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I Executive Summary

In last year’s Intranet Design Annual, we predicted that 2002 would be the year of
the intranet, after a decade of neglect. Judging from the results of this year’s design
competition, we were right.

We received a huge increase in nominations, and, more importantly, most of the
nominated designs in 2002 showed that many big companies are making great
efforts to get their intranets under control. This year, 118 intranets were nominated
for the design award; given the high quality of so many of the designs, it was hard to
narrow down the field to only ten winners. The best of the best intranets designs in
2002 were (in alphabetical order):

e ABB
BellSouth
Credit Suisse Financial Services
Deloitte Touche Tohmatsu, Australia
Lonely Planet Publications
Mira Networks AB
Northwestern Mutual
Wal-Mart Stores, Inc.
Washington Mutual
The World Bank Group

Washington Mutual won for an intranet application to manage executive
compensation. The other nine winners were company-wide intranets. Most of the
winners are huge corporations, such as Wal-Mart and ABB with 900,000 and 160,000
users, respectively. Indeed, one of the main trends this year was that major
corporations are making major strides toward coordinating their intranet designs and
improving usability.

Still, much smaller companies can also design great intranets. This year’s winners,
for example, included Lonely Planet Publications, with 450 users, and Mira Networks,
which has only twelve employees. Of course, a smaller company will have fewer
resources, but it also has a more focused mission for its intranet and can more easily
involve all parties in the design process to ensure usability.

A disproportionate number of winners came from the financial services sector, which
accounted for four of the top ten intranets in 2002. One possible explanation for this
is that financial companies have a long tradition of professionally managed
development projects to centralize and coordinate company-wide services. Such a
tradition bodes well for establishing a well-functioning intranet with a consistent
design. Because financial companies tend to be big and have much money at stake,
they have also traditionally focused on productivity and usability in their software
projects. This focus may have transferred to their intranet projects, giving them a
further leg up on companies with less established usability traditions. Telephone
companies also have a strong tradition of software development productivity and
usability, and we have a winner from this industry as well.

The remaining winners covered a broad spectrum of industries, from consulting and
publishing to retail and manufacturing.
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In terms of management structure, the only trend we found was that there was no
clear picture of who winning intranet teams report to within the organizations. The
two most common organizational homes for the intranet teams were information
technology departments and human resources (HR) departments, but we also found
good intranet teams reporting to the corporate secretary and the corporate
communications department. Finally, a few intranets belonged to broader e-
solutions departments responsible for both the public Internet website and the
private intranet within the firewall.

INTERNATIONAL INTRANETS

Great intranets are found in all parts of the world. The 2002 winners include five
companies headquartered in the United States, three companies headquartered in
Europe (ABB in Switzerland, but designed in Norway; Credit Suisse in Switzerland;
and Mira Networks in Sweden), and two companies headquartered in Australia
(Deloitte Touche Tohmatsu and Lonely Planet Publications). And, while the World
Bank Group is headquartered in the U.S., its design agency was in India (Satyam
Computer Services).

The international scope of the top 2002 intranets is even wider than indicated by the
winning companies’ headquarter locations. Many of the companies cater to
international operations, such as the World Bank, which has personnel on missions in
countries with low-speed dial-up connections, and the much smaller Lonely Planet,
which nonetheless operates branch offices in three countries outside Australia. The
intranets enhance communication across borders and help multinational companies
achieve a more integrated feel, as well as supporting more pragmatic features, such
as document sharing between countries. Integrating a single intranet across
multiple countries was a definite theme this year, whereas many companies in the
past had separate intranets for each country in which they operate.

Overseas offices usually have their own pages in the local language to cover local
content and interests. Unfortunately, some intranets are using content management
systems that don’t update the navigation features for international users, leaving
them to read global menus in English. Multilingual search remains an unresolved
problem. We hope that the underlying technology for intranets will evolve in the
coming years to provide better support for international users.

LONG DEVELOPMENT TIMES, BUT NO BIG BANG

Most of the winning projects spent about two years on their intranet redesigns. This
is an important lesson for companies and cautions against exaggerated hopes for
instant gratification. For a big company, it's a big project to redesign an intranet and
roll out a consistent design across all divisions. Great intranet usability and
employee productivity requires more work than just adding water to some portal
software.

Even though the full process can take about two years, our winning projects did not
hold off until everything was perfect before releasing the new intranets to an
unsuspecting public. Some companies had been burned before by “big bang”
development projects that took forever to create a hoped-for solution to all problems
in a single, delayed release. Instead, all of the winning companies followed a staged
approach, gradually releasing new templates, portals, search engines,
personalization features, and other components of the full intranet. Also, the central
design teams typically aimed at converting individual departments to the new design
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one at a time, rather than asking everyone to change all of their pages all at once. A
big bang would be an impossible strategy considering the size of these intranets:
BellSouth has 3 million pages across 1,000 subsites, Credit Suisse Financial Services
has a million pages, and even a smaller company like Lonely Planet has 50,000
pages.

Some projects had very tight deadlines due to organizational restructuring or
corporate mergers. Because we can not expect big companies to base their business
strategy on the convenience of intranet designers, it follows that intranet teams need
to be flexible enough to accommodate big, sudden changes. Intranet designers
should enhance their readiness by continuously collecting usability data and insights
so that they know where they should move if they get sudden marching orders. For
very fast projects, it may not be possible to employ the full human-centered design
process, but you can leverage the usability knowledge and guidelines you have
already collected. Projects on overly accelerated development schedules typically
followed up on their initial release with a round of usability clean-up and gradual
improvements, leading them to a winning design in the end.

In the long term, we will need better tools to quickly implement major changes in
intranet designs. For now, one helpful approach is to structure the intranet’s
information architecture based on employees’ tasks and job goals instead of on the
company’s org chart. Even major reorgs are likely to leave large parts of a task-
based intranet in place, whereas an organizationally structured intranet will require
redesign. Indeed, most of this year’s winners chose information architectures and
navigation schemes that are primarily task-based.

KILLER APPLICATIONS AND ONE-STOP SHOPPING

Much of the value of an intranet comes from making it a communications tool that all
employees check every day. This can be a challenge, especially if the old intranet
was universally hated for being clumsy and impossible to work with, as was the case
in some of the companies. A common solution (in addition to redesigning for better
quality, of course) is to prominently feature a killer app that is so useful that people
will voluntarily — and frequently — visit the intranet homepage.

In most companies, an employee search tool serves as the killer app. We also found
several companies that used a daily lunch menu as their killer app. No matter what
you pick, pay special attention to your killer app’s usability. Many employees will use
it, so any weaknesses will cost your company big bucks in lost productivity. More
importantly, a highly usable killer app sets the quality level for all other intranet
pages and applications that other departments will add. Because they will be using
the killer app just as much as everyone else, these designers will internalize the
good usability guidelines embedded in its design, and will be reluctant to launch
contributions with significantly lower quality.

Many companies provide one-stop shopping for employees by using customized
home pages with the most important features and particular employee needs. We
also saw several intranets that used a control panel design that let employees tab
between a few focused views for different types of information they need. For
example, BellSouth integrates views for company information, job information, and
personal information in a simple, yet powerful portal.
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The one-stop shopping approach extended to the security features for most of the
winning intranets. Single sign-on is finally becoming a reality on many good
intranets, following years of persistent user requests.

CMS USABILITY

Content management systems have been big for some time and were a common
theme for most of last year's winners. This year’s winners also relied heavily on
CMS, but with a twist: Several companies conducted usability studies of their CMS
designs, rejecting many of the initial approaches and authoring templates.

Of course, it's essential to test the usability of the end-user design, but as we saw
this year, it is also important to work on usability for authors. In order to be fresh
and relevant, intranets rely on having many employees contribute content. If the
CMS is too difficult, huge areas of the intranet will quickly grow stale.

MOBILE INTRANET

In terms of keeping the intranet fresh, a special prize goes to Mira Networks. In
typical Scandinavian fashion, Mira employees rely heavily on their mobile phones and
make frequent use of SMS text messaging. The Mira intranet has a feature for
integrating mobile text messages, letting employees update the intranet from their
mobile phones — when they’re out on an assignment, for example. Talk about up-
to-the-minute fresh content.

We expect greater emphasis on mobile intranet access in the future, as mobile
devices become more prevalent and allow more powerful remote information
services than are possible with traditional cell phones. Many employees work outside
the office, but most current intranets only support these users if they dial in with a
laptop. It will be interesting to see what new designs emerge to offer more true
mobility to intranet users.

WE OWN THE DESIGN

Many intranets suffer from a fragmented design and the resulting loss of usability as
users are confronted with different rules at every click. The winning intranets had all
made great strides toward consistency and were typically successful at overcoming
internal politics by the sheer quality of the central design, as opposed to the dubious
designs usually produced by individual departments.

Wal-Mart has a particularly fruitful strategy for managing its intranet for consistency:
Users own the content and the central team owns the design.
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I Selection Criteria and Process

This year marks the second annual Nielsen Norman Group intranet usability
competition, which is aimed at finding examples of intranets that are easy to use and
that meet users’ needs. This year, we posted the call for submissions on
www.useit.com in the winter of 2002. We received submissions from 118 companies
of different sizes and from various industries and countries. These submissions
included: screenshots of the intranet, explicit descriptions of the intranet’s design
and how it works, notes about the design process (including usability methods
employed), explicit information about users and potential users, and the intranet’s
goals.

We used a three-step judging process for the competition: 1) initial design reviews,
2) follow-up interviews, and 3) rating, sorting, and more thorough design reviews.

INITIAL DESIGN REVIEWS

Based on the initial submission information, the three judges (see the About the
Authors section of this report on page 159) conducted simple design reviews and
whittled down the intranets to the tier-one submissions.

FOLLOW-UP INTERVIEWS

After choosing the top submissions, we asked the site designers many follow-up
questions about the site, design decisions, their usability evaluation methods, and
lessons learned. We them asked them more specific questions, some exclusive to
their particular intranet and some more generic. For example, the more generic
questions included the following:

e What was the business reason for setting up the intranet?

e What does it do and what kind of information does it contain?

¢ Whose idea was it and what goals did he or she want to achieve?
¢ What were the constraints, for example time, budget, language?
e Describe the development process and usability findings.

¢ Who was involved in the project and what are their roles in the
organization?

RATING, SORTING, AND MORE THOROUGH DESIGN REVIEWS

After collecting this extensive information from site designers about their users and
goals, and their own usability evaluation findings, we conducted thorough design
reviews on the intranets. We evaluated them based on usability, look and feel, and
elegance. We also considered the users that the site was designed for, their tasks,
and how well the site’s applications might help them complete their tasks. As is the
norm for design annuals, the award is based on the judges’ analysis of the designs,
based on certain criteria. In contrast to virtually all other design annuals, our criteria
are weighted heavily toward usability.

Most design annuals purely consider the visual appeal of the nominated designs, but
since intranets exist for the purpose of supporting employees in doing their jobs, we
believe that usability is of crucial importance for judging intranet designs. We still do
consider aesthetic appeal as part of our judging process since there are certainly

| 48921 WARM SPRINGS BLVD. FREMONT, CA 94539-7767 USA | INFO@NNGROUP.COM



some benefits from supplying employees with a pleasant working environment. Still,
most of the weight in our design award relates to employees’ ability to easily
understand the intranet, easily navigate it, and efficiently perform their jobs.

In addition to written commentary, we rated each site numerically. Using seven
areas typically viewed as very important in intranet usability, we scored each design
on a 0 to 3 scale, with 3 being the best rating. The seven criteria are:

Simple look

Simple navigation

Consistent navigation and design
Visible search

Simple search

Limited (well-presented) text on pages
Home page

NounhswNH=

In judging the nominated designs to select the winners that are honored in the
design, our assessment of what constitutes usability is based on the lessons from the
large number of empirical studies we have conducted with employees in a wide
range of companies, using a wide range of intranet designs. Unfortunately, most of
these specific studies have to remain confidential since they were conducted as client
projects. We have also performed a series of intranet tests that we funded ourselves,
and which we can therefore discuss in public.?

! Our intranet design guidelines are based on many usability evaluations of various
corporate intranets. The report, Intranet Usability Guidelines, will be available for
download at http://www.nngroup.com/reports/intranet/quidelines . Scheduled release
November 2002.
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I Overview of the Ten Winners

COMMON THEMES AMONG THE WINNERS

Any company, regardless of size, industry, or location, has the potential to have a
great intranet. The winners in this report come from five different countries:
Australia, Norway, Sweden, Switzerland, and the U.S. Four of the ten winners are
from companies in the financial services/ banking industry; other industries include
power and automation technologies, telecommunications, Internet, travel
information, and retail. In terms of general attributes, we found no particular
patterns that contributed to an intranet’s usability. Some sites used in-house
designers, while others hired external designers, and company sizes varied from a
few hundred employees to many thousands.

The ten intranets in this report were all well designed with users and their tasks in
mind. The common theme across all or many of these first-class intranets include:

e Customization. In some intranets we have studied, customized designs
were really only done as a workaround to fragmented designs on huge
intranets. When a company couldn’t get their act together and create one
cohesive design, portals and customization features came to the rescue.
In these winning intranets, however, customization is used the way it
should be — to push the right information to individuals or to let them pull
the information they want. Such information includes weblications and
process documents they use everyday to do their job, and simple items of
interest, such as what’s for lunch in the cafeteria.

e Single sign-on. Several winning sites integrate many employee work
functions on the intranet. Although various organizational units typically
control the different applications and procedures, users don’t have to
know this. Offering single sign-on prevents users from having to log-in to
each area separately.

¢ Limited use of graphics. These winning intranets use graphics
minimally, and to add to content, not detract from it. In lieu of useless
stock art, the designers created elegant pages, using creative layout,
colors, and fonts. They use graphics effectively and sparingly, which
users appreciate.

¢ International focus. With tightening schedules and wallets, it is easy to
consider the most typical and easily accessible users and just design for
them. It takes more time and effort to learn about users around the
world and design for them all. These noteworthy intranets support
international users with added features and careful translation and
localization. And, in the best cases, the content and even parts of the
design change for different locations.

¢ Templates based on predetermined styles. While not all intranets
have a huge style guide or standards, some of the most consistent
designs use templates based on tested, proven designs.
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The Ten Winners: Insight and Advice from Designers and Company Staff. Intranets
are listed in alphabetical order.

ABB & BEKK

Consulting AS
(ABB)

BellSouth

Credit Suisse
Financial

Services (CSFS)

Deloitte Touche
Tohmatsu &

Eclipse Group

Lonely Planet
Publications

Mira Network
AB

Northwestern
Mutual

Wal-Mart
Stores, Inc

Washington
Mutual &

Towers Perrin

World Bank

Group & Satyam

Computer
Services

Especially for intranets with high page counts, creating good, thorough design guidelines
for all site sections and pages are key. Ensure that pages are created based on a
flexible template. This site provides inventive collaboration and customization features to
enhance productivity for some 160,000 ABB employees. Recognition of and tailored
design for specific divisions and countries also enhances the experience for all
employees everywhere.

When setting goals, be concise, but cover a wide range of areas. Don’t be overcome by
the daunting task of integrating the design of many different subsites already out there.
Other teams often welcome good templates and style guides. The customization
features on this site let employees seamlessly see and work with information most
important to them — from work tools and information to benefits, career development,
and HR policy.

To build a system that can interact with many people, you must understand how they
think and accommodate their different ways of working. With a tight schedule and
already existing designs, this team exercised constraint and innovation, learning from
what they had instead of starting from scratch. And, recognizing the need to design for
multinational employees, the designers met the challenge through inventive
personalization features.

Behavioral research is still the best. What users say they want is often not what they
really want or need. You must put something in front of them to know for sure. Also,
these designers realized the importance of allowing users to post content themselves.
They also incorporated individuality and fresh content by letting individual teams create
their own pages and areas of the intranet.

When launching a new intranet: Make it fun and attractive and get people to go there
even before putting any business-related systems or information online. To ensure a
cross-cultural interface, take advantage of designers in various locations. Recognizing
that employees are not necessarily technologically literate, one of the main defined and
remembered goals was ease of use. The intranet had to be a system that anyone could
pick up and use without training.

Steal from existing good designs when applicable. Achieve balance between what users
put into the intranet, and what they get out of it. These designers understood that their
users reap productivity gains from an intranet that provides familiar designs. They also
“know someone has already put a lot of thought into designing them.”

If you want people to find something, put it on the same page as the lunch menu. And,
make changes gradually. The designers listened to what users said — for example, they
listened to complaints when the intranet design changed. More importantly, they
consistently analyzed users’ behavior to redesign a site that works. They also seized the
opportunity to create Web design guidelines to be used in tandem with the corporate
branding redesign effort, which was already happening.

Design philosophy: The users own the content — designers provide the look and feel.
The team found that a pretty face wasn’t enough, as users were less concerned about
how the intranet looked than about how easy and fast it was to use.

Don’t underestimate the time it takes to coordinate the data from the various sources,
and give data suppliers a pre-defined format to populate. Pulling it all together takes
time. The designers exploited the sound technology infrastructure already in place,
appreciating that that the intranet needs to be accessed on a platform that's fast enough
so that you don'’t frustrate the users.

Commitment to the intranet by many different people and departments lets all employees
submit content, which is automatically routed to the right people for approval and posting
if it's approved. Creating a template with standard components will set the ground rules
for all groups contributing, saving time and energy, and necessitating fewer interactions
between the intranet team and other departments.
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| ABB and BEKK Consulting

USING THE INTRANET:
ABB (Global Web Management) is a
global leader in power and automation
technologies. It is one of the world’s
largest companies with 160,000
employees in more than 100 countries.

DESIGN TEAM:
BEKK Consulting AS, Oslo, Norway, is a
leading e-business consulting firm and
employs about 100 consultants. The firm
delivers consulting services in eBusiness
strategy and organizational development,
eBusiness platform solutions, and Internet
solutions.

MEMBERS: HELENE GUNTHER MERG, GLOBAL
WEB MANAGEMENT, ABB; RITA LARSEN, ART

Pictured: The ABB home page.

DIRECTOR, BEKK; ARNE FOLKESTAD,
PROJECT MANAGER, BEKK

Inside.abb.com Group News is the first

page that ABB employees see when they log on to the Inside.abb.com
intranet. The home page has a stock ticker showing the ABB stock quote
on major stock exchanges, a content area featuring ABB news relevant to
all ABB employees, and a search field for searching across all
Inside.abb.com content.
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SUMMARY

Inside.abb.com is ABB’s personalized intranet portal. It serves a very large and
diverse user group — more than 160,000 people whose work ranges from support
functions to highly technical line functions. The users are located around the globe,
speak multiple languages, and report to different organizational units. Given the
multitude of user types and the equally varied tasks they perform, designing a
website that serves them all is no small achievement.

The site navigation is a simple horizontal and vertical bar. The colors and look and
feel are elegant and minimalist. The graphic design suits both the Europeans and
the other users it serves. Text is well written and easy to read and scan. Pictures
are used sparingly and add to the content. The picture quality is high, with crisp
images and agreeable colors.

In addition to providing the usual contact and corporate information, ABB also
provides discussion forums, which keep users in touch with each other and the site’s
content. The intranet also takes collaboration to the next level. For example,
Inside.abb includes the G5 Net, a collaborative network for global engineering. This
is an online application to support engineering that lets users collect, identify, and
distribute comprehensive engineering knowledge to support global reuse. It's one of

many ways the intranet supports different types of users and attempts to enhance
productivity.

Pictured: An example of a collaborative network for global engineering.
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International design is a difficult challenge for many global corporations. ABB
provides a nice solution by offering both country portals and multi-language support,
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including multiple character sets with news, information, and services pertaining to
the specified country.

Pictured: The country portal for Norway. Users link to country pages
from the Inside.abb.com main page. The local home pages all have a
structure similar to the Group News main page, but the information is
written in the local language and is relevant to the individual country.
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Additionally, most intranet designs must meet the needs of different divisions with
different skill sets, responsibilities, competencies, forms, and jargon. The ABB
design provides division pages containing information relevant to the specific
divisions. Users access the division pages from the Inside.abb.com main page.

I 48921 WARM SPRINGS BLVD. FREMONT, CA 94539-7767 USA I INFO@NNGROUP.COM



Pictured: An example of a global division page, which has a structure
similar to the Group News main page, but offers information relevant to
the individual division.
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Across these sites and company divisions, the intranet navigation is standard and
consistent. This is a very important usability factor, as many companies have

intranets for each division and country, but fail to standardize the navigation across

those subsites. To ensure consistency across all intranet portals, the company

created and makes available detailed Web design guidelines, which support content

providers throughout the organization. Further, mandatory sections ensure that
each site has a minimum amount of relevant information and services. With more

than 200,000 pages on the intranet, adhering to these guidelines is imperative. This

not only creates a positive experience for the users, but it also saves time for
content providers, as they will know where and how to publish their information.
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Pictured: An example from the ABB Web Guidelines. This page shows
detailed guidelines for content area use in the Web templates.
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Because of these guidelines, employees’ experience using the design will be more
positive, and productivity will be enhanced. The designers also considered methods
to improve efficiency on the backend, building the intranet application on the same
platform as the existing Internet sites. So, ABB achieves significant synergies
through one common ABB Web platform, with unified content management and
publishing for the intranet, Internet, and extranet.

Most of the site’s design is minimalist, and the form for editing user profiles follows

suit. It doesn’t ask for too much information, and its fields and labels are clear and
simple.
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Pictured: The process of creating an engineer’s personal profile on the G5
Net, a collaborative network for global engineering.
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Users can also customize the site to suit their needs. The MyPortal feature is a
personalized portal page with a selection of pages of interest to the user.
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Pictured: MyPortal, a personalized portal page on the ABB intranet. The
example shows the front page, where the user includes the news feeds of
his or her choice, updated pages within a specified category, a

personalized menu, and links to external pages.
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Even with an extremely short development schedule, these designers were able to
achieve an award-winning intranet. Key to this success was constructive
communication between the designers and the host company, and a strict five-stage

development process.

Scoring (3 = best
Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)
and design text on pages
2.5 2 2 3 3 2.5 2.5

DESCRIPTION OF THE INTRANET
The intranet is based on a flexible framework that lets ABB integrate country-specific
and division-specific intranets in one common portal accessible to all employees

worldwide.

Inside.abb.com was recently upgraded, dramatically improving the usability of
content management. Significant development effort was invested in making

publishing easy for content providers. The result is a content management system
(CMS) that is easy to use and supported by flexible templates that enable
decentralized content production.

ABB'’s intranet serves multiple purposes. First, it is the primary source of information
for ABB employees in all countries and across all organizational units. Second,
interactive technologies invite key target groups to share ideas and information.
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Third, it facilitates ABB’s goal of moving internal processes to the Web to increase
efficiency.

BASIC FEATURES

Inside.abb.com offers a global intranet portal containing news, information, and
functionality relevant for all nationalities. Furthermore, it lets users personalize their
own portal. To address cultural issues and differences in needs, ABB also
encourages countries and divisions to create their own intranets using the global
platform.

Basic features on Inside.abb.com include:
e ABB group corporate information and services
e Country portals with country-specific information and services
e Division portals with division-specific information and services
e Multi-language portals/sites

e Support for multiple character sets (this feature is also in the menu
system)

e An advanced search engine, searching across all ABB intranet sites and
document libraries

e Standardized navigation on all sites

e Seamless integration of division and country sites into the corporate site
e Access to document libraries

e Personalization

e Discussion forums

e An idea bank (New Ventures)

e Contact information

ADVANCED FUNCTIONALITY

ABB is Web-enabling and is integrating more and more employee work functions on
the intranet. Some of these functions are open on the intranet, others are password
protected. Single sign-on prevents users from having to log-in to each and every
function. Examples of advanced functionality include:

e The Response Form module lets content providers set up a tailored Web-
based form where users can respond to a survey, order printed information,
and so on. User responses/inputs are aggregated and exported to Excel for
further processing by the content provider.

e News Application is an efficient tool for ABB’s global editorial staff to share
and publish news messages and press releases. The messages are published
in a news feed; a news editor can also suggest that his or her article be
published in a colleague’s news feed. Portals or other Web pages using a
given news feed are automatically updated when new messages are
published.

e G5 Net is a business-critical application for a unit that produces automation
equipment. From business locations around the world, G5 Net enables reuse
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of RFQ documents and solution specifications, and — based on updated
competency maps — puts together a good solution-specification team.

e eSMART is a procurement system. It's also an example of a standard
application that was equipped with a front-end, in keeping with ABB’s design
and navigation guidelines.

e The Traffic Center contains weekly statistics on global Web platform usage. It
also lets portal owners and content providers order specific statistics related
to one or more of their Web pages.

URL AND ACCESS

ABB’s Inside.abb.com intranet cannot be accessed via URL from outside the
corporate network firewall. Inside the firewall, Inside.abb.com is not password
protected and there is no user identification or log-in. Hence, anyone who has
access to a computer connected to ABB's corporate network can access the intranet.

It is, however, possible to explicitly password-protect selected intranet pages. This
option is only used for sensitive content or applications with restricted distribution.
In this case, the username and password is managed by the Lotus Notes groupware
client (mail, calendar, etc.) used by most ABB employees.

Users access the corporate part of the ABB intranet by typing “Inside.abb.com” into
their browser’s address field. When configuring new computers, this address is set
up as the browser’s home page. Hence, the intranet is launched every time the user
starts the browser.

Users can reach other parts of the intranet through the menu system. However, a
number of shortcuts are defined to enable direct access to certain sections. For
example:

e All country intranet sites can be access using URLs of the type:
inside.abb.com/fr. The two-letter code following the slash is the Internet
country codes; the example specifies France. Other examples include
“no” for Norway and “us” for the U.S.

e The Traffic Center, which provides intranet usage statistics, is available at
inside.abb.com/traffic and at inside.abb.com/statistics.

e The Common ABB Web Platform (CAWP) CMS, along with user guides,
hints, and tips for publishing on the intranet, is available at
inside.abb.com/cawp.

BACKGROUND

Currently, ABB's intranet serves multiple purposes. First, ABB uses it as the primary
source of information for ABB employees in all countries and across all organizational
units. Second, its interactive technologies invite key target groups to share ideas
and information. Third, it facilitates ABB moving internal processes to the Web to
increase efficiency.

When ABB originally decided to enhance its IT systems further by developing and
launching the global intranet, developers built the application on the same platform
as existing Internet sites. In other words, ABB achieves significant synergies
through CAWP, which unifies intranet content management and publishing; the
Internet; and the extranet. In addition, ABB’s intranet has a common and
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standardized structure for the global, country, and division sites, providing
timesavings for

e intranet users, who only have to learn “how to navigate” and “where to
find what I'm looking for” once;

e site owners, who have a standard procedure for building new sites; and

e content providers, who know where and how to publish their information.

Furthermore, the common document structure enables extensive filtering and
personalization possibilities, and the sites’ mandatory sections ensure that each site
has a minimum of relevant information and services.

GOALS AND CONSTRAINTS
The intranet’s goal is to improve information usage and workflow within ABB by
centralizing all information; providing a consistent, easy to use interface that is open
to everyone in the organization; and applying global standards for publishing
information. ABB sees itself moving toward these goals in a continuous
improvement process, rather than a one-off project.

DESIGN PROCESS AND USABILITY ACTIVITIES

ABB uses Lotus Notes as its groupware (including mail) platform. In 1999, the ABB
intranet was basically a large collection of Lotus Notes databases. There was no
common portal to the databases; each user had to locate and open relevant
databases on his or her Notes workspace. The databases were hard to find, hard to
search, and contained overlapping information.

In addition to the Notes databases, several small and simple websites had been set
up to serve small groups of users. “The sites had nothing in common apart from the
ABB logo,” says Helene Gunther Merg, global Web management. “Anyone who
wanted to start a website could do so, and everyone wanted to keep their own
information to themselves.”

The lack of information sharing between divisions was a problem for ABB; divisions
often sell to each other, and solutions sold to external customers always involve
input from more than one division. “We lose a lot of contracts and money by not
being well coordinated,” Merg explains. “There have been cases where people in the
company have brought in items from outside companies to sell to customers,
because they weren't aware we made those items.”

In 1999, the Global Web Management department was formed at ABB’s Zurich head
office, and was given responsibility for building a common platform for company-
wide intranet and Internet development.

During the fall of 1999, the department worked on a white paper outlining a strategy
for unifying ABB’s Web-based communications and introducing a common CMS.
Published in December that year, one of its recommendations was that work should
start on creating an integrated, browser-based intranet in early 2000. Then, in April
2000, the executive committee suddenly decided it needed the intranet up and
running for ABB’s annual forum for high-level managers, which gave the team only
eight weeks for development and deployment.
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Although the old ABB intranet was organized on a divisional basis, Global Web
Management’s white paper proposed a navigational structure based on working tools
rather than organizational structure. Also, as with information architecture, many
elements of the intranet’s visual design had already been laid down by the group’s
design guidelines for ABB’s public Internet site.

