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Building Community 
through Transformational 

User Experiences
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Overview
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Third Wave of the Information Age
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Third Wave of the Information Age

UsabilityUsability
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A Shift to Self Serve



����������	
�������	�������	�������

A Shift to Self Serve



����������	
�������	�������	�������

A Shift to Self Serve



����������	
�������	�������	�������

A Shift to Self Serve



����������	
�������	�������	�������

Redefining the Library
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Redefining the Library
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Business Implications of Supporting Self-Serve

����1�/������
$��/�������
!��������

UsefulUseful UsableUsable

����������"�!!��!!�
���$��/�������

�����

Things 
That 
Work



����������	
�������	�������	�������

When is Something Usable?

���������	
�����

� �����������	��
�

� �����
������
���

� ������������
��

� ���������
�	���

� �����
��������
���
������
����������

� �����������������
��������������

� �����������������
�������������������
���������

� �	������
�������������

�  ������������!�������	�!�����������

�������������

� ��������	��
�

� "�
������
���

� �����������	���



����������	
�������	�������	�������

User Centered Design – Informed and Validated

Understand 

Stakeholder & User Needs

Design and Validate 

Usability Tested and Validated Design

Finalize and Document 

Design Templates and Standards
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Innovation Brand

CostsOpportunity

Long term Structural

ProactiveReuse

Short term Quick fix

ReactiveOne time

Defining Usability

TacticalTactical InstitutionalizedInstitutionalized StrategicStrategic

“Show value”
Hand waving
ROI

Process
Methodology
Infrastructure

Business
Markets
Revenue
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Its Not Just About the User…

Strategy       
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User Centricity In and Out
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Leveraging User Centered Thinking
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User Centered Design: Informed and Validated
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User Centered Design: Informed and Validated

Original UI Competitor

Performace
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User Centered Design: Informed and Validated

Understand 

Design and Validate 

Finalize and Document 
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User Centered Design: Informed and Validated

Redesign

Performace

WoK - Original Scopus WoK - Redesign
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Transforming the Ultimate Library
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Transforming the Ultimate Library
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Results are More Important than Search

Sarbanes Oxley

Sarbanes Oxley

Sarbannes Oxley
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Point Me Contextually
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Portals that Work – It’s About Me…

� Roles need to be task 
based providing access to 
relevant content and tools

� Reduce complexity 

� Utility access should be 
available in context of 
tasks being performed

North America 
Regional Sales Operations

EMEA NEWS 
Regional Sales 
Operations

Global Field Services

PTG
Product Technology 
Group

SAS
Sales Advisory Service

APA 
Regional Sales 
Operations

Balance regional 
and global content 
(80% global and 
20% regional).

SAS search and inquiry 
should be available in 
context of sales 
workspaces and tasks.

Provide utilities upfront. 
‘Discussion Board’ is the 
most important tool for 
users.

Establish a publishing 
model to disseminate 
edited content.

Allow sales force to find 
content and tools they 
need easily and quickly.
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Benchmark to Establish Metrics
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A Shift to User Centricity
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OtherOther

My JobMy Job

My WorkMy Work

My Work
• Work-related tools and apps
• To do’s
• Research (content that 

supports my work)

My Job
• HR and 

Management 
related tools

Other
• Company news, policies, etc 

RegionalRegional

GlobalGlobal

LocalLocal
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Intent-Based Navigation

Toward a more integrated approach 
leveraging roles across content areas 
through intent-based design…
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SAP Corporate Portal
2����������!���"�����"���*�"�!��������1�����������1 "����!

Deliver the 
message

Educate and inform 

Support the user’s 
tasks

Orient and speed 
navigation

An integrated overview that is role-based and context-relevant
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Moving to Enterprise 2.0 
Present Day Intranets… Enterprise 2.0…

Content and tools that support employees’ work 
related tasks

Content and tools that support employees’ work 
related tasks and enable participation in content 
creation and distribution

Collect Information
Present day intranets primarily allow 
collection of information.
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Collect Information
Not only allows collection of information via
search and browse mechanisms but also
via content syndication tools & utilities such
as RSS.  

Communicate
Allows communication via platforms such as 
Blogs, discussion forums etc. 

Create Content
Allows all users to add and edit content collectively
via collaboration platforms such as Wikis.

Distribute Content
Social bookmarking utilities allows all users to tag
online resources that leads to a dynamic, flexible, 
automatically generated taxonomy. 
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Communicate 
Communication tools & utilities are 
not integrated

Create Content
Allows content creation but only to a 
limited set of users

Distribute Content
Content is organized into a formally 
defined classification scheme where 
online resources can only be tagged
by authors/creators or editors.

Content Tools
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Taxonomy + Folksonomy = Structured Social Classification

Structured Social Classification

Taxonomy

Folksonomy
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Doc. 
Edits

Folksonomical 
Tags

Create/Edit 
Content

Author/
Editor

Taxonomist/
Authorized Person

Doc.

Tag

Tag

Validate
Tags & Edits 

Publish

Document Viewer

HomeSearch Results

Std.
Filters 

View/Edit/Tag

Search Results

Related
Tags

Personalized

Profiled

Home

Any User

Personalized

“My Page”

Taxonomy + Folksonomy = Structured Social Classification

Related 
Tags 

Document

Std. Filters

Related
Docs

Tag

Share
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Search ResultsHome Page

Document Viewer

My Page

Enterprise 2.0 – Enabling Effective Knowledge Sharing
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Strategic Usability – Influencing Interaction
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Third Wave of the Usability Age

Strategic Usability goes beyond presentation layers and delivers 
on business model, processes and positioning! 

TacticalTactical InstitutionalizedInstitutionalized StrategicStrategic
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Materializing Strategic Usability – Informed and Validated
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3600 Usability Review – Measure, Benchmark, and Prioritize
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Sustainable User Centricity – Understand, Improve, Validate
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thank you…
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