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This report is a gift for our loyal audience of usability enthusiasts. Thank you for your
support over the years. We hope this information will aid your efforts to improve
user experiences for everyone.

This report is free, but it is still copyrighted information that may be updated from
time to time, so please don’t distribute this file or host it elsewhere.

Do not link directly to the PDF file (which may be rehosted at different cloud
services). Instead, we encourage you to distribute the following link to this report’s
summary page on our website, in order to reduce PDF shock and to allow people to
decide whether to download it themselves:

http://www.nngroup.com/reports/10-best-intranets-2007

Even though this report was published in 2007, we believe it continues to be
valuable for many intranet designers: since these were award-winning intranets,
many companies can still benefit from learning from these case studies.
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Executive Summary

The 10 best-designed intranets for 2007 are:
e American Electric Power (AEP), United States
e Comcast, United States
e DaimlerChrysler AG, Germany
e The Dow Chemical Company, United States
e Infosys Technologies Limited, India
e JPMorgan Chase & Co., United States
e Microsoft Corporation, United States
« National Geographic Society, United States
e The Royal Society for the Protection of Birds (RSPB), United Kingdom
e Volvo Group, Sweden

Nine winners are traditional company-wide intranets. The winning Comcast design is
an extranet that supports both internal marketing staff and external vendors,
affiliates, and marketing partners.

Contrary to last year, when most of the winners hailed from outside the US, this year
six of 10 winners are American. Of the four winners from other countries, three come
from countries that have generated many past winners: Germany, Sweden, and the
UK. Given the size of Germany and the UK, it’'s not surprising that they’ve had so
many winners. Sweden’s continued top placement, however, is striking. Maybe
there’s something to the claim that Scandinavians emphasize good design. (Then
again, other Scandinavian countries have never produced a winner here, so maybe
Sweden rules in intranet design.)

Most of this year’s winners are from countries that have fostered previous winners.
However, we also have a new country represented this year: India. Although the
World Bank Group used an Indian design agency when it won in 2002, the bank itself
is a multinational organization headquartered in the US, so we counted its intranet
as US-based. Thus, Infosys is the first winner truly based in India. Having India join
the ranks of winning countries is a clear symbol of its growing might as a software
superpower.

RISE OF USABILITY IN MANUFACTURING

We typically have several winners from the financial services industries. This year,
we have only one: JPMorgan Chase.

Compared to past years, we have many more manufacturing companies in this
year’s top 10. Viewing “manufacturing” broadly, this sector has four winners: AEP,
DaimlerChrysler, Dow, and Volvo. Last year, we noted that “manufacturing
companies have historically focused on physical concerns and thus have less
experience in creating good screen-based designs.” Of course, in the modern world,
manufacturing is highly intertwined with computers because it’s a highly knowledge-
intensive business. We can hope that the prominence of manufacturing companies
among this year’s winners symbolizes this important sector’'s embrace of the value of
usability, and that the previous poor showing of manufacturing intranets is truly a
thing of the past.
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While most winners are big companies, we also have two winners from the non-profit
sector: National Geographic Society and The Royal Society for the Protection of
Birds. As this shows, you don’t have to be a large organization or a traditional
company to benefit from intranet usability. Well-designed intranets support
employees and volunteers in achieving non-profit missions just as well as they
improve productivity and thus profitability in for-profit businesses.

MULTIMEDIA, NEWS, AND RATINGS

A trend from last year was even more pronounced this year: intranets are going
multimedia. On the simpler end of the scale, “photos of the day” grace many
homepages, and beautiful bird photos illustrate many top stories on RSPB’s intranet.
On the higher end of the multimedia spectrum, video is proliferating — often for
training purposes, but also for executive communications. AEP has its own TV studio
for intranet productions, offering both streaming video and live webcasts. National
Geographic has webcam feeds that would be the envy of most organizations,
including one focused on Alaskan grizzly bears.

Many intranets have long offered news feeds, but this year’'s winners have taken
extra steps to make their news offerings more relevant to employees, both for
internal news and for industry-related external news. Labeling and categorization are
more extensive than before, and several intranets let users rate and comment on
stories.

Star ratings and user comments have long been found on public websites — from
Amazon.com to weblogs — but they become much more useful on intranets, where
they’re not degraded by the Bozo effect. Employees of the same company have
shared goals and interests, they have passed the quality filter of getting hired, and
they have their reputations to protect. For all these reasons, ratings and comments
from colleagues are likely to be much more useful than those of random blog
readers.

In addition to providing news on its intranet, Microsoft offers its employees a range
of email newsletters and the ability to get stories through a newsfeed (RSS). The
email newsletters are a simple way to reach beyond the intranet to give employees
news on their mobile devices. This only works, however, because the messages are
formatted for mobile devices, which is rare.

AEP doesn’t use an automated feed for outside news. Instead, an editor reviews the
available stories and posts only those that will be of most use to the company’s
employees. Such extra work is amply rewarded in employee productivity by saving
people from long lists of irrelevant news. For example, at JPMorgan Chase, the
intranet homepage is viewed 620,000 times per day, so even one superfluous
headline that required one second to scan would cost the company the equivalent of
22 full-time employees in lost productivity. The JPMorgan Chase intranet team is
equally selective, displaying only the most important news on the homepage.

Of course, in some cases, you just have to provide the news, even when it’s not
particularly work-related. For example, DaimlerChrysler provided the latest scores
during the soccer World Cup in Germany. If they hadn’t, employees would surely
have spent much more time following matches on external sites.

In terms of respecting employees’ time, perhaps the ultimate design feature comes
from the Volvo Group. The company’s 5 Minutes Only area gives people the most
important information they need that can be consumed in five minutes.
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MULTINATIONAL INTRANETS

Most of the winners support users in several countries and several languages. The
predominant approach is to select one or two primary languages and use them for
the company-wide features and content, and then supplement this with country-
specific information in the user’'s own language.

For example, DaimlerChrysler offers global content in German or English,
automatically setting the initial language based on the language preference settings
in the user’s browser. It’s somewhat rare to see browser language preferences used
correctly on public websites, so it's great to see this feature making inroads on
intranets.

Dow uses English for most global content, but translates the most important content
into six other languages (Dutch, German, French, Italian, Portuguese, and Spanish).
It also translates selected content into Chinese, Greek, Japanese, and Thai.

Although translation is important, it's not sufficient for a true multinational user
experience. Dow’s intranet shows how to further achieve this with its employee
recognition application. Users can nominate employees in other countries for a
recognition award, and if the award is approved, recipients are notified in their local
language. Even better, the awards are appropriate to the recipient’s culture, and can
be redeemed locally. Without this true internationalization of the underlying features,
consider how difficult it would be for, say, a German manager of a cross-functional
team to give an award to a deserving employee in Brazil. Such a manger is not only
unlikely to know Portuguese, he or she is unlikely to know what a Brazilian might
appreciate receiving as an award or which local vendors might offer redeemable
certificates. At Dow, the intranet comes to the rescue, thus encouraging more cross-
cultural employee recognition.

Several intranets featured a simple, but highly useful design element to help users
work with overseas colleagues: a world clock. Calculating time zones and
understanding the International Date Line’s effects are difficult for humans but trivial
for computers. Let them do it, and you’ll never again call clients or colleagues at 4
a.m. on a Sunday, thinking it’s their Monday afternoon. As an added benefit, a
prominently placed world clock serves as a tangible reminder of an organization’s
worldwide status.

TECHNOLOGY PLATFORMS

The 10 winners used a total of 49 different products for their intranets’ technology
platforms. Clearly, intranet technology continues to be an unsettled field.

The most-used products were: Windows Server, Google Search Appliance or Google
Mini, SharePoint, SQL Server, Google Maps, Omniture, and Vignette.

Some people might claim that it's “unfair” to include Microsoft products on this list,
given that Microsoft’s own intranet was one of the winners this year. Obviously,
Microsoft tends to use Microsoft products, but many other winners did so as well.
Also, IBM won last year’s competition, and many other technology companies have
won throughout the years. In each case, we gave the awards for the quality of user
experience on the intranets, not for the product lines. The profile of Microsoft’s
intranet serves as a valuable case study in how to design a great intranet while
building on Microsoft products — just as last year’s IBM intranet profile is useful to
the many companies that employ IBM products.
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STANDARD UI, NO STANDARD CMS

For several years, we have noticed a trend toward firmer standards for intranet
pages. In the early years of intranets, it was a free-for-all, with each page author
creating his or her own design. Gradually, more and more intranets have become
template-based, which ensures consistency in the user interface across the intranet.

Standardized navigation bars, menus, and page footers are the most common
elements in consistent intranet user interfaces. Centralized style sheets (using CSS)
further enhance commonality in page appearance. Beyond pure technology, design
style guides are also becoming common, and JPMorgan Chase even has an Intranet
Design Review Board to interpret and expand its user interface standard. The board
also grants exceptions to the standard in those few cases where it’s sufficiently
warranted.

This year, all the winning intranets were template-driven and relied on a content
management system (CMS). Strikingly, most intranets used their own homemade
CMS. Thus, even though there are standards within each intranet, there’s no
standard across intranets, even in the choice of CMS.

WEB TRENDS WITHOUT THE HYPE

Intranets tend to avoid the over-hyped fads that wash across the Web. Several
winners have blogs this year, but the blogs are restrained, emphasizing useful
information instead of “what | did on my last date.” Microsoft even has a blog for its
intranet’s managing editor to discuss features and news coverage.

Ajax was widely used this year, but — fittingly for intranets — it’s applied as an add-
on feature that’s integrated into useful contexts as opposed to being used for its own
sake. Often, users won’t even notice it’s there. For example, Comcast displays nicely
designed content previews that look like super-tooltips when users roll over lists of
brand assets. Similarly, AEP updates the user’s custom list of links without refreshing
the rest of the page, DaimlerChrysler updates its homepage stock ticker, and
Microsoft shows the results of employee polls (a popular feature on many intranets)
as soon as the user has voted.

Slightly more noticeable, but still with an emphasis on utility rather than glitz, is the
use of Ajax maps on the RSPB’s carpooling page. When users click on a map marker,
it brings up a photo and other information about the employee who'’s driving from
that location, without otherwise changing the map or the rest of the page.

The employee directory search (the people finder) is a killer app on most intranets.
Microsoft uses the over-hyped Internet concepts of social networking and degrees of
social distance in a pragmatic manner to make its employee search even better,
sorting results by degree of distance from the user. Often, it makes sense that users
would want to find people closely related to them; such sorting can be very helpful in
a big organization where many people may have similar names or the same job
titles.

Is there anything more hyped that wikis? We started to see some wiki use on
intranets in 2005, and this year National Geographic Society employs many wikis in
a highly useful manner. Is there anything more pragmatic than an acronym
explainer? Internet hype meets intranet utility in National Geographic’s NG Lingo
wiki, which explains the Society’s many internal acronyms and specialized
terminology (“base camp” = the headquarters buildings). Such an intranet feature is
especially helpful for new employees; this year’s winners included many more
features to facilitate the “onboarding” (new employee) process.
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BREAKING WEB USABILITY GUIDELINES

In general, an intranet is a type of website, and most Web usability guidelines apply
to intranets. But different usage contexts create important differences as well. All
usability depends on two big questions: who are the users, and what are their tasks?
The answers to both questions differ between websites and intranets: Web users are
customers, while intranet users are employees, and their tasks differ accordingly.
Most important, any given company has only one intranet — at least that’s what we
recommend — meaning that users won’t surf past the intranet on their way to
another one, as they do with websites.

AEP provides an interesting example of the implications of these differences: Its
intranet collaboration area, The Agora, is a blatant violation of the Web guideline to
avoid made-up terms as navigation options. (Granted, “agora” is not literally made-
up; it's Greek for “meeting place.” Still, the number of electricity company
employees who know Greek is small enough that, for all practical purposes, it may as
well be made-up.) On a public website, this type of navigation would be a sure-fire
recipe for having users overlook the feature. Few people have time to click on things
they don’t understand. By contrast, on an intranet, employees see The Agora every
day, and will click it eventually.

In most cases, however, it's better to stick with established Web design conventions.
For example, Comcast’s customization form includes a Save & Continue button that
is correctly placed at the bottom-right side of the form — the same place that 99%
of e-commerce sites and other functionality rich websites place their equivalent
buttons.

INTRANETS BECOMING ESTABLISHED

Across the first three Intranet Design Annuals (2001-2003), the winning intranets
were 4.3 years old on average. Across the three most recent Annuals (2005-2007),
intranets were 7.5 years old on average.

Looking back, it seems that most intranets were founded in the 1990s, then left to
grow haphazardly. In contrast, the current decade is one of consolidation and
emphasis on (finally) making the intranet work well as a business tool.

Intranets are definitely getting bigger. Across the first three Design Annuals (2001—
2003), the average intranet contained 200,000 pages; across the three most recent
Annuals (2005-2007), the average intranet contained 6 million pages.

Intranet budgets are also getting bigger, though we had one winner this year with an
annual budget of only $8,000, so it’s still possible to design a great intranet on a
shoestring. Mainly, though, the winning intranets have gained substantial
management support and have reasonably big budgets.

Averaged across the winners, there was one intranet team member for every
thousand employees. This ratio means that intranet team efforts are magnified a
thousand times. Such a high degree of leverage is why intranet design can have such
a tremendously high ROl when done well.

Big intranets mean big numbers. For example, Microsoft’s intranet homepage is
viewed 5 million times each month. With this much use, it’s more critical to get the
design right than it was back when intranets were toys for a few pioneers. Intranets
have become critical resources that companies rely on to run the everyday business.
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WHO OWNS THE INTRANET?

Intranets tend to have one of three homes in the organization. Of the 2005—-2007
winners:

e 359% were in Corporate Communications
e 27% were in Information Technology or Information Systems (IT/1S)
e 19% were in Human Resources (HR)

The remaining 19% of award-winning intranets were based in a variety of other
departments, including Web Marketing and Public Affairs.

If you had to select a single organizational placement for all the world’s intranets,
statistics imply that Corporate Communications is the best place. But in reality, we
won’t make that recommendation, since most great intranets are based elsewhere.
The only recommendation we can make is to consider the history and culture of your
own company and consider Corporate Communications, IT, and HR as the three most
likely candidates.

INTRANET BRANDING

Last year, we noted a dramatic upswing in the number of winning intranets that were
branded (that is, they had a separate name, as opposed to being called something
like “the intranet”). We also warned that one year doesn’t a trend make.

Indeed, this year, the proportion of branded intranets among the winners is back
down at 60% — very close to the long-term average of 62% we’ve recorded over the
years. In other words, more good intranets are branded than left nameless, but
there are so many good unbranded intranets that we can’t recommend branding for
its own sake.

Intranet names this year include: AEP Now, Comcast Store, MSW (Microsoft Web),
NG Insider, Sparsh (meaning “touch” in Sanskrit), and Violin.

ROI

The ultimate imperative for usability is to “show me the money.” What’s the benefit
to the business of improving the user experience? Sadly, most intranet teams
continue to have weak data on their work’s monetary value. The exceptions to this
rule are impressive:

e Comcast’'s marketing extranet has reduced versioning and distribution costs
by 50-60% and reduced delivery time even more.

« Infosys has experienced a 65% drop in help desk calls since launching its
redesign. When you consider the cost of running a help desk, reducing calls
this much is a major savings.

Almost all intranets see increased use when they improve usability. If something is
bad, people tend to avoid it; when it’'s good, they use it more. Improving usability
will often double use across the entire intranet, but improving individual features can
produce much bigger gains. For example, after its redesign, Infosys had 1,100%
more submissions to its organization-wide news section — that is, eleven times more
submissions — and 588% more entries to its Team Spirit section.
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Overview of the Winners

Like previous winners, this year’s Design Annual winners emerged from widely
different backgrounds and underwent diverse development experiences.

FIVE COUNTRIES

The 10 winning intranets serve organizations based in five different countries: The
United States (US) had six winners; and Sweden, the United Kingdom (UK), India,
and Germany each had one.

EIGHT INDUSTRIES

The winning designs span a variety of industries and specialties, including
automotive, non-profit, chemical, energy, environmental, financial services,
IT/computer/software, and publishing.

Interestingly, two winners are focused on helping safeguard the environment: The
Royal Society for the Protection of Birds (RSPB) and the National Geographic Society.

For the first time, two automotive companies are winners in the same year: Volvo
Group and DaimlerChrysler.

Each year, we have at least one winner related to the finance industry and one
involved in technology. This year is no different: among the winners are JPMorgan
Chase, Infosys Technologies Limited, and Microsoft.

LARGER WINNING ORGANIZATIONS

Last year, a new trend emerged: we saw much larger organizations taking the lead
in intranet design. In fact, the smallest winning organization in 2006 had 8,200
employees; in previous years, winners sometimes had fewer than 100 employees.

For 2007, winners include two relatively small organizations — one with 1,500
employees, another with 1,700 employees. The next-smallest winner, however, has
a whopping 20,000 employees; the largest winner has almost 383,000. The average
number of employees at winning companies, then, is almost 90,000 people.

With so many employees, creating a cohesive and consistent design across the
intranet is often challenging. Larger organizations inevitably have more concerns:
more politics, procurement, and often times “too many cooks stirring the broth.” As
intranets mature, however, intranet teams in large organizations appear to be
mastering these challenges. In fact, they’'re managing to both reign in and capitalize
on the sometimes competing challenges of having a surfeit of creativity, resources,
and output that result from having numerous people involved in intranet projects.

LARGER TEAMS (THOUGH STILL RELATIVELY SMALL GIVEN THE
WORK THEY DO)

Just as this year’s winning organizations are larger on average, so too are their
intranet teams. Across the winners, intranet team sizes range from 20 people down
to a single person. (Note, however, that the company with just one in-house team
member, Comcast, also employs two external design firms; also, Comcast’s winning
entry is more of an extranet.)

The shift in team sizes shows us two important things:
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First, large teams demonstrate a commitment to the intranet on behalf of not only
upper-level management, but also many internal group and department heads.
Intranets have come a long way from the days of “one IT employee posting an
employee-benefits PDF.”

Second, the continued presence among winners of relatively small teams illustrates
how even a tiny team can do wonders if the designers and content providers are
seasoned, creative, dedicated, and capable of managing organizational politics. In
fact, teams of all sizes accomplish a phenomenal amount of work, and help make the
intranet relevant for an increasing number of employees and project teams. If we
look at the number of people on intranet teams as a percentage of the number of
users these intranets support, we see that that average team constitutes just .09%
of the organization.

Furthermore, people who are part of an intranet team are not necessarily involved
full time. Many intranet team members have secondary or even primary roles in
other departments, such as maintaining the public-facing website or working on the
IT or internal communications staff. This trend continues unchanged from all
previous years’ reports.

Increased high-level backing for intranet teams, combined with their relatively small
size (compared to total number of employees), means that this year’s winning
intranet teams are not only lean, but also powerful. Obviously, this is a potent
combination for creating a world-class intranet.

For highlights about each intranet team, see the Intranet Team section in each
profile.

INCREASED IN-HOUSE DESIGN

This year we saw more do-it-yourself intranets than in the past. Six winners used
only in-house resources to create their design, while four used some combination of
in-house resources and outside firms. This stands in stark contrast to some past
years, in which the winning intranets were often primarily designed by third-party
Web design firms. What this year’s results tell us is, that while outside design firms
can offer valuable expertise and industry experience, when it comes to intranet
design, nothing beats inside knowledge of an organization and what its employees
need.

TAP THE WINNING DESIGNERS’ ADVICE

As in years past, all winning designers have one thing in common: their intranet-
development experiences have produced valuable insights for other companies to
use when redesigning their own intranets. To explore these insights, see the
Lessons Learned section at the end of each intranet profile.
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THE 10 WINNERS LISTED IN ALPHABETICAL ORDER

. I .

(AEP)
(United States)

Comcast
(United States)

RaimlerChrysler AG
(Germany)

Ihe Dowv Chemical
Company
(United States)

Infosys Technologies
—
(India)

JPMorgan Chase & Co.
(United States)

. f .
(United States)

. I hi
Socjety
(United States)

Ihe Royal Society for
I - f Bird
(RSPB)

(United Kingdom)

Yolvo Group
(Sweden)

Taking an idea planted at a usability conference and nurtured over
dinner — with the aid of a paper tablecloth — American Electric
Power applied a world-class design staff and less than $100,000 to
create an unbeatable intranet: the new AEP Now, which informs and
inspires emplovees.

Want a great design? Take risks. That’s the lesson from the
Comcast Store, an extranet that supports the company’s marketing
operations. Bold design choices, including expert use of white space
and color, enable users to breeze through the site and quickly locate
essential information.

The DaimlerChrysler AG Employee Portal’s clear navigation,
personalized content, and extensive intranet applications make it
approachable and easy to use, drawing 60,000 users daily.

The Dow intranet’s news offerings, clear navigation, and many
intranet-based applications support a wide variety of employees and
boost productivity — a winning combination.

This intranet has a special mission: To keep pace with the company
as it adds almost 50% more employees in a year. Named Sparsh —
“to touch” in Sanskrit — this intranet lives up to its billing, achieving
three essential yet difficult attributes: to motivate, communicate
with, and unify employees.

The redesign mandate: Better meet the incredibly diverse needs of
employees, while lowering costs. Add in a merger, and creating a
great design might seem unattainable. Through superb planning and
unwavering focus, however, the intranet team delivered a world-
class intranet.

Microsoft’s corporate intranet is also the company’s primary
showcase for Microsoft Office SharePoint Server 2007. The fact that
the company’s more than 70,000 employees prize it for news,
information, and as a guide to Microsoft’s many internal sites,
however, highlights its success as an intranet.

Taking cues from an organization’s existing products can save time,
boost focus, and help foster an incredible user experience. Witness
NG Insider, the National Geographic Society’s intranet, which
features a clarity and design reminiscent of the Society’s well-
known National Geoaraphic maaazine.

Just a handful of people maintain The Royal Society for the
Protection of Birds’ intranet. To judge by its delightful design,
however, you'd never know it. This lively website devoted to
environmental concerns soars with creativity.

A testament to the power of clear design and judicious use of
templates, this Volvo Group Information Online (Violin) redesign
helped rein in 10 years of uncontrolled growth and over 800
websites. The result helps employees speed through their intranet
tasks while enjoying the ride.
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Common Themes Among the Winners

MANAGER SUPPORT ACROSS GROUPS

In years past, designing great intranet sections seemed relatively easy to do.
Creating a great across-the-board intranet was more difficult, however, due perhaps
to the challenge of getting different teams to work together to make the intranet a
shared and well-designed productivity tool. Now, however, organizations recognize
that many different teams and managers must be involved in creating a consistent
overall design, no matter which department ultimately foots the bill.

PERSONALIZATION

Many entries and almost all of the winning intranets offer extensive personalization
features. This is not surprising, considering that today’s intranets feature vast
information and support widely varied users. Designers use personalization to
streamline information delivery and to present the right material, at the right time,
to a user’s intranet desktop.

Also, compared with previous years, today’s designers and intranet teams seem to
have more funds available for creating a personalized experience. Organizations’
internal record-keeping also seems to have improved, making it easier to accurately
track who users are — and thus what applications and information they should have
access to — once they’ve logged in.

E-CARDS

We all receive e-cards over the Web from friends. Intranets have taken a cue; many
now make it possible for employees to send greeting, thank you, and recognition
cards to colleagues and subordinates.

PHOTO OF THE DAY

The “photo of the day” is becoming a real killer app on intranets, both for people who
want to share photos and those who just like browsing them to see a different side of
their colleagues. In a typical model, employees submit photos to be posted and an
editor selects the daily photo. The chosen photograph is often available on the
homepage and in other locations as well. At Microsoft, for example, Snapshot
appears on the homepage and changes daily, while a Snapshot gallery displays
photos from the previous five days.

AEP also has a daily photograph on its homepage, and Infosys has a photo of the
month. Although RSPB doesn’t have a photo of the day per se, the photograph that
appears with its Top Story news items often shows actual volunteers participating in
an event.

VIDEO AND TV

Television has infiltrated the world, and now the intranet. While video and television
are still not widespread, we are seeing an increase in television-type intranet
offerings. The idea? Video is more personal than the written word. Accordingly,
several organizations offer company meetings, reports, and commentary from
executives on their intranets. For example, one of our winners, JPMorgan Chase &
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Co., uses video extensively throughout its intranet for three primary reasons:
training, introduction to new marketing campaigns, and offering wider access to
important meetings and forums.

Some sites even have their own TV station. American Electric Power, for example,
offers AEP-TV. The intranet team benefits from both a state-of-the-art studio — built
to support streaming video and live webcasts — and employees with related
proficiencies.

CORPORATE CALENDARS

Now that everyday intranet users — not just techies and content providers — have
grown more comfortable with adding information to the intranet, intranet-based
calendars are growing in popularity. We are seeing a mix of event calendars and
project calendars, all of which are helpful for scheduling and communicating.

The Comcast marketing extranet, for example, offers a marketing events calendar on
its homepage. Similarly, Microsoft’s Events Calendar is a showcase for Microsoft-
related events; a simple form lets any employee submit a calendar entry. Finally,
RSPB offers RSPB Diary Dates on its intranet homepage.

WORLD CLOCK ON THE HOMEPAGE

Coordination among geographically distributed teams is critical. Having a clock that
shows the time in various countries can be a tremendous help, especially when
trying to schedule meetings and events or determine when people might be at their
desks. Many sites — including those at Dow, Infosys, and JPMorgan Chase — let
users choose the locations shown on their homepage clocks. World clocks tied
explicitly to the geographies in which a company operates help reinforce, for all
employees, the fact that they work in a global organization.

IMPROVING THE WORK/LIFE BALANCE

More sites are attempting to strike a better work/life balance, often through
classified advertising or groups devoted to specific issues. For example, the National
Geographic Society’s intranet offers classified advertising and an array of staff news
items, including births, volunteer news, and Critter Corner, where employees swap
animal stories. At RSPB, links to “for sale” and “wanted” items appear right on the
homepage, helping draw users in.

RATE STORIES

Reading content is one thing, but helping others choose what to read and even write
is also helpful. To this end, intranets are now letting users rate site content. The
Dow, Comcast, and RSPB intranets all offer such a feature.

NEWS: INCREASED VARIETY AND CATEGORIZATION

In the past, intranet developers often had trouble obtaining enough interesting news
to fill a site. These days, however, we are seeing more and more news, often slotted
into various categories, such as industry, corporate, and group-specific. Designers
are also making it easier for users to decipher news types through labels and
groupings. For example, Dow offers industry news (a My News feature) along with
news specifically about Dow. Volvo Group has three sections: a main news item,
news items about Volvo Group, and news items about the Volvo Group’s various
companies. AEP Now offers both internal news and external news related to
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employee needs. RSPB offers press releases and internal news, and JPMorgan Chase
offers both internal and external news.

THEMES THAT REPEAT FROM 2006

It is not uncommon to see themes recurring from year to year among our Intranet
Design Annual entries and winners. This year we saw a repeat of several of last
year’s themes, including:

e Design Standards: Using templates and design guidelines is
increasingly common. More than letting various business units simply
drop content into pages, many intranet teams are assigning them
design responsibilities for various sections. When many people design
different sections of the intranet, it's very important that they have
standards and templates to follow.

e Content Contributor Training: Increasingly, companies not only
encourage content contributions, but also make it incredibly easy for
people to post content. To that end, companies provide content
training for new contributors, ongoing instruction, and simple
interfaces so users can post and edit with minimal training.

e Sections Specifically for New Employees: As we saw in the 2006
Design Annual, most companies offer a section specifically designed to
meet the needs of new employees. On an intranet, this section
essentially tells new employees where to start: what to do first, which
forms they need, and who to go to, plus provides a bit of background
on the organization. Some sites go a step further, and help orient
employees to their office, building, and even geographic area, perhaps
detailing local restaurants and nightlife. Volvo Group’s Employee
Center and the JPMorgan Chase intranet both provide a wide range of
employment information designed for both new and seasoned
employees.

e Advertising on the Intranet: The best, easiest, and most effective
way to make users aware of an intranet feature is to ensure that the
feature has a simple, seamless design. Still, users typically don’t just
browse around an intranet to see what they’re missing. Regardless of
the design quality, as more and more intranet features are added,
users might need help finding them. One solution to this problem:
employ creative advertising, like our winners Infosys and RSPB. If you
do go the advertising route, though, beware: It’s easy to implement
this incorrectly. In particular, intranet advertising campaigns can have
a negative effect on usability by distracting or annoying users, or
directing them to features they don’t want or need to use. So, test
advertising features before introducing them.

e Intranet Favorites: More and more intranets are letting users save
their favorite content pages or tools to a Favorites location — often a
persistent part of their user interface. This is especially helpful for
users who access the intranet from remote locations with scarce
bandwidth as it lets them quickly jump to the relevant intranet page to
accomplish a task.
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e Stock Quotes: For years now, stock quotes have been a common
feature of intranet homepages. AEP displays their stock price on the
homepage, along with the corporate mission and corporate
performance. JPMorgan Chase displays a Market Watch on its
homepage.

e Homepage Polls: More designers are spicing up their intranet’s
homepage with user polls. Dow, for example, offers Give us your
feedback! — an online quick poll hosted on the homepage. It asks
users a short question about something relevant to most Dow
employees along with a choice of five predefined responses. Infosys
also offers an employee poll. Polls are a fun, small way to get people
involved. Also, displaying the answer summary gives employees
insight into their colleagues’ opinions on various topics.

e External News: Today, external news (for customers) is often linked
to or reprinted on the intranet (for employees). Intranets are
increasingly employing RSS feeds as well, to make it easier for
employees to stay abreast of corporate and external news.

e Acronym Wikis: Knowing what acronyms and initials stand for helps
all employees, especially new ones. Many organizations have a list,
glossary, or application to help employees cut through the acronym
clutter. For example, National Geographic Society offers wikis, one of
which houses an NG Lingo section containing most (if not all) of the
organization’s common acronyms. The JPMorgan Chase intranet also
includes acronym definitions in its search results.
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American Electric Power

Using the intranet: Design team:
American Electric Power (AEP) is one of the In-house (the Corporate Communications
largest electric utilities in the US, delivering department’s InterActive Media section)

electricity to more than 5 million customers in 11
states. AEP ranks among the nation’s largest
electricity generators, with nearly 36,000
megawatts of generating capacity. AEP also owns
the nation’s largest electricity transmission
system, a nearly 39,000-mile network with more
765 kilovolt extra-high voltage transmission lines
than all other US transmission systems
combined. In 2006, AEP celebrated its 100th
anniversary.

Members:

William Amurgis, manager of intranet strategy;
Joshua McClurg-Genevese, senior interactive
designer; Don DeHoff, contract Web developer; David
Azusenis, senior IT software developer; Terry
Cowans, senior IT systems analyst; Jim Matson,
principal IT systems administrator

Headquarters: Columbus, Ohio (US)

Number of employees the intranet supports:
20,000

Production facility locations: 11 US states,
extending from Michigan to Texas

Sales: $12.1 billion (2005)

SUMMARY

The idea for redesigning AEP’s intranet began at a New York City conference, then
evolved over dinner with the help of sketches on a paper tablecloth. With this
foundation, a world-class design staff, and less than $100,000 in redesign funds, AEP
went on to produce an unbeatable intranet. The intranet — dubbed AEP Now —
supports AEP employees and management by enabling timely information exchange
and numerous productivity enhancements.

AEP’s intranet is a study in how good choices help produce an excellent intranet. In
general, some of an intranet designer’s most difficult decisions involve choosing what
to place on the main homepage. For example, if a designer concedes to every
department’s requests, the homepage will likely end up too cluttered, making it hard
for users to easily locate what they need.

At AEP, designers carefully managed such requests, allowing only the best items —
that is, those best for the intranet’s actual users — onto the homepage. In the end,
they chose a combination of elements that communicate, motivate, and inspire
employees.

Before making those choices, however, designers visited employees in their work
environment and watched how they actually used the intranet. One surprise: in more
remote offices, employees relied heavily on the intranet to read the daily corporate
news. (This is not at all uncommon; an intranet’s most-used applications often
include the news and address book sections.)

Appropriately, then, AEP Now offers internally written news at the top of the
homepage in the “News from AEP” section. The heading makes it abundantly clear
that the news is written by and for people within the organization. On the front page,
a clear thumbnail image — appropriate for the size allocated to it — appears with
each internal story. When a story lacks a suitable image, a company logo appears.
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News from AEP

Thursday, October 5, 2006

TOP STORY

Making mountain music
AEP retiree has reputation for handorafted banjos, dulcimers

Posted 10/5/2006

utility vehicle recall
Possible steering problem prompts Kawasaki vehicle recall
Posted 10/4/2006

Patton speaks to customers
AEF Texas cormmitted to custorner service Posted 10/4/2006

Reddy Kilowatt: enduring icon
Marketing mascot gave image to electric utilities Posted

10/4/2006

HR, MESH in October Inside AEP
Inside AEP focuses on HR enhancements, MESH blueprint

inside= | rosted 10/4/2006

Pictured: The homepage’s internal News from AEP section contains the most
relevant news and data, the publication date, and supporting images, along
with clear titles and descriptions.

AEP Now also offers news from outside the organization that relates to employees’
needs. The News from Outside AEP section’s clearly written headlines, sub-headlines,
publication dates, and sources make it easy for employees to quickly scan for
relevant news and stay abreast of energy industry changes and public opinion
trends.

Providing employees with trusted, third-party sources for industry information is
priceless: any organization offering a public service — not to mention a basic need —
must ensure that it maintains high levels of public satisfaction.

Even so, providing this viewpoint does require an investment: AEP subscribes to
various individual publishers — including the Copyright Clearance Center — to legally
republish external news on AEP Now. A skillful staff writer, well versed in energy
industry issues, determines which wire stories are most relevant and harvests news
items every day, usually taking an hour or two to scan and republish them.
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News from Outside AEP

Montana maps clean coal complex
Diesel fuel and power part of IGCC plant planned in Montana Posted
10/5/2006 - The Energy Dally

MNERC rebuffs recommendation for faster reliability audits
MERC says no to reliability audits on a two-yvear oycle Posted 10/5/2006 -
The Energy Daily

Greens blast TXU for “irresponsible " coal plant plans
Coalition takes aimn at T s plans to build 11 new plants Fosted 10/5/2006 -

The Energ) Daily

Railroads weigh new basis fees amid federal scrutiny

Federal review of railroad fuel surchages may prompt changes Fosted
10/4/2006 - Wall Street Journal

Illinois governor backs electricity rate freeze
Rate freeze in Illinois becomes hot political issue Posted 10/4/2006 - The

Energ)y Daily

Los Alamos breakthrough could cut fuel cell costs
MNew class of catalysts could lower cost of fuel cells Posted 10/4/2006 - The

Energy Daily

Pictured: The AEP Now homepage offers links to pertinent external news
items, which a skilled editor harvests and posts each day.

In addition to the homepage news, the intranet’s News & Events page offers internal
and external news from the past seven days. The page also offers a link to the
corporate calendar.
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Pictured: Beyond the homepage news, the
intranet offers a News & Events page with
internal and external news from the past
seven days. The page also includes links to
the corporate calendar, a news archive
(extending back to 1996, when the first
intranet appeared), various internal
publications, an e-mail subscription service,
and more.
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Knowing that the average employee visits the intranet at least once per day, the
designers took the opportunity to use AEP Now as a tool for unifying and inspiring
employees. Witness the primary corporate mission statement, which appears in the
upper-right part of the homepage:

Bringing comfort to our customers, supporting business and commerce, and
building strong communities.

Users can click a link to read more details about the corporate mission. While
displaying a mission statement might seem like a small feature, AEP dedicates a
large part of the homepage — and “above the fold” real estate at that — to
supporting the company’s mission, and it’s worth it. Reminding employees about the
company’s goals, and unifying their efforts, helps support employees in making the
right choices throughout their day.

The homepage also includes corporate performance measures, which range from the
company’s stock price to injury severity rates. To obtain buy-in for listing these
metrics on the intranet, the redesigners sat down with the necessary business
groups and discussed the benefits of giving this data prominent homepage
placement. The moves have gained widespread acceptance and even praise. For
example, the head of AEP’s Safety & Health group lauded the intranet team for
featuring injury severity rates so prominently, making it clear to all employees that
the company takes safety at least as seriously as its earnings. Unfortunately, most
corporate performance measurements (aside from stock price and the number of
customers without power at any given moment) are only updated monthly. Even so,
this candid look at the organization’s performance on several fronts is highly
effective at helping reinforce corporate goals and indicating what might need
improvement.

Corporate Performance

Custorner outages 5,957

Injury severity rate 25.65

Power plant availability 9z.13%

Earnings per share $2.73
SAIDI 191.5

What do these numbers mean?

Pictured: The intranet homepage includes several corporate performance

indicators, from customer outages (customers currently without power) to

earnings per share.
The intranet also includes lighter items to further engage employees. For starters,
the Photograph of the Day is the first major item on the homepage. The senior
interactive designer chooses the photographs, which vary enormously in subject
matter, on the basis of quality and beauty. The designer also writes a brief caption
for each image. Many of these photos are simply awe-inspiring — especially those of
a historical nature. AEP has a substantial photograph repository to draw from, and
the many historical images nicely supported the organization’s 100" anniversary
celebration in 2006.
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About this Photograph of the Day (®

Pictured: The homepage Photograph of the Day draws from AEP’s extensive in-
house archive of current and historic photographs, such as this image of
Thomas Edison.

The homepage also displays a Quote of the Day and Fact of the Day, which are fun,
below-the-fold items. AEP’s intranet manager selects these by scanning the day’s
business and industry news. This section also includes a link to a Why did we choose
this? disclaimer stating that while AEP might not agree with the quote, it’'s an opinion
from the public domain that’s worthy of attention. Such efforts can help inspire
employees to address or refute perceived issues; in any case, employees benefit
from numerous perspectives on their industry.
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Quote of the Day

“We haven't found a major use
of electricity for which there
aren't great opportunities for
savings.”

-- David B. Soldstein, director of
energy programs at the Matural
Resources Defense Council and a
recipient of a MacaArthur Foundation
award for his worlk on appliance-
efficiency standards

Source: #he Wall Street Journal!

Why did we choose this guote?
Previous quotes,..

Quote of the Day

"Who wants an ugly power
line? I feel if you need
electricity, put itin your own
backyard. It's not going to be
used by us.”

-- Shirley wilt, 60, of vork Haven,
Pa., who fears that AEP's proposed
550-rile line from West Yirginia to
Mew Jersey might slice through part
of her 3-acre hillside property,
passed down from her great-
grandfather

Source: US54 Toda)y (see full article)

Wby did we choose this quote?
Previous guotes,..

Fact of the Day

Compact fluorescent bulbs can
often cut lighting costs by
75%, and they last at least
eight times as long as regular
incandescent bulbs.

If each U.5. household
replaced one regular bulb with
a compact fluorescent,
according to the Environmental
Protection Agency, CONSUMers
would collectively save more
than $600 million a year. The
energy saved, meanwhile,
would be enough to light seven
million homes, and the
greenhouse-gas reductions
from power plants would be
equivalent to taking one
million cars off the road.

Source: #the Wall Street Journal

Wwhy did we choose this fact?
Previous facts...

Fact of the Day

Demand for electricity is
predicted to jump 19% in the
next decade. But miles of
transmission lines will likely
rise just 7%, the North
American Electric Reliability
Council {MERLC) says.

Sodrce: U584 Today

why did we choose this fact?
Previous facts...

Pictured: Examples of the Quote of the Day and Fact of the Day, drawn from
different days.

Current weather conditions with links to five-day forecasts, national radar, and
extreme weather events appear just below the homepage fold. Employees can
customize weather information to any of AEP’s 50 largest office locations.

At many organizations, displaying weather on the homepage would be an inefficient
use of valuable space. For the electric power industry, however, weather is crucial
operating information. Inclement weather often produces downed lines and outages,
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while extremely hot or cold weather can produce a spike in demand and tax the
transmission network. No surprise then that AEP even has on-staff meteorologists to
provide forecasts and identify market opportunities. Also not surprisingly, the
intranet weather sections consistently see some of the site’s highest traffic levels.

Weather

550 Showers

il , I

e

Columbus, OH
as of Oct, 5, 2006 -- 9:11 AM EST

S-day forecast/customize

Mational radar map
Exztreme weather events

Pictured: Weather information is crucial for many energy industry employees.
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Pictured: The AEP Now homepage offers
extensive features, including internal
and external news, AEP-TV, and
information about the corporate mission

and corporate performance, plus
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Beyond well-selected images and the written word, AEP Now also communicates via
another medium: AEP-TV. Creating an entire corporate television channel, even with
an intranet team’s help, is no small feat. AEP’s intranet team, however, has the
support of senior management, and this makes a world of difference.

To produce AEP-TV, the managers of three Corporate Communications department
sections — the Intranet, the Streaming Media Group, and Video Services — work
together. At AEP, these groups often support each other, making AEP-TV’s
development much easier. What also helps: the managers have similar corporate
interests (communicating relevant information to employees, and helping them do
their jobs) and report to the same director. Finally, AEP has its own state-of-the-art
studio, built to support streaming video and live webcasts.

In all videos, the managers must ensure that they’re conveying the right information
and projecting an appropriate corporate image. For example, if an employee in a
video is not wearing the proper personal protection equipment, such as goggles or
gloves, the scene must be edited or re-shot.
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E [seaich 4EF tiow Search
AEP AEP Mowe Home | Help | Eeedback | AEFP com |
i Fira i jast nariz| Find

Be ins%:ed. AEP-TV

Video on the Web. A way to

learn more about the people
and places of AEP.

Principles of Business Conduct (&)

Featured Videos More Video Resources

Search AEP-TW:

H Search ]

Wideo Library
Live Webcasts

Canton Bill Processing Introduction to IPhone

Have you ever considered where Starting in 2006, AEP will deplay
your AEP bill comes fram? Mest ‘oice-Over-IP (¥OIP phanes ta About AEP-TV
the team that prints and employees throughout the AEP-TV A-7 Index
processes more than 171,000 system, replacing a mixed bag of —
pages of bills per day. older PBX phone systems now in

use. Help

Focus on Safety

Chainsaw Safety

Explains safe use of a chainsaw for AEP employees. Includes
testimanial from Bill Ellison, whao was paralyzed after falling
from a ladder while using a chainsaw.

Circle for Safety
A quick circle around yvour vehicle before backing can awoid
disaster,

Driving and Vehicle Safaty

Explains general vehicle safety rules for all AEP employees.
Includes feature on seathelt safety profiling Canton, Ohio
meter reader Jeff Smith, who “s life was saved by a seatbelt
during an on-the-job car accident.

Ladder Safety
Demonstrates the 5 main rules for using a ladder safely.

Office Safety
Taking a little extra care around the office can protect you and
others from avoidable injury and accidents.

Security st AEP
Security at AEP is everyones job.

Security for Line Personnsl

Haw line personnel can reduce criminal apportunity while on
the job. Includes personal safety advice for dealing with
wvialent criminals wha confront line mechanics at job sites,

More videos from AEP-TY

Change text size: A A &

HOME | AZ INDEX

AEP Mow is the official corporate intranet for all the people of AEP Leamn more

Pictured: AEP-TV is a joint production of three teams that are wholly invested
and report to the same director.
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| Search AEP Now Search
AEF AEP Mow Home | Help | Feedback | AEP.com
" IF-:r.:! a colleague (last name) Find

About AEP News & Events Business Units Tasks & Tools | AEP-TV | The Agora  A-Z Index

- AEP-TV

You are heret AEP Mow Home / AEP-TY / Video Library

AEP Principles of Business Conduct O Print this Search AEP-TY:

|[ Search ]

¥ideo Library

g
h Video COrder videa | Email Yideo | Download Yideo
B

Produced By: Grandy, Zbacnic | Duration: 14 min 16 sec

Provides guidance to all employees when dealing with ethics and
compliance issues at AEP,

Live \Webcasts

About AEP-TW
BEP-TV 4-7 Index
Feedback

Help

Change text size: A A A

HOME | A-Z INDEX,
ABOUT AEF | HEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEF-TV | AGORA

AEP Mow is the official corporate intranet for all the people of AEFP Learn maore...

Pictured: A details page for a particular video includes options for watching
the video, as well as ordering, e-mailing, or downloading it.
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What better way to make a colleague feel good than by praising his or her work? The
AEP intranet helps employees do this by offering online thank-you cards. Designers
developed these e-cards to encourage expressions of appreciation for a job well
done. Appropriately, this feature doesn’t include birthdays or other life events.

This approach, and the offering itself, is beneficial for several reasons, including:

Often, employees don’t have the opportunity to thank a colleague in
person, but will do so in an online setting.

The recipient is notified by e-mail, but the cards can be made public.
As a result, those thanking someone can also let others — including
managers — know about a job well done.

Offering the cards reminds people to thank colleagues, even if they
don’t actually send a card.

The cards are attractive, and relate to the energy industry and energy
jobs: they show power lines, cranes, and even someone working high
atop a pole. In other words, the card images are not just generic
smiles, hearts, and flowers.

The interface for sending a card is fast and easy.
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@ m AEP Mowe Home | Help | Feedback | AEP.com

About AEP MNews & Events Business Units Tasks & Tools

IEQ_.,hLEF'M-_w Search
|Find a colleaue (1ast name] [_Find ]

AEP-TV | The Agora | A-Z Index

You are here: AEP Mow Home / Agora £ Thank Someone

Step 1: Choose image 3 Print this

Please select a design for your card by clicking an any of the
following images.

Thank You!
Foralloyour

Thank you for your input!

Change text size: & A a

HOME | A-Z INDEX,

AEF Mow isthe official corporate intranet for all the people of AEF Learn more...

Pictured: Available thank-you card images are not only highly attractive, but

- Thank

Someone

Create a thank you card

Wigw public thank you cards

also relevant to the energy and power industry, as well as specific jobs.
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Search AEF Mow Search
E m AEP Move Home | Help | Feedback | AEP.com I [—‘—‘—]
y IFlnrJ a colleague {lazt rame| Find

About AEP News & Events Business Units Tasks & Tools AEP-TV | The Agora | A-Z Index

- Thank

Someone

‘fou are here: AEP M ow Horme / Agora / Thank Someone

Step 2: Personalize card 5 Print this Create a thank you card

Wigw public thank you cards
Please identify the recipientis),
sender, and message for the card by
completing the form, below, Then,
click on the button at the bottom of
the form to Preview the card.

Name of

i William Amurgis

recipient(s) | E |

RECip_ient waamurgisfaep.com s

e-mail(s) -
Add from addresshook
{Mote: Please use the "@aep.com” format of the e-
rmail address; use the "Add from address book"
function to discover this format for your recipients,
If you wish to list multiple e-mail addresses, they
must be separated by commas.)

YOur name Joshua

Your message Thank you Willisam.

Would you like to list this card in the public display of thank you
cards?

O ves, list it publicly
@ Mo, send it only to the recipient(s)

[ Preview this card

Change text size: 4 A a

HOME | A-Z INDEX,
ABOUT AEF | NEW'S & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TW | AGORA

AEP Mo is the official corporate intranet for all the people of AEP Learn mare...

Pictured: After selecting a card image, users fill in a simple form, indicating
the recipient, sender, sentiment, and whether the card should be made
public.
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IEiearc'h AEF Mow Search
o AEP Mow Home | Help | Feedback | AEP.com 2
» IFinrJ a colleague (last name) Find

About AEP News & Events Business Units Tasks & Tools ~ AEP-TV | The Agora | A-Z Index

- Thank

Someone

You are here! AEP Mow Home / Agora / Thank Someone

Step 3: Preview and send 3 Print this Create a thank you card
Wigw public thank you cards

Please preview a smaller version of the thank you card, as shown
below, then click the button at the bottom of the page to send
the card.

To: William Amurgis
Joshua

Thank you William.

This card will NOT be publicly viewable

Change text size: &4 A A

HOME | A-Z INDEX,
ABQUT AEP | HEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TV | AGORA

AEP Mow is the official corporate intranet for all the people of AEP Learn more...

Pictured: A final preview screen allows a sender to proof the card and adjust
whether the card will be public or private.
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Search AEP Mow Search
E m AEP Move Home | Help | Feedback | AEP.com I
-

IFind a colleague {last name| Find

About AEP News & Events Business Units Tasks & Tools AEP-TV | The Agora | A-Z Index

You are here: AER Mow Home / Adora / Thank Someone

Thank you for thanking someone L Print this Create a thank you card
wiew public thank you cards

Your thank you card has been created, and an e-mail has been
sent to the recipient(s) with a link to the card.

If you wish, you may now view the card as your recipient(s) will
see it,

Change text size: A A a

HOME | A-Z INDEX,
ABQUT AEP | HEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TV | AGORA

AEP Now isthe official corparate intranet for all the people of AEP Learn maora...

Pictured: After sending the card, a confirmation screen thanks the sender — a
nice touch. The sender can also view the card as the recipient will see it.
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To: William Amurgis
From: Joshua

Thank you William.,

Print this card | Learn more about AEP Mow's online thank you cards,

Pictured: The e-card process is complete when the recipient sees the card
with the image, sentiment, and sender’s name.

The site includes one special feature at the bottom of intranet pages. Designers
added a Change text size option, remembering that with an aging workforce comes a
collective deterioration in eyesight. This is a highly useful feature, as anyone over 40
will generally attest.

Change text size: A A A

Pictured: Designers added different sized A’s to the bottom of all intranet
pages, making it easy for people to view the text in a larger or smaller size.

In closing, AEP’s intranet benefits come from thorough planning, management
support, and its designers, who have both substantial design expertise and wide-
ranging industry knowledge and experience. AEP Now informs and inspires
employees, beginning on the homepage and continuing throughout the site.
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URL AND ACCESS

The intranet’s URL is http://AEPnow/. “The name was chosen 10 years ago, at the
intranet’s inception, to emphasize the immediacy of the medium relative to print,”
notes William Amurgis, AEP’s manager of intranet strategy. By default, AEP Now is
the start page for all employees’ browsers, though they can change the start page.

To better communicate the intranet’s purpose, and hopefully retain users, the
intranet prominently features the word Begin. “Even if employees open their
browsers with the intent of going elsewhere, we wish to convey fresh, compelling
information before they continue on their way,” says Amurgis.

An abridged intranet version is also available on the Internet (http://AEPnow.com/),
and features news and benefits-related information. This site, however, is
maintained separately, and often results in duplicate effort. “Our goal in 2007 is to
enable access to the internal version from the outside, and also to create a mobile
version optimized for handheld devices such as the BlackBerry,” he says.

CONTENT MANAGEMENT

CMS, Templates, and Directing Design

The AEP content CMS is largely custom-developed. Still, the database-driven CMS
evolved organically, and is due for a redesign.

To modify content, content managers either use custom administrative interfaces or
directly edit individual Web pages.

Departmental sub-site owners maintain their own intranet portions; the intranet
team recommends that they use Macromedia Contribute, and several dozen currently
do. “This page editor enables site owners to maintain the content of their sites, but
shields them from altering the design or navigation,” says Amurgis.

As this arrangement suggests, the core intranet team is somewhat separate from the
sub-site teams. “I manage the core intranet, which consists of broad, corporate
information, while the business units are responsible for their own sub-sites,” he
says. Some business units request direct help from the core intranet team. Others
use templates designed by the core intranet team, while still others completely build
their own sites — and occasionally restrict access to members of their own business
unit. “More often than not, though, business units come to us and ask us to build
their sites,” he says. That approach is preferable, since it ensures greater
consistency of intranet page design.

Manual News Feeds

In terms of the outside news featured on the site, the team intentionally eschews
automated news feeds. “We subscribe to news services, and pay for the rights to
republish news, but we choose and cut/paste the stories ourselves,” says Amurgis.
“I've never seen an automated news feed that | really liked. Either the volume was
off — too much, too little — or the display was convoluted. | prefer our manual
approach. To me, there’s no automated replacement for a skillful editor who knows
the key issues and can determine which stories are most relevant.”

For harvesting and republishing stories, Amurgis says AEP maintains agreements
with the Copyright Clearance Center and various individual publishers. One AEP
Corporate Communications staff member — who’s not actually part of the formal
intranet team — harvests stories daily. “Personally, | love that we’re able to offer so
much external news, since many of the company’s decisions are understandable in
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the context of broader developments within our industry or the economy. We don’t
operate in a vacuum, and public opinion is vital to us since we offer a public service
and a basic human need,” notes Amurgis.

TECHNOLOGY

Core Technology

The intranet was built primarily using Photoshop, Dreamweaver, and .NET, and — by
design — no portal software. “To us, technology is just a tool to help us achieve our
vision — we never let the technology dictate the design to us,” says Amurgis. “This is
one reason we abhor portal software.”

The intranet runs on three Web servers, each of which includes Windows Server
2003 R2 64-bit, four dual-core AMD 2.2 GHz processors, 8 GB RAM, Gigabit NIC, and
load-balancing via Cisco Content Switches. According to Jim Matson, a senior
architect within AEP’s IT group, “content is uploaded via FTP to a central staging
server where replication software pushes it out to all production Web servers.” The
blog and discussion environments run on Movable Type software.
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Discussion of the Week

Werking at AEP

What do you like best about working at AEP? That is, what aspect of
your job or your company makes you proud to work here?

Paosted on September 20, 2008 05:02 PM

RESPONSES (SCROLL DOWN TO SUBMIT YOUR OWN RESPONSE)

Restoring power to our customers after storms or outages from
vehidles or trees. When we go out of town to help out our sister
campanies or another utilities, it makes the long hours and hard work
vary satisfying.

Posted by M e on October 2, 2006 11120 AM

Just the reputation that AEP has worked to get and being part of that.

Postad by . s on Cctober 2, 2006 03:34 PM

Tradition, I'm a 4th generation employee and I feel like I'm doing
something [ was meant to do, not this job in praticular, but working
for the company that my father, grandfather, and great grandfather all
worked for,

Posted by . . on October 2, 2006 D7:51 PM

After working for other companies with a 'work is all' mentality, AEP's
attitude towards family is a wonderful change. 1 love my job - but 1
love my family too. It's much easier to keep everything balanced with
company support,

Posted by i e on October 3, 2006 09106 AM

‘We care about our environment, We care about our employees. We
care about our fellow electric utility companies that need our help, We
recognize that we are 3 leader in the electric industry and when our
help iz sought, we give it freely, willingly, and without bias to the fact
that the asking utility might be our competiton. &5 a result, we've
eamed and have received the respect and admiration of other utilities
that know beyond doubt that help is there when they ask for it

W r ize that our | and p ional personnel are some
of the best in the industry; and, we don't hoard them to ourselves
when other utilities are in trouble during storm restoration anywhere
in the USa, We stand with, not above those utilities and treat them as
our equals. All the positive comments [ receive from folks wha see all
this, makes my heart proud; and even more, it makes me proud to say
I'm a part of it,

Posted by L s on October 2, 2006 09:10 AM

I'm proud to work here hecause my impression i that we (the
company) provide an essential service, conduct ourselves ethically,
and are pretty darn responsive to customer needs. Having just come
through a very challenging period on a personal level, I also want ta
say that the people of AEP -- at least those with whom I interact most
directly day to day -- have got to be amang the most caring and
supportive people anywhere.

Posted by L 0 e on Octobaer 4, 2006 01115 PM

RESPOND TO THIS QUESTION

Name [3oshua D McClurg-Genevese ]
E-mail Address  [jdmcclurg-genevese@asp.com
Comments ~

Pictured: The Discussion of the Week page, showing several responses to the
week’s question. AEP uses blog software to manage the discussion, and pre-
fills an employee’s identity to avoid potential abuse.
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The site’s Search is supported by an internally hosted Google Search Appliance. How
well does the appliance work? “Frankly, I’'m pleased with the Google search,” says
Amurgis. The appliance, installed about three years ago, replaced a “substandard
search” tool. Adding a feature with the name “Google” in its title was — at least
partially — an attempt to win users back to intranet search, because many had
grown to distrust it. In addition, “I realize there are other search tools out there,
maybe even with better features, but the Google search interface is familiar and
comfortable,” he says.

Interestingly, the AEP intranet’s A—Z Index and navigation regularly receive more
traffic than the search box — a sign that the index and navigation are well designed
for users’ needs.
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ENOW oo iee | =)

About AEP News & Events Business Units Tasks & Tools ~ AEP-TV  The Agora | A-Z Index

A-Z Index

An alphabetncal l:st-ng of

Choose a letter to begin More Resources
ABCDEFGHIJKLMNOPQRSTUNVW - £ m‘,‘hﬁmw"w‘“nhelpYouda‘md
what you can do with AEP Now.
Bis Uni
Links and Web sites devated to
companies and departments across
A AEP.
f Ei " f ;
About AEP
About AEP Now
About AEP Mow news
i rti inj icl
id | ;
A ntin:
AEP Aviation

- f ibl
AEP Compal i Qur Jol
AEP Gear

AEP MNow FAQSs

AEP r i

AEP Quick Facts

AEP River Transportation
AEP Texas Now

AEP inir Center
AEP-TY

AEP.COM

AEPSC Project ID Manual
Agora

Appalachian P r Mow (AP

lication fi "
Ayco Financial Planning

B

Benefits

Biographies - executives

Blanket Contractors

Bomb threat - 1 rt
ildin i

Business Cards

Business units

C

Pictured: The A—Z Index is an alphabetical directory of internal and external
Web sites. In previous versions of the corporate intranet, this was the only
form of navigation available beyond a few quick links.
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Ajax Workaround for IDs

The site currently employs Ajax, albeit only behind the scenes. “In the My Tasks &
Tools area of the Tasks & Tools page, we needed the ability to sense the identity of
employees, in order to display their custom list of links,” says Don DeHoff, AEP’s
contract Web developer. “Previous experience told us that if we tried to directly
detect an employee’s network ID by turning off anonymous access to this page,
some might receive a login prompt. This was undesirable, since we wanted even
those employees who did not or could not login to the network to benefit from the
common tasks we listed for them.”

To circumvent this problem, DeHoff hammered out a hybrid approach using Ajax.
“When employees first encounter the Tasks & Tools page, they are presented with a
message saying they have no tasks defined, and a link to Manage your tasks. This
links to a page where we detect the user’s network ID, thus eliminating the
possibility of a log-in prompt on the homepage,” he says.

This process also saves a cookie with the detected ID to the employee’s PC. Then, on
future page visits, JavaScript attempts to read the cookie. “If it finds this cookie, it
requests the employee’s custom task list, via an out-of-band call to a .NET page,
which queries the employee’s tasks from the database. These links are then
displayed on the page using JavaScript to replace the contents of a <span> tag,” he
says.

GOALS AND CONSTRAINTS

Goals
AEP had three specific goals for the AEP Now redesign:

Make the site more attractive
Decrease page download times
Create a more coherent navigation system

Constraints

In terms of constraints, “I do not believe in constraints,” says Amurgis. “Most people
will tell you that time, staff, and money are key constraints. | respectfully disagree.
We can always prioritize whatever resources we have, based on a clear
understanding of corporate strategy and values, and postpone — or shed — work
that is deemed to be lower priority. In other words, we will do as much as we can,
and ensure that what we do is of the highest value.”

BASIC INTRANET FEATURES

The AEP intranet offers many features, including:
e Corporate and industry news, updated several times each workday
e Market and weather feeds
e Site search, employee lookup, and an online org chart
e An extensive on-demand video library and frequent live webcasts
e Time and expense reporting, benefits management, and travel tools

e A photo gallery and other materials to celebrate AEP’s centennial

e Collaborative tools, including discussion, items for sale, and online thank-
you cards

m INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

USERS

AEP has almost 20,000 employees in 11 US states, extending from Michigan to
Texas. These employees run power plants, manage and maintain the power grid,
serve power customers, and staff all related corporate and administrative functions.

USER TASKS

“Common tasks, to me, are synonymous with corporate tasks,” says Amurgis. “That
is, they should appeal to everyone across the great expanse of our corporation,
providing value to all while also instilling the sense that we are all part of a larger
whole.” Accordingly, all intranet features, including news, the stock price, AEP-TV,
About AEP, Find a Colleague, and the Agora collaboration area should reinforce the
notion of a larger whole. “No matter the location — and AEP serves some very small
communities — you can feel a part of the entire corporation through AEP Now,” he
says, adding that all the same features and content are accessible regardless of
office location.

% Ronald J.

Chambers
Tranz Constr Repr I

Audinet:
External:
E-mail:

Location:

Status: Emploves

Department: Transmizsion
Trans Construction Management

Locate this person in the company
org chart

Supervisor: Donald F Lowery

[Eiau:k ] [ Close ]

Pictured: The Find a Colleague page, showing the information returned after
searching for a particular colleague. The page includes links to the target
person’s e-mail address, location in the online org chart, and supervisor.
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The most common employee intranet tasks are reading the news, time-reporting (a
requirement for all employees), accessing market information, and checking the
weather. The business unit sub-sites support most mission-critical employee tasks,
including power-outage management, power plant availability, and benefits
enrollment. For the core intranet, “our focus is on the common, corporate tasks —
and to be a conduit to the business-unit-specific tasks,” says Amurgis.

INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

Pictured: The Tasks & Tools page features
quick links to the most common tasks
(organized by subject area) and lets users
manage their personalized links.

Change taxt fize: 4 & 4
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One of the most widely used intranet features is company, industry, and market
news. “News stories are posted several times a day, from both internal and external
sources,” says Amurgis.

One especially innovative feature is the AEP-TV streaming video library, which
includes more than 500 archived videos, ranging from vintage company commercials
to safety techniques to interviews with key company officials. “We also stream live
webcasts to all employee desktops, such as call-in discussions with our executives
whenever we release quarterly earnings,” says Amurgis. The company’s extensive
network bandwidth resources help make all of this possible.

The company typically runs a new, live webcast once a month. The chief executive
officer also hosts occasional town hall meetings, and takes live call-in or e-mail
questions from employees. (The intranet team attempts to answer outstanding
questions in a subsequent news story.)
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Search AEP Mow Search
E m AEP Mowe Home | Help | Feedback | AEP.com I
5 ue (last name) Find

I}'-:r.:! a collea

About AEP News & Events Business Units Tasks & Tools | AEP-TV = The Agora  A-Z Index

- AEP-TV

5
LA
LY
You are here: AEP Mow Horme £ AEP-TV / Video Library
Ethics O Print this Search AEP-TV:

|[ Search ]

Ethical decision-making, training, compliance and diversity.
: : Video Library
A.C.T. with the Power of Integrity

Ethical behavior is as simple as A.C.T. - Analyze the situation;
Consider the consequences; Take appropriate action,

BAEP Principles of Business Conduct
Provides guidance to all employees when dealing with ethics
and compliance issues at AEP,

. E_thil:s -

Dr. Roosevelt Thomas discusses how diversity helps unlock
potential in pursuit of organizational objectives. The Diversity

| Diversity - Evervone Counts
|
! program is managed by Hurman Resources,

Diversity Message from Mike Morris

AEP President, Chairmnan and CEQ Mike Morris discusses the
E importance of employee diversity at AEP. The Diversity
program is managed by Hurman Resources,

FERC Standards of Conduct
Standards of conduct govern the relationship between the
transmission provider and marketing units/energy affiliate.

Cur Job - The AEP Company Creed
AEP legendary leader George M. Tidd wrote ™ "Our Job ™ 7, the
AEF AEP company creed, in 1934, Through the wonders of modern

Live Webcasts

technology, Tom Holliday interviews Mr. Tidd to learn how

| : About AEP-TY
T these walues still apply. -
AEP-TV A-F Index
Rules of the Road - Ohig Feedbhack
The Chio Code of Conduct governs the interactions between
Help

the AEP Ohio regulated electric utilities and AEP affiliates,

Bules of the Road - Texas
The Texas Code of Conduct governs the interactions between
the AEP Texas regulated electric utilities and AEP affiliates.

Change text size: A A &

HOME | A-Z INDEX,
ABOUT AEF | NEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TY | AGORA

AEP Mowis the official corporate intranet for all the people of AEP Leam more...

Pictured: A view of the AEP-TV video library, with ethics-related videos
highlighted. Each video teaser contains a thumbnail image and a brief
description.
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Pictured: Stills from the “Principles of Business Conduct” video. In this video,
children build and operate a lemonade stand while the moderator explains
how any business — regardless of size — must adhere to such basic principles
as safety, respect, and trustworthiness to be successful. The dedicated AEP-
TV group helps maintain high video production standards.

Other interesting features include a facility database containing maps to company
offices; Find a Colleague, which includes direct links to supervisors’ and colleagues’
positions in the company org chart; and various new collaboration tools, including
online thank-you cards. While no section is dedicated solely to new-employee
orientation, “a new section in our redesign, About AEP, is partially intended to
acquaint new employees with our company,” notes Amurgis.
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News & Events Business Units Tasks & Tools

AEP Mow Home | Help | Feedback | AEP.com

ISearch AEP Mow Search
IFind a colleague (last name] Find

AEP-TV ~ The Agora  A-Z Index

You are here: AEP Mow Home / About AEP / Maps / Facilities

AEP facility database 5 Print this

About AEP

About AEP Home

Quick facts

Please choose a state from the pulldown menu, below, then click
the Go button to view all the occupied (manned) facilities within
the state. Then, click on the name of any facility to view a map of
it.

¥ [co]

State [l

Displaying & facilities in Michigan...

Benton Harbor Service Center / Occupancy: 81
2425 Meadowhbrook Rd., Benton Harbor, MI, 49022

Buchanan Muclear Generation Headquarters / Occupancy: 133
500 Circle Drive, Buchanan, MI, 49107

Buchanan Service Center / Occupancy: 27
606 Redbud Trail, M., Buchanan, MI, 49107

Cook Muclear Plant / Occupancy: 1056
One Cook Place, Bridgman, MI, 49106

Cook Plant Yisitors Center / Occupancy: 4
Red Arrow Highway, Bridgman, MI, 49106

Michigan State Office / Occupancy: 2
110 W. Michigan Ave., Suite 10004, Lansing, MI, 48933

New Buffalo Service Center / Occupancy: 6
17655 Clay St., New Buffalo, MI, 49117

Three Rivers Service Center {(MIy / Occupancy: 38
£2807 US 131 M., Three Rivers, MI, 49093

MNote: The AEP facility database consists of over 5,000 entries,
and is the company's most comprehensive and accurate source of
facility information. If, howewver, you identify any inaccurate or
missing information, please use the AEP Mow feedhack form to tell
us about it

Change text size: A A A

HOME | A-Z INDEX,
ABQUT AEFP | HEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TV | AGORA

AEP Mow is the official corporate intranet for all the people of AEP Learn more...

History
Executive biographies
AEP Board of Directars

Maps { Facilities

» AEP facility database

Glossary of terms
Org. Chart
AEP Gear

Pictured: Results from a query of the AEP facilities database, showing AEP’s
offices in Michigan. Each location name links to Google Maps for directions.
AEP’s employees repeatedly asked for such a feature, which AEP provided

after it “uncovered” an existing corporate database containing the necessary

information. Feedback has been overwhelmingly positive.
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About AEP

Who we are, what we believe,
and why our wark matters.

About AEP's Anniversary Celebration ®

Our Vision More About AEP
e To maintain our leadership as Luick facts
the largest generation and Histors

transmission company in the
United States. Executive biographies
AEP Board of Directors

Maps / Facilities

+ To maintain our leadership as
the largest electric distribution

business throughout the regions ouryision
WE Serve. missi
&s #%gy Glossary of terms
e To maintain our lsadership in valu org. Chart
technical innovation of power e
AEF Gear

systems, environmental
technology, transmission
systems and customer service.

Download the brochure ®
(PDF: 456 KB)

Our Mission

& Bringing comfort to our customers, supporting business and
commerce, and building strong communities.

Our Strategy

s Safety, performance and value in electric power generation,
transmission and distribution.

+ Respect our people and give them the opportunity to be as
successful as they can be.

+ Meet the energy needs of our customers in ways that improve
their quality of life and protect the environment today and for
generations to come.

s Improve the environmental and safety performance of our
generating fleet, and add strength to that fleet far growth

« Set the standards for safety, efficiency and reliability in our
electric transmission and distribution systems

s Nurture strong and productive relationships with our public
officials and regulators

& Provide our leadership, integrity and compassion as a corporate
citizen of every community we serve.

Our Values

+ Safety - No operating condition or urgency of service can ever
justify endangering the life of anyone. At all times, our first
thought and prirmary consideration is safety for all employees,
for customers and for the general public.

Justice & Fairness - Doing the right thing at the right time,
every time.

Trustworthiness - Cultivating a reputation of honesty and
straightforward communcation.

Responsibility - Accepting accountability for your actions and
living up to high ethical expectations.

Citizenship - Developing a sense of community among all those
you encounter,

+ Respect - Treating others the way we want to be treated,
regardless of position, and valuing each persons talents,
perpectives and experience

Caring - Maintaining a sincere desire to make the world a
better place.

Change text size: 4 A &

HIOME | AZ INDEX,
ABOUT AEP | NEWS & EVENTS | BUSINESS UNITS | TASKS & TOOLS | AEP-TV | AGORA
AEP Nowisthe official vorporate intranet for all the people of AEP Lean more..

Pictured: The About AEP
page features the company’s
vision, strategy, executive
biographies, history, maps,
glossary, and more. It also
helps orient new employees.
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Intranet Team

Pictured: (from left) Joshua McClurg-Genevese, Don DeHoff, Tim Nicholson,
Dave Azusenis, Terry Cowans, Jim Matson, William Amurgis

Today, AEP’s core intranet team — which is responsible for the intranet’'s common,
corporate components — consists of a manager, a senior interactive designer, a
contract Web developer, and developers from the IT department. Others from IT
assist with server administration and related work, and two additional Corporate
Communications staff members write and post intranet news stories. The manager,
however, is the only employee devoted full-time to intranet matters.

AEP’s Corporate Communications group maintains the intranet and founded it in
1996 out of its Video Services group. “The folks in that section were responsible for
new media — mostly video — and saw the potential of Web technology inside the
company as a communications tool, and as a distribution channel for video,” says
Amurgis. “This section morphed into a broader Interactive Media section in 2000, as
part of a company merger, encompassing print, video, streaming media, and Web.”

AEP’s core intranet team is, and always has been, relatively small, says Tim
Nicholson, AEP’s Interactive Media director. “At no time did the core group that
created and maintained the site number more than about four or five people — often
less.”

The intranet’s primary focus is, and has always been, corporate news. “I believe |
can always tell who owns an intranet — IT, HR, marketing, etc. — by taking a quick
glance at its front page. At AEP, the company news occupies the most prominent
position, exposing Corporate Communications as the owner,” says Amurgis. “From
field studies and conversations with employees, we’ve learned that the news is the
most popular part of the intranet — partly because it helps employees remain
connected to the greater whole, and partly because it’'s always been prominent.”
Simply put, he says, employees have come to associate the corporate intranet with
prominent news coverage.
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The intranet budget is lumped into the general Web support budget. Nicholson
estimates that the annual staffing budget for the intranet and all external websites is
approximately $600,000.

BACKGROUND

AEP’s intranet didn’t start out as such. “The idea for an internal, online
communication platform actually started back in the command-line, bulletin board
service era,” says Nicholson, who himself helped found AEP’s original intranet. “A
team of AEP employees attending an Ohio State University management program
developed a plan to create an employee bulletin board system. During a visit to
AEP’s IT group, a young staffer scoffed at the idea and said, ‘Why don’t you just do
an intranet?’ It was the first time members of the team had heard the term, but they
quickly agreed it was the way to go.”

Backed by a group from Corporate Communications’ Video Services section, as well
as the IT department, intranet development began in 1995; it launched in 1996. “In
the beginning, the site was primarily used to present company news and
information, and HR information,” says Amurgis. “Soon, other departments began
developing their own sites, but because all Web development was decentralized,
these sites varied greatly in design and usefulness.” Still, thanks to centrally
designed templates — which many departments used — much of the intranet’s
design is now standardized.

Befitting the intranet group’s video roots, the current intranet sports extensive video
capabilities and offerings. “We have our own studio, built from the ground up to
support streaming video, live webcasts, and even links with other broadcast
networks — it’s quite state of the art,” says Amurgis.

The company considers webcasts crucial for maintaining a two-way dialogue between
senior managers and employees across the company’s 11-state territory. Video is
also well suited to some executives’ communication styles.

DESIGN PROCESS AND USABILITY ACTIVITIES

Redesign Kicks Off in New York Diner

When the intranet first began in 1995, “any business unit could create its own site
with any design and, to some extent, this philosophy still exists today,” says
Amurgis. “There is no corporate edict or mandate that all internal Web sites must
follow the corporate template or even honor any design guidelines. However, the
popularity and professional design of AEP Now tends to convince business units to
adopt the corporate look for consistency. Consider it a carrot rather than a stick.”

The latest redesign began “at a Nielsen Norman Group conference in April 2005,”
says Amurgis, which he and AEP’s senior interactive designer, Joshua McClurg-
Genevese, attended. “Having seen other intranets presented at the conference, and
realizing that our own intranet hadn’t changed since 2002, we decided then and
there to begin the redesign process. We spent an evening at a diner, discussed the
possible architecture, and sketched the new design right on the tablecloth —
actually, it was ‘table paper’ — and, yes, we still have the paper.”

INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA
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Amurgis says that while there was no specific business driver — “we simply wanted
to incorporate a new architecture, a new design, and several new features” — the
redesign impetus had been brewing for months. One push was informal
benchmarking; another was seeing the state of other intranets. Other companies
often ask to see AEP’s intranet, and it typically lets them so long as AEP’s team can
see the requesting company’s intranet as well. Amurgis says these exchanges
produce a wealth of ideas.

The intranet team also regularly tracks intranet feedback, monitors Web traffic flows,
and records requested pages from employees, all of which foster intranet
improvement ideas.
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Finally, “we conducted
informal field studies
to see how people
actually use AEP Now,’
says Amurgis. “To our
surprise, people in the
most remote locations
rely on it daily to read
the corporate news.”

For the redesign, then,
AEP had three goals:
to make the intranet
more aesthetically
attractive, to make
pages load more
quickly, and to refine
the navigation system.
“Qur previous design
relied too much on its
A—Z Index,” says
Amurgis, “which had
grown so big as to
become unwieldy.”

From Tablecloth to
Mock-Up

With all this in mind,
the redesign began —
rather spontaneously
— and was honed
through subsequent
iterations. Then, “as

1. TOP 25 SEARCHES (KEYWORD & QUERY)
2. For AEP Now intranet (September 2006)
Keywords Hits Queries Hits
1. aep 19108 | hr 6643
2. news 12112 | more+news+ 6184
from+aep
3. from 12074 | safety 5926
4. more 12044 | generation 5879
5. hr 6693 Energy+Delivery 5874
6. safety 6440 more+news+ 5859
from+outside+aep
7. generation 6056 jobsonline 5858
8. help 5953 aep+now-+help 5856
9. energy 5953 oms 374
10. | now 5895 yahoo 297
11. | delivery 5882 weather 182
12. | outside 5862 yahoo.com 121
13. | jobsonline 5858 jobs 97
14. | com 1117 dell 93
15. | yahoo 585 password 90
16. | plant 486 Yahoo search 80
17. | www 428 google 77
18. | oms 418 password reset 77
19. | of 380 chn.com 74
20. | weather 356 pso 72
21. | power 339 401k 65
22. | training 331 maps 62
23. | employee 291 peoplesoft 57
24. | policy 286 mapquest 57
25. | password 271 scholarship 52

the design moved from a tablecloth to more professional pencil sketches to
Photoshop design concepts, we began testing with employees,” says Amurgis. “We
were most curious to see if they could recognize the new navigation, if the labeling
was clear, and if they could perform certain common tasks. We were pleased to see

that the design and navigation held up well, although we did tinker with the

labeling.”
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WELCO!
= 7 = NOW 5o
Murray, Ryan to exchange roles -
Carl English, president-AEP Utilities, today SRR ATEOR K]
announced that Helen Murray, vice president, Last Change  %:Change
customer operations, and Marsha Ryan, president AEP (chart] 36.52 +0.42% +1.6%

and chief operating officer, Indiana Michigan
Power (I&M), will exchange their positions as part
of AEP's succession planning strategy. The
reassignment is effective November 1.

Last Updated: 1:41 ET on August 18
More market information

FIND A COLLEAGUE

LAST,
NAMEI [co]

advanced find phone book org chart

B saved by the seat belt

Seat belt saves |ife in vehicle rollover accident

Secu tips for laptoj

Put security tips to use to keep your laptop safe
Texans use 63,056 MW

Hot weather translates into high power usage
Golfing for a cure

Eastern Ohio employees host fundraising golf outing
Another record for SWEPCO

SWEPCO hits 4,505 MW for new record load

Bird flu preparations

Some simple precautiens to prepare for avian influenza
Savings are more diversified

Savings Plan changes support diversification

Ice business was once hot

lee production, delivery once significant part of business
Dell laptop battery recall

Follow Instructions to find out If your laptop |s affected

FEATURED SITES:
A - Z Index | New 401(k) plan

| common Tasks

| Tools/Resources

Laf Lef Lo

| useful Internet Sites

- Maore News from AEP...

NEWS FROM ODUTSIDE AEP

Aged equipment sends a jolt through strained power industi
Experts say natien could see dramatic rise In power outages - Wail Street Journal
Cine lution ruli may sway U.5. Supreme Court

Appeals court sices with EPA on NSR issue - Dow Jones Newswires

PJIM: Demand response saved $650 million during heat wave
RTO says curtallments reduced wholesale energy prices - The Energy Daily

Xcel Energy to propose IGCC power plant

Company commits $350 millien for Colarado facility - The Energy Daily

Regional councils to cooperate on electric reliability

Electric Rellability Council of Texas not part of agreement - The Energy Daily

RGGI states agree on model rule for CO2 program

‘Group says plan will result in 35% reduction by 2020 - The Energy Daily

Southern Company subsidiary seeks adding 2 reactors to Georgia plant
Project would double output of Vogtle plant in Georgla - Dow Jones Newswires
Alabama Power wins NSR enforcement case

Judge agrees with utility's 'routine maintenance' argument - The Energy Daily

U.S. wants ex-Enron chief to pay Lay’s share, too

Government makes reguest for $182.8 million judgment - New York Times

New Orleans power play spurs role reversal
Entergy wants to turn over electricity assets to city - Wall Street Journal

- More news from outside AEP...

QUOTE OF THE DAY FACT OF THE DAY
"‘l‘harc are two myths about taleml llm( feed 1n a recent poll conducted by Klloll, a
fur maker, and i,
ln career tracks ami leadership dnwhpmenl B850 workers at companies with 100 or more
in most companies. employees were asked what surroundings
made them productive.

“The first myth: Talent is rare and special.
Wrong. We all have talent. What's rare and Some 45% said they work best in private
special is a worker who finds a role that suits  offices. The rest prefer collaborative spaces

his or her talents. (16%), their homes (18%), or other sites
outside the office (22%). Some 40% of Gen ¥
"The second myth: Some roles are so easy workers, aged 18 to 29, said they like open

that they don't require talent. Wrang again. office plans which promote collaboration.
Wq hear a lot nbom uvnloplnq lmlra rl:pec[ {Just 1B% said they would choose cubicle-like

WO stations with panels for privacy.)
nmpkwqei, bm peel the nnhn and you rlm
inte a rigid hierarchy of jobs. When asked to list building attributes that
compensation system mlus mn of that have a high impact on preductivity, women
hierarchy. So do titles and careers." identified privacy, natural light, and the

option of personalizing a space. Men named
-- Marcus Buckingham, who researches and writes  just one: the ability to control the air

about outstanding leadership practices conditioning or heat.

Source: Fast Company magazing Sourcer BusinessWeek magazine
Why ci¢ we choose this guote? Why gig we choose this fact?
Previous guotes ... Previous facts ...

AEP NOW POLL

Do you have a personal blog?
Vote | Current poll results | Previous poell results

HOME | A-Z INDEX | HELE | FEEDBACK | AEP.COM
AEP Now |s the official corperate intranet for all the people of AEP. Learn more....

@‘ D A BA:KTO'I‘QP_

CHAN_GﬁTET SIZE 1‘

Pictured: The previous version of the AEP homepage, which launched in late
2002. This version lacked an architecture, but provided prominent access to
corporate news — something users requested, and continue to request, to
stay connected with the company.
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Pictured: Early pencil sketches of the new design by McClurg-Genevese, AEP’s
senior interactive designer.
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Pictured: The original site architecture, as sketched on a New York diner’s
paper tablecloth. “Yes, it's a muddled mess, but this is where the redesign
officially began,” says Amurgis.
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Pictured: A more coherent version of the original AEP intranet architecture, as
transcribed from the tablecloth sketch. Points of note: to the left, confusion
over what to call the section that was eventually named the Agora; and to the
right, a series of notes including tools and techniques to avoid.
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Challenges ahead

Susan Tomasky, AEP executive vice president policy, °
finance and strategic planning and Holly Koeppel, AEP

executive vice president commercial operations, spoke

to the AEP-OSWU Leadership Training class at Ohio Sunny
State University.

