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CORPORATE INTRANET

Since the intranet was first launched at Freddie Mac in the late 90s, it had grown
exponentially to roughly 20,000 pages with over 200 sites — many of which had been
rendered obsolete. These pages had effectively cluttered search results with redundant and
poorly written content, overlapping processes, and conflicting information and imagery. As
with any homegrown content playground, it was far from consistent regarding terminology,
navigation, and architecture. This resulted in large portions of the intranet becoming
unusable, with critical content being lost. As part of a multifaceted project to clean up the
site, several user experience projects were required.




CORPORATE INTRANET

Partnered with executives and key content owners from across the
organization to identify the crucial communication and functional needs.

Administered usability tests on a cross-section of employees to identify
and measure site and task performance.

Conducted interviews throughout the organization to develop personas
to better align content with the motives, behaviors and expectations of
the various roles in the company.

Created and tested prototypes — from low to high fidelity — with key
stakeholders, refining site design concepts.

Administered card sorts to identify ideal content buckets and labels,
while helping to move towards a more sustainable site architecture.
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CORPORATE INTRANET

Separated task- and organizational-based content into two distinct site
types; “Functional” and “Identity” sites — which freed content from the
owner’s perspective and aligned it better to its consumers.

Worked with the content management team and IT staff to develop a
more intuitive URL and site directory structure, allowing employees to
more easily navigate content.

Partnered with every content owner and organizational lead to
construct, write and direct web content into a proper, user-focused
existence.
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Employee Arts and Cra )
Meditation Sittings

Met with communication leads, designers and developers to deliver new
features users expected; such as online polling, Q&A, calendar updates
and real-time alerts.

Partnered with developers and site owners to refine self-service editing
Ul and system workflows.

All-Employee Town Hall
Monday Future of
Gt Dotalis 20 <

Created processes and documentation defining content parameters,
priorities, labeling guidelines and support requirements to best ensure
reliable site maintenance.
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HUMAN RESOURCES

Take inventory and address some of the most critical content on the
intranet, including; benefits information, employee performance

management processes, learning and the corporate university
environment.
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HUMAN RESOURCES

led classes

Met with HR executives to identify the most
crucial tasks and understand staff pain points
and needs.

Gathered a cross-section of content users
from around the organization, created and
conducted usability tests, observing and
documenting their behavior and ability to
complete the predetermined tasks.




3. Starting from the HomeFront homepage, please locate the steps or activities to be
completed for the Year-End Review Process for an Individual Contributor.

Nearly all users experienced difficulty locating a result that they felt satisfied what
they were being asked to find. They expressed uncertainty around the terms/concept
of “Individual Contributor.”
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» Human Resources

Wiwmn Begousces EPM-Employee Performance Management

Use the 1aDs Defow 0 Navipae 10 1he six EPM Process Steps

o-|........Craphical Navigation/Page Title
o i i e e The cumrent position of the graphic/navigational
AN FER | NAN| AR MAY AN AL | AUG SEF OCT | OV 060 | AN element uses the site's maost valuable and prominent

real estate. However, it provides very litile
information and actionable content that would help

Employee Performance Management is the ongomg process, owned

and managed by the business. which incorpeeates the Employee £PM Tool
» Mt Your Review Pertormance Management (EPM) document, Indiaual Development | users complete an EPM task. Users were not always
» Sef Lvavaton Plan (IOP) and compensation planning acivites. The Employee EPW ool is open § avalabie clear which page they were on
» Mansger Evatimten Performance Management process includes six process skps. Brougheut the year
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[P Tedt ogn | Nearly all users tested toggled between using the
standard left navigation and the graphical navigation
) e &  Objective Setting (12/01/2011 - 12/31/2011) in the same session. Thisis a unique experience on
Recruit & Mre Employees create perormance objectives thal suppon corporate and HomeFront and has the potential for creating an

Who To Contact dhision cbjectives. The shgnment of indhadual objectives with those of unnecessary cognitive load
Employee Engagement e crganization confribute 1o the overall success of Freddie Mac

HUMAN RESOURCES

|dentified usability issues and produced
recommendation document and began
prototyping.