The task of getting the new Inside.abb.com live on the new publishing platform in
eight weeks was not quite as impossible as it seems, because the Global Web
Management group had already laid a lot of the groundwork. In addition to the
business case for a new intranet, its white paper contained a new proposed
information architecture, and ideas about how the intranet should develop and how
language versions should be treated. The company also already had a usable CMS
based on Lotus Notes in place for ABB’s global Internet site.

To help meet its deadline, the group called in Norwegian e-business consulting firm
BEKK, the developer of the ABB’s Internet's CMS. ABB and BEKK have continued to
work closely on the intranet’s development ever since.

BEKK has applied its five-stage process of iterative development to the later stages
of the intranet’s development. Those five stages are: 1) decide (establishing
business goals), 2) define, 3) design, 4) develop, and 5) deploy. User input is crucial
at all but the first stage of this process.

However, in the rush to get the initial intranet version out, all types of formal
methods had to be abandoned. “We didn’t have time to sit down with groups in
ABB,"” says Arne Folkestad, BEKK's project manager. “We already had some
feedback from the existing Internet site and the structure there, and we had good
ideas about how the new intranet should be.”

Key groups from areas such as management, HR, and corporate communications
were informed that a corporate intranet was about to be launched. The information
was distributed by email, because — prior to the first version of the browser-based
intranet — there was no channel to reach all of the targeted ABB employees. The
intranet has since been actively used to inform individuals and groups about
changes, and to provide user guides and other relevant material for content
providers and regular Web users.
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Pictured: The first version of Inside.abb.com, January 2001.
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Once the new Inside.abb.com was live, team members went back and carried out in-
depth usability studies, and made a series of improvements. They used both
questionnaires sent out to key user groups and direct observation of user groups.
For example, the team did extensive usability work with groups of content providers
in August 2001, just before a major upgrade to the CMS.

“"We sent out questionnaires to the content providers and sat down with them and
watched them work. The user friendliness of the CMS’s templates increased
incredibly as a result of their feedback,” Folkestad says.

In June 2001, team members made minor changes to the design as a result of user
feedback. Then, after they upgraded the CMS in November, they began looking
more closely at how they could improve the intranet navigation. Important input to
this work was a system usability evaluation that BEKK carried out, based on user
feedback and an expert walkthrough. They concluded that although the basic design
and navigation principles were good, the front page wasn’t effective at drawing users
into the site; navigation was too time-consuming; the site structure was hard to
understand and users could easily get lost; and menu items were not intuitive
enough.

In April 2002, the new navigational and menu structure went live, and is now being
migrated to all countries and divisions.

“It might not be the fanciest Web design in the world, but we think it's a nice, clean
structure,” says Merg. “ABB is a bit like this: serious, strict, clean. Most of our
business is in Europe, and our design reflects that we're a European company,
though we have to consider that we do have employees and customers all over the
world.”
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ABB continues to canvass user feedback in several ways. It has an intranet user
group of twenty-eight people, representing the major divisions and countries in
which it operates. The group was established in the summer of 2000, and has
evolved with the intranet, with the emphasis on keeping the group relatively small
and action-oriented.

The intranet user group meets for a two-day workshop four times a year, and also
sends out quarterly email surveys both to existing intranet users and to a random
sample of ABB employees who don’t use the intranet to find out why. On its first

attempt, the group sent 3,000 random surveys and got a 20% response.

The group’s email surveys contain introductory text and a link to a questionnaire
prepared using the publishing platform’s Response Form module. Using this module,
the user group and all ABB content providers can easily define flexible
questionnaires, along with feedback and registration forms. The Global Web
Management group and BEKK use the platform in their work in the same way as
regular content providers.

Another source of improvement information is Inside.abb.com’s Traffic Center, which
provides statistics on Web usage and information about how content providers and
webmasters can use these statistics to improve their pages. This process of
continuous improvement has led to many minor and major design changes since the
new Inside.abb.com was launched.

BEKK developed and deployed a new, easier to use version of the CMS in autumn
2001. At that point, all existing content had to be moved into the new Notes content
templates, and team members took the opportunity to clean up much of the
structure and design. Before developing the new CMS, they completed thorough
usability studies of the previous version to pinpoint where users had problems,
experienced the system as inefficient, or wanted to see improved and added
functionality.

During the development phase, the BEKK team ran several sessions with the ABB
helpdesk, which serves global content providers, to assess the system’s usability and
get feedback on the proposed functionality. This proved very useful; in addition to
being advanced content providers, the helpdesk knows quite well where the different
user groups were likely to face problems. Since deploying the new CMS, user
feedback on it has been consistently very positive.

ABB has about 4,000 content providers around the world, and their technical skills
and ability to write vary. Global Web Management’s focus is how on improving the
quality of the intranet content by providing Web guidelines, writing guidelines, and
online training, as well as hands-on courses.

Several other changes were made in response to user feedback. In June 2001, a
more flexible menu system was introduced, giving content providers more control
over the sequence in which published pages at a given menu level appear in the left
menu. Previously, the sequence was strictly alphabetical, but users indicated that
they needed more flexibility. At the same time, the icons for help, home, and
contact us were moved from the footer to a more visible place at the top of the page.
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Pictured: In June 2001, a more flexible menu system was introduced and
the icons for help, home, and contact us were moved from the footer to a
more prominent place at the top of the page.
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On the Internet site, the icons appeared in the top right-hand position. Users
indicated their preference for this placement, so ABB decided to use it on the
intranet site as well.

Further design modifications were introduced in November 2001, including making
search available on all pages and moving the intranet’s front page stock ticker to just
below the page title.

In May 2002, more far-reaching changes occurred, with navigation reorganized
around a site structure based on business tools and functions rather than
departments. The new structure is heavily influenced by this “radical” proposal,
which implies profound changes in the usability evaluation. The same structure is
being applied to the country and divisional subsites.
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Pictured: A new menu structure based on business tools and functions,
rather than departments.
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In September 2002, the design team plans to launch a new front page that, in
addition to news, will feature more functionality and interactivity, including a
calendar of events, a poll function featuring issues relevant to ABB, a tips and links
of interest feature that includes user submissions, and a better shortcut navigation to
important intranet sections. In addition, work is progressing on making tailored
portals to encourage more intranet participation by less active user groups. In the
first stage, this includes managers and sales people.

LANGUAGE ISSUES

Employees in all divisions and all countries use the intranet. About thirty countries
have already set up their own intranet, seamlessly integrated into the global
solution; more countries are in the process of doing so. Currently, content is
generated in twenty-seven different languages, all from a single CMS.

The CMS automatically translates most of the menu system, and has special coding
to handle Chinese and other non-Latin character sets. The top navigation remains in
English, however, to emphasize that it is the entrance to the global intranet.
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TIMELINE

e December 1, 1999: ABB’s Global Web Management department formed,
initially as an interim working group.

e December 1999: Web White Paper published, recommending that work on
an integrated intranet begin.

e April 2000: Executive committee decides it wants an intranet ready in
eight weeks.

e May 2000: Prototype intranet is launched.
e June 2000: Global site goes live.

e Fall 2000: Several country-specific intranets are established and
integrated into the global solution.

e June 2001: More flexible menu system introduced, along with some
changes to the design.

e November 2001: Major upgrade to CMS.
e November 2001: Further design modifications.

e April 2002: New navigational and menu structure goes live and is rolled
out worldwide.

e September 2002: Planned release of a new version of the front page.

RESULTS

The team is in the process of migrating information from various global sites to the
intranet, and the company is confident that centralizing the technical infrastructure
and intranet design will save a lot of money. “Before, there was a lot of duplication,
and that was obviously very costly,” Merg says. “Now, content providers can
concentrate on content rather than design.”

LESSONS LEARNED
Insights from Helene Gunther Merg:

Start small, grow fast. “You could sit around forever deciding what the intranet
should look like. It's best to get started and try it out, then change it later. Iterative
development is the Internet way.”

Have figures at your fingertips. “People always ask about costs and benefits.
It's important to be able to give them an answer.”

Get your priorities right. “People will put everything on their wish list, whether
they will use it or not. You have to focus on what's really needed.”

Go for quality, not quantity. “To start with, people will create a lot of content that
can be good or bad. You need to be selective.”

A user-friendly CMS is key to success. "Invest in making life easy for your
content providers. A user-friendly interface is a key to having a live intranet with
frequently published and updated content. A good user interface will also save
money on user support.”
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BellSouth Corporation

USING THE INTRANET: DESIGN TEAM:

BellSouth Corporation is a Fortune 100  BellSouth Corporation, ePortal Team
communications services company
headquartered in Atlanta, Georgia. It
has 46 million customers in the U.S,,
95,000 total employees, and 40,000
employees with intranet access in the
U.S. and sixteen other countries.

MEMBERS: DEBORAH BAKER, DIRECTOR,
EPORTAL; CAROL GOULD, DIRECTOR,
COMMUNICATIONS; DIANE TUCKER,
DIRECTOR, IT; JOHN STEFANIK, MANAGER,
DESIGN AND DEVELOPMENT; KIRK
AHLQUIST, MANAGER, INFORMATION
ARCHITECT; MARK CHILTON, MANAGER, IT
PLANNING; ANDY KOCIS, MANAGER, IT-
TECHNICAL; BETH CORBITT, TECHNICAL
WRITER; LINDA KENNEDY, MANAGER,
EPORTAL

Pictured: The ePortal home page. The myBellSouth tab is designed to
provide the user with direct access to sites of interest throughout the
corporation. All tabs are fluid in design, stretching to fill the window
horizontally for any screen resolution. The news channels, in the center,
are fed from other internal BellSouth news sites.
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BELLSOUTH'® S esveetiariet> flog out |
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Login as a different user
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BAPCO N Layout, Also, Troubleshasting.
| SIE3
BellSouth International RS G e R e M U Eerse A e T A b Siaring:  |eaniyeR Taratgry =i |
Customer Markets e
Metwork Services First Name or Nickname:
[log out Why should I log out?
Corporate Centers Help Last Name:
BASC CRES
Finance HR Cormrmunit e
" BellSouth News B | e 3

Legal Security/Claims Ll °'“] N

> NewsSource
Regulatory and Extsrnal Affairs

, p NewsFLASHNetwork Services announces additional headoount reduction

Supply Chain Services More Search Options

Emplayees can direct investment of company match
Technology Community i

Check with BOB before you buy! — —
Internet Sites ot R ST Policies and Guidelines
bellsouth.com More Articles Search the Archives > ethics
Cingular Internet Guide = It's part of

> Connections your everyday job.

= = Innovaters help keep BellSouth strong albgbise
Quick Links [=lleditl (%] Cash in on your creative thinking Branding/Loga Standards
Employes Assistance Program (EAPY Last publishad: 3/15/02 Environmental and Safety
Employee Discounts Vi foridis Ethics, Compliance and Business Conduct
Emplovee Bientation \ Executive Directives
Employee Youchers (SSE - BASC) Financial Accounting Policy i
mhe Other News E | | 1R poliies b -
Ingite — llectual Property =
Investor Relations = Daily Clips Internet/Intranet Policy
Performance Management Intranet Style Guide _
Staffing Cellular, DSL lower need for land lines- San Francisco Chranicle Naming/Trademark Guidelines
The Customer Rules Last update; 3/18/02 Policies at BellSouth
Travel More Articles Records Management
Security Standards
T g Carporate Information Center Dow Jones Hewsstand Telacarmuting Policy (BST only)
Gallimaufry - Intsrnational
Private /Proprietary: Contsins private and/or propristary information.
May not be used or disclosed outside of the BellSouth companies except pursuant to a written agreement, Copyright @ 2001,
Caontent awner info

SUMMARY
BellSouth has 40,000 intranet users around the U.S. These employees comprise
more than 3,000 different job descriptions in five operating divisions, making for an
especially diverse user base. This intranet succeeds because of the designers’ clear
goals, which they established and communicated at the project’s onset. These goals
ranged in areas and scope, from managed content, to single sign-on, to consistent
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corporate branding. This coverage of a wide range of areas demonstrates the team’s
good experience combined with their early and thorough planning and research.

With 95,000 employees at the company, finding the right person and their contact
information is an important task for most users. The intranet lets employees easily
search for each other by name, nickname, title, email address, and location, among
other things. This makes it possible to find people even when you only have minimal
information about them. By default, the users are only offered the most minimal
fields to find a person, but clicking More search options will give them many more
fields to do a detailed search. The most important fields are first, so the user rarely
has to use the advanced form to find an employee. The employee locator is one of
the more popular features on the intranet. The developers use Oracle to maintain
and update employee information. Before this area of the ePortal went online,
employee update information was maintained in several areas across the corporation
and updates were inconsistent. This one simple feature alone makes the employee’s
lives easier, and makes the intranet worthwhile.

Pictured: The employee locator feature, found in the upper right corner of
pages.

| Employee Locator

First Mame or Micknare:

!

| Last Mame:

I ocote employes |
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Pictured: The employee locator advanced search feature, which appears
when the user clicks More Search Options.

Advanced Search

First Marme or Nicknarme: |

Last Marne: I

Email: I

Employee Type: | ANY -

Employee Title: I

Geaographic Location Code: |

Responsibility Code: |

Phorne Mumber: | 1

State: I

Department: I

Company: I.C'.NY ;I

f locate employes

Pictured: An employee’s details page.
Employeelocator

Mew Search | Employee

Webb I. Stanley

FACILITY TECHMICIAN
MTWK QPN NORTH
BELLSOUTH TELECOMMUNICATIONS NG

phone: (502) 633-2038
RC: NNZOG40F

96 QLD 7 MILE PIKE
SHELBYWILLE, KY 40065 A

|.'__—-|'__,! org chart ...\- maps/directions (4) add to ipager () escolote ILI' edit entry QF new search

If wour Locator data is incorrect, please notify vour manager,
For BellSauth employees, Locator data is updated regularly from PeopleSoft persannel records,
For contractors, Locator data is entered and updated by vour BellSouth manaager,

Many intranets provide static information and applications to support employees.
However, few modify pages so that the applications that individual employees need
are available on their own work page. Even fewer permit the employee to choose
the best applications and information for themselves. The BellSouth intranet
facilitates both of these timesavers. The myWork page lets employees build a site
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based on individual work needs. Employees can add or delete links or channels
based on their job needs, which lets them focus on the information most important

to their performance, and ignore superfluous information.

Pictured: A customized myWork

BELLSOUTH®

page.

Feedback Register Your Site
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In addition to the work productivity feature funneling, the intranet also feeds the
user the right information about career development, their 401K, health guidance,
and more. Of course, an intranet like this can only work if those policies are in place
at the organization. But, once those policies are in place, having an intranet that
makes this important information available can actually drive employees’ decisions to
both determine and write down career path and benefits information.

The myPage tab includes individual employee information, such as benefits, career
development, and community service links. The tab also lets users add their own
links in the myPage Links Channel or take advantage of links already on the site.
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Pictured: An example of the myPage tab, which includes information
relating to the individual employee.
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To make the site’s vast quantities of information manageable, a channel approach
gives users some control over what information they see on the home page. We
know from many usability tests that even when the most sophisticated customization
features are available, people only use them if they are simple. If they need to hunt
for commands or go through a long process to customize, users will not bother. But,
in this case, the intranet is very simple to customize. The Add/Remove Channels
button takes the user to a page displaying all the channels available on the ePortal.
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Pictured: The Add/Remove Channels button takes the user to a page

displaying all the channels available on ePortal.

The user clicks a

checkbox to add or remove the channel from the current tab. The user
can assign a channel to any of the four tabs.

BELLSOUTH’

Help

add/remove channels

Add or remove channels from the current tab

Feedback Register Your Site

=
box,

of the page.

Channels with checked boxes are included on this tab.

= To add a channel, put a check in the box to the left of the channel name by clicking in the box.

To remove a channel, remove the check in the box to the left of the channel name by clicking in the

3 When you have completed vour additions and/or subtractions, click the "Save" button at the bottom

Thin Channels:
{Appear on the left and right-hand columns.)

Wide Channels:
(Appear in the center colurnn.)

[T BellSouth Online Buying

Link to Supply Chain Services, Purchasing, and
authorized vendars,

¥ External Links
Locate information using these links to sites
outside BellSouth intranets,

O Community Services

Participate in service to your cormmunity through
BellSouth.

" pocuments and Forms

Obtain copies of company-wide docurnents and
forms,

O Quick Links
Set up access to sites that help vou do your job,
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infarration specific to the Finance professionals,

[ weather

Maonitar the weather reparts of the cities you
choose,

[ choose Your News - Powered by BKR
Choose newspapers, magazines, or newsletters to
read or search for telecom info provided by
Bellzouth Knowledge Resource,

[ H.R. Community
Stay up-to-date with developments in the HR
Cornmunity,

[ other News
add links to national and regional news sources,

[T welcome to myBellSouth

Put extra links to Help and Login information front
and center,

[T Customer Markets News

See the latest news from BellSouth Customer
P -l md -

Even with all this customization, users can access nearly all the sites without logging
in. But, logging in gives users the ability to rearrange the display and add or delete

links.
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In addition to letting users choose the content they want, BellSouth also makes
recommendations where appropriate. For example, the main page’s Quick Links
channel contains the most often-accessed user tasks. And, the Choose Your News
channel saves the company $10 million by eliminating the need for multiple paper
subscriptions to news publications.

The navigation is consistent across pages, with the ever-present tab structure and
high-level top horizontal commands. The customization features let people utilize
the intranet that is best for them. The look is inviting, with hints of soothing blue,
and legible black text on white pages. Graphics are used to enhance the messages.
The overall feature set and customization capabilities make for an intranet
experience that employees will want to return to — or maybe never leave.

Scoring (3 = best)
Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)
and design text on pages
2.7 2 2.3 3 1.5 3 2

DESCRIPTION OF THE INTRANET
BellSouth’s ePortal is an enterprise information portal designed to give employees
across the corporation access to the considerable knowledge resources maintained
by business units and work teams. With many intranet sites maintained by
employees across the region, a central intranet location was needed to make intranet
information accessible and accurate.

The ePortal uses the iPlanet enterprise portal as its main application, with an
interface customized in several innovative ways in cooperation with Sun. Netegrity
SiteMinder was used for single sign-on capability.

BASIC FEATURES

e Users can access nearly all the sites without logging in.

e Logging in gives users the ability to rearrange the display and add or delete
links. There are also two channels that are designed exclusively for user
bookmark links.

e The employee locator helps people find each other at this large company.

e The help feature is comprehensive and provides links to appropriate help
topics placed near the point of need.

e The tab structure enhances organization of the numerous links.

e The search function uses key word search, search by organization, search by
external link list, and an alphabetical index. Sites are cross-referenced under
all commonly used names in the alphabetical index.

e The Quick Links channel on the main page contains the most often-accessed
user tasks.

e The Choose Your News channel eliminates the need for multiple paper
subscriptions to news publications.

URL AND ACCESS
Users can access a generic version of the site without a password. To access the site
that includes their individual settings, they need a user ID and password.
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BACKGROUND
Prior to the redesign, the company had set up a nominal forum to manage the
intranet, but in practice individual content providers basically had free rein to put up
intranet content in any way they chose. The result was that the system was getting
increasingly cumbersome and hard to use. By 2000, there were about three million
pages, many of them obsolete or inaccurate, and there were no guidelines or policy
for how intranet content should be presented and how long it should stay there.
There is very little to show that the old home page and the old Measurements
Analysis Resource System page, for example, belong to the same corporate intranet.

Resource System page. The inconsistent design makes them look as
P . Answars cbout the Lotin 'F
CORPORATE Y@
-njal NewsStand m Tools & Resources
| T cor uﬂﬁgr::;u::ﬁ;:ukewwh[cm
eparbments.

Pictured: The old home page and the old Measurements Analysis
though they belong to different intranets.
BELLSOUTH Employes Questions &
Amarica Trocking Stock
ctick here |
Employee Handbook
cunn echn“s ﬂ I :s.p|:|| here in your Virkeal
Cangular b hit ihe Big Apple Employee Hondbaok.
LHE!‘ :.i:_".l.';l‘.'.t.']\;ﬂ.q;;'-i
Departments
G directly to one of these
o TewrsStand —_— -
Bl o i it ETHICS:
1’ prart o yoar everyrday job
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“"We had fabulous data out there, but either you didn't know it was there, or by the
time you found it, it was too late,” says Deborah Baker, director of BellSouth’s
ePortal.

In 2000, BellSouth decided to develop an intranet portal that would act as an
umbrella site for the intranet as a whole and give easy access to its information
resources. “We saw an opportunity to go in and change the way we as a company
wanted to communicate with our employees and how our employees could expect to
communicate with us,” adds Baker.

GOALS AND CONSTRAINTS

The overall goal of the redesign was to improve communications and company

productivity. The ePortal team also had six specific goals for the intranet’s design:
e Provide a virtual workspace with single point of entry.

Develop consistent corporate branding and navigation across the enterprise.

Create a managed content environment.

Establish guidelines and standards for all sites.

Offer single sign-on access to multiple resources.

Furnish an embedded search engine against current corporate information.

The main constraint, apart from budget limitations, was that the team needed to
somehow incorporate the old intranet’s diverse home pages, which many employees
heavily used.

DESIGN PROCESS AND USABILITY ACTIVITIES

The designers kicked off the project in May 2000 by sending out an email to a
randomly selected sample of 100 BellSouth employees, canvassing their views and
requirements for the intranet. In late 2000 and early 2001, they followed this up by
holding focus groups to determine users’ feelings about the old site and wishes for
the new one.

To assess the breadth of the BellSouth intranet, including the number of sites, site
owners, and locations, the designers set up a link on the old site called Register Your
Site Intranet. The result gave them an initial inventory. Based on this, they carried
out an analysis of two intranet home pages and more than 900 other group “home
pages.”

During January and February 2001, the team continued to solicit users’ views with a
series of surveys about how users grouped links and categorized intranet sites.

“Each business unit came up with their requirements for the site, and took them to
the IT group,” Baker explains. “We used techniques like card sorting to find out how
people liked to group information.”

By the end of February, the designers had the intranet’s preliminary information
architecture. At the same time, they were working on the ePortal site’s visual
design. An external design firm produced design storyboards and BellSouth’s
internal design group produced design templates. These were combined into three
final design proposals, which were shown to a focus group.

The following month, team members created a prototype of the new ePortal in a test
environment and ran user scenario tests. They also conducted surveys comparing
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the old and proposed new home page. The results of the testing were a new version
of the information architecture, followed by the first version of the BellSouth Intranet
Style Guide.

Then, in May, they launched the ePortal in pilot form, as a static site with just four
tabs and no customization, help, personalization, or log-in. During the second half of
the year, they gradually refined the pilot in an iterative process. In addition to
customization features, such as add/remove channel, edit tab layout, and edit, they
developed maximize and minimize channels and integrated a single sign-on feature
to log-in to the interface.

At the same time, the team started applying the Style Guide to some of the
BellSouth intranet subsites.

During the six months that the static site was live, users were encouraged to provide
feedback via email. Also, team members developed a formal usability plan, including
user surveys and use cases; they also carried out user scenarios in the company’s
usability lab over a four-day period. Based on this, they added several new features,
including a help application, revised log-in functionality, the ability to search
alphabetically and by organization, and external links and professional group
channels.

The dynamic site went live in October 2001. With the main ePortal up and running,

the designers are now working to persuade subsite content providers to use the new
templates and style guides. The guidelines seem to be catching on as users realize

that they help save time and free them up to focus on content.

“"We've asked people to incorporate the guidelines as they go forward with new
content,” Baker says. “We do get some resistance because someone wants to do
their own creative thing, but mostly the people who own the content are concerned
about content, not design.”

Baker estimates that about 30% of the BellSouth subsites are now consistent with
style guidelines. This is not bad, considering the site contains about 1,000 subsites
with an estimated one- to three-million pages overall. As yet there is no corporate
CMS, but one is planned for the future.

Team members asked users about the final design ideas for the main portal page.
To their surprise, people rejected more colorful orange and green mockups in favor
of a much plainer design using the standard company blue. “We were expecting
them to want something jazzier, less blue, but they liked the BellSouth blue and the
logo,” says Baker. “It seemed that internally, people felt strongly about the brand
and expected to see it on the site. To them, changing it was like tampering with the
corporate identity.”

Once the design was selected, the team fine-tuned navigation elements and
conducted usability testing. Team members asked user groups to carry out specific
tasks using a prototype portal page. One finding was that users wanted to see a
navigation style familiar to them from the applications they used every day. “We
had people come to the focus groups with different levels of IT expertise,” Baker
recalls. “One user in particular was comfortable using Word, and kept trying to do
the exercises using Microsoft commands.”

| NIELSEN NORMAN GROUP | www.NNGROUP.COM IE



Since one of the redesign’s objectives was to minimize the need for training by
making the site more intuitive, this idea was incorporated into the site in features
such as the Windows-like plus and minus signs used to open and close panels.

Pictured: A page that adopted familiar controls, based on usability test
findings.

BELLSOUTH'® BellSouth Buying
| Categories | Employee Discounts | Let Us Help You | Supply Chain Services |
Home
s BellSouth Online Buying
7l Business Cards PURCHASEWISE!
o e B T LA BT Ik

|| LATEST EXFENSE REDUCTION MEASRES |

Cellular Services

Corp. Merchandise Purchasing News

Fl Delivery Services

Florist + icheck Your P-Card Expiration Date

L3 - 4 L + Corporate Merchandise eStore
el ( 5 + Cingular Shipping Overcharge
Gifts ' Teﬁi“gﬁ"ﬁ“’“ﬁ v A + BellSouth Online Buying Newsletter

B e P P % + Price Incresse for Cut Sheet Paper

+ Cingular Interactive Paging Price Plan Update
_, MNotice to &ll Oracle Account Payable Users and
Paging Services { Related Links | ° Purchasing Card Users

= » weblink's Second Quarter Physical Inventory

Office Supplies

Stationery . Special smployee pricing for BellSouth Fast Access
Temp Staffing - DEL
US Postage
e All vendor Categories «" = authorized supplier
?0rder Status (& \ { G/H ] (=)
Help Desk Admin Temps ¥ ,, 7SeneralTemps ¥ Paging Services v
404-249-3900 Advertising and Media - Gifts : . Paper ¥
Affiliate Business Services Graphics/Graphic Design PCs v
¥ Headsets v Performance Immprovement
S — Printers ¥
| B ) (1 ! Printing ¥ "
= ETEE T el Payroll Processing ¥
Books IT Software Solutions Professional Temps ¥
Business Cards v’ IT 5taff Augmentation v S
Business Publications - - — { Q/R )
L —— (e | Sy
LG ) Som iy Quick Print
i Laptops ¥ Record Storage - Paper
Call- ! TR = Records
Centers/Telemarketin [ M/N ) Reproduction ¥
Beproduction
Car Rental . T I Ll T Reprographics ¥
Cellular Services Mail Roomn Equipment Repro Centers ¥
Clerical Temps ¥ Managernent Temps v Ruggedized PC's
Carmmerrial Printers ¥ Marketing Callateral ¥

Other user feedback included preferences for dark rather than light text, quick links
to their favorite pages, only three to five major content tabs, and clear messages in
the section headers. Users also wanted to see “happy” photos in the design, linked
to content.

The home page’s design is driven by its function: to provide easy links to a vast
number of topics and subjects. “That determines how much creativity you can have
in a page,” Baker says, adding that they decided to design the tabs based on the
site’s three primary types of information: 1) company-wide information that
everyone needed, 2) employee-specific information on things like benefits and
training, and 3) work-specific information. Whereas the original home page was
structured along organizational lines, the main tabs at the top of the new portal page
provide links to tools and information individual employees need for their work.

The operating divisions and policies and guidelines columns are fixed, but the Quick
Links are customizable, as is the news that appears in the center panel.

In the absence of a central CMS, the intranet team relies on subsite content
providers to abide by design guidelines, and some have done so more than others.
The Product Encyclopedia subsite, which used to have an extremely individual design
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has partially submitted to the guidelines in its new version. The page banner has
been modified with a search graphic and the link style is nonstandard, though the
page does have a standard curved box and “happy” photo.

Pictured: The Product Encyclopedia subsite’s original design, which was
highly unique.
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“"We, the intranet team, don’t control user group content, and we haven't asked
people to change their websites wholesale,” says Linda Kennedy, who manages
ePortal. “We simply send out guidelines asking content providers to use the
standard templates and abide by our design guidelines. Many people are complying
because they don’t have the resources to do design, and they're mainly interested in
content anyway.”

