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EXECUTIVE SUMMARY


1.1 Background and Purpose 

· Natural Resources Canada commissioned this qualitative study to explore NRCan employee reactions to consolidating 3 intranet sites into one site in order to provide all NRCan employees easier access to internal information, tools and services.

· The 3 current intranet sites to be merged are:  The Source, Corporate Management Sector (CMS), and Shared Services Office (SSO).

· The new site would be the Consolidated Corporate Intranet (CCI).

· The 3 intranets were introduced at different times and for different purposes. It was felt that merging the 3 into one comprehensive corporate intranet presence would simplify and streamline the process of distributing internal information. 

· Overall, the study had 5 main objectives, namely, to discover:

1) the perceived strengths and weaknesses of each of the 3 current intranet sites,  

2) the perceived advantages and drawbacks of merging the existing intranet sites into a new single corporate intranet site, 

3) the expectations of the new CCI site, in terms of content, terminology, architecture, usability, look and feel,

4) any concerns employees might have about the implementation of the new site, and

5) what needs to be done to enhance overall receptivity to the new site.

Methodology

· From June 11 to June 27, 2006, ten focus groups lasting about 2 hours each were conducted across the country with a total of 48 NRCan employees.

· 6 groups were in English, with 2 each in Ottawa, Victoria and Fredericton. 

· 4 groups were in French, with 2 in Sherbrooke, and 1 each in Quebec City and Ottawa.

· Just over one-quarter of the participants were from Ottawa, and three-quarters were from the 3 other regions.

· Group size ranged from 4-6 participants, who:

· All used one or more of the 3 intranet sites to be merged.  

· Fit a range of job classifications, from senior and middle managers, including those in HR, to staff, including those doing administrative and secretarial work.

· Worked for NRCan (or the GC) for varying lengths of time, from as little as 3 to 6 months to over 30 years.

· All respondents were recruited by Créatec, from lists supplied by NRCan.  

· Department Managers were sent letters by NRCan to encourage participation.

· Each potential participant willing to attend was sent a client-approved letter by Créatec which explained the purpose of the study, and identified the proposed sites to be merged.  

· No incentive payments were offered.

· Recruiting for this project was unusually difficult, and some sessions had to be cancelled and re-scheduled.

· All sessions were held during the day and none ended after normal working hours.

· All sessions were held off-site at specialized qualitative, fully-equipped focus group facilities, when available, or at hotels, when not.  

· The technical setup:  the moderator used a computer connected to hi-speed internet and providing access to each of the 3 NRCan intranets.  Images were projected onto a large screen, so that all participants could see.  

· No observers attended any sessions, to respect the privacy and confidentiality of employees, and create an atmosphere were they felt free to speak openly and honestly.

· Discussions followed along the lines of the Discussion Guide (appended to the report).

· After an initial introductory protocol, participants were asked for their general views on the idea of a merged site.  The moderator then provided a brief 5-minute tour of each of the 3 intranets, during which time participants were encouraged to make notes of any questions or comments.  

· After this 15-minute exercise, respondents were probed in-depth for their reactions, ideas and experiences with each of the 3 intranets.  During the discussions, participants were free to direct the moderator to various areas and/or aspects on any of the 3 intranet sites.

· The session ended with a return to the concept of one consolidated intranet, and what participants envisaged to make it suitable for their needs.

· Note that the findings from focus groups are not quantifiable and may or may not be statistically representative of NRCan employees at large. The purpose of qualitative research is to obtain a range of response and to understand the reasons for such responses. Findings and conclusions are not based on numbers.

1.2 Key Findings

Reaction to the Concept of a New Merged Intranet

· In all 10 sessions, reaction to the idea of a new corporate intranet site as a primary point of access was generally positive, as long as:

· Participants did not lose any information, services or tools they currently found valuable, including their own local or regional intranets, and 

· The new site was resourced and staffed sufficiently to keep data current and up-to-date.

· Several participants took issue with having "corporate" as part of the new site's name, for 3 main reasons.  "Corporate" seemed to imply the site (1) would exist more as a tool for upper management than for employees in the field, (2) would focus on Ottawa, or the "central" or "corporate" region, ignoring the regions, and (3) would fail to impart the valued and inclusive idea that NRCan is a "national" cross-Canada department.  

· Participants saw a similar number of advantages and drawbacks to the new merged site.  

· Advantages tended to focus on navigation, and an easier ability to find the needed information, tools and services, thus saving time and cutting the frustration levels with the current intranets.  In addition, there would be an opportunity to add regional content and new content currently not available.

· Drawbacks also tended to focus on navigation, with concerns about the ability to find specific information on a larger site and the potential to get overwhelmed, as well as concerns that data might not be kept up-to-date. 

· When presented with the idea of 3 ways to access the proposed CCI site (by subject, by job function, and by 3 broad categories consisting of news, services, and policies), participants generally responded positively because they liked having various ways to access information.  However, there were no consistent findings regarding preferences.
· Some valued the ability to search by subject.

· Others liked the idea of keeping the job-function categories, which they appreciated so much on the CMS site.  However, there were those who thought the term practitioner was somewhat outdated, and thus irrelevant, and those who thought there might be too much duplication with this type of job-function structure, as there was on the CMS site.

· Still others quite liked the idea of 3 broad categories, although various participants weren't too sure whether policies should be included as a category.  However, News and Services were generally well-accepted.

Reaction to the Current Three Intranets
· Overall, most participants in all groups were more familiar with The Source than with CMS or SSO.  

· In fact, some had never directly visited either the CMS or SSO, other than to prepare for their focus group session.  

· Not surprisingly, participants tended to place the highest value on the information, tools and services they each used most often on a regular basis.  

· Most participants either accessed such information, tools and services directly from The Source, or from bookmarks they (or others) had added to their local intranet sites.

· Most participants did not seem to realize that some of the links and tools they used frequently emanated from the CMS site.

· In general, participants tended to value:

· The Source for its news content and links on the left-hand side, and

· The visually uncluttered layout of the CMS site, because it looked both easier to use and to contain more useful content than the other two.

· The SSO site was generally the most unfamiliar site, even among some SSO employees.  Participants rarely used it, and thus placed a low value on its current content.  However, some who were aware of the increasing role to be played by SSO at NRCan were cognizant of the potential importance of SSO services.

· The main differences to emerge in this study occurred between Ottawa-based participants and those in the regions.

· Employees in Ottawa, both English and French, tended to rely more on The Source than the other two sites, and placed a high value on Ottawa-related links and services, such as the cafeteria menus, parking, the want ads, etc.

· In contrast, employees in the regions strongly criticized The Source for this type of Ottawa-centric content.

· In fact, participants in all regional groups also spontaneously complained about emails and invitations they received from Ottawa regarding Ottawa-based events and functions, which they could not, in reality, attend.  Instead of creating a feeling of belonging, this seemed to generate the opposite effect – a sense of alienation and of not feeling valued and/or "seen," i.e., of not being recognized as employees who worked too far away to attend such occasions.

· In addition, regional participants were almost unanimous in their concerns that the regions were virtually not represented anywhere on the 3 intranets.

· The following tables summarize participant response, addressing the perceived strengths and weaknesses of the 3 current intranets, the perceived advantages and drawbacks of the proposed merged intranet site, and what participants expected from the new corporate intranet.

PERCEIVED STRENGTHS AND WEAKNESSES OF THE 3 CURRENT INTRANETS TO BE MERGED

	The Source
	CMS
	SSO

	Strengths 

	1) A lot of information

2) Good information, good links

3) Everything is there

4) Good launching pad 

5) Pulls together the Department platform

6) Being in touch with the Department across Canada 

7) News about NRCan and links to senior management

8) Potential to interconnect with others in NRCan working on issues/ projects similar to your own, shared topics of interest.

9) Facility to collaborate or interconnect with other scientists, more formal, just as an interest.

10) Provides tools for employees,

11) Some regional visibility on a national scale

12) Accessible "24/7"

13) Specific content:  Daily Compass, Directories, Libraries, Media section, Deputy Minister messages, Classifieds, Contests
	1) Comprehensive range  of information 

2) Concrete information

3) Central place for policies and other information 

4) A lot of options

5) Pretty well-organized, a more logical way of accessing information

6) The tabs and directories 

7) The sections (employee, manager, practitioner) are broken down by job function

8) Good links and a lot of good information

9) The link to The Source

10) More business-oriented, no extra fluff

11) It has no contests, no distracting graphics

12) Corporate look and feel


	1) Visually, lots of white space, does not look cluttered

2) Very easy to use

3) Left menu tabs are clear and understandable

4) The term "Region" is featured on the left menu

	Weaknesses

	1) Huge amount of information is overwhelming 

2) Too many things to too many people

3) Too much clutter of content

4) It takes time and effort to find information

5) Lack of regional representation, too Ottawa-focused

6) Ineffective search engine

7) Disorganized

8) Not up-to-date

9) Duplication, i.e., items in more than one location on the site

10) Doesn't really understand its power, capability 

11) Acronyms are not spelled out, making it difficult for new employees

12) Archives – difficult to find things 

13) Contains a lot of "fluff," e.g., photos, online poll
	1) Takes a long time to find some things, e.g., travel allowance

2) Need the exact name of what you are looking for

3) Search engine is inadequate 

4) Duplication of the same information, e.g., for manager and employee

5) Inconsistency in labelling, so you can't tell if it is duplication or if the content is different

6) When you click on the link it doesn’t take you right where you need to go

7) Splitting of job function data between the home page and another page 

8) Content is not well-organized according to usefulness of data

9) When you click on links, they are very text-heavy

10) Some poor translations 

11) Needs to be updated 

12) Right part is not very useful

13) Lack of tutorial

14) Visually dated
	1) Many links, but little or no relevant content

2) Most of the content is out-of-date

3) Poorly contrasting colours, makes it hard to read

4) Looks plain and boring


PERCEIVED ADVANTAGES AND DRAWBACKS OF THE NEW CONSOLIDATED CORPORATE INTRANET

	Advantages
	Drawbacks

	1) Save time

2) Less frustration, easier access

3) One stop shop, information at your fingertips

4) Navigate less, due to direct links 

5) Have an effective search 

6) Little or no duplication  

7) Would offer regional information 

8) Could enhance usefulness, by adding new content 

9) A lot of policies are already in place, not reinventing the wheel

10) Reduce costs of managing the sites

11) Common look and feel
	1) Too much information, too large, you could get lost 

2) It could take forever to find data,  could be time-consuming

3) Concern that data would not be up-to-date  

4) Needs a good design

5) Information could be hard to find if not structured properly

6) Ensuring everyone is represented, especially the regions 

7) Might lose regional intranets

8) It would be difficult to strike a balance between a plain language approach and what would be useful to an HR professional

9) Total centralization would lose creativity, flexibility

10) May need a lot of resources 

11) Needs stakeholder cooperation, need to satisfy all of the clients


EXPECTATIONS REGARDING THE NEW CONSOLIDATED CORPORATE INTRANET
	Architecture and Usability
	1) Provide an "intuitive" navigational system

2) Provide an effective, quick Google-like search engine

3) Provide quick and direct access to benefits, including those for new and retiring employees

4) Provide the ability to customize the main page

5) Provide an overview of the site 

6) Get rid of duplication

7) Maintain and update regularly

	Content
	8) Provide a range of tools, policies and procedures, including links to translation services and directories

9) Include science-based information and contacts

10) Keep the news element

11) Make it represent a national and regional organization, i.e., include regional content and information on NRCan, including links to jobs at NCR and the regions

12) Address the special needs of new and retiring employees

	Terminology
	13) Avoid HR jargon, use plain English/French that employees understand

	Look and Feel
	14) Provide a user-friendly and uncluttered look and feel


1.3 Concluding Comments

· While initial reaction to the new intranet concept was positive, receptivity actually increased in all 10 sessions, following the tour of the 3 current intranets and the ensuing discussions.

· What employees said they needed most was a more organized information delivery system, and a more appealing and intuitive visual presentation.  

· The wish for a "Google-like" search engine was a repeated refrain in most groups.  Indeed, the presence of such an effective search engine would be a compelling reason for many to visit and use the new site.

· There was no major need for "more" information, with a few exceptions:  regional employees did strongly request regional content, and some participants in various locations asked for science-related content.

· On the other hand, the "quality" of information was a key concern. Most participants wanted information they knew was up-to-date, and from the most reliable and identified source (i.e., Treasury Board, the Department, the Minister, etc.)

· Currently, employees in the regions did not identify themselves with the current 3 intranet sites, largely because of what seemed like irrelevant Ottawa-focused content.  It was hoped that any new site would remedy this lack.


1. SOMMAIRE EXÉCUTIF


1.1 Contexte et objectifs 

· Cette étude qualitative a été commandée par Ressources naturelles Canada dans le but d’explorer les réactions des employés de RNCan face à l’idée de consolider 3 sites intranet en un seul.  Le site consolidé permettrait à tous les employés de RNCan d’avoir un accès plus facile à l’information, aux outils et aux services internes.

· Les 3 sites intranet actuels visés par la fusion sont la Source, le Secteur de gestion intégrée (SGI) et le Bureau des services partagés (BSP).

· Le nouveau site qui en résulterait serait l’Intranet corporatif consolidé (ICC).

· Les 3 intranets à consolider ont été créés à des moments différents et pour des motifs distincts.  On croit que la consolidation de ces 3 sites en un seul site intranet corporatif englobant rationaliserait et simplifierait le processus de distribution de l’information interne. 

· Dans l’ensemble, l’étude visait 5 principaux objectifs, soit de découvrir :

1) les forces et les faiblesses perçues de chacun des 3 sites intranet actuels,  

2) les avantages et les inconvénients perçus d’une consolidation des sites intranet existants en un seul nouveau site intranet corporatif, 

3) les attentes envers le nouveau site ICC, en termes de contenu, de terminologie, d’architecture, d’utilisabilité et de design graphique,

4) toute préoccupation que les employés pourraient avoir relativement à l’implantation du nouveau site,

5) et ce qui devrait être fait pour améliorer le niveau de réceptivité envers le nouveau site.

1.2 Méthodologie

· Dix discussions de groupe d’une durée de 2 heures chacune ont eu lieu dans diverses régions du pays, réunissant 48 employés de RNCan, entre les 11 et 27 juin 2006.

· 6 discussions ont eu lieu en anglais, soit 2 à Ottawa, 2 à Victoria et 2 à Fredericton.

· 4 discussions ont eu lieu en français, soit 2 à Sherbrooke, 1 à Québec et 1 à Ottawa.

· Un peu plus du quart des participants provenaient d’Ottawa, et les trois quarts provenaient des autres régions.

· Chacun des groupes de discussion comprenait entre 4 et 6 employés dont :

· Tous utilisaient un ou plusieurs des 3 sites intranet visés par la consolidation.  

