ma rk et ing or Sa les  st a ff. 

Here a re som e of the problem s  tha t  a  wea k  ma nua l will ca us e your T ra ining st a ff. 

• Yo u r cu s to mers  wi l l  need  mo re tra i ni n g.  If you provide tra ining wit h your prod uct ,  m ore of
your cus t om ers  w ill need  t he tra ining if your ma nua l is ba d .  If you provid e “free”  tra ining,  your
t ra ining cos t s  ris e.  You t ra in more peop le,  and  you prob a b ly ha ve to tra in t hem  for more hours  p er
s t ud ent .  If you cha rge for tra ining,  your cust om ers  will be aw a re of all the ext ra  money they’re
s p ending to be a b le to use your prod uct . 

• Yo u r Tra i n i n g depa rtmen t mi gh t wri te its  own  ma n u a l .  I’ve seen this  severa l t im es .  The
T ra ining st a ff d ecid e that  they don’t  lik e the ma nua l,  s o they writ e their ow n and  give it  to their
s t ud ent s .  Along wit h the exp ens e of dup lica t ed  effort ,  t his  crea tes  new  test ing req uirem ent s  and 
new  op p ort unit ies  for provid ing incorrect  claim s  to your cus t om ers . 
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• Tra i ni n g ses s i on s  ca n  beco me ad v ersa ri a l .  If t he ma nua l ha s  errors ,  som e stud ent s  will
q uot e them  to the Tra iner during the ses s ion. When the T ra iner says  X,  the s t ud ent  says  “But  the
m a nual sa ys  Y.  W hy does  it  sa y tha t?”  This  can be dis rup t ive and  em b a rra s s ing,  es p ecia lly if it
ha p p ens  severa l tim es .  It reflect s  b a d ly on the prod uct and  on your com p a ny,  not  jus t on the
T ra iner. 

And  fina lly,  here are some of the prob lem s  tha t  errors  in the ma nua l will ca us e your t echnica l
s up p ort  and  field  sup p ort st a ff: 

• It takes  lo n ger an d  co s ts mo re to  prepa re an swer bo o ks .  As  p a rt  of prep a ra t ion for relea se of
a  new prod uct ,  a  well-orga niz ed  Supp ort  st a ff prep a res  b ook s  or a da t a b a s e of ans w ers to the
q ues tions  tha t  t hey exp ect  will be freq uent ly as k ed ,  or tha t  will be difficult  to answ er.  Errors  in
t he ma nua l ma k e this  ta s k ha rd er and  more prone to error. 

• It makes  ca l l s  ru n  lo n ger.  Somet im es  the bes t  wa y t o ha nd le a  ca ll is  t o alert  the cus t om er to
t he releva nt  sect ion in the ma nua l. This  ca n oft en be done wit hout  ins ult ing the cus tom er,  and  if
t ha t  s ect ion provid es  a clea r,  det ailed  ans w er to a comp lex ques tion,  it  might  be just  wha t  the
cus t om er need s . A ques t ion tha t  would  ta k e an hour of ha nd hold ing and  exp lana t ion over the
p hone becom es  an ea s y tw o-m inut e call.  On the ot her ha nd ,  if the m a nua l is  unt rus t w ort hy, 
Sup p ort  ca n’t  pus h the cus t om er ba ck  to the ma nua l.  Ca lls  tha t  should  be short  becom e long. 

• It res u l ts  in  mo re ca l l s .  If t he ma nua l sa ys  tha t the progra m  work s  a cert a in wa y,  and  the
p rogra m  does n’t work  tha t wa y,  people will call and  as k wha t  the p rob lem  is.  Along wit h
genera t ing ca lls  ab out  the errors ,  errors  in t he ma nua l tea ch some peop le tha t  the progra m  (or t he
m a nual) is  unt rus t w ort hy. Therefore they feel more jus tified  in ca lling more oft en and  more quick ly
for more help ,  a nd  in dema nd ing that  the help be provided  free of cha rge beca us e,  after all,  the
p rogra m  is  full of errors. 

