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About the project

»

»

»

KM has developed a web site that is rich
In organizational material -- including
functional structure, core activities, roles and
responsibilities, vendors, data platform,
engagement models, preferred market web
sites, and roadmaps for the future.

BGI Client & Support Technology (CAST)
was asked for guidance to make this
information look more like other BGl Web
properties and easier to use.

CAST recommended doing user interviews.
Interviews help uncover what end-users
really need from the web site. Once we
know that, we can design the site to make
that information findable, easier to use, and
more reflective of the KM brand.
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What we did: our approach

REQUIREMENTS » SOLUTION DESIGN » TECHNICAL BUILD » POST-BUILD
User Functional & Visual User-Experience User-Experience
Research Design Development Monitoring

» Metrics/Analytics e Wireframes  Proof of concept » Metrics/Analytics
development
» Usability Testing e Graphical Design Comps  Usability Testing
* Implementation
» Stakeholder and End- * Detailed Specifications oversight
User Interviews (ADP)
» Style Guide
» Heuristic Reviews » Prototyping
e Content Inventory
» Competitive Reviews » Usability Testing
* Requirements « Information Architecture
workshops and/or Site Map

» Process/Task Diagrams
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What we did: who we interviewed

»

»

»

We interviewed 7 people for approximately ¥2
hour each. 4 in KM and 3 clients of KM.
Posed generally the same questions to all
interviewees.

KM Employees —

Russell Jamieson - Design & Dev Tech
Hussein Safa - Quantitative Product Manager
Howard Wu - KM Business Analyst

Rick Castro - Manager of US Operations

KM Clients —

Frank Fehle - UK Active Equity
Allan Lane - UK Fixed Income
Scott Richardson - US Fixed Income
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What we did: what we asked

What You Do

»

»

»

»

Please describe your job.

How do you use KM data? How often? What
kind of data?

What kind of data do you work with? In your
mind, how do you categorize data? By
vendor? Product type? Chronology? Etc.?

What types of web sites do you use in the
course of your work? (e.g., market web
sites? Research databases, etc.)

How You Perceive KM

»

»

»

»

Can you describe what KM does?
What does KM do very well?
What does KM do less well?

Who do you see as the target audience for
the KM web site?

How You Work With KM

»

»

»

»

»

»

»

»

What's the most important KM function/service for your job?

When do you contact KM and for what? Bugs? Vendor
requests? What's your preferred means of communication?

What would you think about a KM data catalog? What
would you expect to find?

What would you expect from a KM help ticket system?
How would expect it to work?

Is there ever breaking news from KM that'’s relevant for
you? E.g., process changes, vendor updates, upcoming
training, etc.?

How many contacts within KM do you regularly work with?
Do you ever need to find someone but you're not sure who?
If so, can you describe the need that leads you to search
for a person?

Do you ever need new vendor data that KM currently
doesn’t have? How do you get it?

Would it be helpful for you to know when new vendor
relationships are established, data is planned for
acquisition, etc.?
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What we heard: KM’s role at BGI

KM’s “goal is to provide all of the
externally sourced data that we use
in our investment process and to
provide value-added services such as
analytics on top of that... The first
one is much more important to me
than the second... We mostly know
what we want, we know who the
vendors are. That’s not what our
problem is — our problem is to
negotiate the contract quickly and
get it flowing quickly.”

— KM Client

»

»

»

»

Clients see data services and BAU as the most
important services that KM provides.

They look to KM to help them establish vendor
relationships and feeds, and to troubleshoot data and
generally keep the lights on.

Clients are used to and comfortable with person-to-
person contact with their product managers in KM.

Clients are cautious about strategic, value-added
services. They think KM’s main responsibility right now
should be keeping the data flowing and helping them
understand what data is available to them.

BARCLAYS GLOBAL INVESTORS



What we heard: need for better
transparency and clarity

»

»

KM is “too opaque. There’s no »
catalog, no library or documentation.

No clarity on what [KM is] currently

up to. [Their job] is very tricky as a

central function, so we need to

understand what’s competing with

. . »
our group in terms of priority.

— KM Client

There are a lot of local research teams with
their own data provisions. This makes it
difficult to get a complete view of all the
data that's been acquired by the firm.

Clients feel that they don’t have enough
visibility into what other groups are
working on and what'’s in the KM pipeline.

Clients are also looking for ways to form new
joint ventures across different firms in BGI.
Understanding who is interested in what
data could help spark connections (while
eliminating redundancy).

