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Organizational Goals and Priorities

ωThe users should access and find all the desired and 
relevant information and knowledge.

ωThe content should be relevant, timely, and authoritative.
Remembering

ωThe users should be able to pull insights together from 
across various sources to see larger patterns.Coordinating

ωThe users should be able to learn, adapt, and innovate to 
meet new needs as they arise.Innovating
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Search & Content Assessment
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STEP #1 ðTHE PAIN POINTS
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ά/ƻƴǘŜƴǘ ƛǎ ƴƻǘ 
organized well,
site architecture 
ƛǎ ŎƻƴŦǳǎƛƴƎΦέ

ά¸ƻǳ Ƨǳǎǘ ƴŜŜŘ 
to create a 

million 
ōƻƻƪƳŀǊƪǎΦέ

ά5ƻŜǎ ƻǳǊ 
intranet make 

sense as is 
ǘƻŘŀȅΚέ

άIŀǊŘ ǘƻ ƪŜŜǇ 
up with content 
ŎƘŀƴƎŜǎέ

ά!Ƴ L ŀƭƭƻǿŜŘ ǘƻ 
ŘŜƭŜǘŜ ǘƘƛǎΚέ

άLΩŘ ƭƛƪŜ ǘƻ ƘŀǾŜ 
focused and 
tailored 
ŎƻƴǘŜƴǘΦέ

ά{ƛǘŜ · ƛǎ ŀƳŀȊƛƴƎΦ 
Every site should 
have a similar 
ǎǘǊǳŎǘǳǊŜΦέ

ά¦ǎŜǊǎ ŘƻƴΩǘ ƪƴƻǿ 
why and how to tag 
ǘƘŜƛǊ ŎƻƴǘŜƴǘΦέ

ά¢ŀƎƎƛƴƎ ŎƻƴǘŜƴǘ ƛǎ 
too much effort 

with no real 
ōŜƴŜŦƛǘǎΦέ

ά²ƘŜǊŜ ŀƳ LΚέ

ά²ƘŜǊŜ ǎƘƻǳƭŘ L 
ǎǘŀǊǘ ǎŜŀǊŎƘƛƴƎΚέ

ά¢ƻƻ ƳǳŎƘ ŎƻƴǘŜƴǘ 
published at 2pm. 

Most of them 
disappears as soon 
ŀǎ ƛǘ ƛǎ ǇǳōƭƛǎƘŜŘΦέ

ά{ŜŀǊŎƘ ƛǎ Ŝŀǎƛƭȅ 
accessible, easy to 

ǳǎŜΦέ

ά¸ƻǳ ƘŀǾŜ ǘƻ ƪƴƻǿ 
where to search for 
ǿƘŀǘΦέ

ά²Ŝ ŘƻƴΩǘ 
understand how 
search works, and 
ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ 
ǘƻ ŜȄǇŜŎǘΦέ

ά/ƭƛŎƪƛƴƎ ƻƴ 
ΨhǊƎŀƴƛȊŀǘƛƻƴΩ ƛǎ 

weird. It feels like 
going back ςbut I 
ǿŀƴǘ ǘƻ Ǝƻ ŦƻǊǿŀǊŘΦέ
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The Reality in Most Casesê



STEP #2 ðKNOW YOUR USERS
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Know your Usersõ Needs
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Your Key Users: Define Search Personas
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Personas ðExample 1: òAndrewó
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Personas ðExample 1: òAndrewó
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Personas ðExample 2: òMartaó