TIMELINE

e Late 2000 to January 2001: Focus groups on old site. Register Your Site
Intranet developed and initial intranet inventory carried out.

e January-February 2001: User surveys conducted on information
architecture; development of preliminary information architecture and
graphic design iterations.

e March 2001: Creation of consolidated home page prototype; usability
testing.

e April 2001: First version of BellSouth Intranet Style Guide appears.

e Q2 2001: Iterations of consolidated home page. Style Guide applied to
Technology and Online Buying subsites.

e May 2001: ePortal pilot launched as static site. Release 2 of Intranet
Style Guide.

e May-August 2001: Customization features developed.
e May 2001: Dynamic news feeds from major operating divisions.

e August 2001: Usability plan developed to include user surveys and use
cases; users scenarios conducted in usability lab environment over four-
day period.

e August-October 2001: Features added based on usability research and
findings; performance testing.

e August-September: Functional testing.

e October 2001: Dynamic site launched.

RESULTS

Usability studies have shown that users find the new ePortal easier to use. However,
the intranet team has found it difficult to put a return on investment figure on the
intranet portal itself, as opposed to the applications it carries.

“Intuitively, everyone agrees that it saves you time and makes you more productive,
but we couldn’t reduce that to a budget figure that would satisfy our finance people,”
says Baker. “It's easy to quantify applications such as processing vouchers online,
but the portal itself is harder to pin down.”

LESSONS LEARNED

Insights from Deborah Baker:

Get backing from the top. “"The appropriate executives with budget controls must
be involved from the beginning.”
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Money matters. “You need centralized funding. At the start of the project, if
you're asking departments to give up something they're attached to, you can't
expect them to provide funding, too.”

Make it fun. “Getting collaboration between different groups was easier because it
was an exciting project, and everyone wanted to work on it — the IT people and the
business people.”
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Credit Suisse Financial Services

DESIGN TEAM:
Credit Suisse Financial Services internal
design and IT team.

USING THE INTRANET:
Credit Suisse Financial Services
provides banking and insurance
solutions for private clients, companies,
T MEMBERS:
and institutions around the world.
CSFS: URS BUOB, DIRECTOR; ANDREAS
HEDINGER, VP; JAMAL SADICK, VP; BOJAN
BLECIC, ACCOUNT MANAGER FOR

TECHNOLOGY AND OPERATIONS

Pictured: The intranet’s home page is a non-personalized portal with
generic news. The portal is in English, and the navigation displays the
organizational structure of the company.
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SUMMARY

The Credit Suisse Financial Services (CSFS) intranet, composed of one million pages,
supports about 28,000 employees distributed all over the world. The many user
groups carry out distinctive tasks, from simple information gathering to complex
work processes, so it’s important not to inundate users with information that is not
essential to them. This intranet succeeds through the simple navigational scheme,
subsites, and personalization features.

The default home page (pictured above) shows a simple, attractive page with news;
the organizational structure is disclosed via the left vertical navigation. In most
cases, we recommend that your organizational structure does not drive intranet
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design. However, in this case it works since the organizational units actually make
sense as navigational categories.

Once logged in, only some of the default page remains, and the rest is customized to
the specific user’s needs. The news and articles are displayed in the employee’s
language. A set of community dedicated news and/or channel news is displayed in
place of the generic news, and a new menu, MyMenu, appears. This menu is
editable and configurable, which lets employees with different international working
places instantly get their own bookmarks.

Pictured: The home page, MyPortal, once the user has logged in. The
new page is in the user’s language, with site-specific news and MyMenu.
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The employee search feature is important, with more than 25,000 users. After
searching for a user, the detailed view shows all the most important information a
person might want.
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Pictured: Detailed view of an employee’s information.
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An innovative feature of employee search is that users can locate a person based on
their position in the company using the organization chart. This feature lets users
navigate the org chart and different company units to find a person, which is
convenient if the user knows the person is in a specific group, but doesn’t know his
or her name. The system also lets users cross-navigate through the chart’s
interactive boxes, clicking on boxes to show employees in each unit. The employee
names also link to each employee’s My Page.

The most interesting aspect of this feature is that it is one of many designs that had
roots in an earlier intranet design that the designers were, in some ways, forced to
follow. While many designers find it attractive to have a blank slate to exercise their
creativity on, it can be a great gift to use an existing design as a prototype that they
can test and mold to meet its potential. In so many ways, starting with any design
is better than starting from scratch, which this team had the wisdom to recognize.
Instead of being defeated by the recommendation to follow a general existing
design, the team learned from the desigh and made vast improvements — lemonade
from lemons, so to speak.
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Pictured: The organization chart people can use to find company

employees.
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As far as customization, users can choose different subscriptions and channels for
their own page. Each subscription is described in full, and focuses on relevant
company information. Each subscription also offers various channels that users can

choose from.
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Pictured: A page that lets users edit their subscriptions and channels.
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Pictured: Some of the channels offered.
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Search is present and predictable. The navigational elements are obvious and
memorable. The overall design is discreet, and the color palette of blues, grays, and
white set the stage for a pleasant user experience.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.8 2.3 2.5 3 2.8 2.7 2.8

DESCRIPTION OF THE INTRANET

The CSFS intranet supports four languages — English, German, French, and Italian
— and has about one million pages. The main navigation is based on three levels: 1)
global navigation, 2) subsite navigation (contextual), and 3) personalized navigation.

MyPortal, the CSFS intranet, is a working tool and information repository. It serves
40,000 CSFS employees with a wide range of jobs and responsibilities. Employees
are based in CSFS’s Zurich headquarters and in regional offices around the world.

BASIC FEATURES

e Personalized interface
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e Dynamic organization chart bound with directory services

e Community-based News Delivery System

¢ News channels based on subscription

e Call-in support center operating twenty-four hours a day, five days a week
e Decentralized network of subsite editors and content providers

e Centralized unit of Key Account Managers

URL AND ACCESS

Users access the intranet through a default browser setting that opens the intranet’s
home page when users open their browsers. Users have to log-in only the first time;
after that the system recognizes the machine through a Cookie. Log-in requires that
users submit a personal identification number (PID) and a password. Users
accessing the intranet from outside the firewall must enter a three-level security log-
in (PID, password, and secure ID card). Only a few select employees are allowed to
access the intranet that way. The URL is not public; only CSFS employees are
allowed to access the intranet.

BACKGROUND

In November 2001, the board of Credit Suisse decided to merge the organization’s
corporate and private banking units into a single company, Credit Suisse Financial
Services. One visible sign of the change would be a single unified intranet; the
design team was given until January 2002 to get it up and running. Faced with the
requirement to deliver a working intranet in just two months, the team pragmatically
decided to use elements from the existing intranets.

The corporate banking unit had a fairly simple intranet known as WebHotel, which
acted mainly as an information source, giving about 20,000 retail and corporate
banking staff within Credit Suisse electronic access to documents, procedures, and
so on. It was published in German, French, and Italian — the three main languages
spoken in Switzerland — and had its own CMS.
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Pictured: WebHotel, the predecessor to the new intranet.
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The private banking unit, however, had a very different intranet. PrivateLink,
published mainly in English, served primarily as a business tool for 8,000 relationship
managers and other private banking staff. Because private banking employees often

have to travel around the world and work from different PCs, this intranet included

extensive personalization features allowing users to, for example, set their

bookmarks centrally.

“PrivateLink was a working tool with applications in it. It was more frequently used
than WebHotel,” says Bojan Blecic, account manager for technology and operations.
“WebHotel users wouldn't routinely start their browsers up first thing in the

morning.”
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Pictured: The private banking unit’s own very different intranet,

PrivatelLink.

sanfel iy
PrivateLink Portal
| Dsily Update

) Sales Front

1 Investment Radar

. Corporste Services

PrivateLink Portal

g?f’"{' =T CSPB named Best Private
Mcevenent Bank of 1939 ,
AVCARDS Finance Asia magazine presents

1 Our Business Unit

> Search

> About Privatelink
iy Desk
Mag

award to Credit Suisse Private
Banking.

Competitor Watch on the Intranet
Infarmation about charges and commissions of several Swisz banks are
now available on the intranet, 100 Jan 2000 ¢

Dow Jones Newswires Interview with Oswald J. Gribel
CEOQ Gribel talks about CSFB's activities during 19939 and the prospects
forthe wear 2000, 07 Jan 2000 ¢

Corporate Center Subsite goes online
0% Jan 2000/ ENG, DEU

US Withholding Tax: Hew Regulations 2001
20 Dec 1099/ ENG, DEU

| lautsch | | |

rednesday, 12 Januany 2000
Urs Buab. PHDB

* The new organigrams for the
business unit and its
management units assists
wou in finding yourway
around the new structure
with eaze.

> Fund Lab
Aberdeen fsset
fanagement and Gestion
Frivéa Wiarms offer thair
fundsin Fund Lab.

EHG

Hew Tariffs for Securities Operations as of 01 Jan 2000
20 Dac 1000 ENG

'

@ CREDIT SUISSE PRIVATE BANKING - FOR INTERNAL USE ONLY
Realization: Andreas Hedinger, Lukazs Miller, Jamal Sadick

The board saw personalization as a crucial feature. Given the tight schedule, the
design team decided to base the new, combined intranet mainly on the look and feel
of PrivateLink, despite the fact that the bulk of the user base was accustomed to
WebHotel. “It was a case of technology deciding how people should work,” Blecic
admitted.

GOALS AND CONSTRAINTS

One of the combined intranet’s key goals was to promote effective collaboration
between interdisciplinary teams and enable employees to share knowledge. To
accomplish this, they set several design goals.

For example, because the combined intranet would hold far larger quantities of
information than either of its predecessors, one goal was to optimize information
delivery to dedicated target groups through the use of communities. Information
would be filtered and delivered only to members of the community for which it was
relevant. Other goals included:

e Provide a solid directory system that would make it easy to locate
employees.

e Avoid information overflow through filtering and personalization.

e Enable and promote efficient collaboration and knowledge sharing
between interdisciplinary teams.
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All of these goals had to be accomplished within the main constraint: a very tight
time scale.

DESIGN PROCESS AND USABILITY ACTIVITIES
With no time for user consultation, team members simply took what they saw as the
previous intranets’ best elements and tried to merge them into a single system. The
team created new templates and design guidelines for content managers to use.
These can be applied either via the existing WebHotel CMS or to basic HTML pages.
In some cases, existing WebHotel content could be dropped into a new frame. Not
all existing content is suitable for this treatment, however, and so far only about a
third of the intranet content is displayed using the new look and feel.

Pictured: In this page, existing WebHotel content was dropped into a new
frame that provides the new top menu bar navigation and translates the
old left-hand navigation into the new style.
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Given the tremendous time pressure, the team dropped usability testing in the initial
development of MyPortal. “People had to decide based on their own usability
experience what was right and wrong,” Blecic says. “Now we're going back and
slowly gathering the information we need to fix the main usability problems.”

Over the coming months, the team is planning to carry out user studies at both a
portal and subsite level, and do a detailed analysis of the intranet log files to find out
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what is and isn't being used. However a number of usability issues are already
apparent.

The main issue is the culture shock for former WebHotel users, who must use a very
different content structure in the MyPortal site. These users were accustomed to
content organized by task. MyPortal, like PrivatelLink, is organized by business, with
the left-hand navigation reflecting departments within the organization. “Users tell
us they can't find things any more,” Blecic says.

For example, the server list that appears as the top item in WebHotel navigation is
now found in the All Subsites link at the top of the MyPortal page — not an obvious
place for users to look. Furthermore, because there has not been time to change the
design of all one million or so subpages, navigation might work differently,
depending on where users are in the site. “The navigation looks consistent, but it
isn't,” Blecic says. WebHotel users also face language issues with the new site,
which is all in English.

Yet another issue is that links need to be further defined and described. Currently,
users can click on a link expecting to jump to an HTML document that will open
instantly, and find instead that Acrobat Reader is launching and they must wait
several seconds for a PDF file to download.

The new design uses the typography and understated design from WebHotel, but the
same general layout as the latest version of PrivatelLink. As discussed above,
existing content can be dropped into a standard template, which provides the
horizontal navigation at the top of the page and puts the left-hand navigation into a
consistent form.

The design team increased the type size from PrivatelLink’s hard-to-read 8-point type
to 10 point, as used in WebHotel. Links are underlined throughout.

One change from both of the previous versions is a double menu bar across the top.
The lower bar shows mainly personalized applications available through the
individual’s portal page (the exception is WebMail, which is available to all
employees).

Another change is a move away from the small red boxes featured in the PrivateLink
design, which user feedback showed were frequently mistaken for check boxes.
Although the boxes appeared in the first version of the combined portal, they have
been removed from the current version, which came out in summer 2002.

Users are given several ways to access critical information. For example, they can
search for people by going straight to the Directory link or they can use the dynamic
organization chart. Using this chart, which is based on the WebHotel organization
chart, users can click on employee names to bring up contact details or click on
departments to bring up basic information, including a map of each department’s
location.
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Pictured: The new directory organization chart design is based on
WebHotel’s old organization chart design.
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The Topics column, which takes up about a third of the main portal page, is intended
to contain information that is less business-critical, and more general and social.
However, the team would like to reduce it. “We think the topics are not as relevant
as they look, and that too much surface area is being used for nice-to-have rather
than need-to-have content,” says Blecic. “We will be trying to convince content
owners that this section should be reduced to one topic that will change regularly,
making more room for news.”

The CSFS intranet has around 400 subsites that users can search in a flexible way:
By entering keywords or by skimming through the alphabetical All Subsites list.

The concept of communities is fundamental to personalization within MyPortal. A
network of community managers can build user communities by adding groups of
employees according to non-organizational factors such as location, language
spoken, type of job, and so on. The news and topics are then pushed to users
according to which communities they belong to. Users can also choose to receive
certain news channels, so the MyNews section on the main portal page will typically
be driven on both a push and a pull basis.
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Another new feature of the MyPortal design is the tabs in the left-hand menu
column, which let users switch between the global menu that appears on the general
home page, a customizable menu (MyMenu) that users can add bookmarks to and so
on, and a subsite menu that appears when users select a subsite (10_chann.jpg).

Large sections of the site are still using the old WebHotel look and feel. Over time,
they will be migrated to the new design.

LANGUAGE ISSUES

Around 70% of CSFS employees are based in Zurich where German, French, and
Italian are spoken — a language mix that was reflected in the old WebHotel intranet.
In MyPortal, English is the main language, with some of the content and navigation
also available in other languages when users set their preference accordingly.
Translation is, however, another pragmatic issue. “It's time sensitive — if we have
to get news out quickly we don't always have the time to translate it,” Blecic says.

Select site content is also available in other languages, including French, Italian,
Spanish, and, most recently, Japanese. When available, alternative language
versions of an item are indicated by links at the end.

Language has been one of the major usability issues in combining the two intranets
into a single corporate portal. WebHotel users accustomed to having their intranet in
German, French, or Italian are now typically confronted with a largely English-
language front page. With no time to translate all content, however, English
speakers can find that a link from the main English MyPortal page takes them to
content like this, which is still all in German.

TIMELINE

November 2001: Work on MyPortal begins.

January 2002: MyPortal launch.

February 2002: Intranet team begins review of design and usability issues.

RESULTS

The decision to create MyPortal using the PrivateLink look and feel made it possible
of get the new intranet up and running in two months — an impressive feat.
However, it also left CSFS with a lot of disgruntled WebHotel users who suddenly
found their familiar interface had been taken away. “They lost their own intranet,
which was quite different, and had to be reeducated in use of the new one,” says
Blecic.

Selling the largely Zurich-based corporate banking staff on the benefits of
personalization has proven tricky. Because most of them work in the same office,
from the same PC, preferences such as bookmarks can easily be set locally, and the
advantage of being able to personalize them through the portal wasn’t obvious.
“They felt their browser bookmarks worked well, and wanted to know how they could
import them into the new intranet — which unfortunately isn't possible at the
moment,” Blecic explains.

Cultural changes will also be needed to fine-tune the personalization strategy; it is
not yet meeting the goal of tightly focusing content for those who want it, without
overloading those who don’t. “It's a people problem, not a technology problem,”
says Blecic. “"We need the community managers to understand the meaning of
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communities and how to build them. At the moment, everyone thinks their own
news is the most important and wants it to reach the maximum number of
employees.”

One obvious adverse result of too much information being pushed out to users is
that some divisions are threatening to abandon the corporate intranet and build their
own subportals where they can display what they feel is more relevant information
on the front page. Rather than letting the intranet be fragmented in this way, the
team is hoping to introduce community navigation that could be either person- or
process-oriented, and enable divisions to display relevant news within the overall
MyPortal framework.

LESSONS LEARNED

Insights from Bojan Blecic:

Technology isn't a silver bullet. "A content management system won't solve your
problems if people misunderstand the rules and put in unstructured, hard-to-
understand content. Content management is part of the solution, so is
personalization, but educating people is the major challenge.”

Uniformity isn't consistency. “A uniform look and feel is different from a
consistent look and feel. Consistency, too, is only part of the solution to creating a
usable intranet.”

Understand the way users think. “"The logical model or conventions one person
has are just their ideas, not universally applicable. If you want to build a system
that has to interact with lots of people, you have to understand their mental
structures and allow for their different ways of working.”
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Deloitte Touche Tohmatsu and Eclipse Group

USING THE INTRANET:

Headquartered in Sydney, Deloitte
Touche Tohmatsu

Australia is part of Deloitte Touche
Tohmatsu, a global professional
services firm offering assurance, tax,
and advisory services.

DESIGN TEAM:
Eclipse Group and Deloitte Touche
Tohmatsu

Eclipse is a specialist Web consultancy and
fully owned subsidiary of DTT. They

provide a broad spectrum of services, from
initial strategy formulation to development.

MEMBERS:

ECLIPSE: MICHAEL KEAN, PROJECT
DIRECTOR; VANESSA ROWE, PROJECT
MANAGER; ANDREW BODDY, LEAD
CREATIVE; EUGENE O”BRIEN, DEVELOPER;
SIMON JACKSON, DEVELOPER

DELOITTE TOUCHE TOHMATSU: TONI
HAMILTON, INTERNAL COMMUNICATIONS
DIRECTOR; SUE COLWELL, INFORMATION
SOLUTIONS MANAGER; YUSUF MANSURI,
DIRECTOR INTERNET & E-BUSINESS
SERVICES (NO LONGER WITH DTT)

Pictured: The home page for the Deloitte Australia Intranet Service
(DAIS). Headlines link to a full article with more detailed information. A

gray headline link indicates the article has been read.
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SUMMARY

The Deloitte Australia Intranet Service (DAIS) primarily supports employees of
Deloitte Australia. The core user base comprises more than 2,600 employees across
twelve offices in all major cities in Australia. Users are predominantly accounting,
tax, or consulting professionals, as well as internal service teams. About two-thirds
of all users spend the majority of their time outside the office at client sites.

A key element in the design is the home page’s simplicity. The designers set a clear
objective: to ensure that as many employees as possible receive important
messages even if they only read the home page. This is a smart idea, as many
users do not have the time or desire to surf the intranet on a daily basis, but they
will check out the home page. And, for those users at remote sites, getting the
information they need on one page can be crucial. For those who can and want to
use the intranet past the home page, the most used tools are easily accessible from
their own area on the home page.

Among many good features, one of the best on this intranet is a feature that lets
employees contribute content. All employees can contribute content to key areas by
filling in online forms. Because some content approvals are necessary, these forms
are automatically routed to the right people for approval. Users can type in a
headline, summary, and the full article, as well as an activation date for the news.
Making it possible and simple for users to add content will help keep the information
on the intranet diverse and changing, which keeps people informed and coming
back. Also, the user contribution forms are very straightforward and not too long.
They ask for important information about the submitter, but also let the user type a
different author name for when they are posting material written by someone else.
Also, users can choose the news date, the activation date, and the expiration date
for the information. This ensures that information on the intranet will be dated,
posted, and removed at the right time.
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Pictured: An example of a contribution page where any Deloitte employee
can submit a news story.
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Allowing users to post content is only one way DAIS incorporates individuality and
fresh news. It also lets teams create their own home pages, while still adhering to
the intranet design standards. This ensures a consistent design across the intranet,
but lets groups highlight people, services, and events.
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Pictured: The People & Knowledge teams’ home page is an example of
how subsites can have their own identity while complying with overall look
and feel guidelines.
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Pictured: The Signals corporate culture home page is another example of
how subsites can have their own identity while still complying with overall
look and feel guidelines.
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The overall look of the pages is attractive and cheerful, with splashes of bright
orange. In addition to projecting a simple, business-like image, the designers gave
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the intranet a human face by judicious use of quirky graphics, such as the cow on
the example home page. The intranet designers also involved upper management,
turning the new CEQO’s mustache into “the twirling moustache” — a feature that gives
users access to the CEO’s news. (Such features and graphics only work, of course, if
they match with your corporate culture, as they do here.) The static horizontal and
vertical menus make navigation simple and memorable. All pages have a simple
search box, which is one more way users can quickly and easily use this intranet to
get the information they are looking for.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.7 2 24 3 2.7 3 2.7

DESCRIPTION OF THE INTRANET

BASIC FEATURES
DAIS provides a central repository for corporate information and includes the
following basic features:
e An online directory of employees that includes photos, biographies, and key
skill areas
e A news tool that facilitates internal news publishing
e A file library document repository
e Employee self-services such as online expense claims, personal details, and
payroll information
o Information pages with background and contact details for all service areas,
internal support teams, and communities within Deloitte Australia

URL AND ACCESS
User access is automatic by log-in. The intranet loads as soon as a user enters his
or her correct log-in and password details.

BACKGROUND

Before work started on DAIS, the company had various intranets at the business-
units level, plus a company-wide intranet launched at the start of 1999. No formal
resources were allocated to the old intranet, which was developed on a part-time
basis. As a result, it contained little more than links to the departmental intranets,
was not maintained, and employees did not use it.

At the start of 2000, the company decided it needed something better to facilitate
information sharing across the organization. It called in the design company Eclipse
Group to help.
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Pictured: The home page of the old company-wide intranet, launched at
the start of 1999.
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GOALS AND CONSTRAINTS
“Management wanted to use the intranet to build a Deloitte-wide community where
people could make connections across the whole Australian practice,” explains
Michael Kean, chief executive officer for Eclipse. “It has a number of large business
units, and it's easy for them to just stay in their silos and not be aware of all the firm
can offer. Management wanted to create awareness of the firm’s specialty offerings
in order to increase cross-selling.”

Other key goals included:

e Create a primary channel for internal communications through which
employees can find out what’s happening across the organization, rather
than just in their own practice area or office.

e Create opportunities for people to build internal networks.

e Facilitate more efficient information sharing by providing a central access
point for resources.

e Make DAIS itself a collaborative experience, where everyone has the
opportunity to contribute.

DESIGN PROCESS AND USABILITY ACTIVITIES

Work started on the DAIS project in July 2000. Deloitte had held a series of informal
discussion sessions earlier that summer. Eclipse then ran a strategy workshop in
Sydney for about thirty representatives of the firm’s major service areas, including
communications, knowledge management, and financial professionals working in
client-facing roles.

Using the workshop findings, Eclipse produced a scoping document to define the
site’s information architecture and a plan for carrying out the work. Deloitte signed

| NIELSEN NORMAN GROUP | www.NNGROUP.COM



off on the information architecture in September 2000. The aim was to complete
phase one of the intranet by December 2000, and launch in mid-February 2001.
Deloitte ran a competition in August to come up with a new name for the intranet,
resulting in the DAIS name. “The old intranet was so bad we felt we had to distance
ourselves, and come up with an entirely new brand,” explains Andrew Boddy, lead
creative for Eclipse.

The competition was part of a conscious effort to get intranet buy-in from
employees. The previous intranet was almost universally disliked within the firm,
and the team had an uphill struggle to gain acceptance for the redesigned version.

Before the launch, the team gave a series of presentations to internal stakeholders
who would be key to providing content and managing subsites, showing them the
site structure and features and ensuring they understood how it worked. To
generate interest and anticipation, Deloitte also arranged for key executives to leave
voicemails for employees, telling them that the new-look intranet was on its way and
explaining the thinking behind the changes.

Deloitte continues to use voicemail to promote the intranet. “The CEO does a lot of
voicemails, and he will specifically refer to DAIS in his announcements, telling people
to click on DAIS for more information,” says Kean.

The firm is also continuing to stress the intranet’s top-level backing, including the
“twirling moustache” feature. “We had a change of CEO about four months after
DAIS launched,” explains Sue Colwell, information solutions manager for Deloitte
Touche Tohmatsu. “He had a distinctive moustache, so Toni Hamilton thought up
the idea of using the moustache device as a link to all CEO announcements.”

Pictured: A page with the "twirling moustache” feature, a link to all CEO
announcements. It was created based on the new CEO’s distinctive

moustache.

= Deloitte HOME © DIY : PSM : FEEDBACK : SITE HELP

= Touche i D AI S

= J?_!"mﬁt:‘:t [ "Missed a story?"...Go to Newsroom o e
BEAREH DYMOLCKS XMAS SPECLALS =THE TWIRLING I“IIJUST.HCHEE =

Twas BuyRight before
1 Christmas

\wihat 1S

& we're all feeling grouse i hat
]on DAIS = Because of the specials ; P {f‘m,‘?
from Dymocks : me;ow\:d.conﬂtcw i R

| 5023 Far yourself or 2 spouse H relationship system your kiowiadgs partnes
= About Delaitte i Deloitte Newsweek DAIS Tosls

WorkJife-community :

i GIYE YOURSELF A PAY RISE
= Contacting people i % People Search
= MNewsroom Ever thought of buying 2 notebook computer; contributing additional super; or
= Seryice lines { maybe paying off your car lease in BEFORE tax dollars, saving you money?
i i Deloitte Flexible Packaging helps you dao all thiz and mars | |

= Intemal service fines i @T&Jrﬁghi
= Products & services i EAST 100 WINMER FOR 2001 ¥
"R eI gt L S L
= i . i The Fast 100 winner has been announced , . . Miller's Retail. Domenic, Kate File Litrary
= ::':"”a'“"-"“s © Hill and Miller's Ratail CEO, L2n Miller, are pictured ta the rishe. L 4 d (%

ndusines E

= Learning & devalopment || LOOKING FOR A GREAT WAY TO GROW DUR FIRM'S REVENUES? R R G
= Hasearch & reference s = = g "E (3ol oy
i ¥ : Ask Chris Biermann - . . Solution 1020 is the answer, & new kax accounting
Discussion Forum ¢oregime is on its way and will significantly impact your clients’ business,
Innovation zone i Mew Sitas

= Career apporiinties

Feople & Knowledge

Our CEQ

Benefits +

48921 WARM SPRINGS BLVD. FREMONT, CA 94539-7767 USA | INFO@NNGROUP.COM 61 |



While Deloitte was wooing the user base, Eclipse was working on the design. Unlike
many design companies, it did not attempt to come up with a number of
alternatives. “My philosophy is that if you're given time to spend on design, it's
better to spend your whole time working on one feel and refining that,” says Boddy.
“If you have enough information from the client, the design should define itself.”
The proposal he came up with was very similar to the one they launched, and the
Deloitte team accepted it without much modification.

By February, the first version of the intranet was launched, consisting of a core
toolset: news, people and site search, policies, background, and community
information, plus one or more pages for each of the eight or nine service lines.

Since then, the intranet has developed in a process of continuous improvement,
rather than formal new releases. As more tools have been added to the right-hand
column, the intranet is gradually evolving into a full-blown enterprise portal. The
intranet’s design is shaping the design of enterprise applications such as Peoplesoft.

Modifications are driven by user feedback. Some of this comes via the site’s
feedback tool; Deloitte also conducts electronic surveys on specific topics. More
often, feedback comes from users talking directly to their site coordinator, who then
feeds comments back to the central team.

Much of the feedback concerns the search capabilities. People have asked for more
sophisticated searching, and have also complained that searches are not turning up
some of the information they want. “We can resolve that by process, by getting
people to participate more,” says Kean. “We're streamlining and automating the
process by which information is fed through from various back-end systems.”

The content is fixed by standard templates and is increasingly served up
automatically from a series of databases. For example, each time a new employee is
added to the Peoplesoft HR application, an entry is automatically created in the
intranet people directory. Employees can then add their CV, areas of expertise, and
photo. Additionally, all employees can contribute content to key areas by filling in
simple online forms, which are routed to the appropriate person for approval.

Projecting a strong corporate identity while letting the business units personalize
their own site areas was the design’s fundamental objective.

Business units have control over the central panel, where they can, for example,
change the text structure, add images, add their logo under the DAIS logo, and
choose colors from a set palette.

The design Eclipse developed was based on the principles of clarity, simplicity, and
use of white space. In developing the design, Eclipse designers expanded on and
incorporated Deloitte’s existing corporate font into a Web identity, and created icons
for key functions. They chose a color palette based around warm colors. “We also
decided to use frames,” says Boddy. “It was a big choice, but because we knew the
platform and browser type, we felt we could control it.”

TIMELINE

e Early 1999: First Deloitte intranet launched.
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e July 2000: Work starts on DAIS project.
e September 2000: Intranet strategy document signed off.
e February 2001: Phase one of DAIS goes live.

e March 2001 on: Continuous improvement.