H Challenges ahead video

Environmental positions to fill
Internal employees on teams expected to total around 140

i HI LOW
No respect for armadillos
Crossing strearns difficult for the heavy armadillos Today 80" 78°
AEP, IBEW help light memorial d o o
AEFR, IBEW involved in new lighting systemn at war memoria Tuesday 75 74
2] New AEP-TY video available Wednesday 72" 65°

Four-minute video looks at IGCC, operating companies
P r—— Y
Choose City te , Go Save
CFTC: Hedge funds not causing gas price spikes
Study shows that activity, on average, dampens price swings - The Energy Daily

TXU bidding behavior sends Texas power prices soaring—report
Mo enforcernent action planned against company - The Energy Daily

Senate confirms Johnson to head EPA
Democratic filibuster broken by 61-37 vote - The Energy Daily

Found in Arkansas: Hope on wings
Land preservation efforts may have given life to woodpecker - The Mew York Times

U.S. 'green power' sales jump another 50 percent in 2004
Mearly 600 utilities in 34 states now actve in programs - The Energy Daily

Change text cize: A A &

ABCUT AEP | HEWS & EVENTS | BUSINESS UMITS | TOOLS/RESOURCES | EMPLOYEE SERVICES | SOCIAL ACTIVITIES
AEP Mow is the official corporats intranet for all the people of AER Learn mars....

Pictured: Photoshop design iteration 1 (of 6).
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. Employee services

Search
Find

| search

| Find a callzague

Social activities |
i

Social Activities

Be a part of the community.

Operation Feed
October 25 - November 6, 2005

5K Run/Walk...On Your Mark, Get Set, GO!

Looking for a way to get a bit of exercise and support a good cause? If so, plan on
lacing up your running or walking shoes for a 5k (3.2-mile) run ar stroll through Julian
Griggs Reservoir Park at 9 a.m. on Saturday, April 25,

Cruise-In for Operation Feed
Bring your family and friends from 10 a.m. to 4 p.m. on Saturday, May 7, to 700
Morrison Rd., Gahanna, to view classic cars from owners in Central Chio,

--= More volunteer activities

For Sale

Slightly used 1958 sewing machine ($350.00)
It has only been used about 5,000 times over the last 50 years or so. Practically in
condition, still have original paperwork and box,

Bust of Archimedes ($200.00)
A life size bust of the father of Algebra, with life-like detail and intricate drapery. Perfect
for the executive in the family.

Segway ($1000.00)

Please take this off of my hands, willing to sell it really cheap! Last time I was an it a
gaggle of geese attacked me and chased my down the sidewalk in the park near where
I live -- never again!

~-= Mare dassifieds

Wow, this is like the coolest Web site ever! I cannot believe how good it
looks and the use of white space...oh my how I love the white space!

-- Reference story: "How the wild west was tamed with white space.”
-- Posted on 8/25/2005 by Joshua McG

Um...I do not understand what in the world this is about. What are you trying
to say here by comparing aardvarks to the way ice cream is made?

-- Reference story: "Aardvarks and ice cream, the untold tale.”
-- Posted on 8/25/2005 by Anonomous

Cool, I agree completely.

-- Reference story: "Do you agree?”
-- Posted on 8/25/2005 by Anonomous

~-% More news story reactions

HOME | ABOUT AER | NEWS & EVENTS | BLS

Weekly Issue

In your opinion, which segment of the
utility industry offers the best prospects
far ongoing growth, prosperity, and
SUCCESST

Give your opinion
Blogs / Personal Pages

Erom Nowt On

The official AEP Now
discussion forum.

Design is King
How design is taking ower
the world and why,

1 am blog

This blog is about blags...
and other web tools for
communication.

Read react

Mews you many have
missed (but shouldn't
have).

Thank You!

Send an online thank you card to an
AEP employee.

For all af your

Choose feastured card | Wiew other cards

Picture of the Day

Subrnitted by Joshua McG (8/24/05)
Set as wallpaper | View other pictures

SIMESS UNITS |;zgaLsgggdga ES | EMPLOVEE §ER,\1LCES { SOCIAL ACTIVITIES

MEWS & EVENTS
| AEP Now is the official carperste intranst far all the people of AER, Learn more..

Pictured: Photoshop design iteration 2 (of 6).
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About AEP  Mews & Events  AEP-TV

Tasks & Tools

Business units

Challenges ahead

Susan Tomasky, AEP executive
vice president policy, finance
and strategic planning and Holly
Koeppel, 4EP executive vice
president commercial operations,
spoke to the AERP-OSU
Leadership Training class at
Ohio State University.

=== Posted 30 minutes ago |
Source: AEP Mow

Today's News

Environmental po ns to fill for the long term
Internal employess on teams expectad to total around 140 starting in June. More
positions to be filled as necessary and at the discretion of someone who cares.

B video

Sourcer AP how

130 mi

available on AER-TW

No respect for armadillos in streams

Crossing streams difficult for the heavy armadillos, especially in late winter months.
Experts say this is because the armadillos do not have the ability to make their outer
shells airtight, causing leakage.

AEP, IBEW help light memorial
AER, IBEW involved in new lighting systern at war mermarial in the state of Texas.

--= Monday, June & 1 The

New AEP-TY video available

Four-minute wideo looks at IGCC, operating companies and how they make life better
far everyone at AEP, Mo one really understands what IGCC is, but because there is a
video about it people will go and watch it. Video is coal, and everyone should want to
them regardless of position within the company.

= . Juris 6
[J video auailsble on AEP-TV

Quote of the Day

A tiny baby only in diapers. And two little
girls and my wife. Or the next thingto a
wife. All that for what?2 A $300 electric bill.
Big business sure isn't fair. The rich get
richer and the poor keep dying. Because
they can't afford to live."

- Jack Sexton of rural Cambria County,
Pennasylvania, who lost his fiance and threes
children in & house fire after a cancle tipped owver
wehile they slept. Three days earlier, utiity
Pernsylvania Electric Co. (a unit of FirstEneray)
ghut off the power 10 the house. & new state kv,
Chapter 14, has made it easier for utilties to
disconnect customers who fall behind in their
payments.

Source: the Patrict-News (Harrisburg, £a.)

Why didd we choose this quote?
Previous quotes

(uestion of the Week

Fact of the Day

Every day; every American burns 20
pounds of coal.

According to the Eneray Department, coal-fired
electricty increased 70 percent hetween 1960
and 2002, 'z projected to jutmp ancther 4
percent by 2025,

Source: the Houston Chronicie

Wity did we choose this fact?
Previous facts ..

What is your level of commitment to the success of AEP?

wte | Current poll results | Previous poll resuits

Change text size: A A& a

Search
Find

|Sea|ch

| Find a colleague

Employee services Sacial activities

Monday, June 6, 2005

= AEP Earnings Webcast (01, 2006)
= Benefits enrollrment deadline

Comporate calendar | Scheduls of events

Featured Links

AEP Stock
AEP (detaily = 3583 +0.014 +0.03%
37.00
36.00
35.00

Last updated: 12:24PM EST on 69
Mare madcet i | AEF Savings Plan

Operating Statistics

Customer Outages
Transmission
Distribution
Generation

Safety

Einancial

#s of June &, 2005 -- 12:24PM EST

HOME | ABGUT AEP | NEWS & EVENTS | BUSINESS UNITS | TOCLS/RESSURCES | EMBLOYEE SERVICES | SGCIAL ACTIVITIE

AEF Mow is the official corporate intranet for all the people of AER. Lesm more. ..

Pictured: Photoshop design iteration 3 (of 6).
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About AEP » News & Events

Top Stary

Manday, June &, 2005

Challenges ahead

Susan Tomasky, AEP executive vice
president policy, finance and strategic
planning and Holly Koeppel, AEP
executive vice president commercial
operations, spoke to the AEP-OSU
Leadership Training class at Ohio State
University.

Today's News

Environmental positions to fill for
the long term

Internal employees on teams expected
to total around 140 starting in June, Mare
positions to be filled as necessary.

[P video enhanced story
[ Source: AEP Now

Posted 2 hours age

Mo respect for armadillos in streams
Crossing streams difficult for the heawy
armadillos, especially in late winter months.,

[Isource: The Wall Strest Journal

Wiandai aunes, ;
AEP, IBEW help light memaorial

AEF, [BEW involved in new lighting system at
war memorial in the state of Texas.

[ Jgaurce: The New York Times

Monday, Juns & 2005
New AEP-TY video available
Four-rninute video looks at IGCC, operating
companies and how they make life better for
everyone at AEP.

[P video enhanced stary
[ source: AEP Now

Monday, &

e 6

AEP, IBEW help light memarial

* Business units

Home | A-Zindex | Help | Feedhack | AER.com

Featured Links

42 Index
AEP-TV
AEP.COm
Employee Self Service
Expense Reporting (NOYVA
Fidelity (401K.com
Generation

Job openings

Bhone numbers (important
Safety & Health
Time reportin
Time reportir

PeopleSoft
Passpart

Quote of the Day

A tiny baby only in diapers. And two little girls and
my wife, Or the next 1 i

what? A$300 electric bill. Big business sure isn't
fair, The rich get richer and the poor keep dying.
Because they can't afford to live.”

— Jack Sexton of rural Cambria County, Pennsylvania,
weha lost his fiance and three childrer in & house firs
after 5 candle tipped over while they slept. Three days
esrler, Uity Pennsylvaria Electric Co. (a unit of
FirstEnergy) shut off the poveer to the house. & new
state law, Chapter 14, has mads it eesier for utiities to
discannect custamers who fall behind in their paymerts

Sodree. the Pairiol-News (Harrisburg, Pa.)

it gl we chonse this qute?
Previous quoles

AEF, IBEW involved in new lighting system at
war memorial in the state of Texas,

[lsource: The New York Times

More news from AER

Fact of the Day

We Americans seem to be inthe process of
becoming wildly overhoused.

Since 1970, the size of the average home has
increased 55 percent {to 2,330 square feet), while
the size of the average family has decreased 13
percent. Especially among the upper erust, homes
have more space and fewer people.

In 2001, about one in eight homes exceeded 3,500
square feet, which was more than triple the
average new home in 1950 (983 square feet}.

Homeownership in America is now at a record 69
percent.

Home buying is increasingly driven by purchases
of investment properties and vacation homes. In
2004, these buyers accounted for 14.5 percent of
all home sales, up from an average of 7.5 percent
from 1996 to 2002,

Homes exceeding 3,500 square feet use about 40
percent more energy than those between 2,000
and 2,500 square feet, says the Energy Information
Administration.

Saurce: the Washington Post

‘wihy did we choose this fact?
Previous facts

Question of the Week

What is your level of commitment to the success
of AEP?

‘ote | Currert poll results | Previous poll resuts

Find a colleague |

Search |

Search
Find

» Tools/Resources ® Employee services ® Social activities.

AEP Stock

AEP (defaill » 3583 +0.014 +0.03%
3r.00
36.00
35.00

Last updatad: 12:24PM EST on 6/9
More market information | AEP Sawings Plan

Operating Statistics

Customer Outages
Transmigsion
Distribution
Generation

Safety

Financial

#s of June 6, 2005 -- 12:24PM EST

Weather
o
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HL LOwW
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Pictured: Photoshop design iteration 4 (of 6).
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Horme | &-Z Incdex | Help | Feedback | AER.com

ZNOW

About AEP News & Events AEP-TV  Business Units  Tasks & Tools

News from AEP As of 9:39 a.m. (ET) Thursday, October 15, 2005

Challenges ahead for AEP

Suszan Tomasky, AEP executive vice president policy,
finance and strategic planning and Holly kKoeppel, AEP
executive vice president commercial operations, spoke
to the AEP-0SU Leadership Training class at Ohio
State University,

Environmental positions to fill for the long term

Internal emplovees on teams expected to totsl around 140

B8| starting in June. More positions to be filled as necessary and at
| the discretion of sorneone.

No respect for armadillos in streams

Crossing streams difficult for the heavy armadillos, especially
in late winter months, Experts say this is because the
armadillos do not have the ability to make their outer shells
airtight, causing leakage.

AEP, IBEW help light memorial
AER, IBEW involved in new lighting system at war memorial in
the state.

More news from AEP..

News from Qutside AEP

Storms' fallout pits energy supply inst enwvir

TZU rehires aide and is weighing options for a unit

Mew FERC market manipulation rules cover munis, co-ops
Fuel cells may soon power your gadgets

More news from outside AED...

Quote of the Day Fact of the Day

“Thanks to globalization, workers in
wirtually every sector must now face
competitors who live just a mouse
click away in Ireland, Finland, China,
India or dozens of other nations
whose economies are growing.”

Every day, every American burns 20
pounds of coal.

According to the Energy Departmert,
coal-fired slectricity increased 70 percent
betveeen 1980 and 2002, It's projected to
jump anather 4 percent hy 2025

-- fraom a report issued this week by &
panel of experts convened by the National
Academies the nation's leading science
anisory grougp.

Source: the Houstan Chronicle
Wihy did we choose this fact?
Previous facts

Source. the New York Times

Why did we choose this quote™
Previgus quates ...

Question of the Week

What is your level of commitment to the success of AEP?

“ate | Current poll results | Previous poll results

Change teut size: A A &

HOMWE | ABOUT AEP | NEWE & EVENTS | BUSINESS UNITS | TASKE & TOOLE | AGORA

AEP Now i the official corporate intranet for allthe people of AEP. Leam more....

AEP (detaill » 3583 +0.01% +0.03%

I e Search
| allea Fird

The Agora

37.00

36.00

Last updated: 12:24PM EST on &/3
hlore madeet i | AEP Savings Plan

AEF Dperating Statistics

Customer Outages
Transmission
Distribution
Generation

Safely

Einancial

As of June €, 2005 -- 12:24PM EST

Pictured: Photoshop design iteration 5 (of 6).
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| AEP Now

Video from AEP-TV

Susan ky, AEP executive vice president policy,
finance and strategic planning and Holly Koeppel, AEP

ECutive vice presids grcial operations, spoke
to the AEP-OSU Leadership Training class at Ohio
State University. . - :

tal it to

Internal employees on teams expected to total around 140
starting in June.

Crossing streams difficult for the heavy armadillos, espacially
in late winter months.,

|osne |osis
Last updated: 12:24PM EST on 6/9
Mors markst information

AEF, IBEW involved in new lighting systern at war mamarial in
the state. CAEP Savings Plan

AEP Operating Statistics

More news from AEP..
[EJ indicates that the story includes an AEP-TV video.
CustomerOulages 155,260

Sately 2
Transmission 1.1%
Distribution 556%
Generatian 255
Einancial $02055°

At of June 6, 2005 -- 12:24PM EST
' Operating statistice datall

Weather
P
75¢ ;
Sunny g
Columbus, OH

-- from & repon issusd this week by a At of Juna &, 2005 -~ 12:24PM EST

Chronicle Mare westhar optisne
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Source: the New York Times
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Pictured: Photoshop design iteration 6 (of 6).
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Going Greek

When tweaking labels, one interesting challenge the team faced was how to name a
new collaboration space. “Admittedly, collaboration has always been an obsession of
mine,” says Amurgis. “To me, the Web'’s true value comes not from the availability of
information, but the immediate connections it permits between people.”

Yet, what should such a space be called? The design team quickly proposed, tested,
discarded, and proposed anew multiple names for the collaboration space. “We
started with Fun, and quickly realized that many managers wouldn’t like that
connotation, then moved to Social Activities, then Meeting Place, but the labeling
was often misunderstood,” says Amurgis. “For example, some employees thought
they could go to Meeting Place to schedule a conference room.”

“So, in a burst of insanity, we decided to go with a nonsense word and labeled this
area the Agora — which, coincidentally, is the Greek word for meeting place,” he
says. “When we tested it, to our surprise, employees quickly noticed this label,
wondered what it might be, and — overcome by curiosity — clicked on it to find out.
Once there, we define it, and they understand.”
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About AEP News & Events  Business Units Tasks & Tools ~ AEP-TV | The Agora | A-Z Index

! f AER Now Weakly Poll
Discussion of the Week mhmfmouwa‘u'
Working at AEP Which is the biggest financial
What do you like best about working at AEP? That is, what concern for your family?
aspect of your job or your company makes you proud to work o
here? O Debt
Discuss... | Pravious discussions | about Discussion of the Wesk O Housing

Oeducation
O Retirement
Our People O
Vote
)} I. "i -

= ot results | Pravious resu
% ¥
Corporate Communications, Columbus Ohio, 16 Years
«  William A =
. Cc_lrporats Commurileahnns, Columbus Ohio, 10 Years 1} n‘kb Someone
Corporate Communications, Columbus Ohio, 8 Years

Show your appreciation by sending an

+ Ronald Patterson anline thank you card to a wo
Corporate Communications, Columbus Ohio, 6 Years w]rea-;:tof'km' to a worthy
. nd W:

Corporate Communications, Columbus Ohio, 3 Years

Il ‘s Service Anniversari

Recent new hires
Recent retirements
Obituaries

Items for Sale

Asking price: $6,000.00 | Posted: 10/5/2006
Azking price: $150.00 | Posted: 10/5/2006

Asking _prlcm $6.500.00 _I Posted: 10/4/2006

Miew all iterms for sale | Add an item | Sale guidelines

Pictured: The Agora is a place where users can take a weekly poll, participate
in a weekly discussion, peruse classified ads, send online thank-you cards,
and more. While initial names for the section included Fun, Meeting Place, and
Collaborate; the team finally settled on a “nonsense” word.
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HOW AEP DESIGNED ITS INTRANET

As told by Joshua McClurg-Genevese, senior interactive designer at AEP

From my perspective — as the person responsible for the visual and interaction
design of AEP Now — five things especially influenced our design:

1) Fixed width:

With this redesign, we replaced the previous, fluid layout with a more fixed-width
design. While we believe fluid designs — designs that automatically stretch to fill the
available browser space — do make full use of available screen real estate, they
often cause layout issues that result in less readable, and thus less usable, content.
Often, content can be stretched too wide to be easily read, and text can wrap around
images in unconventional ways, obscuring the text or prematurely forcing it off the
page. Weighing these issues, and after identifying the dominant screen resolutions
our employees currently use (800x600 and 1024x768) we decided to create a fixed-
width design for the former dimensions to avoid any potential problems.

2) Visual dominance

We employ visual dominance techniques to create a visual hierarchy that always
cues employees to their location and to the nature of the content they’re viewing.
So, the top-most portion of our pages are predominantly visual, and filled with
graphic navigation — which is global, and therefore consistent — plus imagery to
help employees understand where they are in the site, and what they will find on the
page. As you move down the page, smaller graphical elements denote major breaks
in content. Finally, the content itself is, of course, less graphic and more dynamic.
This hierarchical approach helps establish and maintain a visual language for best
supporting user interaction.

3) More white space

White space is an underutilized Web design element. The traditional idea — cram as
much information as possible above the “fold” — is a fallacy. Vertical scrolling of a
page is now so commonplace as to be almost second nature. In the new design, we
implemented layout constraints that maintain generous amounts of white space. We
try to avoid any visual distractions, such as borders or lines. By using negative
space, we also tightly confine text. All this results in a much cleaner layout, where
content is the focus.

4) Consistentinteractions

Consistency is a virtue, and we try to keep an employee’s basic AEP Now interactions
as consistent as possible, to establish and then meet expectations. For example, all
forms and form elements have a consistently designed layout, and also respond to
user input in the same manner. So, if employees fill out a feedback form, they
should expect the same types of system responses as if they were ordering a video.
This approach helps ensure a consistent, expected, and hopefully enjoyable — or at
least not frustrating — user experience.

5) Aesthetic choices

For our redesign, several aesthetic decisions drove how pages ultimately look. For
example, we wanted a brighter and more visually appealing aesthetic, as well as a
more contemporary and friendly feel that represents the company in a positive light.
Among other things, those considerations drove us to adopt a gold color palette, and
to include large images on core pages.
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Putting Design into Practice

How did the above guidelines — which influenced AEP’s approach to design —
manifest in the intranet’s final design? Perhaps the most high-profile example
involves the intranet’s navigation placement. “With Joshua’s guidance, we chose to
place our navigation — located on the interior pages — to the right, rather than the
left as seems customary,” says Amurgis. “Our logic was, first, when people use the
browser’s print function, their printer may cut off part of the right side of the page,
and we’d rather lose navigation than content. Second, the right-hand navigation
appears next to the browser’s scroll bar, thereby offering a more ergonomic and
economical use of mouse movements — scrolling and linking occur in the same
general area.”

Launching a Preview Site

The design progressed throughout the summer of 2006. On September 7, 2006, the
intranet redesign team used a news story to announce the new intranet to
employees, and invited them to use a fully functional pre-production version of the
site starting on September 21. “This preview period proved beneficial, as it identified
some technical issues with authentication,” notes Amurgis. “Despite my unhealthy
desire for collaboration, we were not permitted to allow anonymous comments from
employees, so we had to authenticate them by sensing their network user IDs, and
we had to develop workarounds when some people weren’t properly ‘sensed.’™

TIMELINE
e April 1995: Intranet development began.
e Summer 1996: First intranet launched.

e April 2005: Redesign began after team attended intranet design
conference.

e September 2006: Employees invited to view a fully functional, pre-
production version of the new site. This preview period was used to
smooth out technical issues, some involving authentication.

e October 1, 2006: New site launched.

e 2007: AEP plans to make intranet available for at-home use.
RESULTS

Guiding Users Through the Redesign

The redesign launched October 1, 2006, and was “the result of many long nights,
compromises, and heroic efforts,” largely involving McClurg-Genevese, the designer;
Don DeHoff, the contract Web developer; and Amurgis, who focuses on content.

On the first workday after launch, October 2, the new intranet greeted employees
with a top news story welcoming them to the new design, included a list of
frequently asked questions (“based on questions we anticipated employees might
ask,” says Amurgis) and explained new features via a guided tour with annotated
screenshots of all the main pages. Subsequent content included an interview with
McClurg-Genevese and Amurgis, discussing the new design.

The redesign delivers on AEP’s top three redesign goals: better aesthetics, faster
page-load times, and an improved information architecture. “Our new architecture —
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About AEP, Tasks & Tools, and so on — provides quicker access to key information,”
says Amurgis. “Of course, the new architecture also required us to fill in holes in our
content, so we’ve added new information and applications.”

Weighing Feedback

After launch, employees immediately weighed in with redesign feedback. “Some
expressed affection for the new design, some lamented the departure of the old
design — but nothing overwhelming in either camp,” says Amurgis.

The intranet team responds
personally to each employee who
submits feedback, and includes in
that response a brief description
of the intranet team'’s purpose.
This approach has been extremely
successful. “Most employees are
accustomed to feedback going

into a black hole — perhaps based
on their experiences with Internet
sites — and expressed shock
when we responded, usually
within minutes,” says Amurgis.

Having a good demeanor, he
notes, also defuses many a
criticism. “I’'m amazed at how a
kind response, acknowledging the
employee’s perspective but
stating our point of view,
repeatedly turns anger into
appreciation — if not acceptance,”
he says.

The Value of Collaboration

REDESIGN FEEDBACK

Employee responses to “What is your favorite new
feature on AEP Now, and why?” (Selected)

“I really like the new AEP today especially The
Agora it will be nice to see opinions of others in
the Co and | really like the sellers page. This is
a good innovation. Thank You”

“How about a Wanted on the sale page?”

“I like the Picture of the Day. It's a fresh
approach to AEP Now, especially profiling
employees. Great Job 11"

“I like the warm colors and white space.”

“The “new” AEP Now is great! | really like how
easy it is to use. The colors make you feel good
even if your day is a tough one. When opened,
the site actually puts a splash of sunshine in
your face. | certainly appreciate all your help in
making our jobs a little easier. Keep up the
great work!”

“I really enjoy the colors and | congratulate
who ever thought of the “sellers page”....great

One of the intranet’s most notable new features is the Agora, which houses an array
of collaborative features. While some aren’t overtly business-oriented, the overall
intention is quite corporate-focused. “If you look at our offerings in the Agora, you
might consider them somewhat frivolous. | know | do. I mean, what value might a

poll or Items for Sale offer the company, and might it in fact become a time-waster?”
says Amurgis. “However, there is a method to the madness. We’'re trying to establish
a more collaborative culture, and to encourage employees to get a sense of the size
and scale of the company. Some of the frivolous offerings are merely lures to get
people into the mood of sharing, of exchanging, of appreciating that they’'re dealing
with someone they’ve never met before, several states away.”

Such features — including thank-you notes that let people express appreciation —
are building blocks. Their goal is to make the corporate culture more receptive to
forthcoming collaboration features, such as discussions, blogs, live chats, and
knowledge exchange, which the intranet team plans to vigorously promote.

Tracking Page Views and Costs

In terms of a redesign budget, “we calculate that the total cost of the redesign falls
well under $100,000,” says Amurgis. “It helps to have a world-class designer on
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staff, so we don’t need to go outside for such services,” says Amurgis, estimating an
outside firm would have charged “in the high six or seven figures” for the effort.

What impact did the redesign have? While AEP hasn’t had time to track long-term
usage trends between the old and new intranets, traffic has increased by almost 30
percent, with over 10,000 unique visitors a day, and over 650,000 weekly page
views.

AEP also carefully tracked intranet usage, beginning the week of the launch. “The
launch week may not depict mature behavior — that is, behavior expected of a
mature intranet — since it featured much exploration, but you get a sense of the
traffic increase,” says Amurgis, who notes that, ultimately, traffic volumes will be
less relevant than top views. “Our goal is not to increase traffic, but to help people
find things more quickly.”

MOST VISITED INTRANET PAGES — BEFORE/AFTER REDESIGN
September 25-October 1, 2006 October 2-8, 2006
(Week before redesign launch) (Week of redesign launch)
Page Views Page Views

AEP Now homepage 284,393 | AEP Now homepage 314,992

AEP Now: A—Z Index 30,830 AEP Now: A—Z Index 39,574

AEP Now: More market 11,618 AEP Now: Weather homepage 30,506

information

Weather: Columbus, OH 7,867 AEP Now: Tasks & Tools 28,676

(zip code: 43216) homepage

Weather: Columbus, OH 5,948 AEP Now: View all Items for Sale | 25,990

(zip code: 43215)

AEP Now Search 5,356 AEP Now: Items for Sale 24,252
homepage

Weather: Tulsa, OK 4,961 AEP Now: Agora homepage 21,352

News story: “AEP 4,610 AEP Now: News & Events 11,776

announces benefits homepage

enhancements”

Find a colleague 3,191 AEP Now: Photograph of the Day | 11,742

Menus 3,176 AEP Now: More market 11,139
information

Future Plans

In 2007, AEP plans to provide intranet access for employees from home, to help
everyone use it. “Many of the field workers do not have ready access to computers,
but their supervisors do, and they are often shared,” says Amurgis. Home access
should thus help the intranet reach a wider audience.

Other plans include updating the company’s Glossary of Terms, which includes terms
that the customer services organization often uses and must define for customers.
“The Glossary existed as a standalone feature of the prior design, and we are simply
linking to it as is, for now,” he says. “We’ll convert it to our new design later.”

AEP also plans to introduce a live chat. “We envision scheduled chats with company
officials, inviting employees to send in questions in advance or during the chat, and
then archiving the chat for all to see after the fact,” he says.
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LESSONS LEARNED

Insights from William Amurgis:

Steel yourself for the redesign. “A redesign is a grueling task: We consumed
large amounts of caffeine, deprived ourselves of sleep, and were separated from our
families on many evenings and weekends. However, | was blessed with two other
team members who possess a somewhat scary can-do attitude and fervor, never
willing to give up or give in, always in pursuit of greatness.”

Respect employees, and collaboration. “Employees are decent, hardworking, and
willing to give you a fair shake if you treat them with respect and make clear that
your purpose is to serve them. Some of our leaders were afraid that employees
would abuse our collaborative environments and use them to express dissent or to
grind an axe. So far, though, the collaboration tools have proven to be immensely
popular, and the employee contributions have been almost lyrical in their quality.
Dissent will come, inevitably — as it should, because it’s needed for growth — but
the value may have already been recognized, and a little dissent won’t ruin the
party.”

Learn to compromise (with yourself and others). “In any redesign effort,
obstacles appear. Many of these are technical, but some involve organizational data
(and access to it), culture, and even politics. Hey, we admit that we don’t know
everything, and sometimes we need to have our enthusiasm bridled. We had to place
practical limits on our vision — or else we’d never launch.”

Small can be nimble. “We’ve kept the intranet team small, intentionally, so it could
be nimble. How this can pay off: Literally, at the 11th hour before launch, we noticed
a problem with some dynamic Flash content on our new front page — nothing to do
with the quality of our work, but some sort of error with how the browser handled
Flash. Together, Joshua and Don rewrote it in an hour.”

Don’t hide your intranet away. “We often receive — and welcome — requests
from other companies to visit us and see a demonstration of our intranet. In
exchange, however, and in true playground style, we always ask to see theirs, too.
We learn so much from these exchanges. In fact, please allow me to publicly thank
all the companies that have shown us their intranets, in person or at conferences, for
their generosity. In many ways, you’'ve influenced us, and | hope that we can return
the favor.”
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Comcast Corporation

Using the intranet: Design team:

Founded in 1963, the Philadelphia-based In-house, Kinesis Marketing, and Modus Associates
Comcast is the nation’s leading provider of cable,

entertainment, and communications products and ~ Members:

services. The company has approximately 21.5 In—hogse: Sean McKenZ_ie. §enior director of
million cable subscribers, 7.7 million high-speed marketing business applications and brand asset
Internet customers, and 1.2 million cable management

telephone subscribers in 35 states. Comcast is Kinesis Marketing: Tom Gamble, technology lead;

principally involved in developing, managing, and  Gordon Miller, creative lead; Michele Marx, designer;
operating broadband cable networks and creating Brian Kempf, designer

and delivering programming content. . i
Modus Associates: Scott McDonald, project

Headquarters: Philadelphia (US) manager; Diane Hoffman, user experience lead;

Number of users the intranet supports: 65,000 Phyllis Ford, information architect; Randall Kato,

. . . - front-end Web developer
Countries with production facilities: US velop

Sales: $22.3 billion (2005)

SUMMARY

This winner differs a bit from the year’s other nine winners because it's not a full-
scale intranet for an entire organization. The Comcast Store is an extranet that
supports the company’s marketing executives, managers, and staff; creative and
media services staff; content contributors; and other staff that needs marketing-
related information. Externally, the extranet supports advertising, PR, and marketing
agencies; freelance copywriters and designers; affiliates and third-party vendors
handling inbound and outbound customer service and telemarketing; affiliates; and
all of Comcast’s local and national fulfillment providers.

The Comcast Store is highly personalized for its users. The extranet references a
user’s job title and status — Comcast employee or external user — to set access
levels.

On the homepage, the entire middle column presents My Alerts, which are user-
specific. Alerts remind people to do various activities, such as to rate marketing
tactics that the user has recently used or to view other material related to recently
accessed content. The system also sends the user these alerts via e-mail. The user
reviews and ratings also help the intranet team understand what’s working and how
to improve content offerings.

People’s schedules today make it difficult for even the most conscientious employees
to remember everything. The Comcast extranet helps its users with gentle reminders
about the little things that can fall by the wayside in a busy person’s schedule. Also,
pushing some content responsibility out to users ensures that the Comcast Store’s
information is always up-to-the-minute.

Stale information is a sure way to repel users or make them mistrust an entire site.
In many sites, we often see outdated content in employees’ contact details.
Organizations often store this information in several places, such as HR and IT
databases. In some organizations, end users are responsible for keeping the
information updated. This can work well if users are committed to using the
directory, the intranet team sends good reminders, and users can quickly and easily
update the information.
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At Comcast, to remind and even somewhat pressure people to keep their personal
information current, the homepage displays, under the user’s name, the last time he
or she updated the information. For example, it might state: You last updated your
profile on December 18, 2005. Users also see this alert in the My Alerts section.

General, corporate news is featured on the company’s main employee intranet,
TeamComcast, while Comcast Store features brand- and marketing-related news and
announcements. The homepage’s What’s New section covers content from all
departments and initiatives that relate to Comcast’s brand, marketing, community,
and customer-service-based initiatives.

(comcast.

Campaigns & Programs

What'’s New

Six

Drive the sel-in of Comcast Digital Cable with
ON DEMAND via the promation of the
premiere of Season Six of The Scprancs on
HBO

Comcast's brand standards have been
updated to reflect the tone and personality
attributes of the "Comcastic!® campaign.
Check out the updated colors, typography,
imagery and other design and graphic cues
that comprise our core brand elements.

The Tennis Channel announces a free :30 or
123/:07 custom taggable TV spot, designed
for Comcast, with the goal of driving your
digital and high-speed data business by using
The Tennis Channels unique brand and
style.

Tactics & Branded Examples

Comcast Store

Brand Standards

o m| t| w| ¢ # a
1] 2| o] a] 8| ¢ May'vE
Thursday
7| 8 8 10| 11 12| 13
14| 15 16| 17| 18| 18| 20
21| 22 23| 24 25 26 27| Sevents
28| 29 30 34

24 Corporate Triple Play Launch Team

Announces the new Triple Play Launch
Kit.

0 Al spots noted have been renewed for

restricted usage through 31 March
2006; therefore they must be reviewed
immediatety

1 fyou would like to order, or continue to

run an above spot for local broadcast
please email Joy Smith.

30 Lance Armstrong: Drive

Research Resources

Triple Play/What's the
Deal Campaign

Aterrific carmpaign covering
TV, print and radic. Don
miss out on this opportunity

Bill Meets Web
Q3-06

This program is designed to
use multiple tactics he bill
to reinforce a value message.

My Alerts

Because you ordered "That's Comcastic™ Letter
Pak we recommend you now consider the
following related tactic

Season Six of The Soprancs

That's Comcastic

New email alert features are available. Please
check your profile.

Tactice & Branded Examples
Campaigns & Programs

Calandar My Profila  Log Out

Comcast Store =]

You last updated your profile on
December 27, 2005

You cumently have 0 itams in your
baskat

View Ordar =

in | select =l

Ready to Customize [5]
02/11/08 Q3-08 HSI Acquisttion..
02/11/08 CDV Comeast Unlimited...
02/11/08 Did You Know...

Ready to Fuffil [2]
02/11/08 Kids Offica ...
02/11/08 Q3-08 CHSI Back to
02/11/08 Comgastic Labs.

Ready to Dawnload (8]
02/11/08 May Campaign/Workplacs
02/11/08 Triple Play/What's tha
02/11/08 COV Comeast Uniimited,

Merchandise
Stationery

Uniforms

Pictured: The Comcast homepage is highly personalized for users, and gently
reminds everyone to keep their personal information up-to-date. (Note: most
of the Comcast Store pages pictured in this report include sample content in

place of proprietary or confidential information.)

In addition to gently reminding people to edit their personal contact information and
details, another key element for keeping Comcast Store content fresh is the editing
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processes: they are fast and simple, and the forms are very well designed. Some
especially notable design elements:

e Pages default to current information, so users easily see the latest
version.

e Labels are understandable and visually grouped with the fields they
accompany.

« Like fields are grouped together, and section titles are visually distinct
from field labels.

e A Save & Continue button is placed in the lower-right corner of pages
following all the fields — the best place for a button that allows action
to proceed.

The Comcast Store’s Common Customizations form illustrates many of these design
approaches.

@bmcast Comcast Store Calandar My Profile

Log Out

Campaigns & Programs Tactics & Branded Examples Brand Standards Research Resources | Comcast Store

You last updated your profile on
Dacember 27, 2005

You curmently have 0 ftams in your
basket

View Order
Individual Customizations Disclaimer Proof Final Approva

The items below have been identified as "common” customizations for the tactics you have selected. Entering the
customizations on this page wil add them to all system versions.

n | Select |

+ HBO Bill Insert
Customn Offer 200 characisrs remaining]
IThree months for only $19.99 a month
Custom Offer Disclaimer 400 characters remaining]
isclaimer — HEO is a service mark of Home Box Office, Inc. Offer ¥ 4 Ready to Customiza (5]
nly available to ner residential customers sith sccounts in good Q306 HSI Acquisition..
tanding located in Comcast wired and servicealle areas. Certain m
ervices are available separately or as part of other levels of 02/11/08 COV Comeast Unlimitad
ervice. A mimimun service subscription is required to receive other I B Y Ko
evels of service. Fot all programming/services are available in all 5 sshcnalt e
) ' ) ' CT e ' Ready tn Fulfil [2]
Hillbilly what thar fish havin' drunk driveway inbred desp-friad tamation et e
114406 Kids Offics
frontparch, siole than bull hootin®.
02/ 0308 CHS| Back to
« HBO Bill Insert

02/11/08 Comeastic Labs.

Ready to Download [8]

02/11/08 May Campaign/Warkplacs
€ Wite your swn Custom Additional Disclaimer 02/11/08 Tripls Play/What's the

02/11/08 COV Comcast Uiniimited

NOTE: Legal Hilluilly what thar fish havin' drunk drivew:
frantparch, stole than bull hy

deep-fred tamation

Merchandise
Stationery

Uniforms

Back to Top

Pictured: The Comcast Store’s clear forms, such as this one for Common
Customizations, help users quickly distinguish between fields, as well as save
information and continue through the process.
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The designers strove to ensure that the Comcast Store would offer a relationship
channel with external users that could grow over time. This forward-thinking
approach is far better than the Comcast Store’s previous version, which was
essentially a flat repository that let external users retrieve logos.

Of course, while Comcast employees also use this site, their needs differ from users
at external agencies. The Comcast Store therefore offers a limited-access homepage
for external users. For example, a freelancer might need to view brand standards.
Appropriately, however, designers have ensured that when external users log in,
they never feel as if they’re restricted from seeing the good stuff. Designers were
careful to make external users’ access experience as close to the full-access
experience as possible, complete with feature areas and news and events
information to further their knowledge of Comcast.

(Comcast.  Comcast Store Calandar My Profie

Log Out

Campaigns & Programs | Tactics & Branded Examples Brand Standards | Research Resources Comcast Store |

You last updated your profile on
December 27, 2005

g covering
radio. Don't
miss out on this cpportunity.

in | Select -
Bill Meets Web —_
Q3-06

This program is designed to
usa multiple tactics he bill
to reinforce a value message.

Panding ltems

Campaigns & Programs

3, Tactics & Branded Examples
What's New Calendar My Alerts e
1706 Video Campa o s S = Y I ™ S T— My Profia
i) 2] a] & 8| s :‘:5’ D: soane
ursda y “That" castic™
7 8 o 10 11| 12 13 Y Because you ordered "That's Comcastic™ Letter Images
Drive the sel-in .of Comecast FJr;naI Cable with 14| 12] 16| 17| 18] 18] 20 Pak \«fn recommend .you now consider the Competitva Intaligenca
ON DEMAND via the promotion of the following related tactic. g i
premiera of Season S of The Soprancs on ) 22| 23| 24| 26| 26| 27| Sevants i
HBO 23| 29| 30| N

Season Six of The Soprancs

That's Comcastic
5/24 Corporate Triple Play Launch Team

Announces the new Triple Play Launch

Comcast's brand standards have been Kit
updated to reflact the tone and personalty
attributes of the *Comcasticl™ campaign. /20 Al spots noted have been renewed for
Check out the updated colors, typography, restricted usage through 31 March
imagery and other design and graphic cues 20086, therefore they must be reviewed
that comprise our core brand elements. immediatety.
= e -

Pictured: The Comcast Store’s Limited Access homepage offers information,
downloads, and a welcoming and positive experience for external users. This
helps prevent external users from feeling like they’re simply viewing a partial
version of the real thing.
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The homepage’s calendar feature helps employees keep abreast of marketing
events. The calendar includes national and local events, and users can filter their
views in several ways. A drop-down list lets users choose a month and day via the
calendar table. Or, users can choose a specific date via the drop-down lists. Filters
let users view items by selected date and various other criteria.

Users with appropriate access levels, including the site’s corporate and local content
administrators, can add or edit events. Facilitating this decentralized content editing
further ensures that the Comcast Store stays fresh and communicates the latest
information to users.

@jomcast Comcast Store Calendar My Profila  Log Out

Campaigns & Programs  Tactics & Branded Examples Brand Standards | Research Comcast Store

Yau last updated your profile on
Dacember 27, 2005

You currantly have 0 tems in your

basket
View Drder
[uty =]
in | Select i
Manth Day Vear =
o = [ [0
Gy Viawy || Monthly View | | quartary View Ready o Customize [5]
02/11/06 Q3-06 HSI Acguistion. .
D2/11/08 COV Comeast Unfimited...
Types Sponsarfs) Keyword i )
! 02/11/06 Did You Know...
| Al EIR Y | : Ready ta Fufil [2]
02/11/06 Kids Offica ...
[~ e 02/11/08 Q306 CHEI Back to..
: 02/11/06 Comeastic Labs...
[~ Jul05 ComeastProgram Launch Campaign

Ready to Downlad (8]
Keep c py by s

02/11/06 May Campaign/

02/11/06 Tripla Play/\

02/11/06 COV Comcast Uniimited...

r Jul07 Competitor Analysis Re ampaig
To infarm parents tha
I Event
r Jul18 Comcast Marketing Training Webinar Training -
Convinca small businass owners to switch to Comeast Warkplace Merchandise
Stationery
Uniforms
Back to Top

Pictured: A simple, well-designed form lets users sort and filter marketing
calendar events.

The Comcast Store offers a substantial amount of marketing information, allowing
marketers to research, architect, proof, deploy, and track multimedia ad campaigns.
Some of these processes were previously stored in various places, including offline.
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The intranet integrates the processes, including print, online, and television efforts.
With so much content, making it easy to find and view information is important.
Navigation is limited to two main sections: five top-level menu choices in the top
horizontal navigation (Campaigns & Programs, Tactics & Branded Examples, Brand
Standards, Research, and Resources) and a utility navigation in the upper right
(Calendar, My Profile, and Log Out).

Browsing using menus is one way to blast through the intranet, but the Comcast
Store’s users also like to use search. The default search results page displays the
result’s date, type of marketing initiative, title, document type, and the relevancy
ranking — all the important information users need to decide what to click next, and
whether they have a result they need. And, if they don’t find a useful result, the
search results page offers the option to search again. No need to click the Back
button.

In itself, this is a useful search results page. What’s more interesting and helpful for
Comcast Store users, however, is the view that appears when they click the Show
thumbnails tab. As marketers, many of the site’s users identify with content based
on its appearance. They might be looking for a particular logo or image, for example.
Show thumbnails displays the search results as graphic images, which also works
well here because much of the intranet’s content is graphical.
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(Comcast  Comcast Store Calondsr My Profle  Log Out

Campaigns & Programs = Tactics & Branded Examples = Brand Standards  Research = Resources

You last updaled your profile an
December 27, 2005

You curmently have 0 ftams in your

baskat
View Order
igns & Programs
& B d Examples (13)
Research
in | Select =l

Up stew havin® fence hayseed, shotgun shotgun got confounded darn maw thar damn heffer fancy. Water havin® barn stumped
fish confounded trailer city-slickers crazy gonna, tin out y'all. Rodeo had rent city-slickers, gonna if, jest, hoosegow is. Muster,
cabin fixin' shiney cow, clan, pot, foreclose.

hide thumbnails show mbnails = ! [
u show thumbnails Ready to Customiza 5]

02/11/08 Q308 HSI Acquisition...

showing 11025 0f50 page 1|2 w»  gotapage [ il :
02/11/08 COV Comeast Unlimited...
02/11/08 Did You Know...

Keyword or ADID Type Segmant Ready to Fuffil [2]

| | All Types | IAII Segments x| LEFTHRG Mttt

02/11/08 Q3-08 CHSI Back to

Products Saction
02/11/06 Comeastic Labs
| All Objective | | All Products x| | All Sections |
Ready to Download [8]
. 02/11/06 May Campaign/Workplaca..
i 02/11/06 Triple Play/What's the...
Magazine Ad Q1 ‘06 Video axp 89% 02/11/06 COV Comecast Uniimited. ..
04 Bil Insert Thats Comecastic PDF 8%
Flyer Q1 ‘06 COV Product Differentiation Many 89%
Pnnt Ad Q1 '06 CDV Acquisition B82%
Merchandise
Radia Productivity poc 20% Stationery
Uniforms

showing 11025050  paged|2 W gotopags |

Back to Top

Pictured: The search results page shows the information users most need in
deciding what to read, and also lets users quickly search again from the same

page.
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Comcast Store

(Comcast.

Campaigns & Programs

List View | Gallary View

Brand Standards

Objactives
| Il Objectives x| | Al Products =l
Show All [12] gill Inserts [3] gill Boards (2]

Stop
writing
big
checks.

Stop writing big checks

Comgcast Digital Voice:
Pick up the phone.
Bring down your home

-BEE-COMCAST

Pick up the phone
B

456-760-123

Back to Top

Pick up the phone.
Bring down your
home phone bill.

D -

Pick up the phone

123-456-789-123

01/02/03

Comcast Digital Voice:
Pick up the phone.
Bring down your home

#-B88.COMCAST

Pick up the ph
DID: 123-456-789-123

Research

Resources

Stop writing big chd

to the phone comps

Stop writing big checks

789-123

Calandar My Profile  Log Out

Comcast Store

You last updated your profile on
December 27, 2005

You cumantly have @ ftams in your
baskat

View Order

in | Select =l

Ready to Customize [5]

Comcast Unlimited...
02/11/08 Did You Know...
Ready to Fuffil [2]
02/11/06 Kids Office ...
02/11/08 Q308 CHSI Back ta...
02/11/06 Comcastic Labs...
Ready to Download (8]

02/11/06 May Campaign/Warkplaca .

02/11/08 COV Comcast Uniimited. ..

Merchandize
Stationery

Uniforms

Pictured: Users can also view search results as image thumbnails. This is
especially useful here because marketers are often looking for a particular
campaign and will recognize its distinct visual identity.

The Comcast Store’s search and navigation features expedite users’ ability to find
information. Once they find the specific intranet area they’re seeking, they don’t
need to open a specific Web page to get details because the Comcast Store provides
helpful rollover content previews when users hold their mouse over an item. For
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example, when viewing the Tactics & Branded Examples area, users see a list of
marketing efforts that they can sort using various criteria. The table of results shows
the most basic information, but if users waive the mouse over a title, a pop-up box
appears, displaying everything from a prominent campaign image to a short, written
description.

@_’_omcast Comcast Store Calendar My Profle  Log Out

Campaigns & Programs Brand Standards | Research Resources | Comcast Store x|

You last updated your profile on
December 27, 2005

You cumently have 0 itams in your

baskat
View Ord
Tactic types are listed by product with an available total for each il o
type. Added new categories for Launch Kit, Guide and Welcome g
L0
@
in | Select fhd |
y to our list
List View | Gallery View
showing 1t0250f50 page1|2 ® gotopage [
Ready to Customize [5]
Objectves Products
0211 Q3-08 HSI Acquisition..
All Objectives . All Preducts i
i g ‘_E I “'I 02/11/08 CDV Comcast Unlimited...
02/11/08 Did You Know...
Ready to Fulfill [2]
o = : LI 02/11/08 Kids Office ...
s DV Acquisifion 02/11/08 Q308 CHSI Back ta...
riea o 02/11/08 Comeastic Labs...
Q1 '06 COV Product Differentiatiof
Ready to Download [8]
That's Comecastic 02/11/08 May Campaign/Warkplaca
Q1 ‘08 Video A e : 02/11/08 Tripla Play/What's tha

02/11/08 COV Comeast Uniimited...

Merchandise
Back to Top

Stationery

Uniforms

Pictured: The Tactics and Branded Examples displays vital information for
various marketing efforts. The rollover content previews let users browse
efficiently by displaying the most important information when users mouse-
over the links.

This is an interesting idea, and content below the pop-ups still shows (faintly)
through, so the bubble doesn’t completely obscure the existing information.
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aducts Cabla (digial),

e El il OVR. HOTV
Jbjactives Apquisdtion
=had 0.3/31/05
lactic Types  Buckslip
Dvarview Educate consumers on benefits of Comcast Digital

Cable with sarvica {in melation to satelile sarvica) and
acquire new subscnbers to the Comeast Digital with

HBL level of sarvice..

agments Mon Subscnbers

Pictured: A close-up of a mouse-over message. Note how the bubble (built
using ASP.NET Ajax technology) doesn’t completely obscure the information
beneath it.

This intranet’s excellent design and feature set didn’t emerge by chance. In
particular, the Comcast Store’s redesign team invested in their users by employing
some of the very best behavioral research methods available. For example, they
used card-sorting techniques to determine how users name and categorize menu
items. They also conducted usability testing on prototypes before anyone had settled
on a particular design. This is appropriate because users are typically more open to
commenting on prototypes than they are on “finished” working software. Conducting
this kind of behavioral research — watching real users — is the most helpful tool for
creating useful, transparent design.

Other research methods also helped the team achieve their noteworthy design. For
example, studying server logs provided Comcast Store designers with excellent
insights into areas of the intranet people use, how regularly they use them, and what
they tend to ignore. Designers also conducted surveys, exploring how users feel
about features. Finally, for quick-and-dirty insights, developers conducted heuristic
evaluations, reviewing their own designs with these things in mind: users and their
tasks and experiences, and the design goals.

An intranet’s look and style sets a mood, and creates expectations in users. Is the
look outrageous, or reserved? For the Comcast Store, a bold design and engaging
aesthetics make the intranet experience visually exciting. Expert use of white space
and color engages users, and leads their eyes around pages effortlessly; users can
breeze through text and easily locate headlines, thanks to their placement, size, and
color. A daring color palette — marrying orange, aqua, pink, and a shade of green
perhaps reminiscent of food going bad — works surprisingly well.
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In short, through a combination of careful planning and astute risk-taking, the
Comcast Store design team not only achieved a very original look, but also an
excellent design and an easy-to-use site.

URL AND ACCESS

The Comcast Store’s URL is http://www.comcaststore.com. The site is not the default
start page for users.

CONTENT MANAGEMENT

The Comcast Store uses a custom-built CMS. “This system contains multiple
permission levels and workflow automation, enabling submission, approval, and
review of content before it goes live,” says Thomas Gamble, the technology lead for
Kinesis Marketing, which is based in Morristown, New Jersey. The CMS runs on
ASP.NET 2.0, SQL 2005, and ASP.NET Ajax controls.

Content owners and permission levels vary based on department, location, and job
level, and range from field personnel to headquarters staff to product stakeholders.
For example, corporate marketing manages creative content, internal marketing
content, and news, while the business intelligence group manages research content.
Each department designates contributors to control access and maintain content-
quality standards.

The CMS, in conjunction with page templates, governs page layouts. “As the
presentation of content is largely CSS-driven, we are able to ensure that our content
is consistent in its presentation, completeness, and — through the CMS tool — has
been assigned the proper level of meta-data to make it easily searchable and (when
appropriate) readable in digest format,” says Sean McKenzie, Comcast’s senior
director of marketing business applications.

The system tracks document changes using a “last-edited” stamp. In the future,
however, the Comcast Store design team plans to make the site compatible with
Comcast’s existing Artesia Teams software, to help manage digital assets. “Once
integrated, we will utilize the CMS tool for page-level content and the digital asset
management tool for managing Microsoft Word, PowerPoint, Quark Express, Adobe
InDesign, and various other types of documents,” says McKenzie.
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(Comcast.  Comcast Store Administration el Prlle,, (Dt [l

Content Manager | Order Manager | Reports Manager | MarketingApps | MetaData Manager | Feature Manager | User Manager |

Your Are Hare > CSA Home > Festurs nager > atu exiLst > Feature Text Edit

You last logged in on July 21, 2006

Publish Feature
Fleld Value
= e Administrations Sit
Titla Triple Play/What's the Deal Campaign £+ 1T Ak atine ok
¢ Look up apage
Intro A terrific campaign covering TV, print and radio. Don't miss out on this cpportunity.
Description The Triple Play campaign bas been designed for yowr needs. It

promotes all three Comcast produsts in & fun and informative
way. Use it as a campaign or just purchase indiwidval bactics

Link Text Find our more about this incredible campaign
Link Url http:/ jwww.comcast.com

Primary Image

Secondary Image

_secondary.ipg

Date Created o7

nore

Modified By David Washington

Pictured: A CMS admin page. The integrated, intuitive content management
interface makes it easy for non-technical employees to contribute content; it
also ensures proper classification.
TECHNOLOGY
Technologies employed for the Comcast Store extranet include:
e ASP.NET 2.0
e Infragistics Ul Tools
e ATLAS Controls
e ASP.NET Ajax
e SQL 2005
e WebSideStory Search and HBX Reporting Tools
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e Mantis Bugtracker
e Windows 2003 Server
e Dell Servers

“We are currently working on further integrating other tools to help manage, version,
and distribute marketing, advertising, training, and communications materials,” says
McKenzie. The planned upgrades include the Artesia Teams tool, mentioned above,
plus:

e Visible World’s Intellispot (already used for real-time versioning and
electronic distribution of TV spots)

e Quark DDS (currently used for real-time versioning of Quark Express
print advertisements)

e Adobe InDesign (planned for early 2007, for real-time versioning of
Adobe InDesign files)

For search, the Comcast Store uses WebSideStory Hitbox, and designers frequently
reference its information to improve the site’s usability. “In fact, recent advances in
the WebSideStory Hitbox reporting tool enable us to more easily track and report on
all site-related searches,” says Scott McDonald, managing director of Modus
Associates LLC, based in New York City, and project manager for the Comcast Store
redesign project’s user experience component. McDonald sees a general
improvement in search tools over the past few years, resulting in better search
results. In addition, “they are being deployed more skillfully by designers and
intranet teams — i.e., they are more usable — and there are also more best
practices available to guide teams.” Thanks to all these changes, he says, “the
overall effect has been an improved search experience and increased user trust in
search.”

The Comcast Store team drew best practices guidance from the Comcast website
teams, and expects to further apply their insights and utilize their tools for the
Comcast Store.

GOALS AND CONSTRAINTS

Redesign goals:

e Create a common community and vision among Comcast’s widely
distributed and regionally focused marketing staff.

e Encourage a culture of knowledge sharing and collaboration.

« Improve site usability and the “findability” of enterprise marketing
assets.

e Establish an authoritative and comprehensive marketing knowledge
base for the company.

e Provide a platform for sharing best practices.
e Maintain greater brand consistency.

e Deliver more value for Comcast’s marketing spend through asset
reuse, more efficient workflows, and more timely and informed
decision-making.

Redesign constraints:
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e “Limited Comcast resources (people and budget), coupled with an
aggressive timeline in order to keep pace with the organization’s
continually evolving and demanding marketing needs, added some
interesting challenges to the project,” notes Gamble.

e “Although our previous design and technical resources — Panoptic
Communications and Big Green Solutions — did a fine job in helping
the Comcast Store evolve and grow, the enormity and complexity of
the Store required us to approach the rebuild from a completely new
perspective,” says McKenzie. “Taking the lessons learned from
Panoptic and Big Green enabled Kinesis and Modus to further improve
on the design and utility of the Store to make it a truly mission-critical
marketing business application.”

BASIC INTRANET FEATURES

Basic Comcast Store features include:
e Marketing-related news and events
e Market research library
e Brand guidelines and assets
e Marketing campaign creation, deployment, and tracking tools
e Stationery, collateral, and branded merchandise fulfillment
e Peer ratings and reviews of content
e Site search
e E-mail alerts and notifications
e Customization and personalization
e Account management
e Integrated CMS
e Links to internal marketing programs

USERS

The Comcast Store serves a potential audience of 65,000 people in over 40 states.
Access levels and content vary based on job title and status (Comcast or external
user).

Comcast users:
e Marketing executives and managers
« Marketing, sales operations, and product development staff
e Creative and media services staff
e Government, community, and PR
e Employee communications and HR
e Content contributors
e Non-marketing employees
External users:

e Marketing and advertising agencies
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« Fulfillment vendors

e Partner companies

e Affiliate networks

e E-tail and retail partners
e Freelance contractors

External users are non-Comcast employees and include vendors — such as
advertising, PR, and marketing agencies — as well as freelance copywriters and
designers. Additional users include affiliates, third-party vendors handling inbound
and outbound customer service and telemarketing, and all of Comcast’s local and
national fulfillment providers.

USER TASKS

Using the new Comcast Store, Comcast marketers and partners can:

e Quickly access the latest marketing news, events, strategies, and
tactics.

e Track to-do’s and deadlines.

e Conduct market research.

e Find and download enterprise brand standards and marketing assets.
e Research, design, and execute marketing campaigns.

e Customize and order marketing materials, supplies, and stationery.

e Find and collaborate with marketing colleagues around the country.

e Learn and share best practices.

e Contribute and comment on site content.

e Manage their user profiles, set alerts and notifications, and personalize
content display.
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INTRANET TEAM

- i

Pictured: The Modus Associates Team; (from left) Randall Kato, Diane
Hoffman, Scott McDonald. Not pictured: Phyllis Merikallio Ford
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Pictured: The Kinesis Marketing and Comcast Teams; (from left) Brian Kempf,
Kate Rumore, Tom Gamble, Sean McKenzie (Comcast), Amanda Sackawicz,
Derek Grier. Not pictured: Pankaj Dalal.

The current Comcast Store team includes one Comcast employee and two full-time,
external personnel. “Historically, we have had one full-time resource dedicated to the
Store responsible for managing and coordinating with all of our content stakeholders,
partner agencies, fulfillment providers, and external support staff,” says McKenzie.

Over time, the Comcast Store has expanded to address the needs of non-marketing
groups and departments representing key customer, partner, and government and
community constituencies. As a result, Comcast has begun relying on external
partners for development and day-to-day content management.

The Comcast Store is part of Comcast’s Marketing Communications department,
which has helped raise its profile and improve the resources it can tap, says
McKenzie. “The fact that the Comcast Store resides in Marketing Communications
has enabled us to focus on the needs of our marketers while assisting in various
education, training, and communication initiatives that support all of Comcast and
our external constituencies.” The Marketing Communications department also
contributes substantial content resources to the Comcast Store, which helps make it
more successful.
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BACKGROUND

The Comcast Store first launched in 2000 as an online file directory to provide
centralized access to corporate marketing assets and brand guidelines for the
company’s marketing staff, located throughout the US.

The next major site evolution occurred in 2002, when Comcast acquired AT&T

Broadband. “Though mainly a redesign of the page layout and information

architecture, the redesign enabled the consolidation of the AT&T Mart, Go Comcast
Brand Center, and the Comcast Store into a single, more user-friendly, and more
robust central repository for marketing and advertising content,” says McKenzie.
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Bill Meots Web — Qrder Window Dec 16th thru Jan 6th.
Exclusive ON DEMAND April promotion of comedy month and High-Speed Internet McAlee Securty.
—__ »order today
HSI Privacy Policy Statement — Special Print Run Savings
[7.] Each year every HSI subscriber must receive a Privacy Policy Statement. We are now running a special quantly printing for a January 30th delivery
to your Biling Center. To take advantage of these special savings you must place your order before January 8th.
| » Order Tooay!

O Print Window: Fri Dec 16th through Fri Jan 6th.

Video Privacy Policy Notification — Special Print Run Savings
This window is for anyone who wil insert the Privacy Policy Jan 24th through Jun 30th, 2008. » Order today

Check out the UPDATED Comcast Reference Guide!
Use this helpful tool to learn about the latest product features and benefits. Find interesting company information 100, ke the History of Cable
% and the History of Comcast

# download today

Broadcast Spot Expirations

A

You are required to notify any members of your team or additional contacts that may have access to these spots, or access o any variations or
customizations whatsoever, of the expiration. » read more

+ Comcastic Tea Kettle & Horror = Green Light
+ Security -+ Enhanced Communications
+ Portal Person “ How Fast Radio

Comcast Brand Awareness & Image Tracking Study

Wave 6 results are in. The A8l study is a quantitative, footprint-wide research study conducted semi-annually to monitor brand awareness, image
and satisfaction. Reporting is done nationally, by division and for key DMAS
» downioad today

D back ta top

| Store Home | Marketing | Brand Center | Suppliers | Depariments | Site Index | My Profis | Contacl | Help | Log Oul |
& Copyright 2008 Comeasl Corporation. Al Righis Reserved. Prvacy Poley

Pictured: The previous Comcast Store homepage.

View Cart =
search B

Q1'06 New Positioning
Campaign

» Info & Order
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comcast.

ComcastStore

Store Home | Brand Center View Cart =

Search Results

YYour Search: |Bill Insert Search

Displaying results 1 - 20 of 77 total results

------- 1. Billlnsert
High-Speed Intarnet, ON DEMAND Retention No Bill Meets Web Q2-06 01/06 Cabie (dighal).....Internet Retention No McAfee Security Bll Insert 12/05 High-Speed Internet
Sile Index Retention No......Acquisition Bill Insert 10/05 Digital Voice Brand Yes CDV Teaser Bill Insert 10/05...._Bill Insert 10/05 High-Speed Internet Upgrade Yes HSI Acquistion Bill Insert.
WMy Profile Homa > Marketing > Indwvidual Tactics
Conlact
Help 2. Competitive Bill Inserts 2004
ficss Ot . Bill Insert Description Three versions of a four color, two sided, 3.5 x 6.75 inch Bill......please email Lisa Gross. The inserts will be printed by the billing vendors DTS and CSG

for......Insert quantity for Billing Vendor and quantity for Samples: Quantiy for Billing Vendor..... Billing Vendor name and address: Contact Name Company Address1 Address2...
Homa > Marketing > individual Tactics > Bill Insert

@

iGuide Bil Insert 2 parel

.. Tactic Bill Insert Description Standard Bill Insert. Note there is also a four panel.... communicated in any way other than these bill inserts. Preview Download......one billing vendor
location to another. Please request printing schedule i bill Insnl‘l is..... To Select Ship To Address... Office —— Add Address ... Select
Homa > Marketing > Campaigns > Sheif Campaigns > de

4. iGuide Bill Insert 4 panel
Tactic Bill Insert Description Standard Bill Insert. Note there i also a two panel..... communicated in any way other than these bill inserts. Preview Download......one billing vendor
location to another. Please request printing schedule if To Select Ship To Address... Office ——— —— Add Address... Select
Home > Marketing > Campaigns > Shelf Campaigns > O -

o

DVR SA Bill Insert
. Tactic Bill Insert Description 4 color Bill Insert Product(s) Gable Emgnan DVR......one billing vendor location to another. Please request printing schedule If bill insert is..... To
Select Ship To Address... Office -« - Add Address.

Homa > Marketing > Campaigns > Sheif Campaigns > DVR La

6. DVR Microsoft Bill Insert
Tactic Bill Insert Description 7 x 3.5, 4 color bill insert Product{s) Cable......one billing vendor location to another. Piease request printing schedule if bill insert is..... To Select Ship
To Address. .. Office - - Add Address... Select
Homa > Marketing > Ca > Shetf Campaigns > DVR Launch

7. DWVR Motoroia Bil Insert
. Tactic Bill Insert Description 4 color Bill Insert Product(s) Cable (digital), DVR......one billing vendor location to ancther. Please request printing schedule if bill insert is.....To
Select Ship To Address... Office -- - Add Address... Select...
Home > Marketing > Campaigns > Shelf s> DVR Launch
8. DVR and ON DEMAND Bil Insert
Tactic Bill Insert Description Two sided bill insert promoting ON DEMAND and DVR.______one billing vendor location to another. Please request printing schedule if bill insert
is......To Select Ship To Address .. Office
Homa > Marketing > Individual Tactics > Bil
9. HSI Acquisition Bill Insert
. Tactic Bill Insert Description Two sided, 8.5 x 3.5 inch, Four color Bill Insert.......one billing vendor location to another. Please request printing schedule if bill insert is. ... To Select
Ship To Address.. - Add Address... Select..
Homa > Marketing > Campaigns > Shait Campaigns > 04 05 Naw Positioning
10. Refer-A-Friend Bil Insert
BIll Insert Description Four color front, two color back 8.5 x 3.5 inch Bill Insort.......one billing vendor location 10 ancther, Please request printing schedule # bill insentis..._To
Sslect Ship To Address. ., Office - - Add Address... Select.
Home > Warkeling > Individual Tac
11, Take One (or Bil Insert]
this tactic can be customized and used as a bill Insert. Produci(s) Cable (basic), Gable......Bill Insert (include customizations below) Customize As Bill Insert Phone Number
MSO.....To Select Ship To Addre: - Add Address. . Select..
Home > Marksting > Campaigns > Sh able Movers Hatline
12, Mo ity Bill In
... Tactic Bill Insert Doacrlphon Four color 6.5 x 3.5 inch Bill Insert. Product(s)..... Use To be used in bills to provide customers with a value message....... To Select Ship To Address
0 -+ Add Addross... Select.
Ha g > Ind Tactics or
18, Bill Insert

1 2c Bill Insert Guidelines Please review the identity standards before using this file......2 4c Bill Insert Usage Guidelires Please review the identity standards before using this.
Brand Centar> Branded Examples > Templatas

20. HS! BillInsert Comeast.net
. Tactic Bill Insert Description Four color, two sided § x 3.5 inches, folded.......
Ship To Address... Office —- .. Select...

Homa > Marketing > Individual

Your Search: [Bill Insert Search |

Dissatisfied with your search results? Help us improve

| Store Home | Markeling | Brend Cenler | Supoliers | | Sile Index | ynmve | Contacl
& Copynght 2006 Comoast Cararation. All Rights Reserved. Prvacy Polioy

[ Helo | Log Oul |

Pictured: Comcast Store search results prior to the most recent redesign.

DESIGN PROCESS AND USABILITY ACTIVITIES

By 2005, however, the Comcast Store needed a redesign. “By 2005, over five years
of ad-hoc site growth had created issues with the site’s information architecture,
design, and usability,” says McDonald. At the same time, Comcast itself was
changing — “rapidly evolving from a decentralized grouping of regional cable
providers into a national, more streamlined and integrated media and
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communications powerhouse,” says McDonald. “It was against this backdrop that we
set out to conceive a new Comcast Store that would reflect the company’s new
culture and support its business objectives for years to come.”

The redesign team employed a number of usability techniques to direct the redesign,
including:

e Card sorting

e Heuristic evaluations (expert reviews)

e Surveys

e User and stakeholder testing of new design prototypes

e Server log analysis

e Observing support calls and training sessions

The old Comcast Store had no customer support infrastructure. “This project
instituted an e-mail-based feedback system,” says Gamble. This system helps reduce
calls to the external vendors who handle fulfillment-related customer support calls.

Usability results didn’t surprise the redesign team. “The results more or less
validated what we had already suspected,” says McKenzie. “The only real surprise
was that a number of users just weren’t aware of the updated functionality and
content. This lack of promotion and communication appeared to be the main driver
for low usage. Since our initial studies, we have been much more proactive in our
internal communication efforts and have seen an increased usage of the site and its
services.”

McDonald says the redesign also used several external resources, including:
e Forrester research papers on intranet design

e Intranets: Enterprise Strategies and Solutions (a Bi-Monthly Industry
Newsletter)

e Nielsen Norman Group’s Intranet Design Annuals (2003 and 2005) and
Building Intranet Portals: Report from the Trenches

e Dan Sullivan’s book, Proven Portals

“We also relied heavily on the past experience and expertise of the Comcast Store
business owner, Kinesis Marketing, and Modus Associates,” says McKenzie. “The
combined expertise of all parties helped to identify and craft a sound business
strategy and approach to upgrading and maintaining the Comcast Store.”

From surveying key Comcast Store stakeholders, the redesign team learned essential
information for guiding the redesign:

e Most users visited the Comcast Store less than once a month; few
were frequent visitors.

e Users overwhelmingly used the Comcast Store to retrieve logos and
images — not for news, guidance, or collaboration.

e Many employees found the site navigation hard to use.
e Users wanted more e-mail updates to alert them about new content.

“Our research showed us that while usability was an issue with the old Comcast
Store, lack of compelling or ‘value-added’ content was the main reason for low
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usage,” says McDonald. “The Store was used mainly for quick retrieval of graphic
assets, while most of the site’s content remained unused and unknown.”

TIMELINE
e 2000: First Comcast Store launched.

e 2002: Comcast Store redesigned to accommodate Comcast’s acquisition of
AT&T Broadband

e 2005: Redesign began to improve the Comcast Store after years of ad hoc
updates.

e 2006: Redesign launched one year after it began.

RESULTS

The redesigned Comcast store includes a number of innovative features. Beyond
improved sections for such things as brand standards and research, some of the
newer features include:

e Marketer’s Desktop. Supports marketing campaign creation and
deployment — in print, online, and on television — letting marketers
research, architect, proof, deploy, and track multimedia marketing
campaigns for rollout anywhere in the country. This feature integrates
formerly separate online and offline processes and fulfillment systems.

e Comprehensive alerts and reminders. Automatic system alerts via
e-mail or handheld messaging communicate content updates, changes
in legal policy, and expiration of rights-managed content, which helps
mitigate risk and maintain brand consistency.

e Automated versioning and distribution tools. These tools have
reduced the need for internal and external designers and producers to
order or download assets and version those assets offline. According to
McKenzie, this results in “significant time and cost savings.” Also, the
tools are constantly revised to improve efficiency.

e Modular, portal-style architecture. This feature prepared the
ground for easy integration with the company’s main employee
intranet, TeamComcast, which is itself scheduled for a redesign.

e Highly personalized user experience. Whereas employees viewed
the previous Comcast Store as a headquarters-centric, top-down
information resource, the new Store delivers content based on user
role, region, and responsibilities, creating a highly relevant and
efficient experience.

e Comprehensive internal marketing program. This ensures that no
matter what path users take through the site, they’re still exposed to
key messages and content.

e Integration of “consumer-style” features. These engaging
features include peer reviews, star ratings, and transparency rollovers,
helping eliminate the traditional aesthetic boundary between “internal”
and “consumer” sites.

e Revamped CMS interface. The new interface helps non-technical
employees more easily contribute and properly classify content.

m INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

e Comprehensive set of related links. The link sets give users a more
complete picture of all relevant data.

These improvements have already helped reduce spending and improved Comcast’s
ability to quickly develop marketing campaigns. “Using the Comcast Store to help
version TV spots has reduced versioning and distribution costs by 50-60%, and
reduced delivery time by 50-75%,” notes McKenzie.

@'_omcast Comcast Store Calandar My Profila  Log Out

Campaigns & Programs Brand Standards | Research Resources | Comcast Store x|

You last updated your profile on
December 27, 2005

You cumently have 0 items in your
baskat

View Order

in | select =l

123-123-123-123

Ready to Customize [5]

ltem Details | Best Practicas | Peer Reviews | Related Contant | Expiration
02/11/08 Q306 HSI Acquisition..
02/11/08 COV Comeast Unlimited...
02/11/06 Did You Know...
Ready to Fuffil (2]
Non Subscribers

02/11/08 Kids Offica ...
02/11/08 Q3-08 CHSI Back ta...
02/11/08 Comeastic Labs...

Ready to Dawnload (8]

02/11/08 May Campaign/Warkplace...

* Offer Disclaimer 02/11/08 Triple Play/What's tha...
* Additional Disclaimer

* Expiration Date 02/11/08 CDV

Comcast Unlimited. ..

te

Merchandize
Back to Top
Stationery

Uniforms

Pictured: All content items are now packaged with comprehensive related
links (including best practices and peer reviews) in an easy-to-use tabbed
format, giving users a complete picture of all relevant data. Introduction of
popular, consumer-world features such as peer reviews and star ratings
increases engagement, scannability, and allows formerly dispersed marketers
to collaborate with peers.
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(Comcast Comcast Store

Calandar My Profile  LLog Out

Campaigns & Programs | Tactics & Branded Examples

Research | Resources  Comcast Store

You cumantly have 0 itams in your
baskal

View Order

n | Select |

stomize {5]

& HSI Acquisttion..

meast Unlimitad...

fou Know...

Uniforms

Pictured: A top-level Brand Standards page, which includes mission-critical
content for the intranet’s audience.
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©omeast  C

Campaigre 4 Programe Tictics & Branded xamplos  BrndStndunde  Rescorch  Fssoues

et & Brasded Exerpies el S Reteareh  Rossowses

Compaigra & Progeame  Taction & randed Bxsepies  Drand Stndards  Ressarch

comcast | HB®

Pictured: Four screens in the “check-out” process that Comcast marketers use
to choose, customize, proof, and buy corporate advertising online.
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LESSONS LEARNED

Insights from Thomas Gamble:

Court stakeholders, and visualize your product. “While the success of this
project was largely due to a strong project team and exceptional stakeholder
support, two process items worth noting were constant stakeholder check-ins and
most importantly, product visualization.

Use working wireframes. “While many redesigns are driven by a ‘flat’ design
approach, we were able to leverage traditional wireframes and layered HTML
prototypes that allowed stakeholders to visually “click” through pages, creating the
illusion of a working site. This facilitated reliable stakeholder buy-in since they were
able to ‘interact’ with the site, therefore making it more of a reality. In our opinion,
this step was the most important.”

LESSONS LEARNED FROM 5 REDESIGNS

“In the course of designing five corporate intranets over two years, we have learned
that certain principles will dramatically increase the likelihood of success,” says Scott
McDonald, project manager for Modus Associates.

Those principles are:

Be user-centered. “Choose a design firm that follows user-centered design
principles: Then involve users and stakeholders up front, and keep them involved
throughout the project.”

Integrate. “Integrate very closely with your design team and communicate
constantly.”

Plan on paper. “Plan carefully and design on paper before proceeding to
development. Careful up-front planning will also help you to budget realistically.”

Think business. “Don’t approach your intranet mainly as a technology project.
Treat it as a business and communications challenge.”

Use phases. “Don’t try to do everything at once. Many firms try to ‘boil the ocean’
and redesign every aspect of a large intranet within a tight timeframe and budget.
Invest in planning up front, then design and build in phases for maximum impact.”

Redesign is ongoing. “Approach your intranet as an ongoing program instead of a
one-off project.”
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DaimlerChrysler AG

Using the intranet: Design team:
DaimlerChrysler is an automotive company In-house (the Communications/Corporate Media &
whose portfolio ranges from small cars to sports Marketing group)

cars and luxury sedans, and from versatile vans
to heavy-duty trucks and comfortable coaches.
DaimlerChrysler’s passenger car brands include
Maybach, Mercedes-Benz, Chrysler, Jeep, Dodge,
and smart. Commercial vehicle brands include
Mercedes-Benz, Freightliner, Sterling, Western
Star, Setra, Mitsubishi Fuso, Thomas Built Buses,
and Orion. The company also offers financial and
other automotive services through
DaimlerChrysler Financial Services.

Headquarters: Stuttgart, Germany

Number of employees the intranet supports:
382,724 (2005)

Countries with production facilities: 45
Annual Sales: €149.8 billion (2005)

Members:

Christian Fachat, senior manager of Web
Communications; Andreas Moissidis, manager of
Employee Portal; Gerald Starke, graphical lead; Oliver
Radtke; Tim Rohrer; Christoph Heger; Benjamin
Oberkersch

SUMMARY

Streamlining information is a major challenge for intranet designers at most
organizations, and especially at large, global companies. DaimlerChrysler AG — with
its numerous international employees performing a multitude of jobs — is no
exception.

Generally, intranet designers have several options for maintaining voluminous
information. The first possibility is to just accept the amount of information and try
to present it as plainly as possible. Yet, simply providing everyone with all
information is often a recipe for disaster: users may not be able to find what they
really need.

The second option is to relentlessly trim and prioritize information. This usually
makes it easier for users to find information. Still, designers run the risk of cutting
information that some groups — albeit possibly small ones — will need or want.

The final option is for designers to personalize information. With this approach, all
data and tools are still available (although access controls might restrict who can
read or use it), yet users initially see only the information that’s most relevant to
them. The primary drawback here is the work involved: the intranet development
and IT groups must expend significant energy to create and perhaps maintain this
personalized environment. Furthermore, if implemented incorrectly, the
personalization will prevent users from getting the information they need. Still, if
done correctly, companies can reap large returns by creating personalized intranets,
directing appropriate information at employees, and offering a well-designed user
experience — all hallmarks of the DaimlerChrysler AG Employee Portal.

Impressively, this intranet provides content for numerous well-defined roles and
groups. Among the roughly 400 criteria that determine these roles are location,
hierarchy, business unit, department, and function.

Designers divided the homepage into sections according to the various criteria,
including a user’s role. These sections aggregate, bundle, and structure information
from a variety of existing sources, such as the intranet, Internet sites, and various
applications. Note both higher-level (organization-wide) and local content appear on
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the homepage, which is customized by user. Global content generally appears in
English or German, depending on browser settings, while local content is written in
the local language. Thus, employees might see local information in Spanish, for
example, and central contents in English or German.

Business Lini

Aacatican | local)

lecaton (iocal)
mErareiy T
ghobal
it {Iocal)
ey
I T
lehal
Hemitan
Busreas UnlE .

Pictured: An example map showing which content appears in which intranet
modules, as well as the default layout of the DaimlerChrysler AG Employee
Portal homepage.
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DAIMLERCHRYSLER

Services Knowledge Search

Welcome Dr. Christian Fachat! Friday, [ecember 2, 2008

Global

Truck Group Cuiz

How much do you know about the Truck
Group? Find out and participate in the
Truck Group's anline guiz!

Insert search term

b Passion |Respect | Integrity | Discipline

B more
Germany; NYSE | XETRA
Brockhaus & Duden TE T Mov. 08,2005 - Dec. 07,2006 USD
Moy available anling in the Employes ‘ - = 62
Portal, Mercedes Car Group Sales Increase by Five Percent in November
¥ more 1 The Mercedes Car Group perfarmed extremely well o)
- waorldwide in Movermber 2006, boosting sales hy five S

Headquarters percentto a record of 110,800 units (Movember 2005 56
Idea.com! Your suggestions for i 105,2003. » mare M3 1020 127 1204 DCX
g:l" “"f‘"“{‘;ﬁ-{ —— i DCX (15:45) $ 58.82 T

Ef R e At an Dow Jones 1230475 +021%
eagsy way to make suggestions for T e SRR

& The < 470 Nl flanshin diesel mocdel makes its debed (T8 2 L +

'lrgp:;vz[‘“:;“ :S'TIJETKETE‘CDE‘;EL;E; "1;: b Mercedes-Benz Guard workshop in the Philppines (3/12)

g fety? i ity p Chrysler Group's International Sales (912) » More Stock Quotes .
orsalelyy } Further DC Stock Information
» more L AR intar Snarine N Dnlar nosiinn: bamine sbils and baine fin o arckin

Warld

» all Corporate News

- Time Zone Local Time
dos SIOTVS Unt ot kIn, Stuttgart 2207
Hilfsaktion Leben retten! Detroit 1607

Who is Who

Jeder Einzelne zahlt, auch [hr Typ ist gefragh Bitte

|Surname || Given Mame | .' melden Sie sich bis zum 11.12. filr die DKMS- Lunch
Typisierungsakdion an. b mehr 3
| Please salact v

» Complete Searchform
b Modify personal data JEDER EINZELNE ZAMLT

MPS-Preis-Verleihung 2006
P " Am 23.11.06 war es wieder soweit- Im Werk
Untertirkheim wurde der MPS-Werkspreis verliehen.

Internal Publications

Currently published
- e Dieses Jahr gah es zwei Gewinnerl b mehr
DaimlerChrysler
DL'N E FLIMS - neues Bestellsystem fiir Fuhrparkfalrzeuge
Nirpuli . For ibungubidile:ins Vcapaors 7 [Das Flotten Informations- und Managementsyterm

b Daimler Chrysler Headline of FLIMS hietet sine Intranet-Plattforrm zur Ausleihe von

gc’;i“aﬁ‘;;us inthis issus i & Fuhrparkfahrzaugen fir dienstliche und private Zwecke. Die seitherigen
mmedtabla interview with Roman Systerme EVWA (Elektranische Wagenanforderung) und YWFB
Fizcher, Gerd Becht and David Olsen MWochenendfahrzeughestellung) werden damit ahgelast. B mehr

shout Corparste Compliance
» Top Storys-Archiv Untertimkheim

S —

p Daimler Chiysler TIMES of Special Reports Speeches and Interviews
Eog{élitpenence . . b Dieter Zetsche at the
Automotive Marathon ,'., ' '_ ".'::_.; Tl'_. r Wondialogo Award Ceremony

R -t == —_— — on November 6, 2006

| —
b BLUETEC: The technology
behind the cleanest diesel in
the world
b All Special Reports b All Speeches and Interviews

b All central publications

Pictured: The homepage is personalized for many different roles at
DaimlerChrysler. Global contents are provided in English and German, with
local content provided in the local language only — in this case, German.

The homepage is far from the intranet’s only personalized page or feature. For
example, only senior managers and above will see a certain navigation tab —
Leadership Tools — which grants access to executive-level applications for managing
HR, including the appraisal process, initiation of salary increase, initiation of cash
bonus, and management-related reports.

Overall, DaimlerChrysler integrates some 150 applications into the Employee Portal
with role-based access, so users see only the applications they need or are allowed
to access.
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DAIMLERCHRYSLER

Services Wissen Suche

Willkommen, Or. Christian Fachat!

Bewerbermanagement Fihrung

i1 &
Self Services Self Services Self Services
b Mitarbeiterkompetenzen b Zielvereinbanumgsprozess steuern b Manager Reports
suchen b Informationen Personalstrukdtur
b Initiativhewerber suchen p Manager Reports Vergiitung
b Personalanforderung b Statusiibersicht Zielvereinharungen » Manager Reports Ergebnisse
erstellen b Leistungsheurteilung durchfiihren b Informationen
b Bewerber auswihlen » Einkommensiiberprifung Angestelite
» Bewerhervorauswahl durch » Einkommensdaten Mitarbeiter
F:'Be'?_'d' B b ERA Mitarbeiter zuordimmg Self Services
b Gesprichsergebnisse. b Cash Bonus anweisen

_ b Verbesserungs-
vorschlige

dokumentieren

p Ubernahme beantragen Informationen - E = vt
b Versetzung beantragen P Self Services Fiihrung im Uberblick i aearberten
Informationen Adrninistration p Statistiken
b Self Senvices Informationen

Wegen technischer Wartungsarbeiten wird ePeople am Samstag, den 21206

Bewerhermanagement im gar_]zlégig nicht verfiighar sein. b Self Services

Uberblick = ~ gy Verbessernumgsimanagement
% k" = \4 im Uberblick
Fiihr i 3 a -

Self Services

Self Services
L E A D_ I T b Arbeitsliste bearbeiten
P Delegation einrichten
b Einstieg in LEAD-IT b Benutzerprofil in ePeople einrichiten
LEAD IT Hotline Tel. 07114 7-49458

b Informationen Informationen

b Self Services Administration im Uberblick

Informationen
b Der LEAD Prozess im Detail

Pictured: An example of a role-based tab for senior managers and above
(who speak German). This tab provides easy access to a variety of executive-
only applications.

