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Corrrmunty

Total Employees Approximately 50, Across North America

Target Markets Fortune 2000, Mid-market, Public Sector

Areas of Expertise HCM and talent management, portals and self-service,
performance, succession, recruitment, learning &
development, workforce planning, analytics
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Knowledge Infusion Methodology
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What's Wrong With Today’s Model?

Performance
Management
Competencies
(Multiple
Compensation Repositories)
Access Db
Career
Planning

(Manual)

Succession
(Ppt)
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Ciorrvmunty

Performance

Line Executive

Suite

Of
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Succession
Planning
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eHR Service Delivery
Model &

Your Multi-Generational
Audience
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HR Service Delivery

A tiered model for HR Service Delivery drives
efficiency, cost savings and enables strategic HR

Tier 1 Tier 2
HR Contact Center Expertise Center

Self managed via

Employee: HR Sub-Portal - Central contact for
- Questions First point of complicated ilssues to HR Specialists
- Transactions contact backup Tier 0 manage sensitive
- Problems o ] ) and legal issues
- HR Consultation * Eliminate paper * Direct live support « HR is sirataa
- Communication » Speed processes » Knowledge Base

* Improve accuracy » Consistent answer

home of the OAUG KNowledge Factory ?



Digital Workforce Service Delivery

e Trend

— Employee and manager ability and expectations for digital
services is growing

e Challenge
— Expand range of HR services delivered digitally
— Deliver digital services in an Amazon.com format

 Solutions
— Consolidate service delivery in a single portal framework
— Integrate Knowledge, Content, Analytics and Transactions
— Communicate process change to enhance adoption
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Employees are Transforming

 Employees are wired and a ready amazon.com.
audience for self service
— www.pewinternet.org data is powerful MHOO!

illustration of employee readiness

* More Internet access in the workplace GOUSIQ

. X
— Office d)

— Factory

~ ote GRBITZ ... ...

* Public websites influencing workplace

applications /Il NASGAR .COM

* Internet services are driving new
expectation for knowledge access and
transactions

— Convenience
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New Age Workers

e Digital Native vs. Digital Immigrants

— 5,000 hours of video gaming

— 250,000 emalls, instant messages, text messages
— 10,000 hours of cell phone use

— 3,500 hours online

4 In 5 adults have access and only 1 in 5 are
truly disconnected (a majority over 65 and
without a high-school education)
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Internet Usage Facts

* In the past year, the number of adults who are online has increased by
5% to an estimated 172 million, according to the latest Harris
Interactive poll.

« Approximately 77% of Americans are now online, up from 74% in the
previous poll in 2005, and compared with 57% back in 2000. When
Haurris first began to track Internet use in 1995, only 9% of U.S. adults
reported they went online.

* The latest survey shows 70% are now online at home, up from 66% in
2005 and 55% in the spring of 2002.

 Just over a third of U.S. adults say they are online at work, little
changed from a year ago. Adults who are online at a location other
than their home or work also remains steady at 22%.
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Best Practices in
Employee & Manager
Self-Service
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...the serving of oneself without the
aid of an clerk, attendant, etc.

Having no intervening persons, conditions, =
or agencies; an immediate means of
approaching, entering, exiting,
communicating with, or making use of
Information
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Evolution of Direct Access Channels

 First wave of transactions Employee focused
— Flexible benefits enroliment was dominant HR application
— Fairly consistent process across organizations
— A new process
— Employee responsible for transaction
— Moderate ROI

« Second wave of transactions Manager focused
— Hire/fire/transfer processes
— Manager responsible for transaction

— More variety across organizations — product companies struggled to deliver;
clients resisted changing processes to meet products

— Higher ROI

» Third wave is emerging — Strategic focused
— Both Employee and Manager collaboratively engaged in the transaction

— Performance management, compensation management, succession planning,
training, etc.