RESULTS

On a purely practical level, the HR department’s payroll-related transactional
contacts have fallen by about 80% since the self-service function appeared on the
intranet. Also, the company previously used broadcast emails to deal with conflict of
interest issues — where the firm may be restricted from dealing with a certain client
because it works for a competitor or for the same company, but on a competing
issue. On a typical day, the company would send out ten or twenty such broadcast
emails, and they were easily lost in employees’ email inboxes. These issues can now
be dealt with by the site’s Con_Rel search function, resulting in a 90% reduction in
broadcast emails.

Employees’ attitudes to the intranet are steadily becoming more positive. “DAIS has
gotten into the vernacular now, and there's a lot of focus around what stories get on
to the main page,” says Kean.

Most of the subsites, which were initially resistant to being absorbed into the
corporate site, have now agreed to this. “Once people saw the quality of design
work in the new system, most of them folded almost overnight,” Kean says. Subsite
owners were further motivated by the company’s decision to stop funding separate
development efforts and a desire for a better end result that didn’t require them to
waste resources handcrafting a subsite.

LESSONS LEARNED

Insights from Michael Kean:

Never think of the intranet as being finished. “You can't do everything at once.
We started out addressing the priorities identified in requirements stage, but the
intranet will continue to evolve as we meet new requirements.”

Give people something to criticize. “"What users say they want is often not what
they really want. You need to put something in front of them.”

Workflow is vital. “"The authorization and workflow processes for providing content
are vital to making the intranet work, and need to be identified very early on.”

Publicity matters. “"There was a lot of negativity around the first intranet. Making
sure this one was promoted well was key to its success.”
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Lonely Planet Publications

USING THE INTRANET: DESIGN TEAM:
Lonely Planet is an independent travel Lonely Planet
publishing company with offices in
Australia, France, the U.K., and the
U.S. Based in Melbourne, Lonely Planet
boasts a publication list spanning over
600 titles, plus new media enterprises
such as award-winning Internet sites,
the ekno communication service, a
Web-based photography agency
(Lonely Planet Images), and Lonely
Planet Television.

MEMBERS: MELISSA MCVEIGH, INTRANET
MANAGER; ALAN KOENINGER, WEB
DESIGNER; ANDREW STEVENS, DEVELOPER;
CAROL BARTON, EDITORIAL MANAGER

Pictured: Home page of The Loop, Lonely Planet’s intranet.
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SUMMARY
Lonely Planet employs 450 people in offices in Melbourne, the U.S., the U.K., and
France. It also has an extensive network of over 150 authors and cultivates
relationships with a broad range of business partners and alliances worldwide. The
intranet, named The Loop, unifies the company by providing a service that is not
only entertaining, but is an essential one-stop shop for communication about
company news, initiatives, business interests, social endeavors, and personal
development. It also lets different global offices share working files and documents.

The home page conveys the fun, young atmosphere at the company, with crisp
graphics and information sound bites. The graphics add to the messages and even
the navigation. Also, no scrolling is necessary to see the content.
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The intranet comprises both light personal touches, such as horoscopes and
birthdays, and more business-related data, such as schedules and product
information.

A single page template ensures that each page has the same core navigational
features, such as horizontal navigation, print, search, and contact the page owner.

The Publishing Information database provides a standard template for viewing
detailed results in Web format. Thorough labeling and date stamping of content lets
users reach higher levels of efficiency. The most common tasks, such as export and
print, are reachable via simple icons in the upper right, and the print template
automatically converts data into printer-friendly format.

Pictured: The Publishing Information database, which provides a standard
template for viewing detailed results in Web format.
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[3]No. B: Itineraire De Marche En France 1 FR publication date) Jun-02
[3]No. 8: Portogallo 2 1T publicstion date; Jun-02

Many companies have issues with finding, storing, and downloading documents. At a
company where publishing is key, the intranet designers have solved that problem.
The content download pages have a Quick search, making it easy to find specific
documents. The document lists show the most important information about the
documents, such as title, size, and date, making it easy for users to locate the right
document. Users can download documents from a file server, regardless of location.
As each category in the main menu is clicked, vertical expanding menus appear,
letting users quickly jump down through three levels of the site. A toolbar and
expandable menu show the key navigational features, such as Print and Settings, in
the download area.
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Pictured: An area where users can easily download content from the file
server.
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The contact information pages combine business needs with whimsy, with important
information packaged in an enjoyable design. Candid photos of employees help
users recognize each other.
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Pictured: A
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making it easy to perform the most common tasks in that area. Unlike some
intranet designers, whose default is to organize their menu structure based on the
organizational structure, these designers instead structured the menus around tasks
and user processes — a good idea.

The design also lets different locations localize the pages. The main panel can be
customized to give a regional identity. The team took an inclusive approach by
inviting designers from many locations to a meeting where they each presented their
design ideas and favorite websites. Involving all those people helped ensure against
imposing an uninformed, provincial design on the many locations.

Country design managers were each given a selection of 100 images and asked to
pick eight to represent each main menu category in the top page banner. “The Paris
office picked images of Paris, the U.S. tended to pick images showing the U.S. flag or
Golden Gate Bridge, but Melbourne picked images from all around the world. It was
an amazing test of cultural differences,” says Melissa McVeigh, intranet manager.
Photography is used in the main banner and elsewhere to customize sites. Country
offices can also pick their own color scheme, and have come up with very distinctive
identities, with the U.S. and France picking red, white and blue, while Australia
selected yellow and green and the U.K. chose purple.

The country offices can provide content in their own language, but as yet the
standard template’s menu is untranslated. The appropriate regional look and feel is
applied automatically according to the user’s IP range. However, users can manually
change the settings themselves and edit location, language, and text settings.

Pictured: A country office in France provides content in French (but the
menu provided by the standard template is not yet translated).
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The overall look of the intranet corresponds with the company mood: fun and
communicative. No matter their location, users can access pages for other locations.
This not only inspires a feeling of unity across the company, it leads to increased
efficiency.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.8 3 3 2 2.5 3 3

DESCRIPTION OF THE INTRANET

BASIC FEATURES
The Loop intranet has over 50,000 pages. Key features include:

¢ A customized look and feel for each office, to promote ownership and
address cultural differences

e Core navigational features on every page

e A toolbar feature that lets employees customize the look, language, and
accessibility needs; print clean, user-friendly versions of any Web page;
and view every page’s content owner and email address

e The use of candid staff photos to encourage socializing and celebrate the
unique workplace culture

e A searchable global contact directory

e A search engine on every page that lets users conduct an advanced Web
and document search

e Customizable hot links and library items for each business unit
e A collapsible menu that provides three links into the site in one click

e Ability for all staff to add content locally, without relying on the intranet
team

Among the team’s future plans are to expand the intranet to include authors on the
road, and to launch a comprehensive publishing information database.

BACKGROUND

Lonely Planet’s Production Services had already started to put its documentation
online when, in August 2000, the idea emerged for a company-wide electronic
system for sharing company news and information. “Lonely Planet had never had a
staff newsletter, just an author newsletter,” says McVeigh. “So we decided to create
an online newsletter and take all the documents we share and put those online too.”

GOALS AND CONSTRAINTS
The Loop was designed in-house using limited resources. This prompted the team to
seek innovative solutions to address users’ disparate needs, without the support of a
sophisticated CMS. The designers wanted to facilitate the constant and ever-
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expanding exchange of ideas and information within Lonely Planet’s diverse global
community.

Lonely Planet is a publishing company, not a technology company, and employees
are not necessarily very technologically literate. Thus, one of the main goals was
ease of use. The Loop had to be a system that anyone could pick up and use without
training.

Because Lonely Planet wanted a system that was truly global and not just a
mouthpiece for the head office, it was important to get support and buy-in from all of
its worldwide offices.

Also, because the intranet contains crucial documentation, information had to be
available locally even if the Web server was down. All Web content is stored on a
single server in Melbourne, but each office also has its own central server for storing
documents; data from the three overseas offices is replicated to Melbourne every
four hours.

DESIGN PROCESS AND USABILITY ACTIVITIES

During December 2000, McVeigh visited Lonely Planet’s four offices, interviewed as
many people she could, and collected their ideas. "I interviewed about 150 people,
every unit manager as well as some other key individuals who'd worked on the Web
and who had ideas for the intranet,” she recalls.

She then distilled their feedback into a strategy document and presented it to the
senior management team. One of the document’s suggestions was that, to get
employee buy-in, the intranet should leverage Lonely Planet’s corporate culture,
which emphasizes social activities alongside work.

“My pitch was, rather than trying to jump straight into the heavy duty applications, it
would be better to start off with the social stuff,” she says. “People will always use
an intranet if has fun stuff, then they will already know how to use it when they start
trying to use it to help them do their jobs.”

Shortly after presenting the strategy paper, McVeigh went on maternity leave and
things slowed down, but the company’s Web designer, Alan Koeninger, made some
initial pages and put them online for staff in Melbourne. His goal was to get people
used to the idea of a weekly Web newsletter and also to stimulate feedback.
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Pictured: Some initial pages put online for the Melbourne staff. The goal
was to get people used to the idea of a weekly Web newsletter and also to
stimulate feedback.
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When McVeigh returned in July, she found this had worked almost too well. “The
intranet was almost unmanageable because it had grown so much and everyone
wanted to launch their departments online,” she explains. So she started work on
scoping out the intranet, using the feedback from the December survey. The
scoping took from July to mid-September, and involved creating a detailed site plan
and infrastructure, as well as all user and functional requirements. All
documentation was developed with input from the entire development team, and
each of the company’s departments nominated a key stakeholder.

The company also decided to launch new sections for two key departments: design,
and sales and marketing. These departments operate globally, and so were critical
in getting overseas support. User representatives were closely involved in the
process. “Our belief was to get two important users involved in all aspects to help
with our credibility as well as their understanding of how it works,” McVeigh explains.

All the programming, from server setup to application development, was completed
in two weeks by developer Andrew Stevens. McVeigh, Koeninger, and editorial
manager Carol Barton then spent five weeks working intensively to convert the
existing content and launch the two new sections — Design and Sales & Marketing —
from scratch.
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They broke the design into two distinct areas: look and feel, and content and
navigation. Discussions about navigation started as far back as December 2000. “I
had to get people thinking firstly about knowledge and content, and how best to
structure it,” McVeigh says. “This was hard because knowledge is such an intangible
asset, and people generally are not that good at wanting to share it.”

While planning the site navigation, there were long-running discussions about
whether it should be structured around business units or functional content. Content
won, which McVeigh believes makes for a more flexible system. “If your intranet
mirrors the corporate structure and you restructure the company, as we've just

done, then you have to change everything.”

Because the information categorization was not finalized until application
development had already started, many design sessions involved prototypes that did
not reflect the end result. “It's hard to explain things to people without an image to

relate to,” McVeigh says.

McVeigh grouped the content into nine categories — which are now the main
horizontal navigation on each page — then presented the categories as part of a
Photoshop page mockup to the senior management team and senior line managers

for discussions and briefing.

Pictured: A Photoshop page mockup grouping the content into nine
categories, now the main horizontal navigation. This mockup was used

for informal usability testing.

sle 8 MELB OURNE
—_ L ] ' wave

! » HELF

I quick search i

| ¢ AECUT THE LOOF
! » TIMESHEETS
P CONTACT DIRECTORY

£

L

MLE].1Jpm | QKLAND 11.4]pm | LONCON 1.43.am | PARIS 5.4]am

HEWS COHHUNITY PUBLISHING PRINT DIGITAL RESOURCES

.BIJSIHESS

AUTHORS

CONFEREMCES  FINAMCE HUMAM HESOUHCES| LEGAL { KFI'S : MINUTES : ORGAMISATION ;

FROFERTY & OFFICE

i SCHEDULES |

Company: Human Resources
Melboume Sate | Tuesday 14 april

Welcome to the Melbourne HR department

This group wont drive every decision but need to be aware of all
issues, SWw owill still email all staff. Discussion re how
representation should work,

Minutes

Minutes to be made available to all staff with 5 bullet points of
main outcormes. Muast highlight 'If you have issues, these are
, the people on the cormmittee that you can talk to',

d  Don't want staff to feel out of the loop because their
departrent isn't represented,

Instructions
Create a public folder where staff can communicate their
concems, feedback, issues?

Destination, profiles, escapes - G5 and John have had

|-|-| MY TOR TEM LIMKES |

+ | GLOEAL MavIiGATION

> Melboumne hr
> Dakland hr

> Paris hr

3 London he

+ | LOCAL HavIGATIOH

> Staffing issues

> Contact

> Proposed 2001 Lonely
Planet Enterprise Agreement

> Swurveyon fAppraisals
(coming soon)

SEARCH

Search hurnan rezources

Her conceptual structure echoes the book-making process: workplace news and
community; support processes that help employees do their jobs; the publishing and
production processes; visual design; postproduction sales and marketing activities;

and, finally, an author-related area.
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The original categories are still more or less in place today, though some have been
renamed, and some categories were merged. “Even after our restructure, those
categories still hold because they're about process, not departments,” McVeigh says.
File servers throughout the organization now use the same eight categories and
navigation system to store content.

In earlier designs, team members planned to have a second horizontal hidden menu
appearing under the main one as categories were clicked, but they ultimately felt
this would be hard to maintain as site information expanded. “When people saw it,
we all realized that it would not grow and scale well as the intranet grew in content,
McVeigh explains. “The hidden menu could expand out to a maximum of thirteen
categories, but areas such as publishing, design, sales, and marketing are such big
units, there's no way we could get all of the information in.” Now, as users click
each category in the main menu, vertical expanding menus appear that let users
quickly drill down through three levels of the site.

"

Running concurrently with work on the content structure was the process of
designing the look and feel. In August, Koeninger, McVeigh, and Lonely Planet’s
international design manager wrote an initial brief on how to create the feeling of a
strong global brand with local identities. “The thing I found very hard as a designer
was trying to meet all those needs,” McVeigh says. “Someone in the U.K. office can
have a whole different way of thinking from someone in Melbourne. We had to be
very careful with terminology, too.”

To ensure that all the regions were represented, designers from all four offices
attended a design meeting. Everyone sat around the table and gave a twenty-
minute presentation on their favorite websites, and the navigation and design
features that impressed them. Then, each designer had to produce three visual
designs: 1) text-only, 2) photographic, and 3) graphical. Each also wrote a design
brief discussing visuals, branding, and the core elements on each page. It took
about three weeks to complete the mock-ups. Although the graphical design concept
never got off the ground, designers presented the photographic and text-only
designs to a core group of key stakeholders from each office and their local design
managers.

These designs were combined into a single page template, which ensures that the
same core navigational features appear on every page, including the horizontal
navigation and buttons to print, search, and contact page owners, and settings to
customize the look, language, and accessibility needs. The main panel, however,
can also be customized to give a regional identity.

When the photographic version was approved, Koeninger applied a navigational
framework and further developed the photographic design in consultation with the
local design managers. As the design progressed, each section was allowed to have
its own visual style.

The design also allows for user customization. Users can modify the navigation
image, the left side’s subnavigation, the Favorites and Library features, the right side
links, and the center content.
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Pictured: The Help & Support page with all elements visible.

L[ lelell LONDON | § ' : TinEsHEETS proe
~ * CONTACTS 20 March 2002

Timeclock
> HOME

COHHUNITY SUFFORT  FUBLISHING NEW B1Z DESIGH SALES&HKG AUTHORS

Support = Organisation = Consultation 2 Implementation

lastupdated: 20 Mar 02
Support: Consultation & Implementation Plan @R G Q

settings  gemt  seach  owner

Menu

We're sure you have a hundred and one questions about recent initiatives,

Find A Person

Please find all Frequently Asked Questions filed here,

If yvou have a guestion you feel is not adeguately covered here, please email your question to us

Advanced Search
using the online form {link here).
Quik Search E

About LP Business

|pleaze choose... =l by content... -

search )

About the Restructure

[pleasa choose. =l

Can you confirm the Global Management Team?
What does the 'new’ structure entail?

What will be the benefit of changes to LP locally and globally?
Why the radundancies?

Why the restructure?

Human Resources

AT TGS e =

B N asie Dnnlnaade

Pictured: An application results page with left- and right-hand navigation
turned off.
= EEETEERE OAKLAND

> TINESHEETS

i s cowTAcTS N
1 ¢ ¥

T — ppeT Nl e
RN AR

COHHUNITY SUFFORT HEW B1Z

DESIGN

SALESEHKG AUTHORS

Globalschedule

Publishing: Product Information & Global Schedule D | P RNe]

awimner

N Published by F
Search Results - Product Information
Product Information | Prices | Product Specifications | Print Spacifications | Pre-Praduction Schedule | Production Schedule | Post-Praduction Schedule | Publishing Schedule
Your Refined By Criteria — &ll

(showing 1- 10 of 37)

[#] expand all [B] coltapseall

[3]Ne. 1: Barcelona 2

Mext 10 »>

publication date:
publishing status: IF
ISBN: S00004444%
cycle: 1.0
last published date:
production team: Mevis

segment codes Gn the Town

series: Condensed
product category code: Condensed
product sub category code: Condenzed
book to printer: 30-Jun-02

[3]No. 2: Joumeys Desk Diary 1 publication dates

[#]No. 3: Learn To Speak Australian In One Drinking Session 1 publication date:

[Z]No. 4: pelbourne Map 2 publication date: Apr-00

[3]No. 5: china 6 Upgrade 2 publication dater Mar-02

[>]No. 6: Australia Road Atas 3 publication date: May-02

[2]No. 7: Blue Man, The: Tales OF Travel, Love And Coffee 1 publication date; Jun-02

[2]No. 8: Hineraire De Marche En France 1 FR publication dater Jun-02

[3]No. 9: Portogalle 2 IT

publication date! Jun-02

McVeigh and the company’s international design manager signed off on the final
design, with agreement from local design managers. A working HTML prototype,
showing how the actual navigation and other core features would operate, was then
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presented to all staff at open sessions in Melbourne. For overseas staff, there were
dedicated meetings and telephone conferences with key stakeholders. Once the core
design was finalized, the team created templates of each core page, the programmer
built the application, and, in late September, the final design was approved.

Since the launch, the team has modified the front page design to make it easier for
the editorial manager to update without having to rely on a designer. The new
design also allows for more interactive features, including a quick poll, tip of the
week, and photo gallery. The new front page took about four weeks to design and
test. Testing involved a group of core users with differing intranet exposure and
requirements. The team also got ideas from the 2001 Nielsen Norman Group
intranet report® and by talking to other companies with proven expertise in the area.

Refining the design is a continuous process, and the company is how considering a
new look. Also, it plans to add remote access for its network of over 150 authors in
early 2003.

Pictured: A new look the company is considering.

THE LOOP MELBOURNE T &
= T, » TIMESHEETS ~ =
e e * CONTAGTS 18 March 2002
» HELF mm Timeclock
S > HOME e
> - Mﬂsnx E
HEWS | COHHUNITY SUFFORT | FUBLISHING HEW BIZ DESIGH SALES & HKG | AUTHORS |
last updated 12 Mar 02
The Loop: @iRG
seltings  prinl search  owmes
HOT LINKS WHAT'S MEW OM THE LOOF FIND A FERSOM
> Mad Dog Cafe Menu To the Printer | |
_ ) Cur guide to the guides. It's not so mudh a | 7-'
* Guide Book Review = book, butitis a major production! The LP Advanced Search
* City Sync Horoscopes Catalogue: Sept'02-Feb '03 off to the printer
g i SEARCH CONTENT
* LPAU Event Calendar
> Birthdaysin March NEWS FEATURES
* More Links Who Am I?
» More more Links, etc. There was a time when even the Lingua
4 team oouldn't be understood, Aw, aint
1 they cutel & more
AMSIWER 2 QUESTION Events in London
wihat coreen resolution Graham Williams talks about dimbing
are you currenty using? wolcanoes and LPUK hosts Mew Author
) 2 Workshops, = Iore
() 640 % 480 pixels
() B00 % 600 pixels
Qs e
4 ® ielz
t This week's new s from around the offices,
TIF OF THE DAY :
Lingua
The Loop is currently designed | L99F REGULARS
.p. 7 .g All about the multilingual ot
for a minimum brow ser size of s
200 x 600 pixels, 'g‘ Mews Bykas in Lingua
o This week's new = from around the offices, " e
We recornmend that you set A day in their life (gallery
wour monitor at 00 x 600 aor Horoscopes above) and lots more about 3
abave. Check vour latest star's for the rmonth, Lingua hera.
COPYRIGHT - 2001 LOMELY FLANET FUBLICATIONS
v

2 Intranet Design Annual 2001: 10 Best Intranets of the Year;
WWW.nngroup.com/reports/intranet/2001
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TIMELINE
e August 2000: Concept of The Loop is broached.

e December 2000: McVeigh interviews users in four offices, and sends
strategy paper to senior management team.

e Early 2001: Prototype site for Australian staff launched.

e July 2001: McVeigh returns from maternity leave; starts scoping out
intranet.

e July-September 2001: Design work on intranet completed.
e October 2001: Construction.
¢ November 2001: Existing content converted to electronic form.

e December 2001: The Loop goes live worldwide.

RESULTS

Though Lonely Planet has not put any figures on business gains from the intranet,
information duplication within the company has already been reduced and files
previously kept in four different places are now in one location. Communications
have also improved. Once the internal database is up and running, the team plans
to do a cost-benefit analysis.

McVeigh feels that the greatest gain from the intranet has been improved inter-office
communication. In early 2002, for example, Lonely Planet went through a major
restructuring during which almost all the publishing staff had to reapply for their
jobs. “The Loop provided a place where all staff could find information on the new
structure, timelines, updates, job descriptions, and so on,” says McVeigh. “We also
offered access to staff on maternity leave and holidays. It was a stressful time for
the whole company, but at least all staff could be reassured that the information was
there whenever they needed it. I believe that the fact the process ran smoothly and
we did not get many complaints is proof of the intranet’s value.”

LESSONS LEARNED

Insights from Melissa McVeigh:

Start with the fun stuff. “People will always use an intranet if has fun stuff; then
they will already know how to use it when they start trying to use it to help them do
their jobs.”

Give people something to look at. "It's hard to explain things to people without
an image to relate to.”

Share experiences. "“A great source of inspiration is to talk to other companies
with Web-based intranets.”
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Mira Network AB

USING THE INTRANET: DESIGN TEAM:
Mira Network, started in 1998, is a Mira Network
Swedish Internet consultancy with
twelve employees, headquartered in
Stockholm. The company helps other
companies use the Internet to
transform their business by focusing on
systems that are closely integrated
with the clients' core business. Mira
Network is also an incubator for
Internet-related business ideas.

MEMBERS: HAKAN ANDERSSON, TECHNICAL
CONSULTANT, INTRANET COORDINATOR;
RONNY BELIN, BUSINESS CONSULTANT;
MAGNUS BRATT, BUSINESS CONSULTANT;
OLLE ERIKSSON, TECHNICAL CONSULTANT;
JOHAN WENNSTROM, BUSINESS
CONSULTANT

Pictured: The home page, which contains news and shortcuts to the
specific responsibilities for the person logged in. It also pushes important
information such as a link to the time-reporting function with a comment:
You haven’t reported your time for three days. You should do this every
day.

L | MIRA Inloggad: Renny Belin Sak:|Sak
~ | INTRANET s Log out

+ Startsida » Startsida 11 » Myheter » Telefonlista + Om Mira Metwork » Leverantérer » The Mira Networle » Formprogram » Kalendarium » Anslagstavian

Startsida r¥iza » Parsonalisera

Billing center
Det finns 27 obehandlade fel, Support Center
Miras Alumni-natverk hade 2002-03-20 08:48 totalt 68907 medlemmar. Uppdateral

5 senaste nyheterna Mina kunder

»Wisa alla v Lagg till » Stockhaolm School of Entreprensurship
rIKL
Johan borta torsdag em + fredag (svara) » Gryphus
Jag ar bnrtrest torsdag em samt fredag. fker ner och halsar pa Henril, v AIESEC
15 e s » Sinf - Svensk Industrifdrening

Webbt]anst for eventbuknlng (svara)
Inte s& snygg, men verkar seritis, Kundgenvag
Se hitpi/fwww.eventbokning.comy och B .
http'.-"/ww Ventbukmng cumfthame.a’new/fau asp I[Va\] kund/prospect] :'I Visa

+ Magnus Bratt

Magnus ar hemma idag p& fm. [svara)
Nas pa mob\lan DTD 791 48 03,

senaste inloggningar idag

S5 -y Magnus Bratt Anvandare | Inlogaad | Utloggad
Presskllpp i Sydostran om BTH (1 svar) anderssan, Hikan 2002-03-20 08:30:33
http .-/'/ww.v?l.s.ydo.stran 53/002 lasso?id=10185&lay=nvheter e 2002-03-20 05:58: 23
i v Jenny Anderssan -
Nya platser (svara) Belin, Ronny 2002-03-20 09:45:15
Dags for nva vyer och kamrater.., Eriksson, Olle 2002-03-20 09:58:29
GAMMAL PLATS <- PERSON Bratt, Magnus 2002-03-20 10:00:42
Jenny <- Magnus Wennstrim, Johan 2002-03-20 10:07:16
Qlle <- Ronny
Hakan <- Johan 10 P r— lacctavl %]
i e 0 senaste olista pd anslagstavian
» Yisa mig anslagstavlan! » Sik
Ronny <- Ha°!<an . alumni@mira.se
Wictoria <- Wictoria B4 RE: Flera nyheter 03-20 av OF
Antalina <- Olle B4 Re: Dagens Forskning 03-20 av MB
Johan <- Antolina = = 03-20 2% 14
Upplagd 2002-03-1 .. Magnus Bratt ._.Dagans_ForSkmng e

SUMMARY

The users of this intranet are primarily the employees who work with system
development, project management and administration, customer contact, and sales.
Some users frequently access the intranet from other locations, such as client sites,
their home office, or when traveling. Meeting the needs of these different users,
especially those who travel and those who deal with customers, cuts right to the core
of their business. The intranet, organically developed by the users, meets this
important challenge. The employees use spare resources to create functionality that
suits their needs. The designers boldly decided to involve all users, which creates
high usage and functionality over a wide range of areas.
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While some intranets are strong on content, and others are strong on data collection,
this intranet excels in both areas. The site combines information that users can
consume with text entry and reporting features that streamline corporate processes;
employees can exploit both to thoroughly communicate with each other. Much of the
site’s functionality is based on the bulletin board, which works as a universal
message management machine that users can easily customize for multiple
purposes, making input verification possible.

Understanding that users transfer knowledge from one interface to the next, the
designers created the intranet such that all data input uses an email metaphor
familiar to all users. Further, users can submit messages via ordinary email or SMS
straight into specific intranet locations.

Pictured: A simple message entry form.

Inloggad: Ranny Belin Sﬁk:ISDk

L Mira
S INTRAMET
! E Internt Tidrapportering Log out

v Startsida » Startsida II » MNyheter » Telefonlista +» Om Mira Metwark » Leverantérer » The Mira Metwork » Forrnprogram » Kalendarium  » Anslagstavlan |

Forum l;!

New message in Teknik

Subject: INew cornponents developed

I have developed some new component ideas that | would like to discuss| ;I
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Pictured: Another simple message entry form.

Lo | MIRA Inlaggad: Ronny Belin  Stk:|Sdk
| INTRANET T pmm = = 7 Log out

» Startsida » Startsida 11 » Nyheter » Telefonlista » Om Mira Network » Leverantérer » The Mira Metwork » Formprogram » Kalendarium s Anslagstavlan

Forum H

Dagens Forskning

¢'|9«‘| | 0 ||—_&|X‘ nsave|EESend‘

Author: Jenny Andersson
Posted: 2002-03-20 08:59
Subject: Dagens Forskning

Mottagare: {alumni@mira.se), Magnus Bratt (magnus@mira.se)

P torsdag kommer jag att traffa tidningen Dagens Forskning, i farsta hand
nu far SUS alumnis rakning. Vi kommer att inleda nggon form av samarbete med
dem. framférallt vill vi att DF st8r far en del av innehdlleti SUS Alumni.