· Occupaient une variété d’emplois, tels que des cadres intermédiaires ou supérieurs, notamment en RH, et des employés, notamment ceux affectés à des taches administratives ou cléricales.

· Travaillaient pour RNCan (ou le GC) depuis plus ou moins longtemps, soit de 3 mois à 30 ans.

· Tous les répondants ont été recrutés par Créatec, à partir de listes fournies par RNCan.  

· RNCan a fait parvenir une lettre aux gestionnaires du ministère pour favoriser un bon taux de participation.

· Créatec a envoyé une lettre décrivant le but de l’étude à chaque participant potentiel qui exprimait de l’intérêt.  Cette lettre approuvée par le client identifiait aussi les sites actuels visés par la consolidation. 

· Aucun incitatif monétaire n’a été offert.

· Le recrutement pour ce projet a été particulièrement difficile de sorte que certaines sessions ont dû être carrément annulées ou leurs horaires modifiés.

· Toutes les sessions ont été tenues pendant le jour et se sont terminées durant les heures normales de travail.

· Toutes les sessions ont eu lieu dans des salles spécialisées, à l’extérieur de RNCan, spécialement aménagées pour ce type de rencontre, ou bien dans des salles d’hôtel lorsque de telles salles n’étaient pas disponibles.  

· Sur le plan technique, l’animateur a utilisé un ordinateur avec accès haute vitesse à l’Internet et accès à chacun des 3 intranets de RNCan.  Les images étaient projetées sur un grand écran, ce qui permettait à tous les participants de voir.  

· Aucun observateur n’a assisté aux sessions de groupe, ce qui a assuré aux employés que leurs réponses demeuraient confidentielles et a créé une atmosphère où chacun se sentait à l’aise de parler ouvertement et de façon sincère.

· Les sessions ont suivi les grandes lignes du guide de discussion (annexé au rapport).

· Après le protocole initial d’introduction, l’animateur demandait aux participants  leurs points de vue quant à l’idée générale d’un site consolidé, puis leur faisait brièvement visiter tour à tour les 3 sites intranet.  Les participants étaient encouragés à prendre note de leurs questions ou commentaires durant leur visite de 5 minutes par site.   

· Suite à cet exercice de 15 minutes, l’animateur a sondé en profondeur les réactions, idées et expériences des participants en lien avec chacun des 3 sites intranet.  Durant les discussions, les participants pouvaient demander à l’animateur de se rendre vers les zones ou pointer les aspects des 3 sites intranet qu’ils souhaitaient discuter.

· Les sessions se sont terminées par un retour à l’idée d’un site intranet consolidé, en abordant les appréhensions, les besoins et les attentes des participants à cet égard.

· Rappelons que les résultats issus de groupes de discussion ne sont pas quantifiables et peuvent ou non être statistiquement représentatifs de l’ensemble des employés de RNCan.  La recherche qualitative constitue une excellente méthode pour découvrir et comprendre un large éventail de réactions, et permet de comprendre les motifs derrière ces réactions.  Cependant, les constats et les conclusions ne sont pas basés sur des nombres.

1.3 Principaux Résultats

Réactions à l’idée d’un nouvel intranet consolidé

· Dans chacune des 10 sessions, les réactions des participants à l’idée d’avoir un nouveau site intranet corporatif comme principal point d’accès ont généralement été positives, en autant :

· Qu’ils ne perdent pas d’information, de services ou d’outils qu’ils jugeaient valables, notamment leur propre site intranet local ou régional;
· Que le nouveau site ait les ressources et le personnel suffisant pour assurer une mise à jour constante de l’information.

· Plusieurs participants ont questionné le fait d’inclure le mot « corporatif » dans le nom du nouveau site, principalement pour 3 raisons.  L’utilisation du terme « corporatif » semblait communiquer l’idée que le site (1) servirait davantage d’outil pour les cadres supérieurs que pour les employés de la base, (2) se concentrerait sur Ottawa, ou la région « centrale » ou « corporative », au détriment des régions, et (3) ne parviendrait pas à communiquer l’idée que RNCan est un ministère « national » pancanadien.  

· Les participants percevaient autant d’avantages que d’inconvénients au nouveau site consolidé.  

· Les avantages portaient sur la navigation et une plus grande facilité à trouver l’information, les outils et les services recherchés, résultant en une économie de temps et une réduction du niveau de frustration que les sites intranet actuels suscitent.  De plus, ce serait l’occasion d’ajouter du contenu régional et du nouveau contenu qui n’est pas présentement offert.

· Les inconvénients concernaient aussi en grande partie la navigation, avec des préoccupations particulières quant à la capacité à trouver de l’information spécifique sur un site plus exhaustif et à la fréquence de la mise à jour des informations. 

· Les participants ont généralement réagi favorablement aux 3 façons d’accéder au nouveau site ICC que nous avons sondées (par sujet, par catégorie d’emploi et par 3 grandes catégories d’information que sont les nouvelles, les services et les politiques).  En effet, ils aimaient avoir le choix d’accéder à l’information de plusieurs façons, et aucune option particulière n’a suscité l’unanimité ou généré de consensus. 
· Certains participants croyaient que la possibilité de faire une recherche par sujet serait utile.

· D’autres aimaient l’idée de conserver l’approche par catégorie d'emploi, élément très apprécié sur le site du SGI.  Toutefois, certains participants croyaient que le terme « praticien » était plutôt dépassé, donc peu pertinent, et d’autres croyaient qu’il y avait trop de redondance dans ce genre de structure liée au groupe d’emploi, comme c’était le cas sur le site du SGI.

· Enfin, d’autres participants aimaient l’idée de 3 grandes  catégories mais certains semblaient douter que les politiques devraient constituer une catégorie en soi.  Toutefois, les catégories « Nouvelles » et « Services » ont généralement reçu l’assentiment général des participants.
Réactions aux trois intranets actuels
· Dans l’ensemble, la plupart des participants de chacun des groupes connaissaient mieux la Source que le SGI ou le BSP.  

· En fait, certains participants n’avaient jamais directement visité les sites du SGI ou du BSP, sinon que pour se préparer à leur discussion de groupe.  

· Il n’a pas été surprenant de constater que chaque participant avait tendance à accorder plus de valeur aux informations, outils et services qu’il utilisait le plus régulièrement.  

· La plupart des participants accédaient à ces informations, outils et services soit directement via la Source, ou via des onglets ajoutés aux favoris de leurs ordinateurs ou que quelqu’un d’autre avait ajouté à leur site intranet local.

· La plupart des participants ne semblaient pas avoir réalisé que plusieurs des liens et outils qu’ils utilisaient fréquemment provenaient du site du SGI.

· En général, les participants avaient tendance à apprécier:

· La Source pour son contenu en nouvelles et les liens sur le côté gauche;

· La disposition aérée du site du SGI, parce qu’il semblait plus facile à utiliser et semblait contenir plus d’informations utiles que les deux autres sites. 

· De façon générale, le site du BSP était celui avec lequel les participants étaient les moins familiers, y compris certains employés du BSP.  Les participants l’utilisaient rarement et ils accordaient donc peu de valeur à son contenu actuel.  Toutefois, quelques participants qui connaissaient le rôle de plus en plus important que le BSP est appelé à jouer à RNCan, reconnaissaient l’importance potentielle des services du BSP. 

· Les principales différences dans cette étude ont été observées entre les participants localisés à Ottawa et ceux localisés en région. 

· Les employés localisés à Ottawa, tant les anglophones que les francophones, avaient tendance à utiliser davantage la Source que les deux autres sites et à accorder beaucoup de valeur aux liens et services particuliers à Ottawa, tels que le menu de la cafétéria, le stationnement, les annonces classées, etc.

· À l’opposé, les employés des régions ont fortement critiqué la Source pour son contenu très centré sur Ottawa. 

· En fait, les participants de tous les groupes localisés en région se sont spontanément plaints de recevoir des courriels et des invitations en provenance d’Ottawa au sujet d’emplois et d’activités basés à Ottawa, auxquels ils ne pouvaient évidemment pas participer.  Plutôt que de créer un sentiment d’appartenance, cela semblait avoir l’effet contraire, soit un sentiment d’aliénation et de ne pas se sentir valorisés, de ne pas se sentir reconnus comme employés qui travaillent trop loin pour assister à de tels événements.  

· En outre, les participants localisés en région étaient presque tous préoccupés par le fait que les régions étaient pratiquement absentes dans chacun des 3 sites intranet.

· Les tableaux suivants résument les réactions des participants en termes de leurs perceptions des forces et des faiblesses de chacun des 3 sites intranet actuels, des avantages et des inconvénients qu’ils associent à l’idée d’un site intranet consolidé, et de leurs attentes envers le nouveau site corporatif.

FORCES ET FAIBLESSES PERÇUES DES 3 INTRANETS ACTUELS À CONSOLIDER

	La Source
	SGI
	BSP

	Forces

	1) Beaucoup d’informations

2) Bonne information, liens utiles

3) Tout y est

4) Bonne base de lancement 

5) Rassemble la plateforme ministérielle

6) Contact avec le ministère partout au Canada 

7) Nouvelles au sujet de RNCan et liens vers la haute direction

8) Possibilité d’entrer en contact avec d’autres employés de RNCan qui travaillent sur des problématiques / projets similaires

9) Facilité à entrer en contact avec d’autres scientifiques de façon plus formelle ou seulement sur la base d’intérêts communs

10) Offre des outils pour les employés

11) Une certaine visibilité régionale à l’échelle nationale

12) Accessible en tout temps (24h/7j)

13) Contenu spécifique : répertoires, bibliothèques, section médias, message du ministre, annonces classées, concours
	1) Gamme complète d’informations

2) Informations concrètes
3) Point d’accès principal pour les politiques et autres informations 

4) Beaucoup d’options

5) Assez bien organisé, une manière plus logique d’accéder à l’information

6) Les onglets et répertoires

7) Les sections (employé, gestionnaire, praticien) sont divisées selon le niveau d’emploi

8) Liens utiles et abondance d’informations de qualité

9) Le lien vers La Source

10) Plus axé sur les affaires, pas de flafla

11) Absence d’éléments distrayants comme des concours ou des images

12) Design graphique corporatif


	1) Visuellement, beaucoup d’espace vide, ne paraît pas encombré

2) Très facile à utiliser

3) Les onglets du menu de gauche sont clairs et faciles à comprendre

4) Le terme « Région » est présenté sur le menu de gauche

	Faiblesses

	1) Une quantité énorme d’informations / écrasant

2) Pas assez ciblé (tout pour tous)

3) Contenu trop encombré

4) Prend du temps et des efforts pour trouver l’information

5) Peu de représentation régionale, trop centré sur Ottawa

6) Moteur de recherche inefficace

7) Désorganisé

8) Pas à jour

9) Duplication, mêmes items retrouvés à plus d’un endroit sur le site

10) Ne comprend pas vraiment ses capacités, sa puissance 

11) Les acronymes ne sont pas détaillés, ce qui rend la tâche difficile pour les nouveaux employés

12) Archives – difficile de trouver  

13) Contient beaucoup d’éléments superflus, p. ex. photos, sondage en ligne
	1) Prend du temps pour trouver certaines informations, p. ex. allocation de voyage

2) Nécessité de connaître le nom exact de ce qu’on cherche

3) Le moteur de recherche est inadéquat 

4) Duplication de l’information, p. ex. pour gestionnaires et employés

5) La nomenclature est inconsistante; il est donc difficile de savoir si le contenu est différent ou s’il y a duplication

6) Un clic sur un lien ne vous amène pas directement où vous devez aller

7) Information en fonction du type de poste divisé entre la page d’accueil et une autre page 

8) Le contenu n’est pas bien organisé en fonction du niveau d’utilité de l’information 

9) Les liens mènent vers des pages au texte très dense

10) Certaines traductions sont mauvaises 

11) A besoin d’être mis à jour 

12) La partie de droite n’est pas très utile

13) Il n’y a pas de didacticiel

14) Design graphique dépassé
	1) Plusieurs liens mais peu ou pas de contenu pertinent

2) La majorité du contenu n’est pas à jour

3) Les couleurs ne sont pas assez contrastées, difficile à lire

4) A l’air plate et ennuyant


AVANTAGES ET INCONVÉNIENTS PERÇUS DU NOUVEL INTRANET CORPORATIF CONSOLIDÉ

	Avantages
	Inconvénients

	1) Économie de temps

2) Moins de frustration, accès plus facile

3) Guichet unique, information au bout des doigts

4) Naviguer moins grâce à des liens directs 

5) Recherche efficace 

6) Peu ou pas de duplication  

7) Offrirait de l’information régionale

8) Pourrait devenir plus utile, en ajoutant du contenu 

9) Plusieurs politiques sont déjà en place, ne pas réinventer la roue

10) Réduire les coûts de gestion des sites

11) Interface/design graphique commun
	1) Trop d’information, trop gros, pourrait s’y perdre 

2) Ça pourrait être long de trouver l’information, pourrait faire perdre du temps

3) Préoccupation quant à la fréquence de mise à jour de l’information  

4) Nécessite un bon design

5) L’information pourrait être difficile à trouver si le site n’est pas structuré adéquatement

6) S’assurer de représenter tout le monde, particulièrement les régions 

7) Pourrait signifier la perte des sites intranet régionaux

8) Il serait difficile d’arriver à un équilibre entre un langage accessible à tous et les besoins des professionnels en RH

9) Une centralisation complète ferait perdre de la créativité, de la flexibilité

10) Pourrait nécessiter de nombreuses ressources 

11) Nécessite la coopération des parties prenantes, de satisfaire tous les clients


ATTENTES À L’ÉGARD DU NOUVEAU SITE INTRANET CORPORATIF CONSOLIDÉ
	Architecture et utilisabilité
	1) Un système de navigation « intuitif »
2) Un moteur de recherche efficace, similaire à Google

3) Un accès direct et rapide aux avantages sociaux, incluant ceux pour les nouveaux employés et ceux pour les retraités

4) La possibilité d’une page principale personnalisée ou « sur mesure »
5) Fournir une vue d’ensemble du site 

6) Éliminer les duplications

7) Entretien et mise à jour réguliers

	Contenu
	8) Fournir une variété d’outils, de politiques et procédures, incluant des liens vers les services de traduction et les répertoires

9) Inclure des l’information scientifique et des contacts

10) Conserver les éléments d’actualité/de nouvelles

11) Représentative d’une organisation nationale et régionale, i.e., inclure du contenu et de l’information régionaux, notamment des liens vers les emplois en région et dans la RCN

12) Aborder les besoins spécifiques des nouveaux employés et de ceux qui prennent leur retraite

	Terminologie
	13) Éviter le vocabulaire spécialisé de RH, utiliser un langage (français / anglais) courant que les employés comprendront

	Design graphique
	14) Un design graphique convivial et non encombré


1.4 En conclusion

· La réaction initiale au concept de nouvel intranet a été positive et la réceptivité envers cette idée a augmenté dans chacun des 10 groupes de discussion suite à la présentation des 3 sites intranet actuels et après les discussions qui ont suivi.