Some clients feel so frustrated by this lack
of transparency (and ultimately
accountability) that they talk about hiring their
own KM function and controlling it in their
group. The sooner that KM can improve
transparency and demonstrate value-added
services, the better.
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What we heard: need for a data catalog

»

»

We suffer a lot because there isn’t

one beautiful SQL database that they »
can all go to, but even a catalog

would be massively useful.”

— KM Client

Interviewees saw a data catalog as the most important
service that the KM web site should provide.

Interviewees slice and dice the data in a variety of ways, and
expect to be able to search the data by all of them:

»

»

»

»

»

»

Macro/micro
Credit/default swaps

Accounting/analyst forecasts/market data/more exotic
data/data on short interest

By vendor
By group using it
By KM prod manager

Interviewees felt that the data catalog should include the
following information:

»

»

»

»

»

»

»

»

»

»

Source

Frequency of update

Variable names, details

Data vendor contacts

BGI users of data

KM production manager

FAQs

Issues

Sample code (SAS, MATLAB, SPS)
Daily load status
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What we heard: what should be on the

KM web site

The first order is having a complete
catalog with a complete description
of all instruments™

- KM Client

“For my own work, 1 would just like
the site to have data feeds and
vendor announcements.”

— KM Employee

M

»

»

»

Interviewees felt that the data catalog (or
“inventory”) was the key thing.

Related to the inventory, clients want to see
frequently asked questions, vendor
documentation, related projects, recent
announcements, notes from the product
experts in KM.

Down the road, KM employees would like to
use the site to track the success or failure of
regular loads and publish metrics (e.g.,
“number of bonds to date and average bond
price”).

Clients want the inventory to have good
breadth and depth, but they also want some
controls around who can access it for
intellectual property reasons.
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What we heard: what shouldn’t be on the

KM web site

“The site should be informational —
whether we have the data. A tool to
search, and if it can’t be found, who
do we contact? | think there’s just
too much going on in the web site
already, and it gets out of date, and
then it’s even more confusing.”

— KM Employee

»

»

»

KM employees were concerned about the
data on the KM site being out of date. They
felt that inaccurate information and typos on
the web site would negatively impact their
clients’ perceptions of the KM organization.

Clients seemed disinterested in an online
help system for KM issues. They seemed
to prefer the person-to-person contact that
they currently have with KM (though they said
that they needed an easier way to find KM
subject experts).

When asked about RSS technology, some
interviewees were familiar with it and some
were not. However all felt that it was probably
overkill for KM’s web site needs, and that
having a simple, well-organized place on the
web site to find information would suffice.
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What we heard: who the KM web site

should serve

The site should be for clients at first.
The cake could be very messy, but
it’s all about the icing. As long as the
work looks good from the outside
(comprehensive, uncluttered,
accurate), the clients don’t need to
know what goes on underneath.
There are three things on your
dashboard. If this flashes, you need
gas!

Secondarily, KM is a target, but that’s
not an immediate requirement.”

— KM Employee

»

»

»

Both clients and employees felt that the main
audience of the site should be KM’s
clients (particularly research clients).

KM employees have developed their own
structures for storing and tracking project
information (1Q, wikis, etc.), and they seemed
comfortable continuing to work in that way.
They saw the main focus of the web site as a
communications tool with their clients to
cut down on basic questions.

KM employees understand that KM is
currently transitioning from a BAU
organization to one with a more strategic
focus, but feel that their clients haven’t gotten
that message. They see arobust, data-
centric web site without a lot clutter as an
Important vehicle in the marketing of that
transformation to a robust, world class KM
organization.
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What we heard: the KM brand experience

» KM employees feel that there is some useful
information on the KM web site. However based on
the current look and feel, they would not be
comfortable recommending the site to their
clients because it doesn’t look like a BGI property
and because it has a “cluttered” feeling.

»  The data is clearly the most attractive selling point,
but KM employees felt that posting in “spreadsheet”
format is not the best presentation of that

| think that what they have on the information. The data pages should look more like

web site right now adds more web pages, and from page-to-page, the site should
confusion.” look more uniform.
— KM Employee

»  Interviewees cited a preference for clean,
uncluttered interfaces with standard, easy-to-read
fonts.

»  Interviewees like the interconnected navigation
structures of databases like the Wharton Research
Database. Search results lead to data detail pages,
which lead to related information such as
documentation and sample code.
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Recommendations: site content

» One KM employee joked that a good tagline
for KM would be “Got Data?” Joking aside,
Vendors this reflects the prominence that data should

PRODUCT play in the structure of site content.
MANAGERS

Documents

» Data feeds should be the most prominent
information on the web site (with a number of
D A T A different pathways to that information).
_ Related projects, product managers, vendor
Projects contact information, and FAQs should be
highlighted as well.