Det vore sjélvklart kul om Mira ocksd kunde traffa en dverenskommelse med DF
(t ex rahatt p& prenumerationer) som vi kan erbjuda v&ra kunder. Finns det
né&gat annat man kan tanka sig? Hur skulle en s3dan deal se ut? Det ar inte
s&kert att vi hinner med att prata om DF-Mira p& torsdag, men jag kommer i
vart fall att ta upp frigan.

ffjenny

Jenny Andersson i Mira Network @ www.mira.se

E-mail: jenny.andersson@rmira.se : Mobile: +46-(0)70-717 10 48
Phone: +46-(0)8-41Z 84 00 ¢ Fax: +46-(0)8-22 37 01

Mira Metwork AB @ Kungsgatan 55 @ SE-111 22 Stockholm @ Sweden

Bifogade filer:

http://demao.mira.sefintranetpopper/attachments/2001187008/_alt.0, 2 kB
(eller http:4/192.168.0.9/intranetpopper/attachments/2001187008/_alt.0)

Meddelanden i alumni@mira.se 20 senaste olasta pd
% anslagstavlan
(5] Hew v Andra sorteringsordning » Misa forumnlista v Visa svar v Garmn svar r Gorm meddelandetsxt

»Visa mig anslagstavlan!

alumni@mira.se
pee i intan el et s @l

The time-reporting function provides an easy way for the employees to report their
hours, independent of where they are at the moment. Ironically, reporting time daily
could take up much of an employee’s time if the system is not well designed. Worse,
employees could rebel against reporting time consistently or at all if they do not like
using the system. In this case, however, the month report is the basis for salary
payout and hence the time-reporting function works as a usage booster on the
intranet. Also, the simple design makes for a painless time-reporting experience.
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Pictured: A time-reporting form.
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Pictured: The month report, used as basis for salary payout.

; Inloggad: i
N mTR:ANEI Ronny Balin  SOK! S0k

. tarnt Tidrappartering Utveckling Log out

+ Tidrapportering + Manadsrapport » Personalsammanstalining *

Minadsrapport: Mars 2002, Ronny Belin
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Employees can also use the intranet creatively to keep abreast of customer and
potential customer relations. The site provides an area for management of customer
and prospect relations. The site includes a diary for each customer, in which
employees can record contact events.

Pictured: An area to manage customer and prospect relations.

Inloggad: Ranny Belin Soki|sok

| mira
X | INTRAMET
I : Projekt Utueitkling Log out

v Mina kunder » Prospectlista » Kunder » Support Center » Projektlista » Tidsuppflining » Diagram » Alumni » Exeds extranet » Todo-lista *

Mina kunder Administrera kundErL;
|Be|\n, Ronny ;I |Prospact ;] |Aktiv baarbetning_-] I[Kategnri] ;l idag | inom tre dagar | nar som he\stl—

eller sak efter I% &I

Mame | Ansvarig | Status | Saljstatus ‘ Kategori MGy |
Enea Raonny Belin Prospect Aktiv bearbetning Matverk

SwD Raonny Belin Prospect Aktiv bearbetning Matverk

IKEA Ranny Belin Prospect Aktiv bearbetning Matverk

Stockhaolmsbarsen Ronny Belin Prospect Alctiv bearbetning

Manpawer Ronny Belin Prospect Altiv bearbetning Matverk 1
Lernia Ronny Belin Prospect Altiv bearbetning Matverk

Ottsjh Ranny Belin Prospect Aktiv bearbetning Matverk

Telia Ranny Belin Prospect Aktiv bearbetning Matverk

Duklicictllihbhan Donro Ralin Drrena ~+ Alobiv hasrhabning =
Lernia Visa fakturor | Redigera kunduppaifter| 4] | Dagbok fir Lernia 4]
Lernia (Prospect) »Sdk i alumnindtverken *Laggtill... »Intranetmaila »Maila l2nk...

v Visa uppdragséversikt

www,lernia.se ;I
Ansvarig: Ronny Belin
hjal =l
Hur gdr vi vidare? I—(Jﬁ
Aktivbearhetning i [z00z-03-20 10:52 | | Laga il
Call Jenny Gejke, ;I
2002-03-12 14:13:00 (Ronny Belin) » findra
| Lamnade meddelande p3 Jennys telefonsvarare. Hennes mobiltelefon &r 0705 - 94 32 99,
Kontakta igen ARER-MM-DD 2001-11-09 10:51:00 (Ronny Belin) » Andra
Iﬁ Pratade med Jenny Gejke, Infomaster (jenny.gejke@lernia.se}. Hon var mycket
i Brospisch - ﬂl intresserad och berattade att de &r Sveriges storsta uthildningsféretag med ca 200' —

deltagare per &r. 1 en del av kurserna kan det sakert vara intressant med
ﬂ alumninétverk. Hon fick en leaflet fér universityalumni. j

Once clients are signed, the intranet provides information about the status of the
clients’ systems, how many users they have, and how active they are. And, to
expedite efficient maintenance for client systems, the intranet provides a function
that issues automatic alerts when errors occur in clients’ systems. This leads to
better relationships with clients.
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Pictured: The client systems usage page.
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Alumni - Natverk l;l
Metwarl: MemberCount | MoOfLoging | MoOfContactsFrestext MoOfContactsMormal MNetworkPenetration ‘
1314 7964 83 1591 2,5
- - a91g 1546 o 278 06
884 15005 1g6 1441 3.6
782 7467 273 3413 9.4
561 3597 53 883 3,3
- 515 2445 34 213 1,0
438 4430 37 984 4,7
255 1816 209 1146 10,6
237 178 o 7 01
. 219 2349 58 595 5,9
210 2282 139 1111 11,9
114 1017 33 390 74
107 3251 S 79 11,6
- - 107 a1 o 9 0,2
93 260 o 163 3,5
- - 61 371 o 166 54
4z 349 27 T8 5,0
- 23 94 o 1z 1,0
21 770 o 107 10,2
. - T 23 2 4 1,7
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;I

Pictured: A function that automatically alerts employees when errors
occur in the clients systems.

Inloggad: Ronny Belin  Sdki|Sok
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@ Support Center

Felstatistik per status 2 ErrorType Status | User ‘ System ReportDate |
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Borttaget a0 T 500-100 Obehandlat - = 2002-02-28 17:15:00 Mer info.
R - obehandlat 2002-02-22 09:32:00 Wer info.
Felstatistik per system *
1§ Tabort I Markera avklarad/e Flytta till pAgdende
- 1
g
16
1
- oL
2
2
g
33
I
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39
1
1
1
1
1

The error reporting feature is only one way that the intranet designers provide
innovative, up-to-the-minute information to employees. For example, the site
provides a simple method for creating, modifying, and following up on invoices.
Keeping accounts up to date is key to any well-run business, and using the home-
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grown intranet to do this in a way that suits your company processes and culture is
clever.

Pictured: A simple method for creating, modifying, and following up on
invoices.

|mra _ _ - — - aosead,  sokisox
idrapportering Fakturering Adrniristration Log out
> Uthst‘%endlewfakturor * 4 Lista fakturor * » Redigera faktura * » Registrera fakturaperiod * » Skapa ny faktura * » M3nadsrapport * » Rapport,
Utest3ende fakturor l;
Fakturanr | Belopp | Belopp inkl moms Kort namn | Fakturadaturn | Farfallodatum
2023 KTH Z002-03-01 2002-03-21
2024 su 2002-03-01 2002-03-21
2025 Il 2002-03-01 2002-03-21
2026 Entreprendr 2002-03-01 2002-03-21
2021 Sddertérn 2002-02-21 2002-03-23
2028 SSES 2002-03-04 2002-03-24
2029 Exed, HHS 2002-03-04 2002-03-24
2030 Sinf Z00Z-03-04 Z00Z-03-24
2031 Folkpartiet 2002-03-07 2002-03-27
2032 Factar Insurance 2002-03-08 2002-03-28
2022 KI 2002-02-28 2002-03-30 L]
2027 JKL 2002-03-01 2002-03-31
2019 BTH 2002-02-13 2003-03-15
Totalt: 440950 (551188 inkl moms)
Ackurnulerat sedan start: 13272759 (16590949 inkl moms) LI

The employee contact feature lists all company employees, with links to more
detailed information about them. This function is also integrated with mail programs
using vCards, and the list notes when each person last logged in to the intranet, so
users know who has started working that day.

The intranet’s look and feel is comforting, with consistent tab navigation and an
always-present search box. The color scheme is uncomplicated, using maroon for
delineation lines and a splash of color, legible black text on white pages, and
standard blue text for links. The welcoming graphic design compliments the
inventive productivity features that employees can use throughout their workday.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
3 3 2.9 3 3 2.5 2.8

DESCRIPTION OF THE INTRANET
Mira Network’s intranet provides the company’s staff with tools to make their work
more efficient.

BASIC FEATURES
The intranet supports the administrative parts of the users’ work as well as the more
creative and educational parts. Features include:

e Time reporting
e Customer relationship management (CRM)

e Bulletin board (with support for Web, email, and SMS input)
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e Invoice administration

e A support tool that automatically reports errors in clients’ systems
e Client, project, and project team administration
e Executive information support

e Maintenance tools for client product updates

e User statistics from clients’ systems

e Office equipment ordering

e Phone list

e News

e Calendar

e To-do list

e Information about Mira Network

e Micro features for several miscellaneous functions

URL AND ACCESS

The intranet is hosted externally by a professional hosting company and is accessed
by the URL http://www.mira.se/intranet/. Log-in requires a username and
password, making the intranet available from any computer with Internet access.
From the company’s personal computers, most users use an "autologin" feature to
avoid having to type username and password each time they access the system.
The log-in is not integrated with Windows normal network log-in since some intranet
users do not have access to the local area network. Some LAN users (employees of
other companies sharing the same facilities) do not have access to the intranet.

BACKGROUND

Mira has had a basic intranet since the company was set up in 1998. Initially, some
of the company’s employees worked at home and others worked in separate offices,
so it was important to have a way of exchanging information easily and creating a
sense of common purpose. The intranet was originally created to support time
reporting, a function that is essential for generating Mira’s revenues. Since then,
new functions like bulletin boards and company news have been added.

There have been three distinct versions of the intranet; the most recent was
introduced for two reasons: user dissatisfaction with the previous design, and the
need to add several major new functions. These included an invoicing system; a
search function, which was needed to handle a growing volume of intranet
information; and improved navigation for selecting time-reporting dates.

GOALS AND CONSTRAINTS

The intranet’s main goal is to provide users with tools to improve their work
efficiency. The company achieved this goal by providing a platform that makes it
easy to add suitable functionality.
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Mira encourages its employees to add new intranet functions. The only constraint is
that they be able to justify the time needed to build a function in terms of the
business benefit it will deliver.

The site’s design reflects Mira’s corporate branding, and is intended to work on a
wide range of browsers and platforms so it’s easily accessible when employees are
traveling. “It's important to use very simple technology,” says Ronny Belin, business
consultant. “We only use JavaScript if we have to.”

DESIGN PROCESS AND USABILITY ACTIVITIES
Mira has a philosophy of continuous development, not only for its own intranet but
for projects it works on for external clients. Users gradually add new functionality to
the intranet themselves, in response to a business need and when they have the
time to work on it. “The employees use spare resources to create the functionality
that suits their needs. If you want a new function, you just build it yourself or get
someone else to build it,” explains Belin.

He estimates that time spent on intranet development can range from zero to forty
hours a month, with most new functions taking ten to twelve hours to build. The
entire development time for the intranet is probably 400 hours in total.

Because Mira is a small company, and all of the staff is closely involved in building
the intranet, user feedback is a natural part of the development process. “We have
a culture where it's natural to seek feedback from the users and for users to give
feedback,” Belin explains.

The high user involvement in building the intranet also encourages high system
usage. New functions are tested in the most practical possible way. “If the function
proves to be useful, we keep it; if not, we disable it,” Belin explains. In practice,
only a few minor features have actually been disabled.

In addition to the ongoing feedback, the company has a regular meeting every
Friday afternoon to discuss usability improvement across all its projects, including
the intranet. “It's a very informal meeting. Sometimes we just have a beer and a
chat,” according to Belin.

In early 1999, the Mira intranet was somewhat minimalist. “"We had no design at
all!” comments Belin. Nonetheless, the intranet serves its purpose of providing
common tools for employees who do not work out of one office.
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Pictured: The minimalist Mira intranet, early 1999.
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Myheter
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Later the same year, the intranet still had a very simple layout, but did feature some
design elements, such as the company logo in the top right-hand corner and a
shaded menu bar on the left; the left-hand menu content remained the same. The
extra section, Administrera, was only shown to users with a higher access level, and
enabled them to add, deactivate, and edit system users. One major change let users
fill in and submit four different time reports at once, rather than doing them
sequentially, thereby saving time and making it more appealing to use the function.
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Pictured: Another iteration of the intranet in 1999. It still had a very
simple layout, but included some design elements, such as the company
logo in the top right-hand corner and a shaded menu bar on the left.
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In the summer of 2000, the intranet underwent a major rewrite, partly to improve
the design (which was unpopular with users), and partly to add new invoicing,
Fakturering, and search functionality. Also, a new CRM function, Projekt, was added
prior to the new design’s release.
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Pictured: The summer 2000 intranet design featured a major rewrite, with
added functionality for invoicing, search, and customer relationship
management.
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“The aim with the design was that it should feel like a tool, not a brochure,” Belin
recalls. “We wanted it to look like Office.” For example, the bulletin board message
composition feature uses standard Outlook icons.

To minimize the area needed by navigation, the left-hand navigation bar was
replaced with horizontal tabs across the top of the screen (the application uses full
screen width, regardless of screen resolution). Clicking on either the company logo
or the Internt tab takes the user back to the start page.

The time-reporting page includes a new navigation for selecting dates by clicking on
the appropriate day, and users can now do project-based time reporting and day
reporting on the same page.

Users also have a wider range of information to help them do their jobs, including a
summary of all time reports submitted, Tidrapporteringar, and a record of all
potentially billable activities carried out on the intranet, such as discussions in the
technical bulletin boards. This is automatically populated from relevant areas of the
site. “If you post a message in the development bulletin board, it automatically
appears in this section,” Belin explains.

The Konsultklockan function at the bottom of the page is a stopwatch, which
employees can use to determine how much time they spend on work for each client.
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“It's not widely used. You tend to forget to switch it on, or off, but it works for some
people so we haven't disabled it,” Belin says.

Similarly, the current start page draws together several information sources,
including a list of which employees are logged into the intranet, and can thus likely
be contacted. The start page also includes the most recent news and bulletin board
messages, and direct links to information on each employee’s clients.

Both the current time-reporting application and home page have a layer of
secondary navigation for each section under the main section tabs — a feature
introduced to deal with the growing quantity of intranet information. “This was an
idea we stole from other sites. We find it very effective in making navigation
compact,” says Belin. The most commonly used secondary functions are positioned
under the section tab. For example, news and the telephone list are near the main
start page tab, and the CRM application is near the project management, Projekt,
tab.

Mira’s intranet is continuously evolving; the proposed design for one of its
management information applications shows a more striking design using contrasting
colors and Windows XP-like look and feel.

Pictured: A proposed, more striking design for one of the intranet’s
management information applications.

Lo | MIRA Inloggad: Sik:|Sik
S [ INTRAMET | . LI i
¥ HE Internt Tidrappartering Fakturering Adrministration Prajekt Utveckling Ronny Belin

» Startsida » Startsida IT » Myheter » Telefonlista » Om Mira Metwork » Leverantdrer » The Mira Metwork » Formprograrm  » Kalendarium

@ Billing Center

Fakk, projekk Fh TRh Fakt TR projekt Datum Person Description

Billing Center
= Gryphus 6
Alumnindtyerk

[ Lagg till fler timmar
[ &ndra information
[ L&s denna Faktura
[ Biling Center startsida
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& min Fh TRK
2002 211,75 11,75
2002 316,75 16,75

TIMELINE

e 1998: Mira founded; Web-based time-reporting application created.
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e Early 1999: News, bulletin board, and project information applications
added.

e Late 1999: Design elements introduced, time-reporting function
enhanced.

e Summer 2000: Major redesign.

RESULTS

“The intranet is now a critical tool for Mira. Each employee uses it every day, several
times a day,” says Belin. The company has not tried to quantify the business
benefits, but believes there have been clear gains from automating core functions
such as time reporting. In Belin’s own experience, for example, the recently
introduced invoicing feature halved the time it took him to produce an invoice.

LESSONS LEARNED

Insights from Ronny Belin:

Arrange your intranet around your business structures. “"Because we modeled
the system around the structures in our business, it was easy to communicate what
the various functions did. They were functions users were already familiar with.”

Keep it simple. "It can be good to trade flexibility for less complexity. There's no
point having a good-looking browser if it won't work in your hotel room.”

Learn from other designs. “Amateurs borrow, artists steal. We try to steal ideas
from existing interfaces because the user will feel comfortable with them, and
because we know someone has already put a lot of thought into designing them.”

Look for the killer app. “You need a killer app in your intranet to create usage. In
our case, it was time reporting.”
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Northwestern Mutual Life Insurance

USING THE INTRANET:
Northwestern Mutual and its

subsidiaries offer an array of financial
products. The company was founded in
1857 and now services 2.8 million
policy owners holding more than five
million policies. In 2002, Northwestern
Mutual was again (for the nineteenth
year in a row) voted the most admired
company in its industry by Fortune

magazine.

DESIGN TEAM:
Northwestern Mutual’s software product
design team

MEMBERS:

MICHELE BERKES, USER-CENTERED DESIGN
(UCD) SPECIALIST; MICHAEL DELGAUDIO,
USER INTERFACE (UI) DESIGNER; DEBORAH
HALL, MUTUALNET SITE COORDINATOR;
MICK ROSOLEK, UI DESIGNER; MARK
BENDER, UI DESIGNER; JUDY HURLEY, UCD
SPECIALIST

Pictured: The Mutualnet home page, which provides navigation across the
entire intranet.
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SUMMARY

Mutualnet is the Northwestern Mutual Life Insurance Company’s corporate intranet,
which serves the specific business needs of approximately 5,000 employees and
contractors, plus the many off-site employees in regional real estate offices across
the U.S. Users include attorneys, accountants, doctors, actuaries, engineers, and
stockbrokers. Operations staff includes people in data entry and processing,
customer service, training, and sales support. Marketing and sales departments also
have process and product specialists. The Information Systems department alone
has over 800 employees.

Mutualnet combines simple design, data collection, and communication all in one
place. The home page provides navigation across the entire intranet, and designers
chose a Yahoo-like design to provide quick links to heavily used items. The page
makes minimal use of graphics, making it fast to load and easy to keep current. The
visual design of the page is flexible to accommodate different browser resolutions.
The scrollbar on the Today column let designers maintain a shorter, more balanced
page. This column includes employee-oriented news items as well as weather and
traffic information. On the downside, designers report that the single search box,
which combines two search functions into one entry box, has not been as well
received. The two buttons do let directory-centric users eliminate a click to locate
phone numbers, however. Designers are also working to improve the department
focused navigation structure.

In addition to having design goals of a clean look, fast-loading pages, and consistent
navigation across sites, Northwestern Mutual is the only intranet winner that
specifically set a design goal dealing with accessibility for user with disabilities. The
company focused on testing and adhering to Priority One W3C Web Content
Accessibility Guidelines.®> Making it possible for users with disabilities to use the
intranet is extremely important, and we’ve found that making improvements to this
end typically helps all other users, too.

At many companies, HR planning and maintenance is at best a quagmire of papers
that are copied, faxed, or mailed through the office to whatever HR person you
happen to know or find. Northwestern Mutual, however, has implemented a full HR
area of the intranet where users not only find benefits information, but can make
changes to their electives and personal information. For example, HR offers two
forms on their department-level Mutualnet site that help eliminate the large chain of
paper communication and electronic data re-entry required by their predecessors.

The Employee Personal Data Change form lets employees directly inform HR of any
changes to their address, name, marital status, and so on. The form is a bit long,
but necessarily so, and it is well laid out, with obvious fields and field labels.

3 W3C Web Accessibility Initiative, guidelines at http://www.w3.org/WAI/Resources/#ql.
See also the Nielsen Norman Group report with usability accessibility guidelines, Beyond
ALT Text: Making the Web Easy to Use for Users with Disabilities (Coyne, Nielsen)
Www.nngroup.com/reports/accessibility.
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Pictured: The Employee Personal Data Change form, which lets
employees inform HR of changes in personal information.

Human Resources | oerartment
ch | Mutualnet Home
Employee Personal Data Change Request Form

Requesting changes for:

Mame: | | Department: IActuariaI
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« Marital Status and Spouse Information  « Additional Degree
+ Emergency Contacts « For all other changes, contact your manager.

Address and Phone Number

Home Address Home Phone
Address: [ | { | 3 | |
| | unpublished: [
Ziw. lm : | Other Phone (optional)
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E 4 I Y
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unpublished: [ type

Effective Date
[sirit | G |

Backtotap

Marital Status and Spouse Information

Mew Status i
Effective Date

Spouse
Marne: | |

53N [ |
Birthdate: | |
© Male © Female

If you haven't already done so and it is applicable, also change your Name, Address, and Emergency Contact

Backtoton
Emergency Contact(s)
Primary Contact Secondary Contact (optional)
Mame: | | Name: I
Relationship i Relationship: | i
Harrie Phone: [ ) | | Haorria Phune:(l B} | |
unpublished: T unpublished: [
Cther Phane: ( y | Other Phone: (l 13 | ]
unpublished: [ unpublished: [
type: type:
Effective Date |
Backto top

Name (Legal)

Hew Name Previous Name

Prefix: Prefix: :ﬁ
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The Open Enrollment forms let employees view and directly modify their benefit
options. There are two very nice features in this process. First, data is automatically
batch-processed nightly, so there is no extra administrative hassle and HR
representatives have timely information. Second, employees need various items or
information on hand before they can actually go through the forms. Rather than
hitting users with a “gotcha” in the middle of the process, designers had the
expertise to give users a list and explanation of the information they need to
complete the forms before they even begin. This is an innovative way around a
common form problem.

Pictured: A page beginning the Open Enrollment process, which lets
employees view and modify their benefit options. This first page helps
users get started and tells them what they will need to complete the
process.

- . R¥T
g L ‘..
Human Resources | ocearuens ARl

Human Rezources Home | Human Rezources

2002 MutualChoice Open Enrollment

October 29 - November 3; November 12 - 17
Won - Fri: Sam to midnight; Sat: Bam to noon What's new in 2002

e Support | Mutuainet Search | Mutuainet Home

Attention™ Hurana and Aurora Family MNetwork are no longer available in 2002, If you are currently
enrolled in either plan, you will need to log on and change your election, or you will be defaulted to "no
medical coverage”.

To Help You Enroll...
o Have your worksheet nearby as a guide.

¢ If you are newly enralling in an HMO or Dentacare, have your Primary Care Physician's (FCP)
number or Dentacare Clinic number available. You will be prompted for that information as you
move through the system.

o [fyou are already enrolled in an HMO or Dentacare and you only wish to change your Primary
Care Physician (PCP) or Dentacare Clinic (while keeping the same plan), you will need to contact

your provider directly.

« Defare you begin, make sure you fully understand your benefits. hMutualMet contains & wealth of
infarrnation to help you lear more about your medical, dental, & vision coverage, and your FSA &
commuter benefit accounts.

o [f you need help, call ext. 5900,
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Pictured: A form within the Open Enrollment process. It is well laid out,
and the forms are short and to the point.
3 2002 MutualChoice DOpen Enroliment - Microgoft Internet Explorer provided by Northwestern Mutual

2002 |

Step 1: Choose Your 2002 Medical Plan
EMFLOYEE EMPLOYEE &

EMPLOYEE ONLY & SPOUSE CHILDEREN) FANHILY
¢ Principal Chaice Plan 5 e LT %
O CompcareBlue b Hee B b2
= Humana HO Fan b e -

0 Mo Medical Coverage | If selected, you'll receive a § annual benefit allowance.
By choosing this option you will not be able to enroll in
medical coverage until the fall of 2002,

Adlvalues are cost per month unless othemize noted

Step 2: Choose Family Members You Want To Cover In 2002

PRIMARY CARE
2002 FAMILY MEMBER ERT 2001 RELATION MfF SSH BIRTHDATE PHTSICLAN #

Maorm YWeston v  Employee M 123-45-67833 02051965 Same as 2001

RS B v spouse F 1201411969 Same as 2001

Like many intranets, Northwestern Mutual’s offers an employee directory. However,
their design is innovative in that it takes information that is currently available from
several different resources and combines it into one, making it faster and easier to
find people at the company. The directory search lets users type a hame or browse
by letters. If a search returns one unique result, the result displayed is a detailed
page including the employee’s photograph. If more than one match is found, a page
listing the possible matches, including name, phone number, location, department
and division, and budget code is displayed. Regardless, the results show the most
important information for the users. Knowing that the Home Office Directory is a
frequently used featured, the designers usability tested it, and in the course of the
usability evaluation gathered information about what other information users
expected or needed there. They then used the information to make sure that the
details given on the intermediate list page were those most pertinent to users. In
addition to the directory, designers created the How Do I section in part to help
direct users to other site resources.
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Pictured: An employee directory search results page. More than one user
was found based on the search criteria.

I T

Mutusinet Home | kor arch Options

[ ' | 8QHO Directory

Select a letter to display an alphabetic list by last name.

fafofcfolelelclul JoTe]r u
nfofr falefs [rTulv]v]x]v]z]

Search Results for: hall

Phone Budget Contractor
Name Ext. Location Department Code  Firm
HALL, ADAM T . i~ Figld Services and Support L
HALL, CHRISTOPHER. " A Field Training & Development o
[TOR)
HALL, DEBORAH A » L Information Systems
HALL, JOHN Q - . Human Resources ot
HALL, REBECCA “ (@ Life Product o

The content avallable is provided for the use of employees for the punsose of conducting company business or company
approved activities. Misuse of employes infarmation or phatographs s atrictly probibited.

Howdol..?

« Update information in the directory?
For Morthwestern Mutual employees, send an e-mail to your department's HR Officer Assistant or
HE Officer,
For contractorfintern updates, send an e-mail to Directory Updates for Contractors.
« Look up contact information for a financial representative?
Use the Einancial Representative Directory.

« Find other directories?
See the Mutualnet Directories page.

« Contact someone about my photo?
Send an e-mail to Employee Portraits

Mot getting the results you expected? Submit a Mutualnet Comment.

Last Revised: TO0/30/:2004 L= "
Editor: Deb Hall, extension 2829 A Northwestern Mutual

Wy
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Pictured: An employee’s results page. This page is a unique search result,
and thus is displayed instead of a list of search results.

(B

Mutuzinet Home | Mo arch Options

HALL, DEBORAH A
Extension: 2829
Location MO9SE
Cubig: 09181

Information Systems /Web Client Computing
GRP 17

The content auailable is provided for the use of employees for the purpose of conducting company business of company
approved activities. Wsuse of employes information or photographs s strictly prohibited.

| [ §Q.Ho pirectory |

Select a letter to display an alphabetic list by last name.

[afofcfolefefeluli]sJx]t [u]
[vJofrJafefs [rJulv]w]x]v]z]

Howdol..?

« Update information in the directory?
For Morthwestern Mutual employees, send an e-mail to your department's HE Officer Assistant.
For contractorfintern updates, send an e-mail to Directory Updates for Contractors.

« Look up contact information for a financial representative?

l'lra tha Cinancial Danracantative Diractone

Aside from small news bits and letters from the CEO, many intranets miss the
opportunity to communicate current information to employees. Northwestern
Mutual, however, has taken the opportunity to use the intranet to communicate
about a delicate topic: a new facility design.

Having your office arrangement and architecture change can be exciting. Many
people, however, feel stress with such changes and the worst thing a company can
do in this situation is to withhold information about the changes. Thanks to the
intranet, the opposite is true at Northwestern Mutual. Information is posted
thoroughly and regularly, using the Franklin Campus site, an all-in-one location for
information regarding the home office’s new campus expansion. As the planning and
construction on the new campus progresses, so does the site. Employees can look
for the most current answers to questions about things like amenities and parking
excerpted in a FAQ document. But a FAQ is the not the whole story. Employees can
also ask their own questions and receive individualized answers via the Franklin

| 48921 WARM SPRINGS BLVD. FREMONT, CA 94539-7767 USA | INFO@NNGROUP.COM



Campus Q&A Domino application. The Communications department also made
maps, plans, and drawings available on the intranet. Taken together, such features
have successfully alleviated employee concerns and inaccurate grapevine information
by providing more direct communication between employees and management.
Now, employees can look forward to the changes with anticipation and excitement.

Pictured: The first page of the new campus site, used to communicate
changes and information to employees.

Communications | oerartment

Communicatic ome | Communication:
People &
Organization

Franklin Campus

Policies &

YWelcorne to the Franklin Campus site, your all-in-one
Procedures

location for information regarding the new facility!
Company News &

Direction As the planning and construction on the new campus

Communications
Services & Media

Employee Services

Franklin Campus

* Hews & Updates

= Staffing
Photos & Drawings
Committees
Questions &
Answers

progresses, so will this site. Look here for the most
current answers to frequently asked guestions, including
issues such as amenities and parking.

Related Links

City of Franklin
Franklin Hub newspaper
Eppstein Uhen Architects

Dpus Morth

. -
Aerial view of Franklin Campus site, looking north
T."JE' LU= PRI LR RT= [ R AL L = R W P |~ P o R~

cornar of Orexel ahd 5. 27th 5t
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Pictured: The Question and Answer page allows users to ask their own
guestions about the changes. This is a much better alternative to stale

FAQs.