· Les employés ont rapporté avoir surtout besoin d’un système de distribution de l’information mieux organisé et une présentation visuelle plus attrayante et intuitive. 

· Dans la plupart des groupes, des participants ont manifesté le besoin de pouvoir utiliser un moteur de recherche efficace de type « Google », ce qui  pour plusieurs constituerait à lui seul un motif très important de visiter et d’utiliser le nouveau site. 

· Nous n’avons pas observé le besoin d’une quantité accrue d’informations, sauf que les employés en région ont insisté sur le besoin d’ajouter du contenu régional et quelques participants dans plusieurs localités ont demandé du contenu de nature scientifique.

· Par contre, on semblait davantage préoccupé par la qualité de l’information.  La plupart des participants souhaitaient avoir de l’information à jour, et de source identifiable, la plus fiable possible (i.e. le Conseil du Trésor, le ministère, le ministre, etc.)

· Présentement, les participants des régions ne s’identifiaient pas aux 3 sites intranet actuels, surtout parce que leur contenu très centré sur Ottawa n’est pas pertinent pour eux.  Les participants ont manifesté l’espoir de voir cette lacune comblée.


INTRODUCTION


2.1 Background and Purpose

2.1.1
Background Context

· Currently, Natural Resources Canada has three corporate-driven intranet web sites that are managed separately by different internal groups. 

1. The Source is a newsletter-style, article-driven site which delivers information about NRCan-related activities and provides employees with internal resources and tools. 

2. The Corporate Management Sector (formerly Corporate Services Sector) intranet site offers information about and provides access to internal policies and procedures.

3. The Shared Services Office (SSO) site exists to promote awareness of SSO and to share information about activities and the development of NRCan's Shared Services Office.

· These three intranet sites were introduced at different times and for different purposes, and each contains valuable information and tools.  However, the spreading of such data over three sites makes it difficult for departmental employees to locate exactly what they need.

· NRCan wanted to merge the three sites into one comprehensive corporate intranet presence to simplify and streamline the process of distributing internal information. The goal is to create one authoritative source for internal information for employees that is up-to-date, well-written and well-organized so that employees can easily find the information they need.

· To accomplish this goal, certain background work must be completed before a new site can be developed and coded. 

2.1.2
Purpose of the Study

· The purpose of the study was to explore the views of NRCan employees to the merging of the three intranet sites into the Consolidated Corporate Intranet (CCI), and to ascertain their views, perspectives and ideas as to how this could best be accomplished, so as to maximize the new site's usefulness to them.

· Overall, there were five main study objectives:

1. The perceived strengths and weaknesses of each of the three current intranet sites,

2. The perceived advantages and drawbacks of merging the existing intranet sites into a new single Corporate Intranet site,

3. The expectations of the new Corporate Intranet site, in terms of content, terminology, architecture, usability, and look and feel,

4. Any concerns employees may have about the implementation of the new Corporate Intranet site, and

5. What needs to be done to enhance overall receptivity to the new intranet site.

2.2 Methodology

2.2.1
Qualitative Approach

· Given the nature of the research objectives as well as the timing and material to be tested, the conventional focus group discussion method was used, with each session composed of 4-6 current users of the existing intranet sites to be merged.

2.2.2
Target Population

· Since, the new CCI site is aimed at all NRCan employees, several diverse groups were required.  However, given time and budget constraints, it was not possible to represent the full spectrum of the NRCan workforce.

· Therefore, study participants were recruited using the following variables:

· Region

· Senior and middle managers, not working for IT/IM or HR branch

· Staff, not working for IT/IM or HR branch 

· Administrators/secretaries

· HR senior and middle managers.

2.2.3
Number and Type of Sessions

· From June 11 to June 27, 2006, ten focus groups lasting about 2 hours each were conducted across the country with a total of 48 NRCan employees.

· 6 groups were in English, with 2 each in Ottawa, Victoria and Fredericton

· 4 groups were in French, with 2 in Sherbrooke, and 1 each in Quebec City and Ottawa

· Just over one-quarter of the participants were from Ottawa, and three-quarters were from the three other regions.

· Most sessions were conducted at fully-equipped focus group facilities. The exception was Fredericton, where the groups were held in an appropriate hotel conference room.

· At each location, there was a computer connected to high-speed internet and to a large screen projector so that the moderator could show the 3 current intranet sites to the group.

· Participants were thus able to explain their opinions and views, or any difficulties they encountered with the site.

· All groups were audio-taped. 

· All sessions were held during the day and none ended after normal working hours.

· To respect the privacy and confidentiality of employees and to create an atmosphere where they felt free to speak openly and honestly, no observers attended any of the focus group sessions.

· Group size ranged from 4-6 participants, who:

· Fit a range of job classifications, from senior and middle managers, including those in HR, to staff, including those doing administrative or secretarial work.

· Worked for NRCan (or the GC) for varying lengths of time, from as little as 3 to 6 months to over 30 years.

· The following table illustrates where focus groups were held and the targeted NRCan employee classification levels who attended each session.
Number of Focus Group Sessions by Location

and Targeted Employees

	
	Senior and middle managers
	HR senior or middle manager
	Staff and administration
	TOTAL

	Ottawa
	1
	2*
	
	3

	Quebec City
	
	
	  1**
	1

	Victoria
	1
	
	1
	2

	Sherbrooke
	
	
	  2**
	2

	Fredericton
	
	
	2
	2

	TOTAL
	2
	2
	6
	10


*
One French group and one English group.

**
French groups.

2.2.4
Participant Selection Criteria


· All respondents were recruited by Créatec, from employee lists supplied by NRCan.  

· All participants were users of one or more of the existing intranet sites.  

· Department Managers were sent letters by NRCan to encourage participation.

· Each potential participant willing to attend was sent a client-approved letter by Createc which explained the purpose of the study, and identified the proposed sites to be merged.  

· Note that recruiting for this project was unusually difficult, and some sessions had to be cancelled and re-scheduled.

2.2.5
Participant Incentive


· Participants were not offered nor did they receive any incentive payment to attend the session.

2.2.6
Discussion Guide

· Discussions followed along the lines of the Discussion Guide (appended to the report in English and French).

· After an initial introductory protocol, participants were asked for their general views on the idea of a merged site.  

· The moderator then provided a brief 5-minute tour of each of the 3 intranets, during which time participants were encouraged to make notes of any questions or comments.  

· After this 15-minute exercise, respondents were probed in-depth for their reactions, ideas and experiences with each of the 3 intranets.

· During the discussions, participants were free to direct the moderator to various areas and/or aspects on any of the 3 intranet sites.

· The session ended with a return to the idea of a Consolidated Corporate Intranet, and what participants envisaged to make it suitable for their needs.

· Note that during or after each session, participants were given a written handout outlining the purpose of the study and its main parameters (appended to the Discussion Guide).

2.2.7
Limitations of the Study

· Qualitative research attempts to understand and explore individual beliefs, views and feelings by posing questions and listening, and having participants answer freely. The aim of this study was to discover the informational needs and expectations of NRCan employees regarding the proposed merger of three current intranet sites into one Consolidated Corporate Intranet site, and to understand the various viewpoints by listening to and observing participants.  

· Focus groups provided the most appropriate context for participants to express their views with the flexibility, tone and direction they desired. In addition, the focus group methodology enabled an honest, open discussion and free exchange among participants and between participants and the moderator. 

· We note here that the aim of the qualitative process is to explore awareness, perceptions and views. The moderator's role, in this case, was not to inform or suggest right or wrong answers, but to facilitate the discussion, to collect information and to observe, while encouraging participants to speak freely and honestly (which they did). 

· As in all qualitative research, and in accordance with the Code of Ethics and Standards of the Marketing Research Intelligence Association (MRIA), findings from this study may or may not be regarded as representative of the NRCan employee population at large. However, this research may be further pursued by other instruments (qualitative and/or quantitative) to contribute to our knowledge base. 


2.2.8
Research Team

· Mr. Grégoire Gollin was the project manager, responsible for client relations, the design of the work methodology and supervision of the final report.

· Ms. Natalie Gold (based in Toronto) moderated and analyzed the 6 English sessions in Ottawa, Victoria and Fredericton, prepared the verbal debrief and final report, in collaboration with the project manager. 

· Mr. Sylvain Laroche (based in Montreal) moderated and analyzed the 4 French sessions in Sherbrooke, Quebec City and Ottawa. 

2.2.9
About the Report

· This report presents the findings from all 10 focus groups together, incorporating views across regions and from all employee levels.

· Views and findings were quite consistent overall, but the report points out where relevant differences emerged, whether by location or language.

· The report begins with an Executive Summary (in English and French), which provides an overview of the key findings along with participant expectations of the proposed merged site, and ends with some concluding comments.  This is followed by the Detailed Findings, and the Appendices, which contain the Discussion Guides. 

· With regard to style:

· This report is written using participants' own language, wherever possible, to let them speak in their own words. 

· For clarity and ease, the report is written in bullet format, and respondent verbatims appear in italics (usually without quotation marks, except when incorporated into the text). 

· Some verbatims have undergone slight editing to make people's comments understandable, but all have been used within their intended context.

· For simplicity, throughout the report, the various intranet sites are referred to as follows:

· The Source site:  The Source

· Corporate Management Sector (formerly Corporate Services Sector) site:  CMS

· Shared Services Office site:  SSO

· The proposed new Consolidated Corporate Intranet site:  CCI.


2. DETAILED FINDINGS


3.1 Overview

3.1.1
Feedback on the Concept of a New Merged Intranet

· In all 10 sessions, initial reaction to the idea of a new corporate intranet site as a primary point of access was generally positive, as long as:

· Participants did not lose any information, services or tools they currently found valuable, including their own local or regional intranets; and,

· The new site was resourced and staffed sufficiently to keep data current and up-to-date.

· Receptivity to the concept actually increased in all 10 sessions, following the tour of the 3 current intranets and the ensuing discussions.

· Participants saw a similar number of advantages and drawbacks to the new merged site.  

· Advantages tended to focus on navigation, and an easier ability to find the needed information, tools and services, thus saving time and cutting the frustration levels with the current intranets.  In addition, there would be an opportunity to add regional content and new content currently not available.

· Drawbacks also tended to focus on navigation, with concerns about the ability to find specific information on a larger site and the potential to get overwhelmed, as well as concerns that data might not be kept up-to-date. 

· When presented with the idea of 3 ways to access the proposed CCI site (by subject, by job function, and by 3 broad categories consisting of news, services, and policies), participants generally responded positively because they liked having various ways to access information.  However, there were no consistent findings regarding preferences.
· Some valued the ability to search by subject.

· Others liked the idea of keeping the job-function categories, which they appreciated so much on the CMS site.  However, there were those who thought the term practitioner was somewhat outdated, and thus irrelevant, and those who thought there might be too much duplication with this type of job-function structure, as there was on the CMS site.

· Still others quite liked the idea of 3 broad categories, although various participants weren't too sure whether policies should be included as a category.  However, News and Services were generally well-accepted.

3.1.2
Feedback on the Current Three Intranets

· Overall, most participants in all groups were more familiar with The Source than with CMS or SSO.  In fact, some had never directly visited either the CMS or SSO, other than to prepare for their focus group session.  

· Not surprisingly, participants tended to place the highest value on the information, tools and services they each used most often on a regular basis.  

· Most participants either accessed such information, tools and services directly from The Source, or from bookmarks they (or others) had added to their local intranet sites.

· Most participants did not seem to realize that some of the links and tools they used frequently emanated from the CMS site.

· In general, participants tended to value:

· The Source for its news content and links on the left-hand side, and

· The visually uncluttered layout of the CMS site, because it looked both easier to use and to contain more useful content than the other two.

· The SSO site was generally the most unfamiliar site, even among some SSO employees.  Participants rarely used it, and thus placed a low value on its current content.  However, some who were aware of the increasing role to be played by SSO at NRCan were cognizant of the potential importance of SSO services.

· The main differences to emerge in this study occurred between Ottawa-based participants and those in the regions.

· Employees in Ottawa, both English and French, tended to rely more on The Source than the other two sites, and placed a high value on Ottawa-related links and services, such as the cafeteria menus, parking, the want ads, etc.

· In contrast, employees in the regions strongly criticized The Source for this type of Ottawa-centric content.

· In fact, participants in all regional groups also spontaneously complained about emails and invitations they received from Ottawa regarding Ottawa-based events and functions, which they could not, in reality, attend.  Instead of creating a feeling of belonging, this seemed to generate the opposite effect – a sense of alienation and of not feeling valued and/or "seen," i.e., of not being recognized as employees who worked too far away to attend such occasions.

· In addition, regional participants were almost unanimous in their concerns that the regions were virtually not represented anywhere on the 3 intranets.

Reaction to The Source Site

3.2.1
General Perceptions

· Overall, participants in Ottawa tended to use The Source much more often than those in the regions.  

· Some French and English Ottawa respondents said they used The Source as their home page and found some articles and local information of interest.

· Some participants in most locations (including Ottawa) had bookmarked some of the main items they used (currently available via The Source), and thus didn't need to use it very often.

· Employee Manager Practitioner.  I didn’t realize that I could just click there.  Almost everyone uses this, but it’s not very user-friendly [on The Source].

· Most regional respondents felt that The Source was too Ottawa-focused.

· The Source has a lot of stuff from Ottawa. Not much local. They are putting stuff on The Source that we do not need, for example, coffee down the hall.

· La partie de la source pourrait être mise juste sur l’intranet des employés d’Ottawa. Parts of The Source should be included just on the Ottawa employees' intranet.)

· Participants in all regional groups complained about various specific "Ottawa-centric" items, such as:

· The cafeteria menu.

· Le menu de la cafétéria d’Ottawa, regarde je n’ai aucun sentiment d’appartenance.  Je ne peux pas croire qu’ils vont nous laisser cela de même. (The menu of the Ottawa cafeteria makes me feel like I don't belong. I find it hard to believe they keep it like that.)

· Parking facilities.  One new regional employee asked a co-worker where Booth Street was, thinking she could park there.

· The classified ads.

· Although I do think they have a utility, they are not suitable in a national organization or on a national website.
· Articles about Ottawa-based events, such as a walkathon.

· Many participants said they usually received an email informing them about an article of interest appearing in The Source.  However, some felt it was usually summarised in the email, and considered sufficient.

· Incidentally, almost all regional participants added that they also received emails from Ottawa informing them of a special luncheon, a farewell party for an Ottawa employee, or an Ottawa-based event.  Instead of making them feel part of something bigger, almost everyone said it was offensive, and exacerbated their feelings of separateness from Ottawa.  In some cases, participants felt angry about this, and made jokes about it.