— Reporting / Metrics / Dashboards / Libraries
— Highest ROI
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Best Practice Guiding Principles 1

 The Manager experience is paramount; User interface user
friendly

« Simplify HR Dept expertise / processes into familiar manager
terms

» 2 — 3 clicks to anywhere

» Graphical business process navigation vs. departmental hierarchy
/ functional groupings

» Configurable guided / wizard driven transactions

» Support Setup / Configuration using Q&A Approach.
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MDA Strategy: Guiding Principles 2

* ‘Sticky’ content will drive interest and adoption
» Single point of access for all information / transactions
 Configurable workflow and dynamic workflow
 Solve traditional MSS problems:
— Proxy administration
— Missing Mgr position
— Mgr vacation

* Provide design support for phased roll out
methodology

home of the OAUG KNowledge Factory T
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MDA Strategy: Guiding Principles 3

 Direct Access MUST Dbe part of an overall eHR Service
Delivery strategy; not self-service modules

e Direct Access must be surrounded with other content

 Direct Access must include intelligent reporting
manner

* Direct Access must focus on the user; not the
administrator

* Design / develop / deploy to the 80% - 20% rule,
functional requirements cannot be designed for the
exception.
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About Your Audience

e Managers often get blame for inability to engage in a digital
process
— Perception they will not use technology is wrong

» Reality Is that they don’t resist the automation, they resist
the process that is automated

— Process must be simplified to fully drive adoption

* Technology must be leveraged to diffuse process
complexity

e Technology must assist in decision making — expert
capability

e Must deliver a mainstream web interface experience
— Amazon.com-like
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FIGURE 8: Service Delivery Application Usage — Worldwide

#

Benefits-related self service [ 12%  12%

Simple management reporting 15% 12%

Pay-related self service 14% 16%

Employee self service 16% 12%

&

Time management self service 15% 20%
Total benefits statements 14% 26%
HR-oriented help desk “ 8% 50%
Manager self service 23% 21%

Min use MBudgeted for next 12 months = Within next 36 months  No Plans or Not Aware

CedarCrestone 2007 HCM Technologies Survey

home of the OAUG KNowledge Factory Th



COLLABORATEOS

Get used to the question:

How does a Portal help
us...again?
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Role of the HR Portal
mvey Va'lle Age
' Mployment Behav o
nNge

Efficient : Enable Knowledg
Delivery of  Delivery &Promat
HR Services ' Knowledge Culure
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The Evolution of Portals ™

Technology Enabsber:

= Compaosite Applications
Technology Enabler: = Businaess intelligenoe
= Collaboration

Technology Enabler: = Warkflow

= Content Management

= Knowledge Management

» ERP & CREM Integration
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Communicating the Portal Concept

» Portal is a critical business initiative
— Necessary to get the ‘right data’ to the ‘right person’ at the
‘right time’
— Solve ‘info glut’, ‘GUI glut’, ‘Password glut’

 Portal term is frequently abused due to its recent gain in
popularity

— Every vendor wants to be known as a portal-play
— Creates a great deal of confusion
« Abstract presentation layer from applications underneath
« A concept — not a technology
» Success involves people and process change management
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The Portal Value Proposition

* Increased productivity
— Reduce time spent searching for information
— Eliminate information confusion, duplication and inconsistency
— Eliminate multiple sign-ons and authentications
 Increased effectiveness
— Enhance communication and knowledge sharing
— Increase performance by focusing on metrics/results
— Provide execution of transactions & workflow
» Lower information delivery costs
— Eliminate report generation and delivery
— Empower users to author content

 Drive better individual, group, enterprise performance
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Characteristics

Unified:

intrinsically increases
the value of interactions
with assets accessible in
the portal

Personalized: 3
cormiplex logic that

increases the value of how
constituants interact with
anline fesouices

4

Global:
Supports constituents in
multiple geographies user

and cultures

Characteristics of an Optimized e-Enabled Environment

Supportive:
recognizes the needs
of individuals and
accommodates wath
spedialized resources
of approaches

Collaborative:
enables collaboration
with others via formal
processes and informal
relationships

5

-
=
B

Intelligent:

leverages intelligence
embedded in the business
and models the contextual
relationships

5
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Resourceful: Adaptive:

rich environment that recognizes the d!.-'nairlc
contains the resources nature of the enterpiise
necessary to enable the / and adapts, efficiently,
success of its participants accordingly
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Portal is About Integration

A Portal is a convergence Merchant Analytics
initiative, overlaying all
Enterprise Systems, that
enables a single as well as
personalized or role-based
point of access to all relevant
information and applications
from internal and external
SOUrces.
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Key Elements of a Sophisticated Portal
A basic scorecard to measure portal sophistication

Portal Service Definition
Single Sign On Ability to access all applications within the portal via a single password
entry/authentication process
Role Based Applications and content are presented to the user based on role(s) that the
employee performs for the organization
Personalized Employees have the capability to personalize content and layout of the portal
Self-Service - Productivity Applications Employees have ability to perform HR (and other) transactions in a self-

service format — focus on productivity enhancement (e.g. benefits, address
change, etc.)