Communications | oerarmment %[I[ = bl

Communications Home | Communication

Franklin Campus Q&A

+ Ask a Cluestion  * Admin Login

Sort
By Date Replied _ﬂ

Reply Date Question #

Question Category

03182002 220

03/18/22002 218

03082002 175

02/726/2002 208

02/26/2002 202

Any plans to keep any of the old "drive-in" ammenities for sorme Misc.
histarical references? (for example: the old sound boxes you hooked

on the window, the old concession stand, etc.). [ve seen many

developments that have preserved reminents of the locations prior

existence, whatever it may be. For instance, there is a Holiday Inn in
Indianapolis that use to be a train station. They preserved some of

the old character into the new hotel. Just curious if any plans exist

for the old drive-in that has been there faraver.

Will the Franklin location offer space for a warehouse facility so that Misc.
we can eliminate the Wallace location?

What type of arrangements are going to be made for handicap On The Job
access, not only to the buildings, but for cafetena and restroom

access and utilization as well? For example, will there be automatic

doors available for restroom access on each floor? Thank you.

Cwerall | think that NML has done a great job in providing for its Canstruction
employees. Im sure we all feel there are things that we would

individually like in addition to what we currently get. However, | think

it's slightly unfair to compare other companies’ amenities to ours,

when we might have samething they do not. | used to work for a

campany that only had two elevators which were constantly breaking

down. What I'd like to know more than anything else is when is the

initial groundbreaking going to be and are we on track to meet the

move-in goal of late 2003 or early 2004, | drive past the new site

frequently and the drive-in sign still says see you in the spring.

Currently Morthwestern offers the Employee Home Purchase Plan Pay and

but it only applies in certain areas, does Morthwestern plan on Benefits
adding tha Cite of Franblin tn tha liot? If net ara thaw mnine to affor
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Pictured: A page of plans, the actual location, and maps for the site.

Communications | oeearmvent

People &
Organization

Policies &
Procedures

Company News &
Direction

Communications
Services & Media

Employee Services

Franklin Campus

* Hews & Updates

+ Staffing
Photos & Drawings
Committees

Questions &
Answers

Communications Home | Communication port | hiutusinet ch | Mutuslnet Home
Franklin Campus Photos & Drawings

Check this page to find the latest photos of the site, architect's drawings, and other images of the
Franklin Carmpus.

+ Aerial photo of Franklin campus location
+ Site plan concept drawings

Aerial photo of site

The Franklin Campus site is located at the cormer of 3. 27th St and YW, Drexel in Franklin,

Site plan concept drawings

The following two drawings show the preliminary plans for the Franklin Campus site. For more
information about the plans for buildings on the campus, see the & preliminary site plans handout,

SOUTH 31T IO

AT 1STM

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
3 1.5 1.8 3 2.5 2.3 2.3
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DESCRIPTION OF THE INTRANET

Mutualnet is composed of a community of home office department subsites with an
umbrella enterprise layer. The intranet resides across thirteen servers, including
more than 150,000 pages plus applications. First implemented in 1996, it has been
through four revisions. Currently, Mutualnet adds approximately 1,000 pages of
content per month.

BASIC FEATURES
Mutualnet’s top layer is considered the enterprise level. These are the pages that
provide navigation across the entire intranet. The redesigned site uses global and
local Cascading Style Sheets to ensure branding and best practices consistency
across subsites. Creative content and color palettes let each subsite illustrate its
uniqueness within the Mutualnet community, while communicating an identity with
the Northwestern Mutual brand. There are two standard navigation areas in the
page structure: global navigation and site navigation. Site navigation provides a
“you are here” functionality. Designers encourage consistency in site navigation
labels across subsites. A scoped search box is available on subsite home pages, and
all pages include a global navigation bar with a link to the full site search. All pages
must have metadata titles and descriptions, and all graphics require Alt tags. All
branded sites are link and spell checked, and monthly reports are run for content
owners.
Types of content/applications include:

e Forms to initiate various internal processes

e Daily company news column, company newsletter (Coverage), department
newsletters

e Policies and procedures — A to Z, standards, guidelines

¢ Online training, scheduled training calendar, professional development
e Computer help desk, password change, software downloads, contacts
e Third-party news and research links

e Employee self service — job postings, 401K, benefits enrollment

e Home Office Directory with photos and other directories

e Company calendar of events

e Project and Competency Center databases of documents and team
collaboration

e Weather and commuter information links

e Interactive Q&A, bug trackers, minutes and agenda databases
e Job aids and documentation

e Clubs, lunch menu, special discount offers, credit union

e Business and leisure travel information

URL AND ACCESS
Employees must be authenticated, of course, to access home office systems, but
Mutualnet itself has no separate log-in. After successful user authentication,
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Mutualnet is generally available. Certain applications or sections of information do
have restricted user groups, and users in those areas must reauthenticate. The
designers are piloting a project called Mutualnet Anywhere, which will let employees
access a limited subset of Mutualnet content from home. Employees will, of course,
need to authenticate to get into Mutualnet Anywhere.

BACKGROUND

The first version of Mutualnet appeared in 1996, having grown out of a previous
intranet created for Northwestern Mutual’s sales force. Initially, the rationale for
having the intranet was simply to make corporate information more accessible by
putting policy and procedure manuals online. Since then, the intranet has been
through four revisions, including a major redesign that was launched in 2000
following an extensive usability review.

Pictured: A page from Mutualnet’s major redesign in 2000, based on

usability evaluations.

mutuahet

TODAY

March 20, 2001

Lunch MNewscan Coverage

Read all about it!

-» Do you know your corporate
recaords policy or the records
coordinator for your
department? See details.

~7 Benefits Statement Survey
i Here's your turn to talk back.
|5 this statement everything
you drearned it would be?
Take a minute to let Human
Resources know.

@(EF Performance review
The United Performing Arts
Fund campaign at the home
office: March 8 - March 16.
Keep on top of all the
happenings around this
exciting fund drive and chart
the progress of the company's
drive to §170,000.

@ PC/Software Training

A summary of classes offered
in March/&pril and links for

registering.
More Mews. .
EAy Hilwaukee, HI

S0 T Reported bu Hilwaukeer WI
'_L-,"‘.""J, = Partly Cloudy

v Click for

Tue Har 20 05:52 FH CT For‘ecuS_t-

—— ¥

Temperature: 44°F/7°C [T

Directories b
Home Office, Agent,

Dept /Div. Listing, Employee
Photo, Qrganization Charts

White Pages ...
Web Links &

Northwesternbdutual corm
LiMKnet, Internet Search ..

Emplovee Resources &
4016k), Job Opportunities,
Clubs, Credit Union,
Discounts, Jane's Take-Away
Foods ...

Computer Corner &
Passwords, NS0, PCAAN
Contacts, PC Software
Installation, Printers ...

Company Information &

Erand Management,
Calendars, Fact Shest

Directions to Home Office ...

Research &=
Forrester Research, E-
Journals, Business &
Managerment database ..

Training ! Education &

General PC Training,
HE Classes, LOMA

Procedures A-Z &
Custormer Privacy, HR Policy
Manual, Ihsurance Manual of

Cperations, Parking
Information ...

GO!
more search options

News &
Sales Reports, Columns
Mewshase, Speeches,

Coverage ...

Forms &
HR Faorms, |5 Forms ...

Departments &
Actuarial, Agency, Annuity &
Accumulation Products
Audit,

Communications,
Compliance/Best Practices
Contrallers, Corporate
Offices,

Corporate Planning,
Corporate Services, Disability
Income, Field Financial
Services, Field Services &

Support,

Field Training & Developrment
Hurman Resources,

Information Systems,
Investment Departments,

Law, Life Product, Long-Term

Care, Marketing, Mew
Business,

Policyowner Serices, Tax &

Financial Planning,
Underwriting Standards ...

Project Management &
2001 Corporate Projects,
Phdls, Wisual Process ..

This is a senvice of The Morthwestern Mutual Life Insurance Company,
hilwauke e, Wil - Copyright 2004
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In 2001, all intranet department and club sites were redesigned. In 2002, redesign
of forms, applications, and Domino databases will begin. It will take approximately
two years to complete these conversions; they are currently converting over 1,000
pages per month.

Many of the intranet revisions were motivated by user feedback. As information
volume grew, respondents in Northwestern Mutual’s annual survey of intranet users
started to complain about difficulty in finding what they wanted. Many were
unhappy with the search facility, which by default delivered a search of the head
office directory rather than the whole site. The team was also becoming aware of a
lack of uniformity across the site’s different departmental areas.

Meanwhile, in 1999, Northwestern Mutual’s board had decided to introduce a new
brand identity throughout the organization, including the intranet. During 2001, the
design team received funding to bring Mutualnet into line with Northwestern Mutual’s
corporate branding standards. The designers decided to take the opportunity to
introduce a simpler, more consistent site design that would increase user
productivity and reduce the maintenance issues involved with diverse designs.

“As we had to touch every page anyhow to apply the corporate branding, we felt that
we could use Web best practices to improve usability of the site,” explains Deborah
Hall, Mutualnet site coordinator. “We've found that consistency is good for the user;
it helps them focus on content rather than navigation.”

Content publishing is still done manually, with all content passing through a central
group that applies corporate design standards and turns content into HTML files.
Northwestern Mutual does, however, plan to move to automated content
management by 2004.

GOALS AND CONSTRAINTS

Mutualnet exists to meet three overall goals: improve both individual and
organizational productivity, provide a reliable centralized information source, and act
as a platform for collaborative applications.

The aim of the 2001 restructure was to create a unified site with a simple, clean, and
consistent design. By increasing consistency across the site, the team hoped to
make it easier and therefore more efficient for employees to use, thereby increasing
corporate productivity and reducing design costs.

Since Northwestern Mutual has a humber of employees with impaired vision, another
aim was to comply with W3C Web Content Accessibility Guidelines by making pages
suitable for screen-reading devices.

The new corporate branding guidelines dictated several design elements, such as the
use of photographic images in the menu bars. But the guidelines have been a
benefit as well as a constraint for the team. “If we didn't have the corporate
initiative to brand the site, I'm not sure we'd have had the same amount of
credibility about going in and requiring that standards be met,” Hall says. “We do
have people complain about things like the color palette, but I can point out that it's
beyond my control. It's mandated by corporate standards.”
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Other Mutualnet goals include:
e Improve organizational and personal productivity.
e Provide an enterprise collaboration platform.
e Provide a centralized source for quality data and information.
e Minimize use of graphics to speed load times.

e Use simple, clean, and consistent design to reduce design costs and
improve usability and user satisfaction.

e Adhere to and test Priority One W3C Web Content Accessibility Guidelines.

e Ensure consistent navigation across sites to shorten task completion and
learning curve.

DESIGN PROCESS AND USABILITY ACTIVITIES
In spring 2001, the team received signoff from Northwestern Mutual’s branding
committee for the redesign, and started work on the page design and information
architecture in parallel. Before the 2000 launch of the redesigned Mutualnet portal
site, the design team had carried out a major usability exercise, using techniques
such as brainstorming with user groups, card sorting, prototyping, and several
rounds of usability evaluations and user feedback. The team used these usability
findings as the basis for developing the new version.

The team also carried out a comparative usability exercise using Northwestern
Mutual’s usability lab, which has a video facility with video cameras that can film the
user’s face, keyboard, and screen. The lab is used for both enterprise application
interface development and Web design. For the Mutualnet project, team members
ran tests both before starting the redesign and again when the new version went
live, giving users a range of tasks to complete. They then compared user responses
across various parameters (the tests are described further in the Results section
below).

A core working group of ten people, including the design team and representatives
from various business departments, spent six months working through the intranet
sections developing standards and information design.

It was an evolutionary process. “The information design evolved as we found chunks
of information that didn’t fit in,” Hall says. “At the end of the process, we had
developed some more sophisticated thinking, so next year when we fine-tune the
branding, we're planning on going back to the early sites and tightening up the
information design, too.”

The resulting information architecture is already delivering benefits to both users and
content providers.

“For example, the fact that we now have a taxonomy of navigational terms provides
a comfort level for users,” Hall says. “They know that under People And
Organization they will always find an organization chart, mission statements and so
on, and that improves productivity, because the user is not trying to learn
everyone’s language. The reverse is also true: departments don’t have to waste
time having to decide what words to use for the navigation. Instead of solving the
same problems over and over, they can focus on improving content.”
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Finalizing the designs took about four months of negotiation with the company’s
internal designers. “To be polite, you could say it was iterative,” Hall recalls. “It was
a classic clash between usability people, wanting a flexible design that would work
with a fixed page width, and graphic designers who were used to having absolute
control over the look of a page.”

Fortunately for the intranet team, the corporate branding also worked well on the
Web. “The very squared off look is a branding element,” explains Hall. “When we
took it to the Web we found it worked well; the simple, chunked-up screen helped
people understand what was in the various boxes.”

The team also worked to add elements that made sense to both groups. “We felt
strongly about putting in global navigation as well as having search on all pages,”
says Hall. "By having this simple design controlled by CSS we can reduce design
time and focus on content.”

Now that the site is live, the team uses the annual user survey and monthly
WebTrends reports to continually refine the home page content. For example, each
main heading leads to a secondary page with a listing of all Mutualnet resources
related to that topic, and the most commonly accessed pages are listed as subtopics
on the home page.

The current home page retains many elements of the 2000 home page, including the
high proportion of the page devoted to navigation. “There are people who feel that
news should take up two thirds and navigation one third. But we feel that navigation
is more important than news, because it bubbles up content that users might not
otherwise be aware of,” Hall explains.

The weather forecast is still a prominent home page feature because of the region’s
extreme weather and the geography of Northwestern Mutual’s offices. “We're in five
different buildings, so we need to know if we have to put a coat on to go for a
meeting with our colleagues in another office,” says Hall.

The team sees this kind of practical information, along with commuter information
and details of the lunch menu, as helping to draw users into the intranet by telling
them things they want to know on a daily basis.

One change has been to the search function, which now explicitly offers users the
choice of directory and site search, but the team still isn't entirely happy with the
solution. “We went through four or five proposals for the search, none of which was
obviously the fix,” Hall says. “The trouble is that if users click Return in the heat of
the moment, it still goes to the default, which is directory search. So we're
examining options like splitting the boxes or letting people set their own search
preferences.”

Unlike the previous version, the home page now features a scrollbar on the news
column to avoid having large volumes of news in a long, thin left-hand column and
white space on the right. Hall is aware that this change may raise eyebrows in
usability circles, but explains: “The common idea is that people don't want to scroll,
but if there's something they want to scroll to, they will. We had people look at it
and test drive it and got favorable results doing that.”
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In line with its aim of moving away from a department-focused navigation structure,

the team relegated navigation by department to the bottom of the page.

“Departmental navigation is still wanted by some users, but we hope to eventually

move this level of navigation deeper,” Hall says.

The most radical change has been to subsite pages, where team members replaced a

wide diversity of old designs with a uniform, and more professional, look and feel.
They applied this new look to both company sites and sites for the wide range of

company-sponsored clubs.

Pictured: The HR company site with the old, non-uniform design.
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Pictured: The HR company site with the new, uniform design.

Human Resources | oerarmment

Human Resources Home | Human Resource : Support | kutuain h | Mutualnet Home
People & Search Human Resources || Search I
Organization I
FUcibe & Mission Statement
Procedures
HR Forms The Human Resources Department seeks to support Horthwestern Mutual’s growth ohjectives
Joh Opportunities through maintaining the competitive advantage our employees provide to the company, its

Other Services they produce, their attention to what is hest for the Policyowner, and their high degree of
integrity, play a key role in producing the value and security so important to our customers.
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One of the new branding guidelines was to use photos rather than clipart on
company material, focusing on images of people rather than objects and thus
emphasizing human relationships as one of the company’s core values. The team
selected images for the subsite pages’ top menu bar in cooperation with the
departments concerned. One department, Policy Owner Services, uses photos of
actual employees, which are changed on a monthly basis.

TIMELINE
e 1996: Original Mutualnet launched.
e 1997 and 1998: Additional features added.

e 2000: Significantly new design introduced, intended to provide a more
functional look at information.

e 2001: Funding received to apply corporate branding. Departmental and
club sites redesigned (the company funds thirty clubs as benefits for
employees; women’s golf is one example).

e 2002: Work starts on redesign of electronic forms, applications, and
Domino databases. Converting existing information is expected to take
about two years, at a rate of around 1,000 pages per month.

r,’-j' Northwestern Mutual
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RESULTS

Because the design team needs solid figures to convince Northwestern Mutual’s
hard-nosed management to invest in further development, it pays close attention to
measuring the site’s business benefits. “Measurable benefits are so important to
getting future funding that we'd be foolish not to do metrics at this point,” Hall points
out. Metrics are mined from server logs, annual user surveys, benchmarking outside
organizations, and on-site usability testing. In 2001, the team measured the
following attributes:

e Users’ level of intranet use and satisfaction
e Timesavings

e Information credibility

e Contribution to productivity

e Individual ROI studies on new features

e Pain points for users

Although there has been some user resistance to change, it is balanced out by
growing recognition that a consistent design is easier to work with: “People grumble,
but people grumble at just about any change,” says Hall. “"Quite early on we started
to get feedback that the redesigned pages were easier to navigate through, so when
were we going to finish the redesign of this and that department?”

According to the team’s most recent user survey: 94% of respondents used
Mutualnet daily or multiple times each day, 95% thought it was an honest and
credible source of information, and 87% said that it contributed to their job
performance.

In addition to holding the annual intranet satisfaction survey, team members
benchmarked the whole site during 2001 using thirteen different test scenarios and
three key measures: success at completing tasks, time taken to complete tasks, and
number of clicks involved. They ran the same test again in 2002 on the new site,
using nine testers each time. On both occasions, the team recorded users on video
in Northwestern Mutual’s usability lab.

Initial results (the team is still carrying out further analysis) show that, though the
number of clicks remained the same, test users took 20% less time to complete
tasks, and the number of times users gave up and failed to finish the task at all was
reduced from 9% to 1%.

“We're pretty pleased with that,” Hall says. “We're going to use those numbers to
try and justify more money so we can carry out further enhancements next year.”

The team has now been given the task of developing an extranet for the field sales
force, which Hall sees as an endorsement from the top: “Clearly we've got some
credibility with management, seeing as they're trusting us to do it again!”

LESSONS LEARNED
If you want people to find something, put it on the same page as the lunch
menu. “If you want people to use the site, you need to provide information they
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want to see. Adding softer information, such as the lunch menu and weather and
commuter information, draws people in,” says Hall.

Make changes gradually. “"We had a lot of unhappiness among our users when we
moved to a more Yahooish look. It was too radical a change, and they couldn’t find
what they wanted. So the change from 2001 was more subtle. We've found that
the best approach is to make small significant changes, but to keep them coming so
people don’t get entrenched,” advises Michele Berkes, a UCD specialist at
Northwestern Mutual.

You can never rest on your laurels. “As soon as you improve something, the
users raise the bar and expect more,” says Hall.
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Wal-Mart Stores, Inc

USING THE INTRANET: DESIGN TEAM:

Wal-Mart Stores, Inc. is an Wal-Mart Pipeline Team

international retail chain with

headquarters in Bentonville, Arkansas. MEMBERS:
WEB DEVELOPERS/PROJECT MANAGERS:
MICHELE MAESTRI, NITA MIX, LAURA
HAMMARSTROM, AND PAUL SCHAEFER;
NORMAN WILLIAMS, TEAM LEADER; ALSO
INVOLVED IN THE PROJECT WERE TIM
CRANE, JAMES MARSHALL, AND MARK
QUINALTY

Pictured: The Pipeline home page. This is the default page for users in the
home office.
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Today is Wednesday, March 20, 2002

Menu
Search g Wal-Mart and Sumitamn Corp Agree to Acquire Strategic Stake StukkSunle
| 2002 Teacher Recognition Kick Off
Do More With Your Pictures 6346
Wal-Mart Reports Record February Sales -boa

Wal-Mart Stores

Change from

S.ll.l'.l_'l'S‘-_'CLLIH Click here for more Hews Relaasas. Closing
Logistics
Hote Brle CONMPANY EVENTS B
International . - —~ - )
Did you ever get the chance to meet or share in an experience -"f't'l,nnllii' g
Resources with Sam Walton? If you did, we would love to hear about it. ¥We

Benefits are looking for stories about our faunder to share with others in
Cuniur’a'te Info the company who never had the oppartunity to meet him.
Culture & History Click here for a form you can use to submit your story. How many
Good Works. Please make sure you fill in all the boxes. can you sell?
Phonebook We [aok forward 10 receiving yaur mermaries of Mr, Sam.

Policies

I

Displaying the American Flag at Wal-Mart Stores

SUMMARY

Approximately 900,000 staff in the U.S. alone use Wal-Mart’s Pipeline intranet. The
company has separate intranets for its operations in Canada, Germany, and the U.K,
but all use the same publishing guidelines, ensuring consistency across the company.
Intranet teams in other countries essentially use the U.S. intranet’s design, but with
some interpretation to suit each country. The sites have been very well received by
the associates and colleagues in each country, and in many respects have become
the communication tool of choice.
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Pictured: A page used in Germany. Designers in all locations use the
same guidelines.

Wednesday, March 20, 2002

Stock Quate

Top Ten Stores Using Pipeline in February
By Visitor Sessions 6322

-0.416
Change fiam
wlosing

Go To...
ASDA House
ASDA Stores
George

Click here for
exchange rate

Resources

ASDA News

Directory

Feedback

First Time Users Guide
Pipeline SiteMap
Phone Book "Suceess is not something to wait for it is something to work for,
Phone Book User Guide =n lets start’ View LastWeaks
Weather Author Unknown Rasulls

230 240 250

Thought For The Week - Pipeline Poll

Here

Mission : Why we exist - “To be Britains Best Value Retailer, exceeding customers needs....always!™ -.......- Pu

Individuals from all areas of the company use the intranet, including people in
marketing, merchandising, and logistics, to name a few. What’'s more interesting is
that these individuals also provide content by emailing it to the Pipeline team, who
then prepares it for publication. “Our design philosophy is simply this: They own the
content, we provide the look and feel,” says Paul Schaefer, Web developer and
project manager.

Knowing that numerous users have many different needs, these designers came up
with a novel approach. When a user logs in, they are sent to the department page
for the department they work in. This lets them quickly see the information that is
most pertinent to them. Clicking the Home button on the browser or using the WM
Stores link on their department page takes them to the home page for the stores.
This intranet does an excellent job maintaining a consistent navigation model across
many pages, stores, countries, and functions. The department and stores pages
have basically the same look and feel, but with different color schemes and links to
related content.

The designers understand the need to keep content new and different. A key feature
of these pages is the Last Updated date found in the upper left of the page, directly
under the header image. The Pipeline team uses this feature to manage the content
for the department and ensure that pages are being updated regularly.
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Pictured: The toys department page. When an associate in one of the
stores logs in to the system, he or she is taken to their deartmnt

r‘. - |’l_:’-w

Updated: March 18, 2002

Menu
Broadcast Schedule
Bulletins
Check Your E-Mail
E-Mail My Depariment
Fixtures
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item Performance
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Recalls
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Store of the Community
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Training Plans/Job Desc.
Wal-Mart Stores Page

Resources
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COMACS
EAS
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Opening Price Point
Pool Chemical Info
Risk Solutions
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| NEWUPDRYED)

w
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E-Mail and Wal-Mart Stores Page. 03402
Bicycle You Mame It Tags

Kid Connection Replanishable tlems
NEW Replenishment Method for Pool Chemlcals
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Lararni Limited Air Bazooka Recall s/e401
Most Frequently Asked Questions

Huffy Bicycle replacement Pants Information
Bike Racks & Rack Replacement Parts
Bike Fact Tag Printing

Children Book Returns
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Pictured: The logistics division's home page. Like other department
pages, it has basically the same look and feel as the stores page, but has
its own color scheme that sets it apart. The same style of navigation is
used, but with links to logistics-specific content.

Loiines PRI
Updated: March 14, 2002 \
_MET‘ILI = . NENYS] = Stock Quote
Search ‘Wal-Mart and Sumitomo Corp Agree to Acquire Strategic Stake
2002 Teacher Recognition Kick Off 63.46
Do More With Your Piclures 008
Change from
Click here for more Hews Releases. clesing
oite | INEWHIOPDATED)] B
Corporate Info We woulid love to hear your stories about meeting Mr. Sam.
Culture We are |noking for stories to share with others in the company
Good Works who never had the oppounity to meet him, Click here for a form
Phonebook you can use to submit your story,
Corporate Policies
Click Here to order a replacementW2 form,
Important information about your¥2 Form|
Distritution Center List
Announced DC Sites Click on the links below for details about
Web Forms Logistics University's newes! courses or
Recruiting Resources vigitihe LogU on-line course descriptions for
Payroll A4 more information.
CMI - Accidents/Claims 3
Field Support Hotline 4 Telephone Doctor - helps any Associate that uses
the telephone with internal or external customers LoGisTiCs
Fun Facilitation Skills for the Classroom - HRIVERS
supervisorsfimanagers can develop skills for
training in & fun, exciting, and memorable way,

The links under Menu are the same on all department pages (with a few exceptions),
while the links under Resources are department-specific. Content under the
department Menu includes specific guides and information employees need to do
their jobs efficiently. The intranet’s publishing guides help reduce printing costs and
ensure that all stores have access to the same information.

Pictured: An example of a content page that would be found under the department
Menu. The intranet’s publishing guides help reduce printing costs and ensure that all
stores have access to the same information.
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Hanger Guide

W2265 - PS
12" Top Hanger
ftem Number 9912412 e N,

Infant 024 Months Mf]
Tops, Dresses, Sportswear, Sleepwear, 1- pc. J |
Swimweear, Coveralls, Creepers, Cveralls Ao a s asrrtth,
Toddler 2T-4T / AU i\ X
Tops, Dresses, Sportswear, Sleepwear, 1- pc. /¢ J
Swimwear, Coveralls, Creepers, Overalls Ji= =N
Girls 4.6X [ \
Tops, Dresses, Sportswear, Sleepwear, 1- pc. B sl
Swirnwear, Rompers TR

Boy 4-7

Tops, Shirts, Sportswear, Windsuit Jackets

W227S -PS 7
14" Top Hanger [
item Number 9912405 T |

Girls 7-16, 4-16
Tops, Dresses, Sportswear, Sleepwear, 1- pe.Swirmwear
Boys 8-18, S-XL

Reference material is one valuable type of information that The Pipeline

communicates. Employees also use the intranet to convey timely and time-sensitive

information.
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Pictured: A page displaying how the buyers in the head office can
communicate timely or time-sensitive information to the stores. Like all
other content pages, the look is consistent and controlled by the template
and CSS.

Domestics stores

Notes From the Buyers

Shareholders Recap 2001

Department 20 | Department 21 | Department 22

Department 20
Bath

Jubilee Towels
Try to maintain the solid color pallets that were sent in August. These displays got the towel increase over 30%. For
stores that did not receive pallets, set endecaps of your best sellers forincreased sales!

18 pack Wash Cloth
This is the #1 item in dept. 20, Inventory is high but sales are also on the same trend. The average store is selling 75
pieces aweek Maintain endcap features to capitalize on sales and profits,

Ifyou mark this iterm down to move it out, replenishment will send you more,

Rugs
Christmas has arived; fealures should reflect the holiday theme.

Stay instock on the basics, basics still drives the high volume sales,

Decorative Pillows
All 250 Christrmas doormats should be out and pulled together in the domestics depariment.

All Christmas pillows should now be outin power alley for last minute gift giving . group all non-modular pillows now
by price point
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Pictured: A home page for one of the Wal-Mart stores.

Menu
Search

Benefits
Corporate Info
Cubiure & Histony
Good. Works.
Phonebook
Policies

Resources
Feedback Forms
Store Resources

An interesting feature of the stores page is a weekly poll, on the right side of the
page. Designers use this as a tool to educate the associates about current topics.

| HEADINES

\Wal-Mart and Sumitomo Carp Agree ta Acquire Strategic Stake Stock Quote

2002 Teacher Recognition Kick Off
Do More With Your Pictures

Click here for more News Releases.

SASHIL o Al s

{ Energizer Bunmy Hop
p This Saturday, Wal-Mart and Energizer will rmake
';@ history by organizing the World's largest "Bunny
®/ Hop" on our parking lots and, by doing so, will
i break the current World Record. Read more ...

m Help "Bob the Builder” Build a Dog House
This Saturday children will help assemble and
T Ty Paint a real dog house Kit, then donate itto a

local animal shelter. Read more ..

BarbieHot Wheels Egg Hunt this Saturda

b AP The event will give children a chance to see

Mattel merchandise and get a prize. Read more
We would love to hear your stories about meeting Mr. Sam.
e are looking for stories to share with others in the company
wiho never had the opporfunity to meet him. Click here for a
form you can use to submit vour story,

Click here for a listing of all Evenis and Fromotions.