· Ironically, in contrast, one regional respondent pointed out that The Source's news page was the "only place" at NRCan where the region could possibly achieve some national visibility. 

· When we submit stories to this story-laden front page, it's the only time the regions are seen on a departmental-wide front door.  Because nowhere else are we part of the larger whole.

3.2.2
Perceived Purpose of The Source

· Overall, most participants were generally unclear about the purpose of The Source.  

· Employees identified about 5 purposes:  (1) a newsletter or "tabloid," (2) a resource to tie the Department together and keep people in touch, (3) to foster a sense of belonging, (4) a "portal," and (5) a way for the Minister to reach employees.

1) Various participants in most locations who had been with NRCan for a long period of time stated that originally The Source had been created as an internal newsletter for NRCan, and that gradually, over the years, more data and links had been added.  Some still saw it mainly as a newspaper.

· It is like a newspaper, it is the highlights about NRCan and what NRCan employees are doing, the right side is about the Minister. 

· C'est comme un journal interne. (It is like an internal newspaper.)

· It was intended to be a communications tool, one is a newspaper and the other is more administrative. 

· I see The Source as a news bulletin and it became a website, then it started to get into the administrative side.

· Branch tabloid.

· Departmental tabloid.

2) Some felt it was intended to keep people in touch with what was going on at NRCan across the country.
· I like being in touch with the Department across Canada.  It can be a “cute and fuzzy animal” story.

· Keeps us up-to-date on the Department, but also news and personal.

· C’est là qu’on trouve de l’info interne ou "sociale." (That’s where we find all the internal or "social" information.)

· If it’s a PR feel-good site for the department, then fine.  If it's meant to be a tool to help us . . . I'm more utility-driven.  So I'd like to find a more clarified approach.

3) Some in Ottawa thought The Source was intended to foster a sense of belonging.
· It makes me feel as though I am part of the Department.

4) Some participants who used The Source as a way to link to other intranet or internet sites thought it was intended to be a portal.

5) Some participants in various locations wondered if The Source was created more for ministerial messages to employees than for the employees themselves, because it was not particularly useful to them.

· I was in the focus group for the design that came up with this, and they did exactly what I told them they should not do.  It's basically a puff piece for senior managers, as it is presented.  Look at what is on the top.  There's stuff that senior managers want to tell us, but there isn't stuff that we are trying to find out.

· Si on ne s’en sert pas, pourquoi c’est là?  Le ministre ou le sous-ministre nous dirait probablement que c’est la seule place où il peut rejoindre tous ses employés.  (If we don't use it, why is it there? The Minister or Deputy Minister would probably say that it is the only way to reach all the employees.)
3.2.3
Main Positives and Negatives 

· Overall, participants identified a similar number of positives and negatives on The Source.

· Positives tended to relate to the quantity of information and links on the site, as well as its potential as a connecting link to other employees.

· Negative comments tended to relate to the site's navigational abilities, the visual clutter and "fluff," and the "Ottawa-centric" content.

	Main Positives 
	Main Negatives

	1) A lot of information

2) Good information, good links

3) Everything is there

4) Good launching pad 

5) Pulls together the Department platform

6) Being in touch with the Department across Canada 

7) News about NRCan and links to senior management

8) Potential of interconnection with others in NRCan working on issues or projects similar to your own, shared topics of interest.

9) Facility to collaborate or interconnect with other scientists, more formal, just as an interest.

10) Provides tools for employees,

11) Some regional visibility on a national scale

12) Accessible "24/7"

13) Specific content:

· Daily Compass

· Directories

· Libraries

· Media section

· Deputy Minister messages

· Classifieds, like a newspaper

· Contests
	1) Huge amount of information is overwhelming 

2) Too many things to too many people

3) Too much clutter of content

4) It takes time and effort to find information

5) Lack of regional representation, too Ottawa-focused

6) Ineffective search engine

7) Disorganized

8) Not up-to-date

9) Duplication, i.e., items in more than one location on the site

10) Doesn't really understand its power, capability 

11) Acronyms are not spelled out, making it difficult for new employees

12) Archives – difficult to find things 

13) Contains a lot of "fluff," e.g., photos, online poll




3.2.4
Usefulness

· Overall, most participants acknowledged at least one or more specific items on The Source that they found to be useful.  

· Most agreed, especially after the tour, that there was a considerable amount of information on the site.  The main problem seemed to be easy access to it.

· There's a lot of NRCan-specific information on the site.  So you know that you can, given time, find it.

· The concept is useful, but not the delivery.

· People in Ottawa, who did not have a local intranet, were more likely to visit The Source, especially to find the Ottawa-based information, or to enjoy the fun and lighter material on their lunch break.

· In contrast, those in the regions found The Source less useful, because they relied on their local intranets, and had bookmarked specific links they needed to do their work.  

· In addition, regional employees felt there was too much information related to Ottawa on the site, which made them feel (a) excluded, and (b) like The Source was not aimed at them.

· Je vais à la source pour consulter les bulletins, mais souvent ce sont des activités qui viennent d’Ottawa donc on se sent moins touché. (I visit The Source to read the bulletins, but often the activities are for Ottawa and I feel there is little addressed to me.)

· In general, most participants agreed that The Source was linked to excellent information, but was not a very well-organized portal.

· The information is important, I like the links to very good information, it seems to all be here.

· The clutter, and that's clutter of organization of information.  Things are said in different ways, things are labelled differently.  And there's duplication. And some of the data is wrong and inconsistent.

· While some participants found the news articles in the middle of little or no use, others liked being able to read them and learn what was going on, especially the newer employees in this study.  

· Le centre ne m’intéresse pas nécessairement.  C’est comme de vouloir lire le journal au complet.  (The centre does not necessarily interest me. It’s like wanting to read the whole newspaper.)

· To me, it's a page that should be more on the internet, not the intranet. When I go into The Source, I'm going there to find things to help me do my job. I'm not going there to read stories. Usually there's no time.

· I kind of like the news stories.
· Some English and French participants felt that there was too much information on the site, and that The Source should revert back to what it was originally intended as -– a newspaper.

· Il y en a trop. Juste les nouvelles suffiraient.  (It has too much. It should only have the news.).

· During their tour, some participants in various locations had noticed that various items were not up-to-date, which made it virtually "useless."  

· If information is too old it turns me off.  Stuff from 2004 is too old. 

3.2.5
Navigation

· Overall, most participants found the site difficult to navigate for 7 main reasons:

1) The information was not presented in any logical or coherent order.

2) It was "not intuitive." 

3) There was "no flow" to the information.

4) It took too many clicks to get to the relevant data.

· I want to by-pass a lot of stuff that doesn’t apply to me, it's time-consuming.

5) It took time to learn how to find information.

6) It lacked a decent search engine.

7) It took too long to load for people with only "dial up" intranet access (at home).

· Hard to navigate.  And I'm on dial-up so I can spend the whole day.  It takes so long to load.
· The navigational methodology was described by participants in various locations as "trial and error,"  "click and close" or "scrolling."

· I’d like to click once and go to where I want. 

· Because there's no pop-ups on the menus, you spend a lot of time clicking and closing.

· You spend your whole life scrolling through these pages.
· I find it confusing and hard to find what I want.  You've got to go so deep into the site. There's no logic to the site.  It's like a staff bulletin board.

· You have to play with it for half an hour and then you find good information. If you don’t spend the time to look on the left column then you will miss it, you have to take time to learn it.

· It is easy to use if you know where to look, often it is easier to go to Google.

· Essayez de trouver les liens en descendant à droit et à gauche, il faut chercher.  (Try to find the links by going down on the left, you have to search.) 

· Several participants in various groups were surprised to learn something useful about The Source site during the focus group "tour."  They expressed mixed feelings about this new learning.  On the one hand, it was great to learn something new, and on the other, they wished they had known about it much sooner, because it would have saved them time and effort.  For example:

· Some hadn't known they could access various intranet sites through the drop-down menu on the left, or elements of Employee Self-Service.

· Until today I didn’t realize what it could do, so it’s not clear in terms of navigation and I could have saved myself a lot of time.
· One Ottawa respondent pointed out that the moderator needed to click exactly on the word in order to activate the link, which made navigation somewhat awkward.  In contrast, such exact clicking was not required on the other two sites.

· Click anywhere on the bar on the CMS and SSO website, but not on this one.  On The Source you have to be right on the word.
3.2.6
Look and Feel

· Some participants in various locations appreciated the fact that The Source looked like a newspaper.

· J'aime les gros titres et les photos. Ça ressemble vraiment à un journal. (I like the titles and pictures. It really looks like a newspaper.)
· However, most participants indicated that The Source looked cluttered and much too busy.

· Confusing, it actually looks like my messy desk.  Just a collection of stuff put there. 

· All over the place.

· It isn’t very visual, you have to read a lot of the small stuff on each side. 

· Visually strange.  Because there's the left, right, middle and top, and they are completely different designs.
· This is a newspaper concept.  Clean up the two concepts, maybe have newspaper at the top and the information on the bottom.  News, and then the administrative information.

· Many participants agreed that there was too much space given to the right column, when the left column was the most useful to them.

· Why is the left section so narrow?  This is what is important to us.  The right side is management.

· As a user, the left is the most important.
· Some participants in various locations criticized the density of the left column and its visual presentation, which made it difficult to read.

· On the left, I have trouble visually, because they are all underlined and its hard to separate them out.

· The left column is just a long list – hard to read. 
· On the other hand, some participants in various locations complemented the colours on The Source. However, while some Francophones thought the upper Source bar was nice-looking with faces and colours, it did not fit well with the GC bar above.
3.2.7
Participant Suggestions for Improvement to The Source

· Overall, participants cited over a dozen ways to improve The Source, which tend to relate more to navigation than to content. 

· Navigational improvements

1) Organize it differently to make it more intuitive.  For example, feature items most frequently used by participants in a more prominent position on the page, so they are more easily accessible.  

· In this context, a number of participants in various locations pointed out that Libraries and Tools and References are currently at the bottom of the left-hand column, rather than at the top of the page.

2) Revamp the search engine.

· Participants in all locations wanted the site to include a "Google-like" search engine, or one that is more effective than the current engine

· The search is not a positive thing.  When I am looking for something it rarely comes up.  I often put in a word and I get a pile of reports that are irrelevant. 

· The search engine is horrible, you get stuff that isn’t relevant.

· They should have an option under search for documents, policies, website, all separate. 

3) Add regional links.  

· Most regional participants wanted a specific link or tab for each region, including a link for NCR, so that items like the cafeteria menu, parking, the want-ads and other Ottawa-based data could be tucked away there.  

· NCR should have their own section. 

4) Save space and clutter by using links, instead of featuring so much information on the main page.  Suggestions included links to:  senior management, the employee/manager/practitioner job functions, learning and development, and the Archives.

· Senior management.  Most participants indicated they did not need to see the Minister on their intranet, or the name of the Deputy Minister.  Instead, many felt they would rather have one simple NRCan management link. 

· Have a “Who’s Who at NRCan" link, with only the main people named on the main page.

· Bios with senior people would be welcomed, but should not take up so much space on the homepage.

· Employee/Manager/Practitioner information. Some participants wondered what the difference was between this heading and Employee Self Service.  One respondent suggested a different heading.  

· Put Employee, Management and Practitioner under one heading, "Employee Policies." 

· Learning and development.  Several participants in various locations thought that the Learning and Development items should all be in one place, so they are not so spread out.  One Ottawa SSO participant explained:

· The section on learning. The only reason it is there is that employees say they aren’t aware of what is being offered in the Department. There are two links to the same thing. This was responding to a need that employees expressed.
· Archives.  Some participants thought the Archives took up considerable and unnecessary space, and would be better served by one simple link.
· I don’t like all the archived stuff, just a link to Archives rather than taking up room on the main page.

5) Eliminate duplication.  

· Where The Source was concerned, participants suggested removing the links or data that appeared in more than one spot on The Source's main page.  For example:  

· Campusdirect (which most regional participants didn't understand) appears twice – once as a prominent item in the left-hand column and also as a separate item in the Learning Archives section.  
6) Indicate what acronyms stand for, especially but not exclusively for new employees.

· As a relatively new user, if you aren’t familiar with the acronyms then you don’t know to go there.  I still don’t know a lot of the acronyms.

7) Eliminate jargon or "buzzwords", such as Campusdirect.

· Get away from buzzwords like Campusdirect. That means nothing to me. That could be part of the learning section somewhere else. It's jargon that unless you actually use it, you have no idea what it means. At least call it on-line learning. Or e-learning.

· Content improvements

8) The content should focus on NRCan science.

· I think The Source website should be strictly maintained for the science aspects of NRCan, and the things that the other sectors are doing under their programs.

9) Include a nationally-representative collection of news stories or links, including news stories aimed at both external (general public) and internal (NRCan employee) audiences.  

· There needs to be a more representative collection of news stories and/or links.  Right now, there's no place to bring forward either the external or internal stories from the regions.

10) Add relevant NRCan-related news items, plus follow-up departmental response, and reaction from employees to national or local media stories.

· Our Department position when we get issues or stories in the press.

· Communications' response to the stories in the press. 

· Comfort level response from who is in charge of communication to validate comments.

· Some substance feedback reaction to current topics.

11) Add an "interactive link network" to engage NRCan employees on policy issues.

· It would be great if it was open to discussion, like a chat on issues of importance, with some capability of responding . . .but not on unimportant issues.

12) Include information about the accomplishments of NRCan employees (e.g., publications). 

13) Add a "jobs" link.

· We should have a link to jobs open to government employees.

Reaction to the Corporate Management Sector Site

3.3.1
General Perceptions

· Overall, most participants had not visited the CMS site directly, but had reached it through links either on their departmental intranets and/or via The Source.

· J’y vais sans m’en rendre compte parce que c’est les liens qui m’y amènent… mais je ne vais jamais sur la page d’accueil, jamais directement. (I go there without knowing because links take me there, but I never go directly to the home page.) 
· I use a lot of this information but not through this link.

· In fact, many were surprised to learn that the links they had on their local intranets or that they reached through The Source originated from the CMS website.

· To some, this seemed like duplication.

· Until this study and the tour, several others in various locations had assumed that the CMS links or pages originated and belonged to The Source site, i.e., that they were second pages.

· Most participants tended to prefer the look and feel of the CMS site over the other two, because it looked easy to use, useful, and generally uncluttered.

· I can see where I will go right away, you can see your tabs at one glance.
3.3.2
Perceived Purpose of CMS

· Overall, participants described two somewhat related purposes to the CMS site:  (1) as a tool, providing links and access, and (2) as a "portal" to a range of tools and services.

1) A tool, to provide access to information and links that are important to employees and managers.

· A work tool.

· It gives you the tools you need to do your job.

· Getting useful information about people.

· Au niveau du contenu, c’est un outil de travail.  (In terms of content, it is a work tool.)

