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Level

Characteristics

1 Adhoc

Lack of structure and uniform
practice in regards to content
development.

Writers are often hired and
managed by someone from
another fiald

Cuality of writing is completely
dependent on the individual
writer.

Little or no opportunity to
understand customer needs.

Buiild cooperation among
and assign a manager to
initiate common processes
and design standards.

Some conbent support
struchures are in place.

New management brings
together formetly isolated
content developers,

EBegins o implement quality
assurance practices incloding
copy ediling, developmental
editing and peer reviews.

MNew practices are often
abandoned under pressure of
deadlines, constantly changing

Majority of staff are commuitted
to following uniform processes,
templates, and standards.

Support of a strong leader who
hasa visionfor the organization
and sees the importance af

Flanning and quality assurance
activities are routine and
incorporated intoevery project
Opportunities are found to
redesign legacy content, carmy
out customer studies and
content testing. and provide

Management neads a firm
commitment to follow
high-quality practices,
including project managemsent
practices, even under tima
pressuras.

Activaly evangelize for
customer studies, and take
evary oppartunity tobring
customer needs into content
development.
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5 Optimized

Leadershipmay changewithout  Actively imobed in promoting
a loss of commitment to the benefits of quality content
planning quality assurance, throughout the organization.
hiring and training and
budgetary controls. The team acknowledges,

embraces, and fosters content
methods of handling customer
studies, neads analysis, usahility  Content strategy is closaly
analysis, and ROL aligned to the corpomation's

business strategy.
Recognized as effective by the
larger organization and often The team provides content
plays a significant role across leadership within the
organizational silos, such as organization, as well as within
product design, marketing, the content commimity:
support, and CX.
Leadershipneedstoincrease  Thislevel is very difficult to
their business understanding sustain Mergersand changes
and commitment to increased to leadership can cause
productivity, cost reduction, significant setbacks.
customer satisfaction, and
strategic business alliance.
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Content people

want to work here!