63.46

0.00
Change from
closing

Do you know
how to find
SWAS
information?

 Yes
 No

ete|

Resulls

The home page for the associates in the Wal-Mart home office campus in Bentonville,
Arkansas, is tailored to that location. Also, like the other location pages, it shows the
current stock price. This reflects the company’s culture of ownership and has proven
to be a very popular feature of the site. The stock price is displayed through an I-
frame that is refreshed approximately every five minutes while trading is in session.
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Pictured: The home page for the associates in the Wal-

campus in Bentonville, Arkansas.

Home Office

Mart home office

WAL-MART

Phonebook
Palicies MON TUE YWED THUR FRI
Resources
Applications
Class Resources

NEW / UPDATED

Mo
Soarch e Stock Quote
— e
Popcom Chicken $1.25051.75 6346
Go To... Sweet & Sour Chicken $1.25051.75 -0.08
Department  Area ¥ Shrimp Creole $1.25181.75 Change fram
Potatoes & Grawy $.52 clasing
Corn 5.74
E::':;'::m info Baby Lima Beans $.52
Cutture Spinach $52
Goad Works Chicken Cam Chowder  §.70/51.06/81 .41
Yogurt StrawherryBanana

Wore Cafeteria Information . .,

Home Office Corner
PC Resources
The Pipeline

2002 Ozark Race for the Cure details and
registration oz:2e02

We would love to hear your stories about
meeting Mr. Sam. Ve are looking for stories to
share with others in the company who never had
the oppordunity to meet him. Click here for a form
you can use to submit your stony.

ACE
R
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URE

One of the things employees say sets Wal-Mart apart from other companies is their
corporate culture. To support this, designers created a Culture and History page on
the site. This links to everything from the Statement of Ethics to the company’s
history. It even has a virtual tour of the Wal-Mart Visitor's Center.

Updated: Fehruary 7, 2002

Menu
Basic Culture Elements
Business Concepts
Cufture Merchandise

Pictured: The Culture page.

. ROLLBAS A
Culture & History ‘WﬁLTaws e g
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Cutture merchandise now available!
Each quarter we will feature different
merchandise that reflects the Wal-Man

Other Culiure Elements

Take a tour of the

Timeline of W Histo sams Tk cullure, such as apparel, lapel pins, and of
\isitor's Centar 24 Lapel Pin books. Click here to see what is available. Vikbaan fsor
: Clidk here for more culture relaied merchandise i Ses Sim
% Walton's pickup truck,
Resources his office and other
Hand WAL-MART, TRIVIA interesting bits of
Associate Handbook

Benefits

Good, Works.

Mr. Sam Ouotes
Statement of Ethics

Question: Sam's first words to whom were, "Haven't
somewhere hefore?” Click here for the answer.

ad :
Viral-Mart history.
I met you i
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The Pipeline intranet embodies the efficient operations and hometown feeling that
Wal-Mart is known for. Even with almost a million users, the intranet was designed
to make employees feel that it was made for each of them individually.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.5 3 3 3 3 3 3

DESCRIPTION OF THE INTRANET
Wal-Mart Stores’ intranet, The Pipeline, delivers information to store employees. It
is a static, template-driven site made up of more than 12,000 HTML files, 6,600 PDF
files, and nearly 7,000 images.

BASIC FEATURES
Wal-Mart's intranet, The Pipeline, delivers the information that employees need to do
their jobs, including:

e Departmental policies and procedures

e Departmental information, such as internal and supplier contact numbers,
lunch menu, and stock FAQs

¢ Employee self-service, including company benefits information and online
enrollment

¢ Information about upcoming sales and promotions
¢ Company news

e Corporate information such as stock price, history, and culture

URL AND ACCESS

Users can access The Pipeline by opening their browser. The PCs have been
modified so that the default page is the intranet. In the stores, users go through a
sign-on that identifies the department they work in and sends them directly to that
home page (that is, a department manager in electronics will be directed to the
Electronics home page). Pipeline is not a public site; it resides on servers within the
corporate network.

BACKGROUND

The Pipeline has its origins in the policies, procedures, and guidelines that the
company’s training department had to relay to stores around the U.S., and is still
part of the training department. It first appeared in Web form in 1998, and from
then on other departments, such as merchandising and public relations, started
adding information to the site. As the volume of content grew, users started to
complain that it was hard to find the information they wanted quickly.

One challenge was that the site was trying to address two very different sets of users
with different needs: staff at Wal-Mart headquarters in Bentonville, and employees in
its stores around the country. Both groups entered the site from the same high-level
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page and someone in search of merchandising information, for example, would have
to drill down through three levels to find what he or she wanted to know.

Pictured: The high-level page that both home office employees and those
from other stores around the country originally entered the site from.

Wal-Mart Stores the
penetis l I l E Ll N E
Phonebook
s eare h
News & Info 46 9/16 P ZLINE
+ 320
Programs & Culture Change from closing

Home Office Search |

Usze this link if vou cannot view the stod price.
Advanced Search

International

All Material Wal-Mart Stores Ine. Confidential. © 2000

Pictured: A second-level page a user would drill down to if he or she were
searching for merchandising information, for example.

\Wal-Mart Stores |
a i a i
Y
Baiativs THE PIPELINE
Merchandise Info & Departments Store Delivery Lookup
Ideas, events, planning materials and general info
! Ml iy Store InfoiAlignment Lookup
Dept-specific, Special Division and Food info is here z 7
e Recycling and Reclamation
Phonebook Master Supplier Phone Listing
Operating the Store
MNews & Info Operations programs, infarmation and reference that
affect multiple departments. Examples: guides,
Programs & Culture bulleting, goldenrods, ete

People Matters

Resources like peaple policies, training information,
hourly supervisor resaurce center, written versions of
CHL lessons, personnel manager resources, ete

Home Office

Home Office/Support Divisions

Informatian fram HO departments and support
divisions like Marketing and Promotions, 99 Supplies,
Accounting, Loss Prevention, Risk Management, Wal-
Mart Television, etc.

International
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Pictured: A third-level page the user would have to drill down to in order
to find that merchandising information.

Merchandising Info & Departments
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| Supplier Phone Listing - All Divisions. |
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Guide.
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downloaded

Specialty Groups

Marketing: Retailtainment ideas and events, VWPl info, Wild & Crazy Guide info, 2000 Cliff Motes Jewvelry
planning Calendar, Special Event and what it takes to setthern at at the meetings, on-line Optical
marketing forms, Entertainment Mews, and other Merchandising events sponsored by Pharrnacy
Marketing. Photo Center

- . Shoes
Warehouse Replenishment ltems: ltem listings for Seasonal, Import Assembly, Priority Tire & Lube E

SRR ; n

Assembly Distribution (P.A.D.) and Warehouse Replenishment Methods. e Mie Sipleny

Specialty Group Phone Listing

GM Departments
Autormative (10)
Click here to send a Feedhback Form to your Department Mclane
Cosmetics (48)

Another challenge was that information was organized by department, rather than by
operation. “In the old intranet, for example, if the training department published a
goods-receiving manual, it would put it in the training area of the site,” says Mark
Quinalty, former business analyst. "“But associates [this is what Wal-Mart calls its
employees] looking for that information out in a store might not have thought of it as
training. They just knew that certain pieces of information applied to their business
in a certain way.”

So, in January 2000, The Pipeline team started work on a new intranet version, in
which users would be taken straight to the information they needed to do their jobs.
“It's a filtered rather than a restricted view,” Quinalty explains. “You can see any
information you want, but you're guided to view it in a particular way.” For example,
someone working in the toy department of a store will be presented with a different
start page than someone in the head office.

GOALS AND CONSTRAINTS

The primary redesign goal was to improve ease and speed of navigation. “Time
spent on the intranet is time spent not taking care of the customer, so easy access
to content was a high priority,” says Quinalty.

A secondary goal was to raise awareness about and usage of the intranet within the
company. “Some departments were very excited about it, while others weren't
aware of how they could use it,” says Quinalty.

As speed of usage was a priority, the team set a maximum page size of 40Kb to
ensure fast download (though it occasionally bends the rules for Acrobat
documents).
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DESIGN PROCESS AND USABILITY ACTIVITIES
Efficiency is a high priority at Wal-Mart, and usability testing was seen as essential to
ensure the intranet would be quick and easy to use. “Ninety-nine percent of our
associates don't sit in front of a computer on a daily basis; they have to be able to
get on, get the information they want, and get off quickly,” says Quinalty.

The team used a wide range of methods to elicit user feedback during the
development of the latest version of Pipeline, including Web-based surveys, cold calls
to randomly chosen users, and visits to stores all over the country to talk to content
providers and observe people using the intranet. Quinalty, Laura Hammarstrom,
Michele Maestri, and James Marshall observed the users. Feedback from about
5,000 users influenced the new version.

Discovering user and content provider requirements took up five months at the start
of the Pipeline redesign project. In March, work on the visual design started in
parallel, and was influenced by user feedback about their information needs. Wal-
Mart’s in house designer came up with a series of design iterations. In the early
stages, the team showed these static pages to nearly 100 people in the field —
mostly sales staff and department managers in the stores — and sought their
comments on both the functionality and visual appeal.

As the design neared completion, the designers conducted usability testing on a
dummy click-through site with about 500 people, chosen to represent both a variety
of job roles and locations, and experienced and new users. The team observed them
as they attempted a series of tasks that involved locating certain pages within the
site. Users were asked, for example, to find out how to order fixtures for their
department or find information regarding a product recall.

The most significant change in the latest Pipeline version is the new role-based
approach that takes users to the appropriate site area based on their log-in. This
also involved restructuring the site so that unnecessary content layers were stripped
out or relocated according to the user’s needs.

“We brought the information that your position would require you to know to the
front,” says Schaefer. “It has been well received by associates in the stores,
because they can just go straight in and get information to do their job, and only
have to drill down at most two or three layers.”

Feedback collected from users and content providers about the existing site was the
major influence on the new structure. “We basically made the design based on what
customers needed, but at same time supporting the information that the business
says it needed to provide,” says Schaefer.

Because of the simplified structure, the team decided that breadcrumb trails to show
users where they are in the site were unnecessary.

Team members developed page templates in collaboration with the major content
providers. “We worked with the business and sold them as much as possible on the
concept,” recalls Marshall. “We went to them, asked them what kind of information
they wanted to convey, came up with a standard template, and got their buy-in.”
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The store’s in-house designers created the visual design, once again informed by
feedback from the users.

HCI literature.

It was also based on HCI best practice, culled from reading

A few early designs were rejected because the team felt their horizontal navigation
style would not scale well as the site grew.

Pictured: An early design that was rejected because the team felt the
horizontal navigation style would not scale well as the site grew.
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Pictured: Another early design that was rejected because the team felt
the horizontal navigation style would not scale well as the site grew.
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“"We were expecting there to be more and more topics to place on that horizontal
bar, which would have meant either scrolling or using a very small font size in order
to see all of the navigation,” Schaefer explains.

The final clean, spare design is intended to maximize readability and minimize
download time. “Like our stores, The Pipeline is a customer-oriented, business-
driven site,” says Schaefer.

It's also very much what users were asking for. The team found that a pretty face
wasn’t enough; people were less concerned with how the intranet looked than how
easy and fast it was to use and what there was in it for them.

There is no horizontal navigation on the pages because users didn’t seem to need it.
“We tried a horizontal menu, but it simply didn’t test as well,” says Schaefer. “When
we watched people, they always looked to the side, and that was true of new
associates as well as those who were used to our old intranet structure.”

In testing, users also seemed to be looking for a standardized view. There's a lot of
cross trading between Wal-Mart's stores, and people want to be able to go into
different areas of the site and get the same information in the same way.
Departments do, however, have leeway on how they apply their branding, and are
asked to choose their own photographic images for the top banner to help with brand
recognition.
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Content providers are given a standard template that lets them add their own
content to the center panel, but imposes a maximum file size and provides key
design elements. The font, crossheads, standard banner across the top, left-hand
navigation, search, stock ticker, and weekly poll appear on all major divisional pages.

The poll is part of the team'’s drive to increase site usage by increasing interactivity.
In a good week, the poll generates 15,000 responses, and it can also be used to
improve aspects of the company’s operations.

For example, a recent poll question related to a store promotion on textbooks for
college students. The poll asked: “"Where would you buy your textbooks for school?
Campus Bookstore, Private Bookstore, Walmart.com? When users clicked on the
vote button they were redirected to a page showing the poll results so far and a link
to a page about the promotion.

“Our aim was to heighten store associates’ awareness of this promotion,” Schaefer
comments. “We've recently asked questions about everything from the origins of
our Father's Day holiday to whether or not you own a pet. The question is just a
device to steer them to the content that we hope to emphasize.”

In addition to producing templates that employees can use for producing content,
the team has put a lot of effort into educating the business about how to
communicate effectively with end users via the intranet, explaining the thinking
behind the page templates and providing training in presentation and writing for the
Web.

“It's a continuous learning effort,” Marshall explains. “Most people who contribute to
the site receive individualized training on using the software, and in some cases we
run training courses, though we see it as educating rather than training them.”

TIMELINE
e Spring 1998: First Web-based version of the site goes live.
e Mid-1999: More operational information added.
e January 2000: Pipeline team gets go-ahead to redevelop the site.
e January-May 2000: Requirements analysis.
e March-May 2000: Design iterations.
e Summer 2000: Final testing.

e August 2000: Current version goes live.

RESULTS

“The goal was to shave 50% of the time taken to find information. We think we've
accomplished that, and the comments from the field are that they can find
information faster,” says Schaefer.

Web statistics indicate that traffic to the site has increased four-fold since the latest
version was launched, indicating that the team has succeeded in its goal of
increasing usage, while average time spent on line has decreased by 50%.
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LESSONS LEARNED
Insights from the designers:

Learn the business before you build the site. In this case, the designers went
to the different stores, sat down with people, and studied both their tasks and needs
in their own environment.

Learn about your users, and listen to them. The designers agree, "We opened
their lines of communications any way we could.”
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Washington Mutual, Inc. and Towers Perrin

USING THE INTRANET:
With a history dating back to 1889,
Washington Mutual, Inc., is a financial
services company that serves
consumers and small to mid-sized
businesses in all 50 states. Through
subsidiaries, the company engages in
the following business activities:
Consumer Banking, Mortgage Banking,
Commercial Banking, Financial
Services, and Consumer Finance.

DESIGN TEAM:
Towers Perrin is one of the world's largest
management and HR consulting firms. It
helps organizations manage their HR
strategy and service delivery, benefits and
compensation design and implementation,
employee and organizational
communication, HR technology, and
outsourced HR administration.

MEMBERS:

TOWERS PERRIN: CAROLYN HARPER,
OVERALL PROJECT MANAGER; JIM
CUMMINGS, PROJECT MANAGER, EXECUTIVE
COMPENSATION; MONICA LINN,
COMMUNICATIONS; BILL PETERS, PROJECT
MANAGER, CREATIVE & TECHNICAL; ELAINE
PILIPENKO, WEB DESIGNER/DEVELOPER;
IVAN EPPS, PROJECT MANAGER/
PROGRAMMING; MIKE HACKETT,
PROGRAMMER

Pictured: The home page on Washington Mutual’s Leadership Rewards
Intranet.
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SUMMARY

The Leadership Rewards intranet site serves the important purposes of reminding
executives of their total compensation and enabling them to project their future
wealth as Washington Mutual employees. Making information available is only one
part of the story. Continued awareness of this information could lead to increased
retention, which is extremely cost-effective — especially at the executive level. And,
a byproduct of the intranet is a large reduction in support calls to the HR
department.

Usability was a significant consideration in developing and implementing the site.
Two features make this site especially user-friendly: 1) Executives navigate via left-
hand navigation that expands and collapses to show them where they are within the
site. 2) Modeler inputs are completely customized, so that executives never need to
input any personal wealth information (such as number of unexercised stock options,
retirement account balances, and so on).

Understanding the busy schedule of upper management, the designers customized
the intranet for each individual executive. While approximately 120 executives were
originally included, the site is being expanded to include an additional 500 senior
managers. The site requires a personal log-in; upon log-in, the screen displays the
user’'s name, ID, and level. Other features include a current stock price, expandable
navigation, password change, search, and a virtual tour to explain site features.

Personalized rewards statements pull personal data from a database. The data is
first displayed in a pie chart, which is an easy-to-scan format. A more thorough
breakdown of the user’s total compensation is explained in the table to the right of
the chart.
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Pictured: A rewards statement displayed dynamically in a pie chart.
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Users can also see a more detailed, tabular look at the information presented in the
pie charts. The user can toggle back and forth by clicking the View Table/View Chart
button.
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Pictured: A more detailed and tabular look to the information presented

in the pie charts.
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The designers did a great job of keeping pages short and uncluttered. One method
they used to achieve this is to put additional explanations and information on
secondary pages. Throughout the site, when the user clicks a blue question mark, a
definition screen appears providing a brief explanation.

The site also provides six different modeling tools to help executives make financial
decisions about their wealth. All data is pulled from a database so that users do not

need to input their own information. This expedites their calculations and ensures

accuracy.
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Pictured: A modeling tool that helps executives make financial decisions
about their wealth.
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Site navigation expands to include only the section the user is in. With the left
navigation, it is very easy for users to determine where they are in the site. The title
of the page also reflects this, making it effortless for users to traverse the site and
keep their context at all times.

While most pages are customized for the user, some textual pages do not pull in
dynamic information, but rather give basic plan information that is consistent for all
users — such as flexible spending information.
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Pictured: The Health and Welfare Basics page. On this page, the user is
in My Rewards, Health & Welfare, Basics. This is also reflected in the
page title.
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When users click a link, they are brought to a page of legible, uncluttered text.

Pictured: A page of text explaining an employee benefit.

How the Plan Works

The health care FSA can help you save money by using pre-tax dollars to pay for anticipated health
care expenses. Participation is voluntary — you decide whether and how much to contribute.

Here's an overview

& ¥ou may contribute up to 3,000 annually to a health care FSA through pre-tax payrall
deductions. Because your contributions lower your taxable income, you save on taxes while
gaving for medical costs.
Your contributions are set aside for you. The maoney does not eamn interest and is not invested.
You can use your FSA to pay for qualified out-ofpocket medical, prescription drug, dental,
vision and hearing care expenses for you and your family. Each tirme you pay these expenses,
submit & health care FSA reimburserent request farm along with a receipt, an Explanation of
Benefits (EOB) fram your insurance plan and other required documentation. You are then
reirnbursed directly from your FSA funds.
e By law, if you do not use all your FSA contributions by the end of the plan year, you must forfeit
any leftover money. That's why it's important to plan carefully in determining your contribution
amount.

back to top
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A simple search box is present on every page, making it easy for people to use this
alternate to browsing. The Log Out button is also easy to find, in the upper-right
corner. With agreeable aesthetics, a winning search, simple navigation, and
unbeatable features, this intranet provides executives with a valuable experience
that lets them save precious time.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.3 3 3 3 3 2.8 2.6

DESCRIPTION OF THE INTRANET
The Leadership Rewards site is a stand-alone intranet originally designed to give 150
senior Washington Mutual executives a complete picture of their income from the
company, including salary and other benefits and incentives.

BASIC FEATURES
The company wanted to give executives a complete picture of all company-provided
wealth. The intranet accomplishes these goals through three main sections:

e My Rewards: Summarizes annual total compensation. Additional screens
provide historical pay information and brief descriptions of all
compensation programs, including online access to enrollment forms, and
SO on.

e My Wealth Today: Aggregates all current values/balances of company-
provided wealth. Additional screens provide details about the sources of
this wealth, such as current value of all unexercised stock options and
recent retirement account activity.

e My Wealth Tomorrow: Allows executives to project their future wealth,
both in aggregate and by individual compensation program.

URL AND ACCESS

Users can type in the URL directly — which they have to do from home — or they
can click a special "button" on their intranet site to access Leadership Rewards. The
button only shows up on their intranet, for them. They then enter a specific personal
identifier and a password, which they can change whenever they want. These
standards are consistent with other Web-based sites they have access to.

BACKGROUND

Towers Perrin has worked with Washington Mutual on various projects over a period
of ten years or so, and knows the company very well. In spring 2001, Washington
Mutual asked Towers Perrin to create the Leadership Rewards site and have it
working by the end of the year.

GOALS AND CONSTRAINTS

The intranet’s main goal is to reinforce loyalty and aid retention among Washington
Mutual’s senior employees by giving them a comprehensive, easy-to-access picture
of all the different income streams they get from the company, and how they add
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up, including their future wealth projections if they stay with the company. A
secondary goal is executive self-service, taking some of the pressure off Washington
Mutual’s HR department, which would otherwise have to deal with queries about
remuneration and rewards.

The bank wanted to have the intranet operational as soon as possible, creating a
time constraint. In terms of design, the Leadership Rewards site had to echo the
general look and feel of Washington Mutual’s general intranet site.

DESIGN PROCESS AND USABILITY ACTIVITIES

Building the site involved cooperation between four groups at Towers Perrin:
executive compensation experts, programmers, graphic designers/usability
specialists, and the communications group, which looked at how to present the
intranet to the users.

The team started on the project in late April 2001. Following an initial meeting with
the project sponsor — the bank’s executive vice president of HR — Towers Perrin
built an initial information architecture for the site, based on the briefing it had been
given, its knowledge of the company, and its experience of working on other
executive compensation projects. The bank agreed on this information architecture
with only minor changes.

The next phase, analyzing the data requirements, took most of the summer and
involved finding out what data sources were available within the company and how
to best pull data from all these sources into a back-end database.

Once it was established what data was available, the team began work on the
designs for presenting that data to Washington Mutual’s users. The designers first
drew up a plan for page behavior and a series of style sheets. They then drew up
some alternative visual designs and presented them to the project sponsor in paper
form. Once a design was accepted, the team applied it to other site areas and ran
internal usability tests. Toward the project’s end, just before the intranet went live
in early December, Washington Mutual carried out more usability testing.

Team members did not carry out initial user requirements analysis before producing
initial designs, because they already had in-depth knowledge of the company from
their longstanding working relationship. The team also got input along the way from
its main company contact, the head of HR. Once the designs were firmed up, a
group of Towers Perrin staff combed through them to weed out obvious usability
problems. One result was that the modelers and information about them were all
grouped together under the My Wealth Tomorrow. In November, Washington
Mutual’s in-house usability department tested the screens on some of the bank’s
senior staff. “They had very few changes to make, but we had spent a lot of time
doing testing ourselves and making sure the design elements made sense,” says
Carolyn Harper, the overall project manager.

The Leadership Rewards site design was dictated partly by the requirement that it
reflect the main intranet’s design. Both sites feature the bank’s logo in the top left-
hand corner, use its corporate colors (blue and gold), and feature a left-hand
navigation bar rather than horizontal navigation across the top. The Verdana
typeface used in the left-hand navigation is also a company standard.
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Washington Mutual had requested some kind of imagery across the top of the page
and on the front page. Towers Perrin picked the globe, watch, and compass to
project the idea of Washington Mutual as a global company operating across different
time zones. The curved shape on the home page echoes the roundness of the
imagery.

Towers Perrin was also able to draw on its experience of developing intranets for
other clients, incorporating tried and tested features such as a feedback button on
every page and the Virtual Tour, which gives users a quick site overview.

The designers modified the main site’s navigation by introducing a collapsing menu
structure to keep the left-hand column a manageable length and reduce scrolling.
The white links are section headings, which expand to reveal yellow clickable or
expandable links.

Color is used throughout the site to reinforce basic functions. The designers chose a
pale blue background for pop-ups that give modeler information and light green
backgrounds for those that give definitions.

Pictured: A pop-up window that appears after the user clicks the What's
This button.
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One of the project challenges was to present large volumes of information and
modeling tools in an easy to use way. The team’s design solution was to keep the
basic pages simple and let users seek further information by clicking on query
buttons (presented in white text on a blue background) that lead to a form or pop-up
definition. The site contains no fewer than 150 explanatory pop-ups. “We try to
make it as unobtrusive as possible while helping the user,” explains Bill Peters,
project manager for creative & technical.

Pictured: A page with query buttons that lead to a form or pop-up
definition. This choice let designers keep the basic pages simple, while
letting users seek further information.
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TIMELINE

e April 2001: Towers Perrin starts work on the Leadership Rewards site’s
information architecture.

e May-September 2001: Analysis of data requirements; architecture
refinement.

e October-November: Design work.
e Late November: Usability testing.

e Early December: Intranet goes live.

RESULTS

No metrics have been collected for the site, but response from the 150 initial
executive users has been very positive, and the bank now plans to roll the system
out to its top 2,000 staff.

LESSONS LEARNED

Insights from Carolyn Harper:

Strong project management is critical. “Building, organizing, and managing a
large intranet site is a fairly complex task.”

Make sure you have a sound technology infrastructure. “The intranet needs to
be accessed on a platform that’s fast enough so that you don't frustrate the users.”

Pulling it all together takes time. "Don’t underestimate the time it takes to
coordinate the data from the various sources, and give data suppliers a predefined
format to populate.”
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World Bank Group and Satyam Computer Services

USING THE INTRANET:
The World Bank Group is one of the
world's largest sources of financial aid
to developing countries.

Headquartered in Washington D.C., the
Bank has employees working in country
offices throughout the world.

MEMBERS:

WORLD BANK: MARIA DOLORES ARRIBAS BANOS
TEAM LEADER AND INFORMATION MANAGEMENT
OFFICER; ISABELLA NUNEZ DE MAGALHAES
CUNHA, CONSULTANT IN CHARGE OF INTRANET
MAINTENANCE AND SUPPORT; DAVID CLINGMAN,
VALERIE STEWARD, AND MICHAEL BETTERRIDGE,
COMMUNICATIONS AND CHANGE MANAGEMENT;

DESIGN TEAM:

World Bank’s Internet Working Group

and Usability Team;

Computer Services, an Indian IT
services company, which is
implementing the CMS and designing
the input and display templates.

ANGELA FAN, METADATA MANAGEMENT;

and Satyam

VIRGINIA FOLEY, REGIONS/COUNTRIES
MIGRATION; CHATCHARES CHITVARANUND,
TECHNICAL SUPPORT; BAKKIYA MURUGABASKAR,
MANAGES THE TECHNICAL STAFF; ALOK JAIN,
MAIN DESIGNER WHO WORKS WITH A DESIGN
TEAM IN INDIA

Pictured: The intranet home page is uncluttered, but still provides a
comprehensive
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SUMMARY
The World Bank has more than 10,000 staff worldwide, and is headquartered in
Washington D.C. All employees are not only allowed to post content on the intranet,
but are encouraged to do so. Many corporate communications and IT departments,
and intranet designers have said they cannot let users contribute to the intranet
because of company rules governing content. But in this case, the intranet succeeds
because of the commitment to the intranet by many different departments and
individuals. The necessary reviews and approvals for submitted content do not just
fall on the Web team’s shoulders. Instead, submitted content is routed to the right
people, and those people and departments review and actually post the approved
information. This helps the organization balance controlling the intranet’s
submissions and overall content, as well as how it is displayed.

The intranet home page provides a comprehensive big picture of the Bank's online
resources, and consolidates corporate communications, both internal and external,
while maintaining an uncluttered look. The internal communications appear in the
middle section of the page, and external communications (Bank in the News: press
releases and press reviews) appear in the left-hand navigation. Employees can
suggest articles for each section; the Internal Communications team and Media
Relations team facilitate and prioritize the content. The advertising icons toward the
bottom of the left-hand column highlight items, such as annual meetings, that will be
posted for more than a day.

The intranet is the perfect place to advertise internal events and seminars. What
better way to ensure that all groups are included than to let people post their own
events? On the World Bank intranet, all Bank staff can publish their seminars and
events using the Kiosk tool. A Kiosk administrator monitors the entries to make sure
that the audience for the event is big enough that it makes sense to publish it for all
employees.

| NIELSEN NORMAN GROUP | www.NNGROUP.COM [138 |



Pictured: The events calendar, Kiosk, where users can read the calendar
of events or post their own events.
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The services portal lets users browse by service category, by service provider, and
by headquarter services versus country office services. It integrates decentralized
service catalogs with the yellow pages, and lets units that do not have a service
catalog submit an entry into the yellow pages directly from the services portal. The

yellow pages administrator reviews and approves submissions for the yellow pages
catalog.
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Pictured: The services portal lets users browse by service category, by
service provider, and by headquarter services versus country office
services.
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The designers chose templates with a standard and simple look and feel, light pages
that load quickly, and a consistent user experience. There is a prominent place on
the header for local branding, such as pictures and logos, while the rest of the
header components remain constant across the site. Most of the categories on the
left-hand navigation are optional, and there is room for free categories that are
specific to a particular group. Much of the content is data-driven, but in most cases
owners have the option to reject or accept content coming from an institutional
source.
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Pictured: A country page, demonstrating the templates’ standard and
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simple look and feel.
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For performance reasons, the designers chose to separate the people search from
the site search. Because the employee directory search is the intranet’s killer app at
many large organizations, it’s imperative that this feature is visible, simple, and most
of all fast. The site search combines a metadata search for frequently used
repositories with a crawl search that uses Google’s intranet search appliance for
uncataloged content.