· Donner de l’info autour de l’emploi pour les employés. (To provide information to employees regarding their employment conditions.)
2) A portal, to find policies, procedures and forms.

· Policies. Should be a very good place to read up on policies, even after 5 years, and good for new employees.

· Functional, a place to see current policies. Hopefully it’s up-to-date.

· I would see this as where I would find the nuts and bolts for doing my job.

· Un dépôt de formulaires et de marches à suivre sur beaucoup de sujet. (A place for forms and instructions on many subjects.)

3.3.3
Main Positives and Negatives 

· Overall, participants identified about a dozen positives and negatives related to the CMS site, as shown in the table below.

· Most participants mentioned positive aspects related mainly to the site's content and layout, while negative comments tended to relate more to the site's navigational aspects.

	Main Positives 
	Main Negatives

	1) Comprehensive range  of information 

2) Concrete information

3) Central place for policies and other information 

4) A lot of options

5) Pretty well-organized, a more logical way of accessing information

6) The tabs and directories 

7) The sections (employee, manager, practitioner) are broken down by job function

8) Good links and a lot of good information

9) The link to The Source

10) More business-oriented, no extra fluff

11) It has no contests, no distracting graphics

12) Corporate look and feel


	1) Takes a long time to find some things, e.g., travel allowance

2) Need to know exact name of what you are looking for

3) Search engine is inadequate 

4) Duplication of the same information, e.g., for manager and employee

5) Inconsistency in labelling, so you can't tell if it is duplication or if the content is different

6) When you click on the link it doesn’t take you right where you need to go

7) Splitting of job function data between the home page and another page 

8) Content is not well-organized according to usefulness of data

9) When you click on one of the links, they are very text-heavy

10) Some poor translations 

11) Needs to be updated 

12) Right part is not very useful

13) Lack of tutorial

14) Visually dated


3.3.4
Usefulness

· Most participants in all locations agreed that the information on the CMS site was extremely useful.  In fact, the CMS content was the highest-rated for usefulness.

· You have to use it for leave forms now, you have no choice.
· Oui c’est utile, il y a plein d’information, sur le voyage, l’emploi. (Yes it is useful, there is a lot of information on traveling, employment.)

· C’est utile pour nos vacances et le reste.  (It is useful for our holidays and the rest.)
· However, participants in various locations said that the usefulness of the site or the data on the site was "limited" in 7 main ways:  (1) content was often not complete, (2) content  might not be up-to-date, (3) specific items were often hard to find, (4)  no one knew who organized or sourced the data on the site, which created some doubt and mistrust, (5) the job function categories appeared on the left and upper toolbars, creating confusion and wasting time needed to check out if these links led to the same data, (6) duplication also occurred on content listed under the various job functions, which was a waste of space and also somewhat confusing, and (7) the site lacked a tutorial, making data and items hard to find, especially for new employees.

1) The data provided on a link was not complete, and required more effort to get specifics and details.

· I don’t necessarily know if it is complete, more secure to go direct to Treasury Board.

· Just when you get to the critical part it says to contact your Human Resource Advisor.  As a practitioner you still have to go to the Central Agency to get the detail, which is frustrating for practitioners. I'm not sure if it is similar for other areas, the content has limitations.

· It meets my needs from an employee perspective, not from an HR practitioner needs.

2) Information might not be up-to-date.

· We have to spend time checking if the information is up-to-date.
· Information isn’t always complete. Security, safety and emergency.  I wanted a recent document on cyanide.  The document hadn’t been put up yet.  The site wasn’t up-to-date.  The same things are on there and it should have been updated.
3) Often, specific documents were hard to find.

· You need to know exactly what you are looking for, the exact name, e.g., delegation of authority for personnel actions.  I looked everywhere, the site index was useful but not if you don’t know exactly what it is called.

· Departmental reports, I don’t know where to find these.  Annual reports at NRCan.  I don’t know where to get them.  CMS may coordinate it but it is a public document.  
4) Some participants in various locations wondered who organized or presented the information on the CMS site, which affected its validity and usefulness.  The thinking was that the information would only be trustworthy if it emanated straight from Board.

· Is this information prepared by Treasury Board?

5) The duplication of categories on different toolbars created confusion in this study.  For example, the job functions on the left are repeated underneath the top toolbar.  Participants in various locations explained they would have to waste time checking whether the same or different data appeared under the categories in both locations, because on some sites, the data was different.  In some instances, mainly among French-speaking respondents, participants felt confused because the data seemed "different".  For example: the links for employees in the centre of the home page differed when the top toolbar was clicked, or when the left-hand toolbar was clicked.  In other instances, participants realized the data was the "same" when either the left or top toolbar was clicked, which was a waste of both space and time.

· On any other site, the top bar would take you to different information.

· I find it silly, the duplication, the top tool bar is the same as the left side.  
6) Duplication of categories also existed across the various job functions.  Participants in various groups pointed this out, and again felt it was not only a waste of visual space, but could also lead to some confusion.
· In terms of policies, are there different policies for employees and for managers?  It might make employees wonder.

· I don't think you have to have it broken down by employee, manager, practitioner, because a lot of this stuff -- the On-Line SofQ, Contract Preparation, Employee Self Service  -- because everybody uses it.

7) There was a lack of guidance, or a tutorial, for newcomers to NRCan, to indicate how to find specific items or even to familiarize themselves with the department.

· When you first start, they don’t show you how to use this information.

· Quand je suis arrivé je voulais avoir une idée de ce qu’était RNCan et je ne m’y suis pas retrouvé. (When I first arrived, I wanted to get an idea about NRCan but I couldn't find it here.) 

3.3.5
Navigation

· In general, participants did not feel the navigation of the CMS site was intuitive, although it was certainly more intuitive than the navigational architecture of The Source.

· Overall, similar to The Source navigation system, participants who had used the CMS site and those new to it generally agreed that the navigation system was difficult to use for 7 main reasons: (1) it took a long time to find information, (2) links in the job function categories on the home-page were not well-organized, i.e., not by most-used, (3) clicking on a link did not take you to the specific Treasury Board link required, (4) the site lacked a useful, effective search engine, (5) participants were generally unclear about the job function data being split between the home page and a linked page, since many did not notice the link to take them there, (6) some labels were confusing, especially those related to job function  or that used HR "jargon," and  (7) some French terms were poorly translated, and thus confusing.

1) It takes a long time to find the information you need.

· It is frustrating because you know the information is there, but you have to find it.

· It’s a long process to find something as easy as travel allowance.
· It takes time to use it, but it isn’t rocket science.

· Il y a de la bonne info mais pas au bon endroit.  Et ce qu’on retrouve comme info, ce n’est pas clair.  C’est difficile à utiliser.  (There is a lot of good information but not in the right place.  And it's not clear how to find things. It is difficult to use.)

2) Participants in various groups noted that the information under the job function links on the home page were not well-organized, i.e., they were not organized by level of usefulness or even by popularity.

· There's no priority organization of any of the information, it's alphabetical, but not the most popular and useful pages.
3) Links did not lead directly to the specific Treasury Board information or page required.  Participants in most locations complained that finding the exact information on the Treasury Board site was often frustrating and time-consuming.

· Travel Direct goes to Treasury Board but it should bring us exactly where we want to be on the Treasury Board website.

4) The site lacked a useful, effective search engine.

· If the search engine worked better then it would be better.

· It lacks a Google-style search.

5) Participants were generally unclear about the job function data being split between the home page and a linked page, which tended to create confusion.  Many participants in most locations did not even notice the "More for employees" link until someone in their group pointed it out.  Reaction varied.  Some felt confused because the considerable array of data on the linked page seemed to be organized differently than it was on the home page.  Others found no rhyme or reason for the way links were presented in the centre of the home page.  Still others liked having the data split, and assumed that the links on the home page were probably the ones that were used most often.  

· You should be able to click on practitioner and not see the rest of the employee index.

· We've got this block of employees [in the centre of the page.] It makes no sense that when you click on the employee tab, you get a different block.  

· Tu as de l’information à deux places.  Tu as  Employés  à l’onglet et  Employés  au centre.  Ce n’est pas la même info, c’est complémentaire mais on aurait intérêt à tout regrouper. (You have information in two places.  Employees in the left tab and Employees in the centre.  It isn't the same information, but it is complementary, so it would be better to reorganize things). 
6) Some labels, terminology or keywords were confusing, especially those related to job function.  Some participants in various locations pointed out that practitioner no longer had much relevance or meaning for them. Others pointed out that terms were often HR "jargon," rather than the plain English (or French) used by employees. Still others thought certain keywords weren't accurate or descriptive enough.

· I don’t understand the significance between employee and practitioner.

· No one considers themselves a practitioner, it's redundant.

· The naming could be better.  For example, Taking Charge of Transition. What is that?  This is under Change Management.  Change Management is what an HR practitioner would refer to, transition is what employees would be familiar with.

· If you know the jargon it's okay.  The government manual jargon.  It's what Management Services calls it, not what the employee calls it.

· J’ai déjà eu des problèmes et je me suis tanné, surtout au niveau des archives.  Peut-être que les mots clés ne sont pas assez précis.  (I had problems and got tired, especially searching through the Archives. Maybe the keywords are not specific enough.)
7) French-speaking participants identified several terms that were confusing, unclear or simply a poor translation.
· Practitioners (What does this mean?)

· Faire face aux transitions (What is it, it is not evocative.)

· Volontaire (a bad translation.)
· Some participants in several different regional groups, decided to try to find a particular item on the site.  In one group, people searched for the allowance for vision care, but couldn't find it under Compensation & Benefits.  One individual in that particular session pointed out that vision care would be under the Medical plan, found on the Publiservice site.  

· I don't think our website should be linking us to the Publiservice site.  If we're looking for travel information, it shouldn't be taking us to the Treasury Board website, because then you get another menu, which doesn't make a whole lot of sense, and people get confused about that. If we want to provide people with travel information, it should be on our own website, brought over from TB.
3.3.6
Look and Feel

· Overall, most participants in all locations agreed that visually, the CMS site had a much simpler and more appealing visual presentation and layout than the other two sites. 

· Better organized visually than The Source.

· It seems more organized than The Source, it’s simple, to the point and efficient

· Not in-your-face busy like The Source.

· The toolbars on the side are laid out better than The Source, when the mouse goes over them they change colour.

· Participants generally liked the tabs on each side of the page, with links in the middle.

· A corporate look and feel.

· Never seen it before, but like the layout.

· Ça fait plus officiel. Site du ministère. (It looks more official, like a departmental site.)
· On dirait un tas de petits ministères regroupés ensemble. (It looks like a bunch of small departments grouped together.) 

· On seeing the site for the first time, some participants felt that it looked like it would be easy to navigate, mainly because of the simple visual presentation.

· You don’t have to scroll too far to find what you are looking for.

· Cleaner than The Source. Easier to navigate.

· However, some participants in various locations felt the CMS site looked quite old-fashioned.

· It's a 1970's government manual.  They've just taken the documents you used to get in 3-inch binders and popped it up on the screen.
· Some participants did not like the text-heavy aspect of the CMS main page, and felt small icons would provide quicker access to most frequently-used tools.

· Too text-heavy.  You have to sit there and read each line to find what you are looking for.  It could be icon and text-based, which would allow for quicker visual identification.  For example, for travel, you might have a little airplane beside it, to see it.  A picture-clue would allow for quicker access.
· In addition, participants pointed out that there was too much space-wasting duplication on the site. As mentioned earlier in the report, employees pointed out that:

· The buttons or tabs on the left were the same on the top bar, which was confusing and unnecessary.

· There was considerable and unnecessary overlap in categories or links under the various job functions.

3.3.7
Participant Suggestions for Improvement to CMS

· Overall, participants cited about a dozen main improvements to the CMS site.

· Navigational Improvements

1) Ideally, provide a Google-type of search engine, not just for documents, but also for entitlements, collective agreements, etc.  Alternatively, improve the search capability.

· Would like to search for a particular type of document and or policy.

· In searching, it always comes to “0" [documents], so would like to have a good search engine.

· Where do you go to find a leave form for instance?  Need this capability.

· Ajouter des onglets pour rendre plus efficace la recherche. (Add tabs to improve the search capabilities.)

2) Organize the links in the centre of the home page by most popular or most used items, rather than in alphabetical order.

3) Have links go directly to the specific Treasury Board information or page required.

4) Eliminate duplication on the upper and left toolbars.
5) De-clutter the center of the page.

6) Use icons instead of just text to indicate a link.

· Content Improvements
7) Add more data or "substance" to various content categories.

· There's no substance to some of these things [the content]. I’d like to see the total number of employees, overall budgets, training, and learning and spending, and an organizational chart for directors.

· Events need more information.

8) Include regional buttons and content.

9) Remove Ottawa-related data from the categories in the centre of the page.

· Ce qui est général c’est bien.  Quand tu es au "centre," c’est bien.  Et ce qui a rapport à Ottawa, on l’enlève.  Les taxis par exemple, ça ne concerne pas les régions.  (What is general is good. When you are in the "centre," it is good. And what applies to Ottawa should be taken out. Taxis, for example, do not concern regions.)
10) Keep the data up-to-date.

11) Add a more prominent place to ask a question, or contact someone.

12) Move some content:

· Collective agreements should be on the main page.

· Have "leave" in the self-serve category.
Reaction to the Shared Services Office Site

3.4.1
General Perceptions

· Many participants had never seen or visited the SSO site.  Some had only done so because of their participation in this study.  

· I looked at it just before coming here, I would look at it for contracts but I always call the people, it would be useless.
· Even participants who worked in SSO said they rarely, if ever, visited the site.

· I am in SSO and I don’t even know how the regions work, is the information still accurate?

· Even being from SSO, I do not use it.

· After the tour, many participants had very little to say about the site.

· Je pensais que le site avait été construit pour le personnel du BSP… mais c’est pour tous les employés.  Je croyais que c’était des politiques pour nous les agents, mais il n’y a rien. (I thought the site had been constructed for SSO personnel, but it is for all employees. I thought it would present policies for us, the agents, but there is nothing.) 
3.4.2
Perceived Purpose of the SSO Site

· Given the lack of prior awareness of and/or visitation to the SSO site, it is understandable that most participants were unable to describe its purpose.
· Some in various locations explained that originally the site had been created as transition site, a "touchy feely" feel-good site for the new SSO, but now that the SSO was established, there was no need for it.  
· This was a site for a transition period, now it’s done, and it’s time to close this site and focus on the Corporate Management Sector.

· It is really a transition site, started in 2004 and has been implemented for a year.

· A vanity piece for a new group that was established to give them a sense of togetherness.

· All the other sectors have a site so they felt they had to have one, there's not much information.

· I may get an email to go to this, to go and check it out, and then it is usually useless, for example, introducing a new employee, there's no meat on it.  Propaganda!
· Some respondents in various locations understood that SSO had a job to do, and thought the SSO site was supposed to assist them in performing their functions for the Department
· Provide central services on HR.

