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Technical Publications Dept. 

SYNAPSE, INC. 
Systems, Goals & Community 

 

We are at a point of transformation. A new identity has emerged for us as the technical 

publications department within this company, an identity which needs to be celebrated 

and embraced.  

Synapse, Inc. began as a small computer software development firm back in 2005. It 

commenced as the vision of Jack Shephard, who lead and inspired a small team of 

developers, dedicated to providing computer programming and design solutions to 

businesses in need.   

Since then, the company has more than tripled in size, now incorporating a technical 

publications department that includes managerial staff and a growing team of avid 

writers.  Synapse, Inc. operates as a people-centered organization, focused on its 

employees and its customers, emphasizing team work and relationship building.  

We, as members of the technical publications department, are all a part of the Synapse 

team. And as such, we operate as an organized community, supporting one another and 

consistently delivering exemplary work.  

The primary goal of Synapse, Inc. is to develop and deliver superior solutions, in terms of 

both innovation and state-of-the-art technologies, so our clients are able to improve their 

profits and further the ingenuity and efficiency of their businesses.  

The Evolution of Synapse, Inc. 

As Synapse, Inc. continues to develop its status as a trusted and respected industry name, 

it has adopted a more customer-centered approach to solution development. As a result, 

we, as members of the technical publications team, now have the opportunity to get off 

the sidelines and into the game much earlier in the development process.  

No longer does this department serve as a mere receptacle for the software developers’ 

communications. We now play a much more dynamic and involved role in the company 

and that is something to celebrate.  
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Along with this opportunity does come change, but this change is a welcome one, as it 

has opened the door for a more stimulating and empowered writing process.  

Synapse, Inc. emphasizes long-term client retention. We do not fall off the grid after the 

first version of a project is complete. We are in it for the long haul, continuously 

adjusting to the changing needs of every project.  

Accordingly, a heightened level of interconnectivity is now in effect, not only among the 

other departments within the company but including our clients as well.  

A virtual presence has been established (through the addition of a Member’s Area and 

forum on our website), which serves two main purposes. First, it facilitates easier 

interactions with our clients, and second, it allows our clients to act as operational players 

throughout every step of their project’s development.  

Consequently, the writing process is no longer to be completed in isolation. We are not 

islands. We are writers who partake in participatory communications that enables us to 

thrive as members of an ever-evolving community.  

And as Synapse, Inc. continues to evolve, we, as members of the technical publications 

team, need to recognize ourselves as agents of change whose articulations have the power 

to influence the happenings of the company and its clients.  

All Access Participation 

While Synapse Inc. may exist in a continual state of growth and development, it does 

have one constant, and that is community -- a value that especially needs to be nurtured 

in the publications department since the writing process is so often treated as an insular 

act.  

The principle way that the publications team actively engages as a community is through 

our weekly All Access meetings, which also include as contributors Kate Austen, 

Software Developer in Chief, and our clients (clients may participate either in person at 

our office or remotely via webcam).  

The three fundamental objectives of the All Access meetings are as follows:  

1. Discuss, review, and/or revise what are the stylistic and social goals of a project, 

including its purpose, targeted audience(s), deadline, and any restrictions that may 

exist -- political, cultural, or otherwise.  



3 

 

2. Review and revise the drafted materials, making sure they fall in line with 

everything outlined in objective #1.  

3. Discuss any concerns related to the functioning of a particular project, department, 

or the company in general.  

Prior to each meeting, these objectives are further refined and an email is sent out to all 

participating members detailing the specifics so that any initial feedback or adjustments 

can be gathered and taken into account.  

During the meetings, while I may act as facilitator, all participants share in the 

responsibility to make sure the meetings stay on track, cover the most important bases, 

and close with everyone feeling confident about their goals, commitments, and deadlines.  

Furthermore, all meetings are to be recorded and posted in the Member’s Area of our 

website so that both the clients and staff members alike can refer to them as needed.  

During the initial start-up phase for any given project, the weekly All Access meeting is 

to be treated as a thrashing session. The same objectives are deliberated, but emphasis is 

placed on objective #1, as the primary aim of the thrashing session is to completely 

secure a project’s perimeter.  