To make it easy for users to access relevant information and applications, the
Employee Portal also offers single sign-on. This helps speed users along without
interrupting them with login screens. Also, when users must remember only one
username and password, it helps avoid the too-common security risk of sticky notes
on PC monitors listing innumerable passwords.

Visible, open fields on this login page make it easy for users to quickly log in and
move on. Users also have the option to change their password, and new users get
on-screen help, plus reminders to log out when they’re finished using the intranet.
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Welcome to the DaimlerChrysler Employee Portal - your access to DC eLife!
The Employee Portal provides you with world-wide access to all information and applications relating to the company!

Login Infa
Flease enter your user name {User-IDIM-10) and password from Who is Who to be able to use all functions of Via Passward Reset ar within the Who-is-\Who
the Employee Portal and log in to all applications of security [evel OC el ife infernal nowe the passwords for Windows and

e eCollaboration {Lotus Motes Web, Sametime,
User-IDd-10: !I PDA synchronization) can be resetin sel

service.
Password:

[¥ Login ] ¥ mare

Security note:

When you have finished working, please log out and close all browveser wincdows (Internet Explorer). If you da not perform any
action for some time, you will be logged out automatically and asked to log in again.

b Continue as guest

Help

Password tools For new users: Portal availability:
P Change password » Determine User-IDAT-ID P Rollout locations
b Reset passwaord b Determine starting passward

P Change password gquestion » Bookmark this page

Pictured: The login screen makes it easy for people to log in quickly; it also
provides other options (change a password) and guidance (help for new
users).

Multilanguage capabilities abound on the DaimlerChrysler intranet, befitting a
company that operates in 45 countries. Global information appears in German and
English — the languages that most users at the organization speak. English is the
default language, so if a user’s browser settings are not set to German, the
employee will see global content in English.

Designers opted to display local content in the local language. Thus, single divisions,
locations, and plants can offer content in any language they like. For example, an
employee might see local contents in their home language and central contents in
English. This has worked well for users throughout the organization.

Currently, portal functionality (including login, customization menus, and help
screens) is available in German, English, Spanish, French, and Portuguese. More
languages, including Japanese and Turkish, are planned for the future.
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DAIMLERCHRYSLER
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Search

Knowledge

Wifelcome PoakID Helpdesk_Inter_China_intern!

Friday, December 8, 2006

Welcome to DCHEA Employee
Portal!

Learn more about the Employes Portal
by using the Employee Portal Help in
the upper right corner of the Partal.(2)
Here you can find general information
shout the Employee Portal, the resutts
of the survey and a describtion about
the up-dated and new features.

Employee Portal Presentation
DCMEA Employes Portal Guided Tour
b Guided Tour

-

Global

Truck Group Guiz

Hivwy much do yau knawe about the Truck
Group? Find out and participate in the
Truck Group's anline gquiz!

b more

International

Job task and function-specific
content

Did! you knowy that the DaimlerChrysler
Employee Paortal gives you automatic
access to content relsted to your jol
tasks and functions?

b more

Spiegel

Sinofile

Hew York Times
Detroit Free Press
China Daily

vyvwvww

|| Given Name
p Complete Searchform
» Modify personal data

‘Currently published

DaimlerChr Jfifer E
Newsletter fur Fubrungskrafte im Konzern

b DaimlerChrysler Headline of
061124/

Special focus in this issue is a
rounctable interview with Roman
Fizcher, Gerd Becht and David Olzen
ahout Corporste Compliance

i nlellnysler TIMES of
061121/

E-Clas=s Experience
Automative Marathon

Archive
b All central publications

Top Stories Company
Mercedes Car Group Sales Increase by Five Percent in November

The Mercedes Car Group performed extremely well
worldwide in Movermher 2006, hoosting sales by five
percent to a record of 110,800 units (Movernber 2005
105,200). b more

b DaimlerChryzsler Plans to Expand Research and Development Activities in
Sindelfingen (1/12)

» Setra presents a nevy dimension in bus interiors (2012)

¥ Share price development in Movember (3421

} all Corporate News

Top Stories DCHEA
DaimlerChrysler company team wins the Red Ball World AIDS Day
Tournament

w

On Decernber 3, DaimlerChrysler China Lid.
participated in a henefit saccer tournament. The family
eventwas hosted by Beijing's Red Ball Club in order to
raise awareness of HIVIRIDE and contribute to the
support of AIDS-impacted children in China. b more

: Mercedes-Benz at Auto China 2006

Novermber 16th, Beiling - At this years' Auta China 2008,
Mercedes-Benz dermonstrated why "Luxury, urban
adventurs, innovation, and passion " remain true
Mercedes-Benz core values. The Mercedes Car Group
showcaged a magnificent lineup of 20 vehicles, including
the world premier of the Mayhach 6285, the Asia debut of the Mercedes-Benz GL
and the S-300L, specifically designed for the Chinese market. b more

World-Class Luxury: Maybacl's Visual Feast in Ancient City

[Septernber 17118, 2006 - Pingyao] Mercedes-Benz
{China) Lid. held a media taxi-ride experience event at
Changjia Mansion and Pingyao in Shanxi pravince for the
super-luxury Maybhach brand of vehicles. b mare

p Top Stories-Archive DCNEA
Special Reports

- -

ELI)=T S E

e 2

p BLUETEC: The technology
behind the cleanest diesel in
the world

p All Special Reports

Speeches and Interviews

b Dieter Zetsche at the
Mondialogo Award Ceremony
on November 6, 2006

b All Speeches and terviews

Time Zone Local Time
Stuttgart 2216
Detrait 168:16
Singapore 516
Tuscaloosa 1816
Indiana (East) 16:16

»

b

v v v v v w v

Telephaone Li

All Employees’ Telephone List
by Name

Al Employees’ Telephone List
hy Department

(Hote: They sre exported fromYwho ls
o, if you find your phone no. is vacant
or incorrect, pls. update your YWY data
accordingly. )

MBCL

MBCL HK & Macau Operations
DCVC Telephone List
Shanghai Simtech Office
Shanghai CV Sales Office
Foton Project in Landmark

Emergency Telephone
Numbers

fermation can also be found
under Whe is Who.

|Inzert search tarm

Usge "Edit

to add your own hookmarks

Pictured: An English language version of the homepage for a user in China,
including local news (written in English).
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Inicio Empresa Trabajo Servicios

Mi Trabajo Herramientas para Ejecutivos

Bienvenide Fool|l Helpdesk_Inter_Vite_intern

Para poder entrar a algunas de
estas opeciones es necesario
usar la contrasefia de Lotus-
Intranet

-

Practicas en DCEy
Aprendices

Se incluyen las siguientes
opciones:

Practicas en DCE

s Informacion general

+  Solicitud de estudiante
en practicas

+  Evaluacion de
estudiante en practicas

Aprendices

. Inforrmacidn general

Para acceder a los contenidos de este modulo es necesatio usuario y

contrasefia

} Catilogo para compras Vitoria
Gestidn del Catalogo de compras de Vitoria. Sdlo personal del departamento
de compras en Yitoria puede modificar el catalogo

} Catalogo para compras Barcelona
Gestidn del Catdlogo de compras de Barcelona. Sdlo personal del
departamento de compras en Barcelona puede modificar el catalogo

» Gestion de Pedidos
Todos los empleados autorizados de MBE pueden realizar pedidos mediante

este sistema

Para acceder a los contenidos de este madulo es necesario usuarioy

contrasefia.

b MIS - Sistema de Informacion a la direccion

Aleman v Inglés v
Otras posibilidades:

Traducir textos completos
Traucir pagina web

b Acceso al EIS

sdbaco 3 de dicismbre ce 2008
No se han encontrado recordatorios

Mis enlaces - Trahajo

Use Edit para afiadir sus propins enlaces

Pictured: A version of the portal set to Spanish includes tabs labeled in
Spanish, such as this Trabajo (My Work) tab.

Designers also integrated individualization — customization — into the intranet.
Default choices are not always perfect for everyone; individualization lets each user
modify, organize, add, and delete content according to their preferences. Users are
able to add “modules” and adjust their position. They can also add and remove
elements from within modules.

Pictured: The wrench icon in the upper-right part of every page links to the

“customizer.”
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Add content

Welcome Dr. Christian Fachat!

Home

Add modules

Add modules

Saturday, Decemberd, 2006

The three columns shown below correspond {0 the three-column layout of the employee portal. For each column, you are shown the individual modules currently assigned
in the employee portal. You can use the arrow buttons to move the modules up and down within the columns, and also to the left and right between different columns. The
wider modules in the middle column cannot be moved inta the narrower columns on the left and right-hand sides

Additional optional modules can he added to the columns using the "Add content” buttons.

Coniirm your changes by clicking on the "Dane” button.

Add modules

Infokox E‘ E‘ Dur Walues E‘ Intranet Search E‘
Who is Who E‘E‘E‘ Top Stories E‘E‘ Stock Ticker E‘E‘E‘
Irternal Publications: E‘ E‘ Specials, Speeches and Interviews E‘ world Clock E‘ E‘ E‘

Lunch @ E E
My Links Home E‘

Pictured: Users can add, remove, or move modules using the customizer.

DAIMLERCHRYSLER

Add content

Welcome Dr. Christian Fachat!

Search by Description contains % Search:

O
O
O
O
O
|
O
O
O
O
O
O
O
|
O
O

Specials, Speeches and Interviews
Infranet Search

Headling eNewsletter

Wty Links Home

waorld Clock

Infakbox

Lunch

Wedia Repors Germany
Our¥alues

Emergency Mumbers (Mog)
Taop Stories

Wiho is Who

Internal Publications
Headline Facts

Stock Ticker

Online Umnfrage

Saturday, Decemberg, 2006

Below you will find all the modules which are available in the column you have selected in this category. In order to add modules to the column, activate the hoxes in the
fallowing list and then click on "OkK"
In order fo digplay specific modules, you can use the "Search criterion" function. Always confirm your selection by clicking on the "Search” button.

Page 1 of1
Specials, Speeches and Interviews
Intranet Search
Headline eMNewsletter
DCX Bookmarks Fortlet
Display local time and time in other places in the warld
Actual information for the employee portal on a global basis
Access to the menue of several cafeterias.
Media Repaorts Germany
Presentation of DaimlerChrysler Values
Ermergency Numbers at Headguater
Top Mewrs ahout DaimlerChrysler
Wiho is Who
Internal Publications
Headline Facts
Stock Ticker and more Stock Quotes
Online Umnfrage
Page 1 0f1

Pictured: Users can also add or remove module elements.

Limiting the number of tabs helps ensure that navigating the intranet is easy.
Designers also kept subsections below the tabs to a minimum and gave them

appropriate names.
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Company Services Knowledge Search

Products Drganization Paolicies & Guidelines

Welcome Dr. Christian Fachat! Friday, December3, 200

Products

CLS-Class
p N
Don't be sutprised to meat a car that conjures up a sense ofyearning / }I‘ )
never falt hefore. 1t could be down to the seductiva shape ofthe CLS- \ /E\\ |
Class, combining the dynamics of a coupa with the comfort and the R _/"
refined technology of a 4-door saloon ==
b Further information swill be found at the Mercedes-Benz website Mercedes-Benz

b e mercedes-henz.com

Basics

Further information

¥ Brand histary

b Internal Madel Codes

¥ Technology glossary

b Interactive Cwvner's Manual

¥ Specifications (_pdf) ¥ Press release (_pdf)

Fascinating CLS-Class ¥ MiErs. Muli-Media Archiv
Datenbank

ng pro
Mercedes-Benz Brand World
Mercedes-Benz
Screensaver
Mercedes-Benz Mixed Tape
Mercedes-Benz Onling-
Games

> W

- -

b Product fim b Walpager el i pege

=
Provided by Corporate Media
Last modification 11/23/2006

Pictured: Simple, clear tabs and sub-menus make it easy to navigate the
intranet.

Given the intranet’s importance, factory workers in Germany also get kiosk-based
access to it from the shop floor, to help them stay informed and access a variety of
applications, including HR self-service tools.
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Pictured: A German employee accesses an intranet kiosk located on the shop
floor.

Simple navigation and personalized content and applications help keep the
DaimlerChrysler AG Employee Portal approachable and easy to use for all of the
company’s users, no matter their job tasks. Usage statistics back this up: the
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intranet draws a remarkable 70,000 users each workday. In addition, 70% of all
users in Germany — including 120,000 blue-collar workers — log in at least once per
month.

URL AND ACCESS

The main portal’s URL is http://portal.daimlerchrysler.com. This portal is the start
page for most of the organization’s PCs. Some PCs — especially kiosks — default to
an anonymous, guest version of the portal (at http://intra.daimlerchrysler.com).

All intranet content is personalized for users, based on such things as job function
and work location, as are the applications they can access. Single sign-on lets
employees enter their password once to access the intranet and all of its relevant
information and Web-based applications.

“At the moment, we have approximately 150 applications integrated into the
intranet, and most of them are only visible to certain user groups,” notes Christian
Fachat, the senior manager for Web communications at DaimlerChrysler.

DAIMLERCHRYSLER fe
Company Services Knowledge

Pay & Savings Training & Development | Working Environment & Social Matters

Welcome Tim Rohrar! Friday, October &, 2006

Self Services
Zeitnachweis fiir DCAG Zentrale

b Monat Oktober 2006
» Monat August 2006

b Zuriick
¥ Drucken

Zeitnachweis 01.09 - 30.09.2006 FUNKT. RESSORT

ROHRER TIM

1 HADZOS50

Tang ZRS FS von - his Ist- Gleit-  Reisezeit Spat-  Macht- Mehrarbeit Grund- Zusch FE Schicht R O}
Zeit Zeit in AZ aus AZ arbeit arbeit bed.  ahs, verq,  zeit Kz Ind.wé_ Arb.Zt : 2E,00
ol 51 §:37 - 14:26 5.0% 5.03 Urlaubsstand am 30.03.06:
Ba 0F P1 Jahresanfang: 34
So 03 PL JEROUmME 8 Z4
o4 51 l0:01- 12:04 T.EZ T_EZ wer flighar H 10
0g 51 8:36- 18:2% 9.08 202
08 51 8:Z0- 1l4:36 5.36 5.36 Genonmene Gleittage Z006:
07 51 8:39- 17:1Z% 7_53 7_E3 Ganze Tage H 14,0
02 51 9:17 - 15:34 5.37 5.37
Sa 02 PL Gleitzeitsaldo
Eo 10 PL Vormonat 8 £3.36

11 51 M37 lo:00- 13:30 14.00 o.30 9.30 am 30.0%.06 3Z.36
4 19:30- 24:00 Heunonat g 3236
1z E1 34 DIENSTREIZE g.00 2.001 TAG
13 51 M34 §:30- 14:00 14.50 4.50 &.00 4.00 Genehnigte
27 1l4:00- E4:00 Mehrarbeit

14 51 9:10- 16:16 6.26 626

1t &1 9:01- 15:3% E5.58 E_&8
Ba 16 PL
S0 17 PL

18- 0Z TARIFURLAIE 35_00 35.005 TAGE
Sa 23 PL
So 24 PL

£E-22 0Z TARIFURLAUE 2E.00 35.00FL TAGE
Sa 30 PL

Ber.Mehrzeit Anspr. Freizeit aus Mehrarbeit
Zollzeit 14700 ZBummen: 160.00 13630 15 30 4_00
Verrechnete Gleitzeit 8 +13.30 <« 12,30 — Reserviert aus 07.06:
Verrechnete Dundung 8 Decerviert aus 02.0&:
Reservierte Freizeit 8 Reserviert lid. Monat:
Summen: 15&.00

Ein Senice von HRHAW-Zeitwi aft undT-Syst - GLCC ESHR ices. Letrte A 1 20.Juni 2002,

Pictured: Single sign-on technology lets users enter their password once at
login and automatically gain access to all relevant information and
applications, such as this personalized read-out of an employee’s “hours
worked” and remaining vacation days for the year.
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Mobile users can log on to the corporate LAN using VPN software. In North America,
employees can also use a special identification name and password to log on to
select parts of the site via the Internet. Internet-based access to the entire site is
planned for the first half of 2007.

Blue-collar workers can access the intranet via kiosks located in all German plants.
“There is no standard kiosk setup,” notes Fachat. “Every plant has decided
independently which kind of kiosk best fits their infrastructure.”

Pictured: Standard signage directs employees to DaimlerChrysler’s intranet
kiosks.

CONTENT MANAGEMENT

DaimlerChrysler uses C2C, a custom-developed CMS, to maintain all intranet and
Internet pages. The tool supports distributed editing: employees registered as
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content editors can adjust content, but not page design. “Using just one
standardized tool, globally, reduces our intranet and Web content creation and
maintenance costs,” notes Fachat. All content is stored in a centralized database and
dynamically loaded into standard page layout templates.

The Web Communications group is the primary content owner, responsible for all
content on the Employee Portal’s main pages. The Communication department owns
some second-level content, such as news, Web specials, product line-up, surveys,
communication tools, and information about corporate initiatives. Other content,
including department and project presentations and HR information, is owned by the
relevant business units, departments, or project teams.

Some content — weather forecasts and stock quotes, for example — is obtained from
external services. Ajax technology is used to update the homepage stock ticker.

Several tools and techniques help ensure consistent content and design. To maintain
content quality levels, the Web Communications team maintains an intranet style
guide that content creators must follow. It offers a similar application style guide for
developers creating Web applications for the Employee Portal. On the branding front,
the DaimlerChrysler Design Navigator (see
http://designnavigator.daimlerchrysler.com) helps employees consistently convey
DaimlerChrysler’s corporate identity and design.

DaimlerChrysler
Design Navigator

Engish | Deutsch BlueworldMAG Basics Applications ‘Downloads

Home

Editorial BlueworldMAG
Most downloaded:
! llustration style
Different frieze details for
slide presentations.
Ralph Scholldhn, Color trends Hannover Motor Show 1AA 2006 E Jees "
Head of Corporate Design Changes in society are reflected by the interplay of  DaimlerChrysler uses automobile trade shows to EX TRy O Spoihice
color. The high art of design is evident in the use of  present on specific communication priorities. — % g
color. — Read more Faad o new volume of mood-
Dear colleagues, i creating images.
* I
In September our current Basics Corporate imagery

A selection of current
corporate photos

- = ™y
. o Examples for presentations
Helpful presets for pictures,
color areas or charts.

Corporate Design reached its
fifth birthday. DaimlerChrysier
Blueworld first came into the
public eye at the 1AM 2001 with
the first bashful visualizations
on the facade of the forum of
the Frankfurt trade fair site. At

" " Corporate logotype Photographic style
Lﬁllégggcallﬂrgaggcgrgolesm. the The corporate logotype is a visualized expression of Pictures inform and emotionalize. Meaningful sets of Vehicle Design -
current Blueworld shape was the company and brings its message to the fore, pictures create positive associations with the Faces of the Group:
to be seen at the beginning of ~ Read more company ameng the relevant target groups. G wda g
November at the Automobile ~ Read more et

competence
Fair in Peking, at which this

Group presented its brands
together for the first time jn
Beijing.

DaimierChrysier has a unique

i i portfolio of car and commercial
ApphCﬁthﬂS vehicle brands.

Read more
& Interactive tools:

Layout Developer

updated: 21.11.2006 | 1076234 CD-ROM design B g?;;ﬁ?&nf; ﬁ;zlrt;;?ﬂngs
CD-ROMs are not just a space-saving alternative The design of a brochure must be appropriate to the applications,
when distributing extensive information. topic in order to gain the attention of the target
~— Read more audience.
~— Read more
L Print page [ Recommend iy Rate article ? Help

© 2003-2006 DaimlerChrysler. Al rights reserved.
Provider | Legal Notices and Terms | Privacy Statement

Pictured: The DaimlerChrysler Design Navigator, available online, helps
employees and agencies present the DaimlerChrysler brand consistently,
whether online, in print, or at events and motor shows.
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TECHNOLOGY

The Employee Portal is based on IBM WebSphere Portal Server (WPS) 5.1 and IBM
WebSphere Application Server (WAS) 6.0. The C2C CMS is a custom-built, WAS-
based J2EE application. User authentication is based on Siteminder technology.

The portal includes many seamlessly integrated Web applications, such as employee
self-service tools, timesheets, the ability to print out payroll stubs (paper-based pay
stubs having been largely eliminated), and tools for booking training or travel.
Specialized applications also exist for managers, as well as for employees working in
such areas as procurement, finance, research, construction, manufacturing, and car
sales.

One intranet development hurdle was getting search to work with C2C.
“Implementing global search technology has been a real challenge,” notes Fachat.
“Most of the content on DaimlerChrysler intranets was created using C2C, yet C2C
uses JavaScript-based navigation, which the search engine has difficulty indexing.”
The portal team has largely solved that problem by educating content authors about
the importance of building pages in a search-engine-friendly manner — which mainly
involves ensuring that content includes well-written meta-tags.

The search tool also provides intranet managers with a Web-based control panel for
analyzing searches, which helps designers hone intranet offerings and navigation.
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Welcome Dr. Christian Fachat! Monday, Decamber 11, 200
s-Class b Advanced Search
P Reset search
Laocation | Searchlocation b Help
s-class, Gesamtes Intranet 1
1 Titel DaimlerChrysler Products - - S-Class
Abstract: ... Deutzch The S-Class Generstion-change at the.. engineering: Mercedes-Benz presents the newy $-Class. The new leury saloon will be sppesaring.. As inthe
preceding series, the new $-Class will introduce technical innovations...
Titel! DaimlerChrysler - Home - Superlative in Design and Technology: The Hew Mercedes-Benz S-Class
Ahstract: ... Thie Mewy Mercedes-Benz S-Class Stuttgart, Germany, June.. engineeting: Mercedes-Benz presents the new S-Class. The new lLxury saloon will be sppearing.. Az in
the preceding series, the new S-Class wil introduce technical innovations .
Titel DaimlerChrysler - Home - Mercedes-Benz 5-Class: the World’s Best-selling Prer A bil.
Ahstract Services Mercedes-Benz S-Class: the World's Best-seling Premium Automobile S-Class Number One in the luxury segment every. Trendsetter for the auto industry: §-
Class with pioneering innovations in automokbile
4 Titel CRMinside.net - CRMinside.news - Archive 2005 - 032005 - Hew S-Class: CRM Launch npaign Underway
Abstract: ... Deutsch Mesy S-Class: CRM Launch Campaign Underway S-Class Brochures With the launch of the new S-Class in September Mercedes-Benz is sefting...
5 Titel Intranet Werk Sindelfingen - The products - The S-class - S-class
Ahstract: ... The C-class The E-clazs The S-class == Logoft Deutsch With. . far which there are atotal of 340 patents pending, the S-¢lass was launched in the autumn of 1995,
The top-of-the-range...
Titel DaimlerChrysler - Home - Mercedes-Benz 5-Class Dominates Luxury Segment
Ahstract Services Mercedes-Benz S-Class Dominates Luxury Segmert More than 50,000 neww S-Class sedans delivered to customers worldwide. markets for the luxury sedan
S-Class iz alzo the world market leader among
Titel DaimlerChrysler - Home - Last 220 Series S-Class Rells off the Assembly Line at Sindelfingen Plant
Abstract: Services Last 220 Series S-Class Rolls off the Assembly Line st the... Pioneering innovstions make the S-Class the trendsetter for the entire automative. . premiers of
the nevw Mercedes-Benz S-Class, the last 220 Series sedan rolled..
8 Titel Intranet Werk Sindelfingen - The products - null - S-class
Ahstract: ... The C-class The E-clazs The S-class == Logoft Deutsch With. . far which there are atotal of 340 patents pending, the S-¢lass was launched in the autumn of 1995,
The top-of-the-range...
9 Titel CRMinside.net - CRMinsi news - Archive 2005 - 042005 - MB Hellas Celebrates S-Class
Ahstract: Deutsch MB Hellas Celebrates S-Class S-Class Launch Evert MB Hellas welcomed the new S-Class with a spectacular show in the highly stylish setting
10  Tiel Intranet MCG/M - Aktuelles - Hews-Archiv - 06 Mercedes Benz S-Class
Abstract: .. Redaktionsteam ! Kontakt == Abmelden 01.09.2005 - MOTOR TREND (USA) '06 Mercedes-Benz S-Class Die ersten offiziellen Bilder des neuen Mercedes-Benz
Flagzchiffs. Kein anderes Auto wurde in den letzten Jabren...
s-class, Gesamtes Intranet 1
s-class b Advanced Search
P Reset search
Laocation * | Searchlocation b Help
A service from COMM and ITISP

Pictured: Search results for “S-class.” The search engine returns results from
DaimlerChrysler’s intranet and Internet sites. The small blue globe next to
some results indicates that the match exists on one of DaimlerChrysler’s
Internet sites.
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Welcome Dr. Christian Fachat! Monday, December 11, 200

betriebsrat ¥ Advanced Search

b Reset search

Location | Searchlocation b Help

betriebsrat, Zentralbereiche

[

1 Tiek
iﬂ Microsoft Word - Antrag Betriebsrat SCAH-Clients fiir Windows XP Readiness u...

Ahstract: ..Readiness & PC-Global Freigsbeartrag an den Betriebsrat der DaimlerChrysler AG Seite 2 von 46.. Readiness 8 PC-Global Freigabesntrag an den Betriebsrat der
DaimlerChrysler AG Dokumentenversion. kénnen, bendtigen wir die Zustimmung des Betriebsrats Uber das Scanscript werden keine persdnlichen

2 Tiek

Antrag Betriebsrat SCAN-Clients fiir Windows XP Readiness u...

Abstract: ...Readiness & PC-Global Freigabesantrag an den Betriebsrat der DaimlerChrysler G Sefte 2 v 0 n.. Readiness & PC-Global Freigabeanttag an den Betriebsrat der
DaimlerChrysler AG Dokumentenversion .. konnen, bendtigen wir die Zustimmung des Betriebsrats Uber das Scanscript werden keine persdnlichen...

3 Titel Personalthemen - Einstieg und Karriere - Wegweiser fiir neue Mitarbeiter - Beratung - Betriebsrat

Abstract: English Beratung Betriebsrat Das Betriehsverfassungsgesetz . Diese Vertretung wird vom drtlichen Betriebsrat, vom Gesamt- und vom
Konzernbetriebsrat.. unterschiedliche Ausschilsse aufgeteite Betriebsrat nimmt beispielsweise die Mitbestimmungsrechte:

4 Titel: Personalthemen - - Zusammenarbeit mit dem Betriebsrat
Abstract: . English Zussmmenarbeit mit dem Betriebsrat Zusammenstheit mit dem Betriebsrat In allen Phasen des gesamten.. Befragungsprozesses ist die Zusammenarbeit mit
detn Betriebsrat wichtig. Der dauerhafte Informationsfluss..

5 Tiek
nll
Abstract: ER:A Zukunftssicherung 2012 Betriebsrat ERA-Entgetauthau nach Tarif und. Angestelten. ERA Zukunftzsicherung 2012 Betriebsrat m Die Aufgaben sller
Mitarbeiter. . Merkmal ERA Zukunftzsicherung 2012 Betriebsrat ERA-Ertgetaufhau nach Tarif und...
6 Tiel

ﬂ Kostenmanagment in der Betriebsverfassung

Abstract: Betriebsverfassung Die durch die Tatigkeit des Betriebsrats entstehenden Kosten hat der Arbeitgeber .. Sammiungen ist (selbst wenn der Wunsch von Betriebsrat
undfoder Arbeitnehmern kommt) gesetzlich.. Aufgaben erfiillen zu kénnen, hat der Betriebsrat Anspruch auf die fir Sitzungen, Sprechstunden

T Titet
[ﬁ S-Mahringen, 15

Abstract: ..Zentrale Die DaimlerChrysler AG und der Betriebsrat der Zentrale Stuttgart der DaimlerChrysler . unterliegt damit der Mitbestimmung des Betriebsrats und die
getenden betrieblichen und.. Zutrittsrecht erhat auch ein Vertreter des Betriebsrats zur Wahrnehmung der betriehsverfassungsrechtichen. ..

R Tie: 5 .

Abstract: Stichwvorten , gleiche Augenhdhe” fiir den Betriebsrat und ,mehr Demokratie in den Betrieben...000 Beschattigten immer noch keinen Betriebsrat. Und ich kenne
mittelsténdizche Unternehmer .. Belegschaften klar machen konnten, daf? ein Betriebsrat ein Wetthewerbznachteil sein kann, vor...

2 Titel: E null

Abstract: 1.9 Arbetsrecht bei Auslandeinsatz 13 2 Betriebsrat und Sprecherausschuss 2.1 Betriebsrat, Gesamtbetriehsrat, Jugendvertretung 14 2.2 Mithestimmungs- |
Mitwirkungsrechte des Betriebsrats 15 2.3 Rechite der Arbeitnehmer nach dem..

10 Tie: iﬂ

Ahstract: ...Bildung eines unternehmenseinheitichen Betriebsrats oder b) die Zusammenfassung von Betrieben . sachgerechten Wahrneh-mung der Aufgaben des Betriebsrats
diert; 3. andere Arbeitnehmervertretungsstrukturen. . Arbetnehmer, die die Zusammen-arbeit Zwischen Betriebsrat und Arbeitnehmern erleichtern. (2.

desgesetzblatt Teil 1; Hr. 39

betriebsrat, 2entralbereiche 1

betriebsrat » Advanced Search

b Reset search
Location * | Searchlocation k Help

A service from COMM and ITISP

Pictured: Results for betriebsrat (“works council”), a frequent intranet search.
The search results indicate when a hit links to a particular type of file — such
as PDF, Microsoft Word, Excel, or PowerPoint — by displaying the relevant
icon before the document title.
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Intranet Search

Advanced Search » Help

Search for results. .

o with all wards |mps | Filetormat E-:Q-\I_Dncumen-&s V|
= with exact phrase | | Location Location V!
® yyith any words || | Language 9”9"5'1__"1
* without words i | p ing L ization [ ]

k Reset search

A service from COMM and ITISP

Pictured: Advanced search options let users more narrowly focus their
searches. Options include selecting the file format (text-only, PDF-only, and
so on); location or division; and language.
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mps b Advanced Search

P Reset search

Laocation | Searchlocation b Help

mps, 2Zentralbereiche, english 1
1 Titel: OMweb - Guality Hetwork - st - MPS - MB Production System
Abstract: ...gystem IMS MDS MPS DCPS MAS EFGQM.. Deutsch MERCEDES-BEMZ PRODUCTION SYSTEM (MPS) The Mercedes Benz production system MPS describes the basic
production organization srrangement..
2 Titel - ITP - MPS-Award 2005
Abstract: Deutsch ITP-Team one of the best 10 MPS-zolutions in Urtertuerkheim plant in 2005 __optimization was submitted as contribution for the MPS-Award, and became one of
the best 10 MPS-zolutions in the Untertuerkheim plart, which were. ..
3 Titel: Search List for Channel 709
Ahstract: ..Dec 09 23:14:18 CET 2006 Cortertitemn: About MPS-OJakhout MPS-O (Mavi) Contentitem: Anfahrtsskizzes&nfahrsskizze . .Cortentitem: LocationiLocation Contentitem:
MPS-Basicsivhat is the use of MPS for the cowarkers? ..
Titel:
4 E Times_MCG_eng_Final+_mo
Abstract: ..the plants, where everyone is now clear on swhat MPS means. But our people have to truly internalize MPS — nat just in their heads but alzo intheir. group leaders st
the plants play & key role in MPS implementstion. How are they heing suppotted...
Titel:
o E 05_02e.p65
Ahstract: March 8, 2002 § An example of successtul MPS implementation paid off for BE Certer employvees.. Approzimately 200 participarts, including fore-men, MPS experts,
works council representatives. . mid-February to share their experiences with MPS. Around two years ago the Mercedes-Benz
Titel: i
6 06_04e_online.PMD
Abstract: ...Report on Social Responsibiity Published MPS Awards 2004 Presented Commercial Yehicles .. DaimlerChrysler Hans-Heinrich Weingarten: MPS helps to continuously
improve production...s key part in boosting competitivensss, MPS Awards 2004 Preserted The prize-giving ceremony...
Titel:
7 E Unknown
Abstract: NSYSTEMINPHASE 2 MPS Moves Forward 2 Mercedes Car._during the Christmas break to en- What would things look lke..of these situations. Thanks to MPS,
smaller carriers are sent straight. . lines agsin. Without a doubt, MPS has changed production for the . basis. From 2000 to 2003, when MPS was stil in its early stages...
8 Tl

E Times_MCG3I_0T10-mo_final_EH

Ahstract: ..three key areas: = Using our MPS experts and other specialists. . Cresting lesn processes inthe endire plant with input from all.. supervisor and supported by the MPS
improvement manager and other .. During the introduction of MPS, the number of continuous im-proveme . The tasks performed by the MPS offices have been changing as
weell. The goal is to optimize the endtire value creation chain in.. efforts to real-ize this aim, the MPS offices are working closely ...

9 Tie
E Times_MCG_0207_eng_final

Abstract: LQUALITY AT & COMPETITIVE COST Bremen Plant: MPS Expert Projects Help to Redesign the System & number of interdependert MPS expert projects were launched in
Hall 9...stations to be reintegrated into the ine. MPS Fair st the Sindelfingen Plant Plant Director ..

10 Titel Search List for Channel 776

Abstract: File: MIF Mewss 10 2003 File: MIF Mews 05 2005 en File: MIF Newes 06 2005 en File: MIF hlewws 0F 2005 File: MIF hewss 07 2005 en File: MIF ewss 02 2005 en File: MIF
Mews 01 2005

mps, 2entralbereiche, english

=3

mps b Advanced Search

b Reset search
Location * | Searchlocation k Help

A service from COMM and ITISP

Pictured: Results from an advanced search.

GOALS AND CONSTRAINTS

Goals:

Maintain a standardized, company-wide structure and design.

Give specific groups the tools and information they need to accomplish
their jobs.

Effectively share information across the company.

Facilitate easy cross-company communication and dialogue.
Help employees better identify with the company.

Enable the highest possible efficiency level.
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BASIC INTRANET FEATURES
Customization:

e Users can select and arrange content as they like.
Personalization:

e Different content exists for about 400 different roles and groups, tied
to attributes such as location, hierarchy, business unit, department,
and function.

e Application integration is also roles-based: users see only the
applications they are allowed to access.

Topic-focused navigation:

« Navigation is no longer organized according to the company’s internal
organization, but rather according to topics and processes.

Application integration

e After logging in to the intranet, users have password-free access — via
single sign-on technology — to about 150 intranet applications.

Kiosk systems

e Terminals on shop floors help blue-collar workers stay informed and
access features such as the employee self-service tools.

Multilanguage capability

e Portal functionality (such as login, the customizer, and Help) is
available in German, English, Spanish, French, and Portuguese.

e Global Portal contents are provided in both German and English.

e Local contents display in any local language.

USERS

The intranet targets all company employees — both blue collar and white collar —
across 45 countries. In Germany, about 180,000 employees have intranet access,
with 270,000 people having access worldwide. Usage rates are consistently high:
approximately 70,000 users log in daily, and 140,000 visits at least once a month.
Interestingly, 70% of users based in Germany — including 120,000 blue-collar
workers — log in at least once per month.

USER TASKS
Common user tasks include:

e Getting the latest local and international news about the company.

e Reading and participating in Web specials, such as employee donations
to charities, or getting the latest news and scores during the 2006
football (soccer) world championship held in Germany.

e« Finding and reading corporate policies and guidelines.
e Using the company-wide staff directory.

e Looking up maps and driving directions for DaimlerChrysler locations.
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e Looking up weather conditions and forecasts for all DaimlerChrysler
locations worldwide.

e Looking for and booking internal car services (maintenance, pool cars,
equipment, and so on).

e Searching for branch office and subsidiary information.
e Looking up department and project information.

e Accessing employee or manager self-service tools.

e Accessing other intranet-based tools.

e Finding the cafeteria menu for any location.

s, B [O][ 2]/

Home Company Me Work Services Knowledge Search

Thursday, August 3, 200
|Ecit] | — ||

Help
PeoEIe - Advanced Search

People
Simple Search
» Advanced Search
Locations
w Al Countrie v

» Search

Companies [ Seach | |10 % Resulis per Page [ clear ]

Personal Data
* Modify =
Password Who s VWho v3.3 - provided by TP and ITPAP
Modify
» Reset
Passphrase
> Modify
Preferences

Pictured: The internal staff directory includes a dedicated search tool. Beyond
searching based on name or phone number, employees can search by job
function and current projects.
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Walcome Marcel Strunk!

Where do WIW data originate? | Help
People - Business Car E

whoisl !

who

People Mr. Marcel Strunk 2]
» Simple Search DaimlerChrysler AG
* Advanced Search COM/CME
Locations " Stieet Address:
Search T — By o S 2
b e
Companies S ——
Germany
Personal Data Phone: - —
» Modify Mobile:
Password Fax: - —
* Modify E-Mail: T =
Reset LS e S
Passphrase
b Modify Department Fax: ===
Location: - =
Preferences e e
Site Code: 09606
— Dep Name: Corp Media Employee-Portal
A
English Supervisor: Mr_Dr. Christian Fachat
Plant: 096
Cost Center: ==
User I0: T

Last Change: 02 Aug 2006

-~
‘Who b= Who v3.5 - provided by TP and ITPAP

Pictured: A result from clicking the results of a people search. Users can
upload their pictures to the intranet, as shown. Another feature (indicated by
red circle) generates an org chart to view an employee’s position in the
organization.

DaimlerChrysler has approximately 150 applications integrated into its employee
portal; most are accessible via single sign-on. Among the applications are those that
let employees:

e View job postings

e Access management tools

e Access Lotus Notes e-mail and calendars

e Submit suggestions for improvement

e Access the company’s Information and Research Center
e Fill out timesheets and time-management

e Access order systems

e Order employee cars

e Order executive cars

e Access employee and manager self-service tools
e Manage travel

e Order company shares
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e Generate an org chart

e Use job-role-specific tools
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My Work

Executive Toots | BuyerChannel

Services

Knowledge

Wielcome Dr. Christian Fachat!

o DC Allgemein Christian Fachat _Vorgaban &
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Entwirfe Datunms Uhrzeit GriiBe
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Nachfassen Zanker, Thorsten 07.11.2006 11:24 1008 “Die Show des Dr 2"
Unarvdnschbe Mail kommunikation, mbox_el-dca  27.10,2006 10:34 2268 MA-Info: DaimlerChrysler verkauft eh
papierkorb kommunikation, mbox_el-dca 25.10.2006 14:43 16425 Ma-Info / Employee Information: Dair
: Gauthier, Mary E 25.10.2006 14:28 5253 WG A Message from Tom LaSorda
AnalcHtie Info_from_Dieter_Zetsche 25.10.2006  13:41 12723  Ergebnisse drittes Quartal / Third Qu:
= Ordnar mbox_096_cfm-adress-manac  17.10,2006 17:15 4120 MA-Info: Stars & Cars-Tag rund ums
1 - Papierkorb Q1 mbox_096_cfm-adress-manac  17.10.2006 11:08 3922 MA-Info: Stars & Cars-Tag rund ums
2 - Papierkorb Q2 Info_from_Guenther_Fleig 16.10.2006 15:10 6193 Feedback zur Fihrungskraftebefragur
4 - Papiarkerb Q4 mbox_096_cfm-adress-manad® 13.10.2006 10:32 9542 Neue Konzernleitlinien und Konzermric
ARG Zanker, Thorsten % 11.10.2006 12:48 493644 WG: DC Bank
Gauthier, Mary E 20.09.2006 16:16 8751 WG: A Message from Tom LaSorda
4 com Info_from_Dieter_Zetsche 15.09.2006 15:26 6294  Neue Informationen zu Ergebnissituat
b mla@iﬂ informiert, Der Gesamtbetrieb  15.09.2006 15:12 3445  Der GBR informiert: Europaischer Betr
HITM Info_from_Dieter_Zetsche 27.07.2006 13:41 11658 Ergebnisse zweites Quartal / Second
 Privat kommunikation, mbox_el-dca 27.07.2006 13:18 10440 Ma-Info / Employee Information: Erge
21 Sonstige Ressorts mbox_096_bs-adress-manage  14.07.2006 17:01 2129 Hinweis zur geplanten Kundgebung de
mbox_096_bs-adress-manage  31.05.2006 22:26 2559 Erganzende Informationen zu Verkehr
mbox_096_bs-adress-manage= 19.05,2006 20:33 6214 Information zu Verkehrs- und Parkbet
mbox_e2-dcag-096_gesamtbe  08.05,2006 10:36 4413 Der GBR informiert: Betriebliche Umse
Mantag mbox_e2-dcag-096_gesamtbe  27.04,2006 14:13 4165 Der GBR informiert: Personalabbau in
11 g;ﬁ? 2008 = Info_from_Dieter_Zetsche 27.04.2006 13:16 12814 Ergebnisse 1. Quartal 2006 / First Qu
. 2 Weckert, Heiko 13.04.2006 08:58 11366 WG: MA-Info / Employee Information
Q kommunikation, mbox_eg1-dca™ 12.04.2006 11:37 2325 Ma-Info / Employee Information: 8. F @
= W st RAaene T An m Anne A e Tinrn reeee 2

Pictured: Employees can access their Lotus Notes e-mail and calendars via
the intranet (single sign-on technology permits access without re-entering a

password).
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Pictured: (front row, from left) Gerald Starke, Christoph Heger, Andreas
Moissidis, Tim Rohrer; (back row, from left) Oliver Radtke, Ronny Schabel,
Christian Fachat, Benjamin Oberkersch.
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The DaimlerChrysler Employee Portal is managed by two groups located at corporate
headquarters: Web Communications and IT. The former group oversees all content.

Overall, about 20 people at the headquarters are directly involved in the portal. In
addition, most divisions, locations, and plants have local editors who work part-time
on the intranet.

BACKGROUND

On July 23, 1996, the first Daimler-Benz intranet launched, providing employees with
online access to daily news, important dates, business reports, the Who Is Who staff
directory, product information, and service offerings such as literature reservation
and motor pool service. In fact, Daimler-Benz was one of the first companies in
Germany to offer its employees a corporate intranet.

In 1998, Daimler-Benz and Chrysler merged, and on “day one” of the new company
— November 17, 1998 — a new DaimlerChrysler intranet launched.

In August 2001, designers re-released the intranet as a personalized portal, allowing
employees, for the first time, to adjust, add, or delete intranet content. In addition, a
user’s location, task, function, and hierarchy in the organization influenced the
information they saw and the applications they could access. Thus, each employee
began to see his or her own personal and unique employee portal, albeit presented

in a global, standardized framework, with single sign-on. “The introduction of the
portal also provided a platform for us to integrate restricted information and
applications — such as employee and manager self-service tools — without requiring
users to continually re-enter their passwords,” says Fachat.

DESIGN PROCESS AND USABILITY ACTIVITIES

Ten years after the first Daimler-Benz portal was introduced, the DaimlerChrysler
intranet team began plans for a major intranet update.

To guide the redesign, the intranet team extensively analyzed employee site usage
via a site statistics tool; studied user feedback (the team receives up to 200
communications from employees per month); studied weekly and yearly surveys;
referenced external usability studies; and relied on their own experiences. “We also
regularly do benchmarks, both with other automotive original equipment
manufacturers, as well as with other industries,” says Fachat. “These benchmarks
are very inspiring, and we often glean insights that help guide our own design
efforts.”
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Pictured: The Company tab before the latest redesign. Users had to scroll
down to see a substantial portion of the content.
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“From mid-2005 to mid-2006, we updated the hardware and software to new
versions in order to reduce maintenance and operating costs, upgrade the
technology platform, and provide better support for our company-wide security
guidelines,” says Fachat. “We also took this opportunity to make the Employee Portal
more user-friendly, easier to navigate, and just to increase overall usability. In
addition, we updated most of the existing, global content, and also created a
substantial amount of new content.”

In particular, DaimlerChrysler upgraded to new versions of IBM’s WPS and WAS. “We
also consolidated the up-to-then separate hardware infrastructure of the portal and
content management onto one common platform,” says Fachat. “This consolidation
allowed us to achieve additional cost savings.”

TIMELINE
e July 23, 1996: The first Daimler-Benz intranet launched.

e November 17, 1998: Daimler-Benz and Chrysler officially merged; the
new DaimlerChrysler intranet launched the same day.

e August 2001: New intranet — redesigned as a personalized portal —
launched.

e Mid-2005: Intranet redesign began, with hardware and software upgrades
aimed at reducing maintenance and operating costs.

e July 18, 2006: Launching began on redesigned portal.
e September 15, 2006: Portal redesign launch completed.

RESULTS

On July 18, 2006 — 10 years after the launch of Daimler-Benz’s first intranet — the
DaimlerChrysler intranet team began rolling out a new portal; rollout concluded
September 15, 2006. “This redesign allowed us to better synergize intranet and
Web-based content, which substantially reduced our operating expenses,” says
Fachat. The design team also expanded the number of roles the intranet recognized,
which increased the granularity of security controls and improved access restrictions
on sensitive content and applications. “We also took the opportunity to make the
portal more user-friendly and to increase its usability. Finally, the new portal offers
employees completely new sections, as well as substantially revised content and
functionality.”

Today, the Employee Portal serves almost every DaimlerChrysler location. Over
380,000 employees in 44 countries connect to the intranet, accessing content written
in five different languages. “Every day, around 70,000 colleagues use the portal as
an information resource, knowledge platform, communication hub, and to centrally
access work-related group tools and applications,” says Fachat. “Simply put, it has
become a vital part of their day-to-day work.”

Users have weighed in on the changes. In the first two months alone, they sent
approximately 2,000 messages — “most of them positive to very positive,” notes
Fachat — via the intranet’s built-in feedback tool.

Some user-facing improvements dramatically enhanced usability. In particular,
adding second-level tabs reduced page lengths and load times. Users can also select
an “in-line editing” mode, and then use arrows to move modules or the trashcan icon
to remove modules outright. (Users can also access the customizer to make such
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changes and to tweak an individual module’s contents.) Last but not least, “we’ve
simplified the portal login screen by grouping types of content into the Logon, Help,
and Info pages,” says Fachat.

Finally, the new design is simpler — both for users and behind the scenes. Beyond
the streamlined interface’s improved usability, “the revised header layout and the
standardized module layout lead to much shorter download times,” he says.
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Pictured: To rearrange or remove modules, users can toggle an in-line editing
mode (indicated by the arrows, trash can, and “minimize” symbol atop each
module’s top blue bar).

LESSONS LEARNED

Insight from Christian Fachat:

Provide users with an outlet for feedback. “From a communications point of
view, user acceptance is one of the most important things to obtain to ensure the
intranet succeeds. One way to help secure such acceptance, then, is by giving users
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a forum or outlet for sharing their feedback — and responding quickly to such
feedback — to maintain a positive intranet atmosphere.”

Content overflow vs. personalization. “Finding the right balance for how much
content to deliver to users is a difficult, but essential task. Too much content leads to
a ‘content overflow’ in which specific topics are difficult to find. On the other
extreme, starting with too little content, and only relying on personalization and
customization, can also make it difficult for a user to the find relevant content.”

Navigation by topics. “It’s extremely important to offer users topic-based
navigation, not organization-based navigation. Most users simply won’t know which
organization, on which company level — local, regional, or corporate — is responsible
for a certain type of content or service. Thus, by basing portal navigation on topics,
users do not need to master the company’s organization to use the intranet, since all
contents and services regarding a specific topic are placed in one spot — or in our
case, on one particular tab or sub-tab.”

User acceptance. “For the intranet to gain high levels of user acceptance, especially
at the beginning, it is very important to offer some ‘killer applications’ that are
available exclusively via the Employee Portal. Such applications may include the
employee timesheet, staff directory, or even cafeteria menus. In addition, it’s
important to have single-sign for as many applications as possible from the very
beginning, to make the intranet as easy to use as possible.”

Think of your users’ Web skills. “Consider the different Web skills of your
potential users. These might differ for blue- and white-collar workers, as well as
regionally. Remember: not everyone will know technical Web terms or how to use
fancy types of Web functionality or navigation.”
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The Dow Chemical Company

Using the intranet:

Dow is a diversified chemical company that
harnesses the power of science and technology to
improve daily life. The company offers a broad
range of innovative products and services to
customers in more than 175 countries, helping
provide everything from fresh water, food, and
pharmaceuticals to paints, packaging, and
personal care products. Built on a commitment to
its principles of sustainability, Dow has annual
sales of $46 billion and employs 42,000 people
worldwide.

Headquarters: Midland, Michigan (US)
Number of employees the intranet supports:
42,000

Countries with production facilities: North-
America, Europe, Latin America, Asia Pacific,
Africa, the Middle East, and the Indian Sub-
Continent

Annual Sales: $46 billion

SUMMARY

Design team:
In-house and Siegel+Gale

Members:

Dow: Stacey Elder, public affairs information
steward; Mark Fenske, infrastructure architect; Mario
Ferket, end-user development; Jodi Hayes, content
technicians network leader; Annemarie Helms,
intranet communications manager; Ingrid Knox,
knowledge management resource center; Kim
Sartain, intranet service leader; Chris Young, intranet
support

Dow employees have a broad range of professional experience and perform many
different types of jobs. Their intranet supports their needs with a variety of offerings
— from news to intranet-based applications aimed at boosting their productivity.

This is no small feat, given the diverse array of job responsibilities. Many of these
jobs are related to chemical research and manufacturing, which fall into such
organizational groups as environment, health and safety, manufacturing and
engineering, and R&D. As with any large organization, of course, more “typical” job
roles also abound, including marketing and sales functions, public affairs,
purchasing, supply chain, finance, HR, IS, legal, customer services, and e-business.

One thing that helps make the intranet a trusted tool: most of Dow’s employees,
including blue-collar staff, have a Dow workstation or access to one, enabling
intranet access. Furthermore, many employees’ work processes are supported by
intranet applications; the intranet actually supports its users and their varied needs.

The intranet homepage itself also offers great support for all users through news and
several innovative features. For example, Did You Know... appears in the middle of
the homepage, near the bottom. The intranet team populates this section with
interesting tidbits posted by business and corporate communicators to Dow’s
external website, www.dow.com. Knowing employees don’t always look at the
external site, the intranet team grabs this information and funnels it to the intranet

homepage.

Breaking Dow news appears, appropriately, front and center on the homepage. Users
can also link to Dow Today for more news. The My News section displays news that

users have opted to receive.

Other engaging and useful features include the Drive to Zero section, which inspires
workplace safety by displaying incident rates and safety information.
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The Intranet Directory houses links to key information across the intranet. The News
& Reference Materials section is one of 13 main categories and links to internal news
sites (corporate, regional, business, functional) and external news sources. It also
links to the subcategory Dow in the Public Eye, which has links to issue statements,
industry news, and news articles about Dow. The Reference Materials category has
links to dictionaries and glossaries, pricing and economic information, chemical
properties, electronic journals, forms, libraries, market research data, product
literature, and reference books.

Based on user requests, intranet developers also added an Essential Links section to
the homepage. The intranet communications manager manages this list on an ad hoc
basis, based on user feedback.

Smaller useful features also abound. For example, the World Clock is very convenient
for scheduling meetings when you work at a company with offices around the world,
and on project teams with co-workers in various locations. This feature does more
than help users schedule meetings, however. It also promotes Dow as a global
entity. This need to better communicate Dow’s global presence arose from user
feedback sessions. Designers conducted these sessions during the homepage
redesign project and found that employees thought the old homepage didn’t
emphasize Dow’s global presence. The resulting World Clock homepage feature
displays time information, in 24-hour digital clock format, for cities in which Dow has
regional headquarters. Users can edit the clock settings to display locations most
relevant to them.

Because most employees have some fluency in English, corporate intranet pages
appear in English. Many local intranet pages are also written in local languages.

Important Global Newsline stories are translated into seven languages: Dutch,
German, French, Italian, Portuguese, and Spanish. Depending on the content,
articles might also be translated into Chinese, Japanese, Thai, or Greek.
Appropriately, content authors themselves designate which languages their articles
should appear in, and an intranet editor routes the stories to Dow’s translation team.
Ideally, authors submit stories needing translation a week before their run date so
the same story can launch simultaneously in every language.
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Stock Watch

DOW 35.14 +0.13 9:52 ET 8/3/2006

Dow Intranet

Using the Intranet

2 My Links [edit]

+ Keyword Admin

+ Keyword Loopup Tool
+ Suggest a Link Admin
+ Web Reports

+ WebTrends

+ European Donations

e Drive to Zero

Incidents Year To Date  Count Rate
[#] Injuries/|lInesses 162 0.35
334 -
210 3.2
18 -

Motor Vehicle Accidents
Frooess Ssfety Incidents

Last Updsted: 8/3/2006

Intranet Directory
Corporate Information & Dow Strategy
Be An Ambassador, Scorecard, Six Sioma, ...

Businesses
Basic Plastics and Chemicals. Corporate ...

Employee Development & Training
ED Within Functions, Other ED Resources. .

Employee Groups
Emplovee Networks. Other Emplovee Groups. ...

Enter a Dow Keyword

[ Search the intranet

Dow Today All the news in one place

Breaking News

o OCE Forms Executive Teams to Address Key
Company lssues

« Congress Addresses U.S. Energy Prices

* Dow Employees Honored by HEMAAC

« Cultural Training Builds Productive Relationships

e Advancing Business Growth through Innovative [T

« Reminder: DVWM Airs August 3

e More Dow Today stories...

=My News [edit]

+ Midland Mewsline

Dow Helps Sponsor Habitat For

Humanity “Restore”

Baseball Team Name Announcement

¢ Scheduled For The Main Event. August
26. 2006

2006 Dow Ag. Adopt-a-Family Golf

Scramble

= Essential Links

+ A-Z Listing of Intranet Web Sites
Dow.com

Functions
Manufacturing & Engineering. R&D,

Information Technology & Intranet
Dow Workstation Services, Infranet. ...

News & Reference Materials
Financial, Forms, Libraries, Policies, ..

People Information
Emplovee Information. People Success, ..

Projects & Initiatives
Business Led. Function Led, Location Led, ...

Regional
Europe. Greater China, Morth America. .

Travel
Alerts. Travel Resources. ...

Work Processes
Manage Information, Produce Product, ...

Your Health & Safety
Total Health. Ergonomics. ..

e Using the Directo
e Sugoestalink

Dow Exchange Rates - Currency Converter
Dow Strateqy
eGSD

Job Announcement System
This is Dow

= Did you know...
Dow Chemical and its employees pledged §5 million

to tsunami relief efforts. including §3 million for long-
term reconstruction efforts.

Milnyper iy kecBuarsps
My keBuarepei

Featured Story
Dow in the Middle East: Opportunities for
Growth in a Key Region

Featured Image
Dow Central Germany Helps Rescue the
Former ‘Grosiedehalle’

= Give us your Feedback!

How often do you wear sunblock?

I Always
Usually

B Sometimes
Rarely

I Never

Total Votes: 5953

[ GUYF info | GUYF archive ]

2World Clock
Heng Kong Sac Paule Horgen Midland
EER [ 1120 ] [[1e2 ] EER
[)edit ward cloc ()it werd clod
People’s Republic of China Ukraine Kiev
Beijing

Save Time Settings...

= Reset Homepage
Reset your homepage to its default settings. You will
lose all of your customized information in My Links, My
Mews and World Clock.

Reset

Pictured: Dow’s intranet homepage includes news, safety status, My Links, a

World Clock, and more.

In the My News section, users can customize news by clicking the Edit button. Note
the edit link’s convenient placement. While a seemingly small detail, placing an edit
link in the actual area to be edited is an excellent — and often overlooked — design
choice. On many intranets, for example, editing a homepage section often requires
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editors to first locate a specific menu command, which is often in an inconvenient,
seemingly unrelated location. The Dow intranet, however, makes customizing its
news section easy. Clicking the link leads to a subsequent page that lets users select
checkboxes under several categories, including Businesses, Functions, and Shared
Services, and locations such as Latin America and Europe.

Dow Intranet

D% MITDAY Hoa | Linang 1 imran

Dow Intranet Home

Pleasesr sebect the news you would like 1o see on your homepage and press “Add Sites™ at the botlam of this page

Asia Pacific

0 ol Mgershine

] Mo Hewaling

[ Swizedang Hewsing
[ UK 8 Ireland Navsing

India, Middle East & Africa

Latin America

[ Latin Amenican Hevgine
[ Brazd Newsting

[} Mosth Redion Newsline

L South Reoion Hewsling

North America

[} Mot American Newssne
L Canada Newsline

) Louisiana issine

L) Bhdlong Nevboe

O Qb U S Regins

] Femirs Newslog

[ ¥est Vugnia Newgling

Businesses

O] Buiness Glokal Hesahng

O Basic Plastics and Chemicals News

[ Perdommance Plastics & Chamicals News
O Hysocarbons & Energy News

[ Resgarch & Dinslopment Niws
1 Glgbal Supply Chiain News
[] Information Systems News

Mote: The customazable homepage fleatires are cookie-based. A cookie stored on your DWS remembers your settsngs If you delete
your cockees on 3 regular bagis, this will cause you to love your cusiemized infomation

Pictured: Users select checkboxes to indicate interest in various news
categories; chosen items appear on the homepage in the My News section.
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Users can also customize the My Links section (which appears in the upper right of
the homepage) by clicking the Edit link. Once clicked, the subsequent page displays
a list of links that currently appear on the homepage. Next to each link name are the
following commands: Remove, Edit, Move Up, and Move Down. These commands
cover almost anything a user might want to do with a link, which is excellent. To add
a new link, users type the name in the Site Name field, and the address in the URL
field. Clicking the Add button adds the link to the list. This is a clear, highly usable
process by which users can edit their links. When finished, they click the Done
button.

Dow Intranet
Dow Intranet Home | Using the Intranet

Dowintranet Home

Add link to Homepage

Current Links:

dev-Homepage |«
Keyword Admin [
Keyword Loopup Tool [
Suggest a Link Admin
Web Reports [ remo

WebTrends [re
Dow Today Content Edito
European Donations [r

Keyword Upgrade 1
ZeelandNet Web
Volkskrant [ remous | 24it | m:

Note: The customizable homepage features are cookie-based. A cookie stored on your DWS remembers your settings. If you delete
your cookies on a regular basis, this will cause you to lose your customized information.

wouopy e orihvowrds
;Epopopy A oTEhvovrds

Pictured: Users can easily add, move, edit, or remove links from their My
Links list on the homepage.

Users can also easily remove homepage customizations using the Reset Homepage
feature. A note appropriately warns users they will lose any customized information:
“Are you sure you want to reset the Homepage? You will lose all customized
information. OK/Cancel.” It also reminds users of all of their customizations,
including My Links, My News, and World Clock.

Beyond offering the homepage news, the Dow Today website includes all company
news, organized into the following categories:

e Global Newsline: Brief news stories from around the company.
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Dow in the News: A summary of key external news items that feature
Dow.

Industry News: News from around the chemical industry.

Local News: Brief news stories from around the company, organized by
geographic location.

Around Dow: Monthly, feature-length stories.

Featured Images: Images related to key stories on the site.

Articles have well-written titles followed by simple summaries. Providing these
extensive news offerings, organized in an easily scannable manner, helps keep users
well informed without taking too much time from their busy schedules.
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Stock Watch

DOW 38.52 +0.24 16:01 ET 9/22/2008

Enter a Dow Keyword

Dow Today

Home
Global News|
Newsline

AL
ARTICLES

_CORPORATE
& FIMANCIAL
-BUSINESS
-FUNCTIONS
HR &
"PECPLE
_PAST
ARTICLES

Dow in the
News

Industry
MNews

Stock Watch
Local News I
Asia Pacific
Europe

India, Middle
East & Africa

Latin
America

Horth

America

Featured

Stories

All Stories

Around Dow

e-Editions
-BLOBAL
LOGAL

Geographiesl

All Top

Stories

Featured

Images

All Featured

Images

Site Tools I

Suggestions
Search

[

Monday, September 25, 2008
Dow's Breaking News

SPUC in China - Shanghai Petrochemical Union Carbide
Emulsion System Co., Ltd. (SPUC). and its Chinese partner
Shanghai Petrochemical Investment and Development Co..
Ltd. (SPIDC). will cease operation of their facility in China.
Idare

Dow Workstation — The Dow Workstation 4.0 rollout is well
underway. You must register your current workstation to be
eligible to receive a new one. More

Maritime Award - Dow was named a Distinguished
Leadership Award winner, recognizing Dow's leadership in
keeping its vital supply chain secure from terrorism. piracy
and other threats. lore

Thailand Travel Restriction — The complete travel ban to
Thailand has been relaxed however, a travel restriction
remains in place for all international travelers destined to or
traveling through Bangkok. Ware

Ramadan — The Muslim Hely Month of Ramadan falls
between September 24 and ends with the Eid around
October 23. Dow and Dow JV offices will reduce their
working hours as dictated by local law and/or custom. Mare

Geographies - Top Stories of the Week

Thailand - SCC-Dow and Dow promoted an essay contest
for children in Rayong province called *Building your
Dreams with Ink for a Better Community”. Mare

India, Middle East & Africa

IMEA - What's Dow's strategy in the Middle East? What
are our growth plans in India? How many joint ventures
does Dow have in the Middle East? Answers to these
questions and many more can be found on the new
Intranet site for the India, Middle East and Africa Maore

Argentina - To develop closer relationship with the most
prestigious universities and attract the best graduates in
the region, Dow recently participated in three events that
brought together over 11,000 students and young
professionals. English | Espariol

Fu =
Evi uwnhdrepn
= o Uy nhéTeen

| Search the Intranet

Featured Stories -

Around Dow October

Cument Edition

Sustainability

Have you ever stopped
for a moment to think
about all the products of
chemistry you used
only during your
morning routine? In this
article, provided by the
American Chemistry
Council, you will learn
how chemistry is
essential to a good
moming. More

Wake Up to the Benefits of
Chemistry

Stories at a Glance
Past Feature Stories

W.K. - To better understand how products are used in their
intended applications, the UK Building Solutions sales
team decided to obtain some practical experience. They
spent three days at the CIT Center, where they installed
ROOFMATE™ in the inverted roof application, a roofing
system with high growth rates. More

W.S. - During the week of Oct. 9. employees at FilmTec
Corporation, part of Dow YWater Solutions, in Edina,
Minnesota, will come together with Habitat for Humanity
to build a home for an area family. More

What's New In?
- Basic P&C
- Performance P&C
- HCAE

- Dow AgroSciences

Featured Images

Dow Participates in
the Most Important
Argentine Job Fair

- FilmTec Helps to
Build a Better
Minnesota

- Dow Thailand
Sponsors Essay
Contest

- IMEA Launches New
Intranet Site

- STYROFOAM™
Team Live a Builder's
Life

- Dow Argentina:
Attracting the Best
Graduates in the
Region

- Leadership Digest

- Be an Ambassador

- Qur Commitments

Pictured: The intranet’s Dow Today section offers news, slotted into six major
sections.

Beyond news, the Dow intranet also deals in motivation. Really, receiving a bonus
from one’s boss is always welcome, but often, receiving kudos and possibly
monetary compensation from a colleague can be more meaningful. Dow’s global
awards and recognition program makes this possible for all employees via the
Recognition@Dow application, which lets employees send e-cards or nominate a
colleague for an award. On the section’s first page, a short prompt offers users the
choice of two clearly labeled buttons: Redemption Site or Nomination Site. To help
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accommodate Dow’s global workforce, this section is available in nine different
languages. Users can select the language of choice via the Choose Language menu in
the upper-right part of the page.

<>

Welcome to the Recognition@Dow Home Page Francais
Welcome ¥wpou GuoTuxig Deutich
Espaiiol
From here you can visit the redemption site to select your ltazllar:o i
award or you can send an e-Card or nominate an employee Nederlands
Portuguese

for an award at the nomination site. o
Brazilian

Choose one of the options below to get started.

redemption site > nomination site >

= =
-

Pictured: On the first page of Recognition@Dow, users identify whether they
are nominating someone for an award or redeeming an award they’ve

received.

The recognition area’s first page offers information about the program guidelines
along with recognition tips. The guidelines help users match the nominated person’s
behavior with an appropriate award. This imbues users with confidence about the
awards they are giving and maintains equity across the organization.
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<T>

Welcome to Recognition@Dow B

Mominate an individual or team for an award. Use Recogl;l Ezel h

the Award Wizard to match the behaviors and results i * M eople who
deserving of recognition with an award level : | _a €a

appropriate for the contribution. S leference

In Program Guidelines, Recognition Levels provides
the value of and criteria for each level of award and
outlines the nomination and approval process.

For answers to your guestions about the program,
refer to the FAQs in Program Guidelines.

You make a world of difference
Recognition@Dow

Pictured: On the nomination section’s first page, users can learn about the
program and rules, and nominate someone for an award.

The award selection page gives users a choice of e-cards and monetary award levels.
Again, users can select the language in which the award itself will appear — a nice
touch for people sending awards to colleagues who speak a different language.
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>

award: selection

Please select the award and languzge below.

Start here by viewing the Award Level Wizard =¥

(3| digital emailed awards:

Click ¢n an image to enlargs...

eCard 3 =Card 4

One Carat Award Two Carat Award

Threa Carat -
-
Three Carat Award Dizmond Keepsake Award

©] ©]

[3] chosen award language:

LEninsh vl

PROCEED

Pictured: Users can select from a variety of e-cards and monetary awards.

Once a user selects a card and recognition level, they must provide information
about the nominee. First, users select a nhame or names from the address book.
Next, they view Dow’s Essential Elements to determine how the nominee’s actions
align with the Elements. Then, the user writes a message. Finally, the user can make
a case to the approving manager for any monetary awards. The nomination is then
e-mailed to the nominee’s supervisor for approval.
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T

award nomination

program

[#| nominee’s details:

Please choose the award recipients by clicking select.
To remove a recipient from the list, simply highlight the
recipient and click remove - includes up to 150 award
recipients for each order,

recognize
someone

+ Mame{s}

selfect %
remove %

2] award alignment:

Click here to determine alignment to the Dow's Essential
Elements

“Alignment:

*l v

[3] message to award recipient:

Enter the message for the recipient hera:

Please do not enter the recipient or sender name below - these
names will be captured in the 'to' and 'from’ details in the order
form.

Up te 2000 characters can be entered,

comments to approving leader for
[3| monetary awards:

Please insert any additional comments below that you weuld
like to share with the approving leader on this nomination:
Up te 1000 characters can be enterzd in this fisld,

PROCEED

Pictured: Users input the nominee’s name, a message to the nominee, and
any comments to the nominee’s manager, who must approve the award.

Once the manager approves the award, the nominee receives an e-mail with the
message from the person who nominated them and a link to the page to redeem the
award. When clicked, the resulting page presents a feel-good message:
“Congratulations, you made a world of difference!” Users can then choose from four
award-related links: My Awards (to track all awards they have received), redeem my
Award, Track Your Order, and Program Guidelines.
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T

Welcome to the Recognition@Dow Award
Redemption Site

This site will allow you to select a gift certificate from
merchants around the world or around the corner.

Congratulations, you made a world of difference!

You make a world of difference
Recognition@Dow

Pictured: Award-winners receive an e-mail directing them to this page, which
lets them redeem or review awards. They can also track the status of any
award redemptions they’ve requested.

Recipients can exchange awards for gift certificates good at their choice of
merchants, including those offering retail goods, travel, entertainment, sports, and
hobbies. Recipients can also donate their rewards to select charities.

As with the rest of Dow’s intranet, users can only access Recognition@Dow through a
Dow workstation that is logged into the Dow network. Even so, the application is
actually hosted by an external vendor. Local merchants in each country that Dow
operates in ultimately issue the gift certificates. While actual retailers differ, the
rewards categories are consistent for all countries.
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>

United States:

choose where to shop

A Shoppers Dream:
Fashion + Shoes + Accessories
Sporting World:
Clathes + Equipment
Home & Hobbies:
Style & Décor + Books + Music
Entertain Me:
Cinema + Dining *+ & Might Out
chill Out:
Fitness + Health & Beauty
Globetrotting:
Hotels + Travel + Cruises
Kids Stuff:
Clothes + Toys
Charity:
Donate to a charity
Shopping Online:
Entertainment + Sports + Home + Kids

You make a world of difference
Recognition@Dow

Pictured: Recipients can exchange gift certificate awards for a variety of
goods and services.

The intranet also facilitates business travel. Airline travel these days is often quite
inconvenient — long lines at airport security, restrictions on liquids and gels, and
limited legroom and tray-table space in the airplane itself. Dow, however, often helps
take the sting out of traveling by offering corporate-run flights to and from some of
its most frequently visited US offices.

Users can easily reserve a seat on a Dow shuttle via the Dow Aviation Reservation
System (DARS), an intranet-based self-service booking system. Straightforward
calendars let users select travel dates. The system displays shuttle cities, departure
and arrival times, flight numbers, and the number of available seats. The interface
mirrors many well-known online travel websites, and this is a good thing: users
already know how to use them. In fact, DARS is even less demanding than travel
websites because the Dow intranet personalizes offerings based on users’ login
information.
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Dow Intranet
Dow Intranet Home | Using the Intranet

Dow Aviation|Reservation'system

Enter a Dow Keyword

HOME
Change Current Passenger Dow Aviation Reservation System
Edit Account Data W
Personal Travel Policy R i for I ) )
eservations for Feyovdg Tapa 1K
Make Personal/Standby Requests v < paywyIkig
How to Use This Application Ta Tutroug mMBave wpd. Ta opaipdrwy TaflvouEe dpa, cav Tl
AT T KfﬂTOI(? xpsld(ovrgl. At dpo oty c'ﬂ'r;lpcc. N'éct ME EpYACTHKE
by avakAuyelg embidpBwong. Avd TTESIA XEIPOTEPA ME, AT

Click on calendar to change the date.

Prev Next

September, 2006

October, 2006

November, 2006

3 M T W T F 3

1 2
3 4 5 &6 7 8 9
10 11 12 13 14 15 186
17 1% 19 20 21 22 23
24 25 26 27 2% 29 30

3 M T W T F 3
1 2 3 45 6 7
2 910111213 14
15 16 17 18 19 20 21
22 23 24 25 26 27 23
20 30 31

3 M T W T F 3

1 2 3 4
5 & 7 8 2101
12 13 14 15 16 17 1%
19 20 21 22 23 24 25
26 27 28 29 30

Flights available on Monday, September 25, 2006

-Select flight(s) then click Reserve button to make reservations
-Click on flight number to view list of passengers

Flight |Leaves ETD |Arrlves ETA Seats”
4 oo 6:00 AM | HETPATEIC 8:03IAM | 39
T 100 | perphoeig 6:30 AM | petphgeEig 735 AM 9
[T 401 | perpriosig 7:30 AM | HETPATEIS 9:00 AM 3
7 101 | perpriozig 8:08 AM |peTprioElg 9:06 AM (2}
[T 5 | uerphiosig 8:45 AM | pETpAoEI 1219PM | 42
[0 103 |perproEig 4:00 PM | pe1piderg 506 PM 12
[0 402 |perproEig 5:00 PM | peTpgelg 6:30 PM 1
O psTphazEig 530 PM | petpfiosig 6:30 PM 13
selected flights for Mngowic koBuaepsi " Available/(Waiting)

|Current [tinerary for Mnxavi¢ kaBucTepei
|Date ‘Flighl |Leaves |ETD |Arrives |ETA |Status
|ND current flight reservations for Mngavlic keBugTepe

Corporate Aviation
Shuttle Questions: rranay ey Rc
Toll Free Shuttle Information (recording): Taoaywy K ic

r: HUMAN RESOURCES
VaRTOTORTE

Pictured: Users can easily choose a date, view that day’s flights, and select
and hold flights they’re interested in.

Once an employee reserves a flight, a confirmation page verifies the itinerary.
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Dow Intranet
Dow Intranet Home | Using the Intranet

Dow Aviation|Reservation System

Reservation Result

Flights Resemved
Date Flight
9/25/06 104

Leaves ETD

5:30 PM

Arrives
ko BugTEpE

to the main display

Ko BuTTEpel

ETA
6:30 PM

Pictured: The DARS confirmation page details the itinerary.

To help users easily traverse the intranet and find information they’re looking for,
the intranet maintains a consistent navigation scheme. This scheme includes a

universal intranet navigation ba

r at the top of every page, plus a left-side menu bar

that highlights where users are and where they can go. Finally, each page includes a
footer that displays the last date the page’s content was updated; e-mail links to the
relevant content and technical contacts; and the classification level for information

contained on the page.

rubhc A

Mryow e ko Buarzpsl
MAnyoow g kxBuaTEpE]

filiated

pany of Dow

Pictured: The footer area of each Dow intranet page displays crucial
information, including the date content was last modified, the content
classification level, and links for any related content or technical questions.

Dow wisely requires all of these navigation elements for every intranet page. To
help, the intranet’s designers enforce designs and design standards via guidelines
and page templates. This ensures intranet users have a consistent experience across

the intranet, while freeing content contributors from having to worry about — or
spend time grappling with — page design.
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Such attention to detail, together with vast news offerings, custom-designed support
applications, and an uncomplicated navigation system, are just a few of the reasons
why this intranet succeeds for Dow’s employees.

URL AND ACCESS

The Dow intranet’s URL is http://dowhome.intranet.dow.com. The intranet
homepage is the default start page in employees’ browsers, and most keep it that
way. That said, 15% of users select a different internal page as their default start
page, and 1% choose an external page.

To promote easy intranet access, every intranet site includes a link to the intranet
homepage via a standard header (the “universal intranet navigation bar”).

Users can access the intranet only from a Dow workstation. “Logging in isn’'t
necessary: as soon as users are logged on to their workstation, they have access to
the intranet,” notes Annemarie Helms, Dow’s intranet communications manager.
Standard workstations are laptops, though labs, control rooms, and other shared
environments have desktops. “We have about 7,000 shared workstations in the
company, but even though the workstation is shared, people still have individual
user accounts,” she notes.

Laptops include VPN software for authenticating remote users, allowing them to
access the intranet on the go.

CONTENT MANAGEMENT

Decentralized Content Management

At Dow, content management is decentralized: roughly 300 Web administrators and
60 specialized content technicians, located around the world, manage intranet
content. As Helms notes, “these Web administrators get their guidance from the
intranet service team, and from the information stewards” who help manage Dow’s
three principle knowledge repositories: the intranet, file shares, and communities of
practice.

Pages are designed and maintained using Microsoft FrontPage, and pages post first
to a development site, and then a live production site.

Templates help enforce consistent designs. “Page templates exist for various
situations, including a homepage, search page, lower-level pages, applications, and
data-rich pages,” notes Mario Ferket, one of Dow’s end-user developers. “Style
sheets are centrally managed, so any change automatically filters down to all
intranet sites using the style sheets.”
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Pictured: An example of a department-level page, designed using standard
Dow templates.

Currently the Dow intranet has 701 top-level sites. So far, 625 of these sites have
converted to the new standard look and feel; many of the remaining sites are in the
conversion process.

“Our distributed model, with decentralized responsibility for individual sites, has its
advantages, but also its challenges,” notes Kim Sartain, Dow’s intranet service
leader. “It requires content technicians and Web administrators to have the right
level of knowledge and a good understanding of the standards. When we redesigned
the intranet, completely redoing existing sites was a daunting prospect for many
people, and we needed to go through a significant buy-in process. Some felt that we
had taken away their creativity by employing standard templates, and we needed to
explain why this needed to be done. It helped that Dow had implemented standard
global work processes for many of its activities; standardization was not new to us.
But it continues to be a challenge to ensure that people have the right level of
training and knowledge to manage their sites.”
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Required Intranet Page Elements
Every intranet page must have three elements:

e The Universal Intranet Navigation bar. All websites that have
migrated to the new intranet standards sport this navigation bar,
which contains links to the intranet homepage, Using the Intranet, and
the Dow Keyword feature. “Through the Universal Intranet Navigation
bar, users can get to any website on the intranet quickly and easily,”
notes Jodi Hayes, the content technicians’ network leader.

e Left-hand menu. This left-hand menu provides primary navigation for
the intranet, except for applications and data-rich pages. “The
advantage of this standard interface is that the menu shows users
where they are, as well as where they can go,” Hayes says.

e Footer. The footer displays the last-update date, links to e-mail
content and technical contacts, and the information classification level.

Each intranet site must also have a designated owner. “Owners provide managerial
support, resources to fund the design and building of the site, and resources for
long-term maintenance of the site,” says Hayes. Assisting the owners are content
stewards, who are accountable for the content and help tie it to specific business,
functional, and department objectives.

All pages must meet navigation standards, which specifying such things as:
e Consistent rules about linkages to other sites.
e Recommended site structures.

e Guidelines for using the information architecture to improve site
usability.

Finally, user interface standards ensure:
A universally consistent typography and color palette.
e Limited use of images and ornamentation.
e Optimized page sizes, to improve load time.

e Use of standard page templates.

Translating Stories

News story authors — who are typically public affairs employees — submit stories to
the Global Newsline editor using an intranet-based submission form. “On this form,
they indicate if they would like to have the story translated, and if so, in how many
languages,” notes Helms. “The authors are in the best position to make this choice,
since they have the best understanding of their audiences and of the intent of the
story.”

When a story needs translation, the Global Newsline editor first edits the story then
forwards it to Dow’s internal translation department, which farms the story out to
someone in its network of translators. Stories requiring full translation must be
submitted one week in advance, so all versions can post to the intranet
simultaneously. “If that isn’t possible, the English version gets published first and
translations will be added as they become available,” she says.

Language possibilities are English, Dutch, German, French, Italian, Portuguese, and
Spanish. “Depending on the nature of the article, the company will translate it to
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additional languages such as Chinese, Japanese, Thai, and Greek,” says Helms.
“Local Newsline stories are usually written in the local language, and may or may not
get translated into English.” The most important stories featured in Global Newsline
also include a Rate a Story feature.

News Feeds

Dow subscribes to news feeds from an external company, NewsEdge, to receive
news on specific industry topics and news involving Dow. “Two features on Dow
Today are Dow in the News and Industry News — respectively, an overview of stories
about Dow and about the industry in general,” says Helms. “We use a news feed
from NewsEdge, but we do not publish this feed directly to the intranet. The Global
Newsline editor reviews the feed and decides which stories — actually, links to the
original stories — to publish. In the case of Dow in the News, the editor also adds
summaries below the headlines.”

Dow’s Business Intelligence Center (BIC) handles the NewsEdge subscription. BIC
helps individual users and business groups create news profiles to customize
NewsEdge news and information using topics and keywords; BIC also offers Web-
based training.

“This service provides good coverage on chemical-business-related topics for the
United States and the world,” notes Helms. “Notification of United States and
European patents is also included in this service. Currently, about 20 intranet pages
— so-called BIC portals on specific topics, and sites maintained by Dow’s businesses
— use direct news feeds. In addition, about 800 individuals have been set up with
NewsEdge profiles for offline use.”

TECHNOLOGY

Dow’s intranet sites are hosted on Windows servers, and pages are designed and
maintained using Microsoft FrontPage. Individual site owners can use WebTrends to
analyze site use and report broken links.

GOALS AND CONSTRAINTS

“The vision for Dow’s Intranet is for it to be the primary method for delivering
information for all employees,” notes Stacey Elder, an information steward at Dow.
“Furthermore, the intranet should enable and encourage employee self-sufficiency,
simplify employees’ work, and support corporate strategies.”
BASIC INTRANET FEATURES
The intranet includes a number of features, including:

e My Links: a section of personalized links to various intranet resources.

e Intranet Directory: a central index of intranet content.

e My News: a personalized section of headlines from various Dow
locations around the world.

e Dow Keyword: a keyword search function.
e World Clock: the current time at all of Dow’s international locations.

e Dow Today: breaking news headlines, featured stories, and a featured
image.

140 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

e Give Us Your Feedback: a quick poll.

e Drive to Zero: daily updated metrics on the environment, health, and
safety.

e Stock Ticker: the real-time stock price.

e Essential Links: links to Dow’s external website (dow.com), a currency
exchange calculator, and information about Dow’s strategy.

e Did You Know...: random facts related to Dow’s products and
businesses.

e Virtual Library: Dow’s gateway to internal and external information
resources.

e Global Service Desk: a single starting point for I1S-related requests and
problems.