· It is important to describe how we serve the clients.

3.4.3
Main Positives and Negatives

· Overall, most participants had little to say about the strengths and weaknesses of the SSO site.
· Most respondents identified the site's main positive aspect as the simple uncluttered design, certainly when compared to The Source.  
· In addition, to some regional participants, one of the few positives found on the SSO site was the mention of the word "region" on the left menu.  

· Without doubt, the site's main negative element was the lack of relevant or up-to-date content.
· Participants identified a similar number of positives and negatives, as indicated in the following table.

	Main Positives 
	Main Negatives

	1) Visually, lots of white space, does not look cluttered

2) Very easy to use

3) Left menu tabs are clear and understandable

4) The term "Region" is featured on the left menu
	1) Many links, but little or no relevant content

2) Most of the content is out-of-date

3) Poorly contrasting colours, makes it hard to read

4) Looks plain and boring


3.4.4
Usefulness

· One respondent who rarely used the SSO site described one positive experience.

· In one case where I had to find information -- how well informed people would be, what information would they find regarding the transition, how much advance notice were they given, what was management’s thinking -- I found it without much difficulty.
· However, that tended to be the exception, rather than the rule.  In this study, most participants in all groups thought that the SSO site was no longer useful.

· I rarely go to this webpage, because there's no information on it basically.  If you go into SSO employees, its all upper echelon of the SSO headquarters, even if you go into a regional section, there's virtually no information about employees at all.   It’s just where they are located.

· I don't see any point in having a separate SSO page at all.

· The client doesn't care if it's SSO-provided or not.  That's a delivery mechanism.  What I want is to be able to find the information, but there's hardly any information in here.  SSO is trying to be visible, they want to promote themselves.  But we just want the information.
· Task Force Updates.  It is out of date and links back to The Source.

· Tools for Managers.  Why is it there?  It may have served a purpose at the time, but it hasn’t been updated.
· Recruiting and staffing – if you want the policy then you have to go to another section, they [SSO] describe the hands-on service, the other site describes the policy and process.  The other site has “How do I?” and “Guidelines.”  
· Pas d’information. C’est de la présentation, c’est administratif, de la paperasse. (No information, only a presentation, it is administrative, paperwork.)

· On dirait qu’ils manquent de sujet. L’information n’est pas pertinente pour l’ensemble des employés. (It looks as if they lack material. The information is not relevant for most employees.)

· In addition, some participants in various locations found the information on the SSO site to be outdated.
· If I went to it 6 months ago then there is the same information today. There's no value added.

· There is enough outdated information that you lose confidence that the information is current.

· It says "SSO will be."  It should say “SSO is."  They are still using text from a year ago.
· While the SSO site was not considered useful, the SSO itself was.

· Le service de traduction se fait par eux… c’est centralisé à Ottawa en services partagés.  Il semble y avoir beaucoup de choses. (The translation services goes through them . . . it is centralized in Ottawa in Shared Services. They seem to offer many services.) 
3.4.5
Navigation
· Overall, for most participants, the SSO site looked fairly easy to navigate.  

· However, since there appeared to be little or no useful information on the site, this was a mute point, and not explored in any depth.

· One participant who did use it on a regular basis, albeit briefly, criticized the way the SSO site was organized, and, like the other 2 sites, found it frustrating to use.

· I spend about 15 minutes a week on it.  I use it for user contacts, going there to get the service.  They don’t have it organized well.  It's organized by category of service. It is very frustrating, I can spend an hour on it, the organization is really poor.
3.4.6
Look and Feel
· Most participants disliked the simplistic look and feel of the SSO site, as well as the colour scheme.  

· It is very plain, boring, and not inviting.

· Not laid out well.

· Terrible color scheme.
· However, some liked the white space, and lack of clutter, which differentiated it from the other two sites.

3.4.7
Participant Suggestions for Improvement to SSO
· Several English-speaking participants from SSO felt that SSO's role at NRCan would be increasing, which meant that: 

· They need to redefine how to meet the needs of the people affected by Shared Services.

· All the tools for employees should be under the SSO.

· There has to be more information on the new site for SSO clients, who are the staff of the centres that we work in.  For example: they are bringing in online tools for doing travel claims that should be a link on the SSO webpage, because that is an SSO function.  Procurement documentation, etc. so that when clients need information on procuring something, that's where they go.  Procurement tools and documentation, information technology tools, anything that has to do with the functions of the SSO which are all the administrative functions, the finance, the HR.
· French-speaking participants suggested several ways the site could increase its usefulness.  It could include:

· A directory by service indicating who does what:  name, function, position, address and telephone number.  And, if possible, who is assigned to me in that function.

· The services offered:  IT, HR, finances, library, management of documents, information centre, parking, travel policies, vacation, etc., including translation. 

· However, for many participants overall, the perceived irrelevance of the SSO site, coupled with the growing awareness of the increasing importance of SSO, lent support to the idea of consolidation.
· SSO doesn’t need their own site, amalgamation is a good idea.

· Not really relevant to anyone outside of SSO.

· Not sure as to their purpose and how it affects me.

· At some point I will have to use Shared Services.

· J’ai des besoins. Je veux savoir où trouver les services. Je veux des formulaires, plus de liens.  À quoi que ça sert que ce soit partagé? Pour moi, ça n’a pas d’importance que ça soit partagé ou pas. (I have needs. I want to know where to find the services. I want forms, more links. Why is it shared? To me, it has no importance.)
· Les deux [CMS, SSO] peuvent être fusionnés ensemble. (They could be merged together.) 

3.2 Reaction to the New Consolidated Corporate Intranet Site Concept

3.5.1
Initial Reaction to Consolidation

· Consistently, and in all 10 groups, the initial general reaction to the idea of a new corporate intranet site as a primary point of access was positive.

· It would answer a need. .  We are looking at all kinds of research areas.
· However, right from the start, some participants stipulated that 4 major criteria or conditions needed to be met.  The new site needed to:  (1) be user-friendly, (2) keep the functionality employees already have, (3) have an effective search engine, and (4) provide the staff to maintain and update the site. 

· It has to be user friendly and have the links.

· We want to keep the functionality that we have.
· It will need an effective search engine, as good as Google

· They will need sufficient staff to keep information up-to-date.
· There were some concerns by regional employees that the consolidation might endanger their local intranets, and if this was the case, regional participants were opposed to the idea.

· In all groups, the initial number of perceived advantages of a new merged site generally matched the number of perceived drawbacks, as shown on the table below.

· Participants tended to see advantages in terms of improved navigation, which would save them time, and help them avoid the frustration of having to search and hunt for what they needed.

· However, participants also envisioned improved content that would include regional information, and new information not currently on any intranet.

· Regional information is key, important, essential.

· Hopefully, it would include some useful information not found presently.
· Some, who took a management perspective understood there might be cost-savings, and that a great deal of data was already in place.

· A lot of policies are already in place, so you we're not reinventing the wheel.
· Most participants also imagined drawbacks related to navigation, starting with the importance of an effective and workable design.  Without this, people worried about feeling overwhelmed with too much information, and the prospect of getting lost and/or wasting time.

· A good design is essential.  If the one isn't designed better than the other 3, you won't have anything.

· Up-to-date data was also a concern for many.

· Things may not be up-to-date.  Sometimes the date modified is the structure of the screen, not the content.

· Participants in several groups also expressed concerns about the resources required by such a merge, and wondered if where these would come from. 

· It may need a lot of resources. There's no additional resources so they will take people away from somewhere.

· Another management concern involved the language used to describe information, and the different needs of employees vs. HR managers.  

· It's difficult to strike a balance between a plain language approach and what would be useful to an HR professional.  A one-stop shop might need to use a plain language approach which isn’t as good for an HR professional.  I want to get to the meat of the subject.

	Perceived Advantages
	Perceived Drawbacks

	1) Save time

2) Less frustration, easier access

3) One stop shop, information at your fingertips

4) Navigate less, due to direct links 

5) Have an effective search 

6) Little or no duplication.  

7) Would offer regional information 

8) Could enhance usefulness, by adding new content 

9) A lot of policies are already in place, not reinventing the wheel

10) Reduce costs of managing the sites

11) Common look and feel
	1) Too much information, too large, you could get lost 

2) It could take forever to find data,  could be time-consuming

3) Concern that data would not be up-to-date  

4) Needs a good design.

5) Information could be hard to find if not structured properly

6) Ensuring everyone is represented, especially the regions 

7) Might lose regional intranets.

8) It would be difficult to strike a balance between a plain language approach and what would be useful to an HR professional

9) Total centralization would lose creativity, flexibility

10) May need a lot of resources. 

11) Needs stakeholder cooperation, need to satisfy all of the clients


· If the merge happened, virtually all regional participants said they would probably still use their present local intranet because it is familiar, easy to use and focuses on their local needs, interests, personnel and internal affairs (room reservations, software, resource sharing, internal policies related to vacations, budgets, or other operational subjects).

· Pour moi, ça ne changera rien; je continuerai à utiliser notre intranet. (For me, it will change nothing; I will continue using our local intranet.) 

3.5.2
Post-Tour Reaction to Consolidation

· Overall, after viewing all 3 intranet sites, participant attitudes towards consolidation had remained positive.  

· In some cases, reaction was slightly more positive, and in other instances participants were even enthusiastic.

3.5.3
Desired Site Content and Structure

· When asked what they wanted, or didn't want, on the new consolidated corporate intranet, participants generally wanted the "same information," a "better visual impact" and "better organization."  

· Several individuals from various regional locations said they disliked the word "corporate" as part of the new site's name, mainly because this term had some rather negative connotations.  "Corporate" seemed to imply that the site (1) would be there more to please or be a tool for upper management than for employees in the field, (2) would once again focus on Ottawa, or the "central" or "corporate" region, much like The Source, and (3) would fail to impart the valued and inclusive idea that NRCan is a "national" cross-Canada department.  

· The ideas spontaneously expressed by participants could be grouped into over a dozen main categories, including navigation and content-related issues:  

Navigational elements:

1) Provide an "intuitive" navigational system

2) Provide an effective, quick Google-like search engine

3) Provide a user-friendly and uncluttered look and feel

4) Provide quick and direct access to benefits, including those for new and retiring employees

5) Provide the ability to customize the main page

6) Avoid jargon, especially "HR jargon"

7) Provide an overview of the site 

8) Get rid of duplication

9) Maintain and update regularly.

Content elements:

10) Provide a range of tools, policies and procedures, including links to translation services and directories

11) Include science-based information and contacts

12) Keep the news element

13) Make it represent a national and regional organization, i.e., include regional content and information on NRCan, including links to jobs at NCR and the regions

14) Address the special needs of new and retiring employees.

Navigational Elements

1) Provide an "intuitive" navigational system, one that operated using a 3-click rule, or certainly required no more than 5 clicks to locate the desired information or tool.

· If I was designing this, I would probably stick to the 3-click rule.  If it takes more than 3 clicks to find the information, forget it.

2) Provide an effective Google-like search engine.

· Almost all participants indicated they wanted an effective search engine on the merged site. Many described their ideal as a "Google-like" search

· I want it to work like Google, listing how many are found so you can restrict your search more

· The search engine also might be flexible, and include the following capabilities:

· Don’t limit it to NRCan documents in the search (broaden the search)

· Be able to restrict or broaden the search (flexible search engine) from NRCan only, the Canadian government, or the entire internet.

· A search through all NRCan websites, all of the Department websites, those created by our Department, documents, information, all NRCan-related.

3) Provide a user-friendly and uncluttered look and feel.  Participants wanted the site to be adaptable and flexible, to use icons for the most popular tools, to briefly explain acronyms, and to have a button for things like birthday or anniversary announcements.

· It needs to adapt to what the users are actually doing.  If there's a definitive source of information, it should automatically be moved into the site.  Similarly, the tools in the corner should be based on the statistics of use in the Department.

· Create some hot icons for all the popular hits.

· Want to have a good “look and feel,” not too drab, appealing, not as busy as The Source.

· Try and keep the home page as small as possible so as everything fits on the screen.

· I like the tabs on the CMS site.

· Want the full names or a tag explaining the acronyms.

· Have a button for announcements -- birthday, retirement, etc.

· Essentially, what many participants did was redesign The Source, either eliminating or vastly reducing the size and content of the right column. 

· The section on the right is political and larger than it needs to be.

· I don’t need to read the biography for the Minister. It doesn’t change.

4) Provide quick and direct access to benefits, information, services, and contacts, including an easy way to get back to where you started.

· Make sure employees have direct access to their corporate entitlements without having to drill down too much.

· Position information so that the person who is using it can find it easily.

· Have a link that takes me to the exact page on the TB site.  

· Provide a quick way to launch from one or the other, to go to tools quickly. 

· There should be a link to the SSO, where you have everything listed under the functions of the SSO, like:  infomatics, information management, plans and procurement, HR – so when you click on one of those links, it takes you to the place you want to go.  So when you click on HR, it would have your pay and benefits, your vision care, your prescription plan, everything would be right there.

· I like bread crumbs. It shows you how you got there to retrace your steps, PeopleSoft has that.

5) Provide the ability to customize the main page. 
· Find out the top 10 things employees use, that would help, re local aspects. 

· Wouldn't there be something about customizing?  I want it on the top left.

· I see the search this way.  So you type in travel, and up would come links to travel sites.  You type in stories, and up would come links to stories, etc.   And then, I bet there is software that allows you to save those links, and gather them together on your own personal homepage where all your own reference docs would automatically appear.  So you could make a personalized page.

6) Avoid jargon, and use simple language that employees would understand.

· Don't use HR jargon, because it’s confusing and makes things like vision care difficult to find.

7) Provide an overview of the site.

· Ce serait bien d’avoir un lien où l’on aurait une vue d’ensemble du ministère.  Savoir qui s’occupe de quoi. (It would be nice to have a window giving an overview of the site, to know who takes care of what.) 
8) Get rid of duplication – duplication of content elements and of toolbar items.  Participants saw this as saving them time and effort.

· Finding the same content in different places was confusing to a number of participants, who felt they needed to carefully check all the places to see if the content differed in any way.  For example, they wondered if it was equally comprehensive and/or up-to-date in all places, or if the content in one location offered something additional?  This checking took time.

· Finding the same item listed on more than one toolbar seemed to some like a waste of visual space, and also added to the visual clutter on the page.  Participants felt they had to check both locations out, in case the content indicated by the toolbars differed in any way. 

9) Maintain and update regularly.

· There should be someone assigned to maintain this site to update it.

· Resources should stay current and be kept up-to-date, otherwise we will not use it.

· Make sure it is kept up-to-date.  For example, Taking Charge of Transition for Employees is so outdated!
Content Elements
10) Provide a range of tools, policies and procedures.

· The range of tools, that is important to me . . . forms, employees, hourly forms, access to all those.  The Peoplesoft, the Compass, the Media links are a good idea.  