Thrashing: A project management technique wherein a project is entirely thought 

through in a single sitting, with all questions answered and all priorities and systems 

established up-front.  

Thrashing empowers our team to convert creativity flows into finished projects with 

much greater efficiency by providing us with a thorough stylistic foundation upon which 

to work.  

The All Access meetings are not the only forum for team members to speak their minds, 

however. I have an open door policy, so if there is an issue that needs to be discussed 

more privately, team members are always welcome to do so.  

But in either case, whether a matter is brought up during an All Access meeting or to me 

privately, please bear in mind that we do not encourage change just for the sake of 

change. Therefore, before vocalizing a concern or proposal idea, please consider the 

following questions:  

1. Is this an issue that only affects me personally? Or, does it also affect my team 

members, department, and/or the entire company?  
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2. Does this suggestion or proposal primarily serve my personal needs and/or 

preferences? Or, is it an idea that will also better my team members, department, 

and/or the entire company? 

Any pressing personal issues or proposals should be discussed with me privately. Please 

send me an email with a brief synopsis of what is to be discussed and we can set up a 

time to talk. Some examples of personal matters include disputes with team members or 

clients, sick-leave, vacation-time, or personal job performance.  

Of course, there is some degree of flexibility here. If you see that my door literally is 

open and I am not otherwise engaged on a call or with some other activity, then you may 

feel free to come in and talk to me about whatever is concerning you. 

For more company-wide-related issues or suggestions, please include them as a response 

to the email I send out detailing the objectives for that week’s All Access meeting, and 

they can be included into the agenda.  

Any procedural changes that do occur, including those referenced above, are to be 

accompanied by training sessions to ensure team members are familiarized and 

comfortable with the new operations. Information about training sessions is sent out via 

email. Plus, it is posted on the website in the Team Training section of the Member’s 

Area.  

Success at Synapse, Inc.  

The key components to our success as writers are as follows:  

1. Multiple audience analysis and adaptation  

2. Interaction and feedback  

3. Transparency 

Multiple audience analysis and adaptation – Before we can compose the first draft of any 

composition, we first need to gain a crystal clear understanding of who the targeted 

audience(s) is (are). Sometimes we write for the client; other times we write for the 

software development team, or the members of another department within the company. 

In many cases, our writing is geared towards multiple audiences. For instance, if we are 

writing for the client, then we will probably need to be writing for the client’s targeted 

audience(s) as well.  
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The initial audience assessments are a critical element of the writing process. Therefore, 

we work together to construct an avatar of our audience(s) during the All Access 

thrashing session. From there, our writing decisions are made based on obliging this 

avatar and its accompanying goals and restrictions.  

The construction of the avatar, which represents a typical person in our targeted audience, 

includes basic demographic information, such as age, gender, cultural background, 

socioeconomic status, family situation, and education level. But more than that, it also 

incorporates the following:  

 What motivates this person to take action 

 Their most pressing needs and expectations 

 Where their sensitivities lie (what angers, challenges, and upsets them) 

 The type of information/knowledge they seek 

 And their preferred method of communication  

Interaction and feedback – As I’ve said before, community spirit is a virtue that is greatly 

valued by Synapse, Inc. And so, the writing process is a collaborative one, wherein we 

brainstorm, provide constructive criticism, and enable one another to exercise each of our 

personal authorities.  

Accordingly, all of our compositions go through at least three rounds of revision (no 

more than five), with each draft’s progress being discussed as the primary objective of 

the weekly All Access meetings (as outlined above).  

As a composition advances through the 3-5-stage revision process, it is assessed by the 

publications team, Kate Austen from the software development team, and the client 

(depending on the project) using an approved/not approved assessment system based on 

the following criteria:  

 Grammar and Spelling 

 Sentence Structure  

 Organization  

 Clarity  



6 

 

 Goal Fulfillment (relating to the clarity, style, and accuracy of the composition 

along with audience suitability) 

 Social sensitivity and ethical concerns  

Whenever there is an area that needs improvement, the team works together to figure out 

how to make the composition better. Then I craft a brief but specific summation of the 

changes we have decided on. All team members should take notes during the All Access 

meetings, but I also email my summary of the revision plan to everyone by the end of the 

day to avoid any confusion.  