R Dow 2

Dow Intranet
Dow Intranet Home | Using the Intranet lm

Information'and answers when you need them

Home Welcome €@upopyi¢ 0T£AV - Click a resource to view the details.
View Related Links Current Incidents (Status Board)
Self Help
FAQ & Search BEKILORADMING1 | Kallo, Belgium - Network Connectivity Issue
Password Reset PWAW272 Warsaw, Poland - Network Unstable
Wiew My Saved Solutions Show all Displaying 2 of 2
Case Query
Assisted Help
P — Case Query / Request Status Update
Other Forms Including Applicafion Support AAAB3T20 Problem:Downet Unified Messaging:Active
G3D Home e Assistant:Access
Settings A4437588 Problem:Intranet:Application

Personal User Profile

View My Preferences
eGSD Survey Saved Solutions
About this Website
eGSO Help

How to Mavigate within the eGSD Website

How to use PasswordCourier

How to use Live Chat

Show all Displaying 3 of &

Pictured: eGSD is Dow’s Global Service Desk Portal. The Global Service Desk

(GSD) provides a single starting point for requests and problems related to IS
services.
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businessintelligen@nter

Business Intelligence Center Home

GO Welcome to The Virtual Library
Products & Services Dow K 1 Library
Portals Frequently Asked Questions
Virtual Libra 3 2 . . o =
A OrderPoint  On-line ordering point for information retrieval and analysis semvices, books,
OrderPaint journal articles, patent copies, product samples, external library loans,
WebCat R&D technology reports and European / N. American newspaper and
magazine subscriptions. Help
Eetians WebCat Online catalog of Market Research reports and books held in internal Dow
MarketPoint libraries worldwide. Browse and borrow items right from your workstation.
ScilechPoint Help
: FastFacts Quick links to basic facts and figures, Dow Published Literature,
News & Information Translation Department, Addresses, Phone numbers and maps and much
Contact Us sore,

MarketPoint Links to the best commercial information — from internal and external
sources. Including Mews databases, Company and Industry information
and Market Research. Ineluding DGMS - Dow Confidential Market Studies

Site Help {Search | Feedback / efc.)

SciTechPeint Connect to key Scientific and Technical information. Patent and Scientific
databases. Electronic Journals, Full Text Reference Books and Dow
Proprietary Resources. Including Central Report Index (CRI), which is part
of the Research Information Collection (RIC)
View the Virtual Library Speedread
Copyright Guidelines

Customized Areas

HC&E Business. Competitive Intelligence

Paints & Coatings Information
Household & Industrial Cleaners

How to find what you're locking for on this site

Plastics Information Portal - Market/Industry resources for plastics researchers

Bookmark this page

+ The Business Inteligence Center
zwouopyfc oréhvawrde
Epepopy i arihvorrdy

Pictured: The Virtual Library is Dow’s gateway to internal and external
information resources. Users can access Dow’s Global Library Catalog; full-
text confidential market studies; over 1,000 full-text electronic journals;
standards and patents; scientific literature and databases; highly respected
sources of product, company, and industry information; and an online
ordering point for book purchases, document delivery, and information
requests.

USERS

Dow has 42,000 employees worldwide in all major geographic regions: North
America, Europe, Latin America, Asia-Pacific, Africa, the Middle East, and the Indian
subcontinent. While most employees access Dow’s intranet via laptops, roughly
7,000 rely on shared workstations.

According to the company’s 2005 Global Employee Communications Survey, nearly
94 percent of Dow employees use the intranet at least once a week, while more than
70 percent use it daily. The intranet homepage is accessed approximately 5.3 million
times per month.
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Intranet users include employees in customer services, e-business, environment,
health and safety, finance, HR, IS, legal, manufacturing and engineering, marketing
and sales, public affairs, purchasing, R&D, and supply chain.

Corporate sites are usually written in English, while many local intranet pages are
written in local languages.

USER TASKS
Common tasks performed on the intranet fall into these broad categories:

e Find information needed to do one’s job, such as information related to
work processes, market intelligence, the industry, or scientific
research.

e Fill out forms to request employee status updates, location access,
Internet access, Web page creation, and training; to order Visa cards;
and to make changes to Material Safety Data Sheets. Employees can
also use forms to schedule iRooms or video-conferencing, report travel
expenses, report safety or environmental incidents, book flights, and
nominate people for awards.

e Manage employee development, find learning resources, register for
courses, or take online training.

e Collaborate with other employees through conferencing tools,
Communities of Practice, and Web meetings.

e Read international news and news about a specific company business,
function, department, or geographic location.

e Find contact information for someone with a specific type of expertise.

e Access many different databases to accomplish various tasks, including
tracking budgets, finding pricing information, planning business
expenditures, tracking training, requesting inventory disposal, or
requesting delegation of authority.
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Make the most of i/t

Rename a Web Site

Use this form to rename your web site. (Example: Change myeoldsite intranet.dow.com to mynewsite intranet.dow.com.)

Note: Before requesting to have your web site renamed. you should notify the content stewards of other web sites that link to your web.
This will prevent broken links that create frustrated users and unnecessary negative feedback for other sites_

Requester

Mamne |Mr])(uvr']g, Avibuvn

User 1D Inmazic If you are not the Content Steward, press Reset to clear.
Location

|Z><sw'rsig |

Phone IEvm uynAaTEpr

Web Site Sponsor/Owner — This is the person who provides resources and is recharged for the top-level web site.

Sponsor/Owner Name |

Sponsor/Owner User ID l:l

Information Steward

Please selectthe appropriate Information Steward V|

Web Site Information

Current URL for the Site | |
Example: mysite.intranst.dow.com

MNew URL for the Site | |

Isthis a subweb? OYes ONo

Site Description |
(Limit 24 characters)

Note: This identifier will allow users of Dow’s Search engine to select your site from a dropdewn, imiting search results to your
site. (Available 20, 2008}

Additional Comments

Please describe any special considerations that apply.

upport & Contacts
bor: Make the most of it Web Team
2006

Pictured: The Intranet Directory links to an overview of all available form
types (information technology, employee information, financial/tax, reporting
request, the Material Safety Data Sheet Worksheet, and so on) via a single
page. This particular form — Rename a Web Site — features fields and drop-
down lists pre-populated with information.
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Rigid PUFoams CoP

Home

Thermoset Communities

Enter a Dow Keyword

... a Community of Practice

Welcome Mnyavig

Dow Keyword: Rigid PU Foams CoP

Merbers of this community are those who have a role, an interest, or expertise in the area
of Rigid Polyurethane foams.

Subscribe |
Best Practices Start a Conversation
Lessons Leamned View/Search Conversations
Resources

Search File Share

Facilitators More Members (70)...
Mngavrig koBugT Freienbach amapd sk
M gt C kol CORREGGIO aT P ek

erformance Chemicals & Thermosets.
popopy i oTER owTd G

Pictured: An example of one of Dow’s many Communities of Practice. A CoP is
a group of people who have something in common, such as an area of
expertise or their work environment. The CoP Web interface application
facilitates communication among CoP members and enables knowledge
capture and sharing. To better enable community participation, Dow allows
easy access to all file shares, intranet sites, and public Outlook folders.
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INTRANET TEAM

Pictured: (top row, from left) Stacey Elder, Mark Fenske, Jodi Hayes,
Annemarie Helms; (bottom row from left) Dean Marino, Kim Sartain and Chris
Young. (Not in the picture: Mario Ferket, Ingrid Knox and the many Dow
employees who devote a large portion of their time to the intranet.)

Dow'’s intranet was originally owned by the company’s Knowledge Management
Expertise Center. When this center disbanded in 2004, the Information Systems and
Public Affairs departments “formed an informal partnership to govern the intranet,”
says Helms. IS now manages the technical infrastructure — servers, network, and
software — along with the site lifecycle processes, operating discipline, the Most
Effective Technology program, templates, style sheets, and the content technician
network.

The Public Affairs group, meanwhile, helps facilitate and produce much of the
intranet’s content, including content for the homepage, Intranet Directory, Dow
Keyword, and many business and functional sites. Some departments, such as HR
and manufacturing and engineering, own their own pages and participate in
managing content and technology for those pages.

“Because of the decentralized nature of the intranet governance model, it’s hard to
say how many people are members of the intranet staff,” says Helms. “The core staff
is comprised of an intranet service leader, a content technicians network leader, an
intranet support provider, and an intranet communications manager. We also have
60 content technicians — many of whom are responsible for both intranet and
Internet sites. However, this does not do justice to the many people who devote a
large portion of their time to the intranet: infrastructure architects, information
stewards, end-user developers, news editors, site owners, and Web administrators.”
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The informal ownership model has its advantages and disadvantages. “There’s a lot
of flexibility, but there’s also the danger of things falling through the cracks,” she
says. “We are in the process of establishing a more formal governance model.”

BACKGROUND

“Dow’s Web journey started in January of 1994, when the first corporate Internet
connectivity was established, followed one month later by the Dow corporate
Internet news server,” says Dean Marino, Dow’s information research leader, and the
person responsible for introducing Web technology to Dow. “We became aware of
infant Web technology through collaboration with the University of Illinois Super
Computer Center (NCSA). Our first internal Web server (NCSA-HTTPD, the
forerunner of Apache) was introduced in May of 1994, and our corporate website —
http://www.dow.com — in 1995.” The site was based on Unix, but Dow began
migrating to Microsoft technology within a year. “The first Windows-based Web
server (EMWAC) was put up in April of 1995.”

Dow’s R&D group introduced Web technology to Dow. “Most of these technologies
were still considered non-proven,” he says. “R&D explored — and is still exploring —
new technologies, so they will be ready for mainstreaming when the organization
needs them.” The R&D group designed the first intranet sites, which supported HR
offerings and researchers. The IS group later began supporting sites, too.

“One of the biggest success factors for the intranet was the joint R&D and Corporate
IS effort, culminating in our Web Operating Discipline document created in 1996,”
says Marino. “It still exists today, and has continued to bring together all elements in
the company needed for a successful Web operation.” The intranet likewise got a
large boost in 1996, when Dow introduced PCs for all employees.

In 2001, Dow began working with a firm, Siegel+Gale, to establish Dow’s “corporate
brand.” “This effort involved developing new standards for our graphic designs,
templates, print media, and so on,” says Elder. “To establish our brand as the ‘way
that we work,’ it was decided to focus on our employees first and establish our brand
internally. The best way to accomplish this was to demonstrate our core values, and
the new design principles, on the one platform that was prevalent throughout the
company: the Dow intranet.”

Together, Siegel+Gale and Dow developed intranet standards and guidelines. The
firm also created the original designs and the design standards, and proposed the
Intranet Directory and Dow Keyword concepts. “Implementation of these designs and
rules was done completely in-house,” says Elder. “Under the direction of the
Knowledge Management Resource Center, End User Development [EUD] developed
the actual templates based on the original designs and standards, including the
upgraded intranet homepage. EUD also developed the Intranet Directory and Dow
Keyword applications.” Meanwhile, the Knowledge Management Resource Center and
the internal Public Affairs group worked together to roll out the new templates and
standards within Dow.
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Pictured: Previous versions of Dow intranet websites, drawn from various
countries, businesses, functions, and initiatives.

DESIGN PROCESS AND USABILITY ACTIVITIES

The Dow intranet homepage underwent its most recent redesign beginning in 2005.
“We redesigned it using Six Sigma — a project methodology that is used to do
improvement and design projects — and Voice of the Customer,” says Helms. “The
Six Sigma team measured how satisfied people were with the current offering, did
in-depth interviews with a dozen focus groups, and redesigned the page based on
user needs. The new designs and features were tested with employees throughout
the project — using both paper and Web-based prototypes.”

In terms of design techniques, “we found the Voice of the Customer technique
particularly helpful, because it identifies people’s underlying needs, rather than just
identifying features,” she says. “For example, one need we identified was that the
homepage should reflect Dow’s global presence. The World Clock, which shows the
time for all Dow locations around the world, is a direct result of this. Employees also
expressed the need to let their voices be heard, which resulted in the creation of the
quick poll, called Give us your feedback! Employees can vote and also submit
questions.”

Redesigning the intranet remains an ongoing process. Today, Dow also uses a Most
Effective Technology program to improve its intranet environment. MET is “grounded
in the best collective knowledge, experience, and benchmarking,” notes Sartain. “By
adhering to this MET of site organization, navigation, design, and maintenance, Web
administrators help users focus on absorbing their site’s content — not on
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deciphering their site’s structure or waiting for large, superfluous graphics to
download.” Dow has an MET-compliance process to review sites’ templates,
technology, security, and information management practices. “Sites that meet the
requirements are considered MET-compliant.”

TIMELINE
e 1995: First prototype employee homepage created.
e 1996: Corporate intranet launched.
e 1997: Homepage redesigned.
e 2000: Homepage again redesigned.
e 2002: Introduction of new look and feel.

e Second half of 2005: Homepage redesigned again using Six Sigma and
Voice of the Customer methodologies.

e 2006: Additional improvements continued based on user feedback.

RESULTS

Dow launched its redesigned intranet homepage before the end of 2005, and has
continued to hone the design through ongoing usability studies and analysis of user
feedback.

Users, however, already prize the redesign, as noted by user satisfaction studies:
employees’ homepage satisfaction levels increased from 66% to 83% after the
redesign launched.

“One of the most talked about features is the quick poll — Give us your feedback! —
which is hosted on the homepage,” says Helms. “It asks a short question with up to
five predefined answers about something that is relevant to the majority of Dow
employees.” The poll also displays results in real time: once a person votes, the
answer is immediately displayed on the homepage. Dow posts new questions twice a
week and all votes are anonymous; each poll receives about 6,000 responses.

Having an intranet that is well regarded and well used by employees enables a
number of possibilities beyond everyday intranet features. For example, take “Dow
Workstation 4.0,” Dow’s company-wide program for migrating every employee to a
new PC. To support the move, which was planned for late 2006, it added the My 4.0
Migration Center to the intranet. Through My 4.0 Migration, users can register for the
program, order their new PC, prepare for it, accept delivery, migrate their old files,
configure the new PC, and return the old one.
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Make the most of i/t Dow Workstation 4.0

Make the most of iit — Home
Dow Workstation — Home Order Prepare Migrate Configure Return

Dow Workstation 4.0 Registration Order Confirmation

Product Information
My 4.0 Migration Center . .
Welcome Mnxoavwic kuBuorepsl
Training
Ry My 4.0 Migration Center will guide you through each step required to transition to your new workstation.
upport & Lontacts *You will begin by registering your current Dow Workstation.
To navigate through My 4.0 Migration Center, use the forward and back arrows located in the lower right
corner of the page. If you have any questions, please refer to the Help icon [?] located at the bottom of
each page. For optimal viewing, please expand this window to full screen.

Let'’s Begin!

Please select your preferred language:

English A

Chinese (Simplified)
Dutch

French n
German
Italian
Japanese
Korean
Portuguese
Spanish
Thai

Pictured: The My 4.0 Migration Center guides users through the workstation-
upgrade process. (“Dow Workstation 4.0” refers to the next generation of
Dow’s enterprise-wide PC platform, which the company began rolling out at
the end of 2006.) This migration process is fully automated and facilitated
through the intranet, giving users the responsibility for transitioning
information from their old workstations to their new ones.

LESSONS LEARNED

Insights from Kim Sartain:

Start with management buy-in. “Getting management buy-in from the start is
key. Groups that did not begin the process by getting fundamental agreement from
leadership, but simply tried to implement the new templates, have been less
successful in converting to the standards. Those who followed the basic human
change-management process have succeeded.”

Communicate the benefits of standardization. “Understand and communicate
the fundamental concepts of intranet standardization. By focusing on the intent
behind the standards, rather than the cosmetics — templates, colors, and so on —
people will understand the value of the standards, and how to best adopt the
templates for their unique purposes.”

Enforced standards drive the transparent user experience. “Dow sets
template, technology, security, and information management standards for intranet
sites, then regularly reviews all sites for compliance. This is crucial for allowing users
to quickly reach and absorb the content they need, without having to battle site
structure, or wait for large, superfluous images downloads.”
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Insights from Annemarie Helms:

If you’'re global, look global. “From user testing, we learned employees thought
the homepage didn’'t adequately reflect Dow’s global presence. This led to our
developing the World Clock feature — multiple 24-hour clocks on the homepage —
which has become both an integral tool, plus a subtle reminder of Dow’s global
reach.”

Listen to users. “Don’t just listen to users when redesigning the intranet. Really,
the intranet is an optimal tool for hearing their voices on an ongoing basis, gaining
useful feedback, and keeping users involved. In fact, from user testing during our
redesign, we learned employees wanted more of a voice. This realization led directly
to our creating a new quick poll — Give us your feedback! — to further provide
employees with an outlet, and to keep them engaged with the intranet.”
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Infosys Technologies Limited

Using the intranet:

Infosys Technologies Limited provides consulting
and IT services to clients globally, to
conceptualize and realize technology-driven
business transformation initiatives. With 476
clients worldwide, it uses a low-risk Global
Delivery Model and is one of the pioneers in the
strategic offshore outsourcing of software
services.

Headquarters:
Bangalore, India

Design team:
In-house (the Communication Design Group and in-
house technical team)

Members:

Sridhar Marri, associate vice president and head,
Communication Design Group; Varshesh Joshi,
principal designer; Lakshmi Mangalassery, senior
language consultant; Pushpalee Lobo, senior
language consultant; Ravi Panghat, senior designer;
Gaurav Kumar, project manager, technical team;
Puneet Bhandari, associate project manager,

. technical t
Number of employees the intranet supports: echnical team

55,883, including Infosys Technologies Ltd. and
its subsidiary, Infosys Technologies (Shanghai)
Company Ltd., which also relies on Sparsh as its
primary intranet.

Countries with production facilities or sales
offices: 18

Annual sales: $2.6 billion (as of September
2006)

SUMMARY

The Infosys Technologies Limited intranet re-launched in January 2006 with a special
mission: To keep pace with the company as it recruits a huge number of employees
— increasing its current numbers almost 50% in 2007. The intranet — named
Sparsh, which means “touch” in Sanskrit — does the job of creating a unified
experience across the company, fostering a strong corporate culture and inspiring a
community feeling among all employees, whether seasoned or brand new.

On most intranets, employees get to know other employees and the jobs they do by
reading news, job offerings, and company profiles, and by using the corporate
directory. Using these sources, you can typically piece quite a lot together.

Sparsh, however, improves on such approaches by providing — among many other
features — the bi-weekly Meet Infoscion column (Infoscion is a term coined from
“scion” to mean a member of the Infosys family.) In this column, employees are
interviewed and asked a range of professional and personal questions, such as
specific goals they’re working toward and the most challenging aspect of their jobs.
Designers added this feature as an attempt to learn and communicate information
about all employees.

On the homepage, under Meet Infoscion, the employee’s name is featured
prominently, accompanied by a high-quality photograph of the person, his or her job
title, and a quote. The attractive layout and teaser information makes fellow
employees want to read the article, as does the impulse to get to know one another.
Indeed, this feature is so popular that in August 2006 it received the site’s highest
number of page views — more than 19,000.

This is a highly useful and engaging feature, and is relatively easy to implement. For
starters, you can reuse most of the interview questions. In addition, because the
interview is presented in a straightforward question-and-answer format, editing
should be minimal.
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wsparsh

experience sparsh | downloads | feedback | sitemap

Infosys

Sparsh = Meet Sudarshan Baily

| Quick Links

Communications @ Infy
AHD

Anti-Harassment Policy
Anti-virus

Ernail

ICICI Bank

InBay

Infosys Foundation

" Infy Plus

Leave Systemn
Library

MFlus

Fayana

FRIidE

Telephone Directory

Leisure Quick Links

Get Featured #

Sudarshan Baily

Sudarshan Baily, a Technical Evangelist from E&R, has been in Infosys for nearly
three years. He says, *I believe that if you love what you do, you won't work & day in
® your lifet”

Sudarshan Baily (in the blazer) with
the Catch Thern Young 2006 team

A few words about yourself...
I'm an average guy with a cheerful disposition and a happy-go-lucky attitude towards life, [ enjoy what I do, and am happy to be
where I am, doing what I do.

I've been with Infy for aver two vears. [ have waorked with APAC for & year and been with E&R for just aver a year. I anchor the
Certification Program at Infosys, so [ get to work with a number of peaple. Unfortunately, I haven't met them all. But hopefully, the
people I coordinate with will be able to say 'hi' to me the next time they pass me by!

What aspect of your work inspires you the most?
I'm inspired to work because each day at Infosys is different from the last. Everyday brings with it new challenges, new people to
rmeet, and new heights to scale.

¥hat's the most challenging part of your job?

Infosys will have a hundred thousand employees soon, and Team E&R has the unenviable job of managing trainings and
certifications for this large number, Being a part of this team allows you to truly worle st the organizational level, where the
satisfaction of our many internal custarners is the prime concern. Praducing industry-ready talent - resources who are set ta
deliver over and sbove custormer expectations - is a challenge, given the numbers that are required.

’_: Woice Conference
Infosys to you is...
An ocean of amazing minds and people. It is a great place to be in, and I'm proud to be a part of the Infosys family.

The person you admire most in the industry:
There are different lessons to learn from different people in the industry - if I were able to incorporate these things in my life, I
would be a better person!!

Best learning experience on the job?

While warking onsite in Canada, I learnt many things - primarily that work is not just work, but also about how vou maintain
relationships with the people you deal with, and how to manage expectations and deliver beyond what is expected, Waorking with
E&R has also taught me that going the extra mile is what makes the difference.

A goal {professional or personal) you want to accomplish this year...
I would like to travel more - I've been wanting to visit a number of places - hopefully I'll get sorne time off s0 1 can tick these
places off my wish list!

If you were not in Infosys or in the IT industry, you would have been...
A part of the hospitality industry. 1'd probably hawe graduated in Hotel Management or something like that.

Tf wvan ranld nirk ane feam hanks. music ar films. it woold he:

Pictured: The highly popular, bi-weekly Meet Infoscion column includes
interviews with various employees responding to professional and personal
questions.

Noting Meet Infoscion’s popularity, designers decided to develop a follow-on column
specifically devoted to company interns. Infosys employs interns through its InStep
global internship program, which is one of the largest in India. InStep interns are
featured on Intern of the Week. This is yet another highly successful feature on
Sparsh. According to designers, the intern featured in the profile always receives e-
mails from employees with personal or professional queries — collectively dubbed
“fan mail” by the interns. The homepage also offers a link to this column.

Spotlighting employees and interns is not all the homepage does to encourage a
strong community feeling. For example, take Latest at Infy, which appears in the top
center section of the homepage. This feature highlights the most important internal
news, and draws its name from Infosys’ NASDAQ stock market symbol, INFY.
Because the name is so popular with employees — they regularly refer to the
company as Infy — this is a playful and descriptive touch.

The next section on the homepage, Latest at DCs, showcases news from the
company’s 40 globally distributed software development centers (DCs). Each DC has
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its own user community and regularly publishes content relevant both for their
community and the organization at large.

The Mint Fresh area in the lower-right part of the homepage alerts readers to the
latest site information. The section’s title is comical, playing off chewing-gum
commercials with a “minty fresh” protagonist.

For all the careful corporate communications planning, messages to employees on
the intranet can sometimes sound reprimanding or even scary. To avoid that
potential problem, the Infosys HR team took a page from the current trend of
graphic novels (the lighter ones anyway) and conceived of the Curty Cartoon Strip
and launched it on Sparsh. Curty — a character from outer space — conveys
messages about the Infosys work culture in a simple, light-hearted way. One funny
strip, for example, reminds people to be courteous while traveling on Infosys buses.

Curty@Infosys

OF-

\

Curty wants his space, makes a
caze for bus etiquette!

Pictured: A playful cartoon character presents messages in a fun way about
Infosys culture and etiquette.

Designers have also celebrated the company’s 25™ anniversary on the homepage.
This is an excellent way to get people interested and excited about the Infosys
history and its mission. The lower-left part of the navigation includes links to some
related, interesting pages: Infy turns 25, The making of Infosys, and Quick Facts.

Interestingly, designers reserve a small space at the bottom of the homepage for a
banner advertisement. Originally used only by the Sparsh team to publicize sections
on Sparsh, this space now publicizes events at Infosys, including concerts and
workshops, and promotes organization-wide initiatives or campaigns. This banner
space is highly sought after by teams across Infosys, and designers currently receive
at least one banner request every week. They’ve created a calendar to help them
manage the requests.

154 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

I THE INFOSYS INTRANET —
Hi, Johr Srmith | Oct 03, 2006 old sparsh
] : Latest at Infy r
My Links ety R ) i ) Meet Sreekanth
Personalize your Mylinks now! q Celebrating Infy@25 - Picture the past Nanduri
"% In this special photo feature, Sparsh traces the changing physical Lo you know me?
Carmmunications @ Infy J infrastructure of Infosys and reveals what eminent visitors have had to
say about their "Infosys experience” ...
Harmony b marer
MPlus » Shibulal 5.D. shares his vision for One Infy in the latest issue of InfyPlus!
; + ES reinforces C-LIFE with a novel approach!
Telephone Directary + Infosys brings 'chemistry and innovation' to Eastman's new web site
+ Infosys-Eastrnan partnership: The journey so far...
AHD s Mominations open for the Awards for Excellence - 20061
e Sraekanth Manduri, 3
Anti-Uirus Programmer Analyst with Tns
finds "Infosys a place to relax
Payana Latestat DCs with work."...
Harrnony+ Beta PE @ Pune DC conducts GIS Session meyak
= The General Information Sharing (GIS) is held to facilitate the process of Intern of the waeak
pew  Lzave System knowledge & information sharing and also to reward and recognize star
B | performers in the Unit... t
= Library vores || TimeZone O]
ans 380 Degres Feedback » Infosys Hyderabad makes history with championship win! Bangalore
o Ksh + Pune Infoscions triumph in lawn tennis championship! GMT+5:20hrs 10:52 e
s ap » BLIZZARD strikes IVE Hyderabad
s Printo opens at Bangalore DC
0 ICICT Bank » Pune DC hosts dap ki ddalet with M. D. Pail
== : i HartFord 01:22 hrs
B4 Email view a
Los Angeles 22:22 hrs
OEIE PridE Newsletters Mint Fresh
Tokyo 14:22 hrs
E/Ta Inbay * Tools Group Newsletter - September
2006
editk
Inte f the Week
¥ + PE Newsletter - September 2006 PAT T e
el | e
‘__:) ; Infy 25! + Thooliks - TUM DC Newsletter, Septermber L Curty@lnfosys
— 2006 =
K-Pl d - SECIAVAT
Infy turns 251 » InfyPlus Newsletter US - September 2006 | o ~39% oam
- an integrated website : + SpeakEasy - A KM success story
» Bangalore Buzz - Wolumme 2, '06 » Latest at Knowledge
The making of Infosys » IHL HR Mewsletter
- 1981-2008
wiew ally
Quick Facts
Curty wants his space, makes a
: : 2 case for bus etiquette!
BREAK THE NEWS &=/ ON SPARSH
Snecial evenl at your DE?
Tell Infosys about it! |
W &
My Infy My DS My Unit Me!  WebApps Knowledge Leisure = - . SEARSHDESISHED DN EEEOE RN R 0a
hame | experience sparsh | downloads | feedback | sitemap B oh .
Best viewed with IE 5.0+ browser, 1024 1 768 and above screen resslution, Inm

Pictured: The homepage on Sparsh, the Infosys intranet, offers personalized
links, articles about employees, a world clock, and important news. Note the
banner advertisement space at the bottom, which is highly prized inside
Infosys.

Other features that capture employees’ enthusiasm include | Was Here and the Photo
of the Month. I Was Here is a column featuring photographs taken by employees and
currently receives an average of 530 entries per quarter. Given the feature’s
popularity since its introduction, designers have moved from running one featured
photograph per day to three. Each month, a panel of judges selects the three best
photographs for the Photo of the Month, with winners announced in the first week of
each month.
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Sparsh > Leisure > Traveler

Leisure

Traveler : | Was Here!

Leisure = ' Must Know
| Was Here: Landscape, Cityscape & Seascape!

Leisure Home

Your daily dose of the outdoors...

Traveler > Scared of leeches and insect

bites when hiking? Apply a mix
of tobacce powder and coconut
oil on your legs and shoes.
Enjoy the trek!

Foodie

Got a hobby?
- Mohammed Nadeem, E5

Clubs
P view ally Share a tipr

Dhar

Personal Pages
Travel Tales

Birthdays

"Thirteen Infoscions had a
team reunion and the trip of
their lifetime in Gaa,” says
Jithesh Ramdas from BCM....

eGreetings

Cerulean C

wigw alle marsk
submit newr wiew ally
Can't get over a holiday
. : =pizode? Have =3 great travel
Respect copyright and IPR regulations story to tell?
It has been brought to our notice that an entry submitted to I was here was taken from an
external website. I was here is a section which features only original contributions. Respect submity

copyright and IPR regulations and do not submit entries from any external source - friends,
family, forwards or websites.

Photo of the Month — November 2006

The judge Vimalraj Mothiravally picked this snap sent by Nagappa
Shanbhag from ES, for its composition and perfect timing. Vimal says,
"The colors in the snap are also striking. Also considering the subject is
such a emall creature and extremely difficult to photograph, this snap is a
sure winner.”
Judges al=o picked...
wiew allp
Give us your best shot!
Photo of the Month is picked from the entries we receive for I Was Here. Each menth, the

three best photographs are chosen by our panel of judges - comprising some very talented
hobby photographers. The winners are announced in the first weelc of each month!

SPARSH DESIGHED AND DEUELOPED BY 00G
I ﬁ ®

Pictured: Employees contribute more than 500 photos every quarter to the |
Was Here column. Each month, a panel of judges selects the three best
images as Photo of the Month.

My Infy My DC My Unit Me! WebApps Knowledge Leisurs
home | experience sparsh | downloads | feedback | sitemap

How do you tell time in a global company? Infosys operates internationally from 18
countries and 50 major cities and has clients across the globe. Thus, employees
often work with colleagues and clients in different time zones. To make coordination
easier, Sparsh offers the current time for several locations using a 24-hour clock.
Users can edit locations to show the time zones most important to them. Designers
have received extensive feedback on the TimeZone feature’s popularity and
usefulness.

Helping new hires navigate their new company is a useful function at any
organization, and nowhere more so than at Infosys, where the workforce is growing
by leaps and bounds. In fact, the organization plans to recruit 25,000 employees in
fiscal year 2007. Sparsh will help get these new hires up to speed quickly by
answering their questions — even before they have them. In particular, the Just
Joined section, listed in the My Infy area, helps new hires get oriented at Infosys.
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Here, they can easily find information about the organization’s structure, what to
wear, how to make requests, and more.

In addition to helping new employees acclimate with the organization, Sparsh
provides an interactive walkthrough, Experience Sparsh, to introduce them to the
intranet itself. The intranet also offers “tool tips” that describe various Web
application functions. All of these features are helpful not only to new hires, but also
to users who speak other languages or come from other cultures.

Just Joined?

= Org Structure

» Request Tracker
= Email

= Dress Code %5
* Transport

» Facilities

= Library

Pictured: The intranet’s Just Joined section helps new hires orient to working
at Infosys. This is especially important since Infosys plans to recruit 25,000
employees in 2007.

All business units and departments have their own org charts on their individual
sites. Users can also easily access the Infosys corporate org chart from the My Infy
section, which houses corporate-level information relevant for employees worldwide.
The org charts are easy to read, even online, which is a serious achievement.
Discerning who is at the top of the chart is easy, as is seeing the organization unfold
below. The Last Modified date helps users determine whether information is current.
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Vs

Independent Validation Solutions

~ About Us
IVS Logo
VS Vision

My Tnfy

Sparsh > IWS = About Us > Organization Structure

My Unit

John Smith, CDG

Organization Structure

Last Maodified: 23 July, 2006 | DU Structure

Click an the image below to get a detailed wiew of the I¥S Organization Chart,

Qrganization Structure

e

IS Leadership
Latest at IVS
IVE'DCs
Infrastructure {Lab}

Referrals

Services

Clients

Test Repository
* EPTS

* I¥S-MAR

Solutions

Initiatives

I¥S Academy

Biz Enabling Groups

Within IVS...

E—

* Have Your Say

= Siternap

= Client Mapping

* In-house Applications
= Important Contacts

= Portal Feedback

Linit Hond
CIvS
Executive Council
Delivery Units |
SrramBa Anasctis Dimvae Rengitan VR, Somma s || Ravistankac 6
[ “liom ] ‘ mb‘r‘dimwl ] J Divisionar e VS Client Retations -
& L e ; |

Internal Charts:

* academny Organization Chart
+ EPTS Organization Chart

* HR Crganization Chart

» QIVE Organization Chart
* UMO Organization Chart

Pictured: The org chart is notable for being easy to navigate and read, even

online.

The My Infy link in the global navigation leads to a section that houses corporate-
level information common to all employees worldwide, including financial reports,

updates, and official documents.
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Infosys

e e e e (search ]

My Unit

My Infy

Sparsh = My Infy

My Infy

Cammunications, Policies...

+ Communications @ Infy

Policies

PRidE

MPlus

Org Structure

Initiatives

InfyPlus

Infosys Australia

Infosys China

Infosys Consulting

Progeon Intranet

Infosys Foundation

Infosys Website

Just Joined?

= Org Structure
= Request Tracker

~

My Infy

The World of Infosys: Awesome Infy!

Prem Krizhnan Nsrayan from ES
sends this picture of the pool at
Hyderabad DC.

view ally

See the slideshows of the Silver Jubilee Celebrations and Masdag Remote Cpening Bell Ceremany

which were recantly held in Mysara!

Official Updates

r 2006 Analyst Meet

* Annual Compensation Review, 20061

Financial Reports

* Results for the First Quarter ended
June 30, 2006

* annual Report 2005-2006 E

» Prewious Quarterly Results

» nnual Repart 2004-2005 22

B Cuick Links

[ Intern of the Week

Do you know ma?

Elizabath ¥in, currantly interming
with TS, loves to travel..
more b

Official Documents

= Employee Manual T

= Employee Handbooks 5
India| UK |USA | Japan |
Germany

s Wision and Values @

= Org Structure

= Insider Trading Guidelines

= Ernployes Stock Option Plan

* List of SAP GL Codes B

» Allocation of functionsz in
administration and Facilities

« Irnportant Forms

home | euperience sparsh | downloads | feedback | sitemap

Best viewed with IE 5.0+ browser, 1024 « 766 and above screen resolution

= Ermnail Latest Communication Inty Inbox » Health Insurance Policy
= Dress Code 95 5
e e . > annual Compensation Review, 2006:-_' » Infosys creates history! » Transport
s » CPI Communication, Q3 Fr 2005- 2008 » Infosys 25th year celebrations = Holiday List 2006
= Facilities -
« Library * Variable Payouts 2006-07 2= * From here to "Infy"nity! - safaty FAQs
» Yariable Payout {CPIFIPI) Communication » Connect Infy: Re-union Equation
4 * Annual Report 2005-2005%%)
Z006-07 + Launching InfyBlogs! It's your turf.., =
» Annual Appraisal v Infosys Courtesy Carnpaign i g'{:gd'al asimen, for: Eivby:
v Infy wins Optimas Awards 2006
r Jan 06: Safety & Transport Update
. y
My Infy My DC My Unit  Mel  WebApps  Knowledge  Leisure ' ERAREHRESIRHER AN DD ENEN BB CoaRe

Infosys

Pictured: My Infy houses corporate-level information useful for all employees

worldwide.

Sparsh starts off broad, showing corporate-level pages, but then narrows its focus to
local, customized content specific to the business units and the global DCs. In the My
Unit and My DC sections, Sparsh automatically determines which unit or DC a user

works at and customizes the view accordingly.

Users can view Quick Links, activities, and news appropriate to their business unit
and DC, among other things. The DC sites feature news specific to each center.
Users can also answer a quick poll in the You Decide section. This feature is quite
popular with users; sample poll questions (and the number of employees who

responded) include:

e Who will win the Football World Cup 20067 (3,049)

e« Do Infy’s women employees follow the dress code seriously? (6,067)

e Which is the best Development Center at Infosys? (1,546)

« Do you segregate garbage at home? (904)

Users can also view other business unit and DC sites.
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My Unit

John Smith, CDG

Sparsh > Ivs

VS

Y
Independent Yalidation Solutions * ) 3
+ About Us ’
* Services . " E
» Clients Independent Validation Solutions

QQ solutions

Test Repository

EPTS Independent Yalidation Salutions (IUS_) is an Enterprise Capability Unit (ECU)_started in I—Ur\its at Infosys _I

2001 as one of the new services offerings to our customers, This business unit was set up

* I¥S-MAR to address the customer needs in the area of Q& Solutions and Application and Product
Reliability. i i
SsniaEe Quick Links
Ower the last two decades, software testing has changed tremendously. Earlier 1T
* Initiatives applications were used within the confines of IZ departments of organizations and did not
affect end-users, However, with the advent of Internet, the reliability of the application ot
* I¥S Academy both in terms of functionality and perfarmance has become busingss critical, Survival of = Service Offerings n..]
organizations depends on the availability, reliability, timeliness, accessibility and security . RSl
+ Biz Enabling Groups of application to the user along with ease of use, performance and user friendliness. This
has added & lot of stress on the guality of applications and the user confidence on them. = Tools Repository
IVS partners with customers to enhance the confidence in the released software while = Mew at IVS?
Within IVS... improving productivity and lowering the total cost of awnership. The main objective here is o S S farg

to optimally increase the defect-freeness of the software so that the impact of the risk in

I— P releasing the software to production is minimal.
o

This website will give vou a complete view of all our offerings, competencies and projects,

IvS DC & DU Portals

Activities

* Hawve Your Say

YSiean Latest atIVS |
* Client Mapping ) ) . = IVS Daily Quiz
sTeticuse Anlicationg m‘g'%ﬂ' Indian Vista on Showcase at Pune s mavsmee

IVE Pune celebrated 'Wista - The Ethnic Day' on 4th August, Arun
Rarnu, our Unit Head, inaugurated the event, The highlight of the = Domain Drops

event was the enthusiastic participation from IVScions in many R
innovative games like Tidal Wave, Knotty Affair and Balloon Dance!

Important Contacts
Portal Feedback

L more
| n o ™ T - 5 g
w_ ﬂklu ﬁOOK]B r Aug 21: I¥S MCity introduces designer cubicles
o = * Aug 21: I¥S HR Internal Structure & Contacts
SPteL::rzl::c:; ?f:::::!gmand * Aug 18 Ksl?op U.sage Reports for Q4, 05-06
At ren =l » aug 17: Indian Vista on Showcase at Pune
ekt » Aug 17: VS Bangalore celebrates Ethnic Day!
* fug 16: SYSIVSAM is Plugged in!
» fug 14: RETLE Updates - Appreciation emails, Yalue add to client
uiew allk

L8 '/
Archive

Wou are wisitor nao, 293 fram CDG | Total wisit count: 119517

SFARSH DESIGNED AND DEUELOFED BY cOG

My Infy MyDC  MyUnit  Me! WebApps  Knowledge  Leisure
home | enperience sparsh | dewnloads | feedback | sitemap

0, %
Best viewed with IE 5.0+ browser, 1024 1 768 and above screen resolution, Im

Pictured: The My Unit section shows local, customized content specific to the
user’s business unit.
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Quick Links
Sparsh = Bangalore DC
Bangalore DC
* Facilities
* Getting There
* Transport
* Helpline
* Gallery i
Headlines [pcs at tnfasys =l
’ DC Round-up Closure of Gate 5 p
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Pictured: The My DC section shows local, customized content specific to a
user’s DC. The You Decide poll is a very popular feature.

Finally, Sparsh goes down to the user level: The Me! Section houses personal and
official data pertaining to the individual user. User can find their tax, salary, and
attendance details here.

Even with this clean and simple look and navigation — and excellent attention to
design details — the intranet’s designers must still ensure that people can actually
see the information they need. Accordingly, they rely on a smart feature, Seen This,
which is a place for critical or useful information that doesn’t qualify as news, but
nevertheless requires widespread visibility. Seen This information has included the
introduction of a direct-dial facility, for example, and a one-day book sale. On the
homepage, Seen This typically contains critical information of interest to the whole
organization. On the homepage, it has a short shelf life; in other sections, such as
My DC, information might remain available longer, depending on its importance.

As the designers’ attention to detail and the incredible user uptake demonstrate,
Sparsh is a serious, at times playful, and extremely successful intranet. It’s also one
that realizes at least three essential — and difficult to achieve — goals: to motivate,
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to communicate, and to unify. Living up to its Sanskrit name, this intranet indeed
touches employees.

URL AND ACCESS

The Sparsh homepage URL is http://sparsh. It is the standard start page for all
employees’ browsers, though they can change that.

All employees in Infosys’ globally distributed software DCs can access the intranet.
Users from remote locations can access parts of the intranet through its extranet
(https://xnet.infosys.com/).

All Infosys employees have desktops or laptops, so the company does not employ
kiosks.

CONTENT MANAGEMENT

Sparsh: Decentralized content management

Sparsh relies on a defined publishing process, and a content governance model. “At
present, there is no single, centralized content management system, largely owing to
the fact that Sparsh has over 250 entities — portals, sub-portals, applications, and
websites — running on diverse technologies in a highly distributed server
environment,” says Varshesh Joshi, principal designer with the Infosys
Communication Design Group (CDG). Some of the Sparsh portals even run on
different, customized versions of content management software, such as Vignette,
SharePoint, and Drupal. “Currently, we are evaluating options for a centralized
content management system.” Some frequently updated sections, such as the poll
and Pick of the Day, are centrally administered components that can be found on
multiple pages.

Content Owners

Content is jointly owned by the Sparsh team — which is dedicated to the intranet —
and the various business units, departments, and DCs. (Infosys has 34 units and
departments across 40 global DCs.) In addition, special interest groups (including
corporate initiatives), project teams within business units, clubs, and personal
websites and blogs, also own content.

“To encourage participation, we created a governance model with representatives
from user communities at the start of Sparsh’s implementation phase,” says Sridhar
Marri, associate vice president and head, CDG. Each DC, unit, department, and user
community with an online presence on Sparsh has a person designated as its single
point of contact (SPOC); there are currently 101 representatives. “SPOCs are
identified by the respective unit heads or management, and some units and user
groups have maintenance teams led by the SPOC. This unique governance model has
allowed stakeholders to have a say in the growth and direction of Sparsh.”

Because Sparsh is the primary communication vehicle for Infosys’ employees, the
Sparsh team implemented a clearly defined publishing process. “Sparsh receives
publishing requests from the SPOCs as well as employees. For instance, thousands of
employees contribute to the Leisure section,” says Pushpalee Lobo, senior language
consultant with CDG. “These requests are scheduled on a publishing calendar, and
the scheduled date is communicated to the SPOC or employee. We also allocate a
content writer, who then interacts with the SPOC or employee. The content
undergoes two rounds of reviews at the content writer and editor levels. Finally, the
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SPOC or employee receives the finalized content for sign-off. Once obtained, a Web
page is developed, and after a final quality check, the content uploaded.”

Intranet design is enforced using 30 unique CSS-based templates, plus 15 variants,
to help distinguish different types of Sparsh content.

Enforcing Design Standards

When the latest redesign started, Sparsh consisted of hundreds of portals and sub-
portals — all with a varying look and feel. “The biggest challenge was getting the
initial buy-in from all the content owners to migrate, and be part of the unified
intranet,” says Marri. Even so, “top management was convinced about the idea and
their support was critical in making the new design a mandate for all.”

According to Kris Gopalakrishnan, president, chief operating officer, and joint
managing director of Infosys, “With the organization scaling rapidly, the need for a
robust intranet with fresh and relevant information has never been more crucial. |
personally believed that this redesign initiative would provide the much-needed
impetus to create a small company culture in a fast-growing environment. So we
emphasized the importance of content and design, and opted to run this like an
online portal.”

At the start of the redesign, the redesign team set up an editorial board meeting with
all SPOCs. “The team painted the big picture and explained the business logic of the
redesign,” says Shanmugam Rajasekaran, head of user experience at CDG. “This
was followed by several rounds of discussions and meetings with individual teams to
ensure a smooth transition,” which it did.

Now that the redesigned Sparsh is live, enforcing the new templates is easier.
Periodic design audits also help.

TECHNOLOGY
For designing the intranet, the Sparsh team uses:

e« Microsoft PowerPoint for design iterations at the wireframe and
storyboard level

e Adobe Photoshop for visual design
e Microsoft Excel for card sorting
e Dreamweaver to build HTML

For maintaining the site and designing applications, the team uses Microsoft-based
technologies such as Windows 2003 server, ASP.NET, Visual Studio .Net 2003, and
SQL Server 2000. Intranet search is handled by Microsoft Indexing server. In-house
tools handle project management tasks, publication requests, error reports, and
defects/bug tracking.

The in-house IS department owns and manages the Web applications; the
Computers and Communications Division owns Sparsh hardware infrastructure (two
HP dual-processor Web servers). Several user groups maintain their own software
and hardware infrastructure.

GOALS AND CONSTRAINTS

Intranet/redesign goals:
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Foster a unified community experience across diverse user groups
worldwide by:

0 creating a consistent and standardized user experience;
0 making navigation among various sections easy and seamless;
and

0 publishing fresh content every few hours, to keep Sparsh
current and engrossing.
Create a small-company feel, bridging multi-cultural, multi-location user
communities by:
o0 inviting employees to use Sparsh as a community space and
primary information source, and

0 creating online social-networking opportunities for more than
55,135 employees of 61 nationalities.

Ongoing intranet constraints:

e Migrating huge portals/applications: Some well-established portals and
applications comprise numerous functions, creating cost, time, and
resource implications for migration.

e Bringing established brands/identities under a single umbrella: This
requires adherence to strict sub-brand guidelines and simplified
navigation.

e« Maintaining quality standards across the intranet: The ownership on
Sparsh is decentralized, so periodic design reviews and audits are
conducted to enforce standards; this remains an ongoing challenge.

Specific redesign constraints:

e Getting buy-in from numerous stakeholders — in business units,
departments, and DCs — who were accustomed to the non-
standardized world of Sparsh.

e Resolving content and application ownership issues.

e The sheer volume of content: more than 54 portals had to be migrated
into the new design.

e Coordinating with SPOCs from across Infosys and managing a smooth
transition into the new design.

e The lack of a centralized policy and process for publishing on Sparsh,
leading to a fragmented community experience.

e Inconsistent and conflicting user interfaces, through which over 100
user communities were accessing information.

e Weeding out duplicated and outdated information that was maintained
by different teams.

As this list suggests, “we faced several challenges in transforming a static intranet
into a living, breathing entity,” says Marri. “The biggest challenge was to build
consensus among diverse groups, who were used to a certain way of life in using the
intranet. By creating a cross-functional team across the organization representing
every group, we made them partners in this transformational journey.”

Beyond those foundational efforts, “we have done several unconventional things,” he
notes. “We ran a contest among designers to explore new design directions; we
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created a funnel-like information architecture structured around the individual; and
we ran several expert reviews during the entire course of design development.”

BASIC INTRANET FEATURES

One Sparsh feature is, arguably, its content structure. Designers arrived at the
content structure after establishing three criteria:

e The information architecture should relate to how an employee is
positioned in Infosys. Two important references are the employee’s
unit/department and DC.

e Content should be global as well as local.

e Content should be customized and personalized, with a single sign-on.

Accordingly, designers arrived at four distinct “information spaces” for users, tailored
to the above needs:

e My Infy (global): Corporate-level information that’s the same for all
employees worldwide.

e My DC (local, customized): Content specific to the user’'s DC. The
system recognizes the user’s base location and customizes the view
accordingly. The user also has the option to view other DC sites.

e My Unit (local, customized): Content specific to the business units
within the user’s software DC. The system recognizes the user’s business
unit and customizes the view. The user can also view other unit sites.

e Mel! (personal, customized): Personal or official data pertaining to the
individual user, such as tax, salary, and attendance details. The system
recognizes the user and, based on login credentials, personalizes the view.
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The intranet also includes a wide array of content for building community. Examples

include:

e Meet Infoscion: Employee profiles in an interview format.

e Team Spirit: Coverage of team events. Content contributions increased
by 588% within three months of its launch.

e K-Plugged: A platform to share knowledge management best practices.

e Leisure clubs: The number of these clubs more than doubled, from 12 to
28, in the six months after being referenced on the intranet.
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e Fresh content, updated twice daily: Contributions to the Latest at Infy
and Latest at DCs news sections increased by 393% in six months.

e Permanence: Archives with permanent URLs for all content.

e Quick Links: A set of popular links, accessible from anywhere on Sparsh.

e Use of rich media for effective communication: Videos promote
sharing best practices, webcasts detail important corporate events, and
image galleries provide high-quality images for various purposes.
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USERS
Sparsh supports 55,135 users (as of September 30, 2006).

USER TASKS

The redesigned Sparsh supports more than 150 user tasks. Here are some of the
most important ones:

e View company policies, management communications, financial
reports, and so on.

e Use and contribute to Infosys’ process and knowledge repositories.

e Publish content, including official announcements, event reports,
personal websites, articles, and best practices.

e Create, maintain, and view blogs.
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e Use intranet applications for project and people management, logging
requests, and applying for leave.

e Organize voice conferences.
e Open and maintain an online bank account.

e View and edit personal and official data, including details on taxes,
insurance, attendance, visas, loans, banking, and relevant policies.

e Plan and book travel and accommodations.
e Search for employees.
e Get the latest news for Infosys, DCs, and business units.

e Engage in social networking by starting an interest group, contributing
articles and photographs, blogging, voting in polls and surveys, and so
on.

INTRANET TEAM

Pictured: (front row, from left) Pushpalee Lobo, Varshesh Joshi, Lakshmi
Mangalassery; (back row, from left) Gaurav Kumar, Sridhar Marri, Ravi
Panghat

The intranet team began with eight members — two designers, two content editors,
and four Web developers — who shared responsibility for the intranet’s redesign.
“The team had experts from the field of design, usability, content, and Web
development. In addition, a seven-member review committee was set up to conduct
periodic design reviews and usability evaluations,” says Marri.

After the launch of the redesigned intranet — Sparsh — a new, dedicated Sparsh
team formed to maintain the intranet. This CDG-based team consists of a team lead,
three content editors, and two Web designers/developers. The Sparsh team
publishes content and coordinates with user communities across the company.
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During the re-launch, a five-member team from the Infosys IS department
supported the Sparsh Team and created Sparsh’s dynamic features. Since the re-
launch, this has been ramped down to a two-member team that manages the Sparsh
infrastructure and is responsible for uploading the content.

BACKGROUND

1997

The first Web server appeared on the Infosys network, along with an intranet of sorts
(basically, a collection of links to internal applications).

1997-98

Infosys made its first attempt to streamline the intranet. A two-member team — a
user interface designer and a Web developer — gave the intranet a new identity. A
contest was held to choose the name of the intranet. The winning entry was Sparsh.
Various groups (units, departments, and DCs) also began launching portals and
establishing a Sparsh presence.

1999-2004:

Sparsh began to rapidly evolve. Without a dedicated team, however, the growth was
quite organic. As the company size increased, the intranet grew unwieldy and slowly
became a huge repository of documents and links. The links, however, were added
on an ad-hoc basis, and the data was uncategorized. There was no global
information architecture — that is, the information architecture and visual design
differed widely across the sites. Users were becoming increasingly frustrated trying
to navigate Sparsh.

I © NIELSEN NORMAN GROUP I WWW.NNGROUP.COM 171


http://www.nngroup.com/

aS p ar s h - The Infosys Intranet - Microsoft Internet Explorer ;IEIEI

J Eile Edit Wiew Favorites Tools Help ‘ .?,l-

J \‘) Hack, ~ e) = u @"] :h ‘ ”|J.quress [ ritp:rsparsholds El=

SPARS He

® Infosys Website

& MPlus
& Official Documents 2 In‘y;;‘u -

Practice Units
@ Anti-virus

& WebApps
® WebApps Contacts
® Knowledge Shop
@ Personal Pages
@ Lifestyle

—

@@@g}

4
el = I W/ - :
icict Infosys Payana Leave PRIDE Ingay Telephone Library Mail Harmony Voice Cont. @ ann Request
Foundation System System Tracker
Employee Communication & Policies more. . Financial Results IS WebApps more..
Ernployee Manual Results for the Second Quarter, Sept 30 2005 MEW| | WishApps Contacts
vision & Values Quarterly Town Hall, October 11, 2005 MEw! Mok Snn e Dadtieet Trarkar Sas 1 oo Canins

3 Sprsh - Dkl Gacoments - Micrasolt Intemet Explaeee

Infosys in the Mews Annual Report 2004 - 2005

> s [ vttt
Transport Facility Bus Routes, Maps, Falicy, DC Contacts,
atc.

New on Sparsh HNEW]

Ermployee Handbonks ESDL - Embedded Systems and DSP L
India | UK | USA | Japan | Gemany

The Awards for Excellence - 2005
Security Awareness Initiative

Microsaft ¢ ity Portal
Reorganization - Nov 2003 e

Code of Business Co

2]
n
>,

‘Withistle Blower Policy |

&mli\is f &

Gode of Ethics for Prin
Financial Officers

Ant-Harassment Polic
CPI, WCPl and IFI Payo

Corpensation Revie

-

E ; s . vio
sl @m é";::l |
=i g s s Busass ety
= - :u. “.«-
@ﬁﬁ :-J ‘ =
e = « Emplayes Stock Optlon Plan (ESOF)

=
‘ m o 1459 Indian Empleyee Siock Opdion Plan
{ 4 tedLan Ermplerya 3%

Mid Year Performance

Presentation for First

i R e S

Pictured: The previous version of Sparsh.
DESIGN PROCESS AND USABILITY ACTIVITIES

Redesigning the Interface, and Governance

In 2004, the CDG kicked off the Sparsh redesign initiative. CDG used various
usability methods to gain insight into the issues and prioritize requirements. It also
launched a Sparsh redesign contest. The CDG team selected a winning entry and
then further enhanced its design using the best concepts from other contest entries.

Next, a core team set to work designing the new user interface. In parallel, CDG
established a governance model, including representatives from all user
communities. With their support, and senior managers’ involvement, the revamp
accelerated. Individual teams discussed migration timelines to the new design, and
the new intranet launched in December 2005.

Designers took an interesting approach to developing Sparsh’s new look. “The entire
intranet was looked at as a consumer portal. The sole branding objective was to
transform the look and feel from a static system to a live community portal,” notes
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Joshi. Thus, when designing content and content layouts, “we made a conscious
decision to not use any generic images or graphics, to better utilize screen real
estate.” Furthermore, “the interface color palette is intentionally non-corporate,
casual, and visually soothing to the eyes, and includes a variation of Infosys’
corporate blue as the primary color, with pink and gray as complementary colors.”

Usability Techniques

Developers used a number of usability techniques in their redesign: card sorting,
user observation, heuristic evaluations, e-mail surveys, the Infosys online survey
application, user testing of new design prototypes, user testing of the old intranet,
and server log analysis. The team also analyzed support requests — in the intranet’s
Request Tracker application — and identified user issues based on the information
collected.

To test users on the previous intranet, the team gave them common tasks to
perform, such as search for an employee, find the facilities contact in a different DC,
or find a specific policy. From this behavioral usability research, designers gathered
user perceptions about several intranet features. Among the typical responses were:

e “l can’t find the latest leave policy.”
e “Which version of this document is the most recent?”

e “There was a story on the Awards for Excellence. It's not on the
homepage anymore. Where can | find it?”

Using the user satisfaction survey, contextual inquiry, and card-sorting results, the
designers determined that the intranet’s critical functional requirements had to
include both customization-personalization and localization-globalization. The goal
was to prioritize content based both on what users wanted to see and what they
needed to see.

For visual design and usability, the team benchmarked several portals and referred
to Nielsen Norman Group’s intranet usability guidelines.

Usability Surprises

An interesting surprise that emerged from usability testing — and also from post-

launch feedback — was the degree to which users expected to see relatively small
features and capabilities from the old site. In fact, the experience led Joshi to note
that “some things are better left unchanged.”

Take icons, for example. “We made a conscious decision to retain the icons that were
used in the previous interface — only modifying them slightly, to suit the new
graphic design,” he says. “Surprisingly, the users’ comfort level with the original
icons didn’t manifest strongly, until we tested the new design prototype. So, we
created new versions of the icons, keeping the same visual elements/metaphor.”

Beyond visuals, users had also grown accustomed to seeing information organized in
certain ways. “We had a similar experience with the WebApps section,” he notes.
“This was the most-accessed page, as it led to all the frequently used applications.
During the redesign, we categorized and grouped these applications based on their
functionality, keeping new hires in mind. We also made ‘categorized webapps’ the
standard view of the WebApps page. However, soon after the launch, we realized
users had grown so accustomed to the previous alphabetical view, that any new
arrangement required fresh learning. A part of the user memory definitely lies with
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the old system. Today, we have both views, with alphabetical being the standard
view.”

TIMELINE

e 2004: Conducted redesign requirements analysis and launched the user
satisfaction survey. Also conducted user testing of existing site.

e September 2004: Sparsh redesign contest launched. The winning design,
chosen from 10 entries, was announced in November 2004.

e March 2005: Redesign gained momentum; CDG established a core
redesign team, including design and usability experts. User profiling,
contextual inquiry, and card-sorting exercises with various groups
commenced.

e April-May 2005: User research continued, with the information
architecture resulting from card-sorting exercises. The design team also
created wireframes for key usage scenarios, designed new identity and
visual-design components, and began planning for and mapping content.
Expert reviews and iterations followed each activity.

e June-July 2005: Prototyping began, with designers creating click-through
prototypes detailing key scenarios. A heuristic evaluation was conducted,
as were reviews with multiple stakeholders. Designers then produced a
detailed prototype.

e August—November 2005: For the development and implementation phase,
the core redesign team expanded to include content experts and Web
developers. They detailed new sections, repackaged and mapped content
to the new design, and established a governance model.

e September 2, 2005: Daily design and content reviews commenced.

e September 27, 2005: First Sparsh editorial meeting held with SPOCs. The
COO of Infosys addressed the meeting and set the context.

e October—November 2005: All key existing portals (50+) migrated to new
templates; user testing conducted.

e December 2, 2005: Sparsh launched in a “soft” mode to let the intranet
team test hardware performance. Finding no problems, the team quickly
scaled up.

RESULTS

Increased Page Views, Accolades

The redesigned intranet delivered on its goal of becoming a global platform for
communicating with Infosys’ diverse user communities. New avenues for publishing
and networking are growing, and so is user participation. In August 2006, for
example, Sparsh’s average page views per day was 74,263 and its average hits per
day was 1,714,671 — quite notable, even in a company of 55,135 people.

Users sent numerous accolades after the redesigned Sparsh launched, with one
likening the change to “migrating from Windows 98 to Windows XP.” One long-term
employee praised “the quick turnaround and working like a news channel” aspect of
Sparsh, referring to its news feature and the centrally directed — and well-controlled
— news-publishing calendar. “Sparsh has a publishing calendar which can rival an
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online news channel’s,” notes the Sparsh Team. Such attention to detail is not only
useful, but also comforting to users involved in producing news content.

Another user lauded the redesign’s auspicious timing: “As we go into the 25th year
of Infosys, it's great to see a new intranet.” Another employee commented, “for a
large and diverse organization like ours, it is really commendable,” highlighting how
Sparsh was more vibrant, contained fresh content, and also ensured that employees
saw the day’s top stories.

The redesigned intranet is also easier to use — at least according to the intranet help
desk: Help calls have decreased by 65% per day since the redesign launched.

Not surprisingly, user participation in the site has also grown exponentially, as
demonstrated by increases in the numbers of articles users contribute to various
sites. For example, since the redesign, submissions to Latest at Infy (a section
featuring organization-wide news) increased by 1,100%; submissions to Latest at
DCs (a section featuring news from across Infosys’ global software DCs) grew by
2,130%:; and entries to Team Spirit (a photo column promoting social networking)
increased by 588% in the three months after it was introduced.

Revamping an intranet serves multiple purposes. One such purpose is to create
“peer pressure” for all parts of the intranet to look as good as the flagship sections.
That was also the case at Infosys, where the redesign gave some departments a
needed push to revamp their sections. “A few unit sites were outdated or defunct at
the time of the revamp, and their publishing schedules were non-existent — or
erratic, at best,” says Lakshmi Mangalassery, senior language consultant. “After the
revamp, almost all the units and DC sites have begun to update their sites
regularly.”

New Features

The new Sparsh creates a global platform for supporting employees and connecting
the Infosys world. Here are just some of the features now available to users:

e A global platform. Prior to the revamp, Sparsh was used only as an
entry point to various internal applications and portals. Thus, employees’
communications were limited to their teams. Now, employees can bridge
business units and geographically distributed DCs.

e Consistent policies. Employees can view policies, organization-wide, in a
single repository. In the old Sparsh, there were several versions of the
same policies scattered across the portal.

e Easy links. Using My Links, users can edit their favorite intranet and Web
links.

e Access to archived content. The previous version of Sparsh lacked an
archive. As a result, key documentation was not available online.

e Professional and social networking: Whether sharing published papers
and successful knowledge management stories, or participating in
blogging and the Leisure section’s various interactive columns, employees
have new ways to network.

e Leveling. The new columns and sections help ensure that Sparsh acts as
a “leveler.” From a company director to a new hire, everyone has a space
on Sparsh, and everyone plays by the same publishing calendar.
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Pictured: The redesigned Sparsh gives employees access to many forms, such
as this one for providing health insurance information.

Post-Launch Challenges

That said, “the real challenge for the team started once we launched the intranet,”
notes Lakshmi Mangalassery. “Today, Sparsh is growing rapidly thanks to user-
driven content, and continues to stay fresh and relevant. We continue to discover
new opportunities to connect the world of Infosys, and are increasingly connected to
our network of content owners in various cities.”

Furthermore, employees’ feedback has been incredibly enthusiastic, she says. “The
overwhelming response that we get from the employees tells us that Sparsh is
evolving smartly as a user’s intranet. For us, that’s the big story.”

LESSONS LEARNED

Insights from the Sparsh Team:

Create a design that can flex with growth: “That organizations will change,
perhaps rapidly, is inevitable. At the same time, chances are that companies will
refrain from investing in frequent revamps, because of the cost implications and the
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effort. The solution to this problem, then, lies in creating a design that can
accommodate new communities, new avenues, and new requirements. The design
should provide enough room for growth, while still establishing and maintaining a
common identity.”

Create an information architecture that’s able to grow, too. “Creating a
flexible design was critical in designing a scalable information architecture for
Sparsh. Equally significant was the decision to decentralize content ownership.
Understanding various user profiles also quite helped us to created customized and
personalized features.”

Insight from Shanmugam Rajasekaran:

Test early, test often: “The more diverse the user base, the stronger the need to
test and iterate design concepts. Introducing these tests early and at regular
intervals during the prototyping phase will help save significant amounts of redesign
effort. Consistent user testing, simply put, will also help produce results that are a lot
closer to what the user actually wants.”

Insight from Sridhar Marri:

Secure top-management buy-in. “Get a commitment from top management.
Their buy-in will ensure greater participation in your redesign initiative. For the
Sparsh redesign effort, which involved numerous user communities, this was
critical.”

Insight from Varshesh Joshi:

Some things are better left unchanged. “We made a conscious decision to retain
the icons that were used in the previous interface, only modifying them slightly — to
suit the new graphic design. Surprisingly, the users’ comfort level with the original
icons didn’t manifest strongly until we tested the new design prototype. In short,
beware of the things you change.”
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JPMorgan Chase & Co.

Using the intranet:

JPMorgan Chase is a leading global financial
services firm with assets of $1.3 trillion and
operations in more than 50 countries. The firm is
a leader in investment banking, financial services
for consumers and businesses, financial
transaction processing, asset and wealth
management, and private equity.

Headquarters:

The company’s corporate headquarters is in New
York City; its US retail financial services and
commercial banking headquarters is in Chicago.

Number of employees the intranet supports:
178,000

SUMMARY

Design team:
In-house

Members:

Alexandra Zawadiwsky, managing director and
intranet champion; Jeanine Carlucci-McDonnell,
employee portal manager and intranet sponsor;
Nancy M Goebel, benchmarking and standards
manager and intranet sponsor; Jeffrey Easton, user
experience advocate; Gerben Hooykaas, senior Web
designer; Phil Diol, user-centered designer; Janette
Channell, technology liaison; Susan Korpela, project
manager; Michael Welsh, technical lead; James Reilly,
business liaison; Lori Pollan, business liaison; Craig
Stabler, user experience manager; Dennis Deacon,
intranet search product manager

With a massive and diverse user base, the JPMorgan Chase intranet team faced a
unique challenge in attempting to improve its intranet’s user experience, while also
lowering costs. Throw into the mix a merger, and creating a great design would
seem unattainable. Yet, this team rose to the occasion, succeeding especially
because of superb planning and a well-focused team.

With more that 620,000 page views per day and nearly 100,000 unique daily
visitors, the intranet homepage makes an enormous impression on the firm’s

178,000 employees. The intranet team is therefore highly selective about which and
how many components it allows onto the page. Thus, the homepage, Company
Home, displays only the most important news, especially in the foremost Company-
wide News section. Users can link to a news page with more news, but designers are
rightfully discerning with the homepage. Similarly, it limits External News offerings,
but offers a teaser to encourage interested users to click for more.

Knowing that one homepage cannot be everything to everyone — from bank tellers
to investment bankers — designers employed personalization features, serving up
portlets personalized by region, state, and line of business. Also, users see their own
personalized line-of-business tab — such as Technology & Operations, for example —
as the last horizontal navigation tab. Users can also add their own favorite pages in
the My Links area in the upper right. This lets users access their own most important
items with one click on the homepage.

Other valuable features include Market Watch, which apprises users of how the stock
is faring, and World Times Zones, which tells users what time it is for their
colleagues in faraway places.

Overall, it’s inspiring to see an organization this large keep the entire homepage
above the fold. Doing so requires very acute planning and disciplined governance.
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Pictured: Well-designed page structure, rules about homepage content, and
personalization features keep the JPMorgan Chase homepage manageable
and user-accessible.

The intranet includes written as well as visual communications, with video offered
extensively throughout the site. Streaming video of actual people relaying news and
information can make messages more potent and enduring; of course, it also
provides a more human angle than text alone.

The JPMorgan Chase organization is committed to video communications, and has a
centralized streaming media production team and streaming media server to match.
On the intranet, video is primarily used for three purposes: training, introducing new
marketing campaigns, and expanding access to important meetings and forums. For
the meeting pages, designers provide a good textual summary of the meeting, a link
to a full meeting summary, and a still photograph from the meeting. The page also
provides simple instructions for playing the video, and a URL in case the link doesn’t
work.

I © NIELSEN NORMAN GROUP I WWW.NNGROUP.COM 179



http://www.nngroup.com/

Jeffray Easto IPM 47.67 » 0,15 14:24
JPMorganChase O CETTOTEN '=ffrey Easton ¥

My Profile  Change User EST

s ™ warkpl hinal \
HR & D 1 arkplace Technology & People l:l
EemipsnyEtioas | Sregna Resources | Operations | aarch @

e
\'J'eb Centers & Toolkits H R & ?e rson al
Pay & Beneﬁts

C £ Work 5
Education & Training
video highlights frorn the Black Leadership Forurn

Life & Well-Being B cug. 11, 2006 The there of this full-day event was "A Call to Action,” and that's just what attendees

heard from Jamie Diron, Charlie Scharf and others an the agenda. Hear them for yourself now,
Employee Discounts &
Banklng

Video highlights from the Black Leadership Forum

In June 2006, more than 200 black leaders from
JPMorgan Chase gathered in New York to netwaork
with other leaders, discuss the progress of diversity
within the firm, and work together to set action
plans for the future.

t
3
o
o
I[l
w
o

% Community

A written summmary of the event appeared earlier
on Company Home.

MNow, you can hear exactly what Jamie Dimon,
Charlie Scharf, Gene Saffold and others said in
this seven-minute streaming video recorded at
the Black Leadership Forum.

NOTE: To view this online video, mouse over the control panel until you find
the "Play" button. Click it, and wait at least 10 seconds for the video to
begin. Answers to frequently asked questions about streaming video are provided at
the top of the page for those who need additional assistance.

You can also cut and paste this URL into your computer's intranet browser to access
the video:
mms:/ /fwmserver.etech.chase.com/2006-431014/2006-431014.wmv

Tokyo Hong Kong Mumbai London Sao Paulo Mew York
5105 AM 4105 Al 1:35 AM £:05 PM E:05 PM 2:05 PM
Sat Mow 12 Sat Mov 12 Sat Mov 12 Fri Mow 17 Fri Mow 17 Fri Mow 17

More Time Zones/Weather

Company Horme | JPMargan Chasze | JPMargan | Chase | Privacy Information Sametime
@2006 JPMorgan Chase & Co. All rights reserved,
Stack prices are Z0-minute delayed and are provided

by Queoternedia; they should not be uzed as 2 basis
for trade without further verification,

Pictured: This page highlights video from a meeting, and provides a written
summary, photographs, and instructions for playing the video.
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Pictured: An example of a marketing video on the intranet.

The intranet also caters extremely well to new employees, offering them all the basic
information they could need. One intranet section is specifically dedicated to new
hires, and suggests items that new users might not readily discover. This is a worthy
service for people who are adapting to a new environment. Another section provides
tips on how to personalize the intranet experience.
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JPMorganChase £

Important Resources:;

Onboarding Link

Save a link to this page and
return as many times as
yvou'd like until you are
comfortable with finding
answers to your questions,

Also, once you've started,
you can access this page
by going to Company Home
= HR & Personal = Joining
the Company = Mew Hire
Orientation,

Home

Company

New Hires: Welcome to |PMorgan Chase!

From the moment you learn of your new job at JPMaorgan Chase, it's important that you have
the right tools, resources and information available to ensure an effortless start fo your
career, We've tried to make your transition into the Company easier by providing the
information an this site, If you have questions on any aspect of your orientation, new hire
requirements or access to Onboarding, please contact your recruiter,

-Employment Requirements
Have you completed all New Hire requirements? Use this checklist to determine if you're ready
to start!

‘Step 2: Complete New Hire Orientation
MNew Hire Orientation is a web-based course designed to introduce you to your new Company

and the advantages and responsibilities that go with it, The course will take approximately 1
hour to complete,

System Requirements:

Tao view fully, the following Mot sure of your settings?
system settings are required: Run some quick checks:

Help Instructions:

Internet Explorer 5.5 ar higher Internet Browser

Screen Res, 1024 x 765 or Test your Settings

higher Screen Resolution

Flash Player w. 6.0 or higher Test your Flash Player

Troubleshooting Help

If vou have difficulty viewing the course, return here for a troubleshooting guide.

Step 3: Guidelines for Your First Year

The Orientation course and Welcome Book are important starting points. But your orientation
doesn't stop there, Use the checklists below as you continue your transition into the Company

Download Flash Player

Before Starting Work
Your First Day

Your First Week

‘Your First Month

First 90 days and Beyond

Print all Guidelines for
Your First Year

Pictured: An intranet section for new hires helps them navigate new-hire
forms and orientation, and even suggests things to do during their first year
at the organization.
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Pictured: A productivity and technology portion of the new-hire section helps
new employees learn such things as how to use the intranet to its full
potential.

Both searching the intranet and finding people at an organization are important
tasks, and warrant dedicated space on every intranet page. Having two searches
exist harmoniously, however, can be difficult. At JPMorgan Chase, intranet designers
have helped make these features easy to use by stacking the corporate directory and
site search fields. Both are in the upper-right part of all intranet pages. Thus, users
can easily find either search and quickly distinguish between the two. The
terminology used, People Search and Search Intranet fields, each followed by Go
buttons, also help make these tasks more efficient for users. These design choices
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might seem relatively simple, yet many simple-seeming choices can add up to a
vastly better user experience.

People
Search

8

Pictured: By stacking and clearly labeling the employee and site search boxes,
users can easily find and distinguish between the two search types.

Once users find the employee they’re looking for, the system displays a document,
packed with such information as the person’s name, title, e-mail, phone,
organization, and location. Users also have a Personal Profile, which the search
engine indexes for keywords; this is especially helpful for employees looking for topic
experts. The alternate contact name and number is a very useful addition, especially
for JPMorgan Chase’s large, dispersed, and often mobile workforce.

Employees can also create a personal Web page. If they do, a link to it appears on
their profile.

184 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

JPMorganChase )

Phonebook

Officer Title

Fhone

GDP (Internal)
Cell ! Alternate Phone
Waisemail

Internal E-Mail
External E-Mail

Cost Center

Company Mame

Qrganization

Fax
Building Code - Flaar

Street Address

Mail Code
Standard ID
Manager

HR Business Partner

People ]

Company Home

Yellow Pages |

Phonebook Help

Feedback

~Branch Locator )

Hew Search

Jeffrey D Easton

“ice President
1201 59565703
595-5703

1917 7165063
1201 5955703

jeffrey eastonfpmchase @ jpmchase

jeffrey. eastoni@jpmchase. com

56773 (56773) - BENCHMARKING &
STAMDARDS - MA hierarchy

001 (0802) JPMaorgan Chase Bank

Central Technology & Ops

Central Technology

Corporate Administrative Sys
BEMCHMARKING & STANDARDS - hlA

1201 5956156 sreate fax
02963 - 15

475 WWashington Boulevard, Floor 15
Jersey City, NJO7310-1616 United States

MY 1-0077
==r
Iancy b Goebel
Elzine I Brophy

Add to favarite phone numbers

|Z update your information

Views
Ei. org chart wiew

3 manager hierarchy

¥ everyone in this cost center

F‘EJ everyone in this mailcode

Personal Profile

What | do

Increase the ease of use, or 'usability’,
of the JPMargan Chase intranet;
Fromote awareness of usability ...

Skills

Uzability and User Interface design;
Uzability Lab and Focus Group
Facilitation; Accessibility
Asgsessment ..

More About Me

| sit in the southwest quarter of the
15th floor at Mewport 5 (575
YWashington); Hobbies: Sailing,
Running ...

More About bl

Edit “our Contacts
Alternate Contact
Geraldine Singleton, 201-595-5003

+Picture

Yourself -
Learn haw to

add your picture and
personal information
to the Phonebook.

Pictured: In an employee profile document, user’s typical information — such
as name, telephone number, and e-mail address — is supplemented with

keywords, summary, and a link to the person’s personal Web page.

The Yellow Pages tab leads to an area where users can search for groups within the
organization. This is helpful when users know they need to talk with someone in a
particular department, but don’t know whom to call.
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Pictured: Users can search the Yellow Pages for groups within the
organization.

Telephone banking representatives who support external customers often use the
Branch Locator tab within the intranet Phonebook. In retail banking, having specific
information germane to each bank branch is essential; the Branch Locator meets this
need in a straightforward, easy-to-use way.
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Pictured: The Branch Locator in the Phonebook is especially helpful for the
telephone banking representatives who communicate with customers.

On personal Web pages, users can add — among other things — pictures of
themselves and information about their jobs, projects they’re working on, training
and education, and the company products they’re familiar with. This information can
help people find the appropriate personnel resources for a particular job.
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Pictured: An example of a personal Web page, which includes a photo and
useful information about the person’s job, projects, and training.

From any particular person document, a user can see where a person fits within the
company by viewing an organizational chart. This Phonebook organizational chart is
hierarchical; the selected person is distinguised by an outlined box in the middle of
the chart. The names of the person’s manager, the manager’s manager, and so on,
appear above this box. The small, yellow organizational chart icons link directly to
that individual’s org chart.
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Pictured: Users can click a link to this org chart via a person document. The
selected person appears in the middle of the chart.

Speaking of org charts, an especially important area for any intranet is the HR
section. At large companies such as JPMorgan Chase, having a great user interface
for the HR section can literally save hundreds of thousands of dollars in support time
and phone calls to HR representatives.

Appropriately, this intranet presents HR information — and quite a lot of it — in an
extremely well-organized manner. Designers made a clever choice in giving
prominence to the HR & Personal section by making it one of the few top-level
navigation tabs. Within this section, users can easily find what they need in the main
page’s content area because sections are well defined spatially and have lucid titles,
including Events & Reminders, Health & Wellness, and Career Growth. My Personal
Toolkit, meanwhile, presents users with personalized HR information.
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Pictured: The main HR page provides users with essential information, much

of it available through links right on the section’s homepage.

In the left-hand navigation, users see a honed list of HR-related areas. Designers
took care to keep the menu’s length somewhat short (less than 10 items). Creating
sub-menus that open in place is a very helpful interface choice for many types of
users. The color change of the selected menus, from light blue to dark blue, denotes
the selected section, while the sub-menu itself appears as a gray box, which helps

users stay focused on their options and identify what they need.
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Pictured: Well-organized menus help users locate the HR information they
need.

After JPMorgan Chase merged with Bank One in 2004, the intranet team needed to
integrate both intranet sites. Accordingly, it took several steps. One very important
step was to establish a Design Review Board (DRB) to govern and update the
intranet’s user interface standards. This same team was then tasked with reviewing
the new site and application designs for compliance with those standards.

Another important innovation was to create an application that let designers easily
create standards-compliant prototypes for requirements gathering and user testing.
This excellent online wizard walks people through using the standard page
templates, then creates HTML prototypes — complete with working navigation. The
tool automatically produces detailed design and functional specifications, as well as
the CSS and XHTML code developers need. This method is a fabulous time-saver and
ensures design consistency.

The intranet team also took steps to help designers and developers help themselves.
The Interaction Patterns Library houses standard code samples, which developers
always find priceless.
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The site is a repository of design elements that are commanly used in web design. Each
pattern describes best practices with examples. Employing these patterns will improve
the usability of your site and also save the effort of developing new code when it is
already awvailable here (code samples will be coming soon).

To submit more patterns that you would like to see, add sample codes or if you have any
questions, please contact Shikha v, Desai

Pictured: To assist designers and developers in designing standard, compliant
pages and applications, the intranet team created an Interaction Patterns
Library, which includes standard code samples. Such “reusable” code has
proved invaluable to developers.

While having such online resources is priceless, in some cases, face-to-face training
is also extremely useful. The team therefore decided to train a select group of users
to be usability advocates within their organizations. More than 60 employees
completed an intensive 10-day course on user-centered design.
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All such efforts have produced many payoffs. For example, the intranet team has
already brought more than 90% of the major line-of-business sites into basic
compliance with the intranet design standards, and avoided at least $14 million in
costs by consolidating multiple intranet environments into a single, shared one.

That’s the kind of ROl most intranet redesign teams wish they could report. How did
JPMorgan Chase do it? Beyond crafting an engaging design, never underestimate the
power of planning. While careful planning and carefully designed intranet standards
might seem costly, time-consuming, or perhaps just painful, JPMorgan Chase’s
intranet, and the project results, illustrate how getting these details right — from the
project’s start — lays the necessary groundwork for creating an intranet that truly
meets both users’ needs and the needs of the business, with accompanying metrics
to prove it.

URL AND ACCESS

The URL for the JPMorgan Chase intranet is
http://intranetportal.jpmorganchase.com/portal/index.jsp. All but two of the firm’s
businesses bookmark the company’s homepage as their employees’ default browser
start page. Businesses that specialize in direct customer contact are often
exceptions, though employees can still easily access the homepage via the Global
Common Element (GCE), found (as the name implies) on every page.

When away from the corporate LAN, users can access the intranet via VPN. Users
can also access some sites and applications — mostly HR-related — by using a
browser and their normal intranet log-on credentials.

JP Morgan Chase installs kiosks wherever it has large concentrations of employees
without computer access. In addition, shared computers in the bank’s retail branches
allow branch staff to access the intranet.

CONTENT MANAGEMENT

Distributed Content, Controlled Templates

The entire intranet’s CMS is Vignette, which supports decentralized content
authoring. “We do not customize the content management system on a site-by-site
basis,” notes Janette Channell, technology liaison for the Shared Services Groups
(SSG). This helps reduce intranet-related costs and makes the site easier to support.

JPMorgan Chase relies on approximately 200 content providers for all of its line-of-
business and corporate group intranet sites, and the CMS restricts their ability to
alter page design. “Content creators used to control the design and organization of
intranet content, and this resulted in an intranet that was poorly organized and full of
duplicate and outdated or inaccurate and misleading information,” says Jeffrey
Easton, SSG’s lead user experience advocate. “Ethnographic studies, card sorts, and
usability labs showed that end users had different expectations for how the intranet
should be organized, so we decided to come up with an arrangement that allowed
content creators to focus on the content and let the users determine the information
architecture and user interface.”

Intranet Design Review Board Sets Standards

An intranet DRB specifies user interface standards for all intranet sites. “These
standards are available on the intranet and include links to standard-compliant
reusable code and other related standards and guidelines,” says Easton, who chairs
the DRB.
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The board includes subject matter experts in usability, accessibility, Web application
development, corporate branding, and the law. “Its goals are to interpret, expand,
change, and grant exceptions to the user interface standards,” he says. “Proposals
for changes or requests for exceptions come to the DRB; we then conduct user
testing and other research to determine if the request should be accepted, tweaked,
or denied.”

Prototype Toolkit Helps Enforce Templates

In previous intranet versions, managing the many different page templates in use
was challenging. “Initial attempts at enforcing a standard set of templates did not
work: individual development groups would customize them to fit their ‘client’s’
requirements,” says Easton. “We soon realized that we needed a comprehensive plan
for ensuring a single set of design templates on the intranet.”

TECHNOLOGY

The Web tier of the Enterprise Portal uses Sun V480s running IPlanet Webservers on
Solaris 8. The application tier uses Sun F15K domains running VAP 4.5.1 with
Weblogic Portal 6.1 on Solaris 8. The database tier also uses SUN F15K running
Oracle 9.2 on Solaris 8. The CMS is Vignette (VCMS 7.3.05) with Weblogic Server 8.
The company uses the Mercury suite of software testing tools for bug tracking and
automated load testing.

Google technology handles enterprise search and the intranet team also studies top
searches. “We use both the search logs and a metrics program, Omniture
Sitecatalyst, to track search activity and search terms used,” says Dennis Deacon,
the intranet search product manager.