· If all together, tools layout should be clear and concise, easy to use. 

· The policies and procedures should be put together on the consolidated site.

· Recent briefing notes and any other information about policies.

· Latest policies, procedures, forms, or software we need.  Below that, news.

· Economic analysis for different sectors.  A lot of very useful information. 

· People are asking for briefing reports, password-protected for confidentiality. 

· Because of the "increasing bilingual environment," some participants stated all staff emails needed to be bilingual, thus they needed a "quick link to translation services."  

· Need for quick translation.

· Include a consistent directory of employees, so that participants can find the contact their need for their work, or to pass along to a member of the public.

· Make sure the sector directory is consistent with the NRCan one, is consistent with the map, is consistent with all the different directories that are maintained.

· J’aimerais donner aux clients qui ont des demandes dont je ne suis pas responsable le numéro de téléphone de la personne ou organisme responsable, mais aller là dedans pour trouver un numéro, c’est l’enfer. (I would like to give clients who ask questions outside my jurisdiction the telephone number of the person or entity who is responsible. But to go in there to find a telephone number is hell.) 

· Moi je trouve que l’on devrait mettre des réponses pour les questions des personnes qui appellent.  Exemple mon arbre ne va pas bien il a une sorte de maladie ou quelque chose du genre.  Je voudrais faire vérifier mon terrain ou quelque chose de même.  On sait que c’est du provincial mais nous n’avons pas les numéro de téléphone rien.  S’ils avaient ce genre d’information ce serait intéressant. (I think there should be answers to questions asked by the public.  For example, my tree is not going well, it has some sort of an illness or something like that. I would like to get my piece of land inspected or something like that. We know it is of provincial jurisdiction, but we have no phone numbers. If we had this type of information, it would be interesting.)
11) Include science-based information. 

· Participants in various regions mentioned science-related issues, ranging from  NRCan partnerships to a list of plans and projects

· Some way to find out what our current partners are doing, those NRCan is interacting with on a project, or those who agree to a partnership, even outside of the government.  How are we at NRCan interacting with Japan and/or China?  This would be useful and interesting information.

· Perhaps links to sites of those who are partners with NRCan.

· List projects and plans for the site, should have the search engine able to search for work plans, projects, partners, or links. No reason why we don’t have that.  We don’t even have a good list.
12) Keep the news element.

· News.  Don’t lose the human interest of The Source.

· Keep the product of The Source, but keep the social [aspects] separate from the services.

· Have a tab – What’s New?

13) Include national and regional representation.

· It should be representative of a national and regionally-based organization.  If you peruse this [the current 3 intranets], the only reference we saw lately, the only reference to the regions was on the SSO site.  

· We are supposed to be celebrating the fact that we have a diversity across Canada in delivering clients to Canadian services, but everything on this site makes you feel that it's all delivered out of Ottawa.

· Participants in most regional locations wanted an overview of NRCan, including org charts and a brief overview what each sector does

· Include various organization charts. 

· Each of the organizations needs to explain what they do.

· It would be nice to learn about what the different sectors are doing.  Just a general overview.  As a new employee, I found it hard to find out.  You have to go to the different intranets to find out things.  It seemed to be everywhere again.  Okay.  We're CFS.  This is what we do.  This is where we're located, and these are the people who work there.  If you try doing that for all the sectors, it can get quite complicated.

· Include links to jobs in both the regions and NCR.
14) Address the special needs of new and retiring employees.

· Follow the life-cycle of employees in the Department, new employees have no clue, our Department doesn’t do much for them.  

· NRCan doesn’t do much training, there's no information for new employees or for those retiring.  Information is needed.  

3.5.4
Reaction to Proposed Organization

· Participants were asked their views about organizing the consolidated site (1) by subjects, such as parking, leave, etc., (2) by job function, as it is on CMS, and (3) by 3 broad categories, such as News, Services and Policies.

· In general, participants responded positively to the idea of having various ways to access information. However, there were no consistent findings regarding preferences.

· Some valued the ability to search by subject.

· To structure by subject would be better, for example, Parking, where is the parking office, what are the parking policies?

· Others liked the idea of keeping the job-function categories, which they appreciated so much on the CMS site.

· However, there were participants in various locations who thought the term practitioner was somewhat outdated, and thus irrelevant.  

· In addition, some thought that there would be too much duplication with this type of job-function structure, as there was on the CMS site.

· Job function is a useful view only for HR.

· Not sure if you still need employee, manager, practitioner sections.

· Still others quite liked the idea of 3 broad categories, although various participants weren't too sure whether policies should be included as a category.  However, News and Services were generally well-accepted.

· The third one makes sense to me, because it gives you a place where you go for your services, where you go for your policies, and if you want to read stories you can go to the news.

· News is good, but it doesn't have to be splashed on the front page, so there would be a link to the news.  There could be little blurbs with headlines.

· Let's face it.  People who are going into the website are going there to look for services. They are not going there to do research on a specific topic.  They're going to find tools to do their jobs.

· I got through over 30 years without policies.

· On the other hand, some respondents felt that having all 3 types of access would involve too much duplication.

· In sum:  

· People's main concerns at the end of the discussions echoed those they expressed at the beginning, i.e., no losses -- of information, tools or local intranets. 

· I don’t want to lose any information.

· I appreciate our local intranet. So I hope that won’t be lost. 

· That nothing important gets lost, information we need for our jobs.

· When asked what advice they would offer to those responsible for the proposed merge, participants generally had little to say, other than the navigational and content elements they had discussed earlier.  However, some participants in various locations expressed positive reaction at being consulted in the focus group sessions, and others suggested an examination of other GC websites, to learn what to do, and not to do.

· Look at other websites. Fisheries is atrocious, Health Canada is very organized.

· Would like periodic focus groups on this - every 5 years would be good.

· The overriding message from participants:

· Keep it really simple.
3.5.5
How to Inform Employees

· Overall, most participants said they preferred to be informed by email.

· Tell us six months to a year ahead of time.

· Some in various locations, including the regions, also suggested 

· A hands-on tutorial, or 

· A quick guided tour, for future new employees.

· Ottawa participants suggested:

· A kiosk, or information center

· "Lunch and learn" sessions, or other types of sessions involving personal interaction

· Have a demo.

· Have an information session like today.

· Strategically placed advertisements (in the elevator) and bring some fanfare and make it interesting, have some buzz.

· One regional participant emphasized that if the new site was well-designed and functioned according to employee needs, it would sell itself.

· If they do it right, word of mouth will sell it. 
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Corporate Intranet 

	GROUP #
	TYPE OF GROUP
	DATE AND TIME
	LOCATION
	TEL. LOCATION

	OTTAWA

	1. 
	Senior and middle managers
	11h00 am
	June 12
	EKOS

99 Metcalfe St.

Suite 1100
	(613) 235‑7215 

	2. 
	HR senior or middle manager 
	1h00 pm
	
	
	

	3. 
	HR senior or middle manager (French)
	3h30 pm
	
	
	

	QUEBEC CITY 

	4. 
	Staff and administration (French)
	11h00 am
	June 15
	SOM

2136, Chemin Ste-Foy

Bureau 200

Ste-Foy
	(418) 687-8025

	VICTORIA

	5. 
	Senior and middle managers
	11h00 am
	June 16
	R.A. Malatest & Associates Ltd. 
858 Pandora Ave.
	(250) 384-2770

	6. 
	Staff and administration
	1h00 pm
	
	
	

	SHERBROOKE

	7. 
	Staff and administration (French)
	11h00 am
	June 19
	Praxis Stratégie  Communication

65, Belvédère Nord, bureau 120
	(819) 347-1999

	8. 
	Staff and administration (French)
	1h00 pm
	
	
	

	FREDERICTON

	9. 
	Staff and administration
	11h00 am
	June 22
	Hotel Delta

225 Woodstock Road

	(506) 457-7000

	10. 
	Staff and administration
	1h00 pm
	
	
	


	Project Purpose:  to explore the information needs and concerns regarding the merging of 3 current NRCan intranets into one comprehensive corporate intranet presence – to obtain the main reaction of employees to each current intranet and to collect suggestions.

1. The current intranet Source is an article-driven, newsletter-style site used to distribute information about NRCan-related activities and provide employees with internal resources and tools.

2. The current intranet Corporate Management Sector (formerly Corporate Services Sector) intranet site offers information about and provides access to internal policies and procedures.

3. The current intranet Shared Services Office (SSO) web site exists to promote awareness of SSO and to share information about activities and progress as the Shared Services Office of NRCan is developing.


	1. INTRODUCTION (10 minutes)


This initial stage of the discussion is to establish a level of confidence and a rapport between the moderator and the participants.  Employees being interviewed are informed of the purpose of the discussion and what is expected of them. 
GUIDELINES
· Word of welcome and introduction of moderator

· Objectives of the research: “To gather your opinions, impressions, expectations and suggestions as NRCan employees to help shape a new Corporate Intranet, which will replace 3 current intranets: the Source, the Corporate Management Sector and the Shared Services Office. The new Consolidated Corporate Intranet will provide all NRCan employees access to internal information, tools and services.”
· Confidentiality:  “All your answers will remain confidential.  Your name will not be mentioned to anyone and your opinions will be combined with those of other participants like yourself.
· Role of moderator / client observing discussion / recording

· Neutrality and independence of moderator (does not work for the government, and is definitely not an expert on internet, intranet, information technology or HR matters).

· Role of participants 

· Duration:  about 2 hours

· Are there any questions?
GO-AROUND

· Given name, departmental branch/unit, number of years in public service/NRCan

· Very brief description of current job and role

· How familiar are you with the Source, the CMS and the SSO intranets?

· How often do you use these intranets? 

	2. WARM-UP (15 minutes)


Moderator:
Before we take a look at the current intranets, I would like your general views on the idea of merging the Source, the CMS and the SSO intranets into one comprehensive corporate site.

Moderator:
Distribute handout and engage discussion.  

The goal is to create one authoritative source to provide internal information, tools and services for employees so that they can find what they need at one place.

1. What comes to mind when you think about the idea of a new corporate intranet site as a primary point of access to all internal information, tools and services for all types of employees?
Moderator:  List on flip chart what respondents say. Summarize what is said, validate meaning, verify if shared by other members and write down. Go-around and add new mentions to the flip chart.  Probe if required:  

· To what extent would this new corporate intranet answer a need?
· What advantages would it have? Benefits to employees?

· How could it make your work-life easier? 
· Do you think it could improve your productivity?
· What drawbacks would it have?
· Do you have any concerns about it?  
	3. REVIEW OF EACH CURRENT INTRANETS (60 minutes) 


· Explain procedure:  “We are now going to take a look at each of the 3 current intranets NRCan would like to merge.  Before seeing them, I’m going to ask you not to initially react out loud, so that people won't influence each other.

· Take notes if you like while watching—comments,  suggestions, anticipated difficulties 

· Quick tour by moderator:  5 minutes for each of the 3 intranets.

· At the end of the whole tour of all 3, display the main page of one intranet and engage discussion.

· Rotate first intranet discussed between groups.

FOR EACH INTRANET (20 minutes each)

1. How much time do you spend on this intranet?

2. Spontaneous reaction -- quick go-around without probing too much (list on flip chart or write down/ Use your mouse to access the page/feature or area discussed if required).

3. What do you like/dislike about this intranet?

· Anything else you really like or dislike?

Usefulness

4. What is the purpose of this intranet?

5. What do you think/feel about its content?

· Does it meet your needs?

· Which, if any, of your needs has not been met?

6. What do you think of the way the content is presented? 

7. Is it easy to find what you are looking for on this intranet?

· What do you use this intranet for?

· Do you use the search?

· Does it meet your needs?

8. Is the type of information on this intranet complete? 

· Anything important missing?

· Anything unnecessary?

Ease of Use

9. Did you ever have any difficulty using this intranet?

10. How would you describe the basic structure of its navigation system? How does it work?

11. Is it easy to learn how to use it and get out the most of this intranet?

Nomenclature

12. What do you think of the naming, labelling of category buttons and navigation bars? 

· Anything that should be named differently?

Look & Feel

13. Overall, how would you describe the look and feel of this intranet?

· Appropriate for an internal site?

Overall Rating

14. What is the most positive thing you would say about this intranet? The most negative?

15. On a scale of 1 to 10, (1 is low, 10 is high), how would you rate this intranet re: 

· Easy to use?

· Usefulness?
16. What are your main suggestions for improving this intranet (list on flip chart)

	4. THE NEW CORPORATE INTRANET (30 minutes) 


1. If NRCan were to merge the 3 current intranets we just discussed, how would you like the new corporate intranet to be? (flip chart)
· What would you like to find on the new corporate intranet? (probe for tools not currently existing)
· What would you not like to find on the new corporate intranet? Why?
· Should we just merge the current content of the 3 separate intranets?
· What about look and feel? Any suggestions?
· What about menus, organization, structure? 
· Probe: What do you think if the content of a new consolidated corporate intranet would be organized by subjects (like: parking, boardrooms, on-line leave etc.) and by job functions (managers, employees, practitioners) and by 3 broad categories like: News, Services and Policies?
· Any other suggestions?
· If not already discussed ask about their views on a place dedicated to their community of interest.
2. Can you think of any other content elements, or feature that would make the new corporate intranet more attractive or more enjoyable, even if it isn't related to your work?

3. Overall, do you have any concerns about the new corporate intranet?

4. Do you have any ideas about the new corporate intranet that you would like to share?

5. What advice would you give to the people in charge of implementing the new intranet?

· What should the priorities be in setting up the new intranet?

	5. END OF DISCUSSION (5 minutes) 


1. How would you like to be informed about the new intranet?

2. Do you have any comments or suggestions that you would like to add before we end?

Thank you.  Your participation is very much appreciated!

HANDOUT TO PARTICIPANTS

NRCan Corporate Intranet Project

Information to Participants

What is the NRCan Corporate Intranet Project?

NRCan wishes to merge the three current intranets into one comprehensive corporate intranet presence.

A comprehensive corporate intranet is an on-line resource centre, which will provide you, the NRCan employee, access to internal information, tools and services in one central location.  

It will provide you with an optimized site architecture and navigation structure that combines the three current intranet sites.

We also think that the creation of one authoritative source for internal information, tools and services for employees will reduce the costs of updating and maintaining separate intranets.  

How is it different from what I’m using now?

Presently, employees are required to navigate through three sites to find what they’re looking for. These three sites were developed at different times and for different purposes, and each one is managed by a different internal group. 

You will not lose any of the access to information, tools and services you currently use.  Only the way of accessing these things will change.  It is our aim to make this process easier.

What is being tested today?

Today you will review each of the three current intranet sites.  We’re asking you to tell us what you think and feel about them, what you want the new Corporate Intranet Site to do for you: what you would like it to provide, to look like etc.  We are also interested to know any concerns you may have about the new upcoming corporate intranet or its implementation.  