Once a composition is approved for all of the aforementioned criteria, it is submitted to 

me for one last review before it is issued a final stamp of approval.  

Interaction and Feedback continued - As expansion occurs within the publications 

department, the importance of interaction and feedback comes further into play.  

For all new team members an informal meet-and-greet session is held so they can become 

better acquainted with their fellow teammates. Furthermore, all new team members are 

paired with a senior team member in order to help them acclimate to the culture and flow 

of how things work at Synapse, Inc.  

Regular check-in meetings and/or phone calls take place during the first six weeks post-

hiring, and continued interaction is strongly encouraged after that. The weekly check-ins 

are scheduled at the discretion of the people involved, although I also follow-up with 

both parties to make sure everything is running smoothly.  

During the check-in meetings, the senior staff member walks the new team member 

through company policies and procedures, answering any questions that he or she may 

have. Additionally, both parties are encouraged to discuss project developments and to 

bounce ideas off one another so that fresh and inspired proposals can be brought to the 

table during the All Access meetings.  

The intent behind these interactions is threefold:  

1. Provide new team members with a familiar face to whom they can turn if they 

have questions or need support.  

2. Afford new team members one-on-one attention, thus reducing their learning 

curves and enabling them to perform more effectively and with greater confidence 

and skill.  
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3. Foster positive, professional relationships that are both mutually beneficial and 

based on trust.  

This practice of pairing new team members with senior staff is in no way an implication 

that new team members are viewed as being less skilled or that they lack the power to 

demonstrate their expertise. In fact, it is quite the opposite.  

New team members are seen as welcome additions to the Synapse team and their 

contributions are highly valued. The pairing of new team members with senior staff 

simply serves as a more hands-on approach to familiarizing new team members with the 

culture and workings of Synapse, Inc. We feel that this method is more effective than 

simply having new team members read about company culture in the employee 

handbook.  

Transparency – At Synapse, Inc. we want to eliminate as much of the guesswork as 

possible. Therefore, our systems and procedures, along with our mission and values, are 

all clearly defined in writing and through training sessions and weekly All Access 

meetings.  

Furthermore, we, as members of the technical publications team, represent the voice of 

Synapse, Inc. And so, we must foster communication that is both open and honest, not 

only with our fellow team members but also with our clients and the other departments 

within the company (namely Kate Austen and the software development team).  

We also need to make sure that we continuously adhere to the company’s code of ethics 

in all of our daily work functioning (see the company handbook). What’s more, there are 

several addendums to company policy that pertain more directly to the publications 

department, which we also need to take into account.  

They are as follows:  

 Protect the intellectual property of the company and its clients (both past and 

present) to the best of our ability.  

 Provide proper credit and citations to the work of others.  

 Only assume composition tasks that our training and experience qualify us to 

perform, or after fully disclosing our relevant limitations.  

 Admit to and correct any errors that we make.  



8 

 

 Live up to our agreements and deadlines to the best of our ability.  

 Seek ways to actively improve both our technical and stylistic competences.  

 Offer assistance and support to our fellow team members when it is needed.  

Fostering a Sense of Community 

We are revamping the culture here at Synapse Inc., making communications more 

meaningful and affording us, as members of the technical publications team, greater 

authority to act as creative and influential contributors to the software development 

process.  

This is an exciting opportunity, one which enables us to deliver superior quality work and 

to foster a sense of camaraderie. When the writing process is treated as an insular act, 

there are greater chances for compositions to contain outdated information or inaccurate 

perceptions, both of which can lead to audience alienation and insensitivity. 

Consequently, it is our responsibility to reframe how we formerly viewed our writing 

method and to approach it now as a community effort, with regular opportunities for 

interaction, feedback, and support. Accordingly, we can take more pride in what we do, 

knowing that our cooperative input and analysis help to instill greater value in the 

products we create. 

No longer are we, as writers, islands unto ourselves. We perform in a community built on 

trust, creating compositions that demonstrate a keen awareness and of our audience’s 

current needs and expectations, and as a result, we are able to enrich and improve our 

craft, authority, and company as a whole.  

 