Self-Service - Strategic Applications Employees have control of knowledge and transactions that tie to strategic
growth related to attracting, developing and retaining talent — focus on
managers (e.g. compensation mgmt, recruitment, performance mgmt, skills
mgmt)

Search Sophisticated search capability that covers all structured and unstructured
information managed via the portal

Content Management Ability to coordinate structured and unstructured information sources across all
applications (i.e. email .doc .ppt .xIs etc.)

Knowledge Management Tools to provide employees the ability to access and process knowledge
easily based on the data contained in the portal applications

home of the OAUG KNowledge Factory ©
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Portal Best Practice
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Think of your favorite websites

CHHN News CHNHN Videos

CCW.COITI

m Google

WORLD U.5. POLITICS CRIME ENTERTAINMENT HEALTH TECH TRAVEL LIVING BUSINESS SPORTS TIME.COM -iviopec @ 1-REPORT & IMPACT
Hot Topics » Your Money - Irag War - Election Center - more topics » Weather Forecast International Set Pref
Make CNN Your Home Page .
Video » -
Latest News _
* Earthquake felt across Britain 1 min L )
* Rice tries to soothe Japan outrage W g ,_.\_._;;:"3

Clinton, Obama spar over
campaign tactics

Democrats Hillary Clinton and Barack Obama
sparred with each other over negative
campaigning, health care and free trade
Tuesday, a week before primaries in Texas and
Ohio could either effectively seal the nomination
for Obama or throw the contest wide open again
with a strong Clinton performance. full story

« Obama tops new national polls

Meet the superdelegates

Will they vote like you? Find out who your state’s
superdelegates are

Cooking with alcohol 101

+ Father of slain girl to sue over failed search 14
min
* Youssif rubs face with hands, says 'no hurt'
* Failed switch, fire cause Florida outage
* Castro's brother faces big challenges in Cuba
+ Ticker: Clinton hits Obama on Farrakhan remark
« Martin: A spiritual graduation
Foreclosure bill faces veto
* Long-lost photo of Anne Frank's "true love’ /=
« Jacko's '"Neverland' may be auctioned
* Police release tape of Killer's voice /-
« Dad chases down 4-year-old's kidnapper -
« The magic number for getting a loan
+ Teacher, on tape, rails at ‘stupid’ 5-year-olds "=
* CHHN Wire: Latest updates on top stories

all news from the past 24hrs

Popular News

m Obama tops new national polls

Army general: 'No reason to doubt'
Obama's story

m Too pretty to fly? /=

all most popular »

‘Infomercial King’ Ameriprise @

SEE TOP 10

Democrats debate
war policy

Democrats debate
controversies

Dad chases girl's
kidnapper

more video »

TRAVEL DEALS from Sherman's Top 25
s et ——

f

$63 & up Cheap fares to US cities

$85might+ Up to 60% off Bermuda cruises
$200 & up Spring flights to Europe

$200+ Veyas vacations -- airfare incl.
$699+ Dish
$195 & up Airfare to sunhy Mexico

Take Off Today!

cruise & theme park vacation

more

Prime-time Exclusive!
Janet Jadson joins Lamy for a rare.
live, sit-down interview. The actress
and singer gets personal about her
love life, weight, and new album!