For ensuring optimal search results, context is everything, he notes. “Pages must
have quality content that contains the terms that users would search on, and
descriptive and unique page titles for the search results to be relevant. Some of the
content management systems in use on the intranet do not require page titles, which
means the page URL becomes the title. This, and a lack of awareness by content
authors, can degrade search relevancy — and content quality.”
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Pictured: The search results page below shows the results for the acronym
“EURC.” Note how Google returns the meaning of the acronym and shows the
document type, as well as highlighting the search term.

REDESIGN GOALS AND CONSTRAINTS

Goals:
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e Lower costs. The redesign’s overriding goal was to reduce the
intranet’s operating costs by consolidating intranet sites onto a
centralized set of servers. “But SSG also saw this as an opportunity to
create a single, consistent user interface,” says Jeanine Carlucci-
McDonnell, SSG’s enterprise portal group manager. This would make
the entire intranet easier to use.

Constraints:

« No mandate for change. “We did not have a mandate, so we needed
to convince the various lines and sub-lines of business that it was in
their best interests to leave their current environments — where they
had complete control over design and functionality — and move onto a
common platform, with very little differentiation in look and feel
between sites,” says Carlucci-McDonnell.

BASIC INTRANET FEATURES

Principle Features

One of the principle features of the JPMorgan Chase intranet is clear navigation, in
large part because of the GCE located on the intranet homepage. The GCE appears
on intranet sites that have “on-boarded” to the enterprise portal, as well as on other
sites on a subscription basis. “Although having a standard header may not be
considered a unique idea, its adoption and usable and valuable features do help
make our intranet stronger and more cohesive,” notes Phil Diol, SSG’s Web design
expert and user experience advocate.

With the GCE, all employees have ready access to intranet and people search, and
see three tabs — Company Home, HR & Personal, and Work Place Resources. The
latter two are resource index pages, carefully designed to provide resources
organized by events, topics, and alphabetical listings. Users are also provided with a
tab for their own line of business. “This is set in their intranet profile when they log
on the first time, so employees have what’s most relevant to them and the company
at their fingertips,” notes Diol.

Homepage features include a stock quote, which provides quick insight into the
company'’s financial performance, and the Phonebook, which is used by an average
of 70,000 employees daily.

Overall, “many mission-critical tasks can only be accomplished via the intranet,
including benefits enroliment, getting your pay stub — employees no longer get
paper stubs — and finding relevant policies and procedures,” says Easton. “During
emergencies, the Company Home site is the page that all the warnings and
instructions are to be found on. There is a hidden portlet at the top of the content
section that opens up when critical information needs to go to all employees in a
region or the firm. For example, when the London subway was bombed, information
on building closures and security measures was displayed in this area, as well as the
welfare of any employees involved.”

New employees have a dedicated intranet section. “This is the outcome of a study
done a few years ago that identified the ‘employee on-boarding’ process as
something where costs could be lowered and efficiency improved by moving
everything to the intranet,” notes Easton.
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Tool Facilitates Enterprise Portal “On-Boarding”

“A specific application we want to emphasize is a homegrown ‘onboarding’ tool,” says
Diol. The application, also known as the Prototype Tool, was created in 2005 to help
streamline portal creation efforts. The tool helps four types of users:

e Enterprise portal clients: Enables business groups becoming a part of the
enterprise portal to easily access the standard template library and easily
preview their new intranet site, facilitating increased buy-in.

e Enterprise portal staff: While clients preview their new intranet site, the
Prototype Toolkit generates all necessary CSS. “Any custom presentation
requests can be performed on a CSS level, rather than portal configuration
level,” says Diol, speeding development efforts. “The tool helped reduce a 10-
week on-boarding process to two weeks.”

e User-centered designers: The Prototype Toolkit lets the company focus
more on user-centered design. First, the preview tool eliminates the need to
develop wireframe models, which can be a “cumbersome and inefficient”
process, says Diol. In addition, previews — in reality, prototypes — can be
tested immediately with users and quickly refined. Finally, the templates take
much of the guesswork out of interpreting the company’ Ul standards.

e Business groups not “on-boarding” to the enterprise portal: Inevitably,
some business groups needed to develop intranet sites, but were not able to
fit the “portal on-boarding schedule” into their timeline. “When this is
necessary, we want to provide standardized Ul options and resources,” says
Diol. Accordingly, the Prototype Toolkit will generate the CSS, HTML, and
scripts also used to help build portal-compliant sites. This speeds
development, reduces guesswork, and “also puts them in a better position
when they are ready to on-board to the portal.”
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Pictured: The user interface Prototype Toolkit facilitates “on-boarding” of
pages into enterprise portal platform by offering clients certain page layout
configurations, all of which are tied to specific Ul standards. As a result, new
pages require much less management time.
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USERS

The intranet serves approximately 178,000 employees and consultants worldwide.

The intranet’s user base, however, is extremely diverse, ranging from tellers to
investment bankers and from call center representatives to administrative assistants.
Users typically access the intranet several times a day to look up colleagues’
numbers, enter travel expenses, look up benefits information, and read the latest
news about the firm, their line of business, or their region. The intranet is also the
home of many of the trading, market data, and customer information systems that
users need to do their job.

USER TASKS

How do JPMorgan Chase’s employees use the intranet? To find out, “we conducted a
rather expansive ethnographic research initiative this year,” notes Diol. “It involved
interviewing and observing many employees within different lines of business and
with different roles.”

According to the research, the top four tasks (in order) are:
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Use the Phonebook

Conduct an intranet search (looking for specific applications and
acronyms)

Find specific HR & Personal resources (pay stubs, benefits information)

Read Company-wide News

The research also identified common secondary tasks (in no particular order):

Access training

Approve tasks

Book travel arrangements

Find a retail branch location

Submit expense reimbursement

Find the help desk

Look for company stocks (JPMC stocks only)
Find an office location

Read business site news

Record time (timecard)

Research policies

Pink color shows where intranet fits with key tasks,
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Pictured: Findings from contextual interviews showing the key tasks
employees engage in and the tools they use for each. The company’s long-
term goal is to expand the number of tasks that involve the intranet (in pink).
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Pictured: (clockwise from bottom left) Dennis Deacon, Lori Pollan, James
Reilly, Alex Zawadiwsky, Jeanine Carlucci-McDonnell, Nancy Goebel, Jeffrey
Easton, Gerben Hooykaas, Phil Diol, Susan Korpela, Janette Channell, Craig
Stabler and Michael Welsh

Team numbers

“The extended ‘intranet staff’ consists of several specialty teams,” says Alexandra
Zawadiwsky, managing director of SSG and the intranet’'s champion. Together, these
teams include:

e 37 technical staff (45% offshore) that manage the Enterprise Portal
and eight major lines of business and corporate intranet sites.

e« 13 product managers that drive the strategy and operations of the
Corporate Portal (including Company Home and related tabs) and key
intranet utilities (such as Phonebook, search, and site metrics).

e 3 user experience experts focused on usability, accessibility, and user
interface and information architecture standards.

Intranet Oversight

The intranet itself is managed by SSG, part of the firm’s Corporate Technology
Group. “The Shared Services Group works in close partnership with the key
stakeholders — Marketing & Communications, HR, Finance, and the revenue-
generating businesses, such as the Investment Bank — who deliver their content,
products, and services via the Web to the end user, our staff,” notes Zawadiwsky.

Historically speaking, the group’s being a part of the Corporate Technology Group
has meant the technology part of the intranet equation wasn’t a problem. “However,
the major challenge has been in ensuring that business and end-user needs are well
understood and reflected in everything we do. SSG has therefore concentrated on
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building a governance model that includes all the firm’s businesses and corporate
groups, as well as the end users,” says Easton, and playing “the role of facilitator of
firm-wide consensus on issues of intranet design and functionality standards.”

Honing the Team Through Mergers

Interestingly, the SSG group was formed and honed through several mergers. “The
intranet groups started at roughly the same time — in the late 1990s — in the three
major JPMorgan Chase predecessor firms of J.P. Morgan, Chase Manhattan Bank,
and Bank One.” Chase’s intranet team was part of the firm’s technology group, while
the other groups were part of marketing and communications groups. “Firms that
had aligned the intranet primarily with the corporate technology group excelled at
delivering custom intranet sites and applications, but often with little regard for
consistency in design and functionality. On the other hand, firms that had aligned
their intranet with the marketing and communication role understood the value of
consistency in design and function, but lacked the means to enforce standards
beyond the employee portal,” says Easton.

With each merger — beginning in 2001 with the merger of Chase Manhattan and J.P.
Morgan — the intranet team refined and refocused itself as needed, gaining crucial
technical and strategic skills for supporting the intranet. “For example, SSG has both
a Web application development team and a user-centered design team that work
closely together to ensure that standards and best practices are followed in all
intranet projects,” says Easton.

BACKGROUND

The current intranet is the result of three companies ultimately merging into one —
and the need to smooth the resulting design implications. “After the 2004 merger
between JPMorgan Chase and Bank One, the firm found itself with an intranet that
had only small pockets of consistent design,” says Channell. The intranet team'’s
mandate: create a consistent user interface while lowering costs.

So, later in 2004, the intranet team introduced a consistent portal environment.
Accordingly, “the intranet evolved from a diffuse and inconsistent environment, to a
more centralized and consistent one,” says Channell. “We evolved from simply
posting HTML pages to a multitude of content management authors and
technologies.” Furthermore, by focusing on an enterprise-wide portal, the intranet
team can constantly work to lower costs and complexity.

DESIGN PROCESS AND USABILITY ACTIVITIES

Redesign Impetus

The redesign’s impetus was to migrate multiple legacy intranet sites — each with its
own design and technical infrastructure — to a consistent design with shared back-
end resources. “User interface design was inconsistent and confusing, there was a lot
of duplication, and much of the content was either hard to find or out of date,” says
Carlucci-McDonnell.

While getting numerous business groups — each running its own intranet — to agree
on a new, standardized approach could have been difficult, the redesign team used
user-centered design principles to build consensus. “We would test a variety of
proposed approaches with the agreement that we would move forward with the
approach that users consistently performed best with,” says Easton. During such
efforts, he says the team balanced fixing usability issues with trying to move —
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sometimes nudge — the design toward “our long-term vision of the end state of the
intranet.”

Test Techniques

To identify needed intranet changes, the team studied user behavior in several ways.
“We used Omniture Sitecatalyst to measure actual usage trends, conducted
contextual interviews with employees and consultants, ran usability labs on the
existing design, and conducted card-sorting exercises,” says Easton.

To user-test the existing intranet, the team assigned users various tasks, such as
look up an employee by last name or other criteria (such as the last four digits of a
phone number); find information on a line of business; find news on a particular
topic; make a change to their own employee profile; and navigate to a list of
commonly used sites and applications.

The overall usability techniques they employed included:

Card sorting. “Nearly every project includes some card sorting because it
is cheap and easy to execute and we have found that the payoff in
increased navigation success rates is significant,” says Craig Stabler,
SSG’s user experience manager. “We use both traditional paper card-
sorting techniques and an online tool called WebSort. We often teach
the content owners to do their own card-sorting sessions in the hopes
that they will use the technique to improve their content hierarchy and
naming on an ongoing basis.”

Field studies. The team used field studies to understand how employees
use the intranet. “For this redesign, we focused on doing contextual
interviews with employees in back office or support roles, as they are
typically not allowed to participate in usability labs,” says Stabler. “We
then used this data as the basis for creating some crudely designed
personas.”

Heuristic evaluation (expert review). “Heuristic reviews were used for
some of the smaller sites and applications that were migrated to the
Enterprise Portal,” says Stabler. “These are generally used in low-
impact situations or when we were brought into the process after the
design phase of the project.”

Surveys. In general, surveys are a suspect usability tool, since they only
gauge what users think, not what they actually do. With that in mind,
“we used surveys in an innovative way — we used a survey tool to do
testing of certain aspects of the information architecture of the
redesign,” says Stabler. “For instance, we would ask a random sample
of employees to think of a link named ‘X’ or look at a screen shot with
a tab named ‘Y’ and then ask them what they would expect to find
behind that link or tab. We would give them multiple choices, only one
of which was the intended content behind the link. If the ‘expected’
answer was not the clear winner, we would go back to the drawing
board. The survey method also allowed us to identify any groups’
differences in expectations.”
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User testing of new design prototypes. The intranet team conducted
multiple “remote usability labs” — using conference calls and virtual
meetings (in particular, Lotus Sametime, which is standard throughout
the company) — on iterations of the redesigned site. In the meetings,
an evaluator shared his or her screen with the facilitator and
observers. “This approach does not capture body language or facial
expressions, but it does allow evaluators to participate right from their
desk, and saves the firm in transportation costs and lost productivity,”
notes Stabler. He says the method also allows them to recruit a larger
cross-section of users for usability studies, since participants don’t
need to travel to the usability lab.

User testing of the old intranet. The redesign team user-tested the old
site to determine what worked and what didn’t, and used the results to
convince others. “We used this as a way to settle any disagreements
about which functional and design elements to keep from each of the
predecessor sites,” he says.

Increased accessibility. The team identified opportunities for boosting
accessibility and immediately implemented some of the easier
changes. “The long-term goal is to have the Enterprise Portal
compliant with Priority 1 and 2 of the World Wide Web Consortium’s
Web accessibility standards — and we have a plan in place to do that,”
says Stabler.

Employees’ Reliance on Search

One interesting finding from the usability studies was the degree to which employees
relied on the search engine. “We were surprised by the significant increase in the
percentage of users that used the intranet search tool to navigate the intranet,” says
Easton. “In 2002, we found that about a third of users would primarily use the
search to navigate the intranet. During the redesign, however, we saw a majority of
the users using the intranet search for navigation.”

From Research to Redesign

The above research in hand, the team saw a common theme: “users were spending
a lot of time learning and adjusting to multiple and inconsistent user interfaces,”
says Easton. Users avoided some sites due to navigation issues and simply couldn’t
locate other sites. Furthermore, users’ browsing techniques differed — some used
search, others menus, and still others relied on saved links.

“We decided that we needed to come up with a single set of Ul standards and to
build an infrastructure and governance model around them so we could drive more
consistency on the intranet,” reports Easton. “We used an iterative design process to
come up with prototypes that would support the different user ‘personas’ and
aggregated information and functionality to reflect end-user expectations and
processes more accurately.”

To develop and then enforce a consistent — and easy to implement — design,
JPMorgan Chase formed the aforementioned DRB and built the Prototype Tool, also
detailed above. Beyond providing an easier-to-use interface, the standardized design
also gave business groups an economic incentive for using the new portal: decreased
intranet costs.
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Multiple Inspirations

In terms of design inspiration, Nancy M Goebel, VP of SSG’s benchmarking team,
cites other intranets (including those featured in previous Nielsen Norman Group
Design Annuals), as well as the firm’s active participation in several peer
benchmarking groups. “Sharing success stories and design best practices with other
large intranet teams helps us understand where we are leaders and where we need
improvement” says Goebel.

“We also followed the lead of our Internet design teams to ensure some consistency
in user experience between our customer-facing and employee-facing sites and
applications” says Easton. “For example, the intranet color palette was originally
influenced by the color palette of the three JPMorgan Chase external sites:
chase.com, jpmorgan.com, and jpmorganchase.com.” That said, “the Intranet
Design Review Board, which ‘owns’ the standard color palette for the intranet, has
expanded the colors beyond what is being used on the external sites.”

TIMELINE

e 2002: What was then the Intranet Service Group began work on a shared
portal infrastructure that offered portal and content management capabilities.

e 2003: The group obtained buy-in from various businesses within the firm and
selected Vignette as its CMS.

e Early 2004: With the team already building a new portal platform and setting
standards, the Bank One and JPMorgan Chase merger announcement
required a reevaluation of the plan.

e September 2004: One month after the August merger, the new Shared
Platform was in production, becoming the default homepage for the two
primary organizations.

e December 2004: Redesign team introduced the default homepage
(Company Home), the Resources tab, and “on-boarded” two major lines of
businesses to the portal.

e 2005: Continued moving additional sites to the portal. By mid-year, the
Resources tab was broken into two tabs: HR & Personal and Workplace
Resources.

e Late 2005: Adding HR & Personal resources strained the portal and produced
stability issues; as a result, the intranet team temporarily removed some
personalized content from Company Home. Development of the Prototype
Toolkit and templates began.

e 2006: A more stabilized portal, and streamlined processes, drove higher
portal adoption rates by business groups, as well as increased customer
satisfaction. Currently, the platform is home for the Corporate Portal
(Company Home, HR & Personal, and Workplace Resources), four (out of six)
line-of-business sites, and four (out of nine) corporate groups.

RESULTS

Streamlining Creates Cost, Content, Usability Improvements

The redesigned JPMorgan Chase portal, and subsequent stability improvements,
have driven vastly increased numbers of employees to rely on the intranet. Today,
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the redesigned intranet homepage, Company Home, averages over 620,000 daily
page views with 110,000 unique daily visitors.

The redesign also drove down the number of pages, the amount of back-end
infrastructure needed to support the portal, and ultimately, the portal costs. “The
cost of the intranet — including search and the Phonebook — is projected to
decrease by about 66% from 2005 to 2007, and the number of pages on the major
intranet sites was reduced from 49,737 in 2004 to 16,317 in 2006,” says
Zawadiwsky. Sites that moved to the corporate portal decreased their site content an
average of 67%, thanks to eliminating outdated content and simplifying their
information architecture.

Today, employees can use the intranet in previously impossible ways. “For example,
clients can preview what their site will look like in the early stages of development,”
says Diol. “We used to use wireframes to try to convey this, with poor results. Also,
sub-groups used to seek out Web servers and resources to create sub-websites. In
the early stages of the portal, it was not nimble enough to help these smaller groups.
The streamlining efforts and the standards template library had finally provided a
way for subgroups to easily post content and set up mini-sites under the umbrella of
their parent line of business.”

Users appear more passionate about the new intranet; they also seem to view many
previously disconnected sub-sites as a single entity. “As a result of the migration of
content and functionality to the Enterprise Portal, and the more consistent user
interface that comes with that, we have seen an increase in the percentage of
usability lab participants that describe the intranet as one big site, as opposed to a
‘mini Internet,” which used to be the predominant description,” says Easton.

Users are also, in general, more partial to the intranet. “The percentage of
evaluators that consider themselves ‘experts’ on the intranet has increased
significantly,” he says.
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at World Usability Day
MY C, which was hosted
by JPMargan Chase on NMovember 14.

)) World Usability Day 2006

L) November 2006 « siakiny, Hife easy!t

The ewent included a morning session for employees
and an afternoon agenda open to the public.

Among the outside participants were people from
the financial services, high-tech and pharmaceutical
industries.

The firm is particularly focused on usahility as it
relates to Web sites, and offered an interactive
workshop on user-centered design. "It was a real
eye opener," said Central TEChnU'IUgg{‘s Lisa
Bennett. "We know what warks for us, but do we
ever think about what goes into getting it to the user-ready stage?"

The event included presentations by Card Services' Chris Bertinetti and Corporate
Technalogy's Mancy De Sa and Phil Diol. Corporate Internet Group's Sandy Greene
participated in a panel discussion with representatives from Citigroup and Capital
One, To view the agenda and presentations, visit World Usability Day.

Jeffrey Easton, the firm's intranet user-
sxperience advocate, led the informal team
that organized the event, Treasury & Security
Services Karen Pascoe was instrumental in
lining up external speakers,

Intranet design tips

#Follow corporate intranet standards and
guidelines

#Take Certified Usability Analyst training.

The goal of World Usshility Day is to raise awareness of usability engineering and
user-centered design. This year the occasion was marked with 218 locally organized
events in 40 countries. '
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Chase’s hosting of 2006’s World Usability Day NYC.
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Pictured: The Workplace Resources page, reached from a part of the
persistent horizontal navigation (tabs), offers workplace-related, personalized
resources, grouped by topic. An alphabetical look-up supplements search
options.
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Group Services

Certified Usability
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Pictured: A detail from the Web Usability page, one of the topics under the
Workplace Resources page.
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application access just got
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Mow new features of CERTMyID Certification offer
managers flexibility and more detailed
information within the access certification process,
. .more,

+ Sharing data made easy! (sug 21,2008)
Mow there's one place for firmwide reference data, rminimizing
redundancy and maintenance costs,
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CAS PLC

T8O Training Spotlight (sug 12,2008)
Learn security auditing, attacks and threat analysis, and more
More T&O Wide News

CAS Wide Processes

Help Desk

CAS Open Job Regs

Conszolidated CAS

Application & Server lists

v mpplause! * CAS Training Week is happening . . . Register now!
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AppQuest Are you receiving the training you need to do your job? Take a
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Pricing Guides - or sign up for a Placeware session,

v End User Request Center * The CAS Architecture Offsite underscores Web
(EURC) Services, the Metadata Repository, team building,

and more (2ug 17,2008)

Read about Offsite highlights and hot-button issues

orporate Adrr strative Systems News

E-rnail Management
Support
* EMEA and Asia implementation of Manager
Connection a huge success (sug 09,2006)
Mew websites aim to offer greater efficiency, improved data
quality and manager self-service
* New CAS BAI web design makes navigating and
finding information easier (2ug 01,2008)

with information on CAS BAI services just a click away, the new
web page design makes for smoather sailing . . . or surfing
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Pictured: A line-of-business homepage for news and information — the
highlighted tab denotes the user’s line of business. (Users can also change
regions and view related content.) The page includes a How do 1? portlet,
with answers to the most common questions.
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Gauging Redesign Impressions

To gauge users’ reactions to the redesigned intranet, “we conducted usability labs
both before and after the redesign and found that employees were more successful
at completing core tasks,” notes Easton. “We also monitored the comments coming
in through the feedback link on the Company Home page.” Interestingly, he notes,
conducting a site-wide survey to do this was not an option, as “surveys have not
been used to collect feedback since 2003, due to a moratorium on firm-wide
questionnaires.”

Users’ overall response to the redesign has been positive, he reports. “Users
appreciated that their most-used sites and applications were easier to find. They also
report being more proficient with the intranet. Before the redesign, evaluators
reported feeling proficient in using the Internet significantly more than they reported
proficiency with the intranet,” says Easton. “After the redesign, users’ perceived
proficiency with the intranet increased to the point that there was no longer any
difference from their perceptions about their Internet proficiency.”

Thanks to the redesigned intranet, JPMorgan Chase reports six significant
improvements overall:

1. Centralized: Reduced or avoided $14 million in costs by creating a single,
shared intranet portal environment that replaced multiple environments
with a variety of designs and information architectures.

2. Simplified: Reduced the number of standard design templates from more
than 100 to less than 30. Reduced pages on sites ‘on-boarded’ to the
shared portal by 66%.

3. Unified: The intranet’s DRB owns the intranet’s user interface standards,
and vets new site and application designs for compliance, ensuring
consistency.

4. Streamlined: A new online wizard helped reduce the design process from
two weeks to two days, by helping content owners select and use
standard page templates, see working previews, and generate all
necessary code.

5. Reused: Standard components facilitate a more consistent design. For
example, an Interaction Patterns Library provides designers and
developers with standard code examples to make compliance easier. More
than 90 sites also use a single, standard header and footer for sites and
applications.

6. Trained: More than 60 employees have taken an intensive, 10-day course
on user-centered design and have been “embedded” as usability
advocates within their organizations.

These actions have paid off: over 90% of major line-of-business sites reportedly
comply with the basic intranet design standards, and all have pledged to achieve full
compliance in the future. Bottom-line costs have been significantly reduced and,
most importantly, intranet users report better search results and an easier time
finding the sites and applications they use the most.

LESSONS LEARNED

Insight from Janette Channell:
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Standardization drives usability. “We found many benefits from standardizing the
user interface, implementing standard templates, and providing a Prototype Toolkit
that allows business stakeholders to quickly see exactly what their site will look like
— including the font, colors, and topic sorting — prior to migrating the new site onto
the enterprise portal. These changes have also decreased the amount of time needed
to identify any business group’s particular requirements.”

Insight from Phillip Diol:

Keep “clients” involved: “Involving clients in the page design process, and
allowing them to participate in decision-making — albeit to a somewhat limited
extent — goes a long way. First, it reduces the perception that Ul standards are
being forced upon them. Second, it instills those standards in them. Finally, and
perhaps somewhat imperceptibly, it moves all clients toward a consistent, company-
wide portal model, increasing acceptance and pressure for all business units to
achieve a similar look and feel.”
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Microsoft Corporation

Using the intranet: Design team:
Founded in 1975, Microsoft (Nasdaq “MSFT”) is In-house and Ascentium Corporation
the worldwide leader in software, services, and Members:

solutions that help people and businesses realize

- ) Microsoft: Mark Davies, director; Sharon Elkins,
their full potential.

group manager; Melissa Wilson, lead site manager;
Headquarters: Redmond, Washington (US) Christine Bennett, content development manager;

Number of employees the intranet supports: Chris Stetkiewicz, managing editor

70,000+ Ascentium: Robert Chrestensen, senior designer,

Countries with production facilities: n/a and the design team

Sales: $44.3 billion (2006)

SUMMARY

The Microsoft Corporation’s corporate intranet, Microsoft Web (MSW), is also an
avowed showcase for its Microsoft Office SharePoint Server 2007 portal software.
Showcase or not, employees won’'t frequent an intranet unless it's easy to use; offers
features that interest, engage, or help them better perform their jobs; and increases
their productivity. That many of the company’s more than 70,000 employees prize
the intranet for its news and information, and as a guide to Microsoft’s many internal
sites, bespeaks Microsoft’s success on all fronts. Bolstered by inspiring features and
fluid design, MSW has cemented its reputation as a crucial information resource for
employees.

MSW’s homepage alone helps its users immediately tackle several tasks. For
example, Top Sites (in the top, right-hand section) is one of the homepage’s most-
used features and leads users to the intranet’s most popular sections. The Top Sites
links are selected using a combination of data sources, including:

e Top-hit site keywords in Search (this data is pulled through a query
and reported out each week/month).

e The most-trafficked sites from the site’s directory features.

e High traffic numbers for non-org based categories in the information
architecture (the content in the HR & Benefits category, for example,
is mostly from HRWeb).

e The company’s most frequently used, large-scale intranet sites.

In the Know is one of several themed promotional spots that appear on the
homepage and on the News & Events page. Items that appear in In the Know are
unlike typical news items. For example, here you might find everything from
productivity tips to new books or reports from the Microsoft Library to philanthropic
efforts. This news is always time sensitive or particularly relevant for the current day
or week. These unique features also get a longer “shelf life,” moving to the News &
Events page after being featured on the homepage.

The homepage’s top-middle section is dedicated to one primary news story that
editors expect will interest most employees. Headlines of a few more Top Stories
appear just below the showcased news item; to the right of the headlines are links to
industry news and events. Users have access to even more editorially selected news
— an entire tab, in fact, is dedicated to news and events. Still, in MSW, editors sift
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through all the news and highlight the most important items on the homepage. This
is a fabulous service for users.

Users who want or need more than the biggest news items can click on the News
tab. Here, they see clickable categories in the left-hand navigation that feature news
from any of 13 industries — from gaming to security.

One innovative feature: on the right side of any specific area (such as an industry
news page), a user can sign up for related alerts or click to load an RSS feed of
related news into their Web browser.

]' HOME L NEWS J CAMPUS u EMPLOYEE u SERVICES || ABOUT MICROSOFT | B [niranet [~ ]

I Need to Find... B | _) \

MEW : News & Events : Indu

a Wilzon (MSW

My Links = | Help Contact Us

Events Calendar v News : Games

Blogs, Etc. Games News Subscribe to the
Games News Alert

industry N Latest Updat |
Lokt o S e E-mail gj

NET

Changing the Way Video Games are Made See More News Alerts =
Enterprise Server Longer titles may become less common as developers adopt a "Saturday
Games matinee” model. (CHNM Money

Interactive Online Opinion: ESRB Not Communicating Effectively

15V Aaron Ruby believes the games rating system is incapable of effectively
Media & Entertainment communicating with consumers and of fending off attacks from the industry's
Business Solutions many critics. (Next Ge

Mobility & Devices Game Marketing: Then and Now

Productivity A lot has changed in the last 15 years or so. Sony came out of nowhere to
R&D become the number one player, Sega left the console business, and Microsoft
Security ntered it. Interactive entertainment marketing has also changed.

Services

Windows Creating a Post-Processing Framework

Marko Kylmamaa explains how to create a powerful post-processing
framework for adding features from basic blooming to color space
StudioCasts manipulation and image perturbation to your game.

Productivity Central

Iranian Video Game Targets U.S. Tanker
The game gives players the task of blowing up a U.5. tanker in the Persian
Gulf to block the sea route for much of the world's oil supplies.

EA Talks Harry Potter Film and Game Influences
Wayne Stables of Electronic Arts talks about the intersection of film and
games, with specific reference to the Harry Potter video games, and his
colleague Will Byles discusses emotion in film and games.

Mintendo Raises Profit Forecast on Strong DS Sales
Nintendo expects to make a profit on Wii from the start, and now the company
has raised itz annual net profit forecast thanks largely to strong DS =zales.

Sony Shares Drop on PS3 TGS Issues
Sony shares dropped 2.75 percent in the wake of reports that PlayStation 3

units had to be frequently reset at the 2006 Tokyo Game Show. Sony says the
problems were caused by high temperatures at the venue.

Sony Spins Online Wheel of Fortune
Speaking in London earlier today, Sony Computer Entertainment's worldwide
studios vice president Jamie MacDonald outlined the company's revenue

models for the PS3 era, dubbed the "wheel of fortune.”

Analyst: Final PS3 Production in Full Swing
Analyst P.J. McNealy says that his research indicates that Sony is currently in
the midst of final assembly on its FlayStation 3 hardware, and he belisves

Sony can ship 2 million worldwide this year. (Gan

Sony Controller Sixaxis
Sony Computer Entertainment International has of'flclally revealed the name of
the FlayStation 3 controller as "Sixaxis." (MNewxt

View the Games News Alert Archives

Content Owner: Sharon Tang (sharont) - M3 Library
Last Updated: October 3, 2006 | Send feedback
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Pictured: The News tab offers information related to over a dozen industries
in which Microsoft is involved. A list of news items appears on each main
industry page. Users can also sign up for related e-mail or RSS-based news
alerts.
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Also found in the News tab — as well as on the homepage — is a left-hand
navigation link to Blogs, Etc. This reveals a page that targets not only Microsoft's
population of advanced developers, but also those employees who might not be
highly technical. Indeed, the page serves all users’ needs, offering tools for building
a blog and company guidelines for acceptable blog content. The page also links to
internal and external blogs about the company, its products, and its communities.

For example, the InsideMS blog pursues more provocative topics about Microsoft
itself, and enjoys the backing and participation of some of the company’s top
executives. The MSW team itself uses the MSW Blog to communicate with users
about the intranet and its features, as well as to capture employee feedback.
Likewise, the managing editor uses MSW Blog to discuss site features, news
coverage, and company issues with employees.

W

I HOME | NEWS | cAMPUS || EMPLOYEE || SERVICES ” ABOUT MICROSOFT [ R [ntranet 1P|

I Need to Find... 3 ‘

MSW : News & Events : Blogs, Etc. : MSW Blog

flelcome Melissa Wilson (MSW) + y Site ks = elp Contact Us

Categories

MSW 10/18/2006

Microsoft News

Poll: Caffeine Fix

The MSW managing editor falls in the 3-4 cups category, all coffee. The size of the decaffeinated population
surprised me. I'd love to hear from those folks: how do you do it? For the rest of you, are you happy with
your intake or would you like to cut down?

Would you believe...

Blog List

How many cups of coffee, tea or caffeinated soda do you drink each day?

Photos None: 15%
Archive 1-2 Cups: 41%
3-4 cups: 30%
5 or more: 14%

Archive (Calendar)

Total Responses: 3,440

Posted at 8:57 AM by Chris Stetliewicz (ALT) | Category: Microsoft News | Fermalink | Email this Post |

Comments (11)

MNew Starbucks Coffee Machines Edit

Pictured: MSW’s managing editor uses MSW Blog to discuss site features with
users. This image, for example, shows results from a recent MSW poll.

One of MSW's strengths is its refined yet spare design. Thanks to MSW editors’
skillful graphics selection and placement, users are not distracted by useless
graphics. With news items, for example, images are only used to augment or punch
up a story — not just for the sake of adding an image. Accordingly, an article about
Search is accompanied by an image of a man holding a magnifying glass — an icon
that commonly denotes search, and that software developers will recognize. Another
homepage image is the campus map icon. While hardly usable as a map at this size,
the icon is clear and lets users quickly find and navigate to this very popular feature.

The homepage’s Snapshot feature is another example of effective image use.
Snapshot images are, refreshingly, not stock art, but rather are photos that Microsoft
employees submit of their extra-office activities. Images come from around the world
and include employees who netted a large salmon; an engaged couple mugging for
the camera; a mountain-climbing expedition; and a duo preparing to skydive from a
hot air balloon. Simply put, this is a fantastic way for people to really experience the
various habits and pursuits of their fellow employees and see just how diverse their
organization’s workforce really is. Small wonder that the Snapshot gallery, which
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contains the last five days’ worth of photos, gets almost 15,000 hits per month; the
homepage itself receives almost 5 million hits each month.

[MSW

Welcome Doug Remy (WMC Consulting Corpor... =

HOME J NEWS H CAMPUS u EMPLOYEE u SERVICES u ABOUT MICROSOFT
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Purchasing

Abo 5

Organization
Company Overview
Subsidiaries
Archives

Glos=ary
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Blogs, Etc.

Microsoft Developing New Approaches to Search

Mew techniques for analyzing search relevance--the way users browse and
click through specific content--can improve the algorithms used to rank results,
according to Microsoft researchers. More »

Top Sites

Classifieds

eCompany Store
HRWeb

Infoweb

ITWsb

Employee Matters

Workplace Services

Related Mews: Microsoft Research

Other Top Stories

MSW News & Events

Find out about the latest Events,

watch StudioCasts, and read
try News. Or check out the

og and let us know what

you think.

Subscribe to News Alerts

In The Know

Nl A Different Kind of
i Journey

il Eill Baca, an CEM

* account manager in
Redmond, will embark on a
"Sankofa journey,” a bus ride
Aug. 10-13 designed to raise his
consciousness about racism.

Mare =

Productivity Tip

improve your PC's

performance, and get rid of junk
on your hard disk with Windows
Live Safety Center. Short on
time? Use "Quick Scan."

More »

Perk Up Your PC

Check for and
remove viruses,

See more Snapshats »

Popular Searches
« MGX

& Prime Card

® Training

® World Cup

® Newsletter

& SharePoint

Campus Maps

Content Owner: Chris Stetkiewicz (cstek) - MSW Team
Last Updated: August 8, 2006 | Send feedback
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Pictured: The MSW homepage features news and links to top sites across the
intranet. The Snapshot photo in the upper right changes daily and shows

Microsoft employees pursuing activities outside the office.

Another indication of Snapshot’s popularity: dozens of employees submit photos

each day, which is crucial for maintaining an engaging and ready supply of images.
The intranet’s managing editor and senior editor comb through all submissions to
choose one lucky selection for each day. Interestingly, when the MSW team originally
envisioned Snapshot, they planned to promote specific homepage themes to solicit
photo entries. Yet, the feature was so popular that employees began submitting

photos unsolicited.

Today, employees can submit their photos via a simple form with essentially two
fields: one for browsing and uploading the photo and another for writing a short
caption. Precise instructions describe desired caption information. Users can find a
link to this form on both the Contact Us and the Snapshot Gallery pages.
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Hews & Event= MSW : Contact Us

Pl |
StudioCasts
Industry News

Submit a MSW homepage Snapshot
Productivity Central

Blogs, Etc. The MSW homepage Snapshot feature is a showcase for photos taken by, or depicting, Microsoft
Campus employees. Candid photos and scenes from outside the office are preferred.
Maps & Buildings

Please include a brief description of the photo, including the location and subject names as well as the

Conference Rooms name of the photographer.

Shuttle

Security For editorial purposes, the .gif format is preferred. Our display size is fairly small: 131x135 pixels, so

Dining the best photo candidates will focus tightly on a small number of people and avoid background clutter.
Commute
Art Collection

Bficto, |@ Click here to attach a file |
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HR & Benefits
Career Development

Research & Reference

Personal Purchasing

New Employees

Community
Legal

Workplace Services [

Travel

Submit Snapshot ]

T & Communications
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Office Services

Purchasing _

Organization
Company Overview
Subsidiaries
Archives

Glossary

Product Famiies

Content Owner: Chris Stetkiewicz (cstek) - MW Team
Last Updated: July 28, 2006 | Send feedback

Pictured: Editors receive dozens of entries every day for the Snapshot
feature. This entry form makes it very simple for employees to select,
caption, and submit their photos.
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For motivating employees to visit and keep visiting the intranet, few things beat
useful news and engaging photography. Another especially useful feature on MSW is
the Events Calendar, which users can access via the Events Calendar link in the
News & Events menu. As its title implies, the Events Calendar relays information
about Microsoft-related events. So, for example, people can find dates for such
things as company meetings, training sessions, conferences, and webcasts.

A small calendar tool shows all 12 months and lets users quickly jump to a particular
month. The Today is status message helps users remember today’s date, and arrows
let them browse by year. Links for Day, Week, or Month restrict the calendar view
accordingly. Users can also expand or collapse calendar entries.

In addition, the Calendar drop-down list reveals basic, out-of-the-box Office
SharePoint Server 2007 filters to help employees further sort calendar information.

View: Calendar -

— Calendar
] O3

All Events
E Current Events
] StudioCast Events Only
T Calendar
— My submissions
n il Approve reject Items

[ | Modify this View

o Al | Create View

ASLIMer |

Pictured: In the Events Calendar, a drop-down menu lets users easily sort
calendar entries.

Calendar of Evenis

L] 2006 4
Han Feb Mar This M3W calendar displays current and upcoming events across the company, including internal
Apr May Jun webcasts. To post an event to the calendar, open the event submission form and enter the title,
ul Aug Sep description, time, location, and URL for more info. Listings are restricted to events on a Microsoft
oct .NCV Dec campus or those sponsored by Microsoft or a Microsoft group. We will contact you soon if we need
Today is mare information or if your submission is declined.
Friday, August 18, 2006

Actions ~ View: Calendar -
(— —) July, 2006 Expand All H Collapse All Day | Week | Month |
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
25 26 27 28 29 30 1

9:30 AM 9:00 AM 9:00 AM 5:00 AM 8:30 AM

UCG Disclosure |MSDN Webcast: |TechMet Microsoft Office | Breakfast Series:

Day How ASP.NET 2.0 | Webcast: SQL System Webcast: |Unified

Processe Sepyer 2009 Tins and Trick: Communication

Pictured: The top of the Events Calendar lets employees view events by day,
week, or month; expand and collapse entries; and jump to a particular
month.
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Pictured: A full-page, full-month view of the Events Calendar, which shows
various company-related events, including training and company meetings.

To ensure that important and varied information actually makes it into the calendar,
MSW lets users submit items for calendar inclusion. The related submission form is
very straightforward, and asks for the event’s title, start and end date, time,
description, location, contact, and registration website. Checkboxes allow users to
designate the event’s target audience, including Microsoft's employees and vendors.

p— W Welcome Sharon

- EEIEEEEET)

o My Site My Links = Help Contact Us

wome | news | cameus || empLovee || seRvices || ABoUT micrRosOFT
3

Jﬁ

;I MNeed to Find... vi (

News & Events MSW : Contact Us

Events Calendar
StudicCasts
Industry News
Productivity Central
Blogs, Etc. To post an event to the calendar, enter the title, description, time, location, and URL for more info.
Campus ........................... Listings are restricted to events on a Microsoft campus or those sponsored by Microsoft or a Microsoft

"""""""""""""""""""""" group. We will contact you soon if we need more information or if your submission is declined.
Maps & Buidings

Submit an event for the MSW Events Calendar

Conference Rooms

Shuttle Title of Event |
Security i
Dining Tafgethudicnas [ Microsoft Employees
Commute L Contingent Staff
O vendors
_____ Start Date & Time (PST) | | | |
HR & Benefitz _
End Date & Time (PST) | | | |
Career Development
Research & Reference Description of Event
Personal Purchasing
New Employees
Community
Location | |
Building / Room | |
T & Communications
Facilties Event Contact | |
Office Services
i Sponsoring Group | |
Purchasing
Registration URL | |
Organization Format @ .
Company Overview Live Event
Subsidiaries O Live Event & Live Webcast
Archives O Live webcast

Glossary

O on-pemand webcast
URL for More Information |

Submit an Event

Product Famiies

Pictured: Using this form, employees submit items for inclusion in the Events
Calendar.

In closing, MSW'’s top-bar navigation, which features a simple, tabbed structure and
clearly visible targets, makes this global, horizontal region easy to use, thus making
the intranet easy to traverse. Numerous elements are simple yet highly effective:
The currently selected tab, displayed in muted orange, stands out from the
remaining tabs, rendered in gray. The search field is clearly visible in the upper-right
part of each page. Furthermore, the left-side navigation always changes, depending
on which tab is selected. Yet, even though the individual menu choices change here,
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the left-side navigation design and context remains consistent across the entire
intranet. This attention to detail and clarity of design purpose, along with the team’s
ability to tap SharePoint Server 2007 software features, helps MSW maintain an
excellent and engaging user experience.

URL AND ACCESS

The MSW homepage URL is http://msw. MSW is the default homepage for all new
employees and all newly built PCs.

Users can choose to change their start page. However, according to the MSW Spring
2005 Annual Satisfaction Survey, more than 70% of employees keep MSW as their
default browser setting, more than 60% of the 70,000+ Microsoft employees visit
MSW once a day or more, and an additional 25% use MSW at least a few times per
week.

As with all Microsoft’s internal and intranet sites, when working remotely, users must
first authenticate and connect to the corporate network to access MSW.

CONTENT MANAGEMENT

SharePoint Server 2007

For content management, MSW relies on the Web content management functionality
built in to SharePoint Server 2007. This CMS provides a WYSIWYG admin view for
rich content and text editing from within any given intranet page. The CMS supports
CSS — custom styles are applied for MSW — and also allows for a distributed
authoring and approval processes. Content owners can check out content and make
changes, then route the changes to the MSW publishing team for final review and
approval. “This functionality is required to support the MSW business of hosting
content for other groups across the company,” notes Christine Bennett, MSW’s
content development manager.

How MSW Hosts Content

Here’s how hosting works: MSW provides its intranet platform and expertise to help
content partners reach employees with information about their business or
businesses. “This requires a strong focus on the organization of the content, with a
site structure/information architecture that not only makes sense on a very detailed
level in each category, but also flows well and is consistent with the whole of the
MSW architecture,” notes Bennett. Specific services offered include:

e Content consultation

« Information architecture expertise

e Editorial guidance and style guidelines

e Library of page layouts

e Publishing platform and support

e CMS

e Monthly usage metrics, user feedback, and survey data

Beyond hosting, “content owners remain accountable for the subject matter, as well
as the timeliness, accuracy, and intent of the content,” she says. To further drive
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accountability, and inform users about the source of information they see, the
bottom of each page includes the content owner’'s name and business division.

An Intranet “Merger”

Much of the content currently available on MSW lives in the Campus, Employee
Matters, and Workplaces Services sections. Likewise, much of the content comes
from the Corporate Services Division, which provides all employees services such as
travel, dining, commuting help, technology procurement, and so on. Hosting MSW
content was the result of a “merger,” says Bennett, between MSW and Corporate
Services, since the previous MSW version essentially directed most of its users to the
Corporate Services site. Other available intranet content ranges widely, and includes
the Microsoft Archives, information for new employees, and legal environmental
policy. “Each new section or category of hosted content is carefully reviewed by the
core team to ensure business alignment, and more importantly, that it makes sense
for users,” says Bennett.

Driving Consistent Page Design

With such diverse content, MSW provides a library of templates to ensure that
intranet page layouts — and thus the user experience — are consistent. “The library
includes layouts that range from category and landing pages, to FAQs, articles, index
pages, maps, and more,” notes Bennett. “All are readily available to MSW content
publishers and are easily managed with specific image sizes and formatting, Web
parts, and predetermined sections.”

Interestingly, while SharePoint Server 2007 offers a number of flexible page layouts
and template options, the MSW team took a relatively conservative approach. “We
decided to implement a very strict set of page layouts to maintain consistency, both
because of the sheer volume of pages on the site, and the overall goal of providing
users with an intuitive and familiar branded experience,” says Bennett. Consistency,
in other words, is the overriding goal.

This level of consistency was notably absent from the previous MSW version. As a
result, “it became very difficult, not only for users to navigate and consume key
information easily, but also from an administrative perspective. It was much too
difficult to keep track of what the rules were and why each exception was made,”
she says.

Now, to enforce consistency, the MSW site manager must approve all new pages on
the site to assure they meet layout standards. Content authors still have free rein
over content. For example, when a business division creates a FAQ, content authors
can easily upload both the questions and answers. The MSW publishing team reviews
the page, however, to ensure that it’s published with the correct template. To further
drive consistency, the MSW team also maintains three style guides for all
contributors and the publishing team: an Editorial Style Guide, a Visual Design
Guide, and a Publishing Guide for MSW.

“Through the use of workflow in the content management system, these ‘details’ are
part of a rigorous QA review (which includes information architecture check, layout
confirmation, and copyedit pass) of each page before it goes live on the site,” says
Bennett.

RSS Feeds and E-mail Consumption

Newer technologies are enabling newer approaches to delivering intranet content.
“While MSW is primarily an intranet, we are always considering the variety of ways in
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which users can consume MSW,” says Chris Stetkiewicz, MSW’s managing editor. For
example, the MSW News Alerts program lets employees subscribe — via e-mail or
RSS feeds — to over a dozen different topics for key news on Microsoft’s top priority
initiatives. Among the subscription options is Daily Newswire, which features stories
culled by editors from external news feeds. “Daily Newswire is one of our most
popular services, with a 99% user satisfaction rating and 17,000 subscribers,” he
says.

The same news content appears in the MSW Industry News section and in the top
headlines on the interface for Microsoft Office Communicator, Microsoft’s internal
instant-messaging program. When using IM, “employees can get one-click access to
the stories featured on the MSW homepage and the Daily Newswire,” he says. “We
have also made sure that these e-mails are viewable on a variety of screen sizes,
including mobile devices.”

MSW is careful to ensure a balanced selection of stories, reflecting various
perspectives on Microsoft. “The impact of the combination of external news feeds
with editorial selection is very powerful,” notes Stetkiewicz. To see how, take this
Daily Newswire feedback from one Microsoft employee:

“The only newspaper or news feed that | absolutely, positively read every day
is the Daily Newswire. It reminds me every day what an open and honest
company | work for. Some stories are full of praise for what we do, several
are critical, and all are helpful to me in explaining who Microsoft is to our
customers and partners. The fact that we can be self-critical and self-aware is
so different than where | used to work. The newswire is inspiring in itself.
Thank you for what you do.”

TECHNOLOGY

Internal Showcase

Not surprisingly, given its technology offerings, Microsoft’s intranet is based on a
variety of Microsoft technologies. As group manager Sharon Elkins notes, “MSW is a
showcase of Microsoft products in action, solving enterprise information needs.” The
most recent redesign re-launched the intranet on SharePoint Server 2007, and the
intranet also relies on SharePoint Designer 2007, SQL Server, and Visual Studio
2005 for custom code development.

MSW’s approach to using technology probably differs from that of many other
intranets. “We have an unusual role with regard to selecting platform technology to
support our business needs. It is more a matter of when to use technology, rather
than which technology, because our strategy and roadmap for Web products is
known to us very early in the product cycle,” notes Mark Davies, director of
Microsoft’s knowledge network group.

According to Davies, two overriding principles govern technology selection for MSW:
to keep employees well informed and productive, and to use SharePoint Server,
since it’s Microsoft’s own portal and Web application tool. “So, our mission is to serve
our internal employees’ needs, and to do this in a way that showcases the
SharePoint technologies.”

Interestingly, early in the cycle of a new SharePoint release, the MSW team hones
the intranet technology business requirements by assessing both current information
services capabilities and desired capabilities. “We share the requirements and
information design with the [SharePoint] product group, so that they understand the
capabilities required to support important and broadly applicable business solutions
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in the future,” notes Davies. "As the next product release moves into the early beta
stages, we become the first adopter to help validate the product, provide feedback
on implementation, and start to develop best practices that we can share with our
customers.”

When the next version is released, then, Microsoft already has a showcase for the
new product’s capabilities, not to mention an intranet for “serving our employees’
information needs, built on the latest technology capabilities, and utilizing a set of
best practices to enable our customers to repeat our success,” he says.

MSW Search

For searching, MSW uses SharePoint Server 2007 to index content from content
stores located around the world. Users access search via a single search box, located
in the global MSW “chrome.” All told, the content index includes links to
approximately 15 million items, such as SharePoint sites, file shares, internal people
databases, and line-of-business applications.

“Search results are divided into tabs in the search results user interface, allowing
users to search for intranet content, people, and customer/partner data,” notes Lauri
Ellis, the program manager for MSW Search. “Search results also respect security
settings on SharePoint content, so users only see content that is available to them.”

Behind the scenes, the MSW search team tracks numerous query types to help hone
the intranet, including:

e Top queries

e Queries per scope

e Most-clicked results

e Searches that generate zero click-throughs

e Searches that return zero results (to see where coverage is
lacking)

e Searches that return zero Best Bets (to help manage related
editorial tasks)

Ajax in Action

In terms of newer technologies beyond SharePoint 2007, MSW also utilizes a
smattering of Ajax. According to Sean Squires, MSW program manager, “Ajax is
used in the MSW Poll — displayed on the homepage and News & Events page — to
render voting results with percentage bar graphics, without refreshing the entire
page.”
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Poll: Coffee, Tea, or... 7

How many cups of coffee, tea
or caffeinated soda do you
drink each day?

Mone (297
14%

1-2 cups (853)

E—

3-4 cups (R18)

-

5 or more (328)
-

Total Responses: 2096

Pictured: An MSW poll used on the homepage and the News & Events page
uses Ajax to render the voting results bar graphics without the need to
refresh the entire Web page.

GOALS AND CONSTRAINTS

Overall Goals

According to Elkins, the MSW mission, and thus the designers’ primary goal is: “To
empower employees to be more productive and aware by helping them quickly
accomplish common tasks; easily find information they need — and discovering
some they may not know they needed; and stay informed about what’s happening at
the company each day, as well as in the industry as a whole.”

MSW pursues three objectives in pursuit of that goal:
e Quality

0 Provide easy access to pertinent information by using an
intuitively designed navigation and information architecture;
and by maintaining an inventory of essential, balanced,
accurate, and engaging content.

o Offer hosting service packages to other internal groups
including a platform, templates, editorial guidelines, CMS,
metrics, and exposure to a broad employee audience.

o0 Provide feedback to product groups (specifically, Microsoft
Office Systems).

e Awareness
0 Raise awareness of MSW among employees worldwide.

o0 Promote awareness of the MSW hosting service package to
content providers and internal Web teams.

o0 Showcase SharePoint as an intranet/portal solution.
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e Usage
o0 Promote frequent use of MSW among employees worldwide.

0 Maintain portfolio of hosted content (and ensure satisfaction
among content owners).

Redesign Goals

For this redesign, the MSW team had a number of specific goals, including all-new
branding, navigation, information architecture, page layouts, and editorial features.
“We also needed a better back-end content management workflow and system to
manage the expanding hosting model,” says Elkins.

Other high-level goals included “addressing some core navigation and information
architecture inadequacies, bringing a sense of consistency and intuitiveness to the
overall user experience, showcasing the updated features of SharePoint 2007, and
really breathing life into the MSW brand, voice, and design while nailing the core
needs of employees across the company,” says Melissa Wilson, lead site manager for
MSW.

Specific goals included:

e Asingle, consistent navigation system (eliminating the competing left-
nav and right-side “directory” navigations and the use of fly-outs, for
example).

e Solve the information architecture issues that resulted from having
broad content offerings that were shallow in some places and
incredibly deep in others.

e More consistent and thoughtful page layouts with relevant and
actionable elements.

e Improve the publishing processes.
e Improve relevancy and accuracy of search results.

e Create more room to tell stories that impact employees; expand
content to include more engaging features (such as employee
photographs, a poll, blogs, and so on).

e Deliver a more established overall look and feel aligned with the MSW
brand.

Constraints: Pacing SharePoint, Culling Content

Beyond goals, one constraint is the high expectations placed on MSW as a
SharePoint showcase. “We have to be hyper-aware of user needs and really let the
business requirements and user data drive planning — leading to accurate and
appropriate selection of SharePoint features that deliver against these needs,” notes
Wilson.

One related constraint, then, is the need to re-launch the site when new SharePoint
versions appear, and the time constraints this creates. “Keeping the MSW site re-
launch schedule in sync with the Office Product Group’s schedule of specific builds
and key milestones for their 2007 release, was, without question, the most complex
element of the entire project,” says Elkins. “But, together with our development
team, everyone worked tirelessly to ensure that the MSW business requirements and
technical specs were delivered as planned. And, as the site was launched, we all took

I © NIELSEN NORMAN GROUP I WWW.NNGROUP.COM 227


http://www.nngroup.com/

a collective sigh of relief when users responded — immediately — with loud and
supportive kudos.”

Another constraint, perhaps, is simply culling through the enormous possibilities all
of the various groups offer in terms of intranet information, news, and content.
“There are so many exciting technologies and developments happening at Microsoft
at any given time, and the MSW team’s role in that is to examine each opportunity
and determine, through careful analysis, if it's right for the MSW users,” says Wilson.
“Sometimes the answer is no, but having access to such incredible ideas and
technologies in our day-to-day world is a very exciting place to be.”

BASIC INTRANET FEATURES

Communicating Information Across the Company

One of MSW’s main purposes is to provide users with usable access to the massive
Microsoft intranet. “The vast ‘intranet’ at Microsoft is decentralized and made up of
thousands of internal sites. It seems like each group, line of business, team, or
division creates a site, or sites, to communicate their information across the
company,” notes Elkins. “This is very much reflective of the overall Try! Create!
Build! culture of Microsoft.”

MSW:’s job, then, is to make sense of this decentralized environment. Accordingly,
“MSW is the virtual nexus of information where employees can get started and go to
find everything they need to know about Microsoft on the intranet, regardless of
whether it’s actually ‘on’” MSW or not,” she says. “In this respect, MSW serves as
both a portal and a website — with a rich and deep content offering, plus access
points to the multitude of intranet sites, team sites, and other information across the
company.”

Content

One way to offer Microsoft employees meaningful information is to maintain a
diverse content portfolio. In fact, Microsoft maintains an array of content offerings,
including:

e Rich content programmed by MSW editors: The MSW managing
editor drives the MSW editorial calendar, together with key
communications stakeholders across the company. While various
business groups’ content and external news sources provide most
content, the managing editor provides original offerings such as the
recently added Inside Track, which includes original content and
articles written by the MSW editorial team.

e Content hosted on behalf of service owners across the
company: This type of content is deep and detailed, providing need-
to-know information about the many Microsoft services and programs
for employees to help them accomplish their daily work tasks. While
various service managers across the company own the content, MSW
serves as a host, making it readily accessible to employees. In fact,
most pages on MSW are hosted on behalf of content owners.
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e Access to intranet sites and resources: Literally hundreds of sites
exist on the Microsoft intranet-at-large, and MSW points to almost all
of them. On the portal, Tasks & Sites features provide users with a
consistent entrée and trusted directory to these other offerings, and is
a required MSW feature. “A large percentage of our users report
coming to MSW to access other websites and accomplish tasks,” says
Wilson. Accordingly, the MSW search indexes content from all sites.
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Pictured: Category pages, such as Personal Purchasing, give users access to
relevant tasks and sites, even if those tasks or sites live in lower levels of the
site. This section, in particular, offers a more descriptive take on the left-nav
elements.

I © NIELSEN NORMAN GROUP I WWW.NNGROUP.COM



http://www.nngroup.com/

The top-level (global) MSW navigation provides links to the intranet’s primary
content. These include:

e News & Events: Tells users what'’s happening at Microsoft that day,
and offers the latest updates about the company, its industry, and
related world events.

e Campus: Helps employees get to and around campus — including
maps, dining menus, and more.

e Employee Matters: Assists employees in professional development,
understanding their benefits, and performing job duties.

e Workplace Services: Workplace information necessary for
completing a task, such as facilities and purchasing guidelines.

e About Microsoft: Helps employees learn about Microsoft as a
company, while also exploring its history and culture.

MSW features added in the recent redesign include:

e Improved navigation and information architecture: Helps users
more easily find what they need. Global tabs at the top of every MSW
page give users ready access to all content areas. Left-side navigation
and search helps users drill down quickly.

e Expanded news coverage: The News & Events section now features
stories that impact employees. “To ensure a balanced viewpoint, our
skilled editors program a mix of news each day so employees get the
full picture about Microsoft — not just the good stuff — plus relevant
industry information and news from around the world,” says
Stetkiewicz.

e | Need To Find: This drop-down menu in the top-hand global
navigation provides a quick list of the most frequently visited sites and
tools across the vast Microsoft intranet.

e Campus Maps: Offers one-click access to the maps of the ever-
growing Puget Sound campus.

e Tasks & Sites: Improved to provide more consistent, trusted access
to hundreds of intranet sites and tasks.

e Community-building features: MSW Poll gives users a voice — and
some instant gratification — on timely issues. MSW Blog provides a
deeper read on stories and issues that affect Microsoft, along with
other, more offbeat items. Snapshot highlights the fun side of
Microsoft’s culture and community.

e Search Best Bets: This provides the best, most relevant intranet
search results. MSW tasks and sites align with the Best Bets library,
giving users a consistent sense of their best options, whether
searching or browsing.

e Color palette and design: The redesigned color scheme is clean, and
reflects the MSW brand — “trustworthy, balanced, smart, and
rewarding,” says Wilson. Furthermore, “new, more fluid page layouts
and updated features promote easy use and showcase the flexibility of
SharePoint 2007 templates.” All images are formatted now as well, to
ensure a more consistent intranet look and feel.
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e Expanded Feedback and Help sections: To make it easier for users
to get the help they need, MSW developed several new content areas.
In Contact Us, users can find links to various contact options, including
how to report an intranet problem, ask about the site, or submit a
Snapshot or story idea. Behind the scenes, a new back-end
management scheme assures that problems get routed to the
appropriate people. The Help section also expanded, and now includes
a site map, links to the intranet FAQ, a help section for setting up RSS
feeds, instructions for how to subscribe to news alert e-mails/RSS, and
more.

e New employee orientation material: During their initiation, new
hires are shown MSW’s New Employee section, which details how to
get started and settled in their new environment and role. Specifically,
this section includes:

Get Started: Everything new employees need to know when starting
work with Microsoft, including task lists and important
conversations to have with their managers.

Get Settled: Resources for relocating to Puget Sound and Washington
state, as well as important Microsoft business information.

Get Training: General training, resources, and events for new
employees.

Resources: Useful employee websites and programs for managing
time off, arranging travel, getting technical support, and locating
campus services.

Frequently Asked Questions: Answers to common questions about
payroll, vacation, transportation options, and so on.

USERS

MSW'’s target audience is all 70,000+ Microsoft employees worldwide — from
research to development to marketing. “Each day, employees are bombarded with
information in e-mail, IM, and on the intranet and Internet,” notes Elkins. “They
need a trustworthy source of daily information to be more productive in their jobs.
MSW helps users do everything from finding a campus map or reading editorially
selected Microsoft-related and industry news headlines, to learning more about
business divisions, key drivers, or even what is being served in their building’s
cafeteria that day. MSW serves as both a portal and website — with a rich and deep
content offering, plus access points to the hundreds of intranet sites across the
company.”

Appropriately, MSW takes a subject-oriented — rather than an organizationally based

— approach to organizing information.
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Pictured: The Campus page, an example of a department-level index page.
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USER TASKS

The most common user tasks on MSW include:

e Find other sites at Microsoft.

e Stay aware of critical information (executive updates, security alerts,
and so on).

e Read the day’s top headlines (on Microsoft, industry, and world news)
and get a Microsoft perspective on events.

e Book business travel.

e Browse dining menus in the various Microsoft cafeterias and check
meal card balance.

e Research events (live and webcasts).

e Locate information on services and programs.

e Find campus maps and driving directions.

e Search for documents, team sites, and websites across the intranet.

e Find people.

e Use the MSW Glossary to look up acronyms and other “Microspeak”
terms.
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INTRANET TEAM

Pictured: (from left) Christine Bennett, Melissa Wilson, Chris Stetkiewicz and
Sharon Elkins.

Team Composition
The MSW team is a small, nimble group of four people:

e Group Manager: Manages team, budget, and overall business
strategy.

e Senior Site Manager: Responsible for the overall user experience,
including information architecture; navigation; page layouts; and
design, branding, and site analytics.

e Content Development Manager: Manages the hosted content
portfolio, including the business model, customer relationships, and
account management.

e Managing Editor: Responsible for all news content on the home and
news pages, as well as overall editorial voice, style and calendar;
manages relationships with stakeholders across the company to
“program” news content and internal employee features.

MSW also relies on a vendor team of publishers and editors who actually update the
site with new content daily. The MSW team also works closely with a team of
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developers, testers, and program managers, plus the information retrieval team,
which manages the company’s internal search tools, including MSW Search.

Team Reporting Structure

Beginning in 2003, the MSW team reported up through the Microsoft Office
(Information Worker) Group. “This alignment was especially beneficial for our role as
an internal showcase for getting and providing feedback to the Microsoft Office
Product Group during development and planning phases for Microsoft Office System
2007 — and specifically, SharePoint 2007,” says Davies.

In September 2006, as part of an internal reorganization, MSW joined the Central
Marketing Group’s Internal Communications team. “In this new organization, MSW
will be able to expand its content coverage even further by leveraging other internal
communications resources, and actually generating more original content around the
news and stories that impact the daily lives and jobs of Microsoft employees around
the world,” he says.

BACKGROUND

MSW efforts began in the middle of 1995, when a taskforce discussed how to better
facilitate the sharing of internal company information. The group identified an
intranet platform — then, quite a new concept — as the simplest, most user-friendly
option available, and one that would require the least amount of engineering.

To kick off MSW, some key information areas were tapped to provide content,
including the Microsoft Library and the MicroNews internal newsletter. The team also
identified existing sites and added them to MSW'’s directory. After initially announcing
the portal page — as it became known a few years later — to the company in August
1995, the team began evangelizing the platform to the company as a
communications solution.

“The evolution of MSW has been quite extraordinary since then, growing from the
directory concept, then adding search, layering on news and editorial
content/programming, and then hosting content in the most recent years,” notes
Elkins.

The following timeline highlights some of those changes:

e 1995: Launched directory to the internal Web and current content,
along with information on how to create internal websites. Social sites
were included to encourage employees to explore the new
technologies. During this phase, there was a full remake of the
intranet’s look and feel, based on usability studies.

e 1997: Added intranet directory and a full-text search of content across
the intranet. Also launched external news and editorially programmed
top stories and corporate “need to know” features.

e 1999: Expanded editorial programs to include strategy and company
business (initially known as Knowledge Centers).

e 2005: MSW became a host for content from other Microsoft groups,
essentially becoming a platform to promote and reach MSW's broad
audience — namely, all employees.

e 2006: MSW continued to expand its broad service offerings and added
MicroNews (an internal news site and newsletter), additional hosted
partners, and blogs. In July, MSW re-launched on SharePoint 2007
BetaZ2.
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The underlying technology evolved with the site. “MSW originally shipped on the
alpha version of what would become Internet Information Server 1.0, running on
Microsoft Windows NT. Several functions, such as feedback forms, were built using
CGlI Perl scripts, but as features were added to 1S, these switched over to built-in
Microsoft technologies,” says Amy Stevenson, Microsoft’s archives manager, who
worked on MSW for several years and now uses an MSW-hosted model for her online
archives content. “From the beginning, the Registry information — as the directory
itself was called — was run as an Access, then SQL database. Full-text search was
added when ‘crawler’ functionality was originally developed, which later became part
of Microsoft Site Server. Interestingly, no classic ‘programmers’ were needed to run
the site, at least until roughly 1999, when users began to expect more sophisticated
functionality.”

Beginning in 2003, MSW became an internal showcase for Microsoft Office
SharePoint, and has run on that platform ever since. Accordingly, the MSW team
works closely with SharePoint developers, including launching the site using beta
versions of SharePoint, to help shake down new software and provide rapid
feedback.
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Pictured: The homepage for MSW’s predecessor, MSWeb, used until June
2006. Here, the left-hand navigation and the right-hand Directory listing
competed for clicks. Meanwhile, the green bars partially “closed down” the
layout, while the shade of blue was relatively uninviting.

DESIGN PROCESS AND USABILITY ACTIVITIES

Upgrading to SharePoint 2007

The latest MSW redesign began based on the team’s plan to upgrade to SharePoint
2007. As mentioned, “the most important goal was to make data-driven decisions to
help improve the overall MSW user experience and attempt to really ‘wow’ and
impress Microsoft employees — who tend to have a very high bar and are not shy
about saying when they love or can’t stand something,” says Wilson.

At the same time, the MSW team knew the intranet needed a more solid foundation.
“Many changes and additions were made over the years with some successes along
the way — but ultimately, a new foundation needed to be built and we wanted to
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take our thinking to the next level to boost employee productivity and be more
reflective of the Microsoft culture and personality,” says Wilson.

Reviewing Intranet’s Goals and Top Features

To begin the redesign planning, then, the MSW team conducted a large-scale review
of the intranet’s business goals; carefully reviewed traffic data; poured over
customer satisfaction survey data; consolidated and analyzed two years’ worth of
user feedback; wrote an entirely new brand strategy that solidified MSW’s
positioning, voice, tone, and character; and liaised with other companies building
SharePoint portals and intranet sites.

Even so, the MSW team already had a feel for the direction in which the intranet
needed to evolve. “Because we were already very familiar with the data through our
monthly dashboards, this process was more of a confirmation and pulse-check to
ensure we had hard data to support our decisions and brainstorming,” says Wilson,
adding that they constantly talked to users and knew right away what needed to be
done. “We did a thorough ‘gut check’ to be sure that we were providing users, first
and foremost, with the basic information all employees needed.” The team
constantly verified that and asked itself other questions as well, including: “Were we
in the ‘right’ business?” and “Did our mission and vision align with what users want
and use most on MSW?”

For this redesign, the team opted to focus especially on honing the features that
users would most appreciate. “For example, we knew users really loved our Directory
feature, which featured the ‘best of the best’ tasks and sites by category, but its
configuration directly competed with our left-hand navigation. So, we found a way to
integrate the successful elements of the Directory into our new page layouts and
information architecture,” says Wilson.

Honing the MSW Brand and “Chrome”

While the intranet team studied which features worked for users and what needed to
change, it also began working with an external design firm, Ascentium, to help hone
the MSW brand and meet other site goals.

The design phase, then, began by creating a specific look and feel “mapped to the
brand strategy and user experience we had in mind,” says Wilson. One manifestation
of this work is the new top-level “chrome” or global frame, present on every MSW
page. “We asked the designers to create multiple visual representations of the
chrome, using the MSW brand as inspiration, in gradations from ‘safe’ to ‘extremely
bold,”” she says. Working closely with Ascentium, the MSW team helped create these
iterations, then honed them to four choices, and posted them for MSW users to
evaluate. “Once we felt the look and feel was aligned with the MSW goals and brand,
and that users liked the direction, we began to solidify the main navigational
elements within the master chrome.”

Card Sorts and Usability Techniques

While the above work was underway, the team also analyzed all intranet content and
began redesigning the information architecture. “We did several rounds of testing —
mostly card sorting — with our users to help determine the global navigational
buckets and the types of content that would fall into each bucket.” The team hit
upon six buckets: Home, News, Employee, Campus, Services, and About Microsoft.

Subsequently, the team developed wireframes to show the user flow through the
site, again through an iterative process with the external design firm. “The MSW
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business team walked through various typical scenarios to test the user paths and
provided feedback to help refine the wireframes,” notes Wilson. “Starting with the
most common tasks, we worked hard to ensure that user flow was both intuitive and
efficient for users regardless of their starting point — friendly URLs, bookmarked
pages, homepage, left-nav, search, and so on. Because one of our biggest
challenges overall was providing smooth user flow regardless of content depth, this
was very time-consuming, but absolutely necessary for the new site’s success.”

Balancing Global and Local Navigation

To ensure that users could easily navigate through the MSW site, designers used a
mix of global and local navigation elements on every page. Each page also included
links to information and tasks related to the page content. Early in the planning
phases, the MSW team participated in a navigation usability study with the
SharePoint product group, using MSW as the test case. The results helped the team
feel confident about the “global top, local left” scenario. Nonetheless, they wanted to
ensure the execution worked well holistically, so they crafted several wireframe
iterations to hone the approach; from these, they created page layouts. All of these
elements will continue to evolve. “As feedback and data continues to come in, we will
certainly hone the page layouts, navigation, and information architecture to better
serve users’ needs,” says Wilson.

TIMELINE
e July-October 2005: Audited editorial and “scrubbed” existing content
areas.

e October 2005: Developed business plan

e October 2005: Developed branding documentation.

e October-December 2005: Established business requirements

e January 2006: Commissioned design consultation.

e January 2006: Analyzed content and reviewed information architecture.

e February: Designed initial chrome/wireframes and information
architecture.

e February/March 2006: Continued design rounds, including page layouts.

e February—September 2006: Development commenced (overlapped with
design phase).

e May 2006: Finalized designs, including page layouts, information
architecture, and navigation.

e May 2006: Conducted user satisfaction benchmark survey.

e June 2006: Froze content and began migration.

e June-July 2006: Published both old and new sites during testing.

e June-July 2006: Tested QA (editorial, design, and technical).

e First week of July 2006: MSW Pilot launched for key stakeholders.

e July 14, 2006: Launched on SharePoint 2007 Beta2 (all employees/users).
e September 2006: Upgraded to SharePoint 2007 Beta2TR.
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e November 2006: Upgraded to SharePoint 2007 RTM.

e December 2006: Conducted post-launch user satisfaction survey.

RESULTS

Major New Features

The redesigned MSW launched on July 14, 2006. “The redesign is quite a dramatic
change,” notes Elkins. “We added all new branding, navigation, information
architecture, page layouts, and editorial features.”

Some of the most notable new features include:

e Improved navigation & information architecture: To help users more
easily and quickly find the information they need.

e Expanded news coverage: A mix of internal and external news stories,
which helps keep the viewpoint balanced.

e Community features: The homepage’'s MSW Blog, MSW Poll, and
Snapshot help build community.

e Revamped color palette and design: More fluid page layouts and
updated features result in pages that are easier to use, while also
showcasing additional template flexibility offered by the latest version
of SharePoint.

As befits the team’s planning, usability studies, and all-around effort, users are
happy with the changes — no small feat for an audience of more than 70,000.
“Feedback from across the company has been incredibly positive, and the team is
thrilled with the result,” she says. Notably, since the redesign, the total number of
visitors to MSW per month has increased by 9%, and the total number of page views
— hits — per month has increased by about 35%.

That said, “we want to be very careful about comparing detailed data points, because
we created an entirely new metrics program at launch,” says Wilson. As part of that
program, the MSW team developed a new dashboard for sharing monthly traffic
trend data with the team, its leadership, and intranet stakeholders. It has also
endeavored to effectively communicate to users how they can decode traffic data.

Happy Users Come Bearing Suggestions

Within 30 minutes of MSW'’s re-launch, says Wilson, the intranet team had already
received a large amount of feedback — most positive — from across the company.
Here are some examples of that feedback:

« “l love the new layout! The new organizational schema makes it much
easier to find what you are looking for. Great job!”
e “l like the new look and feel of MSW. Organizing info by tabs makes

the content more digestible and easy to scan.”

e “Man, it’s beautiful! | can’t say enough positive things about the new
redesign, from an information architecture perspective to a visual
design perspective, a roaring success! Thank you!”

e “I’'m about to do a redesign of my group’s site and | was wondering if
you could come help me.@”

Of course, users were also forthcoming with suggestions for even more
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improvements. “As with any group of smart people, Microsoft employees are vocal
and opinionated, but when they like something, they let you know,” says Wilson.
“And even when they really like it, they’ll still tell you how to make it even better.”
Even so, many employees’ kudos specifically mentioned features the intranet team
had been trying to fix, which was welcome validation. “Of course, we have a list a
mile long of things we’d like to tweak or make better, but knowing that the basic
elements are on track, straightaway, is a great benchmark.”

Another sign of success: the number of employees who asked to borrow the recipe.
“Internally, the team receives at least one inquiry a week about sharing our site
structure, design, and navigation implementation,” she says. “We presented to an
external company recently and they closed the meeting by saying ‘We love it, now
how can we get our site to look exactly like it?.” So that is a huge compliment.”

Search Improvements

The new site also improves the search-related user experience; in general, however,
giving users the search they want — and are accustomed to on Internet sites — is
more difficult on the intranet.

“Because users have incredibly high expectations when it comes to search — thanks
to MSN Search, Google, and other powerhouses, users are harder to please in this
arena, but so far, the team has made positive strides and we are seeing positive
results,” says Ellis.

For example, since the redesign, MSW search (powered by SharePoint search) now
pulls information from Microsoft’s in-house customer relationship management
system, and other crucial business applications. When searching for people, the MSW
search also analyzes which business groups a user belongs to; this helps deliver
results that are more relevant, while also respecting any personal data visibility
settings users established to control access to parts of their profile. “There are new
refinement options for people search, including ‘social distance’ results by degree of
distance from you, showing people you know first,” says Ellis. “One of the other
really nifty, user-beloved features, is the inclusion of glossary terms in the upper-
right corner of intranet searches. Not only are relevant search results and Best Bets
displayed, but a user can get a full definition of the term — especially useful for new
employees.”
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Pictured: Search results for “people ready.” Results display with the Intranet
tab highlighted, though users can also tab to People or Customers for further
results. Glossary results and Best Bet choices appear on the right side of the
page.

LESSONS LEARNED

Insights from Christine Bennett (MSW content development manager):

Audit content early. “Be sure to do a full content audit and scrub prior to starting
your IA work. It's very detailed and time-consuming, but is worth every minute you
spend. It will be a substantial time-saver later.”
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Ensure sign-offs. “Have a clear agreement — between technical and business sides
— on your actual business requirements, before development starts.”

Plan for QA. “When you’re migrating large amounts of content to a new site, have a
crystal-clear quality assurance process in place. Ensure everyone knows what they
are checking and why — and how to report errors or issues. While this may all seem
obvious, it will help prevent duplicated or inefficient efforts.”

Insights from Sharon Elkins (MSW group manager):

Manage technology changes. “Always analyze and guide how new technical
implementations may impact sustainability from a business perspective.”

Know how your users think. “Be able to channel your users.”

Obtain sign-offs early. “Establish all parties’ launch criteria and have them sign-off
on that criteria early in the process. Different teams will have different priorities;
don’t assume everyone shares your priorities.”

Insights from Chris Stetkiewicz (MSW managing editor):
Remember to prioritize. “Prioritization is king.”

Have a Plan B. “When working with technical dependencies, always have an
alternate solution.”

Automate whenever possible. “Try to automate or find efficiencies for manual
processes whenever possible.”

Insights from Melissa Wilson (MSW lead site manager):

Plan, but also take risks. “Do your homework, and then be willing to take risks.
The beauty of a website is that it can be very evolutionary.”

Employ design in service of the redesign business goals. “It was really
important for us that the business goals — a.k.a., ‘it's all about the users’ — drove
the design, and not the other way around.

Start with the basics. “Address basic issues first. It's very tempting to first pursue
the ‘wow’ factor, but before everything else, your priority is to build a viable
foundation, based on basic and essential user needs.”

Prize honesty. “Be honest early.”

Know your users’ content needs. “Be incredibly familiar with what users want and
need — so you can be strategically creative.”
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National Geographic Society

Using the intranet:

The National Geographic Society is one of the
world’s largest nonprofit scientific and
educational organizations. Founded in 1888 to
“increase and diffuse geographic knowledge,” the
Society works to inspire people to care about the
planet.

National Geographic reaches more than 350
million people worldwide each month through its
official journal, National Geographic, and four
other magazines; National Geographic Channel;
television documentaries; radio programs; films;
books; videos and DVDs; maps; and interactive
media.

National Geographic has funded more than 8,000
scientific research projects and supports an
education program combating geographic
illiteracy.

Headquarters:

Washington, D.C. (US)

Number of employees the intranet supports:
1,500

Sales: Nonprofit organization

SUMMARY

Design and development team:
In-house and Barbara Morris, contract graphic
designer/consultant

Members:

Libraries & Information Services: Karen Huffman,
manager of knowledge initiatives, intranet application
developer, Webmaster, and current chair of intranet
team; Barbara Ferry, director of business and
editorial research, and chair of the intranet team
during redesign/migration; Susan Fifer Canby, vice
president, and first chair of the intranet team; Suzan
Eaton

Communications: Cathy Healy, (former) intranet
editor; Karen Gilmour, intranet editor; Barbara
Moffet, communications director

Information Systems & Technology: George
Hubbs, director; Kevin Hiscock, senior architect;
Robert Harris, senior application developer; Kathy
Escamilla; Tom Puckett

NG Digital Media — Archive Research: Gary
Carter, curator, National Geographic Digital Media

For an intranet, taking cues from the organization’s existing retail products can save
time, boost focus, and help foster an incredible user experience. Witness the National
Geographic Society’s corporate intranet, NG Insider, whose clarity and design echoes
the Society’s well-known flagship, National Geographic magazine.

National Geographic knows how to capture a reader’s attention by using engaging,
well-written articles, and most of all, by employing spectacular photography. The
articles on NG Insider also share these traits. Indeed, look no further than the
intranet’s captivating imagery and scintillating articles, and you’ll find it.

News is an especial standout. On many intranets, all news is lumped into one area,
co-mingling industry news, corporate communications, and intranet announcements.
This approach requires users to decipher news story origins, perspectives, and
basically to think more than they should have to. On NG Insider, however, designers
make it easy for users to quickly know exactly what type of article they’re being
offered: at the top of each news page, a bold header indicates the feature type —
news, perspective, notice, memo, and so on. This large, bold title orients users
before they begin reading the story, as does an optional summary accompanying
some articles. The articles also display mandatory items, such as the date written
and author’s name. Content itself is well written and concise, as are image captions.
On that note, caption-writing is, relatively speaking, a more difficult art than news
writing. However, taking extra editorial time to ensure that an intranet has high-
quality captions is a good time investment for any intranet that relies on images.
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Home | Directories | Submit Info | Forms | Resources | Divisions | Libraries | NG.com | For Me | HR |Calendars Portal 1

Friday, Septem

|7Ed|tor‘s Picks:

Life with the Internet

—-ﬁ;__s Intemet trends and demographics are among the topics of a presentation today by Lee
&= Rainie, director of the Pew Internet & American Life Project. Raine also will address how
——= lives are being changed by the Intemet and wha's left out of the online revolution, His talk
will be at 10 a.m. in the Sth Floor Conference Room of the 17th Street Building. Details

NGM's Grand Central Station exhibit:
Opening tomarrow, large format photos and
twen WildCams. Photo by Michael Melford

S Immigrants and Refugees: A special

the north end of the cafeteria. Photo by

L Jodi Cobb

News Coffee break on world danger spots (09/29/2006)

NG in the News all Roads Festival coverage continues; Dallas arboretum
plants Wollemi pine. (09/29/2006)

BIR World Resources Institute and MTY partner on Global Warming
Promo; Yideao stories transforming newspaper websites and reporting;
Yahoo aguires Jumpcut, an anline videa editing site. (09/29/20086)

Podcast Listen up! Weekly news podcast now available, Wiley Visualizing
textbooks launched with NG; Podcast walking tour promotes Discovery
HD Atlas; Hysteria now called "conversion disorder' (09/29/2006)

News New NG book reveals the back lines of war Examines lives of
women in & war-torn countries (09/14/2008)

Recent News

MNews EBEC features MGM's Brazil editor in chief Matthew Shirts
interviewed on life of an expatriate (09/28/2006)

MNotice Staff invited to enter drawing for gala NG to have table at
Lombardi Cancer Center event (09/28/2006)

BIR Missions Missouri science museums offer stem cell exhibits;
Motorola supparts the Chicago Science Exhibition; New Smithsonian
exhibit reveals Earth's appearance from space (09/28/2006)

NG in the News Webhcam of Australia's Kakadu National Park developed
in conjuction with MGM; Wiley and NGS launch image-driven textbook
series; NG titles available for Sony eBook reader (09/28/2006)

BIR Discovery launches downloadahble walking tour of NYC's Chinatown;
Yahoo and MySpace lead the way in streaming video; People prefer PCs
to MP3 players for listening to podcasts (09/28/2006)

Perspective StyleMaven: One singular sensation (09/28/2008)

BIR Online ads climbed 373 to a new record--nearly & billion; Text
messaging brings in a new revenue stream for TV Pluggd lets users
search podcoasts (09/27/2006)

(Read All.3

CNN Top Stories | XML |

Massive search for cop killer

Sep 29, 2006 %15 AM Source: CHN.com

The sheriff said Friday he would "put in jail" anyone
who helps an unidentified man who is the focus.,

Washington, DC
Gatthe 10 dayforecast

60°F

Report: Abramoff had 485 White House contacts

Partly Cloudy
Feels Like B0 °F
Humidity: 627%
‘Wsind: N at 13 mph

Enter city/zin

Sep 29, ZODE 8145 AM Source: GNMN.com
Read full story for |atest details,

Robert Downey Ir.: I am ‘Iron Man'
Sep 29, 2006 2136 AM Source: CHN.com
Read full stary for latest details,

T¥ NGCUS Oct. 2-8: The Eve
of the Leopard 2 hr. premiere
on Oct. &

Event All Roads Film Fastival
underway Updates on NG Al
Roads Blog

Learning October's UPS
Training Classes

T¥ NGCUS tune in: "Ultimate
Cat" tonight and NG "Mast
Amazing Moments" on Friday

Lecture Hold the Date:
Thurs., Oct, 5 at 10am
Speaker from Pew Internst &
American Life at HQ

Job Postings

Menus

Perks

Submit Calendar Item

Photo of the Day

ENLARGE

Communications

Press Release Encyclopedia
of nimals, a richly illustrated
and detailed refarence for
children

Press Release Dog
wihisperer moves to Monday
eve with new canines to cure

Press Release Actor Martin
Sheen compiles music mix for
MNG's World Music web site

Press Release Traveler
announces award for
excellence in the travel
industry

Press Release Books'
Eyewitness to the Civil war:
compellling personal sccounts
revealed in diaries, journals
and letters

Press Room

PR Boilerplates
Airport Delays

Sporting Events
Fallen Repars

Hussein trial judge relative shot dead

Sep 29, Z00E 832 AM Source: GNM.com

Police say the brother-in-law and nephew of the new
Jjudge in Saddam Hussein's genocide trial have be..