News

» KM operations information should be
refined and reduced in terms of scope and
prominence.

CLIENTS
FAQS
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Recommendations: a data-centric home
page

»  The home page is
b’ N - o P essentially a portal for
P — . product data, with direct
links into the data via a
number of different lenses
(data type, groups using it,

rosm Dot it s associated product manager,
i etc.).
Dats by Business Praesent Scelerisguy Porls
UK active Egurty, LK Fixed lagome, US Aztive Equity, US Fized income Cras vitae doicr vel erat venanatis » U rg ent p ro d u Ct news an d

upcoming training can be
highlighted as well.

» Related information not
directly connected to the
data like the list of KM
product managers and
frequently asked questions
are available in the “related
resources” section.
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Recommendations: better browsing

Standardized “list view”
pages show all products in a

Abour dig | Catendar| My bip | Login »

STTES | HELBME | SEARCH 2ARCHI/ES (iR

Knowledge Management

Bloomberg {xata

Service ¥

fAversae Daily Velume

Tyne

Digts Foad

Dista Faed

Terininal Apphostion
Terminal Application
Tarminal Application
Terminal Applicatian
Infrastructure
Tarminal Application
DCista Fread
Terminal applicatian

Digts Foed

Product >

Equity Data

Cormpary Finsncisls

Real-Time Applications

#eal-Time Applications »
Real-Time Cata Feeds

peal-Time Applications

»

category, whether it be by
project, by project group, or by
vendor. They effectively
function as filter pages.

Users can get a high level view
of all the products in the
category, and then drill down
for more detail.

The same type of list view
pages can be employed to
list other information such as
projects, product managers,
frequently asked questions,
and anything else that is
peripheral to product data.
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Recommendations: interconnected
Information

» A detail page shows all the
information about a product
that interviewees requested:
availability, vendor contacts, who

5 T SITES | HELPNE T SEi

Knowledge Management

Bloemberg Sector Indices

Load Status LAABEN AF1L2:01 CHT 04-10H- 2087 IS USIng It’ related projeCtS’ nOteS
XM Fraduct Manager Hatharine Earhart and FAQS’ etC.

fueailability . }

el bl untcl »  The same type of detail page

template would be created for
product managers (to list all their
clients and related projects) and
for projects (to list all related
product data). All product,
project, and manager pages
would be interconnected,
allowing a client to easily see who
else in the firm is using a product
and how to acquire it.

Sample Code

F¥endar Contacts

Name
Talephane

Ernail

negus, Suspendizse
- Katharine Earhart

FAGs
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»

»

Recommendations: how this improves
project & product visibility (a scenario)

ge Management

A client visits the KM web ”?

site to find out if a certain
feed is available
anywhere in the firm.

He clicks into the relevant
data type category to see
a list of all credit risk data
that BGI has acquired.

He quickly scans the page
listing all credit risk data at
BGI and sees a feed from a
vendor that looks promising.

He clicks the link to read

more about the feed. 5

»

He sees that the data is being
consumed by an acquaintance in
another business unit.

He calls his colleague and asks about
the integrity and reliability of the data. It
sounds good. He wants to look into it
further.

He calls the product manager listed on
the product detail page to talk about
how to start consuming the feed.
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Implementation options: Option A

(quick cosmetic updates)

3 Knawledgs Management - Microsoft Internat Fxplarer pravidad by Barclays Glohal Investors

B [k gew Fgokes Joos bep »
Om- O BB G Pt i e @ B2 A BXDDOEOU 3
48] tetpcg e teml - * Gonsght -

K ledge M t news - November 14th Quervigw
= Operatives o
+ KM D3ty Inventory
LR Foadmap SO0/E007 Tamsin Dos Santos promotad to principal Tam Buroughs joinad KM aparstions s H
@ data analystin the UK e
siman aet )
A

Bioew

Follow the sun Support Hotline +44 207 660 7700

Encwledge Management

Wayna Inhnann is nsving frem Prod Dew TT i Archibectues, under Bsul Waugh,
" ge acrnss M 1T initiatives,

Thee fellmae woill b poiningg Mohit’s e, developing products for the UE Active
ity chants:

Wil Raghawan joined on Saptembar 14th, in 57, (Informatics consatset)

L 3
bfﬂ_____

Knowledge Management

Abour3ip | Salendar | My bip | Loain

HELBME | SEARCH & AREHIVES

KM News & Upceming Training

torem Ipsum Doler Sit Amet - Lo
elit. Donec aliguetenim in lorem molzstie iri
iaculis eget; quam. Vestibulum tris

rem ipsu

. Nullam diam
pit 2ugue non
\enatis venenatis.