Programs -
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Think of your favorite transactions

. « NEW: ThankYou™ Network on Expedia.com.
@_Expedla.com ThankYou Earn points for valuable rewards by booking a trip!

home flights hotels i cars | vacation packages | cruises | activities | deals & destinations | maps | corporate travel

Welcome - Already a member? Sign in B8 Wy ftineraries @ My Account @7 Customer Support

Minneapolis, MN (MSP) to St. Louis, MO (STL)

Start search over

Departure airport; A\h "nwa. W ‘)
ASP (Minneapoliz) |+ American v ite: lidwesat Airline
MSP (Minneapoliz] All Results — Northwest United Midwest Airlines
Destination airport:
STL (St. Louis) w from §233
! Nonstop o — from §233 frem §233 -— -— -—
Travel Dates: from §236
Specific | Flexible 1 stop e bolow from $236 frem $351 from $254 from $580 frem $949
Departing: (mm/dd/yy)
parting: ( fyy] e from $519 — from §519 — = -
111972008 se= below
7:00 PM w
Returning: (mm/'ddiyy) @ Are your travel dates flexible? See our Fare Comparison Calendar
11420/2006
1:00 PM w Note: The prices shown below are for the flight only; they are e-ticket prices and include all flight taxes and fees. If your
tinerary requires paper tickets there will be an additional charge. These rezultz cover a metro area with zeveral airports.
Airline: [1] More Info Review your choices carefully.
Mo Preference b . . . .
Kl Choose a departing flight or view complete roundtrips
Clazs
Economy / Coach | % Sortby: {* Price { Preferred departurs time ¢ Duration ¢ Departure time ¢ Arrival time
D Nonztop flightz enhy
[ Refundable fights from $233 Roundtrip
only 4:15 pm Depart Minneapolis (M3F) Sun 19-Nov "nwa. Northwest 1465
m Arrive St. Louis (STL) 5:44 pm Duration: 1hr 28mn Nonstop flight
Preview =seat availability @ Choose this departure
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Think favorite places you go

Norton™ =] - Fraud monitoring is on v Options +

Blog Switch to original My “ahoo Last update: Jul 16, 1:59 am =

Web Images Video Local Shopping more

M\YAHOO! " search:

Web Search

m

Close %
4 | hoopi Travel  New Page Add Page L% Hi, Stavros [Sign Out] | Help
. X " - - - )
I Vahoo! Finance: ADP News
AOP 13-Jul 3:55pm (Ci¥ahoo!
=7 Stock Po gg [T T T T o [Z]1F][#] = Business News from Reuters [Z1[Z][=] = Personal Assistant E 1R
48.0 = RBS group to offer 90 percent cash for ABM bid: reports - 2 hours ago
Lastupdatq 48.8 1 = Ford considers selling Volvo Cars business: source - 14 hours ago M mail | @ Busic | @ U=s |
= Industn :g'i o qeiopecaciep-iq-i- = Dow Jones board member moves to block Mews Corp: report -1 hour
Symb " 1oam 12pm Zpm dpm ago i g\gEFather @ Lottery | Q Horoscope
ADP » Maore Charts 1008 = Dubai stock market owner to bid for OMX: report - 13 hours ago
l} CEN Cramer's 'Mad Money Lightning Round": UI%,: - Asia shares ease -2 hours ago ADVERTISEMENT
Queue Up Qualcomm at The Street.com S
LWSH (Fri 1.11% =7 Europe News from AP [el=]x]
ORCL Paychex Payback at Forbes.com (Fr 0.49% = Croatian wartime suspect extradited -2 hours age Try Snag It free
SABA 11:40am 4.34% = Paris aims to cut traffic with bikes -2 hours ago
sAP ir;.'.a.ufzree}.Breakfﬂet Seeking Alpha 0.40% = Baby panther adopted by dog -7 hours ago
s , = Buchenwald marks 70th anniversary -9 hours ago
SuMT » More llews 2% = Milan hosting Versace tribute Bhr:;rsa o
uLTI 1.30% g - .
Total $774.40 0.44 0.06% =2 Local News from The Charlotte Observer via [S=]x]

Yahoo! News

= Portfolio [ edit]
= Homicides climb 19% over same time in '06 - 13 hours ago

Symbaol Price Change X
= Plan would alter billboard rules - 18 hours ago TechSmith
MEKL 478.90 ¥ 1.91 0.40% c 0
o ) = Judges aren't bound by prosecutors’ deals - 19 hours ago
SEUX 2607 A JF = VA's silence on death brings grief, confusion for family - 19 hours ago
YHOO 26.58 ¥ 0.38 1.41% = UMCC to probe transit study -1 day age
RIG 108.94 4 1.39 1.26% @ Calendar [El=]x]
i .5. << June Today August ==
< Technology Stocks [ edit] =2 Top Stories from U.5. News & World Report [EW==]x] e

