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ABSTRACT: User-centered release
notes process for updates

This paper outlines how to improve an organization’s release notes (RNs) so they are clear,
engaging, and genuinely useful to users. It focuses on one goal: make RNs a practical
resource that helps users see immediate value from each update.

These recommendations simplify the release process, reduce client support calls, and build
stronger trust between engineering, support, and customers. While the details matter to release
engineers, the business outcome matters to leadership: fewer escalations, better adoption, and
faster value realization per release.
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Purpose

This paper defines a best practices RNs process that turns technical changelogs into strategic
communication. The goal: make RNs a practical, engaging resource that helps users see
immediate value from each update.

Business rationale

Unclear RNs lead to wasted time, repeat support calls, and user frustration. Clarity reduces
these costs and builds trust. By reframing RNs around user outcomes, the organization
improves satisfaction and accelerates adoption. You see results in lowering operational
overhead expenses.

Sprint alignment in a sprint cycle

This recommended process aligns with sprint cycles of any standard length. During different
segments in the cycle:

¢ Internal notes brief support teams early.
e Pre-beta notes sent a week ahead to beta testers and account teams.
e GA notes published at the start of deployment for customers.

e Patch notes follow a quick-turn version workflow (update, verify, publish).

Coordination framework

The effort leverages tools already in use, Confluence for assembling Jira tickets into a nearly
finished draft, Jira for tagging changes, Slack for coordination, and Go/No-Go checkpoints for
team readiness.

This keeps release communication synchronized across engineering, product, and client teams
without adding new systems.

':1;’ Property of Kraft Consulting © 2025 page 2/4

.



Abstract: Maintain and improve release notes, by Susan Kraft-Yorke

Strategic benefits & ROI estimates

Grounded in comparable |A and content-ops consulting benchmarks:

e Reduced support calls: ~20-30% drop expected, saving ~$400,000-$600,000
annually for a 100-person support and account team.

e Efficiency gains: ~1-2 staff hours per employee per week recaptured through clearer
updates, equivalent to ~$500,000+ in productivity recovery across a mid-sized division.

e Adoption uplift: ~25-35% increase in engagement with new features due to improved
understanding and visibility.
Faster break-even: Investment in clarity pays for itself within ~6—9 months.

e Sustained ROI: Estimated 200—-300% return in year one as improved processes
reduce redundant communication and churn.

These projections reflect both cost avoidance (fewer errors, escalations) and value creation
(trust, faster adoption).

Writing principles
Each note answers “What changed, and why does it matter?”

Use plain, human language and short sections.

Lead with benefit phrasing (“You can now...”).

Use visuals to show changes instantly.

Link to deeper content when needed.

Keep tone consistent with brand: helpful, clear, confident.

Success metrics

Measured improvement includes estimates of:

e ~20-30% reduction in support tickets linked to unclear updates.

e ~25-35% increase in release-note click-throughs and engagement.

e Higher customer satisfaction citing “clarity” as a differentiator.

e Reduced internal alignment time, saving hundreds of team hours yearly.

These metrics turn communication quality into quantifiable operational ROI.
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Outcome

User-focused RNs create visible business value. Each update becomes a moment of clarity,
not confusion. Obtaining this level of communication clarity cuts cost, boosts trust, and
accelerates adoption.

By adopting this approach, the organization shifts RNs from an engineering flowthrough
to a measurable growth lever, delivering tangible ROI and reducing operational friction
across every release cycle.

’:,—’:, Property of Kraft Consulting © 2025 page 4/4



	ABSTRACT: User-centered release notes process for updates 
	Purpose 
	Business rationale 
	Sprint alignment in a sprint cycle 
	Coordination framework 
	Strategic benefits & ROI estimates 
	Writing principles 
	Success metrics 

	Outcome 