s sit amet turpis. Pelientesque sed odia. Nulla
eu quam eu metus aceumsan facilisis. Quisque vel ligula, Aensan ante. Duis auctor nunc
tortor enim gravida urna, quis

lea. Aenean nibh.

uttortor: Aliquam mattis, magna vitae sodales pretiu

XM Suppart Hotline
+44 207 G68 7788

puivinar lacus mi vitae neque. Suspendisse iacinia

Nam Eget Turpts - Mascenas vel nuila, Fusce vel l2a, Vastibulum ante ipsum primis in

fausibus orei luctus st ultrices pasuers amus a forem ac odia thancus

adipiscing. Dienec blandit nibh in nibh. Suspendisss tincidunt, lacus iaculis arnare tineid-
unt, magna massa parta justa, quis laoreet nibh nunc 2 nulla. Phasellus vehiculs, est

mollis pharetra dictu
forem, Nunc tellus |

eque orci ultricies sapien, quis vulputate magna magna eget

consequat vel, molestie a, lobortis vel, tortor: Hulla facilisi.
Cras fermentum dignissim lacus. Magcenas condimentum, efit ac pulvinar facilisis,
nagna ipsum convailis mi, sit amet tristique lacus lerem a metus.

»

»

»

»

Modify fonts & colors to match
bip style and format pages
consistently from one page to the
next.

Highlight feed information refine
and reduce operations information
such as road maps.

Change “functional structure”
pages from org charts to simple
textual lists (easier for KM to
maintain and easier for customers to
visually scan).

Replace operations news with
product news and upcoming
training.
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Implementation options: Option B

(the IQ compromise)

— - » Focus on the data list pages.
g B == Make them look uniform with the
- : rest of the site. Make column
| headers sortable. Create a couple
t:'-';_L_ : — of different “views” — by vendor,
— - by business, by project, etc., and
b i o connect to one another through
. S in-page navigation.
Kriowledge Mznagement
onguad d » Create information pages for
s e individual feeds and store in 1Q.

Data Peed

Data Feed

Link to them through the list
pages described above.

Terininal Apphcstion

Beomberg” Terminal Applicarion
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Implementation options: Option C

(the data catalog solution)

» Customize Rochade to match
BGI intranet look and feel.

KM Web Site
b'p

F

End-User

owledge Manasgement

» Determine what meta data can
be stored in Rochade. In
addition to basic feed
information, can Rochade store:

» Vendor contact information
» Product documentation

» Related product managers
» Related projects

» Related business groups
= » Frequently asked questions

Rochade Data Catalog
Frequently Asked Questions

Vendor News

P

Etc.

>

v

T Develop supplemental web
e pages for material that Rochade
cannot store.

Etc.
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Next steps

»  Determine whether there are any additional
research questions to be addressed in this
phase.

» Discuss project next steps. This includes
project structure and CAST Ul involvement.
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Next steps: Ul involvement for Option A

REQUIREMENTS » SOLUTION DESIGN » TECHNICAL BUILD » POST-BUILD
User Functional & Visual User-Experience User-Experience
Research Design Development Monitoring

» Metrics/Analytics e Wireframes  Proof of concept » Metrics/Analytics
development
» Usability Testing e Graphical Design  Usability Testing
Comps e Implementation
MStakeholder and End- oversight
User Interviews » Detailed Specifications
(ADP) e Style Guide

» Heuristic Reviews

» Prototyping e Content Inventory
» Competitive Reviews

» Usability Testing
* Requirements
workshops * Information Architecture
and/or Site Map

» Process/Task Diagrams
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Next steps: Ul involvement for Option B

REQUIREMENTS » SOLUTION DESIGN » TECHNICAL BUILD » POST-BUILD
User Functional & Visual User-Experience User-Experience
Research Design Development Monitoring

» Metrics/Analytics e Wireframes  Proof of concept » Metrics/Analytics
development
» Usability Testing e Graphical Design » Usability Testing
Comps e Implementation
MStakeholder and End- oversight
User Interviews  Detailed Specifications
(ADP) e Style Guide

» Heuristic Reviews

» Prototyping » Content Inventory
» Competitive Reviews

» Usability Testing
* Requirements
workshops e Information
Architecture and/or
Site Map

» Process/Task Diagrams
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Next steps: Ul involvement for Option C

REQUIREMENTS

User
Research

* Metrics/Analytics
» Usability Testing

MStakeholder and End-
User Interviews

» Heuristic Reviews
» Competitive Reviews

* Requirements
workshops

SOLUTION DESIGN

Functional & Visual
Design

* Wireframes

e Graphical Design

Comps

 Detailed Specifications

(ADP)

» Prototyping
» Usability Testing

e Information

Architecture and/or
Site Map

» Process/Task Diagrams

»

TECHNICAL BUILD » POST-BUILD

User-Experience
Development

User-Experience
Monitoring

» Proof of concept
development

e Metrics/Analytics
» Usability Testing
e Implementation

oversight
e Style Guide

e Content Inventory
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Next steps: food for thought

»  The design recommendations are a
departure from the existing site.