S T = Traveling This Summer? The Vaccinations May Hurt -2 days ago uly

mbo rice Change . o .

y N 2 = 10 Things You Didn't Know About Lady Bird Johnson - 2 days ago Sun Mon  Tue Wed Thur Fri Sat -

Done € Internet | Protected Mode: On #100% -
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Primary Approaches to Driving Use
 Design interface to fit employee needs and expectations
closely
 Start small and grow — managers a starting audience
e Discontinue alternate channels
e Support the transaction with knowledge
e Align with key organizational initiatives (i.e. portal)

 Create buzz - strategically sequence pre-launch
communications

* Preemptive change management - seed adoption before
launch

While strategies differ by organization,

delivering Value is universal key factor in driving success.

home of the OAUG KNowledge Factory T
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Key Resources for Usability Design

Engage in dialogue with your web design leaders to o
impress upon them the importance of usability on the
success of your self service initiatives.

Here are some key industry resources you can name
drop to dazzle them with your knowledge of the Human Designing
Computer Interaction (HCI) field. s

« Jakob Nielsen — www.useit.com
— ‘Tog’ - Bruce Tognazzini

e Vincent Flanders —
www.websitesthatsuck.com

e Ben Shneiderman — www.cs.umd.edu/hcil

Employees will continue to expect an
Amazon.com-like experience.

home of the OAUG KNowledge Factory T




cofiABonglﬁgﬁ

Techmology o Applleationa oo br

KCAT Concept

Let’s look at a consumer
iImplementation of KCAT...

amazon.Ccom.

home of the OAUG KNowledge Factory :‘
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The Amazon.com Experience

|[e¢-2-QNA L BB(QES| °

J Go glevl vl #pSearch WWeb  @YSearch Site | §2MNews | ®

n}fﬁffy[f"‘ﬂ!'m'

(Pre-order now! )

amazoncom. & VIEW CART | WISHLIST | | YOURACCOUNT) | HELP
BEN'S APPAREL & SEE MORE
BROWSE BRANDS TOP CAMERA AUDID & OUTLET, USED &

TODAY'S
&pHoTo | COMPUTERS | SOFTWARE | “yipeg | peals
DVD/VCR combination players
st $159.99

& PRODUCTS SELLERS

Choose both!

Canon i950 Photo Printer

Electronics vl

COther products by Canon Office Products

List Price: §245-05
Price: $245.94

I I vou Save: £4.05 ( 2%)
R

Explore this item
buying info
technical data
accessaries

editorial reviews

customer reviews

rate this item
See more by this
manufacturer

Canon Office
Products

Discover similar
items

In Electronics

Availability: Usually ships within 24 hours

e This item ships for FREE with Super Saver Shipping. See
details,

Amazon.com = low prices. Did you find this item priced lower than $245.94
somewhere else? (_Letus know! )

7 used & new from $229.88

See alarger picture | Technical data | Accessories | Editorial reviews

Best value

Buy Canon i950 Photo Printer and get Roxio PhotoSuite 5 Platinum at an additional

Customers also
bought

these other
items. ..

Share your
thoughts

write a review

10% off Amazon.com's everyday low price,
Buy Together Today: $290.93
"L You Save: $9.0%

@ Buy both and save |

Click here for promotion rules

REFURBISHED
Shop now! )

Amazon Electronics | over 30,000 products and counting

|3J

Ben's Gold Box

AMazon.com

Price: $245.94
Availability: Usually ships in 24

hours

(@ Add to Shopping Cart

or
Sign in to turn on 1-Click
ordering.

