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Agenda

* Introduction and Overview

» The Challenge - Where we started from
* What we did and delivered

» Key Benefits

* To infinity and beyond...

» Handy Hints
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Who we are
» Manages the state arterial road network.
* Employs over 3,000 staff in 50+ offices across the state including:
* 7 regional offices
» 41 customer service centres
10 road project offices
» Metropolitan and rural call centres, and a Traffic Management Centre.

* In 08/09, VicRoads’ R&L business processed 21.4 million customer
transactions:

* 4.5 million face to face transactions in customer service centres
2.5 million telephone calls

» 14.4 million other transactions including correspondence.
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The challenge - what we wanted to achieve

» Need to upgrade technology — 5.1 was soon to be unsupported

* Refresh brand — Intranet not being used as effectively as it could be

* Reposition as a single source of information for staff

» Expand capability for applications to be integrated via portal

* Increased demand from the business to integrate key corporate applications

* Increased demand from the business to facilitate social media
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What we did and what we delivered

* New name, look and brand

* New Information Architecture

» Capacity for integrating key corporate applications

* Reduced infrastructure — moved from physical servers to virtual

* Increased functionality — Web 2.0, RSS feeds and social media
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How we got there

* Investment Logic Map (ILM) with Hyro to establish drivers and benefits — key
stakeholders including senior leadership in IT and HR

» Consulted with business to establish present and future needs
» Established project team — IT and Internal Comms with Hyro support
» Worked with Hyro on proposed Information Architecture

» Developed User interface design and new name
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How we got there
e Infrastructure
3 environments built — Development, Staging, & Production.
» Rationalised WCM templates
« Migrated content
 Testing and updating of existing applications
 Training content authors

 Load testing
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Benefits

* New support model — SLAs, separation between technical and business
» Partnership between IT & IC

* Rebranding made staff take note of content and update it

» Capacity to integrate key corporate applications

» Capacity to facilitate social media

» Rebranding has allowed more ways to engage staff — more people focus
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Future steps
» Completed Phase 1
* Phase 2 includes:
 wikis and blogs,
» video podcasts,
 Further centralising content,

« front page personalisation
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Handy Hints

* Resources
* Single Project Manager
» Appropriate Time

* Research

e Search - OmniFind

» Scope creep

« Communication within IT

» Dedicated Testing time
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Questions & Answers
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