Reviewed and tested wireframe designs to
continuing to refine prototypes.
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FreddieMac.com

Stte Search by Google >60

» Life

Investments/Retirement/Thrift 401(k)

> Retirement and Thrif’401(k) benefits

Thrift/401(k) Savings Plan

> Thrift/401(k) program overview [DOC 240K]

> Manage your account (Eidelity Net Benefits)

> Calculate your pension benefits

> Change your pension beneficiary [poc eok] designee

Freddie Mac stock (Employee Stock Purchase

Program)

> Memo from Paul George, EVP of Human Resources and
Corporate Services

> UBS Financial Services (for shares purchased after July 7,

2003)

> Smith Barney (for shares purchased/granted prior to July 7,

2003)
> Check the stock window period

Benefits Contact List

> View points of contacts for all benefits related issues
[POF 820K]

Health, Fitness, Nutrition, Recreation

Physical and Mental Health
Get help with everyday work/life tasks

> LifeWorks® — Practical solutions, online resources,
one-on-one consultations, and materials on a variety of
personal, family and work issues.

Cafeterias and Fitness Center
> Fitness Center classes & hours of operation
> PHO cafeterias menu & hours of operation

Employee Discounts
> Links to discounts for area attractions and technology
> Recreation Committee

HUMAN RESOURCES

To improve findability and search results,
moved site location, created new URL,
elevated content based on function not
corporate location, cleaned up site content
and navigation.

Emphasized key content, important action
dates and expected behaviors upfront,
moved information to sub-pages.

Removed internal terminology and
emphasized user expectations.




pharmacists advancing healthcare®

LMS ANALYSIS

A PROPOSAL FORWORK TO
IDENTIFY AREAS OF
OPPORTUNITY FOR VALUE-
ADD, IMPROVEMENTS, OR
INCREASED CUSTOMER
SATISFACTION.




Call-to-action. It is not intuitively
understood how and where customers
should engage with the courses and system.

Time Investment. There needs to be a
clear indication of what is involved to
complete a course.

Consistency. The interface is not consistent
between the various screens and course
offerings.

IDENTIFIED
AREAS OF

OPPORTUNITY




|. CALL-TO-ACTION

Upon opening a course, it is not
immediately clear where
customers are required to act.
They need to have a clear sense of
where to go and what to do to get
started with their learning
experience. The space available on
screen must be focused on these
immediate tasks, provide clear
instructions and all supporting
materials needs to feel securely
within reach.
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pharmacists advancing healthcare®

Home My Learning Activities Catalog ~ Subscriptions ~ Certification Resources » Contact Us

AMBULATORY CARE PHARMACY SPECIALTY REVIEW COURSE (NO RECERT CREDIT (CERT # L199263)
(INCOMPLETE)

¥ Attestation

YOU MUST COMPLETE THIS ATTESTATION before beginning the review course.
Activities

v Readfirst &
Click on this link to indicate your understanding of the purpose of these materials.

W Practices and Processes of Care

Resources
@ Handout @ slides

1 slide per page
@ Slides

6 slides per page
Activities
Click here to watch the video ®
o) Evaluation: Practices and Processes of Care [

Claim Credit

§§:‘ David ~

ASHP_.ORC ASHP STORE

<" Change View X Exit

AN




2. TIME INVESTMENT

If you are competing for
customer’s time, then they need to
be aware of their potential
investment. Having a strong sense
of the scope of a course before
they start and as they progress,
will be important to their ongoing
satisfaction. Anything in their way
or if anything is missing, will only
add to a feeling of being
overwhelmed, even if the content
is nicely chunked.