We want to make sure we’re on the right path to provide you with the tool you need to access internal information, tools and services.

What will you do with my feedback?

Your opinion will be taken into account in deciding the direction of the new Corporate Intranet and what it will offer.  We will collect your suggestions to simplify and enhance functionality of this tool. 

Who is participating in the focus testing?

We have recruited employees from different locations, sectors and management levels, and both official languages. 

Testing sessions are taking place in Ottawa, Calgary, Fredericton, Victoria, Quebec City and Sherbrooke.

When will the new Corporate Intranet be accessible?

This is the beginning of the Corporate Intranet Project. We are in the process of assessing employee wants and needs and incorporating them into a workable product. We are hoping to have a fully functional intranet, in this fiscal year. 
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GUIDE DE DISCUSSION


Intranet corporatif 

	# GROUPE 
	TYPE DE GROUPE
	DATE ET HEURE
	SALLE
	TÉL. DE LA SALLE

	OTTAWA

	1. 
	Cadres supérieurs et intermédiaires
	11h00
	12 juin
	EKOS

99 Metcalfe St.

Suite 1100
	(613) 235‑7215


	2. 
	Cadres supérieurs ou intermédiaires des RH 
	13h00
	
	
	

	3. 
	Cadres supérieurs ou intermédiaires des RH (Groupe franco)
	15h30
	
	
	

	QUÉBEC 

	4. 
	Employé et administration (Groupe franco)
	11h00
	15 juin
	SOM

2136, Chemin Ste-Foy

Bureau 200

Ste-Foy
	(418) 687-8025

	VICTORIA

	5. 
	Cadres supérieurs et intermédiaires
	11h00
	16 juin
	R.A. Malatest & Associates Ltd. 
858 Pandora Ave.
	(250) 384-2770

	6. 
	Employé et administration
	13h00
	
	
	

	SHERBROOKE

	7. 
	Employé et administration (Groupe franco)
	11h00
	19 juin
	Praxis Stratégie  Communication

65, Belvédère Nord, bureau 120
	(819) 347-1999

	8. 
	Employé et administration (Groupe franco)
	13h00
	
	
	

	FRÉDÉRICTON

	9. 
	Employé et administration
	11h00
	22 juin
	Hotel Delta

225 Woodstock Road

	(506) 457-7000

	10. 
	Employé et administration
	13h00
	
	
	


	But du projet : explorer les besoins d’information et les préoccupations face à la fusion des 3 intranets actuels de RNCan pour former une présence intranet corporative consolidée; obtenir les réactions principales des employés à chaque intranet actuel et recueillir les suggestions.

1. L’intranet actuel La Source est un site du genre bulletin contenant des articles qui sert à distribuer de l’information sur des activités reliées à RNCan et à donner accès aux employés à des ressources et outils propres au Ministère. 

2. L’intranet actuel SGI Secteur de la gestion intégrée (Corporate Management Sector) (anciennement Secteur des services corporatifs -  Corporate Services Sector) contient l’information au sujet des politiques et procédures propres au Ministère. 
3. L’intranet actuel BdSP - Bureau des services partagés – (Shared Services Office) vise à promouvoir la connaissance du BdSP ainsi qu’à partager l’information sur les activités et leur degré d’avancement que le Bureau des services partagés de RNCan est en train de développer.


	1. INTRODUCTION (10 minutes)


Cette première partie de l'entretien consiste à détendre l'atmosphère et créer un climat de confiance entre l'animateur et les participants.  C'est à ce moment que l'animateur informe les employés interrogés sur ses intentions et précise ses attentes à leur égard.

CONSIGNES
· Bienvenue et introduction de l’animateur

· Objectifs de l’étude : « Recueillir vos opinions, impressions, attentes et suggestions en tant qu’employés de RNCan afin d’aider à façonner le nouvel Intranet Corporatif, lequel remplacera 3 intranets actuels : La Source, le SGI ou Secteur de la gestion intégrée (Corporate Management Sector) et le BdSP ou Bureau des services partagés (Shared Services Office).  Le nouvel Intranet Corporatif Consolidé fournira à tous les employés de RNCan un accès à  l’information, aux outils et aux services spécifiques au Ministère.»
· Confidentialité : « Toutes vos réponses demeureront confidentielles.  Votre nom ne sera transmis à personne et vos points de vue seront combinés avec ceux des autres participants. »
· Rôle de l’animateur / aucun observateur derrière le miroir sans tain / enregistrement seulement à des fins de prise de notes.

· Neutralité et indépendance de l'animateur (ne travaille pas pour le gouvernement et n’est vraiment pas un expert de l’Internet, l’intranet, des technologies de l’information ou de sujets reliés aux ressources humaines).

· Rôle des participants 

· Durée : environ 2 heures

· Des questions?
TOUR DE TABLE

· Prénom seulement, division/unité, nombre d’années dans la fonction publique/avec RNCan

· Très brève description de leur emploi actuel et de leur rôle 

· Dans quelle mesure êtes-vous familier avec les intranets la Source, le Secteur de la gestion intégrée et le Bureau des services partagés?

· À quelle fréquence utilisez-vous ces intranets? 

	2. RÉCHAUFFEMENT (15 minutes)


Animateur :
Avant que nous jetions un coup d’oeil sur les intranets actuels, j’aimerais avoir votre point de vue général sur l’idée de fusionner les intranets la Source, le Secteur de la gestion intégrée et le Bureau des services partagés pour former un seul site corporatif consolidé.

Animateur :
Distribuez le feuillet aux répondants et engagez la discussion.  

Le but est de créer une seule source autorisée à fournir l’information, les outils et les services spécifiques au Ministère afin que les employés puissent trouver ce dont ils ont besoin à un seul endroit.

1. Qu’est-ce qui vous vient à l’esprit lorsque vous pensez à l’idée d’un nouveau site intranet corporatif comme point d’accès principal à toute l’information interne, aux outils et aux services pour toutes les catégories d’employés?
Animateur : Listez sur le flip chart ce que les répondants disent.  Résumez ce qui est dit, validez le sens, vérifiez si c’est partagé par les autres participants et inscrivez.  Faites un tour de table et ajoutez les nouvelles mentions sur le flip chart.  Sondez si nécessaire : 

· Dans quelle mesure ce nouvel intranet corporatif répondrait à un besoin?
· Quels en seraient les avantages?   Les bénéfices pour les employés?

· Comment pourrait-il rendre votre vie au travail plus facile? 
· Pensez-vous qu’il pourrait améliorer votre productivité?
· Quels inconvénients aurait-il?
· Avez-vous des inquiétudes à propos de ce nouvel intranet? 
	3. REVUE DE CHACUN DES INTRANETS ACTUELS (60 minutes) 


· Expliquer la procédure : Nous allons maintenant jeter un coup d’oeil sur chacun des 3 intranets actuels que RNCan désirerait fusionner.  Mais avant de les voir, puis-je vous demander de garder vos réactions pour vous afin de ne pas influencer vos voisins. 

· Prenez des notes si vous le désirez tout en regardant – commentaires, suggestions, difficultés anticipées.

· Visite rapide par l’animateur : 5 minutes pour chacun des 3 intranets.

· Une fois la visite des 3 intranets complétée, affichez la page principale d’un intranet et engagez la discussion.

· Faites une rotation du premier intranet discuté d’un groupe à l’autre.

POUR CHAQUE INTRANET (20 minutes chacun)

1. Combien de temps passez-vous sur cet intranet?

2. Réaction spontanée – tour de table rapide sans trop sonder (listez sur flip chart ou notez / Utilisez votre souris pour accéder à la page/fonction ou zone discutée si nécessaire).

3. Qu’est-ce qui vous plaît/déplaît à propos de cet intranet?

· Y a-t-il autre chose qui vous plaît ou déplaît réellement?

Utilité

4. Quel est le but de cet intranet?

5. Que pensez-vous/ressentez-vous à propos de son contenu?

· Rencontre-t-il vos besoins?

· Lesquels de vos besoins, s’il y en a, n’ont pas été satisfaits?

6. Que pensez-vous de la façon dont le contenu est présenté? 

7. Est-ce facile de trouver ce que vous recherchez sur cet intranet?

· À quelle fin utilisez-vous cet intranet?

· Utilisez-vous la fonction recherche?

· Est-ce qu’elle rencontre vos besoins?

8. Est-ce que le type d’information sur cet intranet est complet? 

· Y a-t-il quelque chose d’important qui manque?

· Y a-t-il des choses non nécessaires?

Facilité d’utilisation

9. Avez-vous déjà eu des difficultés à utiliser cet intranet?

10. Comment décririez-vous la structure de base de son système de navigation?  Comment fonctionne-t-il?

11. Est-ce facile d’apprendre comment l’utiliser et obtenir le maximum de cet intranet?

Nomenclature

12. Que pensez-vous des noms, des étiquettes données aux rubriques et aux barres de navigation? 

· Y a-t-il des choses qui devraient être nommées différemment?

Design graphique (Look & Feel)

13. Dans l’ensemble, comment décririez-vous le design graphique d’ensemble de cet intranet?

· Approprié pour un site ministériel?

Évaluation générale

14. Quelle est la chose la plus positive que vous diriez à propos de cet intranet?  Et la plus négative? 

15. Sur une échelle de 1 à 10 (où 1 signifie faible, 10 signifie élevé), quelle note donneriez-vous à cet intranet sur : 

· la facilité d’utilisation?

· l’utilité?
16. Que suggéreriez principalement pour améliorer cet intranet?  (Listez sur flip chart)

	4. LE NOUVEL INTRANET CORPORATIF (30 minutes) 


1. Si RNCan devaient fusionner les 3 intranets actuels que nous venons tout juste de discuter, comment aimeriez-vous que le nouvel intranet corporatif soit?  (flip chart)
· Qu’aimeriez-vous retrouver sur le nouvel intranet corporatif?  (Sondez pour des outils qui n’existent pas actuellement)
· Qu’est-ce que vous n’aimeriez pas retrouver sur le nouvel intranet corporatif? Pourquoi?
· Devrions-nous juste fusionner le contenu actuel des 3 intranets séparés?
· Et à propos du design graphique d’ensemble (look & feel)?  Des suggestions?
· Et à propos des menus, de l’organisation, de la structure? 
· Sonder : Que pensez-vous si le contenu du nouvel intranet corporatif consolidé était organisé par sujets (par exemple : stationnement, salles de réunion, congés en ligne, etc.) et par niveaux d’emploi (directeurs, employés, praticiens) et par 3 grandes catégories comme par exemple : Actualités, Services et Politiques ? 
· D’autres suggestions?
· Si ça n’a pas déjà été discuté, demander leurs avis sur un endroit du site qui serait consacré à leur communauté d’intérêts.
2. Pouvez-vous penser à d’autres éléments du contenu ou un aspect qui rendraient le nouvel intranet corporatif plus attrayant ou plus agréable, même si ce n’est pas relié à votre emploi? 

3. Dans l’ensemble, avez-vous des inquiétudes à propos de ce nouvel intranet corporatif?

4. Avez-vous des idées à propos de ce nouvel intranet corporatif que vous aimeriez partager?

5. Quel conseil donneriez-vous aux responsables de l’implantation du nouvel intranet corporatif? 

· Quelles devraient être les priorités lors de la mise en œuvre du nouvel intranet corporatif?

	5. FIN DE LA DISCUSSION (5 minutes) 


1. De quelles façons aimeriez-vous être informé au sujet du nouvel intranet corporatif?

2. Avez-vous des commentaires ou des suggestions que vous aimeriez ajouter avant que nous terminions?

Merci.  Votre participation est très appréciée!

FEUILLET AUX PARTICIPANTS

Projet d’un intranet corporatif de RNCan - Information aux participants

Qu’est-ce que le projet d’intranet corporatif de RNCan?

RNCan désire fusionner les trois intranets actuels de façon à former une seule présence intranet corporative. 

Un intranet corporatif consolidé est un centre de ressources en ligne qui fournira à tout employé de RNCan un accès à l’information, aux outils et aux services spécifiques au Ministère, à un seul endroit.  

Il mettra à votre disposition un site dont l’architecture et le mode de navigation optimisés combineront les trois intranets actuels. 

Nous croyons aussi que la création d’une seule source d’autorité pour l’information, les outils et les services propres au Ministère pour ses employés permettra de réduire les coûts de mise à jour et d’entretien d’intranets séparés. 

En quoi est-ce différent de ce que j’utilise présentement?

Présentement, les employés doivent naviguer à travers trois sites pour trouver ce qu’ils recherchent.  Ces trois sites ont été développés à des moments différents et pour des objectifs différents, et chacun d’eux est géré par un groupe interne différent. 

Vous ne perdrez rien de l’accès à l’information, aux outils et aux services que vous utilisez actuellement.  Seulement la façon dont vous y avez accès pourra changer.  Notre but est de simplifier les choses. 

Qu’est-ce qui est testé aujourd’hui?

Aujourd’hui, vous allez revoir chacun des trois sites intranet actuels.  Nous vous demandons de nous dire ce que vous pensez et ressentez à propos d’eux, qu’est-ce que vous voulez que le nouveau site intranet corporatif fasse pour vous : qu’est-ce que vous aimeriez qu’il fournisse, à quoi devrait-il ressembler.  Nous sommes également intéressés à connaître les inquiétudes que vous pourriez avoir à propos du prochain nouvel intranet corporatif ou de son implantation.  

Nous désirons nous assurer que nous sommes dans la bonne voie pour vous fournir l’outil dont vous avez besoin pour accéder à l’information, aux outils et aux services spécifiques au Ministère.

Qu’allez-vous faire avec mes commentaires?

Votre opinion sera prise en compte pour décider de la direction du nouvel intranet corporatif et de ce qu’il offrira.  Nous recueillerons vos suggestions afin de simplifier et de rehausser la fonctionnalité de cet outil. 

Qui participe au test?

Nous avons recruté des employés de divers endroits, secteurs et niveaux de gestion, et utilisant les deux langues officielles. 

Les sessions ont lieu à Ottawa, Calgary, Fredericton, Victoria, Québec et Sherbrooke.

À quel moment le nouvel intranet corporatif sera-t-il accessible?
Nous en sommes au début du projet d’intranet corporatif.  Nous sommes à déterminer les attentes et les besoins des employés afin de les incorporer dans un produit qui fonctionne.  Nous espérons avoir un intranet entièrement fonctionnel au cours de cette année fiscale. 
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� 	Note that originally, 12 sessions were scheduled, with 2 in Calgary:  however, employees in that location were unavailable.





� 	Au départ, 12 discussions de groupe étaient prévues mais les employés de Calgary n’étant pas disponibles, les deux discussions de groupe prévues dans cette ville ont dû être annulées.





� 	Note that originally, 12 sessions were scheduled, with 2 in Calgary. However, employees in that location were unavailable.