MORE BUYING CHOICES

Add to Cart

J8&R Music
and
Computer
World

Price: $220.88
Awailability: Usually ships in 1-
2 business days
Office

Depot

Price: $249.00

Availability: Usually ships in 1-
2 business days

Add to Cart

also available used from
+240,00

All used & new offers

for this item

Have one to sellz| Sell yours here |

=

Add to Wish List

Agpliestions Fom o T

ATEO8

CCRTTTRATY
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Technical data

« print Accessories for Canon i950 Photo Printer
Check the box to include an item with your order,
appre Check box, then dick "Add to Shopping Cart"
s Print -
Our You
Print cATEGORY . . .
o & ] Editorial Reviews K I l O W | e d e
+ Print Photo Qua AMAZOR.cOM Product Description
papers | Canon's 1950 15 a ligh-quality photo printer that boasts speed, accurate color, and
Cables & € affordabiity. Canon's MicroFine Droplet Technology, a 4,800 2 1,200 dpi mastimum
Other Acc resolution, and up to 49 gradation levels combane to create bright, cnisp tnages. Over

» See all ag 3 000 print nozzles deliver precise 2-picoliter droplets, resulting in surprisingly accurate,
uniform prints.

Spotlight Reviews (what's this?)
Write an online review and share your thoughts with other customers.

71 of 73 people found the following review helpful:

Rm. Q' what's Your Advice? _ o _

) I= there an item you'd recommend instead of or in addition to this one? Let the
Years ago, I uorid know! Enter the item's ASIN (what's an ASIN?) N the box below, select
background1 advice type, then click Submit.
paper pro e

this time. My Irecommend:l @ in addition to this product “supmic )
 instead of this product

Collaboration

Top-Selling Inkjets
Updated Daily

o ;, ... Customers who shopped for this item also shopped for these

qr Price: $4 items:
/

Analytics

= L oo » Canon i850 Phato Printer by Canon $146.94
w Price: § e HP PhotoSrart 7550 PhotoSmart Printer by Hewlett Packard Click for
price

[éﬁ 3. Canon e Epson Stylus Photo 960 Inkjet Printer by Epson Click for price
! p;-ice: 44 s Canon S5300 Photo Printer by Canon $149.00

» Explore similar iterms
b More top sellers

READY TO BUY?

@ tsaosioppogca Transactions

or
Sign in to turn on 1-Click
ordering.

home of the OAUG KNowledge Factory
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Knowledge A\

K Collaboration

Analytics

Transactions
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How Does KCAT help with business Issues

A customer profile example....

|J File Edit View Favarites Tools  Help

efficient refrigeration solutio
Ity Links

Homme | MultiChannel ¢

Mews Window | Help

-

Transactions
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o 14 indicted in U.3. for 1996 Saudi apariment blast
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bombing of an apatment complexin Dhahran, Saudi Arabia.
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BLACKS DEGKER.

UseriD: |

Password: |

Welcome to -~ bdk.com

First time user click here your perﬁnnalized

web portal Sig I‘I-Ol'l -

FAls
System Alergs

IMPORTANT INFORMATION:

Is this your first time logging onto EZbdk? Click on the link First time user click here! before signing on.

Are you a B&D PC user? Your EZbdk 1D is your LAN/PC ID and your password is your LAN/PC password (case sensitive).

Are you a non-PC user, and you received a password letter? Your ID is your full employee number (as shown on your paycheck],
and your password is the temporary password shown on your letter {case sensitive). If you requested a password and have not received
the letter, please understand that it takes 7 to 10 days to mail this to your home address. DO NOT request a second password until at
least 10 days have passed from when you requested your first password. Repeated reguests not separated by at least 10 days will
cause the system to cancel earlier passwords already mailed to you. If you forget your password, the only way to receive a new one is
to click on the Fgrggt My Password link. If you send us an e-mail requesting a new password, we will simply respond that we cannot issue ll
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Lessons, lessons, lessons
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Top 10 Lessons

Communicate vision as broadly as possible
Establish clear and detailed plan of action
Engage the business leaders & stakeholders

Hire a content editor: make it worth using
Define ownership of tools vs. content

Bring in a consultant: they help

Create process for prioritization

Focus on “quick wins” to build on

Plan for iterative development to avoid “analysis
paralysis”
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Build a User-Centered Portal

10. Vigorous Usability Testing

— Conducted portal study of MyYahoo, MyFidelity,
MyEXcite

— Conducted navigation testing using portal prototype

— Arranged accessibility testing sessions with target
manager and employee segments

— Performed testing of personalization features and
options
—Work to have only one portal
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Thank You

Questions / Answers

www.knowledgeinfusion.com/coe

Knowledge INFUSION
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