ALL Certifications Conferences Subscriptions

sort by Newest Title Status Close Date

h Pharmacotherapy 3-Year Recertification Plan
as P Last seen: 23 minutes ago
o

Certification
<0 Reioinees Recently In Progress
s i Pharmacotherapy Specialty Recertification Literature Study: Module 1A-C (Cert # L199115),

o
ashp Last seen: 29 minutes ago
2g0

== 3
Completion Requirements: | 0 of 1 required items completed

Ambulatory Care Pharmacy Specialty Review Course (No Recert Credit (Cert # L199263),

Last seen: about 21 hours 2go

co b
Completion Requirements 5 of 43 required items completed

Last seen: about 21 hours 200
Recently In Progress
Emergency Medicine Certificate Program-Step 1

Go rof




3. CONSISTENCY

Pharmacotherapy Specialty Recertification Literature Study: Module 1A-C (Cert # View Enrollment

s/l 1199115)

Cgrtification

ey The Literature Study Module provides immediate access to peer-selected, contemporary articles that
...... v

-i are relevant to specialty practice. After learners read and analyze the articles and view the online
presentation, they must successfully complete an online assessment to earn recertification credit.
ACUTE/CRITICAL CARE | | PHARMACOTHERAPY

If a Learning Management System Actwiis
is not consistent, customers will
likely feel disrupted during their
learning experience. They cannot
spend valuable time relearning
interactions each time they open a . R
course.A strong sense of their . :
progress, having predictable
interactions and persistent
feedback will be key to a positive

LMS experience.

Click here to review presentation details and launch the activity @

Activities

v Readfirst &
Click on this link to indicate your understanding of the purpose of these materials.

Step 1 Complete the following

_« Emergency Medicine Certificate Program-Step 1
a’hp A self-guided, online program consisting of 11 modules designed for participants t
72" necessary to provide optimal patient care in emergency medicine.

Last seen: about 21 hours ago

@ Step 2




RECOMMENDATIONS

This proposed layout addresses the Call-to-Action by
keeping customers focused on the tasks they need to
complete and how to complete them. Presenting the
content cleanly and unhidden — with a crisp idea of how
to engage, will direct their attention to action and
reassure them that they are not missing anything.

Time Investment is addressed by clearly indicating
their progress in the module and the entire course. This
helps them feel less overwhelmed and more rewarded
for their efforts. Course descriptions put customers in
control to find the content they need, and time
estimates let them know upfront what to expect.

Consistency is addressed by providing a template that
is scalable and can be applied evenly to all course
offerings. This layout with brief descriptions of the
course and individual modules, “Start” buttons, and
supplementary content, are predictable and reassuring
to customers. This allows them to focus on completing
their learning and nothing else.
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pharmacists advancing healthcare®

Home My Learning Activities Catalog ~ Subscriptions ~ Certification Resources » Contact Us

Ambulatory Care Pharmacy Specialty Review Course

(NO RECERT CREDIT (CERT # L199263)

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean condimentum, metus a egestas ultrices, nibh magna
auctor dolor, a tempus tellus mauris vel dui. Curabitur volutpat lectus vel mauris venenatis, eget laoreet nisl hendrerit.

Estimated Time: 450 Minutes
Available Through: 9/30/2019

Modules

Attestation
You must compilte this attestation before beginning the review course.

Estimated Time: 1 Minute

Practices and Processes of Care

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean condimentum, metus a
egestas ultrices, nibh magna auctor dolor, a tempus tellus mauris vel dui. Curabitur
volutpat lectus vel mauris venenatis, eget laoreet nisl hendrerit.

Supplemental Resources
* Presentation Slides
+ Additional Handouts

Estimated Time: 60 Minutes

ASHP_.ORC ASHP STORE
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Claim Certificate

Communication Strategies in Pharmacy

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean condimentum, metus a
egestas ultrices, nibh magna auctor dolor, a tempus tellus mauris vel dui. Curabitur
volutpat lectus vel mauris venenatis, eget laoreet nisl hendrerit.

Supplemental Resources
* Presentation Slides
« Additional Handouts
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Claim Certificate

HELP
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