» KM will need to answer several questions
to determine how best to implement solutions
that will meet the needs identified through the
interview process.

» Does KM currently have the technical
skills and infrastructure to develop the
necessary web pages and integrate
ASG Rochade.

» Does KM currently have the ability to
gather and maintain the data that will
be required to keep the data catalog
accurate?
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Appendix — S

Home Page

Dats by Busine=s
Lk active Fawty, UK Fixed Ingame, US Agtive Equity, US Fized Income

Dava I;L_y- ¥ Product Manager
D=narsh Boyden, R2za Ectiiaer, Katharine Earhart, Keil Gilfadder,
d

ax Iz, Trish Malone Keans, Slenn Stangiey, Jascn warfiel

Lata by vendoy
AFT, Archipelagn, Asig 1)

ider Watch, AVGSK, BarCap:

Duresu Van Dk, TBI Survey Digta, CBOC, CROT, CFRA, Clharcus/Salonicen,

A, CHE, Conen & Steers, CPR/CDR, CroditSicnis, CreditTrade, Crestoe,

CRER CSFB, Deslieporter, DabtWirs, Deutsche Rank Directors Deal Lhd,

Exchanage Drata International. Faciiva. FactSet, Fitch, FlexTradar, Fnoo

ETIDE, FTSE, Goldrman, Homscoit, Heng Sena, Herold, 180K, i

Erakehaied

Akoyr bip | Calzndar | My ig | Leain

Loremi Tosam Dator Sit Amet
Consectetusr adipizcing 2t
Canec aliquet aninn in ioirem

molestie tristique,

Praesent Scelerisguyr Poris
Cras vitae doiar vel erat vanarahs
venanatis, Mubam quis sugus as

ante sonssquat sodales,

il news & traning

KM Protects
B Produck Mapagers
Freguenty Askad Quesbions

ample Screen Designs
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Appendix — Sample Screen Designs

List Page (Showing Feeds by Vendor)

Knowledge Management

o
FT

g

by Yendor

'

nsl

Archipalages

BarCap
Bloombery

Wireat Yam D

Cifigrogp/Salomon

Biocmberg >ata

Sarvice F

Average Daily Volume

Bingrnbery Toms

Blaornbkerg Carporate Schians

Binambarg Credit Manitar

Blogrobarg Data License

Tyne &>

Cgta Fead

Diats Fead

Terininal Apphicstion
Terminal Application
Tarminai Appiication
Terrninal Appilcatian
Infrastiuctire
Tarminal Application
Cata Fead
Terrminaf &pplicatian

Dats Feed

HELEME

Abour bipr ! Catendar | My bip | Loain

Product &

Equity Data

Carmpany Financials
fesl-Time foplications
#eal-Time Applications
Real-Time Cata Feeds
Real-Time Appiirations
Kafarsnce Data

Fixad Ineame

Equity Data

Index Gata

Equity Date
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Appendix — Sample Screen Designs

Product Detail Page

Knawledge Management

Bivemberg Sector Indices

faad Status

XM Product Manager

Buaifability

Date Range N2-May-2081 - 15-1an-2004; Gi-May 2004 throiegh oresent
Frequency of Lipdate Daily at 18:00 PST

Yariables

Galor Sit

Amst Consectetur
Lorem Ipsum

Dalur 5i

amet Consactetur

Sample Code

Yendar Contacts

Name Jann Deoe
Talephane 01 {123) 456- 7890
Emaii ichn,d arg,cam

Consumers & Relafed Brojecis

155, Glohal Equity Research

Helen ¥ra

issues

gula, denean anta
rtor Aliquam mattis,; magna vitae

m, tortor-enim gravida urna, quis pu
s& negue, Suspendizse lacinia moilis leo,
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Appendix — ASG Rochade Notes &

Screens

»

»

»

»

Color scheme and logo are customizable.

Explorer & discovery are the two major
sections.

Explorer is like giving a user access to a tool
that shows all the tables in a database and
allows them to navigate between them.

Discovery is for the business user who
doesn’t want to browse through the repository
model. Discovery would probably most
useful for KM web site purposes.
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