The
Weathes
Channel

westhercom
Download Desdop Weather

more...

MNews & Perspective | Intelligence Reports | Search Archives
@ 2006 Mational Geographic Socisty, All rights reserved,

Pictured: Homepage of NG Insider, National Geographic’s corporate intranet.
The intranet is branded as NG Insider via the National Geographic logo in the
banner beneath a star-filled sky. The staff recognizes this sky because outside
the NGS Cafeteria is a ceiling with twinkling stars that people often meet
under; it represents the night sky in 1888 when the Geographic was founded.
The logo thus mirrors the place for staff to meet each other “under the stars”
within the intranet.
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August 16, 2006

NGCI launches wildlife channel
Article posted by Karen Gilmour

In Asia now, to expand next year to other territories

NG Channels International is adding a 4th channel to its lineup -
8 [Mational Geographic Yild.

. The new channel will launch in Hong Kong on August 21 -
available in both Cantonese and English -- then in Singapore this
October with further expansion expected in other teritories next
year.

e "Wildlife is an extrermely popular genre throughout Asia. As well a
NG Wild was prasented for p T recent study indicated a strong dernand for family programming, "
Hong Kong by NG Herpetologist r. Brady  said MGCl's Sydney Suissa, explaining why the channel is being

Barr(left), PCCW Media Limited EVP introduced in Hong Kong.

Janice Lee and NG| Asia EVF Zubin

Gandevia, . . . .
Frogramming consists of documentaries entirely about the animal

kingdom, including offerings such as Dangerous Encounters, Real
Serengeti, Relentless Enemies, Eve of the Leopard, Hyena
CQueen, Thunderbeast, Kill Zone and Hunter Hunted.

"Mational Geographic is known for its commitrent to high guality
natural history programs. We are delighted to offer viewers that
commitment in this new wildlife channel," said David Haslingden,
CEQ of NGCL

s A

In Real Serengeti, 3 jaguar descends from
a tree after pulling its kill to the upper
limbs to pratect it fram other predators

Pictured: A sample news article, which includes concise text and high-quality,
engaging images. Note that the header indicates story type, while the left
sidebar automatically displays the date posted. Articles include the title,
author’s name (automatically added), an option for a summary note, and a
region for additional content, images, and links.

In addition to reading corporate news, NG Insider lets employees communicate a
surfeit of additional information via division and team sites, staff news, and classified
areas, as well as through a series of wikis that let employees add or edit whatever
they want. NG Insider does put a clamp on the potential chaos of this organic
approach by requiring employees to create a username and log in before contributing
to wikis. “Social contracts” also prevail: each wiki’s organizer sets or maintains rules
or guidelines, including page-naming conventions and how to add content to keep
the wiki relevant. This helps keep wikis consistent.

An example is the Women Explorers wiki, a research portal with 20 contributors, plus
academic interns, from various National Geographic divisions. The wiki’s welcome
page contains especially useful information for anyone interested in browsing or
contributing to the wiki. The page clearly states, at the top, the wiki’s purpose; it
also lets users create an account, find an overview on how to use the wiki’s
information database, and e-mail a request for a wiki training session. These items
communicate important information for users — especially new users.
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A wiki’s clarity pays off in numerous ways. For example, when users or content
contributors feel confident about how to use an interface and know that their
contribution matches a wiki’s mission, they will likely be “good wiki citizens,” adding
content — insights — from which everyone can benefit. This also helps to keep wikis
fresh, interesting, and relevant.

2 Login/create account ~
article discussion edit || history

Women Explorers Home Page

. . s [edit]
Women Welcome to National Geographic's Women Explorers Initiative!
Explorers o . is 3
An MNGS cross-divisional project that supports content and product development for all areas of the Society, this database is a virtual resource
navigation center for information about women explorers, adventurers, travelers, scientists, photographers, filmmakers, and writers. It features both
= Huormie Page wornen of the past and in the field today. These profiles are designed to ignite interest and direct you to additional prirmary and secondary
= Women Explorers source materials. [see Discussion tab for Meeting minutes and more)
b -Frigmate forEntries = See Projects Undenway and Brainstorming
: WikiSHe\p = Suggest a Wornan's Marme far the Wiki
= LIE Home
Search We welcome your comments and participation!
di] i

The Database B News fedit
tanlba = Read completed explorer profiles. = Would you like us to set up a special training session on how
 \What ks here = See lists of explorers broken out by category. to use the wiki? E-mail library@ngs.org.
» Related changes = Add to an entry in progress. = Read the March BIR Executive Briefing &' on Wornen and
= Upload file = Scan a quick overview on getting started Wamen Explorers
= Special pages = Yisit our growing links page.
= Frintable version = Questions? See our FAQS.
= Permanentlink

This page was last modified 18:22, 13 July 2008, This page has heen accessed 1,685 times. Privacy policy

=
10 e a [E%1] Mediawiki
Aboutornen Explorers Wiki Disclaimers

Pictured: The Women Explorers wiki welcome page explains to users the
wiki’s purpose and how to get help in reading and contributing to it.

Once users surf past the wiki’'s welcome page, they can read about women explorers,
edit existing information, or add additional women explorers to the database.
Currently, the database accessed by the wiki includes entries on more than 250
women, most of whom were somehow related to National Geographic Society,
including Louise Leakey, Eugenie Clark, and Jane Goodall. At the top of the page, a
note encourages readers to add more information, while the alphabetical list of all
entries facilitates easy browsing.
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Women
Explorers

navigation

Hormne Page
‘Women Explorers
Template for Entries
FAQs

Wiki Help

LIS Home

search

tonlbox

‘wihat links here
Related changes
Upload file
Special pages
Frintabile version
Fermanent link

Pictured: In this wiki, users can browse or edit a list of Women Explorers who

category discussion edit

Category:Women Explorers

history

& Loginicreate account

Thanks for your interest! Entries here are considered complete, though you may always add additional information to enrich an entry.

Pleage contribute by adding to an entry in progress.

Articles in category "WWomen Explorers”

There are 113 articles in this category.

A E cont.

Gretel Ehrlich
Sugan E. Evans

Constance Adams
Rozalind Alp

Liv Arnesen F
Eettina Arnold
Alexandra Avakian

Angela Fisher
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Cheryl D. Knott
Katia Krafft
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Sylvia Earle
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M
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= Beryl Markharn
= Mireya Mayor
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Each explorer’s page includes clear, large headings; substantial chunks of text; and a
high-quality photograph of the woman explorer. The content section details such
essential information as birth date and primary research focus and, where applicable,
offers links highlighting the explorer’s particular National Geographic connections
(such as works authored for the Society), any works about the explorer herself, and
grants awarded to the explorer. The pages also offer informative and inspiring
stories. For example, Dian Fossey’s entry describes her efforts to study and save
Rwandan gorillas; how she was given the nickname Nyiramachabelli (“the old lady
who lives in the forest without a man”); and how she was ultimately murdered for
her efforts.
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Lifespan: 19321905
Piimary Focus: Primatalogiet, Afies; 7 Cantrin
studiad African mountain ganllas (Zairs,
Rwanda, Uganda)

B Sowtes 10 This Ently
i) B This Entry
8 Oiacluimar Planss Resd

NGS5 Connection e
= Click hero 6 10 vigw reconds for NGS works authored by Dian Foasey.

= Click bire & 1o wew reconds for NGS works discussing Dian Fossey

= Click here & to view CRE grants awarded to Dian Fossey

Important Dates ey
Birth Date/Location g
January 16, 1952, San Francigzo, Calfonss

Death Date/Location -
Decemnber 26, 1585, Kansoke, Rwands

Other Motable Dates e
1987: Began study of mountain gorillas, established the Kansoke Research Centra, Rwands.

Biographical Sketch L

Dhan Fossey™s caneur wag lsunched by palecantheoplogrt Lours Leakey, who ale mentored Jane Goodall and Bide Galdikas. Leakey
theoughl that waman- pareularly women wilh an uefeained iy o-woss thi b Thiry wose less ampabiord
i g and possirssod bolte qualitues of percepleon. In 1963, Foasay st e mountain gonllas and mid Lisikey on a safac to East Alica
I 1967 wath Loakeey's backmg, she indially wort 0 Pare National des Vinngas m whal was ten known a5 Zane and sl up camp. After run-
ins with soldinrs, she rolocated 1o the Fwanda side of the park. Fundod by the NGS and the Wilkie and Leakey Found,
aibserved this rare gosillas and recorded their buhavios s dotail o the forests atop six donmant volcanoes with the Vinngas
that spans the Democratic Republic of thir Congo (thin Zaire), Rwanda, snd Uganda Following up on the work of famed naturali
Schallos, Fossuy would bo the Sut *1o describe smponant phencarsona such a5 infanticide as well ag female fransker in gorillas, which laid the
fouradation for today's understandeng of gorilla behavioral biolsgy,*

In 1977, Fossey's bavorite gorlia, Dsgh, died 3 the hands of poschers. By 1978, Fossey's focus had shiled hom resoarch to consermtion, as
3 census revpaled that the gonlla population had dropped by 50 percent in 20 years due 1o habdat encroachment and poaching. She became
aibsnsand wilh twisting poachors, adoptng wiglanty tactcs that abenated the local population and-entually- Sundmg suppor In 1579, the
Eiwarsdan govammend asked hir to lyw. Afler feaching and leclunng for & cougl of years, shi stumed in 1983 and was found butally
murdered two yeaas later-lkely by ndesduals oppesed to her conservation offors. Dead a the age of 53, her remains were b 1o msd m tho
qurita cemetery shie had crvated. Hir gresstane is insoribed with ke Rwandan nickname “Nyisamachabuli® and s1ates “No onis load gorillas
e *

Education:

Sun Jose State College, 1954 B, occupstional therapy

Carnbindge Unersdy, 1976, PhoD, Zovlogy

Taught at Cornedl Unrussdy, MY from 19801682

Country of Ciizenship [ensg
Unetod Stales
Hicknames/Allases [vig

“Hymamachabell® (he old lady whe les in the lorest williout & man)

Organizational Memberships/Affiliations Lo
Matioral Geographic Socrly, Wilkie Foundation, Leakey Foundatson
o tee
Select Bibliography of Warks e
CGonllge in i Micd, 1933 1963 fm based an 1his work
. [
Ralated Resources/Links “
= Wirginia Mosell *Cilled Trmatis, Theve Bold Wamen Shaped thine Freld * Scronce 260 (1993) pp. 42028
® Farley Mowal Waman in the Mists: The St of Dian Fassey and the Moureain Goniiss. Wamar Bocks, 1968
o Glann Hausfater and Kannath Kannay, “Tian Fasiay " Amencan Anthripokgist B3 (1966) pp 953566
. o “Rwanda and v
=1
Sources for This Entry
= W, Susan (editar) Motahi Amercan Women Haraed Universaty Press, 2004 (Quates taken Siom pp. 220321 )
* Hayes, Harold. The Dark Romance of Dian Fossey, Simon & Schuster, 1990,
= il Exploration Society
Contributer(s) to This Entry ki
Susan Fifer Canby
1s59

Disclaimer: Please Read

Tt ard phetes m ths entry may hve bren excerpled fom copprghled andlor icensed sources and have not besn cleared for copyright.
Irfgrmmatian contamed m 1hws Vi is meant for internal NGS use only and should nol be published or quoted elsswhere. If you wish 1o use
wher loat or photogrphe fom Wik vrtnes you must go thiough the proper chanmels o obtain your own penmissions. o= permissions
have not been secured for ex wse. Plyase ol Libranes and Infarmalmn Sereces wilh any questons of (202) 8577510, o ¢-mail
rluseri@ngs org

Al Catogores. Wormen Exploeirs | Mationality. United S3a2ies | Location: Rwandy | NGS Granter | NGS Relitmnship

This page wis 331 madified 2018, 10 March 2006 This page han Lo accessed 119 imos
About Worngn Explorers Wikl Digelamers

Erieacy palicy

Pictured: The Women Explorers wiki page for Dian Fossey contains vital,
inspiring, and poignant information.
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Wikis at National Geographic support a number of groups. For example, the Libraries
wiki was created to encourage library staff to collaborate on and communicate about
projects. Library staff use the wiki to post items such as status reports, quick
reference and training material, and 20-minute “coffee-break” handouts.

Other parts of National Geographic have also begun to adopt wikis. For example, the
Think Tank and Trends Analysis groups are using a wiki to brainstorm ideas and
reduce e-mail overload, and the Traveler Magazine staff uses a Bliki (blog plus wiki)
to brainstorm and collaborate on ideas and share resources. An in-house television
researcher is also building a research page of interesting plants and animals.

Another interesting wiki, NG Lingo, decodes acronyms and terminology — which is
especially useful for new employees. In this wiki, the entire lingo list appears on one
page, sorted alphabetically. Using the alphabet-letter links at the top of the page,
users can jump to all entries for a particular letter. Helpful links at the top of the
page also direct users to relevant, external resources.
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Information NG Lingo

Services
Ask Us AIBICIDIETEIGIHIITIIEILIMIN QIR QRIS T |3 ] YL
202.857.7783
L library@ngs.org . . N N - . . .
Alphabetized in letter-by-letter order. Email Anne Marie Houppert ahoupperings.org & with updates and additions to the list.
navigation
= Main Page i For nan-NGS acranyms and terminology, consult one of these external websites, ar the print acranym
= LIS Home J.d" 1 dictionary or other references in the NGS Libraries & Information Services reference room
= Cateqories A |
= Recentchanges = Network Acronym and Abbreviation = Dictionary of PC Hardware and Data
= Random pade Server Comm. Terms
= Help . -
wn, ICC iB/acrany msfacro. html é wany. 0ra. cormireferenceddictionary, &
guicklinks | = GIS and cartographic acronyms = TechWeb Technology Encyclopedia
= Dookand Movie = : B ;
Club wriy, |ib. berkeley. edu/EART/abbrey. hirnl & wrr techweb.comdencyclopedial &
= LIS Projecis
search
[edit]
-A-

Accoun®=number assigned to types of allocations or special projects for billing purposes; the account# contains the cost centerd

foalbox Africa Room=private dining raom off cateteria

= \hatlinks here AGB=Alexander Graham Bell

= Related changes

= Upload file AL=annual leave

b w Alexander Graham Bell Medal {presented by NGS)=named for the second Society President, and given for extraordinary achievernent in
- M\@@Dﬂ geographical research, broadly construed

= Permanent link

AP=Accounts Payable

Approval {made on a Kodak Approval device)=a high-quality color proof that allows for instruction about color corrections as well as for
final O of color

ARC=Archives Research Catalog
Arc/Info=GI3 software that analyzes and displays geographic data in digital form

Arnold Guyot Memorial Award (awarded by NGS)=narned for a gealogy professar at Princeton, this award was established from a
bequest to recognize outstanding accomplishments in geology and paleontology

Asia Room=private dining room off cafeteria
Av=Audiovisual

[edit]
-B-

Back matter=see Departments

Base Camp=Headguarters complex consisting of 16th St., 17th St., and M St. buildings, also referred to as Campus
Bee=National Geographic Bee (annual event)

BGN=EBoard on Geographic Names

BIR=Business Intelligence Report, posted daily on Inside NGS

Bleed page=one on which a picture is printed to the trimmed edge of the magazine. On a nonbleed page, the picture is surrounded by white
space on all sides

Blueline=often, but not always, blue, it is made as a contact print from negatives; it is signed off an as an QK 1o print the job (see also
Redprint)

Boilerplate=in a press release, standardized up-to-date information abhout the Mational Geagraphic that is included at the end of each press
release

Byline=credit listing for author, photographer, etc. (see also Credit)

[edif]
G-

Campus=Headguarters complex consisting of 16th, 17th, and M 5t. buildings, also referred to as Base Camp or HQ
Cap card=photographer's field notes identifying the subject an each roll of film

CC=close caption for hearing impaired

CEQ=Chief Executive Officer

CFO=Chief Financial Officer

Chairman’s Award {awarded by NGS)=created in 1991 to honor individuals or organizations that "significantly advance knowledge of the
world and all that is in it" and who provide the means for others to do important environmental and conseration work around the world

Channel=National Geographic Channel which premiered in January 2001, available on some cable television and satellite stations

Clips/Clippings=newspaper clippings collected and organized by topic by LIS staff

CNG=Caomplete National Geographic CO-ROM, a set of CDs containing images of every page of every issue of the NGM, from 1888 to 2007,

Pictured: A wiki devoted to internal lingo and acronyms. This is especially
helpful for new employees.
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Pictured: The News Collection Status wiki page tracks news-related planning
information and objectives, notes key players, and tracks the status of the
news collection culling project.
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Libraries Website
= LIS Metric Reports i
= Total hits
= Breakdown by site area
= 10 rost and 10 least popular pages
= Hits by hour, by weekday
= Specific resources; Podcasts (MP3 files), Viewlets

EdNet

= Ediet Membership & EarthCurrent (Subscribers)

= August 2006 & (eDocs/POF)
= July 2006 & (eDocs/POF)

= January 2006 - June 2006 & (eDocs/PDF)
= (October 2005 - Decemnber 2005 & (eDocs/Email)

= Web Traffic

= August 2006 & (eDocs/POF)
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Other Resources

= Links to Site

like Google

Category: Project Status: Libraries

This page was last modified 10:14, 12 September 2006
About MG Libraries Wiki Refarence

mytalk  preferences  mywatchlist  rmy contibutions
urwateh

= Google link: EadhCurrent & - Shows any page that links to domain even if included within same domain
= Alexadd - Shows by domain; not granular to page (e.g., EathCurrent), but advantage is that it doesn't include pages within same site

Pictured: A wiki start page for exploring and monitoring intranet usage

statistics.

log out

e if]

e if]

e ]

e if]

e if]

= Show user patterns: For example, where people come from and where they go (e.qg., from NG Insider to LIS Home, from LIS Home to 77)

e if]

= Mote: BIR, Future Events, and Periodicals Finder - pages are primarily on other servers from where our LIS site is hosted. Also, javascript
of Perindicals Findet was added to external server 815/2006, so Junelduly report is low for this resource

e if]

e if]
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I © NIELSEN NORMAN GROUP

I WWW.NNGROUP.COM


http://www.nngroup.com/

In most organizations, the directory is a critical intranet tool. Yet, finding the right
phone number for a particular person, team, or task can be difficult. NG Insider
takes a user-centered approach to this problem, providing a corporate directory that
sorts contact information in various ways, such as Categories for Internal Directories,
Guides & Tips, and Quick Links. This helps users quickly scan results and retrieve
likely “hits.”

The search form itself is also very well designed. Appropriately, the most common
and basic search — by a person’s last name — is the default selection in a list of
radio buttons. This good default selection enables users to just begin typing.
Additional search capabilities — radio buttons for searching by first name, telephone
extension, or “all,” and links for a locations list or workgroups list — are also clearly
labeled and accessible.

[
INSIDER
[ Home | Directories |

| Submit Info_|_Forms | Resources | Divisions _Libraries NG.com _For Me | HR |Calendars | Portal 1]

Directories

Internal Directories Guides & Tips Quick Links
YWhorn Do | Call? Avaya Phone User Guide Telecom Requests T EgUES (piliss, el

Iailing Addresses Awvaya Yoice Mail Guide Directory Printouts 28?2'?'28'_55?8 or e-mail

Senior Staff Faxes Audio & Internet Conferencing White Pages, SuperPages = a;_'el ;:e:d. dnurmber at
Special Phone Numbers | Changing Yoicemall Passwaords | Infobel com L to a:fd trom Néglcr:':,:r;esz
Meeting Space Finding E-mail Addresses International Dialing Codes | and NG Channels International.

Display the: 17th Street % | Locations List . .. or the Workgroups List ...

Search by: @ Last Name O FirstName O Extension or Al

| search

Pictured: NG Insider’s Directory page groups essential information for
tracking down coworkers and features a well-designed search tool with
various search options.

Another search tool of sorts is Whom Do | Call?, which lists topics (ranging from
plumbing to reserving conference rooms), employees available to help with each
topic, and (usually) their phone numbers. Some sections also contain links to
additional information on the topic.
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INSIDER E =B
 Home | Directores | Submit nfo _ Forms | Resources | Divisions _Libraries  NG.com For M HR |Calendars | portal 1|

Directories Home

Directories, Guides & Tips

Wharn Do I Call?

?
Mailing Addresses Whom Do I Call?

Zenior Staff Faxes Meed ta find the right person to answer a guestion or locate information at Headguarters? Let this
section be your guide. Below are the phone numbers useful to most of the people working at

Special Phone Headquarters.

Nurnbers

For corrections to this page: email kescamil@ngs.org

Meeting Space

Translations Emergency Numbers: Emergency Website: WWW.N(semergency.org

Medical Emergency (202) B57-7289 Engineers geaks, elevator alams) [202) 857-7596
Security Guards [202) B57-7595 Staff Emergency cevacuation, weathen  (358) 550-5050

A-B Goto: C-De E-Ge H-L M-N Gote: O-P e 0.5 T.-7

Air Conditioning (office termperature) Mailing & Recewing Services

Engineers, Joan Hoffrnan, ¥7596 Maintenance (building) Eula Cusick, 7 446
Airline Tickets: Travel Office: 202-857-7455 Medical (office)
Auditariums Medical Benefits
Avaya Telephone Users Guide Meeting Space

Messengers (couriers)

Bathrooms MetroChek Prograrm

Leaks, ovarflow: UNICCO: 37605 Maving Services: Joe Steptoe, x5693

Repairs: Joan Hoffrnan, ¥7596

Cleaning, supplies: Eula Cusick, x7445 Mameplates: to order nameplates or holders
Benefits or for mounting: Ken Harnig, #7693
Board Room (Hubbard Hall) Mational Geographic Society
Box Office: tickets to NGS lectures: main phone:  (202) B57-7000

Ticket Office: 202-857-7700 rrvain fan: (202 7756141 (in doc. ctr.)
Building & Maintenance Services: istribution: Lois Stone, x7637

e et LTaam R

Pictured: The intranet’s Whom Do | Call? section helps employees find the
right person to help with almost anything at National Geographic Society —
from plumbing problems to reserving conference rooms — without having to
first specify a person’s name or department.

With substantial amounts of work-related information on the intranet, NG Insider’s
designers wisely spent time honing the site’s work/life balance. One result: the For
Me pages offer employee-to-employee classified ads, carpool matching, job
listings, staff news, information about retirement savings, the credit union, etc.

INSIDER | ' ——

[ Home | Directorics | Submit Info | Forms | Resources | Divisions _Libraries | NG.com | For e | HR |Calendars | Portal 1]

Staff Mews

For Me Carpools Submit Tnfo

Classifieds

o B Eagmalls Join CARPOOL from Herndon-Monroe Park 8 Ride (Liisa Maurer, 03/07/2006)
B Seeking to form a new carpool from Gaithershurg/Germantown (Mancy Correll,
Job Listings 12/21,/2005)

Credit Union CARPOOL -- need one mare rider from Fairlington/windgate area {Marisa Domeyko,
- 11/21/2005)

Carpoal: vienna (Callie Norton, 11/11/2008)

Carpoal: Looking to join or start a carpool from the Westminister area (Mike Lappin,
10/21/2005)

Carpoal: Want to join a car pool from Tenleytown (Miriam Stein, 10/12/2008)

Retirerment Savings
Plans

0: Can you tell me how the informal carpooling matching service warks? (Barbara
Bricks, 10/11/2008)

Carpool: Looking for a ride from the Spgfld/Burke area (Kelley Miller, 10/07/2005)

Informal, NG carpool program launched -- How to post your message in Staff News
(Cathy Healy, 10/07/2005)

Disclaimer: The National Geographic Society is not responsible or liable for any messages or
information posted directly by users on our Intranet. The Intranet Portal Team reserves the right to edit
ar remove material that is deemed unacceptable, abusive, or defamatory,

Pictured: In the For Me section, users can create, read, and respond to
carpooling requests.
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Another excellent user-oriented feature is Critter Corner, located in the Staff News
section, which provides employees with a forum for showing off their pets or other
interesting animals. Given the National Geographic Society’s well-known efforts to
document the animal kingdom, employees’ animal-related passions come as no
surprise.

260

ot

Dog stories: Emma & Mugas Haorse Mai Bri & her Horse Cat antics: Dandelion

* ¥ Critter Corner ~ new section on For Me * * * for staff to share your animal stories
with others. See ditections for posting a Staff News “Critter Corner” item with photos.

Staff Postings

when the dishwasher is broken OR your water pump doesn't work. ...
(karen Huffman, 09/19/2006)

My best friend, (Kate Krezel, 09/08/2006)
Gracie Loves Cheeseburgers (Hillary Murphy, 09/01/2006)
Hot Dogs at the Pool {Diane McCrone, 09,/01/2006%

During the Dog Days of Summer... What Muggs, Emma, and Louie love to
do ... (kKaren Huffman, 08/22/2008)

More dog days.... Hershey Bear cools off {Margaret Turgman, 08/22/2008)
Our Hairless Kitties (Victor Yeizaga, 08/17/2006)

It's & Ruff Life... (Kathy Escamilla, 08/16/2006)

Wwhat & Face Could he be any cuter? (Jennifer S Holland, 08/16/2006%
Welcome to Annie Ferry {our new pup) (Barbara Ferry, 08/10/2008)

A Maltese Pup (Lisa Metzer, 08/01/2006)

Bentley & Beamer Ann Marie's Cat Pictures (Ann Marie Pelish, 07/25/2006)

My Dogs' Games: Playing "Pork Chop" Sharing some fun pictures! (Karen
Huffman, 06/21/2006}%

Paws in the Park 5K Dog Walk ... if you can't walk, you can still ... (Robin
Siegel, 04/24/2008)Y

15&T Staff Pets {Kathy Escamilla, 01/10/2006)
Meet Possum! (Robin Siegel, 09,/13/2005)

Photo Gallery: MG staff and their dogs. Street Festival, "a Dog Day
Afternoon,” this Sat., 10 AM - 4 PM (Cathy Healy, 05/17/2004)

Disclaimer: The National Geographic Society is not responsible or liable for any messages
or infarmation posted directly by users on our Intranet. The Intranet Portal Team reserves
the right to edit or remove material that is deemed unacceptable, abusive, or defamatory.

For Me | HR |Calendars | Portal 1

Dog Whisperer Blog ETH
Moderator’s Note! Thanks for
“rour Participation During
Season 2 of Dog Whisperer!
Aug 11, 2006 2110 PM Source:
Dog Whisperer

On behalf of Cesar Millan and
Mational Geographic Channel,
we would like to thank you for
your cont.,

Thanlks for Your Participation
During Season 2 of Dag
Whisperer!

Aug 11, 2006 2110 PM Source:
Dog Whisperer

On behalf of Cesar Millan and
Mational Geographic Channel,
we would like to thank you for
your cont..

The Power of the Pack

Aug 1, 2006 2,08 PM Source: Dog
whisperer

I am especially proud of
tonight’s The Power of the
Pack episode because it gives
e a chance .

“orkie 911: Bikini, Fella, and
Winston & Oliver

Jul 31, 2006 2:40 PM Source: Dog
Whisparer

Believe it or not, I find
rehabilitating an agaressive
dog much easier than working
with fixated ar..

Yorkie 911

Jul 31, 2006 &40 PM Source: Dog
Whisperer

Believe it or not, I find
rehabilitating an aggressive
dog much easier than working
with fixated or..

more...

Travel Log

Yolunteers

Pictured: Employees share animal stories on Critter Corner.
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I D
NG.com For e HR|caiandare| porta 1

Submit Info

Staff Mews

+ Births

* Critter Corner
* Travel Log
s Yaolunteers
+ Dbituaries

Classifisds

Job Listings

Credit Union

Retirement Savings
Plans

Fhatagrph by Cary Brown Veizegs

Our beloved hairless cats, Hammer and Ren, cuddling together during a cold winter
day.

(Yictor Yeizaga, 08/17/2006)

Pictured: For many National Geographic Society employees, wildlife starts at
home. This Critter Corner page illustrates how NG Insider’s template-driven
pages make it easy for employees to submit content, such as one employee’s
photo of the household’s hairless cats, Hammer and Ren.

NG Insider’s pages — from the homepage, to news pages, to wikis — sport an
extremely clean, easy-to-use design. Pages offer clear navigation, with a top-level,
tabbed horizontal bar labeled with short, relevant, and clearly understood terms.
This menu is consistent across NG Insider, as is the NG Insider brand.

Designers also delineate intranet sections by using a thick, colored bar tied to a
particular section at the top of each page. For example, Resources is lime green,
while Directories is burgundy. In addition to using different colors, the area’s name
appears within the top banner in large, bold white letters. All of these information
clues help employees quickly move through the intranet, make the right choices, and
feel confident that they’ve done so.

Hence, by providing interesting content, offering employees many different ways to
continue moving through the site, and maintaining a remarkably consistent design
and look across the site, NG Insider’s designers help make exploring the National
Geographic Society’s intranet a very pleasant expedition indeed.

URL AND ACCESS

NG Insider (http://inside.ngs.org) is the default start page for most employees’
browsers — set when the computers are first configured. This URL has remained
constant for eight years.
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Employees can access the intranet from home using a secure, SSL VPN connection,
or by using a National-Geographic-issued BlackBerry.

All National Geographic staff and non-full-time employees working in the
headquarters office can access, view, and post content to NG Insider. In fact, “our
Web statistics indicate that the staff uses the intranet more than they use their
telephone,” notes Karen Huffman, National Geographic’s manager of knowledge
initiatives.

Employees have one of three access levels:

e Content approvers: The lowest access level is automatically assigned
to all staff with Lotus Notes access. They can access selected
templates, and create and publish content to parts of NG Insider’s
homepage and certain news and classifieds areas.

e Content administrators: Content managers can create, publish, or
archive content on sites they oversee.

e Site administrators: Assigned to only a handful of people with strong
technical skills who administer the database and wikis running the
intranet, including workflow stages and systems settings, development
of page design elements, and management of site architecture and
content.

Note that while affiliates and international partners can see selected intranet content,
they cannot create content.

CONTENT MANAGEMENT

Content Authors

National Geographic relies on a decentralized system of content authors. “Our portal
team encourages, supports, and has incorporated a decentralized approach to the
management and distribution of content by training staff to build division and team
sites and post relevant content through the main page, which helps to keep
information fresh and engaging,” says Huffman. “We incorporate photos and images
whenever possible to communicate our message.”

Content management is handled by a custom-designed installation of IBM Lotus
Workplace Web Content Management (ILWWCM) version 2.0 Domino Edition. “We
use the available tools in the system to design and manage our corporate intranet
and limited customizations, to enable upgrades as they are available,” she says.
ILWWCM allows for various document types and categories, says Huffman, as well as
style sheets, dynamic content displays, and an automated retention/archiving
schedule.

Site administrators develop and manage content organization and categorization; the
entire intranet is organized in a heavily content-centric manner. For example, the
site architecture is composed of three key areas: site framework, document types,
and categories. Here is how each is handled:

Site Framework (Information Architecture)

INFORMATION ARCHITECTURE

Examples of sub-site homepages, and their sub-pages

Sub-site: | Forms Division site | Team site
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“The site
framework is a
site map of our
corporate
intranet,” notes
Huffman. “All
major areas
within our
corporate
intranet have a
site framework,
which is
composed of a

Sub-site pages:

Benefits Home Home
Corporate and legal | About us About us
Employment Forms Learning
Research Products Policies
Services Services Resources
Technical support FAQs Reports
Training FAQs
Miscellaneous

main site area (parent) plus related sub-site areas (children and grandchildren).
Every new document or content object must be assigned to a site or sub-site area.”
National Geographic currently has 50 different site areas, which comprise the
intranet’s information architecture.
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1A, Doc Types, and
Information
Categories

e Administrative

o Division

Information

o Goals

o Job
Description

o Organizatio
n Chart

0 Resume

o Staff
Information

e Article Types
o Article

o Biographica
|
Information

o Course
Description

FAQs
Hot Topic

o

Letter of
the Week

o

News
Notice
Perspective
Photo

Press
Release

Quick Links

0 Research
Material

O O O O ©O

o Top Story
e Forms
Benefit

o Corporate
and Legal

o Employmen
t

o Miscellaneo
us

Research
Service

Technical
Support

o Training

« Index Page

e Learning and Events

[0}

O O 0O O ©o

o

Event
Learning
Lecture
Movie
Screening

Training
Class

Tune in
TV
Wellness

¢ Memo Types

O O 0o 0o o o

Alert
Memo
Offer
Outreach
Product

Question of
the Day

Question of
the Week

Staff
Benefit

« Policies, Procedures
and Guidelines

o O ©o

0o

Guideline
Instructions
Policy

Policy
Announcem
ent

Procedure

e Presentation Types

(0]
(0]
(0]

Handout
Manual

Photo
Gallery

Podcast

Presentatio
n

Speech

Training
Material

Tutorial

* Report Types

0o

Annual
Report

BIR
BIR Exec

o

o O O

(o]

BIR
Missions

BIR Travel
Budget

EarthCurre
nt

LIS Special
Report

Manageme
nt

Market
Reports

Minutes

NG in the
News

Report
Statistical
Survey
Trends

 Staff Personals

O O O ©

o Births
Carpools
Classifieds

Critter
Corner

Obituaries
Staff News
Travel Log
Volunteer
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Documents Types & Categories

Administrators also index each document by document type and one or more
category to generate “a taxonomy-like structure,” says Huffman. This lets the
system dynamically serve content via a combination of site area, document type,
and category.

The following table illustrates how document types and categories map to some
specific site areas:
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DYNAMICALLY DISPLAYING CONTENT VIA DOCUMENT ATTRIBUTES

Document types and categories map to specific intranet areas

Intranet Area

Document Types and Categories

NG Insider homepage « Articles "
; o ews
(center region) o Notice
0 Letter of the Week
o0 Perspective
0 Press Release
o Top Story
e« Memos
o Alert
o Memo
0 Question of the Day
0 Question of the Week
e Presentation
o Photo Gallery
o Podcasts
. Reports
o BIR
o BIR Exec
o BIR Missions
o EarthCurrent
o0 NG in the News
o Trends
Opportunities @ HQ e Learning & Events
(right sidebar) on NG 8 E;’Z:‘:ing
Insider home o Lecture
o Movie
0 Screening
0 Training Class
0 Tunein
o TV
o Wellness
. Memos
o Offer
o Outreach
o0 Product
o0 Staff Benefit
Forms page * Forms
o0 Benefit
o Corporate & Legal
o Employment
o Research
o Service
o Technical Support
o Training
0 Miscellaneous

Page Designs

Site administrators use the page design area of the intranet to help develop and
maintain the intranet’s look and feel. Major areas include:

e Page layouts. For establishing overall page structure. This area includes
HTML-based panes for header, body, and footer regions.

e Page styles. For setting default page properties, style sheets, JavaScript,
and page components.
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e Attachments. For adding image files, documents (including Word, Excel,
PowerPoint, and PDF files), and media (MP3, video).

e Page components. For example, table components can reference content
stored in block or menu components, or menu and navigators can generate
content based on designated parameters.

Templates help content creators quickly get their content onto the intranet by letting
users select from pre-designed components such as page layouts, styles, site areas,
document types, and categories.
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Lotus. Workplace Web Content Management Page Layout Form

3-column layout

Identification

Title * 3-column layout  (unique)
Display Title * S-column layout

Summary F-column layout

Authaor * Contenttanagementlzer
Qwner * ContentManagementUser
Presentation

Header Pane

xa name="top"==/a=<table slign="center" horder='

cellpadding="0" cellzpacing="0"==tr=<td valign="top"=<l-- Header --=

¥ Include Header Compaongnts

Baody Pane
=l-- Bocly --=<table width="735" border="0" cellpadding:
Left Pane Middle Pane Right Pane
il-- Left column --= I-- Content column --= fl-- Right column --=
=td align="left" valign="top" width="123" td walign="top" align="Iaft" wicdth="422" bycolor="#FFFFFF"= fFdd=<td align="left" valign="top" wicth:
gcolor="#CCCCCC" goolor="#5FE960"=<imy
[Imaaelirfspace/SFILEfspace. gif" width="1"
eight="1"==td=
"left" valign="top" wicth="123"
goolor="#F1F1F1"=
W Include Pre-Body Components
"100%" horcer="0" align="center" cellpadding="10"
‘=atreatos
Web Page Body {always included)
V¥ Include Left Pane Components V¥ Incluce Right Pane Components
¥ Include Post-Body Components
[SE Stefstr=<tables=<tds ftd=<td align="left" valign="top" wicth:
goolor="#5FE060"=<imy
Eroe="{magelirizpacefFILEpace oif" width="5"
gight="1"==td=

itr=<itable=

Footer Pane

=l-- Footer --=<table width="755" border="0" cellpadding="0" cellspacing="0"=<tr=<td valign="top"=

¥ Include Footer Components

[ci==itrs < Aahles
=itek==tr==table=
[Fp=&nbsp, 2ip=

Sharing

This document is not participating in sharing

Modification History

09/22/2006 12:03:18 PM EDT Karen Huffiman
03/22/2005 12:02:44 PM EDT Haren Huffman
02/27i2006 10:30:56 PM EST Karen Huffman

Pictured: This page layout form allows site administrators to control page
structure via HTML-based panes for header, body, and footer regions.
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Lotus. Workplace Web Content Management

Page Style Form

3-column layout

Identification

funique)

Title * 3-column layout
Display Title * 3-column lsyout
Summary 3-column layout
Author * Karen HuffmanHQNGS
Cwner * Karen HuffmanH@QNGs
ACCESS

Page Style can be used by +

{ asterisk (*) means all users may use style)

Properties
Cached [T ves
Background Image @
Left Margin 0
Top Margin 0
Red Green Blue Hex Equivalent
Background Colour 12 a0 127 0C327F
Text Colour 1 51 51 333333
Unvisited Link Colour 51 51 1l fercicrccx]
Active Link Colour o 51 102 003366
Wisited Link Caolour =1 51 il 333333
User-Defined HTML {optional - can be used to enter validation scripts, and other advanced features)
Presentation
Page Layout * 3-column layout @
AddfEdit/Remove Number Type Component URL
1 Block JavasScript: NG Insider General 7
HTML Head J @ 2 HTML or Plain Text =style type="lexticss"=[CR]x\- 7
3 Block TS5 NG Insider Default Styles 7
4 Block CE2: NG Insider henus 7
s HTHL of Plain Text ~#[CR]=istylex 7
1 Table Banner: NG Insider ver2 7
M @ 2 Block Top Mav: MG Insider ?
1 HTHL or Plain Text [SteAreainfo:block!] ?
Left Pane @
2 HTML ar Plain Text [Site Areainfazimg1] ?
3 HTML or Plain Text [SiteArealinfo:nayl] 7
E 1 HTHL or Plain Text [Sitefreainfo:header] 7
(ArE=Batly PEme @ 2 HThL o Plain Tesxt [Docinfo:breadcramb] 7
3 HTML or Plain Text [Cocinfo:Litle] 7
4 HTHL or Plain Text [Docinto:summary] ®
1 HTRL ot Plain Tesxt [Docinfo:form1] 7
Post-Body Pane @
—YI 2 HTML or Plain Text [Docinto:body menu] 7
i 1 HTHL or Plain Text =img src="{lmageDir)/spacefFILEsspace.aif*t ¢
Right Pane @
g—l 2 HTML or Plain Text width="1" height="2"= 7
3 HTML or Plain Text [SiteAreainfo:menul] ?
4 HTHIL or Plain Text =imgy sro="{mageDir)/space$FILEsspace gift #
5 HTML or Plain Text wicth="1" height="3"= 7
B HTHIL or Plain Text [Sitesrealnfomenuz) ?
7 HThL o Plain Tesxt =img src="{lmageDir)/space/FILEspace.aift ¢
wricth="1" height="3">
[Docinto:menu3]
=img src="{lmageDir)/space§FILE/space.gif*
wricth="1" height="2"=
1 Table Footer: Aricles 7
%I @ 2 Block Top Mav: NG Insider Map 7
3 Block Metrics Tracking 7

Sharing

This docurnent is not participating in sharing

Modification History

08/03/2006 02:02:51 P EDT Karen Huffman
DBO7 /2006 07:17.39 AM EDT Karen Huffman
0302/2006 03:05:31 PM EST Karen Huffman
027272006 10:15:12 PM EST Karen Hutfman

Pictured: Site administrators use this page to set default page properties,
style sheets, and JavaScript, and add page component placeholders.
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Lotus. Warkplace

s nshilen: Opporsties ot Wi wi 2

@

|@

tdentification

Titie = 3 ey Cportuness o8 N e Luniie )
Display Thie * 0 naioer: Cppaorunes o N ver2
Surmenbry Ranrring, avacts, tpacial itees, e

dither * e HUTBHERGS

Omner * ke, WA

Propertivs

Multilegust Teaseltone [ Ve

Cusborn Full Taet Saarch I ya

Incude Any of the falloning site areas

Menu She Sreas
Current She Area I vae
MAtE Typa o Ent
7 Exat and Descondunts
F Arcestirs m et
Snclude &y of the falkewing docunsent types
Men Document Tyoes
Match Trpe ® st
€ Eanct and Gescendants
 Arcessors and Descendacts
thelude © A8 Aoy of the fllowing categoresi:
Mere Categerins
User Catsgaries (A1)

Fumd, Livering, Lnchure, Wi, St peig, Traree Cliss, Tunm n, 19, Welinss, Offer, Guresch, Prodet, S2a17 Bty
I oves

User Doc Type Categories [T v

T Ve

& Bt

© Evact ang Descendants

7 Areestors mrd Descendants

Bneluda Ay of tha Fallswing LARGUAGaS

Currant Dac Cataganias

Match Trom

User Languages I ves
Miere Languages
Cnerant Lingorge. I ves
Include URL Search I ovee
Faramaters
Sncludn Currees Documant [ ves
Use Extrrnal Database I ea
Amarnas View NOEOppoMuARR (1 bEESG AASEALE 1A% S 24h Ba

Prasantation

270

Mamum Humber [iems ¢ 5

Sorty Ut Dadens
Surt Trze # Sanderd © Scalable
user Defined Sorting Keys  Key Tree Farmak Length  Order
{in erddar of impartancn) Exiectiveliate Datefiied o0
Frawfarm Layout I ves
Wigth * PR aigretarta
el Spanng H
al Badding o
Bardar
onantanon * & vt oz
Hurmber of Colurren o
ok, Width

Red Green olue. Mex Equivalent
Background Celour 241 e E 11
AddEdit Remaer musmbee Type Campann e

FHTNR. ox P Tral

M Hesdsr ® 4

<dv ki< merndtis-orangerdrbp Cppartunkes & 7
Wb Srdng Sobap, aa

et EoneniDir i o sOpporture e
e oM T

BETRL e Fe Tt

Hanu Foutar @ !

e Tagely Y1pace 3L Erpace g helght="12"
k| et

Iheen Hesder @
it it
Tteen Faoter )
Ttam Lapouts 1

WTML or Pl Tesd <dale iS5 " migrrcanier” valgn="tog"
berder"*-cin-i@rady

i merabody crangs’-octategory] <8
heedeDOCURLT clmras"t{DocCispiy Thieiasszpan
e menuLooy
e e e

HIML or Pioiny Ted "k
ekt

epace g Rt 7

s Display Thams @ 3
B Query e @

Sharing
This document is ot pariceetng in sharing

Modification Hist

(R
[BAT? NS 11 SIE 5 AM Y are bttan
ORUTEZO06 11000 AN EDT Koarer Hutinan

033353 P EDT Karen Hftman

Pictured: Page components
are the building blocks of
National Geographic’s Lotus
CMS. For example, table
components cab reference
content stored in block or
menu components; and
menus and navigators can
generate content based on
selected parameters.
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LLnkus, Workplacs Web Contént Management

Templats Document Fam

ok |

Fou WUe- SAE Wit wes sl (it
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Ditplay Tetw Fir M 2t st it prctess
Sumenary T P P
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O Mo e R
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ehienctare + 17|42 8"
Coiplay Tita St Mk CI )
D00 fokd ack your content
Surransry T e
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dpgrovel Sy * Gk Vi [
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Page Sirke * For e 2-Lobaw imyoud wih B2 sosber i
Presy e
Hide Trtm Search A Mot [ Yo e
Alas Menu Links to this Page ™ ves = e
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™ Ve page
 Altacheert
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(e T ve L
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Ward tmport fram Web F e
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[Pt
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FNota caghon and cred, Tt Anal, Ralkcs
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& Landscape: 4110 poushs widk (o0 Bt 00-Dy 5100 maspis 00 panmis wise)
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BEFORE o URAIN ous drdes
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Hide Addmanal tafsrenation 7
Humber Placeholder Type Companent [
@ 1 ] Tae Articke s T
2 warmnary Toesr At gumary. :
=] sharing
iids Conbent Shanng B e

This dacument is not particpating in shaning

@ momicotion Histary

ICC08 08 44 44 AM EDT Karen Httsan,
RN 04T 15 AM EDT Koo Hutbeany

006, 05 T3 35 AMIDIT Karan Wttman
08 0 37 8 AMEC e
CADT0008 58 35 M AN BET Kaen Hstrar,

Pictured: This shows an admin
view of templates. Site
administrators select pre-
defined components such as
page layouts, styles, site areas,
document types, and
categories; hide pre-set fields
from content creators’ view;
and set up “helpful hints” on
formatting images and text.
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Lotus, Workplace Web Content Management

Web Page Form

Step 1: REPLACE ALL THIS HELP TEXT WITH YOUR UNIOUE TITLE e.

Identification

* Indicates a required field

Title * TStep 1: REPLACE ALL THIS HELP TEXT WiITH YOUR UMIGUE TITLE &.g., Staff Mewvs kh mypups 20080920, Reminders: In this field onky, DO MOT
include any of these special characters: + 7 []==8&" (unigque}

Display Title * TStep 2: Make your display tite descriptive, grabhing, but not too long. Go to Step 3 In BODY field add your content.

Summary )

Author * T Karen HutfmanH@MGS =1

Workflow

Current Approval Stage Draft

Mext Approval Stage FPublish

Effective Date © 09i2Ar2006 1 200 23 Fh o miclfy bemim AbdPhd

Profiling
Categories 7 --Statf News =]
Keywords S |
@ Presentation
Alternative Link @ No " Wehpage © Attachmert  Externallink

Body

Freplace above inage with your picture and caption! Phatograph by Brent Heustar

[Step 3: Add staff news atlicle texd....

Reminders:
[Text
= Adicle text, 9pt Arial
» Fhoto caplion and credit, Tpt Arial, Italics
Images
= Acceptable image formats: JPGs or GIFs
= Landscape: 400 pixels wide (or two side-by-side images 200 pixels wide)
& Portrait: 350 pixels wide {or two side-by-side images 175 pikels wide)

Cron't farget to preview your work BEF ORE vou publish your article. Rememeber to
rernove these instructionsirerminders before vou post

Modification History

Pictured: A content creator’s Lotus Notes client view of page templates.
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Lotus. Workplace Web Content Management I %

Wersion 2,0 Demine Edition Web Page Form: [New Document] In Workflow | Draf
Q Content Management
# C
Published Close Save Save & Close Publish Refrash
-by Site Area
In Workflow
*2 advanced menu
Identification * Indicates a required field
Title ® Step 11 REPLACE ALL THIS HELP TEXT| (unique)
Display Title * Step 2;: Make your display title descrig
Summary
Author * Karen Huffrnan/HQ/HGS
Workflow * Indicates a required field
Currant Approval Stags Draft

Hext Approval Stage

Effective Date 09/29/2006 12:01:55 PM rfdfy himrm AMPM

Profiling

Categories

--Births
--Critter Corner
--Cbituaries

—Travel Log
--Voluntaars

Keywords Select Keywords

Presentation

Alternative Link @ no O web page O attachment O External link
Currertly Mo Alkermative Link Specified

Body

Replace above image with your picture and caption! Photoaraph by Brent Houston ~

Step i Add staff news article text...,

rext
Article taxt, 9pt Arial

Phote caption and credit, 7pt Arial, Italics

Irmages

ficceptable image formats: JPGs or GIFs

Landscape: 400 pixels wide (or two side-by-side images 200 pixels vide) -
o PR A T STl T iR e ol RSP

Pictured: A content creator’s view of a Web form template.
TECHNOLOGY

Infrastructure

The corporate intranet runs on ILWWCM (version 2.0 Domino Edition), which runs on
a Windows 2003 server with Domino 6.5.4.

Domino allows National Geographic to share parts of its intranet with appropriate
third parties. “With our Domino infrastructure, we are able to build a replication
formula, based on keyword values, to selectively replicate an appropriate subset of
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data to servers that deliver the intranet to our external, strategic partners,” notes
Robert Harris, a senior application developer at National Geographic. “For example,
our domestic (US) cable channel — The National Geographic Channel — is a business
partnership with Fox. The employees at Fox who support our cable channel have
access to a limited subset of our intranet on a Domino server in their environment
that we replicate to them at 10-minute intervals. The same goes for a server we
have set up that our Local Language Edition partners around the globe who publish
the National Geographic magazine in over 30 different languages.”

Search

The intranet uses the Lotus CMS’s built-in search capabilities. “We set up a simple
search box which appears on every page, but also let staff browse by categorized
content,” says Huffman. The intranet team is currently exploring new search
technology that can index multiple content repositories because a substantial portion
of National Geographic content is stored in the eDocs document management
system, which doesn’t integrate with the Lotus CMS.
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(145
INSIDER

Directories | Submit Info Divisions = Libraries

About NG
Mews & Reports
Personal Tools

Research Tools
Perspective StyleMaven: Spelling by the book
(Perspective, 11/28/2006)

Perspective StyleMaven: How to make sense of this,
last, and next (Perspective, 11/17/2006)

Perspective Scary email facts for Halloween LIS's
Janet Stauss on lawsuits and emails (Perspective,
10/31/2006)

Perspective StyleMaven: Meanings maorph when English
is jerry-written {Perspective, 10/17/2006)

Perspective StyleMaven: One singular sensation
(Perspective, 09/28/2006)

All Gategories 1974: arnold Guyot Memorial sward
(1974 Arnold Guyot Memarial Award, 08/29/2006)

Perspective The Most Important Thing (Perspective,
08/18/2008)

Perspective StyleMaven: Conjunction injunction was
kids' stuff (Perspective, 08/16/2006)

Perspective Focus: NG in London Under one roof
(Perspective, 07/21/2006)

Perspective Trends Analysis Group quarterly trends
posted; Report covers technological, social,
demographic, and market trends affecting NG
husinesses. (Perspective, 07/18/2006)

Perspective &n intern says goodbye "The only coffee
wi've made has been our own' (Perspective,
07/14/2008)

Perspective StyleMaven’s slant on italics (Perspective,
07/06/2008)

Perspective "Alright" is all Wrong; StyleMaven Spells It
out (Perspective, 06/12/2006)

Perspective Susan Fifer Canby reports fram the field
Croatian libraries in a post-communist world
(Perspective, 05/31/2006)

Perspective Tuning in for the Bee (Perspective,
05/22/2008)

Perspective are 4.0, and B.C. Dated? No, They Still
Belong in the Comman Era (Perspective, 05/19/2006)

Perspective What three "tipping points" are going to
change consumer behavior? Find out in this new DYG
report, (Perspective, 05/04/2006)

Perspective How do I know when the next UPS Class
will be held? (Perspective, 05/02/2006)

Perspective Katrina refugee in L& competes in State
Bee Mother thanks head of competition for boosting
daughter's self-esteem (Perspective, 04/20/2008)

Perspective "Mika Kasumaov ‘09 is a freshman from
Azerbaijan, and no one seems to understand what that
means..." Harvard Crimson op-ed calls for returm of
geography (Perspective, 04/17,/2006)

Perspective Questions, questions, and more questions
about UPS (Perspective, 04/13/2006)

Perspective Trends analyis Group posts 1st Quarter
report; Rise of Internet video; Travel hot spots, etc.
(Perspective, 04/11/2006)

Perspective To “But” or Mot to “But™ It's all So
Perplexing, Says StyleMaven (Perspective, 04/10/2006)
Perspective Q of the Day: Is there anywhere at HQ
that I can buy tickets for Monday night's lecture about
the Judas Gospel? (Perspective, 04/07/2006)
Perspective StyleMaven: Meaning gets mangled when
miodifiers dangle. {Perspective, 03/16/2006)

wiork Tools

1 through 25 of 194 matching documents.

<< Previous Page Page: 1234 56 7 8 Next Page =

Enter your search terms and hit the search button. To narrow your
search, select one or more categories. If you want to browse by
categories, leave the search box empty and select one or mare
categories; then hit the browse button. Search results are sorted in
descending, chronological order. For articles posted before 2004,
please search eDocs

Enter your search terms:

Google-like search. Do not use and, or, not to
combine terms,

[ Search ]

Categories:

Browse

----Photo
Cirl+Click OR Apple+Click ta select
mare than ane categary

Event Your turn with Toys far
Tots Donation drive to begin
Maonday, Dec. 11

Tune in Boyd Matson to
appear on Weekend Today
Tune in Sunday at 5:30 AM

Event Toot & Puddle kick off a
cross-country tour in LA Join
them soon at the Borders in
Silver Spring

Tune in NGCUS tune-in
tanight, Dec. 7: Footage from
In the Womb on The Insider

Tune in NGCUS tune-in: In
the Wamnb vet on Fox Dec. 9

Job Postings

Menus

Perks

Submit Calendar Item

Photo of the Day

mmu ns

Press Release NGCUS
presents a trip down candy
lane Dec. 20

Press Release NGCI
launches Nat Geo Wild, new
channel dedicated o wildlife
programming

Press Release NG Kids sets
Guinness record for largest
callection of plush tays

Press Release NG Books to
publish Etched in Stone:
Enduring Wards from Our
Mation's Monurnents

Press Release NGM #1 in
readership satisfaction survey

Press Room
PR Boilerplates

Pictured: In addition to
using an intranet search
tool, employees can
browse the intranet by
categories.
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GOALS AND CONSTRAINTS

Goals:
e Use a decentralized approach to keep content fresh and engaging.
e Listen to users to increase the intranet’s reach and effectiveness.

e Expand the intranet’s reach and relevance for international and
domestic affiliates.

 Help National Geographic Society staff search for and contribute to
intranet content.

e Tap a small group of younger staffers to brainstorm possible intranet
uses and developments.

BASIC INTRANET FEATURES

News

From NG Insider’'s homepage, staff members can read news stories, notices,
perspectives, intelligence reports, and press releases; learn about upcoming events,
lectures, and learning opportunities; and more.
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Septernber 27, 2006

NGC wins 3 Emmys

Article posted by &Karen Gifrnour
For outstanding achievement and progranuming

Two MGT programs took three Emmys this week in competition
that recognized Geographic for achievernent in a craft and alsao for
outstanding science, technology and nature prograrmming. All of
the programs air on NGC

The news and documentary Emmys were awarded eatlier this
week at a ceremony in Mew York. The competition is held yearly
by the Mational Academy of Television Arts & Sciences.

"It was a big night for us," said John Bredar, executive producer of
- "Pradators at ¥ar," which won two Emmys. "lt confirms the
- . capatbilities and talent of our natural history unit and aur cormputer
Art Director Ricamlo Andrade fef) zmd i G ikt hich
Erecubive Producer doh Sredarwin | ANIMALION tearn. ety few television production companies, whic
Entarys. iz what NGT is, can show that kind of muscle at the Emmys.”

Other winners were washingtonpost.com, CBS, PBS, the Histary
Channel, ABC, CNN, NBC, Cinernax and Discovery Channel,
which won one Emmy.

"Predators at War" follows the struggle between five species of
carnivores on South Africa’s Mala Mala Reseree. Its two Emmys
are for graphic and artistic design in the category of Outstanding
Individual Achievernent in a Craft and for Outstanding Science,

- == Technology and Mature Pragramrming.
“Fredgtors st War' shows the stuggle

fror sunival awong species. FRO by 2 2

Him Wolketer A third Emmy was awarded for an Explorer program about spiders
called "Deadly Love" in the category of Outstanding Individual
Achievernent in a Craft: Music and Sound.

John noted that Jeff Morales was the director and producer on both
films, but was unable to attend the awards cerermony, "which was
a shame since both were driven by his creative ideas.”

Faor "Predators at War," the following people were recognized in
the category of Outstanding Science, Technology and Mature
Prograrmming:

-- Executive Producers John Bredar, Michael Rosenfeld and
Keenan Smart

-- Senior Producers Eleanor Grant and Kathryn Pasternak
-- Supervising Producer Chris Sondreal

-- Producers Jeff Morales and Kim YWolhuter

Also for Predators at War, the following people were named in the
category of Outstanding Individual Achievement in a Craft: Graphic
and Artistic Design:

- Art DirectorfAnimation Director Ricardo Andrade (Three of NGT's
norminations recognized Ricardo's achievernents )

-- %igual Effects Directors Laurie Hunger and Elisa Sauleda

-- %isual Effects Producer Bernice Kenton-Briggs

- Yigual Effects Artist Nick Jernigan

Far "Deadly Love," those recognized were:
- Composers Chris Biondo and Lenny YWilliams
-- Sound Editor Jim Sheehy

-- Sound Recordist Carlos de Hita
-- Sound Mixer Dave Hurley

Pictured: A news page.

Directories and Whom Do | Call?

When they need to find a colleague, staff members can search the employee
directory or consult Whom Do | Call? — the organization’s “yellow pages,” which
organizes content topically. The employee directory lets users search by last name,
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first name, or telephone extension, and also allows for browsing by workgroup or
division.

CEOGRAPHIC . S : :
' E— D

INSIDER B B
 boeme | Oirectorina | Subrit Tnfo | Forms | Resourcas | Diviions | Libearies | W.com [ el it caienser Portai ]
Directories, Guides & Tips

Directories Home

Wwhom Do I Call?

Whom Do I Call?

Mailing Addresses

Senior Staff Faxes

Meed ta find the right person to answer a guestion or locate information at Headguarters? Let this
section be your guide. Below are the phone numbers useful to most of the people working at

Special Phone Headquarters.

Nurnbers

For corrections to this page: email kescamil@ngs.org

Meeting Space

Translations

Emergency Numbers: Emergency Website: WWW.NISemergency.org
Medical Emergency  (202) B57-7289 Engineers geaks, elevator alams) [202) B57-7596
Security Guards [202) B57-7595 Staff Emergency cevacuation, weathen  (358) 550-5050

A-B Gato: C-De E-Ge H-L M-N Goto: O-P e 0.5 T.-7

Air Conditioning (office termperature) Mailing & Recewing Services

Engineers, Joan Hoffrnan, ¥7596 Maintenance (building) Eula Cusick, 7 446
Airline Tickets: Travel Office; 202-857-74585 Medical (office)
Auditariums Medical Benefits
Avaya Telephone Users Guide Meeting Space

Messengers (couriers)

Bathrooms MetroChek Prograrm

Leaks, overflow, UMICCO: ¥7E0S Moving Services: Joe Steptoe, x56593

Repairs: Joan Hoffrnan, #7596

Cleaning, supplies: Eula Cusick, x7 446 Mameplates: to order nameplates or holders
Benefits or for mounting: Ken Harnig, #7693
Board Room (Hubbard Hall) Mational Geographic Society
Box Office: tickets to NGS lectures: main phone:  (202) 857-7000

Ticket Office: 202-857-7700 rrvain fan: (202 7756141 (in doc. ctr.)
Building & Maintenance Services: MG Distribution: Lois Stone, 7637

Pictured: Like a “yellow pages” directory, the Whom Do | Call? page includes
topically organized information and services.

Submit Information

Given the National Geographic’s decentralized approach to content authoring,
allowing employees to easily submit content is itself a feature. Accordingly, staff can
use the Submit Info page to post to three main areas: the homepage’s main
content/news region, the Opportunities @ NG (right sidebar), and the For Me staff
news and classifieds, which includes the Critter Corner, Travel Log, and Volunteers
areas.

To post content, employees have two options: they can use a Web-based intranet
form or post directly using a Lotus Notes client. Templates ensure content appears in
the correct place and is properly designed and categorized. Printable directions on
how to post content also help (and were recently simplified down to just two pages).
In addition, the intranet team is exploring Flash-based tutorials for training purposes.

278 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

NATIONAL
D GEOCRAPHIC

I D
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 omme | Directories | Submit Tnfo | Farms | Resources | Divisions | Libwaries | NG.com | Far e | HR |Calendars | Porta

Submit Info

Editor, NG Insider

Calendar  Leamning, Events, & Opportunities, no photos Intranet Portal
Learning, Events, 8 Opportunities with photos Chair & Webmaster

Lead Trainer

Classified or Staff News, no photos More online tutorials...

Classified or Staff Mews with photos MreEmeR Dencel]

IS/IT Network & Browsers

NG Insider  MNews, Motices, & Memos, no photos
Mews, Motices, & Memos with photos 0: Why do I hear beeps in

the M St., 2nd floor

women's bathroom?

(09/26/2008)

Q: Is the tray under the

FAQs  How to Post {IS/1T) g:ztrecilr;::tz;c?e machine

Quick Reference Guide - Formatting content and creating links [08/17/2006)

Q: Do the engineers turn
. . . . . the air-conditioning off
Disclaimer: The National Geographic Society is not responsible or liable for any messages every evening?

or information posted directly by users on our Intranet. The Intranet Portsl Team reserves (08/09/2008)

the right to edit ar remove material that is deemed unacceptable, abusive, or defamatary,
More...

Submit a Question

Pictured: Staff use the Submit Info page to post to any one of three site areas.
I —
INSIDER E =

[ Home | Directories | Submit Info | Forms | Resources | Divisions | Libraries | NG.com | For Me | HR | Calendars | Portal 1

Submit Info

Submit For Me Staff Wews or Classifieds without Images

Two options offered to NGS Staff for submiltting For Me items.

If you want to add images, please see submitting For Me Staff News or Classifieds with photos.

* M 'Please review™ * " frequently asked questions if you have not posted recently
OR have never posted before (campiled by the 1SA4T Help Desk).

Wnn F%m
ubmission ubmission

click image to access form click image to access form
Tutorial Tuterials

+ Web Browser - Submitting For Me ltems. Two-page + MNotes Desktop - Submitting Fer Me ltems. Two-page

printable overdew WWORD) printable overview WMWORD).

For quick and simple postings, the Web Form may be CQuick Reference Guide for formatting

preferred, but it only allowes for basic text postings. |t content and creating links. Motes is the preferred

does not offer rich-text editing features for formatting and method for Power Users.™ You can easily enhance your

stylizing your content postings by attaching docurments, forrmatting content
(e.g., bullet lists), stylizing text (e g., bold, underline,
add color to headlines, etc.) and spell checking your
article just like in email using your Motes toolbars and
MEenus

“Macintosh Users: If you wse Mac O5 X, pow must use Lotus Motes to subrmit your tems. Mac OS5 9 users, please seePC
and Mac Compatibilities Issues.

Pictured: Most staff can submit intranet content using either an intranet-
based Web form or a Lotus Notes client.

© NIELSEN NORMAN GROUP WWW.NNGROUP.COM



http://www.nngroup.com/

Forms

The Forms page includes links to the most-used forms in eight categories. Each

category name links to a standalone page with all forms relevant to that category.

NATIONAL -
GEOGRAPHIC

INSIDER
[ Home | Directories |

Benefits

Corporate / Legal

Ermployrent
Research

Services

Technical Support

Training

Miscellaneous

Forms

Benefits

setna Dental Expense
Carefirst BCBS Health Benefits
MetraChek & SmarTrip Program
‘“acation Daonatian

Mare. ..

Corporate 8 Legal

1D Badges

IRS W-BBEN & W-9

Petty Cash Reimbursement
Travel % Expense

Mare. ..

Employment
Manpower Termporary Employes
Position Requisition 8 Job Description

State & District Taxes
More, .,

Research

BIR Daily wia Email

Image Reguest & Research
Interlibrary Loan

Internal Story Ideas Submissions
Mare. ..

[

[ Submit Info | Forms | Resources | ivisiors | Librares | c.com For M| R |calendara| poriat 13

Services

Book Index Request

UPS Online Intranet (UOI)
Volunteer Form

More...

Technical

General Network Access Request
Hardware Request

1S Telecomn Request

Loaner Laptop

Maore...

Training

Intranet Division Site Regquest

NG Learning Systems - includes class
registration, evaluations, and more!
Mare...

Miscellaneous

Exercise Release Form
Calling Card Regquest

Staff Discounts on Magazine
Subscriptions

Mare...

Pictured: The Forms page organizes all available forms in eight categories,
with this top-level page listing the most popular forms in each category.
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INSIDER
 ome | irectoies | Subont Info

Benefits

Foms _mesources | isons _Libeaies | NG.com For e i [Coender parel

Forms : Miscellaneous

Corporate / Legal

Emplleymmeni Accident/Incident Form (Security)

Chips Program (Corporate Services)

Research .
Contract MNotification Farm {Security)

Services Exercise Release Form (Security)

Technical Support JA&50M Resignation Farm (Human Resources)

Tttt Office prints (Image Collection/Sales)
Rewards Program (Corporate Services)

Miscell

fseeflan=ous Special Events Farm (Security)

Staff Discounts on Magazine Subscriptions (WORD) (Consumer & Member Marketing)

Theft Report Form {Security)
Disclaimer: The Mational Geographic Society is not responsible or liable for any messages or

information posted directly by users on our Intranet. The Intranet Portal Team reserves the right to edit
or remove material that is deermed unacceptable, abusive, or defamatory.,

Pictured: A list of forms classified under Miscellaneous.

Resources

The Resources page aggregates the most frequently used resources and databases.
Content is grouped into four areas. The right sidebar includes additional, learning-
related links to more information, such as NG Learning Systems (NGLS), National
Geographic history, Emergency Preparedness, and secured/password-protected
areas.
Lot —
INSIDER B =
[ Home | Directories | Submit Info | Forms | Resources | Divisions | Libraries | NG.com | For Me | HR | Calendars |Portal 1

Resources

NG Learning Systems

NGLS Calendar

Guides & Standards Editorial

Brandy/Design Identity Guidelines Future Events

Content Organization/Management
Countries & Capitals

MG Policies

MGS Style Manual

Press Release Boilerplates

Research

Archives Research Catalog (ARC)
Index to NGS Publications

Internal & External Experts

Library Catalog {ORBIS)

IMap Library Catalog (COMPASS)

MG Cne-stop Research Toaol (AGent)
MG Timeline

MGT Programs (STAR)

RCE's Media Assignment Desk
Research Guides

Image Research Requests
LLE Image Requests

MGT&F Editorial Ideas
Submissions

MGM Local-Language Editions
Map Machine (online atlas)
SPI/SupersPI (images/rights)
Translations Services

Business Resources

Business Resources

Fast Facts

International Tools & Reference
LIS Special Reports

mMarket, Member & Business
Research

MGCI Prograrmming

RSS Index of Feeds

Trends Analysis Group Reports

1888: Birth of the National
Geographic Society (NG
Timeline)

NG Lingo (NGS
acronyms/definitions)

NGS Information
Whom Do I Call?

Bulletins

Emergency Preparedness
(for HO staff)

Red Cross Services for your
family

SpecialfAuthorized Users

Please contact
Karen Huffrnan
(202) 857-7061
(khuffran@ngs.org)
with any questions or
comments shout this area.

Pictured: The Resources page aggregates the most frequently used resources

and databases.
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Divisions

The Divisions page alphabetically groups internal and external (indicated with an
asterisk) division sites. These are not all of National Geographic’s divisions and
workgroups, but rather only those with a site on the organization’s intranet or
Internet (nationalgeographic.com). The right sidebar includes links to team and
community sites.

NATIONAL
CEOGRAPHIC

INSIDER
 oma [ Diraciories | submt nfo |

Divisions

All NG Divisions (full list)
Accounts Payahle

All Roads Film Project™
Asudiovisual

Audit & Advisory Services

Books*

Center for Sustainable
Destinations*

Communications™® (Press Room)

Corporate Services

Credit Union

Development Office

Digital Imaging Services
Distribution & Postal affairs
Distribution Center
Daocument Center

Education Foundation™®

Education & Children's
Programrming*

Engineers

Emerging Explorers*

Enterprises - Travel Expeditions™

Explorers Hall*

Food Services* (Sodexho)

General Services Administration
Geography & World Affairs

Hampton-Brown®
Human Resources

Image Collection/Sales
Information Systems & Technology

. [top]
*External Websites

Law, Business & Governmental
Affairs

Lectures & Public Programs®

Libraries B Information Services

Magazines: *
Adventure®
Mational Geographic* (online)
NG Explorer®
MG Kids™
Traveler*

IMap Library

Market, Member & Business
Research

Mational Geographic Bee™
MGM International Editions

NGT Library

Production Services
Production Services,
Direct Marketing

Purchasing

Research Correspondence
Research, Conservation,
2 Exploration

Security
School Publishing®
Speakers Bureau®

Television: *
Channel® {International)
Channel™* {U.5.3

Travel Office

Please note: Faor a
complete list of National
Geographic divisions, see
workgroups List on the
Directaories page.

This page represents only
divisions and teams that
create and maintain a
site, Site depth and
organization of content
varies, See the Getting
Started Guide if your
workgroup elects to
develop an Intranet site,

Intranet Portal

NG Learning Systems
Think Tank

Trends Analysis Group

All Roads Dhana
EdNet

- MNGM
Knowledge Exchange
NG Global alert Team

Please contact
Karen Huffrman
(202} B57-7061
(khuffrnan@ngs.org)
with any guestions or
cormments about this area,

Pictured: Employees can browse intranet content by division.
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Quick links:

* SuperSPI

+ Request Irmages
* Request Form

* ngsimages.com
= ngsfeatures.com

Home

Image Collection
User Guide

Image Sales User
Guide

Image Sales
Photographers

Conseryator's
Office

Image Collection
MNG.com

Pictured: Employees can tap the National Geographic’s extensive image

collection.

Submit Info

Image Collection/Sales
In-house requests:

NATIONAL Infarmation Desk
GEOGRAPHIC 202 857 5837 ciredeski@n gz.01g

Director

Image COlleCtion taura Mulvihill

202 267 7402

Midk Nishols Juel Sartore Jodi Cobb Bill Curtsinger
One of the most comprehensive and unigue collections of
photographs and original artwork in the world, our Image Collection
containg rore than 10 million transparencies, béw prints, early color
photographs, and pieces of ariginal art. We provide NGS and its
affiliates with editing and research services and rights clearance
services (when requested & funded), and control access to electronic
files or dupes from the collection. Follow the links below or left to
learn mare about Image Collection serices.

Image Sales, a division of the Image Collection, functions as a stock
photography agency. It licenses reproduction rights and markets
assignrment services for hundreds of photographers, writers, and
artists worldwide. An ecommerce site www.ngsimages.com
launched in late 2002, enabling clients to research and purchase
images online. Follow the links below or left to learn more about
Image Sales serices.

Links to detailed information

+ Image Collection
s |mage Sales

For information on the images used to ilustrate this page, click here.
For questions about the content or maintenance of this intranct site
please contact Anne Wain 775 67085 or email awain@ngs. org.

IMPORTANT!

All of the photographs and
artwork in the Image
Collection are not
automatically owned by the
Society!

Before using any image,
always check and clear the
rights!

When and how to use
Image Collection services
Picture Research Tips
How to find "free" images
for use in NGS5 products
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Learning
Systems

NGLS Home
About NGLS
Adrninistration
Calendar

Classes by Focus

Classes by Name

Faculty
Forms
News
Resources

FaQs

Pictured: Employees can access a variety of educational resources on the

it's for YOU!

Why take professional development courses at NGS?

MGS employees must be prepared to meet the challenges that lie
ahead in today's fast-paced media and nonprofit ervironment

Mo matter what your job at NGE, furthering your skills in such areas
as Effective Meetings, Negotiations Skills, and Proofreading will give
you the confidence you need to succeed.

Courses you take can also be included as part of your annual self-
evaluation under the section asking for accomplishments during the
year. Some managers requite selfimprovement through intetnal
coursework every year

‘fou can receive certificates of achievement in two NGLS tracks:
MGLS "Emplovee Essentials” and Libraries & Information Services'
"Total Research” seres

A few courses - "What Every Employee Needs to Know" (new
employee arientation), and "Civil Treatment for Employees” - are
required of all employees. Others, including "High Adventure: The
History of the Geographic” give you essential background on National
Geographic.

As an added bonus, courses like "Time Management” can help you
hoth at work and in your private life.

Most NGLS courses are taught by your colleagues at NGS - you
will get to know staff from other divisions.

All NGLS courses are freel There are no charges to your
department.

Copyright (€] Natianal Geographic 5ociety 20022006
Al rights resenced

National Geographic intranet.

Libraries

Register by e-Mail for an
NGLS Class!

Upcoming

Learning October's UPS
Training Classes

Learning LIS Coffee Break:
wiorld Danger Spots Friday,
September 29 at 10:30

Learning Don't miss the next
MGLS recruiting able interns
and volunteers class! Register
today for the October 18th
class.

Learning Check out the
Septernber calendar

Learning NGLS Calendar:
June

More...

Attendees' Comments

"Better than Grad
schooli”

“Wonderful instructor--
very knowledgeable.

"Presenters were friendly
and quick to answer
questions. ”

“Excelient information
and presentation.”

“TJust great & rendly &
knowladgeabls, ¥

‘Excellent, comifortable
environment, "

" wilt advise my co-
workers to attend.”

“Wery useful, and helpful,
and providad information
that I wasn't aware of. *

‘It was great ta be
introduced to all the
resources avallable.

The National Geographic Libraries & Information Services (LIS) site was redesigned
and launched in September 2005 and currently encompasses about 600 pages. “It is
primarily HTML-based, with Web 2.0 applications integrated in various ways,” says
Huffman. “Although the NG Insider’s top navigational bar was incorporated for easy
access back to the corporate intranet, the libraries used an external Web host that
offered industry standard Web server and hosting configuration to enable it to
explore emerging technologies.”

The LIS homepage features the current week’s highlights, including a list of new
books and resources; a Database Finder drop-down list that guides staff to the top
databases and catalogs; streaming news feeds from the BBC and The New York
Times delivered using MagpieRSS, a PHP-based RSS parser; a categorized list of
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recommended RSS feeds; a podcasts page; and several wikis, running on MediaWiki
version 1.8.2.

e P— ey y— p— — r——

1 SEARCH
NATIONAL GEOGRAPHIC L2 W Ask us
" . . . J Jl| 2028577783 |- selectoption- ~ Today's News Feeds ~
Libraries & Information Services el roryenson; g
Hational Geographic News | More Feeds
# LIS Home Iﬂesthmk] Archives I News/BIR TNGSJM&m[ Records I Learning I Help | BBC Top News
|
® Russian officers on spying charge
- - Four Russian officers held in Georgia
Top Resources LIS Highlights . are charged with spying, as Moscow
Catalogs Database Finder beains evacuating staff from Thilisi.
Databases # Learn more about the LIS Total ¢ Saddam judge relative shot dead
eDocs Research training certificate and Choose a Database: V| The brather-in-law of the new chief
NG Databases the NGLS Employee Essentials Judge in the genocide trial of Saddam
certificate. Hussein is shot dead in the Iragi capital.
Research Guides ® France urges EU immigration
Try th datab curbs
LIS Products ® Try these new databases; Managin French Interior Minister Nicolas Sarkozy
E - Birds of North America G o ion Y urges tough, EU-wide rules on dealing
arthCurrent - CultureG eneration i s SR
ultureGrams s ikl with illegal immigration.
Future Events - World Conflicts Today o Sevees o oty i ¢ Iran mulled nuclear bomb in 1988
Business Intel Reports . . v A 1988 letter revealing Iranian
LIS Special Report » WiFi access now availahlz in the L] commanders wers eyeing acquiring a
f library! Contact us to learn more.. ] nuclear bomb is uncaverad in Tehran,
(formery Exec Briefing) - . e .
— i878-1 ® Priests "took US church millions
ESdI;”:tZ‘”E s Explors the Women Explorers i A Catholic priest is held in Flarida and

another is on the run after stealing

! millions from parishioners, police say.
Japan PM seeks better Asian ties
Japan's new PM Shinzo Abe uses his

database.

Quick Links

Having Trouble with the New

about LIS Mexis? Use Firefox or Internet first speech to say he wants ta repair
Forms Explarar, Let us know if you are still More New Books relations with China and South Korea,
FAGs / How do 1.7 having problemns!

InterL\h.rary Loan s Encyclopedia Britannica users: New York Times

LIS wriki < Mac: Use Safari or Firefox;

LIS Blog IE is no longer supported. & News Analysis: Democrats See

My Library Account @ PC: IEISt'” warks, but make Strength in Bucking Bush

New Users sure it's IE 6.0 The Senate vote on the detainee bill
shows that party leaders believe the

B B president’s power to wield national
Other Libraries security as a political issue is

Image Collection/Sales diminished.

Map Library See the NGLS Learning Calendar for classes, research forums, and rmore! Book Says Bush Ignored Urgent
MGT Library Warning on Iraq

A new book by Bob Woodward, the
Washington Post reporter and author,
describes a White House riven by
Take a virtual tour of our website, Comments? Email us, dysfunction and divisian over the war,
The Hurt After Katrina Continues
for a Prospect

MNewly opened in the walke of Hurricane
Katrina, South Flaquermines High wan
for the first time ever last Friday, but
© Mationzl Geographic Society | hrpi/finside ngslis org | Today's Dater Sepramber 29, 2006 the tearn lost a major-college prospect
in the process,

Pirro & Pirro, a Partnership of
Power and Distrust

The Pirros are not only a couple, but
political and financial partners with
intertwined fates,

In India, Water Crisis Means Foul
Sludge

A crisis decades in the making has
reduced middle-class people in Mew
Delhi to foraging for water,

Report on Spending Shows Less
In, Less Out

Americans saw their incomes rise at &
slower rate in August, and were more
frugal in their spending, the Commerce
Department reported today,

Check out soms of our New Books.

Wiew an archive of LIS Highlights.

HOME | RESEARCH TOOLS | ARCHIVES | MEWS/BIR | MGS INDEKES | RECORDS | LEARMNIMG | HELP

Pictured: The NG Insider’s Libraries & Information Services sub-site
homepage.
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Home |Dirednries | Submit Info | Forms | Resources | Divisions | Libraries | HG.mm[Fﬁﬂg:l'ﬂ-'IWl I'qrh-l:!,.

SEARCH
NATIONAL GEQGRAPHIC : Ask Us .
J Al 2028577183 |- selact option - v|
et

Libraries & Information Services brary@mgs org Gl
| LIS Home 'ResthocIs] Archives l News/BIR [NCS]M&m[ Records I Learning [ Help

LIS home # research

Databases
Databases by Subject Research Tools

Databases - alphabetical

NG Databases | Choose a Research Database: V| | Choose an NG Database: Vl
Library Catalog (ORBIS)
NGE Publications Index
NGS Detailed Index

Archives Catalog (ARC)

NG Research Fast

Find Books
Databases f

Library Catalog (ORBIS) Databases Guides Facts
WorldiC at ) o . = .
Books In Print Sources for books, MG One-Stop, Subject-specific Almanacs,

e S journals, statistics, Indexes, Timeline, databases and dictionaries,

News,., ARC, SupersPL... websites,,, quotations.,..
Find Articles
Firstsearch
Mexis Quick Search
Periodicals Finder
Proguest
%

People & Experts Finding Finding People & Business
Biography Resource Ctr. Books Articles Experts Resources
Mexis Biography Search = = - "
Community of Science CRBIS, ProQuest, Celebrities, Companies,
Giad e : Books In Print, Mexis, Scientists, Assaciations,

i Tk Periodicals Finder.., Politicians... Market Research...