• It res u l ts  in  mo re di f f i cu l t ca l l s .  Over the pa s t tw o yea rs,  I’ve interview ed  severa l Supp ort 
m a ngers  and  st aff as  pa rt of my resea rch for a  new  book.  One of the com m on t hrea d s  was  the
d ifficult y of dea ling with peop le who were mis led  by the ma nua l.  Im a gine dea ling wit h som eone
w ho follow ed  the ins t ructions  but  wa s n’t  ab le to achieve the res ult  tha t  the ma nua l prom is ed ,  or
w ors e,  who follow ed  the ins t ruct ions  but  los t da t a  or got  int o troub le.  Thes e ca lls  are es p ecially
ha rd  if you don’t  ha ve an ea s y solut ion to the ca llers ’ prob lem s . Ca lls  like thes e burn Sup p ort st a ff
out .  P eop le quit  and  your com p a ny ha s  to hire and  tra in new  st a ff.  This  is  a n out ra geous ly
exp ens ive cos t  of a low  qua lit y ma nua l. 

As  a T es t  Group Ma na ger and  as  a Docum ent a t ion Group  Mana ger,  I’ve run int o ma na gem ent 
res ist a nce to doing wha t  w a s  req uired  to tes t the ma nuals  thoroughly.  I resp ond  wit h a  rough sket ch of
q ua lit y-rela t ed cos t s  and ris k s .  I la y out  the nea r-t erm  benefit s of good  tes t ing and the nea r-t erm  and 
long-t erm  ris k s of poor tes t ing of t he ma nua l.  I pres ent  this  to m y ma na ger,  and  to my ma na ger’s 
m a na ger’s  ma na ger if neces s a ry. 

T his  is  pers ua sive st uff. To peop le who ca re a b out  qua lit y,  you are ta lk ing ab out  cust om er
s a t isfa ct ion.  To peop le who ca re about  sched ules ,  you are ta lk ing ab out  efficiency -- a well-t es t ed  ma nual
help s you find  b ugs  sooner and  tra in Develop ment ,  Ma rk et ing and  Sup p ort  st aff fa s t er. To peop le who
ca re a b out  money,  you are sp end ing a  lit t le to sa ve a lot .  To peop le who are afra id  of ma k ing decis ions , 
you are provid ing a bus ines s  ca s e tha t  ma k es  t his  decision look  sa fe and  obvious .  Fina lly,  not e tha t 
w hen you id ent ify the in-hous e st a ff who will benefit  from  a thorough tes t  of the ma nua l,  you crea t e a lis t 
of peop le who ha ve a st a ke in lob b ying their m a na gem ent to ma k e sure tha t  you ha ve the bud get  you
need  t o do this ta s k  well.  Go ta lk  t o them . 

Do i n g th e Testin g 

W hen you tes t  the ma nua l, you should  us e the p rogra m  exa ct ly as  the ma nua l s a ys .  Try every exa mp le. 
Verify every Not e,  every Ca ut ion,  every Tip .  T ry every s ugges t ion.  Check  every exp la na t ion of every error
m es s age.  Check  every definit ion in t he ma nua l’s  Glos s a ry to be sure tha t  they all ma ke sens e in the
cont ext  of this progra m . 

Check every limit  (s uch as  a cla im  t ha t  the progra m  ca n st ore 10 0, 0 0 0  record s ) and  ask  whet her t he
p rogra m ’s  beha vior is  reas ona b le at the lim it.  For exa mp le,  if a p rogra m  can st ore 100 , 0 0 0  record s ,  don’t
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j us t  genera t e 10 0 , 0 0 0  record s  and  see if it  hold s  them  a ll.  How  long does  it  ta k e to ret rieve one or to
ent er one as  you ap p roa ch this  lim it ? It  might  be rea s ona b le for t he program  to slow  d ow n as  the
d a t a ba s e get s  bigger,  but if ad d ing ea ch new  record  ta kes  36  hours  of com p ut er tim e,  you know  tha t  the
m a nual should  be set t ing rea d ers ’ exp ect a t ions  at  a lower num b er, or there w ill be significa nt 
d is s at is fa ct ion. 