The search results page repeats the search query, which is always a good idea. The
page is easy to scan, the title links to the full document, and the short descriptions
further describe the documents. The Hide Descriptions link is a nice feature, which,
obviously, hides the descriptions and lets the user see more results at once.
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Pictured: A search results page.
## World Bank Group Siaff Conneciions My Page | W] Si ry | Help | Site Map | Fredback

Home Services People Operations Data & Reference

% >earen T
AOVINCEe

g
ch

Horme * Search

Search Results resui for vowr search on "Environment” Hide Descriptions

¥ Good Starting Points | ¥ Services (Yellow Pages) | ¥ Bank Documents | ¥ Knowledge | ¥ Other Web Content

(¥) Good Starting Points see all results

West and Central Africa - Special Programme for African Agricultural Eesearch (SPAAR) information system -
Yol.1 (SPAAR Waorking, Thig document containg 8 selection of projects concerning West and Central African
countries (Benin, Cameroon, Congo, Cote d'lvoire, Equatorial Guinea, Gahon, Ghana, Guinea, Guinea-Bissau,
Liberia, Migeria, San Tome and Frincipe, Sierra Leane, Togo, Zaire) and is presented in 3 parts: {a) An
ovendiew of projects . ..

& Top

(¥) Services {Yellow Pages) See all results

West and Central Africa - Special Programme for African Agricultural Besearch (SPAAR) information sy sterm -
Yol 1 (SPAAR Working. This document containg a selection of projects concerning West and Central African
countries (Benin, Cameroon, Congo, Cote d'lvoire, Equatorial Guinea, Gahon, Ghana, Guinea, Guinea-Bissau,
Likeria, Nigeria, Sao Tome and FPrincipe, Sierra Leone, Tagao, Zaire) and is presented in 3 parts: (a) An
overview of projects ...

West and Central Africa - Special Programme for African Agricultural Fesearch (SPAAR) information sy stem -
Yol 1 (SPAAR Working, This document contains a selection of projects concerning West and Central African
countries (Benin, Cameroon, Congo, Cote d'lvoire, Equatorial Guinea, Gahon, Ghana, Guinea, Guinea-Bissau,
Liberia, Migeria, San Taome and Principe, Sierra Leone, Togo, Zaire) and is presented in 3 parts: {a) An
overview of projects | ..

a Top

i Bank Documents (ImageB ank) See all results

West and Central Africa - Special Programme for African Agricultural Research (SPAARY infarmation system -

WE AT SO & v R R U et I T A e I e i e e N R R s T P T B S e U W e e S e S

The breadcrumbs, standard navigation, and consistent page layout make this
intranet’s behavior predictable, but not boring. The bold colors and exciting pictures,
plus pertinent and ever-changing content make this intranet a place people will want
to return to when they conduct their everyday tasks.

Scoring (3 = best)

Simple Simple Consistent Visible Simple Limited (well- Home page
look navigation navigation search search presented)

and design text on pages
2.4 2.8 2.5 3 3 2.7 2.8

DESCRIPTION OF THE INTRANET

Though the World Bank is a multinational organization, the intranet is mainly
presented in English. It does, however, include documents in different languages,
and the search facilities make it possible to search for content in a specific language.
Where content is available in a choice of languages, the link to the other language
versions appear at the top of the page, letting users toggle back and forth through
the language versions.
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BASIC FEATURES
e News subscriptions, staff news, corporate news, and newsletters

¢ HR services, such as pension benefits, salary increases, resume updating,
and job applications

e General staff services, such as visitor passes, conference room booking,
coffee services, and cafeterias menus

e Health services, such as health room schedules, info on vaccinations for
traveling staff, and gym schedules

e IT services, such as ordering a Lotus Notes account and requesting
global/remote access

e Operations services, such as travel requests and travel expense
processing

e Various documents and reports, publications, and information on projects
and loans.

e Staff directory
e E-discussions
e Events calendar

¢ Announcements to employees, extracurricular announcements, and a
bulletin board for buying and selling items

e Extranet applications with clients

The intranet also includes a knowledge management system. Although content
creation is completely decentralized, with the implementation of the CMS, the
company has standardized the tool used to update the page and design templates.

URL AND ACCESS

The intranet is the default page when Bank employees open their Internet browser,
unless they manually change it. On the standard desktop, the browser always opens
at start up, so the intranet home page is the first thing employees see when they
start their computer. An exception to this is country offices staff, who sometimes
have slower connections.

BACKGROUND

The Bank has had an intranet since about 1994, but started out by letting about 400
internal content providers around the world contribute on an ad hoc basis, using
their own tools and design ideas. “Everyone could do what they wanted: create
pages in HTML, Lotus Notes, and so on. Same for desigh — we had a few standard
templates, but that was pretty much it,” says Maria Dolores Arribas-Banos, team
leader and information management officer.

As the intranet grew in size and scope, it became increasingly cumbersome and hard
to maintain, and content became increasingly hard to find. In September 2001, the
Bank embarked on a three-year intranet redevelopment project, which would also
harmonize the internal and external sites. Although the technology department
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owns the project, a steering group of representatives from various Bank areas
approved the budget.

GOALS AND CONSTRAINTS
There were two main goals for the redevelopment project. First, the Bank wanted to
provide a common technical infrastructure for the intranet and public website to
reduce development speed, create an easily maintainable structure, and integrate
navigation and search so that information is easier to find. Second, it wanted to
transform the intranet from a basic information source into a full-blown corporate
portal that offered personalization features and provided a platform for Web-based
applications.

In pursuit of its first goal, the Bank is now migrating existing intranet and Internet
content into a central CMS, with a dynamic publishing capability. As it introduced a
common technical platform and common look and feel, the Internet Working Group
(IWG) wanted to ensure both that content providers retained control over their
content and that departments and regional groups retained some individual identity.
“The templates we had before were very rigid. We wanted to provide some flexibility
and local branding,” Arribas-Banos says.

So, content creation will still be decentralized, but the IWG will centralize and
manage template management and overall design. Also, some content owners have
the same content on the intranet and external Web; the CMS should save them time
by making it easier to repurpose content.

One of the technical problems the team had to resolve was improving the search
facilities. “Before, you pretty much had to go to each individual repository to find
something,” explains Arribas-Banos. Now, the Google search engine lets users
search the whole intranet or narrow the search to a particular section.

All 10,000-plus Bank employees have intranet access, some from country offices
with less than optimal Internet connectivity. The intranet also has to serve mobile
employees as they travel throughout the world, and therefore has to work well even
over low-speed and mobile connections. This means, for example, a strict limit on
use of graphics. But, set against that constraint, the organization’s standard desktop
gives the design team the advantage of only having to develop for one browser:
Internet Explorer 5.0.

DESIGN PROCESS AND USABILITY ACTIVITIES

The team divided the intranet redevelopment process into four stages: requirements
gathering, development, usability testing, and content migration. The intranet is not
yet completed, and the team continues to carry out the final three stages on various
parts of the site.

Requirements gathering lasted about six months, from July to December 2001, and
involved about 400 different content providers and users throughout the
organization. Satyam, the Bank’s development partner, created a detailed
questionnaire covering issues such as the goals, target audience, content type, and
workflow requirements for each section. The team sent this out to the main regional
coordinators around the world, who were asked to review it with the different
country webmasters.
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One finding from this exercise was that questionnaires had to be worded quite
carefully to get the desired result. “We found that the responses to the
questionnaire were a bit too general, and in many cases we had to go back and get
more specific information,” Arribas-Banos says. Once the exercise was completed,
the results were consolidated into an overall requirements document.

In addition to sending out questionnaires, team members met with representatives
of various departments at the Bank’s headquarters to discuss their requirements. To
create a more user-driven information architecture, they also asked Satyam
consultants to carry out card sorting exercises with user groups for both the overall
site and individual subsites to determine where users would expect to find certain
content.

The team learned some lessons while using card sorting to elicit requirements.
“Card sorting gives you some insight about how content should be organized, but
you have to be careful in how you use the results, because it may not be the case
that people really want it that way,” says Arribas-Banos. “We found the responses
would vary widely depending on the person’s background; depending on who you
asked, you would get a completely different organization, and when you played the
result of the organization they had chosen back to them, they didn't always like it.”

The team addressed this issue by creating a flexible structure that lets users
navigate to the same content in different ways. Users can find data on Angola, for
example, by going to the data page and browsing by country, or by going to the
country page and browsing by data.

Finally, team members conducted a content inventory to determine what content
was currently on the site, whether any of it should be deleted, and if any key content
was missing. They also looked at metadata issues, such as which content required
cataloging (for example, press releases), and what information they needed to
capture.

Using all this information, the team created an information framework that included
the overall site and navigation structure; basic template definitions; what approval
processes were needed; and any special requirements, such as specific workflow
processes.

They also specified a basic color palette and a page design framework, which they
called the C-clamp, consisting of a header across the top, left-hand navigation, and a
footer. In addition, local branding goes at the top left in the main menu bar, search
is always in the top right corner, and help and feedback buttons are mandatory on all
pages.

Once the information structure and workflow was established, the team started work
on building each section’s input and display templates, using either existing
templates or producing customized templates to meet departmental requirements.
“Some departments, like General Services, need very specific templates, so it was
very much demand-driven,” Arribas-Banos explains.

Before the designers started working on the site templates, they consulted with
content owners to come up with a preliminary content structure. Once the initial
design was set and the standard components were developed, they built a basic
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storyboard using Lotus Notes to show where the page elements should go, and
defined the page behavior.

Pictured: Designers built a basic storyboard using Lotus Notes to show

where the page elements should go, and defined the page behavior.
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Being able to specify the storyboards and page behavior in electronic documents is
particularly important, given that the Bank is working with an offshore design team.
Face to face meetings are almost impossible, and they carry out most
communications via email, phone, or video conferences.

Early on in the project, team members developed a migration plan setting out where
existing content should go — basically, they had to decide whether it should migrate
to the CMS or a document management system, or just be deleted. The final
migration stage is now underway and the aim is to complete the bulk of it by the end
of 2002. The data migration is proceeding in parallel with the portal implementation,
which includes the staff portal, projects portal, managers portal, and so on, plus
extranet applications such as the donors portal. This stage also includes training for
content providers, editing, and testing.

In January 2002, the team launched a pilot site, including news and events on both
the intranet and the external Web. By introducing the new system to users in small
steps, the team hoped to avoid the culture shock associated with a “big bang”
approach. “So we decided to go with a pilot and have the owners of those sections
bring the business on board, and this approach worked well,” Arribas-Banos explains.
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Rather than appearing as a series of staged releases, the intranet design evolved
gradually, with some pages going through up to 200 small iterations. The home
page is one example of a design that went through many design changes. The
Bank’s old home page design had about 50 links on the first screen, visible even
before scrolling down. The page contained too much information and redundancy
within each category. “It was just too busy,” Arribas-Banos explains. “People
couldn’t spot changes in content.” Furthermore, because all the sections were
automatically populated from the source material, there was no way of highlighting
priority items, and, since new material replaced old items, there was no way to
highlight items for longer than a day (or in some sections, a few hours). Also, users
found the black top menu bar hard to read, and tended to miss menu items,
including the search feature. They were also confused by the cascading menus,
which were activated by mouse over.

Pictured: The previous home page design, which was too bus
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In October 2001, Satyam presented its first attempt at a redesign. However, several
of the problems identified on the previous intranet remained, so the design was
rejected, and it didn't get as far as the Web and user communities. “It wasn't fixing
any of the problems we had,” Arribas-Banos says. The page was still cluttered, with
almost the same amount of information as before. And, while the search option was
more prominent, it didn’t solve another existing problem: that most users didn't
think to change the default search option — people search — resulting in frustration
and complaints.
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Pictured: The first attempt at a home page redesign. Several of the
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Several further iterations resulted in the next version.

Communities Reference

“We liked this much better

and felt it was much clearer,” Arribas-Banos says. The search problem had been
fixed by having two separate boxes for people and site search, and the site had a
more professional-looking design, most of which has been retained in the current
version. In addition, the new version included a name for the intranet, Staff
Connections, and a new section, Kiosk Announcements, where staff can more easily
submit their own announcements, enhancing the sense of community. Because the
Bank wanted more regional input on the home page, the team introduced an In The

Field section to carry daily regional news. However, this turned out to be
impractical, and had to be dropped.
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Pictured: A later iteration of the home page that was better, but not final.
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Even with the improvements to the home page, a number of user criticisms
remained. These included unclear priorities for the daily news; no way to highlight
items for longer than a day; and poor visibility for HR content, one of the site’s most
popular areas. The users also disliked the people image used in the top left corner
with the Staff Connection logo. Users felt that because the Bank has a multinational,
multicultural staff, the image should reflect this diversity.

In the latest home page design, the controversial photographic image has been
replaced with a neutral silhouette, and the logo was redesigned. To solve the
problem of being able to highlight items for a longer period, the left-hand menu
column can now include graphic buttons (such as Mijllennium Development Goals)
linking to special items of longer-term interest. But the page continues to evolve in
a process of ongoing development.

The latest design also addresses a longstanding issue by having content from the
Bank’s internal communications and external news departments appearing under the
same Bank’s World Today banner. User feedback showed that users did not see the
difference between the two sections, which both essentially cover news about the
Bank, and found them confusing. The solution is a compromise.
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The drive toward less clutter and greater simplicity is reflected in changes to other
site areas. The old services page had a long list of services categories and used
cascading menus. Since there was no formal process for content publishing, services
were often cataloged by the service providers — again by the central yellow pages
administrator, with help from the services site manager.

Pictured: The old services page, with its long list of services categories
and cascading menus.
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In the new service portal, the number of service categories was reduced to nine, but
users have more ways of browsing them: by service category, service provider, and
headquarter services. Decentralized service catalogs will be integrated with the
central yellow pages. Units without a service catalog can already submit yellow page
entries directly from the services portal.

One of the problems the design team faced was providing central control over the
intranet’s structure and look and feel, while also providing a measure of local
autonomy. Setting the rules for the information framework, template definitions,
and page behavior upfront was vitally important. Before individual departments start
to look at page design proposals, they have already agreed on the basic ground
rules. Their own designers can be involved in the process, but must work with
design guidelines, such as a standard color palette. In developing the Bank’s World
Today section, for example, this meant much fewer interactions were needed
between the intranet team and the department, because the templates already
included the intranet’s standard components.

In an organization with more than 10,000 employees, getting representative user
feedback in manageable volumes is a major challenge. “Of course you want to hear
everyone’s feedback, but we have a lot of staff and everyone has an opinion and a
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preference,” Arribas-Banos says. “So we set a time frame for listening, then we had
to go ahead and make a decision.”

Principle feedback comes from the IWG Community, which any Bank employee with
any interest in the Web can join. The IWG Community distribution list currently
includes more than 600 people.

New proposals for the intranet are circulated to the IWG Community with a request
for comments. The intranet team also puts a link to any new pages on the intranet
home page, partly to get feedback and partly to alert users that a change is
imminent. “We might put up three mockups and ask them questions; we keep them
up there for maybe fifteen days or longer,” Arribas-Banos explains.

The intranet group can call on the Bank’s in-house usability team, which carries out
both heuristic evaluation and user testing for page designs as they evolve. “We do a
heuristic evaluation ourselves and then, once we're comfortable with the design, we
send it to the in-house usability team,” Arribas-Banos explains. “They will find the
most obvious usability issues and fix them; most of the problems you can fix right
away but others need more changes. Once the final templates are ready, we send
those to the team and they do an evaluation with real users.”

Team members initially focused the user testing on the input templates used by
content providers; they also extensively tested display templates. They carried out
tests with groups of three to five users, who were given a list of tasks to complete
and a questionnaire to fill out. One compromise the group had to make was on its
samples of test users. “It's a challenge to get a representative group, because
people are busy, so you tend to end up working with the people who happen to be
wherever you are,” Arribas-Banos says.

TIMELINE

¢ November 2000: World Bank starts to look for new CMS; sends out
questionnaire to gather requirements from all content providers.

e September 2001: Work starts on the intranet metadata model.

e November 2001: Satyam starts work on page designs. Pages developed
on an iterative basis.

RESULTS
Before the project started, the World Bank hired a contractor to run out a baseline
assessment of the previous intranet, identifying indicators such as number of broken
links, time spent configuring subsites, how many consultants were hired to do site
design, and so on. When the current system is completed, the same indicators will
be measured to give quantitative results.

The intranet team also conducted a user survey when the old intranet launched and
the team plans to do the same survey once all content has been migrated into the
new version. The team also analyzes statistics of site usage, conducts surveys of the
organizational webmasters, and logs comments sent in by users via the feedback
button.
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The change has not been painless, and initially many staff found it hard to agree to a
standard look and feel. “All the units had technical people who would need to work
from centralized templates,” says Arribas-Banos. “Change management was the
most difficult part of the process.”

Change management measures have included inviting outside speakers to offer
presentations on the benefits of a consistent user experience across the intranet, the
benefits of using standard templates, and how sales increase as a result of
introducing corporate standards. “When someone from outside comes and tells you,
you pay more attention, particularly when they're talking about very specific bottom-
line improvements,” Arribas-Banos says.

Though the site is still at the pilot stage, there are already informal indications that it
is achieving its goals, with an increased number of users reporting confidence in the
intranet. The improved search function has proved highly popular. “Search was a
huge win,” says Arribas-Banos. “People actually called us up to say how well it was
working, which was a pleasant surprise.”

The Bank also expects to make savings by using the CMS to more easily repurpose
content between the intranet site and the public Web site.

LESSONS LEARNED

Insights from Maria Dolores Arribas-Banos:

Change management is more challenging than any technical issue. “People
don’t like change. If you encourage them to participate by sending feedback, they're
more receptive to the new system.”

Anticipate requirement changes. "If you need to deal with changing
requirements and you're working with a contractor, make sure you set up the
contract to allow for change.”

Involve content providers early on. “Content providers need to know the
capabilities of the new system and its potential before they can submit realistic
requirements. You have to go to them with a straw man and let them break it
apart.”

Go for process rather than perfection. “If you're aiming for perfection the first
time, you'll never get anything done. Aim for continuous improvement instead.”

Get buy-in from decision makers. “Sponsorship and top management support
are vital.”

Plan for staff adjustments. "Don’t forget transitional activities like training,
ongoing support, and deploying staff whose skills are no longer used in the new
system.”
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I Recommendations for the Intranet Design Process

Understanding the lessons learned from these good intranets will help you to design
a better intranet for your organization or your client’s organization. There are also
other, more process-related things you can do to improve intranet usability. Based
on the above cases, the 2001 cases, and our other experiences testing intranets, we
offer the following list of a few of the most important recommendations for designing
a usable intranet.

1. Conduct many simple usability evaluations on design iterations — and
watch people work.

Several of the designers working on our winning intranets said that it's important to
come up with something before attempting to get feedback. This has certainly
worked for them, as the outcomes show. However, it's important to remember that
you don’t need a complete design to get feedback. You can test prototypes, paper
mockups, and competitive sites (if you can find them). Alternatively, you can watch
people using current systems, even if they are not an intranet per se, and determine
the activities that are already well laid out.

When looking through this year’s design submissions, we noticed a lack of consistent
usability processes, including regular usability testing, heuristic evaluations, and field
studies. Even busy development teams with tight deadlines should take the time to
watch people try to complete basic tasks using the design. It does not take very
long to do a quick test. We also encourage you to get a group of designers and
developers together — even for just twenty minutes — and do a quick review of the
site’s design to discuss and agree on the top usability issues.

2. Measure ROI.

Most of the intranets in this study have made obvious strides and great usability
improvements, and, no doubt, productivity and efficiency gains for the company.
However, most do not formally or even informally measure any return on
investment. Often this is not a priority because of tight schedules, and the way
money is allocated at organizations. For example, maybe the money to design and
pay for maintaining the intranet is allocated to the IT VP, but the actual productivity
gains are found in the HR department. Take the time to measure decreased task
time and increased money savings across the organization. Make the gains known to
the different departments and at higher levels, so even the most upper-level
managers understand the importance of well-designed internal systems.*

3. Create user profiles and analyze user tasks.

One of the great the benefits to designing a website or application for internal users
versus external users is that you can really find out who your users are, even if you
work at a very large organization. Use this to your advantage. Find out about the
people who will be using the intranet, their experience levels, tasks, what other tools
are available and familiar to them, and how the intranet could streamline their work.
Visit them and watch them work.

4. Consider accessibility.

* For more information on ROI, see our separate report on that topic, Usability Return on
Investment, www.nngroup.com/reports/roi
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Many companies employ people or will employ people who use assistive technology.
Almost all of the submitted intranets suffered from accessibility issues for users with
low vision, no vision, or motor skill challenges. We found no improvements in
accessibility this year over the 2001 intranet submissions. The trends toward many
graphics, tiny text, poor contrast, limited space between links and text, and small
targets are a bit scary, as these are chief accessibility offenders. 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.

5. Allow users to add content.

The most well-received intranets are those that have 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. Also, letting users add content
will make them feel some ownership toward the intranet. And, more good content
providers will probably lead to more varied information on the intranet, inspiring
more employees to return.
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I Intranets Not Selected: Common Issues

The ten intranets featured in this report were selected from more than 100
submissions. This created a more challenging selection process, compared to that
for the 2001 Intranet Design Annual. It was far easier to select winning intranets in
2001, as we had a smaller group to choose from and less usable designs were
common. Maybe 2002 is the year of the intranet, as among this year’s submissions,
we found many more than ten very good designs.

Although we won’t name or show examples from intranets not in the top ten, the
following are some of the major problems we saw across the submissions not
included in this report.

1. INCONSISTENT DESIGN ACROSS THE INTRANET/WILDLY INCONSISTENT NAVIGATION
Inconsistent look and feel across the intranet was probably the most common flaw
we saw. A common symptom resulting from this design problem is that users find it
difficult to determine their location and context. This frequently affects how quickly
they can accomplish tasks when they use the intranet.

In reading the history of some of the intranets, we noticed a common scenario:
Different teams created intranets for their divisions, and at some point the company
decided to link them all together via one main home page. However, they never
created a consistent design across the subsites, leaving employees to work with
fragmented and disjointed intranet designs. Some of the more common reasons for
creating such a design might include:

e Designers did not think of creating a common interface
e Designers did not think a common interface was important

e Designers cannot find the time or budget to redesign all of the subsites for
consistency

e Managers, vice presidents, or designers who created different subsites
want to retain their own image (and brand and design) on the intranet

Whatever the reason, if this sounds familiar, please reconsider your intranet design.
All users will benefit from a consistent design across the entire site.

2. LACK OF CONTENT

Some intranets seem to be placeholders for the intranet to come. They have very
little actual information, news, or processes. Many provide no way for the users to
provide or affect site content.

3. GARISH COLORS

Color can be used to make a site look good, inspire a team feeling, or indicate an
interface state. But some of the colors on the intranets are just too loud and
distracting. These detract from the message.

4. POOR USE OF PAGE REAL ESTATE

On many an intranet, pages are far too long, requiring much scrolling. Also, having
too much text and information on one page is difficult for users to manage. Some
pages are even too sparse, with hardly any information at all.
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5. VERY DIFFICULT TO READ NAVIGATION AND TEXT
Text is getting smaller and smaller. And, many designers choose colors that do not
contrast the text and the background. Users should be able to easily read the text
on a page, especially in navigational elements.

If the intranet is meant to support users with low vision or senior citizens, be sure to
use a default text size of 12 points or higher, and never use fixed fonts.

6. MISSING OR DIFFICULT TO FIND SEARCH
It is surprising that some intranets hide their search feature, or provide no search
feature at all. People want to search, and they expect it. Even those users who
prefer browsing instead of searching will look for a search feature when the site’s
navigation fails them.

7. TOO MUCH MARKETING (OR ADVERTISEMENTS) FOR THE INTRANET
Nothing is more annoying than being presented with marketing hype or
advertisements for the intranet, especially since the user is already using it. The
intranet is meant to be a tool to help users get work done, get important and timely
company information, and possibly to inspire a team feeling across the company. It
is also appropriate to post awards and other applicable information on the intranet.
But, an intranet is not a good place for its designers to post information about
themselves or advertise the intranet. Explaining features is one thing: Using it for
self-promotion is another thing. It's an obvious way to send employees away, and
make them feel unwelcome.
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I Honoring Last Year's Winners

The following table lists the winners of the 2001 Intranet Design Annual. For more
information about these ten great designs, please see
http://www.nngroup.com/reports/intranet/2001

Andersen:
Business Radar
3.0

BC Hydro: HydroWeb

Cisco Systems:
I-deal (tristream)

Fidelity Investments
Canada

Interactive
Applications Group:
Community [apps]

Luled University of
Technology

Insights: 1) Relentlessly cut items you don’t need. 2) When you decide
to outsource content management, find the best partner, commit to
them, and trust them.

The navigation controls and sparingly used pictures and graphics make
this site simple. The extensive, ultra-current content is what keeps the
users of the Business Radar 3.0 site coming back for more.

Insights: 1) Include users in both the design and site-updating
processes. 2) Make all pages load very quickly.

This site is the product of both resourcefulness and inspired methods of
collecting usability information. Considering what a massive repository it
is, the site design is uncomplicated.

Insights: 1) Convince clients to try usability activities; once they do,
they’ll be sold on them. 2) Before you code, collect usability feedback
and conduct field studies. 3) Have the courage to make big changes, as
long as you have good reasons for them.

For designers, it's always a scary prospect to revamp an interface in a
new release. In this case, they courageously opted to make a drastic
change, and everyone was rewarded with a winning design.

Insights: 1) Make it easy to keep material updated. 2) Recreate the
homepage to draw people into the site and offer a compelling user
experience.

This design works for many different kinds of users, from those who use
it all day long to those who refer to it only periodically. The beauty is in
the content, which is drawn from many different sources and frequently
refreshed.

Insights: 1) To really learn about usability, watch real users in the field.
2) lterate your design based on what you learn.

This intranet template collects most of the essential elements users
seek in an intranet, and combines them nicely in an easy-to-use
package.

Insights: 1) What users say they want isn’t necessarily what they really
want. Put a prototype in front of them to learn the truth. 2) Developers
are typically poor usability critics, even when they’re the site’s primary
users.

With up-front features and an uncomplicated look, this site is proof that
even with few resources, you can build a simply designed, effective
solution for a small organization.

I 48921 WARM SPRINGS BLVD.

FREMONT, CA 94539-7767 USA I INFO@NNGROUP.COM 157



Pearson Technology Insights: 1) Organize the site based on user tasks, not on
Centre organizational structure. 2) Even if it's grueling, convince contributors
that a single design will radically improve usability.

Site designers used a systematic, four-stage development methodology
to achieve this usable design. They reorganized various unique sites
into a cohesive whole.

Science Applications Insights: 1) Harness information that’s already out there. 2) Help users

International aptly direct comments and suggestions to the right people.
Corporation (SAIC): Ty site harvests and delivers information from many sub-sites in a
ISSAIC straightforward way. Their novel approach to collecting and directing

feedback helps organize this huge enterprise.

silverorange Insights: Build something that you won’t get sick of looking at or using,
even 20 times a day.

The silverorage intranet sports a very simple look and innovative tools.
The design succeeds at managing vast content without being sterile or
impersonal. The collaboration features utterly support ever-changing
content for both a small set of internal users and the company’s
external clients.

Insights: Promote information exchange in a way that makes people
visit the site and keep coming back.

U.S. Department of

Transportation:

DOThnet This site offers a new twist on productivity-specific applications. The
Work Tools and Communities are designed to help people get work
done.
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o Agile
e Applications
e Content Strategy
e Credibility & Persuasion
e Email
e Information Architecture
e Interaction Design
e Intranets
e Mobile & Tablet
Non-Profit Websites
Prototyping
Social UX
User Testing

e Visual Design

e Web Usability

o  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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REPORTS

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:

Agile

Applications

Audience Types (e.g., children, college students, seniors, the disabled)
B2B Websites

e Corporate Websites

e Ecommerce

e Email

e Information Architecture
e Intranets

e Mobile & Tablet

e Non-Profit Websites

e User Testing

e Social UX

e Strategy

e Web Usability

Shop for reports here: www.nngroup.com/reports
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CONSULTING

The same experts who conduct our research and teach Usability Week training courses are available for custom
consulting including:

e Evaluating your website, application, intranet or mobile interface (average cost $38,000 USD)

e Usability testing (average cost $35,000 USD)

e Strategic planning (average cost $12,000 USD)

e On-site training with your team (average cost $9,000 USD per day)

Consulting details: www.nngroup.com/consulting
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