Business

Associations - Mexis
i 4 Image credits: CD - Stephen St John; Flag - James P. Blair; Watch - Jim Gensheimer; Books
Comnpany Dossier - Nexis | - james L. Amos; Magazines - Michael Jourdan; Scientist/Bones - 0. Louis Mazzatenta;

Hoovers Buildings- Sam Abell

HOME | RESEARCH TOOLS | ARCHIVES | HEWS/BIR | NGS INDEXES | RECORDE | LEARNING | HELFP
i@ Mational Geographic Society | httpiffinside.ngslis.org | Last updated: August 16, 2008

Pictured: Library research tools.
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LIS Becommended RSS Feeds Index

e Moparts  WHOTEH RERZ BEE (or Rasky Sumgls Syeditatan) aes frap contars
freds s AL CONEN article haadiens, fummenes and
Mational Gangraphic.com e back 1o fulbext ameies oo the web. Sre sttt Yahaa's FAGS
Top Mews
" mems Aggragasacs What are the benstits of REG? 555 is 4n asy iny for you b be
 Business B finance slertad wta thas tarests 15 asgeArs on yeur farorits Wek
Calendar & Cvants F5a4 NGRS oF VILBNG b DAMLULE WAL 18 Th Brbeets For fbw
= 3 v Faaturas, & v o S
B oy s o a3 Sty ok Y i o
Gavarnment & Politics
tornatisnal Wems Wi or suggestions? Fease omad ws B you qurimons o
B Warkowt Rupnsinsh 53 andfor suggestons for ather freds 10 834 1. 0ur categerias
Mission-Fueus i s
7 Seinnce More about R55 RS5 Readars
 Seciety & Culture i a
= Tachnslogy i Intra to HES — et
Travel wikipeda: BSE = W Tahoo
T phck 3t sy
Ta Jocate faeds ot on cor ket see o onyy
nd Disecturins A

7T LS intelligenes Reports

Tetus

IR Tap rasias
BI® Archar

IS A ane Arshivit

N mational Geagraphie com

ArsscistegSonnn « Top Masr
BB N
Cheuatian Bonats Misn (S34)
ap e

71 Mission-Focas

Wakas Hown » Tap Sessar

[ rre——
- Vastams < Ehdaachonsy
Mows Aggregators

Pictured: The Libraries & Information Services
sub-site offers a categorized list of
recommended RSS feeds.

Baimmary Gen A & Mare

BeaitTrgralh -
A Tada - Traved Heiboas

1 Foud Directorins

Rilog Snarch Engine
Blagstrast
Raimghnisg

5
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Home | Directories | Submit Info | Forms | Resources | Divisions | Libraries | NG.com | Fe

NATIONAL GEOGRAPHIC

Libraries & Information Services

SEARCH
Ask Us -
202857.7783 | - selectoption -
library@ngs.org

| UsHome |[ResearchTooks| Archives | ewspR | Nosindexes | Reconts | teaming | Hep

IS home * news » podcasts »

News

Business Intel Reports
Earth Current
Reading Room

NG & LIS News

MNews Online

News in Print

News Alerts

RSS

Podcasts

Business Intel Reports
Today's BIR

NG in the News

Missions Report

Travel Report

Special Report (formerly
Exec Briefing)

Reading Rooms
Headline News
Business News
Company News
Travel News
Science News

Quick Links

Quick News Search
Wash Post / NYT Search
Nexis

Proguest

Podcasts Archive

Podcast Home | Listen Up! News | NG History Moment
Trends | Reports and Presentations

Listen Up! News Archive

Top news relevant to NGS - from the Business Intelligence Report (BIR), NG in
the News and EarthCurrent,

September 22, ﬁ September 15,
2006

September 8, ﬁ September 1,
2006 2006 2006

NG Moment

And learn a bit of NG history in the NG moment!

° August 11, 2006 Alexander Graham Bell and Beinn Bhreagh,
Baddeck, Cape Breton Island, Nova Scotia,

° [0 July 14, 2006 George Shiras, 100th anniversary of the first wildlife
hotograph in NGM.

. June 9, 2006 The World in Your Garden with artwork by Else
Bostelmann,

. O] May 12, 2006 75th anniversary Citroen-Hart Trans Asiatic Expedition,
Part 11

pril 14, 2006 Citroen-Hart Trans-Asiatic Expedition: 1931
March 17, 2006 Women's History Month: Eliza Scidmore

February 24, 2006 February 1920 NGM issue "Classic Geographic
Cover”

. :Ieml.lan'yI 13, 2006 Founding of the National Geographic, 118 years
. October 20, 2005 Gilbert Hovey Grosvenor

Trends

1st Quarter 2006

Reports and Presentations

China - April 2006

HOME | RESEARCH TOOLS | ARCHIVES | NEWS/BIR | NGS INDEXES | RECORDS | LEARMING | HELP
@ Mational Geographic Society | http:/finside.ngslis.org | Last updated: September 28, 2006

Pictured: An archive of Libraries & Information Services podcasts.
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Wikis: Libraries Start the Trend and Facilitate Cross-Organization Adoption

How well have wikis — which any user can add or subtract content from — worked?
According to Huffman, “the organic nature of wikis is both their strength and
weakness. Allowing anyone to add or edit anything creates the risk of an ultimately
chaotic information space.”

To help diminish the potential chaos, all users must create a username and log in
before they can contribute, and all content is tracked by author. Inevitably, each wiki
also develops its own norms — for socializing, adding content, and naming — which
helps keep the wikis useful and organized.

National Geographic’s foray into wikis began with its library staff. “Our first wiki was
initially set up as a learning environment for libraries staff to practice collaborative
and project management skills,” notes Huffman. To get started and learn basic
conventions, staff members each added their resume and pictures to the wiki. They
now use the LIS wiki for project status reports, quick reference and training material,
and 20-minute “coffee break” training sessions, on narrowly focused topics, such as
finding old news, Nexis updates, eDocs tips, and maps.

Pictured: The main page of the Libraries & Information Services wiki. The
library group has taken the lead in learning to master wikis. Other business
groups are now following suit when they require better collaboration
capabilities.

The library staff later added two additional areas within the LIS wiki. One tackles
National Geographic’s internal lingo, including acronyms, and is especially helpful for
new employees. Another one, records classifications, is still under development; its
purpose is to help staff manage records and archive-related retention policies.

Women Explorers Wiki

Another interesting wiki supports a cross-divisional Women Explorers Initiative
launched in the spring of 2006, aimed at supporting content and product
development. “This research portal for internal staff has 20 contributors from various
divisions, and academic interns also assist with research and authoring entries,”
notes Huffman. As noted previously, the wiki now contains more than 250 entries on
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— % Khuffrman mytalk mypreferences  mywatchlist  my contributions  logout e

NA.TIONALCIEOGWI: article discussion edit history unprotect delete move unwatch

Libraries & ,

Information = Main Page

Services
“Ask us | |Welcome to the NG LIS Wiki!

202.857.7783
J library@ngs.org . - B B :
The LIS Wiki is a collaborative tool containing content from cross-divisional efforts, quick reference guides and manuals, technology
navigation trends, and morel Click on one of the links below to see a categorized list of items
= Main Page
= LIS Home Team Initiatives Resources for You LIS Initiatives
= Cateqories
= Recentchanges = Think Tank: Mission & Strateqy = Book and Movie Club = LIS Active Projects
= Random page = Trends Analysis Group = NGS Kids 2.0 = LIS Staff Directory
b Gen ¥ = Cuick Reference Guides = Records - Classification Dictionary
guick links NGS Strengths = Technology Trends = Technology Reports (3 maonth view)
= LIS Projects Top 10 Trends = YWomen Explorers Wik gd
= NGS Kids 2.0
= Women Explorers
Wik For more categories, select the left sidebar's navigation link to "Categories.” If you have any guestions, please call 202.857.7783 or
email us library@ngs.org ér.
search
This page was last modified 08:58, 14 December 2006 This page has been accessed 4,016 times Privary policy [ ] et ig

toolbox About MG Libraries Wik Reference Disclaimers
= YWhat links here
= Related changes
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women who have worked with National Geographic, including Louise Leakey, Eugenie
Clark, and Jane Goodall.

For Me

One intranet area is devoted strictly to employees. “For Me is a place staff can share
NG staff accomplishments and involvements, post birth announcements and
obituaries/remembrances, as well as post classifieds ads to advertise items for sale,
apartments, carpooling opportunities,” says Huffman. Some newer, post-redesign
content categories feature volunteer experiences, as well as offering a place to share
travel pictures and ideas, and favorite animal pictures. Streaming feeds from
external sites share National Geographic customers’ content with the organization’s
employees.

EI MATIONAL
GEOCRAPHIC

INSIDER E B
P orme | Directorias | Submit Infa | For Ma | HR | Calandars | Portal 2

For Me

Credit Union

Job Postings

Staff News Submit
Menus

Conference - The Gaia Theory; Model and Metaphor for the 21st Century Perks
October 14 & 15, 2006 at the George ... (Lisa Metzer, 09/28/2006)

LOST: pearl ring in a silver setting (Dana Jensen, 09/27/2008)

Buy one entree get one 50% off at Nage {www.nage.bz), 1600 Rhode
Island Awvenue MW (nest to Courtyard Marriott), See Perks page for more
special offers, (Karen Huffrman, 09/26/2008)

Much appreciated Condolences - Sally Jackson {Heather Cabral, it
09,/26,/2006) b |

Travel MNews: TS is adjusting the ban on liquids, aerosal, and gels for Critter Corner
carry on luggage! (Kristen Fagley, 09/25/2006%

i

(karen Huffiman, 09/19/2006)

ASPP event this Tuesday! Digital Railroad: Take Control of Your ... {Nadia
Hughes, 09/18/2008)

When the dishwasher is broken OR your water pump doesn't work. ... r

1 N
Travel Log

More...

. Yolunteers
Classifieds Submit

Beautiful, Black 2005 Honda Civic Ex For Sale (Micole Vinnola, 09/293/2008)

Lowvely 2200 sq. ft. rowhouse, newly renovated, great location & lots of

amenities {Heather Cabral, 09/29/2006) PI!:;?H?#;::?

Has anyone heen to Buenos Aires recently? {Rachel Buchholz, 09/29,/2006) (202) 857-7061
{khuffrnan@ngs.org)
ANYOME APPLYING TO ¥ALE SOM? (Greg Platts, Treasurer's Office, with any questions ar

08/28/20067 comments about this area,
Meqga Blocks Play Table/Blocks for Sale (Rose Melnicki, 09/28/2008)
For Sale: Garden Tools hardcover gift book (Anne Wain, 09/28/2006)
HUGE Rambler in Alexandria FOR SALE {Dana Deighton, 09/28/20068)

More...

Disclaimer: The National Geographic Society is not responsible or liable for any messages
or information posted directly by users on our Intranet. The Intranet Portal Team reserves
the right to edit ar remove material that is deemed unacceptable, abusive, or defamatary,

Pictured: The For Me section gives employees a place to share
accomplishments, post classified advertisements, arrange carpools, and share
animal stories.

Calendars

The Calendar page displays National Geographic’s internal and external calendars,
and includes relevant, dynamic content drawn from learning and event categories.
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NATIONAL |
GEOGRAPHIC

INSIDER E B
 biome | Directeries | Submit Info | Forms | Resources | Divisions | Libwaries | NG.com | Far He| HR |Calendars| Prtal

Opportunities @ NG More

Calendars
Learning Taming the Tiger -
Best Practices in Managing
HQ Schedules Email Periodicals Mook
Thursday August 17 at 3 PM
Meeting Places Television Training Class After
Reserve Meeting Space MNGC US Daily TV Schedule Hours/Remate UPS Shipping
MGLS Training Center (GP 820) MGC Internationzal Classes

Ewvent All Roads Film Festival

NG Learning Systems National Geographic Live Schedule for Headquarters

Calendar w ashington, DC October 5-8

Course Offerings Chicagao, IL Learning Sign up today for an
Minneapalis, MM MGLS class! Check out the

August training calendar!
Event MGC-US Aug. 1_4-2El:
2006 Special Events B Exhibits H°||VW°?d cars: What is real,
2005 &ll Roads Film B t what isn't; examining train
0ads Fim Frojec crashes and military tanks
Museurn at Explorers Hall

NG Anhual Calendars Seattle, Wa

Other Resources

Travel Job Postings

Calendars and Events NG Expeditions Menus
Future Events Database Perks
USHO asstronomical Data Submit Calendar Ttem
Services

Pictured: This page aggregates National Geographic’s internal and external
calendars. The right sidebar includes Opportunities @ NG (also found on the
homepage).

USERS

NG Insider serves about 1,500 staff at National Geographic’s headquarters, and
about 300 more people in affiliate offices. “In 2006 we began providing access to our
domestic and international partners,” notes Huffman. The intranet serves business
areas (advertising, marketing, finance, and so on), which primarily use Intel-based
PCs, as well as editorial product areas, which use a mix of Intel-based PCs and Apple
computers. The latter areas produce National Geographic’s magazines, books,
educational products, maps, website, and television shows.

USER TASKS
Employees use the intranet in a variety of ways, including such tasks as:

e Access information about the Society (including its divisions) and read
news stories, press releases, and perspectives, as well as competitive
intelligence and special reports.

e Learn about upcoming corporate learning and training seminars,
special events, staff product offers, perks, television screenings, and
more.

e Obtain current corporate training schedule, register for classes, review
class descriptions, and locate e-learning materials.

e« Reference subscription databases, such as LexisNexis.
e Research rights and digital contracts.

e Use wikis for project collaboration and research.
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e Access eDocs for sharing contracts, rights, and legacy digital content.
e Use the staff directory.

e Share news and remembrances.

e Report time worked and schedule weekly leave for approval.

 View compensation history and paychecks.

e« Update beneficiary and personal information or W-4 tax information.
e Complete yearly performance evaluations.

e Submit travel and expense reports.

e Order PCs.

e Sell items and locate roommates.

e And more...

INTRANET TEAM

Pictured: (front row, from left) Robert Harris, Susan Fifer Canby, Lisa Metzer,
Karen Huffman, Karen Gilmour, Kate Baylor; (back row, from left) Gary
Carter, Barbara Ferry, Suzan Eaton, Victor Veizaga. (Photograph by Eduardo
Rubiano, National Geographic Society.)

The intranet team is primarily comprised of staff from four divisions:
Communications, LIS, Information Systems & Technology, and NG Digital Media.

The team manages high-level activities on the corporate intranet, including:
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e Development of intranet strategic goals and evolution

e Content management through retention/archival policies
e Server maintenance

e Application development and design

e Metrics tracking

e Training

For many intranet team members, however, “the intranet is either a very small part
of their formal job responsibilities, or it may not be technically part of their job,”
notes Huffman. The budget is also quite small. “The intranet now has a limited
annual budget — approximately $8,000/year — that is used primarily for seminars
and training, design work/consultation, and purchasing added-value reports.”

BACKGROUND

The Society’s intranet began as a grassroots project involving five departments —
LIS, Information Systems & Technology, Corporate Communications, NG.com, and
Administrative Services — who wanted to solve enterprise-wide communication
challenges. Their project began with no dedicated resources.

Later, the library director organized a team that ultimately launched Inside NGS in
December 1999 using a Notes Domino back end (Lotus Notes version 4.6). The site
included new template design features and functionality. Library staff members
published daily reports on the intranet and ensured that news stayed fresh.

“Members of the intranet team designed the site; trained other divisions to create
their division sites, share resources, and post news; promoted the usage; gathered
and organized content; maintained metrics; and reported on usage,” says Susan
Fifer Canby, vice president of LIS and the original intranet team chair.

insde .,
] J S

Pictured: Pages from the National Geographic intranet’s 1999—2005 design.
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inside , _. (wednesday |
NES

Two new trustees

Michael R. Bonsignare, retired chairman and
CEQ of Honeywell, and Gearge Mufioz,
principal and co-founder of Mufioz Investment
Banking Group LLC, have been elected to the
Mational Geographic Society's board of
trustees.

TODAY'S NEWS

News "Lens" makes this coming weekend's MY Times Best Sellers List, goes
into Sth printing this week

Memos

January 6, 2004
Press Release MNG3S's 20 trustees elect two new members - Michael R
Bonsignore and George Mufioz

NG in the News

Press Release Feb. Adventure: Yellowstone's a giant, magma-filled hot spot
that's just about due to explode, reports Contributing Editor Tirn Cahill

MNotice Digital Lab moving to GP--schedule of when specific services will be
disrupted--rmove to be complete Feb, 17

MG Aftica Guide recommended; Mars popular on NG Channel;
MG, com kids' site can "liven up many a dull hour”

Pictured: Intranet homepage, 2004.

In late 2004 and 2005, the intranet team held brainstorming sessions to prepare for
development of a new design with improved functionality. “One of the major goals
for the new design was to make the most heavily used and/or important sites only
one click away from the homepage,” says Huffman.

The new design would ultimately emphasize searching from any page, and allow
editors to more easily promote events, training, and other opportunities.
Furthermore, consistently applying style sheets to each intranet site would lead to
lower maintenance and custom-design costs.

By the end of 2005, the intranet averaged one million page views a month by 1,500
people. “Although National Geographic’s intranet content and usage grew
exponentially, the intranet team was restricted by the initial customization of the
software, which locked us into the initial software application version,” notes
Huffman. So, the team had planned for when it would have additional resources, and
in the meantime set about re-organizing existing pages to help manage the ever-
expanding amount of content.

By the end of 2005, however, the situation became dire. “The eight-year-old server
was severely degrading and the application was several iterations out of date,” she
says. Accordingly, “the core work for our new intranet — i.e., application
development and content migration — occurred within a three-month timeframe,
from December 2005 to March 2006.” The intranet team began introducing page
redesigns, while also upgrading to ILWWCM, version 2.0 Domino Edition, which
National Geographic’s IS group recommended.
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DESIGN PROCESS AND USABILITY ACTIVITIES

The intranet redesign team used several methods for developing new design and
functionality, including card sorting, evaluating server logs, holding focus groups,
and conducting research.

Card-Sorting and Survey Exercises

In 2004, to help gauge employees’ needs and wants for a portal, the intranet portal
team commissioned a card-sorting exercise with a random sample of employees.
Ultimately, 12 randomly selected employees performed the exercises.

Each completed four tasks, as summarized here:

e On a sheet of paper labeled “Expectations for Intranet Portal Homepage,”
write in the types of information you would expect to be on, or want to
access from the homepage.

e On the sheet labeled “Expectations for Intranet Portal ‘My Page’/Personal
Page,” write in the types of information you would expect to be on, or
want to access from a personal page (irrelevant to items listed in Task
#1).

e Take the stack of 12 cards, each representing a pagelet/information
grouping, and sort them as you would want to see them on the homepage
and personal page layouts. (Facilitators told participants that they were
not required to use all of the cards, and that they could edit them.)

e Indicate with a “1” which item on each page (homepage or personal page)
is the top priority.

Susan White Frazier, part of the National Geographic Marketing Services group,
managed the card-sorting exercises. Regarding participants’ (unprompted) responses
to the first question — elements they’d expect to see on a homepage — Frazier says
that, “portal 1/payroll information was mentioned by half of participants.” The
second most-mentioned element was HR information. After that, agreement was
sparse.

People were in even less agreement over which features should appear on the
personal page. “Overall, participants suggested topics and types of information for
the homepage and personal page that are either present in existing navigational
elements, or that appeared in pagelets,” says Frazier. (In general, this is a limitation
of surveys: users only know what they already know.)

CARD-SORTING EXERCISE RESULTS

What belongs on the homepage or personal pages?

Number selecting... Homepage | Personal page
About NGS 10 1
News 8 2
Business Resources 7 1
Editorial Resources 6 5
Policies & Rights 6 5

Help 6 6

NG Media Assets or Collections | 5 5

For You 5 7
Calendar 5 4
Learning 4 5
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Likewise, for the Portal 1 3 8

card-sorting Applications 1 9

exercises, “interms | N=12; changes and write-ins allowed

of top priorities,
none emerged as a clear winner on either the homepage or the personal page” aside
from ones that already lived there, she says.

One notable result from the card-sorting exercises, however, was that participants
made few changes to pagelet names and information. “Participants tended to leave
the pagelets unchanged in terms of both titles and subcategories of information
included,” says Frazier.

Some participants did suggest slight changes to the information, yet “since none of
these were suggested by more than a single participant, and participants left the
pagelet titles unchanged, it is safe to assume the team is on the right track in terms
of naming and content for these groupings.”

Frazier offered the following examples of change requests:

e NG Media Assets or Collections: “One changed Photo Archive to Image
Collection. Another added Blogs, though it was unclear whether these
would be internal (staff) or external (customers). One deleted the Photo
Archive, Maps catalog, and the Photo Research Guide.”

e Applications: “One participant added Help Desk and Tutorials. One deleted
PeopleSoft.”

e For You: “One added Memos, Notices, and E-mail.”
e Help: “One deleted Telephone System Users Guide.”
e Editorial Resources: “One added Links to Paleontology Press Releases.”

Participants also suggested adding some new pagelets, including one dedicated to
the weather and another for “immediate-attention building notices” that would detail
snow-related closures, early café closings, and when new Metrocheck cards were
available for pick up.

Project Databases

“To reduce e-mail glut, prioritize ideas, and track progress, the intranet team uses
two Lotus Notes databases, accessible from the team’s intranet site, that can be
bookmarked via our Lotus Notes desktop,” says Huffman.” One database manages
projects and lets team members: group ideas as big ideas, little ideas, or new sites;
prioritize projects; and mark items as completed. “This database enables the team to
manage limited resources as well as to track progress. When larger projects warrant
more discussion — such as team goals or a document retention policy — the Lotus
Notes discussion database is used to develop ideas.”

TIMELINE

e 1999: Original intranet redesigned (version 2).

e 2004: Minor homepage and site pages redesigned/reorganized and
launched.

e April 2005: Information Systems & Technology selected and demonstrated
ILWWCM, version 2.0 Domino Edition, to Intranet Portal Team.
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e Summer 2005: Intranet team began designing new site architecture — on
a white board — and reorganizing content based upon user studies and
industry standards.

e Fall 2005: Intranet team finalized new intranet design and the site’s
information architecture and framework (including content buckets,
categories, and document types).

e December 2005: Intranet averaged one million page views per month,
and the old back-end infrastructure couldn’t keep up. Old content (eight
years’ worth) migrated to new site.

e March 2006: Redesigned NG Insider site launched. All employees trained
in three months.

e August 2006: Updated version of redesigned site launched.
RESULTS

Redesign, Part 1

On March 7, 2006, the new corporate intranet, NG Insider (previously called Inside
NGS) launched. “The team completed migration of eight years of content from the
existing intranet, redesigned and developed the new application and provided staff
training within three months,” notes Huffman. The technology team also introduced
servers to replicate portions of the site for some third-party affiliates.

The redesigned site featured eight major changes:
e NG Insider banner (included on all pages).

e Search box (top-right banner region) on every page lets users narrow
searches by document type.

 Navigational bar links to all major site pages.
e Header region for site area name lists current date.

e Left sidebar links to useful information and links; editors can also run
thumbnails and links here to promote articles.

e Center region for lead stories and postings of news, notices, press
releases, perspectives, and intelligence reports.

« Right sidebar for calendar-related items and opportunities.

e« Footer region with links to content (grouped by categories) and
advanced search capabilities.
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Enter Search Terms
All Document | Search

Home | Directories | Submit Info | Forms i i NG.com | For Me | HR |Calendars | Portal 1

About NG
Thursday, August 03, 2006

Mews & Reports
Persanal Tonls Tut draws 2 million in 3 cities

Research Tools

Lear g August Training
wark Tools Calendar

T¥ Boyd Matson on Craig
Ferguson tonight Late Late
Show begins at 12:35 a.m.

T¥ NGC-US July 31- Aug. 8:
Dog whisperer week

Opportu 13

Offer Movie tickets now
available at Qasis shop No
restrictions on showtimes for
Three-guarters of the way through a 4-city U.3. tour, the MNG- AMC Loews and Regal
organized Tutankharmun exhibit has sold more than 2.1 million
tickets. Currently Tut is in Chicago, where ticket sales have already Job Postings
exceeded 510,000, with five months remaining. After Chicago, Tut PEEkE

moves to Philadelphia, where pre-sales are greater than expected,
then to London. Press release

{wildCarnGrizzlies)

BIR Missions Charity begins on the homepage;
Monprofits should check their Wikipedia entries;
Museurn blogs on the rise {08/03/2008)

NG in the News "I t kel :
to d tlands"; "Dog Whisperer" is "more than mere
entertainment. It is now a way of life..." (08/03/2006)

BIR Discovery CEC to step down; "BusinessWeek" ranks
the world's most valuable brands; Not much call for cell
phone gadgets; Green Press Initiative pushes for
environmentally-friendly publishing (08/03/20087

Recent News

MNotice Metro delays likely again today All lines and all
stations affected (08/02/2006)

BIR Travel Anti-U.S. feelings on the rise according to
Pew poll; Adults discover their childlike side with
"rejuveniling” vacations, {08/02/2008)

BIR Online news audience growth slows; "Consumer
Report" tests portable navigation systems; Gen ¥
integrates technology faster; Home Depot wehbsite sells
streaming video ads. (08/02/2006%

NG inthe News NGTY's use of surround-sound
highlighted; adventure photographer Chris anderson
gives tips on avoiding thieves; NGS "has taken
preventive care up a notch", {08/02/20068)

Motice FREE Financial Management Workshop
Wednesday August 9th (08/02/2006)

Press Release Declan Moore named international
publisher, NGM (08/01/2006)

BIR ACL retools video site; Watch the PGA
championship online for free; Pearson reports strong
first half; Mew search engiine "Cranky" for older users
(08/01/2006)

(Read all...3

Mews & Perspective | Intelligence Reports | Search Archives

2006 Mational Geographic Society. All rights reserved.

Pictured: NG Insider’s homepage, March 2006.
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Redesign, Part 2

After releasing the new site in March 2006, the intranet team began tweaking the
design. In August 2006, it released version 2 of the redesign. Some of the
enhancements included:

« Simplifying the search area, removing the drop-down box for
narrowing search types.

e Adding an Editor’s Pick list to elevate key resources like the eDocs
electronic document management system.

e Making it easier to feature major and minor stories in the lead content
regions.

e Streamlining the right sidebar’s information, combing three menus into
a single Opportunies @ NG area.

e Integrating nationalgeographic.com (NG.com) features like Photo of
the day, as well as non-National Geographic information, such as a
weather forecast and a CNN news feed.

The redesign’s second version “allows more flexibility for our NG Insider editor,” says
Huffman. “She has several options for featuring a lead story and sub-lead stories.”

In general, the site also makes better use of external content. For example, “we
have featured our NG.com webcams — specifically Alaskan grizzlies and Pete’s Pond
from Botswana,” notes Huffman. “We often try to feature items from NG.com, so
that our internal staff is more connected with our external customers.”
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Home |Diudoris ‘ Submit Info | Forms | Resources | Divisions Libraries

NG.com | For Me | HR | Calendars | Portal 1

New Channel for NGCI

NATIONAL
GEOGRAPHIC

(2%

Mational Geographic Wild debuts Maonday in Hong
Kong, an entire channel devoted to documentaries
about the animal kingdom. Singapore follows in
October, and by the end of next year, other NGCI
territories will have the channel. Wild is the 4th
channel for MGCI. Article

Perspective StyleMaven: Conjunction injunction was kids' stuff
(0B/16/2006)

BIR Travel Generation Xers have become the fastest-growing group of
BV buyers; Mediterranean beaches may get too hot for holidays by
2080; Four Pacific Region countries package themselves into one single,
tourist destination (08/16/2006)

NG in the News Hallmark Channel plans huge ad promotion to plug
"March of the Penguins"; NG documentary uses virtual reality to re-enact
armelia Earhart's disappearance (08/16/2006)

BIR BEC archive goes on line; advertisers trace individual users with
¥ahoo search data; Discovery introduces new mandate after ratings
decline (08/16/2006%)

News NGCI launches wildlife channel In Asia now, to expand next year
to other territories (08/16/2006)

Recent News

Alert all Dell Laptop users: Battery Recall by Dell for Laptops purchased
between spril 1, 2004 and July 18, 2006 (08/15/2006)

EarthCurrent More disasters in store for a warmer world; Women &
AIDS policy; A new mathematical mystery; Deciding Fluto's fate...
{08/15/2006)

BIR Starbucks moves into the book business; Big advertisers start
placing ads in college newspapers (08/15/2006)

NG in the News NG's online MapMachine is "a must for anyone whao is
entranced by atlases"; NGC's "Inside 9/11" will return on &ug. 27 with
updates (08/15/2006)

alert US Cuts Threat Level for UK-US Flights (08/14/2006)

Letter of the Week Tom Abercrombie photo inspired reader to become
photographer {08/14/2006)

BIR Use of Internet-hased phone service up 21%; TNT moves into
broadband wvideo; Conde MNast develops teen site; Disney proceeds with
Gibsan film despite controversy (08/14/2006)

(Read All...)

CNN Top Stories EC

Flight diverted after disturbance
Aug 16, 2006 11109 AM Saurce; GNM.com
Read full story for latest details.

‘Washington, DC
Getthe 10 day forecast

£ B4°F

Bt

Ex-MBEA pro arrested after gunfire reported
Aug 16, 2006 10:55 AM Source: CNM.com

Fair Read full story for latest details,

Feels Like:23°F
Humidity: 33%
Wind: NE at 7 mph

Eniter city/zip

Lou Dobbs: It's good to be a superpower
Aug 16, 2006 10:43 AM Source: CNM.com
o The Soviet Union, Marxist Leninism, the Evil Empire
and their ugly metaphar, the Berlin Wall, crumbl.,
Airport Delays
The Sporting Events
C Pollen Reports
weathercom
Download Desidep Weather

Flight diverted to Boston after disturbance
Aug 16, 2006 10143 AM Sourcer CHM.com
Read full story for latest details,

more...

NG Wild's "The Real éerenge‘l‘\"

Training Class After
Hours/Rernate UPS Shipping
Classes

Event All Roads Film Festival
Schedule for Headquarters
October 5-8

Learning Sign up today for
an NGLS class! Check out the
August training calendar!

Event NGC-US Aug. 14-20:
Hollywood cars: what is real,
what isn't; examining train
crashes and military tanks

Job Postings

Menus

Perks

Submit Calendar Item

Photo of the Day

)
ENLARGE

Press Release Mational
Geographic announces
winners of first international
photography contest

Press Release Mational
Geographic All Roads Film
Festival celebrates
conternparary stories of global
cultures through film,
photography, live music
Sudanese Rap/Hip Hop Artist
Emmanuel Jal Headlines
Festival in First U.5.
Appearance

Press Release National
Geographic Adventure
assembles retail advisory
board

Press Release National
Geagraphic releases Weekend
Explorer 30

Press Release MNational
Geagraphic releases National
Parks Explorer 300

Press Room
PR Boilerplates

News & Perspective | Intelligence Reports | Search Archives

2006 Mational Geographic Society. All rights reserved.

Pictured: Based on employee feedback, members of the intranet portal team
began collaborating on new homepage design ideas. These improvements
(version 2 of the new intranet) launched in August 2006.
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NATIONAL -
GEOGRAPFIIC

INSIDER
[ Home |

[Directories | Submit Tnfo | Forma | Resources | Dvisiors | Librares | iG.com

About NG

MNews & Reports
Personal Tools
Research Tools

work Tools

For Me | HR | Calendars | Portal 1

Opportunities @ NG

NGCUS tune in: "Ultimate Cat" tonight and NG
"Most Amazing Moments" on Friday

NATIONAL GEOGRAPHIC CHANNEL
Tune In This Week!
Wednesday. September 27

"Inside Edition™
Branded footage of NGC's "Explorer: Ultimate Cat” encore
presentation airing tonight at 7P ET

New York
TEI0AET & 1:30A ET
Thursday, September 28
WNYW-TV (FOX §)

Los Angeles
3:30P PT
KCAL-TV(CBS 9)

Washington, DC
10:00A ET
Thursday, September 28
WUSA-TV (CBS 9)
“The Insider”
Branded footage of "National Geographic’s Most Astounding
Moments” premiering Sunday, October 1 at 9P ET/PT

New York
T:00PET
WCBS-TV (CBS 2)

Los Angeles
T:30P PT
KCBS-TV(CBS 2)

Washington, DC
1:304 ET
Thursday. September 28
WUSA-TV (CBS )

Friday, September 29

“The Maury Show"
Branded footage of "National Geographic’s Most Amazing
Moments” airing Sunday, October 1 at 8-10P ET/PT

Check your Local Listings for Time & Channel £
Please feel free to contact me with any guestions

Matthew Royse
Comrmunications Supenisar
Mational Geographic Channel
1145 17th Street, MW
Washington, DC 20036

Tel: 202-812-6707

Fan: 202-912-6603

Cell: 571-238-2672

mroyse@@natgeochannel. com

Opportunities @ NG pore

TY NGCUS Oct, 2-8: The Eye
of the Leopard 2 hr. premiere
on Oct, 8

Event all Roads Film Festival
underway Updates an NG All
Roads Blog

Learning October's UPS
Training Classes

Lecture Hold the Date:
Thurs., Oct, § at 10am
Speaker from Pew Internet &
Aarnerican Life at HQ

Learning LIS Coffee Breal:
World Danger Spots Friday,
Septernber 29 st 10:30

Job Postings

Menus

Perks

Submit Calendar Item

Photo of the Day

Communications

Press Release Encyclopedia
of Animals, a richly illustrated
and detailed reference for
children

Press Release Dog
whisperer moves to Monday
eve with new canines to cure

Press Release Actor Martin
Sheen cormpiles music mix for
NG's world Music web site

Press Release Traveler
announces award for
excellence in the travel
industry

Press Release Books'
Eyewitness to the Civil war:
compellling personal accounts
revealed in diaries, journals
and letters

Press Room
PR Boilerplates

Pictured: The redesigned site features consolidated right-sidebar menus to
simplify event and “opportunity” listings.

Gauging The Impact of Changes

How did users react to the redesign? “We have received positive feedback from
staff on the redesign, and continue to make modification/adjustments to layout
and design, available resources, and training material and templates based on user
feedback,” notes Huffman.
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To gauge the intranet’s usability and determine how to continue to adjust it, National
Geographic partially relies on Web metrics and analytics.

NG Insider

2003-2005 Average "Hits'* by Quarter
(using Walllog analyzer)

4,900,000

Average Hitg

4,200,000 1

3,500,000 -

1st Qtr 3rd Qtr 4th Qtr
Totals: 3,949,908 , , 4,670,354 4,632,108

Interestingly, after the redesign, the number of page hits decreased — but only
because of a shift in the software used to track Web browsing. “As the intranet has
developed, so have our measurement techniques,” says Victor Veizaga, who works in
National Geographic’s LIS group.

For example, the previously used tool analyzed Web logs and tended to regard every
page element that loaded as a “hit.” The number of hits per quarter hovered around
4 million. Since the redesign, however, National Geographic began using a tool called
Omniture to track page views.

Here are results from four months in 2006:

NG Insider
2006 Total ""Page Views" by Month
(using Omniture web analytics )

420,000

390,000 |

360,000 |

~anlls

300,000 June July August Sept
Totals 361,793 347,345 393,302 346,368

Comparing the two charts, the average number of page hits in the third quarter
differs substantially — 4.7 million on average for 2003-05, yet only 1.1 million for
2006. Veizaga attributes this difference to Omniture being a more advanced Web
analytics tool than the previous one, and thus it more accurately reports not hits per
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se, but rather actual page views. “In this case, Omniture is using page-view traffic,
which relies on the assumption that once a page is opened — loaded — it counts as
one page view, and not multiple hits for each page element,” he says. In short, “the
pages on NG Insider have not changed, but the measurement techniques have,
which makes our assessments more refined and accurate.”

National Geographic also now tracks specific types of file downloads (including .doc,
Xls, .pdf, and .mp3) as well as the average time someone spends on a particular
page.

According to Web metrics, the most popular pages are currently:

Top Six NG Insider Sections for 2006

Site section Page views %
NG Insider Homepage 844669 60
For Me 252800 18
LIS 141560 10
Directories 115317 8
Human Resources 49389

Forms 19897

For the future, National Geographic is planning to drill down into individual pages to
discover, for example, pages with unexpectedly low traffic. They can then identify
and reconcile any underlying usability issues. The organization is also exploring how
they might potentially use Omniture to improve the internal marketing effectiveness
of specific intranet pages and e-mail notifications.

LESSONS LEARNED

Insights from Karen Huffman, Barbara Ferry, and Susan Fifer Canby:

Change is slow, but strong project teams foster change. “Organizational
cultures change slowly. When introducing new tools or changing your offerings,
remember you can only do so much at once. To be successful, then, ensure you
tackle the essential variables under your control: get the right people on the team,
incorporate decision-makers and champions into the process, establish clear goals
and a solid vision, and maintain good lines of communication throughout.”

Communication is key. “This bears repeating: Work closely with all stakeholders,
and keep them advised of progress.”

Secure buy-in. “When redesigning an application, or introducing a new application,
involve employees who have a stake in the application. Gauge their needs, prototype
ideas, and get feedback. Frequently, these users will then champion the application
to others, helping foster uptake.”

Share the project load. “Involve as many skilled people as you can in the project
team. To help, always clarify the WIIFM — ‘what’s in it for them.’”

New technology must improve things. “Technology for technology’s sake is
rarely successful. Furthermore, users won’t take the time needed to master new
technology if they don’t see the benefit. New technology must support users’ actual
needs.”
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Don’t over-customize. “Using applications in as off-the-shelf a format as possible
speeds rollouts and upgrades. Over-customizing any application makes it much more
difficult to upgrade when the inevitable security fixes or code base updates appear.”

Double-check contracts. “Ensure that contracts and vendor agreements clearly
specify dates and deliverables. A little effort spent sorting this out at the beginning of
a project will help avoid some of the chaos inherent in any deadline.”

Prepare for staffing emergencies. “Train the team so there are clear fail-over
approaches for all tasks in the event of staff departure or reassignment.”

Plan, then track changes thoroughly. “Carefully plan site redesign changes,
trying always to privilege clear, simple designs and processes to make it easier for
each team member to understand the goals and his or her part in the process. Also,
provide a collaborative space to allow users to more easily collaborate on project
work, and to help track all efforts.”

Train all content providers. “Provide many opportunities for training the end users
who will be submitting content. Train them even on the most seemingly simple
application or ultra-intuitive interface. Remember, posting content is rarely anyone’s
primary job. Employees will have limited patience or time for mastering new
technologies and interfaces.”

Sell the redesign to users. “If you build it, users won’t necessarily come. Instead,
you must sell your redesign. Launch an internal marketing campaign. Demonstrate
new concepts. Highlight changes. Most of all, be sure to show users how to use new
or redesigned applications.”

304 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

The Royal Society for the Protection of Birds (RSPB)

Using the intranet: Design team:
Founded in 1889, the RSPB has grown into In-house
Europe’s largest wildlife conservation charity,
with more than a million members. Its sphere of
influence includes a huge range of issues that
affect wildlife and habitats.

Members:

Sheena Huxley-Duggan, intranet manager; Janet
Pedley, Web and information services manager;
Graham Bird, senior Web designer; Bill Simmons,
The RSPB inspires the public to support bird intranet implementation manager

conservation; champions birds and the

environment to decision makers; researches

wildlife problems and promotes practical

solutions; protects, restores, and manages

important areas for wildlife across the UK; and

works internationally through a global

conservation partnership, BirdLife International.

Headquarters: Bedfordshire, UK
Number of employees the intranet supports:

About 1,500 staff, plus volunteers at multiple
locations across the UK and internationally

Countries with production facilities: UK

SUMMARY

Ultimately, few people are actually responsible for The Royal Society for the
Protection of Birds (RSPB) intranet, but to judge by its delightful design, you’d never
know it. Even with the ongoing support of just one full-time manager, plus part-time
help from a senior Web designer, Web design technician, Web and information
services manager, and corporate website editors, this lively website simply soars.

The RSPB intranet is designed for a wide range of users, including conservationists,
marketers, IT staff and administrators, as well as a rather unique set of intranet
users: volunteers. Volunteers founded the organization more than 110 years ago and
remain vitally important to its success, as they increase the organization’s range of
skills and help make the most of scarce resources. In fact, volunteers outnumber the
paid staff-members by at least nine to one.

The ability to access the intranet remotely is essential for staff and volunteers.
People from around the country can access this information platform, which helps
boost productivity and involvement.

On the homepage, the Top Story takes center stage and is refreshed every Monday.
This main article is selected and scheduled by the full-time intranet manager, with
help from the Web and information services manager. The two meet weekly to
ensure that the Top Story will be timely and interesting, and also to brainstorm
content for upcoming stories and prevent editorial conflicts. To help their planning
and decision-making, they maintain guidelines for such things as style, timing,
criteria, and top story subjects. These criteria are extremely handy for helping decide
which story to run when there are multiple contenders. The guidelines also support
content providers who aren’t used to writing for the Web, by clearly spelling out
conditions and deadlines.

The chief story is well presented with a large, related photograph. A short and
snappy headline captures interest, and is followed by a succinct article summary.
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The Top Story is followed by the Latest News section, in the middle of the homepage.
Typically, just three news items occupy this coveted position, and they are updated
daily. The format of the news items encompasses all of the most recommended
usability components for presenting news on a homepage, by including:

e A good title that links to the full article.

e The article’s date written in an international format (for example, 19
July 2006).

e A succinct article summary.
e Aclear, relevant photograph.

To that last point: this intranet avoids stock art, which is an excellent strategy for
maintaining a user-friendly design. Most photos featured on the intranet come from
the RSPB’s photo library, which is run by an in-house photographic team. The
organization stores a subset of this large photo bank in its CMS, and shares images
between its website and the intranet.

As for the news content itself, this comes from a blend of sources, including:

e Press releases that have been written and circulated by the PR
department.

e News stories written and submitted for review by staff members.
« News items written specifically for the intranet by the PR department.
e Items written by the intranet manager and website editors.

Some areas of the homepage also alert users to updates, so they don’t need to
search the intranet for changes.

The Latest Forum Posts section lists the most recent additions to the organization’s
discussion fora. The homepage lists the title — which is also a link to the actual post
— along with the author and post date. The Need to Know section pulls important
internal briefings and policies that staff members should read. The Update, Daily
Media Summary, and RSPB Diary Dates also do legwork for users, bringing the new
information straight to them on the homepage.

In the homepage’s upper-right section, users get easy help from Start Here and Tip
sections. Links to the basics about Using the Intranet, Terms of Use, and Ask the
Intranet Team all help users working with the intranet. The Tip section itself might
also provide intranet help at times, but is mainly drawn from a wide range of topics
that are potentially useful to staff and that reinforce the RSPB’s objectives. For
example, a Tip is just as likely to list important dates for the organization as to share
information about gardening or wildlife. The Tip might also be a handy reminder
regarding a deadline — such as reminding staff that they have until 9 October to
order their corporate Christmas cards.

The intranet manager writes the Tip, which changes every week. The manager
maintains a schedule for future tips, as well as a repository of past tips, to avoid
duplication.

Even with this abundantly clear navigation, the homepage offers still more shortcuts
for people to get information quickly. For example, the Popular Links section (located
at the middle-left of the homepage) is itself popular. Designers know this thanks to
the speed with which employees report any broken link found here, as well as the
volume of requests from content owners to have their pages listed in the section.
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Yet, the intranet doesn’t accede to such page-listing requests. What then is the
popular link criteria? Simply put, being popular. Each week, the intranet manager
reviews intranet usage statistics, and these dictate what appears in the Popular Links
section. When appropriate, she edits results to make them more relevant for users.
For example, instead of running links to “all staff by name A” and “all staff by name
B” — if those are the week’s most popular — she’d create a single link for “all staff,
by name” so that the list of popular links wouldn’t be dominated simply by links to
the employee Directory.

Another homepage element that keeps users interested in the intranet and coming
back for more: classified advertising. In the lower-left part of the homepage, For
Sale and Wanted sections each display short links — such as a girl’s bike, washing
machine, dart board, or dog — to the last three items both wanted and listed for
sale. Older listings scroll off the homepage automatically, though still appear in the
intranet’s classifieds section.

Besides engaging users, this feature is doubly useful for piping constantly changing
information onto the homepage, which helps keep it looking fresh. Still,
implementing advertising takes careful planning, and offering it — at least from the
homepage — would not work for every organization.

At the RSPB, designers helped avoid any potential backlash against this classified-
advertising feature by first securing necessary approvals from the Board of Directors
well in advance of its introduction. Then — because the intranet team lacked the
resources to directly manage the feature — it created clear guidelines specifying
proper use. The team presented these guidelines to line managers, who — not
coincidentally — are responsible for dealing with any employee misuse of the
feature.

All such efforts have paid off: the approach is working, and working well. Staff act
responsibly, and in fact, the intranet team often receives happy e-mails about
successful sales from satisfied customers. For the RSPB, then, this is a winning
feature, especially useful for keeping people enthused about the intranet, and
visiting often.
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LATEST.FORUMEOSTS

Fizhing and baitdigqing a...
Rickvonk (24 hrs ago)

A big welcome to the Fore..,
Rickwonk [1 day agal

Best way to find forms...
SheenaHuxley-Duggan (2
days ago)

POPULAR LINKS

Staff by name
Directory
Macancies

A-Z of all departments
Caily Media Summary

FOR SALE

HOME ABOUT THE RSPEB DIRECTORY

Computer, scanner and
printer

Girl's Bike

Child's traditional wendy
house

WANTED

ESSENTIAL

FORUMS MY CAREER MHEWS

RESOURCES

nd feedback

Help

Give it some welly!

From grey suits and shiny shoes.., to wellies
and waterproofs! Yolunteering is a great way
to engage the public in our work, Recently a
team from Barclavecard got stuck in with a
team challenge at The Lodge, and lowed it.

Maore...

LATEST NEWS

Making bad choices worse
13 July 2006

Some of the best areas for wildlife in Scotland could
be lost if plans to build inappropriately sited wind
farms are given the green light

Seaford's special bird

18 July zooe

To celebrate 30 years of Seaford's special bird, the
REPB has launched the extended kittiwake viewing
scheme

Heathland success

15 July 2006

Pulbarough Brooks heathland project has produced
its first major success within a year of starting.

LR

HEED TO KNHOW

The latest staff bulletin on avian influenza (No 2
11 July 2006, 21kb, Ward document

Washing rachine
Dag
Dart Board

Glaslyn osprey project briefing
7 July 2006, 29Kb, Word document

RZPB Cymru briefing for staff and volunteers about the Glaslyn

osprey project, Latest news about the chicks' developrment.

fidential

START HERE

Uszing the Intranst
Terrns of use
Ask the Intranet team

TIP

The two Developrient
Pathways are now on the
Intranet, They provide a
structure for learning at the
REPB, Staff are expected to
move along the relevant
pathway - management or
individual - over 2 or 3
YEArs,

UPDATE

Making srmall talk
4 Jul 2006, S4Kb, Ward
docurnent

DAILY MEDIA SUMMARY

Today's news digested by the
Public Relations department.

RSPB DIARY DATES

19 July

09:30 Management Board
rneeting [Osprey meesting
raarn]

21 July

CMT meeting (Dsprey
meeting room)

15:00 Surnrmer BEQ at The
Lodge

More. ..

Pictured: The RSPB’s intranet homepage offers interesting news items and
photos, plus updates about internal information and tips on everything from
gardening to important organizational dates.

Impressive photography appears not just next to homepage news items, but also
with the news stories themselves, along with good, clear headings and large pull-
quotes. Helpfully, the page also provides author contact information and a picture.
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¥ OCTOBER Horne = Mews = Latest news = Z00& > Cctober MORE INFO
Ejﬁdpl?i“.: big digger helps Cirl hl.ll'ltil'lg = —
comeback Media and
Cirl bunting comeb . Communications
A rare and threatened bird that OfﬂC_E_"__ ]
Throwing corn buntings currently only breeds in one Tel: ==
a lifeline county is spreading its wings in
Bubbly ta be won in 'T a new Igcatmn lthank.s taa
Count' competition pioneering project aimed at
safeguarding the future of the
wWolunteer team flies in species in Britain,
to monitor Pevensey
Lewels In the first re-introduction of its

kind in Europe, more than 70
Star—studdec_l show cirl buntings have been released
comes to Brighton . E . .
beach! in south Cornwall as part of an innovative project by the RSPBE,
' Paigntan Zoo, Matural England and the Mational Trust,

although previous projects have re-introduced birds of prey such
as red kites and white-tailed sea eagles and returned corncrakes to
The wash, this is the first European re-introduction of a small
farmland bird.

A flying start
€6 t's fingers crossed The RSPB's director of
now that these birds conservation, Mark Avery

. th int said: "We're delighted that
survive ine winter this ambitious collaborative

and settle down well project has got off to such a
in their new home good start, It's fingers
crossed now that these birds
survive the winter and settle
down well in their new home,

He added: 'This project really is about putting wildlife bacl in the
landscape and redressing some of the losses that have happened
in our lifetimes, If we succeed - and things are looking good - then
it sends a very positive message that farmers and conservationists
can create a countryside which is richer in wildlife.'

In order to carry out the re-introduction, cirl bunting chicks were
collected under licence from the former English Mature from a
nurmber of sites in south Devon during the surnrmer and then hand
reared by aviculturists from Paignton Zoo before being released
back into the wild,

Paignton Zoo's curator of birds, Colin Bath said; "We're really
proud of the way our two aviculturists have excelled themselves
during this first surnmer of the project. It's great that we found not
just one but two keepers who possess boundless patience and all
important nimble fingers, essential for rearing tiny chicks.'

Lazy birds

REPB conservation officer, Chris Townend has been managing the
re-introduction project, He said: 'Cirl buntings are stunning birds to
look at but are rather lazy, never moving rore than about a mile
frarm their birthplace.

'‘Their nurmbers may have increased but until now they were

Pictured: News stories have clear headings, subheads, pull-quotes, images,
and also provide information about the author, including a photograph.

Designers employ engaging photographs not just for news stories, but also
throughout the intranet. A highlight here is the use of staff photos, which helps
increase employees’ familiarity with each other. The RSPB’s CMS supports these
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endeavors, making it easy to link to content and images, and to reuse them. This
facilitates, for example, adding staff photos to articles, forum posts, and so on.

Staff photos appear in all of these areas:
e Articles

e Classified advertising
e Forum posts

e Liftshare maps

e Search results

e Section homepages

e Sidebar links

e Staff and team pages

Engaging, well-laid-out graphics are one thing, but knowing when to use them — or
when not to use them — is another; RSPB designers are experts at knowing when to
employ graphics and when to refrain. For example, they chose to use text, rather
than graphics, in the intranet’s main navigation bar to improve page-load times and
allow users to change the text size. This feature is especially useful for anyone with
deteriorating eyesight. The top-hand, horizontal navigation is standard for every
intranet page. Choices are appropriately lean: just eight buckets (Home, About the
RSPB, Directory, Essential, Forums, My Career, News, and Resources). These choices
make it easy for users to review and select the menu item they need.

Also, designers have done a superb job indicating the currently selected menu item.
In the navigation bar, the relevant section’s text color changes from gray to black,
and the colored line below it disappears. The selection thus stands out, while the
other options remain gray and keep their respective, colored underlines. A cleverly
placed caret, pointing at the selected items and appearing in the thin bar above the
menus, further indicates location. This line and caret — subtle for users, but still
pleasing to the eye — even takes on the color of the small underline that
disappeared, which is also a nice touch.
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Pictured: Both obvious and subtle navigational cues indicate location.

The search field — another method of traversing the intranet — appears in each
page’s upper-right section. The clearly visible, open field, followed by a Search
button, is both a feature users expect and a way to make intranet searching simple.

Aside from having great aesthetics and a well-honed information architecture, the
RSPB intranet also offers additional features that truly support the staff and the
organization’s mission. For example, people who work and volunteer at the RSPB
obviously care about birds and the environment. One mission of the organization is
to help in these areas however it can. One result: a “greening” committee that
promotes environmentally friendly changes, starting at the RSPB itself. For example,
the organization helps reduce the number of cars RSPB employees put on the road
by promoting carpooling — or, as the Brits call it, liftsharing — directly from the
intranet. This effort began as a simple spreadsheet with all the names and locations
of people available to share rides to and from their respective offices, nature
reserves, and homes. Creative designers, however, decided using GoogleMaps
clearly outweighed a static spreadsheet; they thus designed a more helpful, visual
and interactive intranet-based approach. Staff members, along with the greening
committee, have applauded the changes.

The Liftshare Map is accessible via the Directory menu. A short description above the
map explains the feature and the map to users. The designers have tapped multiple
features in GoogleMaps — using a GoogleMaps Ajax APl — including the ability to
change map location in real time, as well as to toggle between the map and satellite
views, or see a hybrid of the two. Balloons containing green cars show people
offering or seeking a ride, and red balloons display a destination, such as an office or
nature reserve.
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R — - ] {
¥ UK HEADQUARTERS Horne = Directory = Offices = UK Headquarters
L ohRresn Ap Liftshare map
office structure The map below shows all people who liftshare to a specific location (shown with a red marker).

People who drive are shown with a liftshare car marker, People who get picked up are shown

Cther offices ; !
with small white markers.
ou can click on the markers to find out who each liftsharer is,

If vou liftshare you can add yourself to this map by clicking the £2% myp profile link on vour
Directory page.

X
Map || Sateite || Hybrid
Great
Gransden

Little
Gransden

Gaml'inl;lal,I

Guilden
Morden

Steeple
lMorden

) ap cata @200@3 - Terms of Use

Southill

TNERED EY
ougle

d feedback Help

nfidential

T

Pictured: The Liftshare Map employs the GoogleMaps Ajax API, which lets
users easily change the map location and toggle between map, satellite, or
hybrid views. Balloons with green cars show people offering or seeking rides,
and red balloons show a destination, such as an office or nature reserve.

Clicking one of the balloons pops opens a description of a particular location or
person. The user’s name, picture, and any notes the user added also appear.
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¥ UK HEADQUARTERS Home = Directory = Offices = UK Headquarters
» Liftshare map Liftsh
Insnare map
office structure The map belaw shows all people who liftshare to a specific location (shown with a red rmarker).
Other offices Peaple who drive are shown with a liftshare car marker. People who get picked up are shown
with small white markers,
You can click on the markers to find out who each liftsharer is,
If vou liftshare you can add yourself to this rmap by clicking the Edé# myp profite link on yvour
Directary page.
ruar W
£ Map Satellite Hylarid
Hail i itthe & ™
Weston &8 Paxton Everard
Ray Alami
I do work 10:00 - 18:00
every four weeks so please |gxwon i
check in advance, | e
FPOWERED EY
CGUSIQ o _ Map cata €2006 TeleAtlas - Terms of L

WwebMail RSPB.org.uk RSPB : s nd feedback Help

[ f seoren

Pictured: Clicking a bubble in the Liftshare Map expands the bubble to show
the user’s picture, plus any liftshare information they’ve posted.

Users can edit their liftshare information when editing their employee profile, which
appears in the employee Directory. This makes the liftshare even easier to use, and
much more visible to employees at large. Furthermore, to begin using liftshare,
users don’t need to learn or find a new user interface — they use familiar editing
tools.

In the employee profile, a simple form asks users whether they liftshare, and gives
options to designate whether they’re a passenger or driver. The form also queries
users’ home postal code, and explains that it will use it for the online liftshare map.
This is a nice touch; it doesn’t ask for too much personal information — such as their
actual home address — but just the approximate area in which the users live. Finally,
users can add up to 30 words of liftshare notes to describe details such as atypical
work hours or current liftshare arrangements.
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=
v STAFF BY NAME Horme Crirectary staff by name B CORRECTIONS
A B e © & Graham Bird oo pos R e
E a H ' g WEE DE5SIGHER, WWEB TEAM, THE LODGE Irdranet Tean
<23 Edit profile - Microsoft Internet Expl =100 =
wlcelmluleo A Edit pi plc =101 x|
-
P a R s T
u w b bl .
=
F4
Do you liftshare?
Abot IPassenger ;I
I joir
desic| postoode for liftshare map
I use |E L o
intra
1 Liftshare notes (max 30 words)
am
inclu I get a lift with Olivier Staples most days - ;I
although sometirnes I cycle if I'm feeling
I als energetic,
deliv
Alom
to ta =1
How
I sit {a]
Crea Save I Cancel I =
the o e

How to contact me in an emergency

If you would like other staff to be able to contact you in an
emergency (ie nokt on 2 work phane number) use this section ta
give instructions, Edit roy profile

My line manager

Cliff Beale
wieh Tearn Manager
B &= =
. ‘=== (local extension)

rfidential

Pictured: Users edit liftshare information directly in their employee profile.

Forums are another feature that supports staff and volunteers. Forums let users help
each other, ask questions, and express their views on multiple topics. In the
interface itself, users can easily sort posts using a simple drop-down box containing
a list of options. Straightforward and well-placed buttons allow users to easily post,
reply, search, print, and rate items. The posts themselves are easy to read and
author images add a personal dimension — suggesting a conversation, rather than
firing a note into an electronic black hole.
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RSPB Intranet F... » Reserves  Grazing » Exotic grazing animals

Exotic grazing animals
Started by RichardFarmer at 04-13-2006 10:48 AM, Topic has 3 replies,

soprint 40 search ¢ rate

04-13-2006, 10:48 AM

RichardFarmer

My Directory profils
Jeined on 04-13-2008
Posts 3

notify Sort Posts: [Oldest to newest =]

Exotic grazing animals

Coes anyone have experience of heavy graziers that can do a good job
in the uplands?

B reply  @/quote Report

04-25-2006, 2:13 PM

HarryBowell
My Directory profile

Joined on 04-25-2006
Posts 1

Re: Exotic grazing animals

The Mational Trust are using Belted Galloways in the Peak for both blanket

bog and in bye management - contact your old mate Mike Innerdale for
mare info.,

W reply . @quote Rreport

04-25-2006, 2:47 PM

Mikewalker

My Directory profils
Jsined on 04-25-2008
Posts 4

Re: Exotic grazing animals

At Lake Yyrnwy we are using & belted galloways to graze an area of
upland forestry (60 ha) which has over the last few years had §0-90%
of the trees removed. The cattle have been there since October 05 and
have survived very well. The object of the excercise is to improve the
habitat for black grouse which have been breeding on the site for some
years, Early indications show that the poaching, grazing and dunging
activities of the cattle 'look’ like they should benefit black grouse.. watch
this space for breeeding success this year.

Forestry Cornmission Wales who own the land, are very interested in
how this trial goes as they are looking to put much larger areas of the
forest over to 'sustainable' grazing management in the near future.
However 1 have my doubts that using grazers, such as cattle, will in the
long term deliver the open forest habitat that would be the desirable
outcome, since cattle do little to inhibit the growth of conifer seedlings.
Perhaps the use of browsers rather than grazers would be the
solution....European Bison anyone?

B reply  @/quote Repert

05-15-2006, ¢4:12 FM

grahamburton
My Diractory profils

Joined on 03-13-2006
Posts 2

Re: Exotic grazing animals

Hi all

Of course, in Scotland they have this beast called the red deer, and sika
in some areas. These chaps happily restrict conifer growth but have a

nasty habit of getting out of control, S0 do wild goats - see Inversnaid.

SMNH have been using a combination of fencing and culling at Creag
Megaidh to get the right mix of open moor and scots pine regen.I believe
Dick Balharry is speaking at the Warden's do in Cheltenham on this wvery
topic,

I suspect introducing red deer to the Berwyns is not on the agenda at the
moment.

I'm sure you know that Geltsdale are working with local farmers to graze
black grouse fields with cattle - Dave O'Hara has all the gen.

The Grazing Animals Project has some info. Here is a link to a paper
describing the re-introduction of short horn cattle onto Ingleborough,

http:/fwwn fact-group org/gap/pdfs/Ingleborough S 20and%: 20High %
20Brae%:20and%:20%ulber.pdf

cheers

graham b

W reply @ quote Report

|(p|ease select) ;I

rfidential

Pictured: A forum dedicated to exotic grazing animals. Such forums make it
easy to share knowledge, and help users keep each other informed. Author
photos add an additional human dimension to the discussions.
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The RSPB intranet, then, succeeds at being not just an intranet — homepage,
directory, news, and so on — but really a tool that supports diverse employee and
volunteer endeavors. At the same time, and by virtue of that support, the intranet
mirrors and thus reinforces the organization’s larger mission of not only preserving
birds and their habitats, but also tackling even greater environmental issues.
Achieving all of this is no small accomplishment, and quite a testament to the
intranet’s exquisite design and user focus.

URL AND ACCESS

The URL for the RSPB intranet is http://intranet.rspb.org.uk/; users away from the
corporate LAN can access the intranet at https://intranet.rspb.org.uk/ using their
standard username and password. “The URL automatically changes to ‘https:’ so
staff do not need to remember two different addresses,” notes Sheena Huxley-
Duggan, the intranet manager.

The intranet homepage is automatically bookmarked in employee browsers.
Employees can also access the intranet Directory via a shortcut on their desktop.
While the intranet is not the default browser start page, “this is something we are
looking into delivering with our IS department over the next few months,” she notes.

CONTENT MANAGEMENT

Tridion CMS

The RSPB uses the Tridion R5 CMS to support both its website and intranet. “We
have been using Tridion to manage the website since late 2002, so we were able to
leverage our existing experience with it to build the intranet quickly,” says Graham
Bird, the RSPB’s senior Web designer. “Using Tridion for both sites also means that
we can, and do, share content between the two.”

Though the Tridion software is largely used in its off-the-shelf configuration, it does
include an APl and SOAP interface that facilitate creating custom-coded functionality.
“We use these interfaces to develop custom solutions for devolved authors who
either do not need the complexity of the full GUI, or who have unique needs that
cannot be met with the standard, browser-based administration interface,” he says.

Tridion also is based on Microsoft technology, and that fits well with the RSPB’s
technology infrastructure.

“We chose to use classic ASP to develop our templates, although Tridion does
support other scripting languages and XSL,” says Bird. The software also integrates
with Microsoft Visio, which the RSPB uses to design any complex intranet workflows.
Finally, “the WebDAV support comes in very handy for the bulk importing and
exporting of content, and it also includes support for InDesign’s XML templating
capabilities.”

Content Owners

Some of the larger intranet content owners are different RSPB departments —
Personnel, Training and Development, Health and Safety, and PR — plus the People
Engagement and Conservation teams. “This list is expanding along with the
intranet,” notes Huxley-Duggan. While the team is just beginning to push —
distribute — relevant content-authoring responsibilities to the HR department and
the Word Processing Office, however, the majority of content is still maintained by
the intranet team.
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The current content authoring approach evolved from the way staff members
previously stored RSPB documents. “Before the intranet launched, staff used a
shared network drive to share documents and information across the Society,” she
says. Such information was typically organized into folders by team and department.

One requirement for the intranet, then, was getting information out of those folders.
“One of my first tasks when | started in July 2005 was to audit the shared drive to
create a list of who owned what and which documents fit into the Board-agreed
direction — that content should be relevant to all staff — and were therefore suitable
to migrate onto the intranet,” she says. “We contacted all folder owners to inform
them about our plans to move suitable content to the intranet, and worked with
them to make sure what we migrated was the most up-to-date version.”
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HOME HNEWS DIRECTORY GUIDANCE HOTICES YOUR CAREER MOST POPULAR

¥ POLICIES &
PROCEDURES

Activity Delivery
Guidelines

adrinistration guide

Catering

and welfare

Disahilities

Displays

Finance

Greening

Health and Safety
Human Resources
Sahbaticals

Species conservation
Transport

Wolunteering

FORUMS

Horme * Guidance

SEE ALS0O

Faolicies & procedures

Child Safety and Welfare

This section contains policies, procedures, quidance and farrs all
staff should use when working with children

Briefing Guide

Health and safety
handbaak

Hurnan Resources
® Child safety and welfare working group Self Learnin
24kb, Word dacurnent

& list of the roles of the members of the child safety and welfare

working group based at the Lodge

®] Dealing with rumeurs
25kb, Word document
Guidelines for staff on dealing with rurmours that 3 member of
the public is unsuitable for working with children and vulnerable
adults

™ Guidance for reserves staff
15 July 2006, 36Kk, Waord docurnent
Guidance for reserves staff about child safety and welfare.

®] Parental consent form
18 July 2006, 31Kk, Ward docurnent
Parental consent form,

] Photographers and younz people
17 July 2006, 41Kb, Waord docurnent
Guidelines for staff and wolunteers when inviting young people
and vulnerable adults to wark with photographers

&) Photographic consent form
13 July 2o0&, 34Kk, Ward docurnent
Photographic consent form for young people and wulnerable
adults

®] Recruiting staff who may work with children and young
people
77kb, Word dacurnent
Guidelines for managers on recruiting and selecting staff who
may worle with children and young people

] Training selection criteria
29kb, Word document
Criteria for choasing child welfare training

®] Work experience guidelines
13 July 2006, 34Kb, Word docurnent
Guidelines for managers accepting children and vulnerable
adults on work experience

®) Working with children form
Zikb, Word document
Fill in this farm if vou will be warking with children

Pictured: The Policies & Procedures section of Guidance shows a list of
documents on child safety and welfare. Because the intranet team didn’t have
the manpower needed to redo all internal documents as intranet pages, it
compromised by ensuring it had written descriptions of every essential
document, to give users some idea of what a document contains before they

download it.

Templates Enforce Design

The RSPB relies on Tridion to enforce templates, thus controlling page layout and the
display of individual content items or components. “A published Web page will use a
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single page template and one or more component templates, depending on the
number of items on the page,” notes Bird. “Designers can control the availability of
these templates to content authors, as well as determine how each one is used on
the page. This means we are able to give our authors the power to choose the look
and feel they want — from a limited range of options — and we can comfortably
respond to requests for new ways to display content.”

The RSPB is happy with its current CMS approach. “Tridion does an excellent job of
enforcing HTML and accessibility standards through its standard text-editing
functionality, so we only need to do minimal validation within the templates
themselves,” he says. “It allows us to enforce WAI guidelines (level 1, 2, or 3) via
tick-boxes available to administrators — per text field, if necessary — and includes
HTML validation and XSL translation to remove unwanted (but valid) code,
introduced by pasting from Word, for example.”

The CMS also tracks changes to documents with versioning, and offers comparison
features for both content and templates. Pages can be rolled back to previous
versions. “To save storage space, we can specify how many versions we wish to
keep,” notes Bird.

TECHNOLOGY

Hand-Crafted Code

Interestingly, much of the intranet code is hand-designed. “Because of the piecemeal
nature of Tridion’s component and page-templating system, we are most comfortable
hand-writing our ASP code in a simple text editor,” says Bird. “Version control and
check-in and check-out is all handled within the CMS, so we are free to use any tool
we like to develop the templates. In fact, we often make small changes directly
within the browser-based GUI.”

Images and Statistics

For photos, illustrations, and other graphics, the intranet team relies almost
exclusively on Fireworks. “We like its vector-based image editing and bandwidth-
friendly file export,” says Bird. For generating intranet usage statistics, the intranet
team uses a hosted solution, Nedstat’s SiteStat.

Google Search

For search, “we knew good search results would be crucial to the acceptance and use
of the intranet and so we purchased Google Mini hardware,” says Bird. “We had
experience with Internet Information Server’s built-in search tool, which was very
limited at that time and we wanted to use a more advanced solution. Based on cost,
reputation, and feature-set, the Google Mini hardware was the obvious choice,” he
says. “The search results it returns are excellent, and we use its key-matching and
synonym technology to get around the problems of internal acronyms and jargon,
with which new staff in particular may be unfamiliar.”

The intranet team also uses the search appliance’s ability to sort and load custom
meta-data to enhance search results. “We use this to add photos and extension
numbers to staff directory results, which makes spotting staff amongst other results
easier, and allows users to call the person they are looking for without having to click
through to the actual profile,” he notes.

To ensure good search results, the intranet team uses rich meta-data. For example,
it includes a person’s department and team information (which is useful for staff
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directory results) whenever possible, and also designates document types, so the
correct document icon displays in the search results. The intranet team also
customized the Google Mini template to make the search interface design consistent
with the rest of the intranet.
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Search Results

Searched for support. Results 1 - 10 of about 948, Search toak 0.05 seconds.

Online support
intranet.rspb.org.ukfessential/is/support.asp - 23k

Customer Support Team

Deal with general IT enquiries, problems with RSPB computer equipment and provide advice and assistance on our information
systerns. We also supply new IT and telecoms equiprient.
intranet.rspb.org.uk/directory/offices/uk_headquarters/structure/finance/information_systems/oustomer_support.asp - 25k

Department Support Team
Offers a centralised administration service to the IS Department
intranet.rspb.org.uk/directory/offices/ulk_headquarters/structure/finance/information_systems/departrent_support.asp - 22k

Building and Retaining Suppert Training Course
intranet.rspb.arg.ukfirmages/buildingandretainingsuppaort_tern7-111378 dac - 2006-09-20

IS Induction Leaflet
intranet.rsph.org.uk/images/fisinductionleaflet_tcrmn7-80922 doc - 2006-09-15

Geeves, Stuart
Senior Support Analyst

Extension: ===
intranet.rspb.org.ukddirectory/staff/g/geeves_stuart.asp - 21k

Tomsett, Richard
Senior Support Analyst

Extension: =2
intranet.rspb.org.uksdirectory/staff/ttomsett_richard. asp - 21k

Customer Support Manager

Extension: ==
intranet.rspb.org.uk/directory/staff/g/green_cathy.asp - 21k

Infermation Systems

The Information Systems Department, (IS0) is responsible for the development and support of the Society's Information
Systermns. Read more informmation about us and the services we provide in our own information systerms guidance section
available from the Guidance menu

intranet.rspb.arg.uk/directory foffices/uk_headquarters/structure/finance/infarmation_systerms/index.asp - 19k

GOUUUUUUUUUS l c P
Result Page: 12345678810 MNext

Powered by Google

T

Pictured: For intranet searching, the RSPB employs Google Mini hardware,
and customized search result templates. Such results incorporate staff
photographs (when appropriate) and list employees’ telephone extensions, so
users don’t have to click through to employee profiles to find them.
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RSS News Feeds

The site also relies on RSS news feeds. “We recently moved over to an external RSS
news feed to produce our Daily Media Summary,” notes Huxley-Duggan.

Previously, the PR department would scan newspapers, websites, and the TV and
radio everyday — including weekends — then write summaries that the intranet
team used to generate intranet content. This, however, soon became unfeasible.
“Given how small the intranet team is, this was becoming labor-intensive and a
constraint, as it had a daily 11 a.m. deadline.”

The PR department already had a limited subscription to an external newsagent
service for collecting stories. “The newsagent approached us — and the Web team on
several occasions — to discuss the benefits, and gave us access to an online demo
site so we could see for ourselves how it would work,” she says.

The intranet team quickly identified this as a desired feature, “but it was a massive
change to the way the PR department had been working for the last 10 years, so we
needed to really investigate with the PR department how we could do this, and if it
would be a benefit.”

After many months of demonstrations, hands-on help from the newsagent, and a
pilot run, the PR department and intranet team felt comfortable enough to begin
replacing their existing efforts. It is currently employing a transition strategy:
checking newspapers in parallel with the feed, honing search terms, and slowly
reducing such efforts as results become more reliable. The external news feed also
allows the PR department to manually insert stories into the feed that weren’t
originally included in the broadcast.

Using the RSS feed has meant some changes. “Before the feed, staff were used to
having an archive of the media summaries on the intranet. It was a big change,
moving to an RSS feed that only displays the current news,” notes Huxley-Duggan.
“We did get some staff feedback that they didn’t like this, but we communicated to
staff the benefits of having the RSS feed. The most important ones being: you can
now click through to the whole story instead of having to find the newspaper or ask
PR for press cuttings, and it takes a lot less resources and time for PR, and us, to
produce.”

By managing the change, and supporting staff through the transition, she says the
RSS news feeds have slowly reached the acceptance stage with staff, and are
becoming integrated into their daily routines.
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krsezl INTRANET

HOME ABOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER NEWS RESOURCES =
—

¥ DAILY MEDIA Home » Hews = In the medis = Daily medis surmary

SUMMARY

Daily media summaries

The public relations team will continue to add iterns until 11 am,
Monday to Friday.

Magenta Newsfeed...

The bath bug wiping out garden birds

Tue, 10 Gt 2006 08:15:00 GMT

Daily Mail

A parasite which thrives on bird tables and bird baths is killing
thousands of our favourite garden birds. Chaffinches, sparrows and
areenfinches ars falling wictim to the bug trichamoniasis which has
swept across the country during the surnmer and autumn heat.
Andre Farrar of the RSPB is quated.

Why Oct 17th is an important date for your diary

Tue, 10 Got 2006 07:45:00 GMT

Daily Telegraph

For rost of us, next Tussday will be another day to tick off on our
personal calendars. But a group of charities headed by the National
Trust and English Heritage hope that it will becomns a marnent of
history unliks any other with the launch of the greatest mass "blog”
sver.

Decay of our parks

Tue, 10 Oct 2006 07:24:00 GMT

Daily Mirror

One in six city neighbourhoods have gresn spaces which have
decayed so badly that they have become no-go areas, a report
reveals today.

Birds of prey killed deliberately

Tue, 10 Gt 2006 0&:3%:00 GMT

BBC

This peregrine falcon disd after being shot four times Birds of prey
have been deliberatsly targsted and killed in County Down,
according to the RSPB, The charity said that ons peregrine falcon
had been shot and at |east one buzzard died from suspected...

Canals 'may close” after job cuts

Tue, 10 Oct Z006 04:58:00 GMT

BBC

Unian unison said job losses should be & 'last resort’ Some of
Britain's watsrways may be forced to closs after the organisation
which runs the nstwork announces 180 job...

Gore finds climate right for TV

Sat, 07 Oct 2006 02:119:00 GMT

Financial Times

Gore finds climate right for TVBy Emike Terazono,Media
Correspondent Published: October 7 2006 03:00 | Last updated:
October 7 2006 03:00When Al Gore last got together with James
Murdoch, the chief executive of British Sky Broadcasting, it was not
to discuss climate change,

Climate talks underline science and policy gap

Sat, 07 Oct 2008 01:11:00 GMT

SciDev.Net

Climate talks underline science and policy gap BBC Online & October
2006 The world's top 20 polluting nations ended climate talks in
Monterrey, Mexico, this week in unusual accord over the need to cut
greenhouse gas emissions.,

The Independent Parent: "We'd like a stylish retreat for
Christmas’

Fri, 06 Oct 2006 23:50:00 GMT

The Independent

Q. We are lnoking for a largs, comfortable property or group of
properties to rent for a farmily gathering st Christrmas, preferably on
the Morfalk/Suffalk...

Delaved decision on badger cull a disgrace

Fri, 06 Oct 2006 07:54:00 GMT

Farrners Guardian

Farmers responded anarily at the Conservative Party conference
when Shadow Defra Secretary Peter Ainsworth showed even less
inclination for culling badgers than his Labour counterparts,

USA farm policy needs to change

Fri, 06 Oct 2006 07:32:00 GMT

Farmers weekly

In atwo-page interview, Mike Johanns - US agricultural secretary -
shares his views on world trade. There is no weblink for this item.

Farmers have key role in tackling climate change

Fri, 06 Oct 2006 06:35:00 GMT

Farmers weekly

Farmers can play a vital role in helping to tackle climate change -
that was the message from this year's Conservative party
conference. There is no weblink for this itermn.

PB.org.uk

Pictured: The PR department uses Magenta, an RSS feed newsagent, to do
daily searches for relevant news. Such information is then displayed on the
intranet through an RSS feed, providing staff with real-time news.
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nd feedback Help

rsesl INTRANET I

HOME ABOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER HNEWS RESOURCES

i |
¥ OCTOBER Home = Mews > Latest news = 2006 = Ocober
Exciting events at
Dungeness October 20086

RSPB's big digger helps Latest Society news, updates and achievernents for October 2008

wildlife

10 October 2006
The new Dungeness Visitar and Education Centre is
hosting a wariety of talks and exhibitions this month,

Cirl bunting comeback

g .~ 1 Exciting events at Dungeness

Throwing corn buntings
a lifeline

Bubbly to be won in 'I
Count' competitian

Cirl bunting comeback
7 October 2008

Cirl buntings are spreading their wings in a new
location thanlks to a pioneering project.

Volunteer team flies in
to monitor Pevensey
Levels

R5PB's big digger helps wildlife
7 October 2008

Seven Oxfordshire farmers have joined forces with an
American giant and the REPE to boost the county's
wildlife-rich wetlands,

Star-studded show
comes to Brighton
beach!

Throwing corn buntings a lifeline
& October 2006

Qur Scottish corn bunting intervention project has
nearly doubled in size this year,

Bubbly to be won in '| Count’ competition
5 Ockober 2006

Bottles of wine are up for grabs if you bring great
ideas and lots of people to the 4 Movember 'T Count’
event.,

Yolunteers fly in to moniter Pevensey Levels
4 Octaber 2006

Large-scale recording of birds using Pevensey Levels
has started for the first timme in 20 yvears,

Star-studded show comes to Brighteon beach!
3 Ockober 2006

Thousands of starlings are putting on a free aerobatic
display every night at Brighton seafront.

RSPB.org.uk RSPB Images d feedback Help

T

Pictured: The intranet’s latest news index page contains a summary and link
to the internal news stories for that month.

Ajax
The site also uses some Ajax technology, via the GoogleMaps API, “to populate our

liftshare and office maps,” says Bird. “Aside from this, we have not determined a
need for Ajax, but it is an option that we bear in mind.”
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GOALS AND CONSTRAINTS

Goals:

Enable staff across the organization to communicate effectively.
Allow staff to identify, share, and implement best practices.

Help staff work more efficiently.

Increase access to information.

Maintain a consistent, reliable, and up-to-date “corporate memory.”
Provide channels for distribution and discussion.

Reduce complexity and duplication.

Assist with “greening” objectives and reduce paper costs.

Constraints:

Currently all content and functionality is available to all staff, which
makes it more difficult to personalize content and help reduce
information overload. However, this has allowed the RSPB to meet its
goal of increasing information access.

Initially, there was some user resistance to the intranet as it was a big
culture change. However, the team invested significant effort into
turning users around to the intranet by communicating its benefits.

BASIC INTRANET FEATURES

Basic intranet features include:

The intranet is available from any PC in the world with an Internet
connection, using the same domain name as the internal site.

Automatic intranet login from the RSPB PCs.

Google Mini search engine, and a search box on every page.
Homepage displays live information from several sources.
Regular news stories.

Employee advertisements with photographs.

Personalized staff pages for all 1,500 staff members.

Visual liftshare (carpool) database, which uses GoogleMaps, to
encourage liftsharing among RSPB staff.

Discussion forums.

Online calendars, tied to public Outlook calendars maintained by staff.
RSS feed of external news.

A staff Directory, including staff photos.