L im its  aren’t  the only cla im s  ma d e a b out  the p rogra m ’s  ca p a b ilit ies .  Check  a ll the other cla im s too. 
Be skep t ica l.  If the ma nua l sa ys  tha t  print ed out p ut  is gorgeous  on all supp ort ed  print ers ,  check  it  wit h
a n old  9-p in dot  ma t rix,  or som e other print er tha t  is  lik ely to p rovid e les s  gorgeous  out p ut  tha n your
s a m p les  in the m a nua l.  Would  the owner of that  print er a gree tha t you were get t ing as gorgeous  a  res ult 
a s  you could  get  from  that  print er?

Every tim e you s ee a mis ma t ch bet w een the progra m  and  the ma nua l, not e the m is m a t ch on the
m a nuscrip t  (for the writ er) and  file a bug rep ort .  The b ug rep ort sa ys  tha t the ma nual and  the p rogra m 
d iffer,  and  as ks  which one is  correct .  Clos e t he rep ort as  Fixed  w hen eit her the progra m  or the ma nua l is
cha nged  to elimina t e the m is m a t ch. 

W hen you see out d a t ed  inform a t ion in the ma nua l dra ft ,  give the writ er your not es  on t he recent
d es ign cha nges  t o the progra m . 

W hen it  ap p ea rs tha t  the w rit er didn’t  und erst a nd  the purp os e of a  fea t ure, try to provid e the w rit er
w it h a n exp la nat ion (if you ca n do it  quick ly). 

If a s ect ion of the ma nual is  confus ing to rea d ,  tes t  this  area  of the progra m .  This  is  a sign t ha t  this 
p a rt  of the progra m ’s  design is  prob a b ly too com p lex.  The area ’s  b ug count  w ill prob ab ly be high.  This  is
a n exa m p le of an im p ort a nt  them e -- let  the ma nua l sugges t  to you area s  of t he program  tha t  will need 
m ore int ens e tes t ing. 

 When you are tes t ing Help ,  you ha ve ad d it iona l concerns ,  beca us e the Help  is  cod ed  wit h jum p s  a nd 
b ra nches ,  jus t  lik e any ot her progra m .  It  ca n ha ve bugs,  ma yb e serious  ones.  You ha ve to tes t  thes e, 
a long wit h the cont ent .  My exp erience is  tha t mod era t ely thorough Help  tes ting ca n eas ily ta k e t w ice as 
long a s  tes t ing of the manua l. 

Along wit h tes ting Help  and  the ma nua l,  you should  be tes t ing box cop y,  brochure cop y,  and  ot her
inform a t ion that  the com pa ny prep a res  in ord er to send  t o ma ny cus t om ers . 

I n  Clo si n g 

T horoughly tes ting your docum ent a t ion might  be the mos t cos t -effect ive thing you ca n d o to significa nt ly
red uce the proba b ilit y tha t  your com p a ny will be sued .  It ’s  als o a n effect ive wa y to find  bugs  in the
p rogra m ,  a st rong as s is t ance to the writ ers ,  a nd  a va lua b le source of inform a t ion for your com pa ny’s  in-
hous e us ers  of t he not -yet -relea s ed progra m .  So ma ny com p a nies  fail to ta k e the accura cy of their
d ocument a t ion serious ly tha t  you may ha ve to ed uca t e your com p a ny before they’ll gra nt  you the t im e you
need  t o do this job  prop erly.  Think your ca s e through in term s  of qua lit y-rela t ed  cost s ,  and 
s chedule/ efficiency-rela ted  benefits .  A st rong ana lys is and  pres ent a t ion along thes e lines  will prob a b ly get 
you the ap p roval you need for the tes t ing,  and  enha nce your cred ib ilit y as  a  bus ines s decis ion-m a k er at 
t he sa m e tim e. 
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