Staff-listing page.
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rses INTRANET

HOME ABOUT THE RSPEB DIRECTORY ESSENTIAL FORUMS MY CAREER ﬁ RESOQURCES =
¥ DIARY DATES Home = About the RSPE > Diary Dates
RSPB Diary dates
(E) = Externally organised events
October 2006
1-4 Conservative Party Conference, {E - Bournemouth) View H‘iﬁ
3 Council meeting (London) Wiew g‘ﬁ
[ Operations Managerment Team {Londan Office) View ﬂ
7 AGM (QEII Conference Centre, London) View ﬁ
24 Management Board meeting Wiew @ﬁ
25 RSPB Parliamentary Reception {18:00, Portcullis House, London)  View ﬁ
27 - 28 Comrmittee for Scotland meeting {including wisit to Islay) View qﬁ
27 CMT rmeeting {Osprey meeting room) View g‘ﬁ
bod:} Feed the Birds Day Wiew g‘ﬁ
30- 31 CMT regional visit (TBA) View
November 2006
TBC REPB/Matural England/Woodland Trust two-day climate change View qﬁ
conference
4 Stop Climate Chaos Coalition mass rally (London) Wiew g‘ﬁﬁ
9 Comrmittee for Morthern Ireland meeting Wiew @ﬁ
14 Management Board meeting iew {?_,ﬁ
16 Committee for Wales meeting View e‘ﬁ
17 CMT rmeeting {Osprey meeting room) Wiew g‘ﬁ
21 Conservation & Communications Committee meetings (London) View g‘}‘_‘ﬁ
27 - 28 Operations Managernent Team meeting {Thornham, Maorfolk) iew {?_,ﬁ
28 Finance & Audit Committee meeting (The Lodge) View H‘iﬁ
December 2006
1z Council meeting (London) View g‘}‘_‘ﬁ
13 St Martins Christmas lunch View S|
14 Christras lunch (The Lodge) Wiew e‘ﬁ
19 Managerment Board meeting Wiew g‘ﬁ
21 CMT meeting (Osprey meeting room) View .J‘}‘_,ﬁ
21 Christrnas party (The Lodge) Wiew {?_,ﬁ
January 2007
16 - 18 RSPB Experience (The Lodge) view
23 Management Board Meeting (The Lodge - Osprey meeting room)  Wiew .J‘}‘_,ﬁ
mminator, Management Board Personal Assistants
7 (local extensian)
=

Pictured: Staff members maintain several public Outlook calendars. A Web
service allows live information from these Outlook calendars to appear in Web
pages in a range of formats. The pages automatically update.
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RSPB Images Send feedback Help

ks INTRANET —

HOME ABOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER HEWS RESOURCES

¥ ADVERTISEMENTS Home = Resources = Advertisernents
Biiis Wood Tuming
Arts and crafts Equipment
Baby and child Variable speed wood turning
= lathe, suit beginner or

Books and magazines experience turner, 0.5HP
Collectables rotor, maximum 200mm

) between centres, 300mm
Electrical maximurm turning diameter,
Fashi . .
Sl Also collection of turning
Fitness, health and chisels, chuck, face plates,
beauty books ete.
T Larit Contact me for further details
Home and g: e and prices,
Movies and music EXPIRY DATE

. sunday, 15 October 2006
Photography and optics (placed an 17 Septermber
Property and 2006
accornrmodation A
Services The Lodge
Tickets and wouchers CONTACT
Toys and games . i
Travel and holidays 5= cm— i
Vehicles _—
Wanted
B =

ESPE. org.uk RSPE Images Sendfeedback Help
fidential

T

Pictured: An advertisement posted by a staff member. Staff members can add
advertisements through a simple form, which includes automatically linked
contact details. They can also upload a photograph to accompany the ad,
which is automatically resized on the fly to keep images small.
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rsob. ora.uk B Imag

T

HOME ABOUT THERSPB DIRECTORY ESSENTIAL FORUMS MY CAREER NEWS RESOURCES &
¥ STAFF BY NAME Home * Directory > Staff by name > B

A B € D E P

L L L R Page, Alison Mailings and Analysis Lodge

K L M N 0 Pagett, Susan & Pulborough Brooks SERO

P R s T Panet-Wilkes, Harry West Sedgemoor SWRO

olv lwlixlv Pain, Debbie @ International Research Section Lodge
Faisley, Stephen Camnpfield Marsh HERQ

z Eakenham-Walsh, Kath Leighton Moss & Morecambe Bay — NWRO
Palframan, Lisa Planning and Regional Policy Lodge
Pallister, Linda The Ladge CERO
Palmer, Chantal Design Lodge
Falmer, Maureen Rainham Marshes SERO
Palmer, Sonva Dalygaer Gutdoor Education Centre  WHQ
Paradine, Ian Havergate Island & Boyton Marshes EERO
Farker, alan South East Regional Office SERQ
Farker, Jennifer Hayle Estuary SWRO
Parkes, Nigel Lake Vyrnwy WHG
Parkin, Patricia Dearne Walley HWRO
Farkinson, Dsn Community Team SERQ
Farnaby, David East Scotland Regional Offics ESRO
Parnell, Jan = Membership Team Lodge
Patching, Ros @ Youth and Education Lodge
Eatel, Sarls Public Affairs Department CERO
Eaterson, Scott Loch of Strathbeg ESRO
Patrick, Lin Minsmere EERO
Payne, Tony Enterprise Architecture Team Lodge
Peach, Mary Pulborough Brooks SERQ
Eeach, will Terrestrial Research Section Lodge
Peacock, Mike Oronsay SWSRO
Peacock, Ualerie Oronsay SWSRO
Pearce, Denise Wolunteer Managernent System Lodge
Pearce, Walerie == & @ Personnel Lodge
Pearce-Higgins, James TESETET Scottish Research Section Lodge
Pearson, David Community Team HWRO
Pickess, Bryan arne SWRO
Pillow, Wsthalie Word Processing Office Lodge
Bilsworth, Michael Blacktoft Sands HERO
Pinder, Josh Community Team SERO
Fine, Rachael South West Regional Office SWRO
Eitt, Linds CERO Field Teachers CERO
Pittaway, Gerry Rainham Marshes SERO
Bittaway, Valerie Rainham Marshes SERO
Flaistawe, Sam Mailing and Despatch
Elster, Julie Membership Team Lodge
Blumb, Cherida Marketing Department CERO
Pollard, Mike administration CERO
Follard, Simon Dungeness SERQ
Fons, Dave Business Systems Team Lodge
Pons, Tim Finance Department Lodge
Ponter, Jodie Dearne Walley HWRO
Porteaus, Anne * East Scotland Regional Office ESRO
Eorter, Ruth
Postles, Matthew Pulborough Brooks SERO
Poultan, Emily Central England Regional Office CERO
Powell, Jeremy Wales Headquarters WHG
Eowell, Richard Regianal EERO
Erater, Tony Casewark Unit Lodge
Price, Christine Wales Field Teachers WHG
Prior, Claire Leighton Moss & Morecambe Bay  MWRO
Pritchard, Dave European Advocacy Unit Lodge
Eritchard, Jodie Land Agency Lodge
Proud, Ken Bempton Cliffs HERO
Pryce-Page, Jon Custorner Suppart Team Lodge
Fuddifont, Christine EERO Field Teachers EERO
Eullan, Daniel Casewark Unit Lodge
Buttick, Katherine Lakenheath Fen EERO
Bye, Jan Major Donors Lodge

a 5

Pictured: One technique for finding staff is to “look for them by surname.”
These pages include name, phone number, team, and office (with a shortened
office name to accommodate space constraints).
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INTRANET

HOME ABOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER HNEYWS RESOURCES
— — —
¥ FOR NEYW STAFF Hore = My Career = For new staff
osoft Internet Explore
Appraisals
Employee Handbook The RSPE operates an annual appraisal syste
Future Directions 111 responsibility for all managers, and a right for
the RSPB's Performance Management Policy,
Holiday download on this page. Feedback
Induction Use this form to send the Intranet Team some
Mentaring @ Appraisal guidelines feedl_:lack. Flease note that fields marked * are
4 Septernber 20068, 65Kb, Ward documer| reguired.
Meed Help? Guidelines on the annual performance =
Pensions From *
APPRAISAL FORMS Enter your RSPE e-mail address
staff Association . I
Self assessment form
4 Septermnber 2006, 41kb, Word docurnent
Feedback

To help appraisees clarify thoughts on wo
development before an appraisal ;I

Main appraisal form
4 Septermber 2006, 79kb, Word docurnent
Gives the structure for and provides a rec :I
rmeeting

360 DEGREE QUESTIONNAIRES

360" questionnaire - staff send fesdback cancel
4 Septernber 2006, 115Kb, Waord docurmen
For use every 2 or 3 years, Involves appraisees collecting
feedback on their performance from a wvariety of colleagues

TR ST

360 " questionnaire - managers

4 Septernber 2006, 150Kb, Word docurnent

For use every 2 or 3 years, Involves appraisees collecting
feedback on their performance from a wvariety of colleagues

ntial

Pictured: One technique for finding staff is to “look for them by surname.”
These pages include name, phone number, team, and office (with a shortened
office name to accommodate space constraints).
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rsed INTRANET

HOME ABOUT THE R5PE DIRECTORY ESSENTIAL FORUMS MY CAREER HEWS RESOURCES =)
¥ STAFF BY HAME Home = Directory = Staff by name = P CORRECTIONS
A B c D E Janet Pedley If any of this information is

WEE AND INFORMATION SERVICES MANAGER, incorrect please e-mail the

F G| H ! J WEB AND INFORMATION SERVICES, THE LODGE Intranet Team
K L ] N 1]

P R 5 T EE"‘ (local extenzion)

u v w X Y e 310 [Creative Services)

z

-
N EEEE EEEEEEEE

g 10 11 12 2 14 15 16 17
About me

I jnined the RSPB in 2000 working in ISD, firstly as a Business
Analyst and then as a Business Manager, [ moved to my current
role in January 2005 in order to manage the section and to continue
working across the organisation,

I arn responsible far the delivery of work relating to the internet,
intranet, wildlife enquiries and the library. The teams work closely
together in order to provide an information service to both the
general public and staff,

Cutside work I enjoy gardening and walking with rmy dogs.

How to find me

I wark in Creative Services, on the far right of the ground floor in
the Avocet building,

My line manager

Sarah Brennan
Head of Departmen

M ==
‘B I058 (local extension)
My team
These are the people I line-manage.
Marme Job title Extension
Cliff Beale Web Team Manager ==
lan Dawson Senior Librarian ===

Sheena Huxley-Dugagan Intranet Manager =

Walerie Osbarne snr wildlife Adviser D=

h Mail FSPB.org.uk

fidential

Pictured: Every one of the RSPB’s 1,500 staff members has their own page in
the Directory section. Pages include name, job title, team and office, a
photograph, and other essential information, some of which is customizable.
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USERS

The RSPB intranet supports 1,500 staff members, plus some of its many volunteers.

USER TASKS

Common user tasks include:
Find a colleague’s details
Complete various forms
Find training courses
Stay informed via news and updates
Share advice in forums
Look up RSPB policies, such as HR policies and the employee handbook
Read briefings and guidance information
Get tips on personal skills, management, and IT
Apply for jobs
Find a liftshare to work
Search the library
Find out how to book meeting rooms, travel, and accommodations
Get important RSPB dates
Report computer problems
Place advertisements
Request IT and technical support
Read about team activities and goals
Look up good-practice guides
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INTRANET TEAM

S INTRANET

yS

]

Pictured (from left): Graham Bird, Sheena Huxley-Duggan, Janet Pedley and
Bill Simmons.

An intranet implementation team first formed in May 2005. It consisted of an
intranet implementation project manager on a one-year loan from the IS department
and a permanent intranet coordinator (Sheena Huxley-Duggan, now the intranet
manager). The senior Web designer and Web assistant also helped create and launch
the site. Website editors contributed their expertise, and the IS department lent
hardware and infrastructure support.

The current intranet team consists of only one full-time member — the intranet
manager — but the Web and information services manager and the senior Web
designer also assist, as do various Web editors who work on the corporate website.
Also, the group has just received approval for a new, full-time junior Web and
intranet editor.

The intranet group operates under the auspices of the Creative Services department,
which is part of the Public Affairs division. This department provides both
communications advice and production services in a wide range of print, online, and
visual media to help achieve the RSPB’s objectives.

According to Huxley-Duggan, “being a part of Creative Services meant the intranet
was able to benefit from being a communications tool, and a customer-focused
product. It has also meant the intranet team sits in the same section as the
corporate website team and therefore is able to benefit from their experience using
the CMS — Tridion — and maintaining and developing a website. The intranet has
also been able to call upon additional resources and help from the website team.”
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BACKGROUND

Selling an Intranet Business Case

While the RSPB intranet launched relatively recently, the desire for something akin to
an intranet has been strong for years. “There has been demand within the RSPB for
improved internal communication facilities for some time, and the establishment of
an intranet was regarded as a means of addressing this need,” notes Janet Pedley,
the RSPB’s Web and information services manager. “Investigative work was
undertaken over a number of months, culminating in a board paper to deliver the
business case for the development of the site.” The RSPB board then signed-off on
four phases, each of which would tackle specific functionality.

Of course, a business case is one thing, and specifying a completely new intranet
from scratch is another. “Once the project was approved, assembling the processes,
infrastructure, resources, and systems required to reflect the scale and diversity of
our operations proved challenging,” she notes. Even so, the intranet team forged
ahead, aiming to meet its primary goal: “for the intranet to be the place all staff go
to for organizational information.”

DESIGN PROCESS AND USABILITY ACTIVITIES

With Limited Resources, Opting for a Phased Delivery

The intranet team had relatively limited resources, high expectations from staff over
what the intranet would accomplish, and a desire to deliver a site that would meet
those expectations (or perhaps never recover). The team therefore opted to deliver
the intranet in phased stages to maximize the benefits it could deliver at any one
time.

To deliver the intranet, the design team pursued a four-phase rollout.

Phase 1 (Delivered October 2005)

The project kicked off in May 2005 with an extremely small team of communications
and design staff, plus help from the IS department.

Phase 1 features:

e Homepage: Essential information, updates, and news, to help staff stay
aware of any important developments.

« News: Online team briefings, chief executive updates, health and safety
news, and intranet updates.

e Staff Directory: To find staff, departments, offices, reserves, board
members, council members, members of the Staff Association committee,
useful contacts, and the latest “starters” and “leavers.” All entries provide
full contact details and maps where appropriate.

e Guidance: RSPB guidance, policies, procedures, forms, essential
information, reference materials, and best-practice notes.

« Notices: The latest internal vacancies and recommended overnight
accommodations across the Society.

e Your Career: Training, courses, development, opportunities, and
supported learning.
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e Most Popular: The intranet’s most helpful pages and documents for
different staff roles and groups. Currently, this section contains a general
forms section and has information for new staff, managers, and
administrators; it will be extended to include other roles across the
Society.

Criteria for phase 1 content:
Information already exists (in most cases).

2. Information applies equally across the Society and relates to all
employees’ work.

3. Updates are infrequent.

4. Volume is predictable (“we know what we’re going to do”).

This first intranet phase, launched in October 2005, was quickly successful; site visits
increased 125% over the first three months.

Phase 2 (Delivered December 2005)
Phase 2 features:

e The RSPB in the Media: One area containing the Daily Media
Summaries, Media Planner, and links to the latest press releases and
news stories on the corporate website.

e Media Planner: Calendar showing scheduled media work and potential
media opportunities.

e Daily Media Summary: Summary of the day’s relevant news, created
by the PR department.

e Starters and Leavers: Pages displaying the latest new staff and staff
departures.

e« Advertisements: Area where staff can buy and sell items.

e Staff Association Notices: Notices and updates from the Staff
Assaociation, the RSPB’s official employee-representing body.

e Library Management System: Allows staff members to search the
library team’s online index of books and publications.

Criteria for phase 2 content:
1. Information is time sensitive.

2. Information applies to most employees across the Society and
relates to most employees’ work.

Updates are frequent.
Volume is unpredictable.
Ad hoc work is the main component, leading to devolved

authoring.

Phase 3: Delivered April 2006

Phase 3 features:
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e Calendar: Allows staff members to maintain Outlook calendars that
they can display on the intranet.

e Training Course Schedule and Outlines: Dates and details of available
training courses.

e Activity Calendar: An existing document outlining all the different
communications going to RSPB supporters.

Criteria for phase 3 content:
1. Information is time sensitive.
Information (might be) complex.
Information applies to some employees across the Society.

Updates are frequent.

a k> @D

Volume is unpredictable.

Phase 4 (Delivered May 2006)
Phase 4 features:
e Briefing Guides: RSPB policy statements and positions.

e The RSPB Conservation Policy: Policy documentation on conservation
work and issues.

e Being the RSPB on Reserves: Information for reserves on all aspects of
visitor management.

Criteria for phase 4 content:

1. Information already exists, but “we know it is subject to
change.”

2. Information applies equally across the Society and is part of
most employees’ work.

Updates are infrequent.

Volume is generally predictable.

Usability Studies Pinpoint Items Needing Improvement

Before the RSPB launched the intranet, it employed an external company to perform
an expert review of mock-ups, and then adjusted designs accordingly before launch.

In January 2006, the intranet team commissioned a usability study of the site by an
external company, which studied users attempting to perform various tasks on the
intranet. “One of the key bits of feedback was that the Guidance section was
confusing and made it difficult to find content,” says Huxley-Duggan. “We felt it was
important to take action and rectify this, so recently we created and launched a more
user-friendly layout.”

The restructuring involved content formerly located in the Guidance, Notices, Your
Career, Most Popular, and Forums sections. The Directory and News sections
remained unchanged. “To create the new layout, we held a workshop to regroup
content, and used card-sorting and sticky-wall techniques,” she says. “All the content
was written out on pieces of card. The participants grouped the cards together into
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what they thought was sensible on a sheet mounted on wall that was covered in
spray mount.”

The workshop was highly successful. “I would recommend this type of workshop to
anyone when it comes to trying to process a large amount of information, as it’s
quick, anyone can do it, and it gives you visual results,” she says. Furthermore, it’s
easy to set up. “There is a lot of information about these techniques on the
Internet.”

Based on the workshop results, the intranet team designed a suggested layout. It
then e-mailed it to selected staff for feedback and talked to major intranet
stakeholders and senior management to ensure their buy-in. With the changes
approved, “we created a site map of the new layout and circulated it to all staff well
in advance of the change, as well as creating a Help page on the intranet.

TIMELINE
e May 2005: Intranet team formed; began design of first version of the
intranet.

e October 2005: Phase 1 delivered.

e December 2005: Phase 2 delivered; daily site visits had increased by
125% since October.

e January 2006: Intranet team commissioned intranet usability study and
made changes based on results.

e April 2006: Phase 3 delivered.
e May 2006: Phase 4 delivered.

RESULTS

Gauging the Results

By May 2006, the intranet team implemented all four phases in its rollout plan, as
well as some new capabilities for supporting decentralized content authoring. “Whilst
we are making small-scale improvements on a regular basis, we are now working on
a future development strategy using our original vision,” says Pedley. “Once
completed, this will be presented to the management board for approval of direction,
resources, and budget.”

Because the redesigned information architecture launched relatively recently, precise
results on the page are difficult to determine. That said, “we have received little
negative feedback from staff and no influx of calls asking where everything has
moved,” says Huxley-Duggan. Nonetheless, the intranet team continues to monitor
site usage to ensure that employees are not having trouble using the site.

In addition to the restructure, she says the team also made some smaller changes,
such as adding photos to homepage news items and alphabetizing menus.

Document Sharing

The new redesign facilitates much easier electronic-document sharing. “Before the
intranet was launched, the only way staff could share electronic documents across
the Society was via e-mail, or by using shared network drives, which some of our
more remote nature reserves and country offices could not access,” says Bill
Simmons, RSPB’s intranet implementation manager. Furthermore, “there was no
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overall owner of the information held on these network drives, so no one had the
responsibility to ensure the content was of a good standard or even kept up-to-
date.”

By contrast, documents stored on the intranet are the latest version. “The search

engine indexes all downloadable documents and pages, and each document has a
summary of its purpose and content, so staff don’t have to open the document to
find it,” he says. “The summary also shows the ‘last updated’ date and highlights

dates in red for recently updated documents.”

In addition to improving information access, the redesign also added a much more
useful employee directory. “Previously, the staff directory was created using
Microsoft help files and organized only by offices and department,” says Simmons.
By contrast, “the intranet directory enables staff to find who they are looking for
through a number of different routes, including the search engine, an A—Z list of
departments, or an A—Z list of staff and location.”
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INTRANET

HOME ABOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER HNEWS RESOURCES =
——

Horme = Directory = Departrments

Individuals Audience
THE LODGE

The team develops and irplements the strategy for the RSPB's
prospects {potential adult supporters) and vouth audiences.
Predominantly, this means we are responsible for recruiting new
adult and youth members and supporters, either directly, or
indirectly, by providing leadership and support to out-posted

recruitment specialists,

Information Systems
THE LODGE

The Information Systerns Department, (ISD) is responsible for the
development and support of the Society's Information Systemns.
Read rmore infarmation about us and the services we provide in our
own information systems guidance section available from the

Guidance menu

Infrastructure Team

OSPREY EUILDING, THE LODGE
Develop new infrastructure systems and maintain RSPE websites

and our network,

International
THE LODGE

International Funding Unit

THE LODGE

Main areas of work are securing grants from international sources
for the REPB's conservation activities in the UK and acquiring funds
for the RSPB's International Programme. The funding unit assists
RSPB staff and other BirdLife Partners in project development,
planning and ranagement,

International Research Section

Help

THE LODGE

International Training Unit

THE LODGE

The International Training Unit supports work across both
international departrnents and the entire BirdLife International
Partnership through organisational support, capacity building
initiatives, peer-to-peer learning, mentoring, training workshops, a
bespoke wisits programme and by placing RSPE staff on sabbatical

to support Partners,

Intranet Team

AVOCET BUILDING, THE LODGE
The Intranet Team are responsible for maintaining and developing

this internal website.

Investigations Unit
THE LODGE

Tackles wildlife crime in the UK and, where necessary, overseas,
warking with the statutory enforcernent authorities to apprehend
those who break wildlife laws, Priarities are to stop the illegal killing
of birds of prey, the illegal taking of birds' eggs, and to ensure that
the trade in wild-caught birds into the EU does not threaten bird

populations overseas.

nfidential

Help

I TN

Pictured: The | page in the A—Z department guide. These pages contain useful
descriptions of each RSPB department and team, along with links to each
team’s own page, which provides a staff listing and related details.
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The intranet’s Most Popular area offers new employees a collection of documents to
help them get started. A separate Directory page also lists recent hires.

rspb.org.uk REPE Immages

ke INTRANET

HOME HNEWS DIRECTORY GUIDANCE HNOTICES YOUR CAREER MOST POPULAR

FORUMS

¥ FOR HEW STAFF Horne = Most popular = For new staff

Appraisals Pensions
Ermployee Handbook @ Election to opt out

Future Directions III z2gkb, word docurnent

. Download this form if you wish to opt out of the REPB's Pension
Holiday Scheme
Induction

®] Employee waiver
Mentoring 31khb, Word docurnent

Download this farm if you do not wish to becomefremain a

Meed Help? member of the RSPB's Pension Scheme
» Pensions ™ Expression of wish form
Staff Association S2Kb, Word docurment

Fill in this form to show the beneficiaries of lump sum death
benefit for the Pension Scheme

& Joining form
Fakb, Word docurnent

Fill in this form if you wish to join the REPE's Pension Scheme

B.org.uk RSPB Immages Send feedback

Pictured: New employees get a dedicated page in the Most Popular area to
help them get started.

Feedback

Users quickly weighed in with feedback on the new site. Here are some of their
responses:

e “Must say | use it all the time when ‘tinkering’ at home. It’s ideal for
clarifying policies, procedures, or just who sits where in the
organization. And being able to link to Web mail is great, too. Also
ended up buying stuff that others want to get shot of [unload] that I
need at the weekends from the intranet — may as well check there
before looking on eBay!”

e “Intranet search is great, | use it all the time.”

e “This is looking really good!”
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WebMail rspb.org.uk

INTRANET

HOME AEBOUT THE RSPE DIRECTORY ESSENTIAL FORUMS MY CAREER HNEWS RESOURCES
—— —— ——

¥ FOR NEYW STAFF Hore = My Career = For new staff
eedback - Microsoft Internekt Explore

® Appraisals Appraisals

Employee Handbook The RSPE operates an annual appraisal syste

Future Directions 111 responsibility for all managers, and a right for
the RSPB's Performance Management Policy,

Haliday download on this page. Feedback
Induction . . Use this form to send the Intranet Team some
Mentaring @ Appraisal guidelines feedl_:lack. Flease note that fields marked * are
4 Septernber 20068, 65Kb, Ward documer| reguired.
Meed Help? Guidelines on the annual performance =
Pensions From *
APPRAISAL FORMS Enter your RSPE e-mail address

staff Association . I
Self assessment form
4 Septermnber 2006, 41kb, Word docurnent
To help appraisees clarify thoughts on wo Feedback
development before an appraisal ;I

Main appraisal form
4 Septermnber 2006, 79kb, Word docurment
Gives the structure for and provides a rec :I
rmeeting

360 DEGREE QUESTIONNAIRES

360" questionnaire - staff send fesdback cancel
4 Septernber 2006, 115Kb, Waord docurmen
For use every 2 or 3 years, Involves appraisees collecting
feedback on their performance from a wvariety of colleagues

TR ST

360 " questionnaire - managers

4 Septernber 2006, 150Kb, Word docurnent

For use every 2 or 3 years, Involves appraisees collecting
feedback on their performance from a wvariety of colleagues

k
earch

g

Pictured: At the top of every page, a Feedback link takes users to a form,
which sends the content of their feedback as an e-mail to the intranet
mailbox, noting the page the user sent the e-mail from.

Future Plans for Department and Project Areas

While the original intranet’s goals have largely been met, some capabilities are
outstanding. For example, to deliver more quickly an intranet that everyone could
use, “a decision was made early on to enable access to all content and functionality
to all staff,” says Pedley. “However, whilst this has allowed us to meet our goal of
increasing access to information, it has constrained our desire to streamline our
communications and reduce ‘information overload’ by getting the right information to
the right people at the right time.”

Accordingly, the intranet team is working on a development strategy to personalize
content delivery. “We will likely endeavor to manage project and departmental areas
of the site, to allow staff to work together in groups from disparate locations,” she
says.
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LESSONS LEARNED

Insights from Graham Bird:

Talk to new staff members. “They will tell you outright what aspects of the
organization they don’t understand and enable you, as the designer, to find better
ways to present difficult internal structures and concepts. Chances are everyone else
is confused by them, too.”

An intranet changes everything. “Just because ‘it’'s been done that way for years’
doesn’t necessarily mean it should be done that way on the intranet. Take a fresh
look at the problem and consider whether there is a better way. Also remember,
however, that people’s working methods are hard to change.”

Decode your lingo. “If you can’t avoid acronyms, internal jargon, and cryptic team
names, provide a glossary and/or explicit search engine matches for such terms.”

Save content authors’ time. “Ensure your design and working processes help your
content authors save time. Remember, they already had a full-time job before the
intranet came along.”

Communicate your monitoring policy. “Some staff thought we monitored their
every move and so didn’t want to use the intranet. We don’t (we just have standard
Web stats) but, despite that, we found this strange as the site is a key internal
communications tool.”
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Volvo Group

Using the intranet:

Volvo Group is one of the world’s leading
manufacturers of trucks, buses, and construction
equipment; drive systems for marine and
industrial applications; and aerospace
components and services. The Group also
provides complete solutions for financing and
service.

Headquarters: Gothenburg, Sweden

Number of employees the intranet supports:
approximately 82,000

Countries with production facilities: 18

Design team:

In-house, plus Framfab (an intranet design agency
which has since become part of LBI International);
Volvo IT (the technical platform provider); and H2
Solutions (information management consultants)

Members:

Volvo Group: Charlie Nordblom, vice president of
internal and Web communications; Helen Jerresand,
technical director of the common Web platform; Eva
Kuylenstierna, Violin program manager; Mark Vikner,
architect for IT governance

Framfab (now LBI International): Niklas

Johansson, head information architect; Joakim
Stamming, head art director; Anna Almberg,
information architect

Sales: SEK 231.2 billion (2005)

H2 Solutions: Johan Wendels, chief project
manager; Rickard Stromberg, Web communications
coordinator

SUMMARY

Studying the Volvo Group’s current intranet design, you would never imagine that its
original intranet grew uncontrolled for 10 years, resulting in more than 800 websites
and an unknown number of content management tools and editors. But a redesign of
Volvo Group Information Online — better known as “Violin” — with clear, achievable
goals and an excellent design team has made the new version really sing.

With just a glance at the intranet’s homepage, employees can be well informed
about some of Volvo Group’s most important events. First and foremost, financial
information appears in the upper-left corner of the homepage. Here, users can gauge
whether net sales for the quarter are up or down, and by what percentage. This
information can certainly motivate people — to work to maintain the good standing
or to help improve it when it’s not as high. This area also informs employees about
the operating margin, which can remind and encourage them to keep costs down
and to work efficiently. The percentage of deliveries of trucks and buses is displayed
as well, since this accounts for a large percentage of corporate revenues. Finally,
there’s a link to more detailed figures for the last six months.

The stock’s share price for both the Stockholm Stock Exchange (SSE) and NASDAQ
exchanges also appears in the upper-left part of the page. When the stock price is
high, this is good news for everyone, and especially those who hold options in the
company.

Note: Volvo Group does not manufacture cars — Volvo Cars is owned by Ford Motor
Company. The only thing Volvo Group shares with Volvo Cars is its brand name
(though some employees get a discount when buying Volvo cars).

One of the Violin redesign’s stated objectives was to “target managers and office
workers, and improve access for five-minute users and blue collars in major plants.”
Just below the financial information, the 5 Minutes Only link meets this goal and
helps employees quickly stay in tune with the most recent announcements. In
particular, the link leads to the latest news and site updates. This is especially helpful
for those people who don’t have much time to spend on Violin. For example, some of
the most frequent users of this feature are production plant employees who access
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the intranet at kiosks during finite work breaks, as well as employees who have been
away from the office and want to quickly get up-to-date without having to browse
the entire intranet.

To help users access the items they most want and need, Violin offers links to the
Most Popular Pages accessed, on the left side of the homepage. Here, the intranet
displays the six most used links. To determine which page links warrant this coveted
position, the site owner regularly peruses the site’s user statistics.

Because the Volvo Group has production facilities in 18 countries and sells to some
185 countries, working with colleagues in other time zones is commonplace. The
homepage facilitates this collaboration by displaying the World Times for locations
with larger offices, including Bangalore, Brisbane, and Shanghai. This helps people
know whether their colleagues will likely be in the office or not. Also, seeing the
World Times helps reinforce the sense of belonging to a global company, even for
employees who work only with local employees.

The middle of the homepage houses the bulk of the news-related items. The news
area has three sections: a main news item, news items about Volvo Group, and news
items about various Volvo Group companies. Breaking news into these categories
helps employees scan the types of news that most interest them. These news items
vary in topics, from PR events to new managerial appointments to organizational
changes. With approximately 82,000 employees, people could easily feel out of touch
or secluded. But these frequently updated news pieces help ensure that employees
are privy to the organization’s most important announcements and events. All of the
news items are easy to read; they include concise and enticing headlines, well-
written descriptions, message-enhancing images, and publication dates. The subtle,
boldfaced headings look clickable — which, appropriately, they are.

News is typically updated once a day. A group of Volvo Group Infomasters decides
which news to present on the homepage and how often to update it. All Volvo Group
companies use the same news application, so it’s easy to share news regardless of
where the article originates. Infomasters can handpick the articles they want to
display, have them appear by automatic subscription, or use a combination of the
two approaches.

The Key Information column on the right side of each page calls out links that are
strongly related to the page content. Employees especially appreciate this feature.
Each Infomaster decides which links to present here, based on the page content and
its target audience.

One part of Key Information is the Tools and Services section, which houses some of
Volvo’s hundreds of applications that support mission-critical tasks and processes.
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news & events organisation
VYelvo Group

share price

SSE NASDAQ
okt 04, 13:04 CET okt 03, 16:40 EST
SEK 429,50 USD 58,67 -0,71

report on second quarter 2006

Met sales +7%
Operating margin +10%
Truck deliveries +2%
Bus deliveries +1%

Feport on first six months 2006 »

5 minutes only
Have you missed any top
news... »

muost popular pages

stock exchange »»
press releases »
financial infarmation »
T & radio »

CEQ comments »
CED letters »

L AN

world times

Bangalore Brishane
on 16:35 on 21:05
Curitiba Greensboro
on §:05 on 7:05
Goteborg, Lyon Shanghai
on 13:05 on 19:05

infornaster: Eva Kuylenstierna
web editor: Eva Starup-Ryden
last updarad: 2006-10-049

logout

site map

search

all violin

find people

Welcome to Volvo Group

projects & processes

policies 8 strategies communities

Bus body cooperation in India

2006-09-27 | Yalvo Buses and the Indian
company laico Autarnobiles (Azad Group) have
reached an agreerment to start a joint company in
India for production of bus bodies based on Valvo
Buses’ body technology,

i

all organisations

employee center

help wiolin sites [v] | f

(] = |

advanced find »

key information

2006-10-04 | Organizational changes in ¥olvo China
Effective Octaber 1, 2006, Valva Group China Office will be
ntegrated into Volva {China) Investment Company Ltd, Wolvo China
Operation Board (WCOB) will be replaced by VMalvo China
Management,

2006-09-28 | Yolvo-collaboration in Yolvo Masters
Volvao IT has been appointed official IT supplier to the 2006 Yolvo
= Masters golf tournarnent, which will start on October 24th in
= Walderrama, Spain.

2006-09-25 | New appointment Mack and ¥TNA
Larem ipsum Lorem ipsum Lorem ipsum Lorerm ipsum
Lorem ipsum Lorem ipsum Lorem ipsum Lorem ipsum

from our companies

3 2006-10-03 | ¥olvo IT and Fortos Financial Consulting
~ J¥ % Fortos Financial Consulting, a fully-owned subsidiary within Yolvo
=, Financial Services, and Yolvo IT has declared an interest to merge
! their business consulting practices.
| 2006-10-02 | New appointment Renault Trucks
Lorem ipsum Lorerm ipsum Lorem ipsum Lorem jpsum
| Lorem ipsum Lorem ipsum Lorem ipsum Lorem ipsum

2006-10-02 | New appointment Yolvo CE

Larem ipsum Larem ipsum Lorem ipsum Lorem ipsum
Lorem ipsum Lorem ipsum Lorem ipsum Lorem ipsum

news & dialogue
news agencies »
international press
Swedish press =
CED dialogue »

our values
quality »

safety »
environment »
The Valvo Way »
code of conduct »

Group presentations
presentations »
publications »»

tools & services

EED login C=»

exchange rates »

image gallery

1T services & suppart »»

job postings »

FEF - Personal Business Plan »»

50X compliance portal »
WD - Volvo corporate directory »

www.volvo.com »
Yolvo Group Supplier Portal 5

events calendar

Z006-10-05 | Speechmasters Guest
Might

2006-10-24 | Report on third
guarter 2006 >

Z006-10-26 | Volvo Masters 2006
EES

rmore events »

e-mail this page print this page

Pictured: The Volvo Group intranet homepage displays news, tools, and an
innovative 5 Minutes Only feature, which helps bring employees up-to-date in
five minutes or less by alleviating the need to hunt for recent news.

Various Volvo Group businesses have their own intranet sections, as do many of their
internal departments. Dividing the intranet into definable sections helps designers
keep pages in check, and thus helps users find information. Using the same template
across the intranet also helps both designers and users. Different designers, for
example, can more effortlessly create consistent-looking pages — even if they’'re
working on different teams or even in different countries. Users, meanwhile, can
browse from area to area or page to page without needing to learn a new interface.
This greatly aids users’ productivity while doing intranet-based tasks.

The Volvo Trucks section’s corporate homepage resembles Violin’s homepage, albeit
with some important, but subtle differences. The horizontal menus across the top of
Volvo Trucks’ homepage are very similar to the intranet homepage, but the image
and banner features a Volvo truck. The left- and right-side menus are also similar to
the intranet’s, but the right-hand menu contains more truck-specific information,
including downloadable presentations and training information pertinent to Volvo

Trucks.
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A questionnaire also appears on the lower-right part of the Volvo Trucks homepage,
encouraging employees to think about and learn the company’s business strategy.
Strategically placing questionnaires on the intranet is a good way to include and
educate employees, while fostering a sense of community — in this case, for the
Volvo Trucks team in particular.

News about the Trucks unit appears in the top-middle of the page. More specific
Truck news links follow it in the section below.

violin sitersap  help [ violin sites [s] [tocal sites [+]
|| p— search |
: FECa— B
find people advancad find »

Welcome to Volvo Trucks
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performance 4 . N . key information
Increased stake in Nissan Diesel

DEI'VE"‘_ESJ Jan-Aug 2006 -3% 2006-09-25 | The Yalvo Group is increasing its in focus

Production, Jan-Aug 2006 -2% stake in Missan Diesel, making it the largest single FH16 roadshow »

Market shares, Europe 27, owner in the Japanese company. The move is an online Violin introduction
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. Job opportunities »

. Volvo corporate directory »»

. Merchandise shop »

lagout

infornaster: Charlotta Falke
web editors Marianne Tibratt
last updated: 2006-09-27

2006-09-27 | Considerable interest in longer vehicle

J combinations in Europe

Wolvo Trucks is organising a seminar today in Warsaw, on the
opportunities offered by the European Modular System, EMS, together with the
Swedish Road Administration and the Dutch Transport Ministry, This concept
offers a safer and better traffic environment and lowers the burden on Europe’s
roads,

2006-09-22 | Strong demand for Yolvo Trucks' heavy trucks
Dermand for Volvo’s trucks continued to be strong during the first eight months
of the year, A total of 65,752 vehicles were delivered compared with 67,472, 2

Jan-Aug, 2006 14.2% important step in further reinforcing AB Volvo's send us your feed-back | »
Market shares M. America, position on the global market.
Jan-Aug, 2006 10.0% values
Market shares USA, Jan- our values >
o
fiug 008 10.7% LD THNEES METS palicies, directives and guidelines »
Markets shares Brazil, Jan- d
fug 2006 15 4% 2006-09-29 | Yolvo Trucks North America celebrates 25th Brand Center >
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Wolve Trucks performance » This year represents Yolvo Trucks Morth America’s 25th anniversary T .
of manufacturing vehicles in Morth Armerica, IT services & support »
aware

MyPlace info »
your IT contact =
business cards - order new =

tools & services
LMS - Walvo Trucks Academy »
authorisation rules »»

the company

business functions with org.chart »
Wolvo Trucks presentations »

WTC business plan Z006-2006 »
YTC management system portal »
wisit our Internet site »

50X compliance portal »

" Masters golf tournament, which will start on COctober 24th in
Yalderrarma, Spain.

2006-09-25 | Increased stake in Nissan Diesel

The Valvo Group is increasing its stake in Nissan Diesel, making it
the largest single owner in the Japanese company. The move is an
important step in further reinforcing AB Wolvo's position on the
global market,

2006-09-21 | Yolvo Group at IAA 2006
e Renault Trucks, Volvo Trucks and Vaolvo Buses are all present at the
g international commercial vehicle show in Hanover - IAA, From
-l

September 21 to 2§ the companies will present new ranges and
products,

Greenshoro Curitiba decline of 3% . Excluding Iran, deliveries rose by 11%:. events calendar
on 7:29 on 8§29

Z006-10-26 | Volvo Masters 2006
Gothenburg Bangalore Yolvo Group news S
on 13:29 on 16:59 2006-12-13 | Volvo Masters of Asia
Beijing Brishbane 2006-09-28 | Yolvo-collaboration in Yolvo Masters Pro-am >
on 19:29 on 2055 Wolvo IT has been appointed official IT supplier to the 2006 Volvo 2007-02-22 | Gateborg Horse Show

more events

email this page print this page

Pictured: Volvo Trucks’ corporate homepage. All pages use the same
template, thus providing users with a consistent, easy-to-use interface.

3]

Other groups also rely on Volvo’s master template for their areas pages. For
example, the Renault Trucks homepage looks a lot like the Volvo main homepage, as
well as the Volvo Trucks homepage. But again, it has its own important changes. The
top menu and breadcrumbs look very familiar, as does the left vertical menu. The
information in the right vertical menu, however, and the news in the page’s middle
section, is specific to Renault Trucks.
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rnarket share Europe +6t E Z006-10-04 | Renault Trucks au 113e Congrés des Sapeurs code of conduct »
F3

. 2006-10-02 | Migration to MyPlace RT presentation »
five minutes only ' '} Between Movermnber 2006 and the end of March 2007, maore than Renault Trucks Attitude =
new on the intranet » 5,000 PCs at Renault Trucks will be migrating to Myplace and Walvo Way »

upgrading their operating systems to Microsoft Windows XP SPZ, Wolvo Way and Renault Trucks

- 2006-10-02 | Renault Trucks commits to the future with Attitude »
favorites biodiesel VGAS - results »
comrnunication tools » Renault Trucks intends to take up two major challenges: the Sow

employes center » sustain_ab\e development of ail, and the control of its clients”
Etaile » operating costs.

Walvo Group share price »

internet Renault Trucks »» 2006-09-29 | Information concerning the organization of
Job postings » the Employment Policy and Labour Relations Department
Organisation Charts = As of 1 October 2006, Sylvie Merieux-Bernard is appointed Head of

agenda

outlook »» the Management Ernployment & Skills Departrnent, And Anne-Lyse
pbp > Ruis-Belles is appointed Head of the Health, Safety & well-being
qualitynet » Department and, in this capacity, becomes responsible for Hygiene and Safety
RT sites maps » within the Company.

tool box #»

ulysse »

vehicle price lists (french) » news from the Group or other BASBU

wie'd like your opinian! »

Z006-09-27 | Increased stake in Nissan Diesel
The Yalvo Group is increasing its stake in Missan Diesel, making it lick here 4
the largest single owner in the Japanese company. The move is an

Lyon - Gothenborg Moscou important step in further reinforcing AR Wolvo's position on the

on 13:32 on 15:32 global market,

N

world times

2006-09-27 | Truck deliveries January-August 2006
Greenshoro Tokyo k4 Tatal deliveries of trucks from the Volvo Group’s three truck
on 7:32 on 20:32 5 cormpanies increased 3% through August this year, cormpared with
- - ! the vear-earlier period. Deliveries from Mack rose 5%, while
g:?g:gaazl g;';?:a;;e - deliveries fmm Renault Trucks were up 10%, Deliveries fr_orn valvo
Trucks decreased 3% during the period, Excluding Middle East, deliveries for
Wolva Trucks rose by 11%.,

" Z006-09-22 | Yolvo Group at IAA 2006
|*‘—'\ Renault Trucks, Yalvo Trucks and Yalva Buses are all present at the
p‘“ international commerdial vehicle show in Hanover - TAA, From

S ® Septemnber 21 to 28 the companies will present new ranges and

products,

infornaster: Julie Decloedt
web editar Julie Decloede L _ B
last updated: 2006-10-02 e-mail this page print this page
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Pictured: The Renault Trucks section’s homepage also uses the standard
template, making this Violin section likewise predictable for users.

Consistently designing areas and pages helps users surf the entire intranet
effortlessly. Violin’s designs are distinctive, yet flexible enough that users can easily
discern which intranet section they’re in. One cue that helps is the logo/banner that
appears at the top of every page. In just a glance, employees can confirm that
they’re where they want to be. Both the image and the text help indicate this. The
breadcrumbs at the top of pages also help orient users.

Beyond the different section homepages, Violin also stores other crucial employee
information. For example, HR and policy documents are still standard elements on
most intranets, and Violin is no different in that respect. But designers of this
intranet make it very easy for employees to find policy information. The Employee
Center main section of the intranet provides some of the most needed information,
including information relating to corporate values, training, salary, time off, benefits,
travel support, and more. Of course, many of these vary by country, so each location
has its own section in the Employee Center.

As in other intranet areas, the Key Information column calls out some of the most
desired and needed links, such as employee discounts.
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Using Violin also quite literally has its perks, offering users discounts on some car
purchases. Infomasters, realizing what an important perk this is, make Car Purchase
the first link in Key Information. While people may not buy cars frequently, keeping
this link visible reminds people of this important and useful benefit.

Just below the Key Information, the intranet clearly lists the correct name and
contact information for the relevant HR person. Some intranet designers choose not
to display contact information from different intranet areas because they fear
updates won’t occur when people change jobs or leave the organization. This is a
valid concern; if you don’t have the infrastructure to support updates, it's wise to
exclude contact names. However, having the right name and contact information, as
Violin does, helps users feel confident that they’re calling the right person and
getting the right information. In short, it’s a small feature with a tremendous
timesavings and user-friendliness upside.
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news & events

organisation

Welcome to Volvo Group

projects & processes

Volvo Group > employee center > Employee center US

job opportunities
recruitment and employment
working time

absence

salary and benefits

working environment, health
and wellbeing

training and development
values and behaviors

travel and expenses

IT services and support

Yolvo Group headquarters
local info

infarnaster: Tracy Buchanan
web editor: Tracy Buchanan
last updated: 2006-06-28

lagout

Employee Center US

wWelcome to the US Employee
Center! On this site, we hope
to provide easy access to
information that is important
to you as a Volvo employee in
the US.

On the US Employee Center
(EC), vou will find information
about recruitrment and
employment, benefits and

policies & strategies

site map

search

help

5]

find people

communities

compensation, training opportunities, working hours, corporate culture and values, plus a
link to the AB Volvo site where all of the vacancies in the US are posted. There are also
links to corporate information, as well as external sources.

Mawigating the EC

On the menu to the left hand side and in the boxes below, you'll find links to the ten main
areas of the EC, On these pages there is cornmon VYolva Group information with forms,

policies, processes, regulations etc, At the top right, on the navigation menu, you can find
additional company or local specific links, There is also contact information on each page
s0 you know whom to contact if you have any questions or you don't find the information

far which you were searching.

job opportunities

recruitment and employment

adwanced find »

all orgarisations

employee center

key information

car purchase »

code of conduct »

diversity »

EAC »

employes discounts »
FMLA Requests »

forms Library »

HR Transforration - US4 »
job postings »

PBP - personal business plan »
the Wolvo way »

training schedule =

WEAS - Wolvo Group Attitude
Survey

WIAM - international assignment »

contact information

All white-collar vacancies within the U5,
will be posted on this site. All open jobs
must be posted internally unless they
fulfill three criteria.

read more &

working time

Volvo offers a wide range of employment
opportunities to employees. The
information in this section will explain how
jobs are pasted and how ta apply for a
position, the types of employment
available and considerations should you
decide to leave the company,

read rmare >

absence

In the US, the Fair Labor Standards Act
(FLSA) was created to regulate how we
are paid for the hours we work, In
addition to the FLSA, the Company has
implemented policies that impact when we
work,

read more &

salary and benefits

Volvo offers a very comprehensive
employment package that includes a
competitive base salary and a broad
range of benefits,

read more &

training and development

If vou need time off from work to relax,
travel, address medical concerns for
yourself andfor your family, or fulfill civic
obligations, Volvo offers a wariety of
options.

read mare

working environment, health and
wellbeing

Volvo cares about you and is committed
to providing a safe and healthy workplace
environment for you.

read more

values and behaviours

rour professional development is
important for Yolvo’s continued growth
and success, By supporting your
developrnent, we gain a more productive,
challenged and satisfied employee.

read rare

travel and expenses

This section contains inforrmation about
the values and principles that the Valvo
Group is committed to put into operations
in relation to employees, business
partners, custormers and other
stakeholders.

read rmare >

IT services and support

If you are planning a business trip - or
even a persanal trip for leisure - this site
is available to assist you!

read rare >

Here you can find the latest information
for all end-user IT services delivered
within the Volvo Group, consolidated in
one dedicated location, available at your
fingertips.

read rmare >

Tracy Buchanan

Human Resources Case Manager
Phone: +1 336 3933754
E-mail: tracy buchanan@
walvo.com

email this page print this page

(] I J >]
Pictured: The Employee Center provides a variety of policies and benefits
information that all employees need. Each country’s location has its own
section, because certain types of information and policies differ.
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While much of Violin’s information appears on HTML pages, some information — such
as material likely to be printed — is better suited for PDF documents. The Volvo
Group intranet provides a document list at the bottom of appropriate pages that lists
such information. The table layout makes it easy for users to scan the available
documents. Meanwhile, headings are clear, and display the file name, date,
language, and size. The date column displays the document’s valid from date,
because designers found that users might want a document, even though it’s not yet
active — as when a new insurance policy will be replacing an old one. (Accordingly,
designers also changed the “date” label to the more descriptive valid from.) The
table also displays the icon for the type of document users are about to open, which
helps set their expectations.

ﬂ violin

site map  help | violin sites w| |
search n

all viclin [l D

find people adusnced find »

Welcome to Volvo Group
news £ events organisation projects & processes | policies 8 strategies | communities employee center

Yolvo Group > policies & strategies » policies, directives & guidelines > general

General Group policies

all arganizations ||

policies, directives &
guidelines

related links

definition of policy, directive

general

The Yolvo Way and guideline »
» directives The corporare culture of the Volva 5

Group is described in The Yolva Way, translations and support
+ guidelines Some of the key words are energy, material on the ¥olvo way site
brands

communications
financial

human resources
information technology
legal

purchase

security

taxes

travel

all policies, directives and
guidelines
all sox critical policies and
directives

infornaster; Charlie Hordblom
web editor: Rogmari Gustafszon
last updated; 2006-04-04

logout

passion and respect for the individual. . F ! -5
This is a 30% critical policy. i » 4

Code of Conduct

Qur behaviour is not only guided by the
Wolvo Way but also by the Code of
Conduct. The Code of Conduct is
applicable to emplovees at all levels,
including all board of directors within
the Volvo Group, This is a S0x

critical policy.

Corporate values

Qur three corporate values quality, safety and environmental care represent the foundation
for the Wolvo Group. These values express our aspiration to create value for our customers
and to contribute to sustainable development as an active partner in society. 4 Mack,
Renault Trucks and Wolvo version of the environmental policy can be downloaded from the
environmental site.

documents help
file name date language size
ﬂ Code of Conduct {sox 2003-06-17 English 539 kb El
critical}
@ Environmental palicy - 2004-03-24 English 37 kb m
Volvo
¥ The Volvo way (sox 2004-04-01 English 891 kb m
critical)
@ Yolvo Group quality policy 2004-04-21 English 14 kb El
@ Yolvo Group safety policy 1997-11-10 English 62 kb El
page 1 of 1 1

Mate that there are corporate directives and guidelines supplementing the palicies
on corporate values,

translations on the code of
conduct site »

translations of corporate value
policies are found on the
corporate value site »

sox compliance »

if you have difficulties finding
the steering document that
your are looking for, consult
the list of all policies,
directives and guidelines »

e-mail this page print this page

Pictured: The document listing format consistently displays documents, and
their attributes, on relevant pages. (Note: the date label has since been
changed to valid from, since users sometimes need or want documents that

haven’t yet taken effect.)

The Volvo Group’s intranet is a case study in clean design and effective template
usage. By creating consistent, yet attractive pages, Violin’s designers help
employees speed through their intranet tasks, saving time and money while also
enjoying the ride.
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URL AND ACCESS

Violin’s URL is http://violin.volvo.net. Each business area or unit can also use
company-specific URLs. The intranet homepage is the default start page in all
employees’ browsers, set when their PCs are built.

Users away from the corporate LAN can connect to the intranet by logging in
remotely using the digipass authorization tool.

The Volvo Group has begun to offer intranet access via kiosks. “Though the intranet
primarily targets office workers and managers, one objective with the latest redesign
was to improve access to content for employees in production plants and
warehouses,” says Johan Wendels, Violin’s chief project manager, who is employed
by H2 Solutions. “Kiosks are used in many locations throughout the corporation.”

Pictured: A kiosk at the Volvo Truck facility in Curitiba, Brazil.
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Pictured: Kiosks at the Volvo Truck plant in Umea, in northern Sweden.

CONTENT MANAGEMENT

Common Back-End CMS

In 2002, the Volvo Group began to move to a common content management
platform for all channels — Internet, extranet, and intranet — to be used globally by
all business areas and business units. “Each channel has a unique structure and look
and feel, but in the back end, much of the content can be shared between the
different channels,” notes Wendels. “Not only does this provide a basis for single-
sourcing content, but it increases editors’ community knowledge sharing and content
management productivity, because they learn from each other, even if working with
different channels. Also, it is possible to leverage one technology investment across
multiple channels.”

They use off-the-shelf CMS software (detailed below), with some custom integration
and a few custom-developed content-sharing features, where necessary.

Content Owners

In terms of owning content, Volvo Group defines two primary, related business roles:

Infomasters and Web editors. Infomasters own published content, while Web editors
ensure that the content is available on the intranet by using the CMS. With the
redesign, Volvo Group also added a new role, giving each business area or unit a
global Infomaster, responsible for the overall structure and governance of the
intranet site or sites.

The intranet relies on roughly 1,500 Infomasters and Web editors, all of whom work
on the intranet part-time. “The full-time equivalent is estimated to be about 100
editors,” says Wendels.
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Templates Ensure Design Consistency

Templates ensure consistent page design. Corporate-wide guidelines have been set
for continuing to develop these templates and interaction features. “Content editors
generally do not need to consider these guidelines, thanks to the use of a limited
number of templates,” notes Wendels. “More important, however, are the
information architecture guidelines, which cover how to structure the content. The
purpose of these rather detailed guidelines is primarily to publish content in a
relevant context for the end-user (employee) as well as enabling a consistent
information transparency across the whole intranet.” The guidelines also detail how
to provide an intuitive and consistent navigation, via menus and links. “Most content
editors need to learn these guidelines, and often refer to them before publishing any
new content.”

To publish content, the editor selects a template from a gallery of options to all
editors. Any changes to published pages are automatically tracked within the CMS for
future reference. “Documents — files — are stored in document libraries according to
a structure defined for each business area and business unit,” he says. “A basic
version control — with check-out/check-in features — can optionally be turned on
within these document libraries.”

TECHNOLOGY

Microsoft technology is used to design and maintain the intranet, specifically
Microsoft Content Management Server 2002 and SharePoint Portal Server 2003. All
intranet servers run Windows 2003, and SharePoint is also used for tracking bugs
and other issues.

For intranet search, Volvo Group uses Google Search Appliance, and reports
“extremely positive” results.

GOALS AND CONSTRAINTS
Intranet goals:

e Violin should enable open sharing of timely and relevant information
and resources. This communication will provide context, and improve
business understanding and employee effectiveness.

e Violin should reinforce “The Volvo Way” work culture and provide
effective business support through integration of employee self-service
and tools, allowing for cross-functional service portals.

e Violin should support transparency across the Group through a
common information architecture, common navigation structure, and
common design.

« Violin will target managers and office workers, and improve access for
“5-minute users” and blue-collar workers in plants.

Redesign goals:

“The redesign was one major part of a project that started in the beginning of
2004 and completed by summer 2006,” says Wendels. While Volvo Group needed
to deal with a number of critical intranet issues, these were some of the major
ones:

« Define business-related intranet objectives (per the above goals).
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Implement a new “concept” (design, information architecture,
functionality), based on highly prioritized requirements, to support the
intranet objectives.

e Implement a common Web platform (CMS).

e Shutter all old intranet sites, since much of the content on them was
out of date and uncontrolled, making it difficult for users to find or
trust information they found on the intranet.

e Rollout a new intranet for all business areas and business units.

e Remove all costs related to old intranet sites (reduced costs being one
of the project’s ROl components).

e Increase content management productivity (which would produce the
intranet redesign’s biggest ROI).

Constraints:

e Time. The first phase (concept development) had only 100 calendar
days allotted for completing business requirements gathering and
establishing agreement on design principles between all business areas
and units. The elaboration, specification, and technical implementation
of templates and content management features had to be completed
just one year later, with all content migrated to the new intranet by
summer 2006. (The redesign team met all of these time constraints.)

e Budget. The overall project, and each of its phases, had a relatively
limited budget. The content migration work, however, was
unconstrained, as it was up to each business area and business unit to
decide which content to migrate, even if there were strong
recommendations on what to focus efforts on and how much content
to migrate.

e Quality. “I don’t know if there’s such a thing as an inverted
constraint,” says Wendels. “There was a general understanding and
guiding principle that ‘80% is good enough, let’s move on.””

e Identity. The new intranet needed to support all of the company’s
brands from across the globe. “The solution was to neutralize the
design to such an extent that specific templates for every brand would
not be required, and let the content — images and written text —
carry the brand identity,” says Wendels. “Only a very subtle brand-
identifying color is used in the left and right margin on each site.
Several sites do not even use such a brand-identifying color, but use a
color neutral to all brands.”

BASIC INTRANET FEATURES

User focus is, arguably, a primary feature of this intranet. In general, the following
characteristics and features help ensure that the intranet remains user-focused:

e Horizontal primary navigation is always available.

e Scalable vertical secondary navigation supports provision of large
amounts of content.
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e Clickable navigation path (“breadcrumb”) is always visible below
primary navigation.

e Main content area is centered on all pages.

e Key Information and related links augment page content.
e Users can search Violin content and documents.

e A Help section is provided.

e A dynamic sitemap further supports navigation.

e« Drop-down lists let users quickly navigate between sites.

e A drop-down list lets users select different language versions of sites
(where applicable).

« Infomaster (publisher) and editor information are always available,
along with last-updated date.

e 5 Minutes Only offers quick updates.

From a business standpoint, one important feature is that all intranet content is
provided through common templates, enabling content authors to focus on their
information and its message. Use of centralized templates also means that designers
can instantly change the page design for every Violin page.

The redesign introduced some especially interesting features, including a
news/events application with built-in alerts. This facilitates easy sharing of news
across different intranet sites, regardless of the information’s origin. “The alert
feature is seldom used, but very valuable, as it ensures that all intranet sites display
a critical news item,” says Wendels. “It has been designed to quickly inform all Volvo
Group employees, for instance in case of emergency or disaster — 11 September
2001 and the Indian Ocean tsunami of 2004 are often referred to as events when the
feature would be used.”

Another interesting new feature is the ability to link employees’ names and contact
details to a specific name in the corporate directory, and then display the employee’s
full contact details. “Not only does this provide a quick link to get in touch with a
colleague, but it also ensures that we use a single source of information for all
employees’ contact information,” he says.

The redesigned intranet also provides intuitive access to the hundreds of intranet-
accessible applications. To accomplish this, designers either offer a simple link to the
application in its correct context or make the application appear as an integrated part
of an intranet page.

New employees can learn more about the Volvo Group via the Employee Center.
Induction programs and online introductions also alert employees to this section’s
existence, which gives employees useful tools and everyday information related to
training, travel, IT support, and more.
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Welcome to Volvo Group

forum > ¥iolin training > secured

Yolvo Group > > weh

web communications
networks
global informaster Forum

about us
access to ¥iolin &
¥iolin training

» secured

infornaster: Function Yialin CMS
web editors Function Vialin CMS
laszt updated: 2006-10-04

logout

ions > ks > global inf;

Order training session

Please choose training package and or additional templates, then fill in the form below to
order a training session,

site map  help violin sites w

search

all vinlin ] [

find people advanced find =

all organizations w

news & events organisation projects & processes policies & strategies | communities | employee center  administration 5 minutes

contact information

Function Yiolin CMS
Phone: +46-31-3221750
E-mail: violincrs@volvo.com

package(s)
[ cws & sps [J news & events [1 deployment
Basic [ news & events for site owners tool

additional templates

Cirnage map
template

[ applicaion
inclusion

[ people landing

template

¥our name

your company

your phone

your e-mail

cost centerfwbs number

number of participants

comments

[ mailfarm
template

e-mail this page print this page

Pictured: This form allows employees to schedule training sessions.

USERS

Violin targets all 82,000 Volvo Group employees, managers, and office and
production workers worldwide.

USER TASKS

Common Volvo Group tasks include:

e Access employment and work-related information such as policies,
benefits and compensations, travel, training, IT support, and services,
as well as related tools and services (such as application forms and
online training).

« Apply for things such as training, jobs, and leave of absence.

e File reports on expenses, production status, performance, and so on.

e Order items, including publications, services, business cards, and
stationery.
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e Read the latest internal and external news, both local and global.
e Learn about business events, both local and global.

e Find colleagues.

e Participate in networks and communities.

e E-mail page links to colleagues.

e Print Violin pages in printer-friendly format.

e View organizational charts.

INTRANET TEAM

Pictured: (from left) Rickard Stromberg, Johan Wendels, Mark Vikner, Helen
Jerresand, Eva Kuylenstierna, Anna Almberg

The corporate intranet began in 1995, and the intranet team has always been part of
the Corporate Communications department. “This has meant that we already from
the beginning have had an end-user focus and a communications focus rather than a
more technical perspective,” notes Eva Kuylenstierna, Volvo’s Violin program
manager.

Today, the intranet network of global Infomasters numbers about 15 full-time
employees. The network is coordinated by Online Communications, a Corporate
Communications sub-department. An Internal Communications Council includes one
person from each business area and unit, and has overall ownership of intranet
usage and guidelines.
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The network relies on a common group budget for IT operations, the basic support
organization, basic training, and CMS and intranet feature enhancements. “This
common budget does not include any costs for editors working with content
management,” notes Wendels. “The editor organization is budgeted for by each
business area and business unit.”

BACKGROUND

When the Volvo Group intranet began in the spring of 1995, the goal was “to create
a new communications channel for corporate information that would make the daily
information flow in the group more efficient,” says Kuylenstierna. “The top-down
project started by introducing this channel to some 100 top managers and handing
over their very own, brand-new laptop PC.” Later that year, the first Group-wide
intranet site launched for all employees. It was dubbed Violin (for Volvo Information

OnLINe).

Subsequently, the intranet grew in a somewhat uncontrolled manner. “In the first
years, we had no common guidelines, common technical platform, or common

content management tool,” she says. “However, early on we started up a Group-
wide network of editors and initiated both end-user and editor training sessions.”

THE VOLVO GROUP
VIOLIN

©] Help [= Index

Quick search:
[ — A
8

Advanced search

News

Performance

Strategic issues
Organisation & Processes
Forums

Career opportunities
Events & Presentations
Tools

Library

Other Violin sites
]\-"alvo Group ;l

Infornaster:

Web Editor:

NEWS ON VIOLIN

Wednesday 2004-06-09

VYolvo's trucks reduced CO2 emissions

Fuel consumption in Valve's truck engines has
declined by almost 20% during the past ten years,
consequently reducing the emission of carbon
dioxide in a corresponding amount. Volvo expects to
achieve a total reduction of 25% by 2008, comparad
with 1995, (2004-06-08)

m Press releasze »

m Press release - Swedish »

Transfer of invoicing

Stina Hammarsten, Volvo Powertrain, raises the
question about inveoicing in the Volvo Group. - Follow
the diaslogue with reply by Stefan Johnsson,

CFO, (2004-06-08)

a Transfer of invoicing »

# CEO Online dialogues »

Divestment of Scania A shares completed
Through distribution on June 8 of Ainax AB, Volvo
has divested 27,320,838 Scania A shares,
corresponding to 24.8% of the votes and 13.7% of
the capital in Scania AB. (2004-06-08)

m Prass release »

m Press release - Svwedish »

Volve CE continues its LE Smith divestment

VOLVO

THE VOLVO GROUP
ON VIOLIN

Stockholm Stock Exchange
Wed, 2004-06-09 Time: 12:57
Volvo B-share -1.0 254.5f $34,12 »

net magazine

CEO ONLINE

e R R

Volvo Group Challenge

-

[ _ SITENEWS ON VIOLIN )

CID-C entering the pilot phase
raad mora at the latest CID-C news

ad the latest Biweekly Update
“Latin Arnerica: Chanaed foous, but

Pictured: The previous version of Violin, the Volvo Group intranet.
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DESIGN PROCESS AND USABILITY ACTIVITIES

Creating a Common Communication Channel Back End

In 1998, the Volvo Group’s senior executives agreed on the need for a common
platform for all Web communication channels — intranet, extranet, and Internet.
After launching successful Internet and extranet projects, management
commissioned a study to investigate the business case for building an intranet with
the same software.

“The investment calculation proved that substantial cost reductions and productivity
gains could be achieved with such an initiative. But several more ‘softer’ issues
needed to be resolved first — many of them not about design or technology but
organization or governance,” says Wendels. As a result, business representatives
agreed to pursue a new intranet concept. “Based on this agreement and a profitable
business case, the rather bold project started,” he says.

The redesign timeline was aggressive: the intranet concept was to be developed in
100 calendar days, in conjunction with about 50 business representatives.
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Pictured: A PowerPoint slide outlining the aggressive Violin redesign schedule.

Three Task Forces Help Identify Top-25 Problems

The business group representatives were divided into three task forces: one
performed more than 150 face-to-face interviews with employees within all parts of
the corporation; a second worked to identify best and worst practices on the
previous intranet; and a third interviewed approximately 50 Web editors about their
content management feature requirements. “Key members of the Group Executive
Committee were also interviewed to provide top management input on the
requirements,” says Wendels. More than 1,100 employees also completed an online
survey, which added some “valuable nuances” and “confirmed results from the
employee interviews.” Ultimately, the business representatives generated a
prioritized, top-25 list of user requirements for the intranet.

Throughout all these activities, senior intranet design consultants from Framfab (now
part of LBI International) were present, and helped support the concept
development. “They combined the task force findings with workshop activities, and
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brought their experience from designing other global intranets,” says Wendels. “The
content inventory task force — where members in the intranet community identified
best practices in the old intranet — was a good source of inspiration. One concrete
example is the World Times feature — a direct result of that task force.”

Usability Testing Techniques

As part of the redesign process, the company conducted four rounds of usability
testing. “The first three rounds were planned and conducted by Framfab, the design
agency, to quickly feed the results back into the design work,” notes Anna Almberg,
an information architect at Framfab. “These tests were performed using different
combinations of paper prototypes — “accordion menus” — to test the information
structure, early demos, and actual sites.” Another design agency performed the forth
round of testing. Throughout the testing, performed in Gothenburg, the redesign
team was careful to also test using representatives from a variety of business units
and areas, including users in the US and France.

Usability Surprises

In terms of usability test surprises, “we were rather surprised that they had big
trouble with very basic things, like finding news and events from different parts of
the corporation,” notes Wendels. Indeed, out of the top-25 user requirements, four
related to finding or reading news. “Also, the old intranet was cluttered with clickable
banners. It turned out that users to a large extent no longer trusted or even noticed
banners. Thus, all business representatives agreed that we should ban banners on
the new intranet.”

As part of the usability testing, designers asked users for their impressions on the
look and feel of the prototype pages. “An interesting observation was that during the
first test, the look and feel evaluation indicated both that the colors were too pale
and that the design did not have a Volvo identity, since the Volvo logotype and the
Volvo blue — the primary brand color — were not used,” says Almberg. “Based on
this feedback, the colors were deepened and made more distinct, and during the
following look-and-feel evaluations, the absence of the Volvo logo and the Volvo blue
was no longer mentioned as an issue.”

TIMELINE
e September 2003: Redesign pre-study began.
e February 2004: Pre-study completed; decision made to launch project.

e March 2004: Project began with a 100-day concept development period.

e June 2004: Concept development and requirements gathering completed;
business commitment achieved.

e September 2004: Completed elaboration on prioritized requirements.

e December 2004: Elaboration completed with requirement specifications
and high-level functional specifications; started final design and CMS
implementation.

e March 2005: Final design (templates) completed.

e June 2005: First version of CMS delivered; held first training session for
editors.
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e August 22, 2005: Launched first new intranet site (Volvo Group corporate
site).

e September 2005: Completed information architecture guidelines;
established support and training organization; established migration plans
within all business areas and units; confirmed business commitment; and
all business areas and units began migration work.

e October 2005: Launched first business area intranet site.

e May 2006: After an intense migration period, all business areas and units
launched their new intranet sites.

e June 2006: Project and migration completed, within timeframes and on
budget. Most old intranet sites had been closed. At this early point, the
company concluded that the investment had already paid off via reducing
operational IT costs.

RESULTS

The Benefits of Standardizing 80 Sites

After just 18 months — from March 2004 to September 2005 — the new intranet
launched. Remarkably, just 10 months later, all Volvo Group business areas and
business units had launched new intranet sites. The total number of new sites is
currently 80, though a few more sites may soon be added. In addition, more than
80% of the old Violin sites are now closed. By the end of 2006, all old Violin sites
were scheduled to be closed.

The redesign produced a number of notable and extremely useful changes, including
shuttering old, defunct intranet sites. Another notable improvement is the single
technical platform that now supports not only the intranet, but also the extranet and
Internet sites. A related, immediate payoff then has been “an extensively improved
search function, presenting accurate results from all intranet sites, which was not the
case on the previous intranet,” says Kuylenstierna. “End users are very positive
about the new design and especially reference the common structure as a way of
increasing transparency across the Volvo Group — thus making it more user-
friendly.”

On the transparency front, “as content is presented in a common structure and
format, regardless of what unit an employee belongs to, it is very easy to find and
understand information about and from other units within the corporation,” concurs
Wendels. “Another very important benefit is that employees, to a much larger
extent, can trust the content as a valid source of information, to learn from or act
upon.”

The changes also mean that news can reach employees much more quickly now,
thanks to automated news and document sharing among all sites.
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Internet sites.
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Calculating ROI

Wendels says the redesign team didn’t spend much time comparing before-and-after
metrics, because it didn’t have reliable data about what the previous intranet had
cost to maintain, or about page hits, and so on. That said, the redesign did help
expose some processes and costs. “From a management and governance
perspective, one of the most important results is that now, IT operational costs are
visible, all editors are known, and we can work with the company’s common
statistics and metrics,” he says. Using the common CMS will also let the intranet
team generate relevant statistics relating improvements in both the user experience
and employees’ ability to produce and consume news.
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Pictured: A department-level page in the redesigned intranet.

LESSONS LEARNED

Insights from Johan Wendels:

Always provide more change support. “Even if we spent thousands of man-hours
on providing change communication tools and support, we still could — and in some
areas should — have increased such efforts during the rollout. | wouldn’t say we
underestimated the effort, but we needed more checkpoints to ensure all business
areas and units were on the changes, before starting their content management
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system work. The quality of a new intranet site is in direct relation to how much time
was spent on communicating changes, as well as adopting new information
architecture guidelines.”

Convince your content editors about changes. “Content editors are crucial for
helping drive organization-wide intranet changes. Only after you change your editors’
mindsets about the intranet will you see your intranet vision come true.”

Follow the usability data. “The biggest design-phase surprise was the list of users’
top requirements early on in the project. We anticipated unearthing a long list of
specific, missing interaction features. Instead, we gathered a list of the content
employees had a hard time finding, or thought was lacking. This made it even more
apparent that information architecture work would be the primary key to success for
the new intranet.”

Don’t be afraid to set an aggressive schedule. “I think that many business
stakeholders were surprised by the fact that the intense concept development work
could be completed within 100 days.”

The last 5—10%0 hurts the most. ““The devil is in the details’ — or rather, as we
learned in previous Web communication projects, resolving the last 5-10% of every
business requirement is what costs the most, both financially and in terms of time.
Accordingly, implementing less complex solutions and making sure they are used by
as many editors and users as possible generally produces a far greater return on
investment than implementing solutions that are used by a minority of users, even if
such tools would increase productivity within that minority.”

Follow the 80/20 rule. “With the preceding point in mind, early on in the redesign,
we established the general principle of ‘80% is good enough, now let’'s move on’ with
the business representatives taking active part in the concept development work.
This meant that not all business areas’ or units’ unique needs were satisfied, but

they still had to accept the solution agreed upon by the majority, because ultimately,
they too would benefit from it.”

Get stakeholders’ hands dirty. “Whenever possible, involve the business
stakeholders/representatives in the hands-on requirements gathering and analysis
work. Don’t limit involvement to a small “reference group.” Rather, make
stakeholders actually do the work, and use experts — consultants — to support their
efforts. True, this will require some effort to coordinate, but the level of the
stakeholders’ commitment to the results, and the resulting agreements this
generates, will be very high, and pay off when you ultimately roll out the redesign.”
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Recommendations for the Intranet Design Process

Understanding the lessons learned from these great intranets will help you design a
better intranet for your organization or your client’s organization. You can also do
other, more process-related things to improve intranet usability. Based on the above
cases, the 2001-2006 winning intranets, and our other experiences testing intranets,
here are a few of the most important recommendations for designing a usable
intranet. Note that these recommendations have changed very little in the last few
years.

WATCH PEOPLE WORK

When designing intranets, don’t forget that you already know who the end users are.
They’re the people you pass in the hallways, the employees sitting next to you in the
cafeteria, and the staff who park next to you in the garage. Use these interactions to
your advantage and get yourself invited to watch how your colleagues work. See

how they’re using and not using the intranet, and where design opportunities exist
for making the intranet a more useful part of their day-to-day jobs.

CONDUCT USABILITY EVALUATIONS

Remember that you don’t need a complete, finished design before you can garner
useful usability feedback. In fact, it’s better to get early feedback on incomplete
designs. Just test with prototypes and paper mockups. Or, if you want to introduce
design elements similar to those you see on a particular website, then use that
website to test the features. You can watch people using any current system, even if
it’s not an intranet per se, to determine which features are already well designed.

Looking through all of this year’s design submissions, we once again observed a lack
of consistently applied usability processes. In particular, many companies skimped
on regular usability testing, heuristic evaluations, and field studies. Yet even the
busiest development teams, or those with the craziest deadlines, should take time to
watch people attempt basic tasks using the design. It doesn’t take long to do a quick
test. We also encourage design teams to get a group of designers and developers
together — even for just 20 minutes — to review a site’s design, then identify,
discuss, and agree on the top usability issues.

HELP CONTENT CONTRIBUTORS SUCCEED

The most well-received intranets are those with fresh information that people need
and want. One way to keep information updated and interesting is to provide
methods for employees to add and edit information. Letting users — or designated
content providers — contribute content gives them a stake in the intranet’s success.
Such efforts invariably produce compounded returns: fostering excellent content
providers results in better content, which invariably leads to an intranet with more
varied and useful information, which drives more employees to visit the intranet
more often, and thus ensures that the intranet remains a business-critical tool.

CONSIDER ACCESSIBILITY

Many companies employ — or will at some point hire — people who use assistive
technology. Yet, almost all of the intranets submitted for consideration this year
posed accessibility problems for users with low vision, no vision, or motor-skill
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challenges. The chief accessibility offenders: using too many graphics, tiny text, poor
contrast, limited space between links and text, and small targets. Unfortunately, at
many sites, introducing these exact features seems to be a new trend. On the
positive side, while many submissions do overuse graphics, many others use
graphics sparingly, and when they do use them, they are well labeled for users with
low vision or no vision.

MEASURE ROl

Most of the winning intranets made obvious strides, fostered great usability
improvements, and no doubt created productivity and efficiency gains for their
companies. Yet, few intranet teams formally (or even informally) measure any ROI.
Often such measurements are not a priority because of tight schedules and the way
in which organizations allocate money. For example, the money to design and
maintain the intranet might be allocated to the vice president of IT, while the actual
productivity gains are found in the HR department.

Regardless, do pause to measure the time users require to accomplish a task, both
before and after a redesign. Take this decreased task time and factor the resulting,
increased financial savings across your organization. Then, make the gains known to
the different departments involved and also at higher levels, so that even the most
upper-level managers understand the importance of well-designed internal systems.

366 INFO@NNGROUP.COM 48105 WARM SPRINGS BLVD., FREMONT CA 94539-7498 USA


mailto:INFO@NNGROUP.COM

Intranets Not Selected: Common Issues

Each year that we conduct the Intranet Design Annual it gets more and more difficult
to choose only 10 winners; we inevitably find more than 10 truly excellent designs.

While we won’t name or show examples from intranets that didn’t make this year’s
top 10, the following are some of the major problems we saw across submissions
that are not among the winners and that are not included in this report.

BORING HOMEPAGES

Homepages offer many different types of design and information. Likewise, the goals
that designers set out to achieve via their homepages can vary greatly. In all cases,
however, the homepage provides a great opportunity to: 1) provide information, 2)
lead people to tools, and 3) motivate and excite people to use and explore the
intranet. Some homepages did none of this, and in fact provided little or no new
content. This is a serious loss of opportunity.

INCONSISTENT NAVIGATION

While templates, standards, and a strong information architecture are becoming
more common in intranet and Web design, we still saw many entries with very
inconsistent intranet-wide navigation. Menus changed erratically or sometimes
disappeared completely. This issue is usually due to politics, scheduling, and
technology. Another common factor is that combining many smaller intranets into
one main intranet menu schema can be extremely difficult, even for the most
talented designers.

CASCADING MENUS

People have trouble using menus that fly out. This is just the way it is. Even so, we
still saw multiple designs with many cascading menus, some of which even cascaded
down several levels. Better options do exist, such as having menus expand in place,
creating landing pages, simply decreasing the number of menu choices. Our wish for
the year: outlaw cascading menus.

POOR CONTRAST BETWEEN TEXT AND PAGE BACKGROUND

One trend in years past has been to make default text extremely tiny. Fortunately,
that trend is not as strong this year; text is more often set to better default sizes.
Also, beware the contrast between text and background colors, as it can affect
legibility.

CLUTTERED PAGES

Designers must not only design good, scalable pages, but also monitor those pages
to ensure that the design continues to support the current information. Pages can
easily get out-of-hand as more people and teams get involved and add information.
Defining a main point for each page can help ensure that its information remains
related and limited. This year we saw several pages that were far too cluttered and
featured completely different types of information. This hurts the information scent
because users don’t think to explore a cluttered page looking for very different types
of information.
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Selection Criteria and Process

This year marks the seventh annual Nielsen Norman Group intranet usability
competition, which seeks the best examples of intranets that are easy to use and
meet users’ needs. In August 2006, we posted the call for submissions on
http://www.useit.com. In response, we received submissions from organizations of
different sizes, from various countries and industries. These submissions included
intranet screenshots, explicit descriptions of the intranet’s design and how it works,
notes about the design process (including usability methods employed), detailed
information about users and potential users, and the intranet’s goals.

To judge the entries, we followed a four-step process: 1) initial design reviews and
numeric rankings; 2) follow-up questions with the top submissions (when
necessary); 3) design sorting, followed by thorough design reviews to choose the top
10; and 4) follow-up interviews with the top 10.

INITIAL DESIGN REVIEWS AND NUMERIC RANKINGS

Based on the initial submission information, the three judges (see About the
Authors) conducted simple design reviews and whittled down the entries to the tier-
one submissions. In addition to written commentary, we rated each site numerically.
We based these ratings on criteria typically viewed as key to intranet usability,
including some criteria that emerged from submissions and trends in our previous
contests. We rated the following criteria in each submission on a O to 3 scale (with 3
being the best rating):

Navigation:
e Main navigation on every page
e Consistent/easy navigation
e Consistent style across the intranet
e No horizontal scrolling

e Minimal vertical scrolling

Design:
e Pleasing aesthetics
e Engaging homepage design
e Good contrast between text and background
e FEasy-to-read text
e FEasy-to-read links
e Good use of graphics
e The right amount of text
e The right number of links
e Clean design
Search:

e Consistently available search
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e Relationship to employee search
e Good search design (ideally, a simple open field at the top of
pages)
Personalization and News Delivery
e Personalization/catering to different offices or cultures
e Organization-related news
« Information about internal groups
Content
e Well-written text
e Employee directory or directory search
e Content posting and editing capabilities
Overall
e Simple forms
e Support for the main corporate functions
e Encapsulation of the organization’s spirit
e Use of innovative, fun, or original features

e Accessibility features

FOLLOW-UP QUESTIONS WITH TOP TIER (WHEN NECESSARY)

After collecting this extensive information from site designers, along with information
about their users, goals, and internal usability evaluations, we thoroughly reviewed
the intranet designs. We evaluated them based on usability, look and feel, and
elegance. We also considered the target users, their tasks, and how well the site’s
applications might help them complete these tasks. We did not conduct usability
evaluations with test participants. We do believe, however, that intranet usability
studies are best conducted with users, and we’ve conducted a usability research
study in which intranet users tested various intranet designs. *

DESIGN SORTING AND THOROUGH DESIGN REVIEW

Next, we reviewed the intranets and sorted the top 30 designs based on numeric
ratings. We then conducted more thorough design reviews of the top 25 sites, and
from this selected the 10 best intranets.

FOLLOW-UP INTERVIEWS WITH TOP 10

After choosing the top 10 submissions, we asked the site designers general and
specific questions about the site and their design decisions, usability evaluation
methods, and lessons learned. We then followed up with more specific questions —
some exclusive to their intranet, and some more generic. For example, the generic
questions included:

1 Intranet Usability: Design Guidelines from Studies with Intranet Users is available for purchase at
http://www.nngroup.com/reports/intranet/quidelines/.
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e What was the business reason for setting up the intranet?
e What does it do and what kind of information does it contain?

e Who had the idea for the intranet (or the revision), and what goals
did he or she want to achieve?

e What were the constraints? (For example: Were there time or
budget constraints? Did content have to be published in multiple
languages?)

e Describe the development process and usability findings.

e Who was involved in the project and what were their roles in the
organization? Describe the intranet team.
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Since 1998 Nielsen Norman Group has been a leading voice in the user experience field.
e Conducting groundbreaking research
e Evaluating interfaces of all shapes and sizes

* Guiding critical design decisions to improve the bottom line

We practice what we preach
We don’t just talk about the importance of testing with real users, on real tasks, in real life business situations:
we do it. Every week, somewhere around the globe, NN/g team members are conducting research that informs
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e Observed more than 4,000 users—in person—in 18 countries and on 5 continents
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Making technology easier to use is no longer a nice-to-have. Useful, usable products make money. And our
expertise can help your team achieve their design goals quicker and easier than going it alone. Choosing NN/g
means you benefit directly from our:

* Finely tuned methodology: We have an arsenal of proven tools at our disposal and know how and where
to apply each one, taking the guesswork out of how to achieve the optimal design solution to meet your
business goals.

e Comprehensive body of knowledge: We’ve taken the results of our decades of research and testing and
distilled it down into actionable guidelines, best practices and proven methodologies. Our research
library, containing over 50 published reports, X books and an email newsletter archive dating back to
1995 is unrivaled.

* Practical approach: Our approach is 100% practical, useful and actionable. Whether you attend one of
our Usability Week events or invite us to consult at your place of business, the training you will receive

can be put into action immediately so that you can see the results.
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Our people are the best in the business
At NN/g there is no “B Team”. When we dispatch consultants to work with you and your team, or when you
attend a Usability Week course, you are learning directly from some of the best-educated and most experienced
minds in the business.
e Our principals are considered pioneers in the fields of user research and interface design.
* Ourresearchers and consultants tackle the most recent and relevant topics in usability, from evergreen
challenges such as information architecture and intranet usability to emerging trends in social media

and mobile usability.

Stay Informed
Jakob Nielsen’s Alertbox Newsletter
Summaries of our latest research and insights published twice per month.

To subscribe: http://www.nngroup.com/articles/subscribe
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TRAINING

Usability Week Events
Usability Week training events are offered in the U.S., Canada, the U.K., Europe, Asia and Australia.

Each week-long event features full-day, immersive training courses where attendees learn practical skills directly

from experienced practitioners so they can solve complex Ul problems and create better interface designs.

Over 40 courses offered in these categories:

e Agile

e Applications

¢ Content Strategy

* Credibility & Persuasion

* Email

* Information Architecture

* Interaction Design

* Intranets

* Mobile & Tablet

¢ Non-Profit Websites

* Prototyping

e Social UX

e User Testing

e Visual Design

e Web Usability

e Writing for the Web
Available courses and upcoming locations: www.nngroup.com/training

In-house Training

Many of our courses can be taught at your location and customized to fit your unique offerings, methods and
resources.

In-house training is ideal for:

e Large teams that want to spread user experience perspective throughout the group
e Teams working on large projects that need to kick start the creative process and head in the right
direction
In-house training information: www.nngroup.com/consulting
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NN/g has published over 60 reports that detail thousands of evidence-based design guidelines derived from our

independent research studies of websites, intranets, application, and mobile interfaces.

Over 60 reports addressing these topics:
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* Information Architecture
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* Mobile & Tablet

* Non-Profit Websites

e User Testing

e Social UX
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e  Web Usability

Shop for reports here: www.nngroup.com/reports
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Consulting details: www.nngroup.com/consulting
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