
Presented by Adam Rees 

Department of Human Services 

Fostering an authoring 

community in a large 

government agency 



Page 2 

Building and supporting a Community of Practice 

The Department of Human Services Publishing Community 
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2010 

 Four separate agencies 

 Multiple intranets 

 Some with distributed publishers 

 All with centralised publishing teams 

 A clear consolidation and savings agenda 
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One organisation, one culture agenda, with one intranet (to rule them 

all!) 
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 34 773 employees 

 66% fulltime 

 71% female 

 0.5 % SES level 

 250 business teams 

 73% customer contact staff 

2015 

working 

as one 
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 Single user friendly integrated online workspace 

 Achieve business efficiencies (cost savings) 

 Improve departmental communication 

 Influence Organisation Culture 

The primary drivers  

 



Page 7 

The intranets 

“Sometimes you just have to ride the wave you’re given” 

Consolidating 
intranets 
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CRSNet  

6,000 pages with a 

centralised publishing 

team 
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Medicare 

Centralised publishing of 12 

people, with around 2000 

pages 
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DHSnet  

172 decentralised 

publishers to 

update/manage around 

4000 pages 
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CentreNet  

130,000 articles - with 

246 decentralised 

publishers 

maintaining around 

20,000 html pages 
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Where are we now? 
 

Where are we now? 





Page 14 



Page 15 

3.8m visits a month 

408 users with adaptive technology 

250 business teams 

WCAG 2.0 A(A) 
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Publishing Community of 420 

78% regularly publish 

Certified 50 Publishers 

Community support team (5) 
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How do we do it? 

"There is not one right way to ride a wave." 

Jamie O'Brien 
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 Community Support 

• Engagement, Tools, guides, mailbox 

 Education  

• Access, training 

 Quality 

• Certification, QA process  

 Best practice 

• Templates, standards 

 Communication 

• Yammer 

Pillars of our Publishing Community: 
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 Develop Information Architecture 

 Harvesting best practice 

 Account Managers as Champions 

 Identify self publishing benefits 

 Develop model for transition plan(s) 

Stakeholder engagement 
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 Publishing Standards and Guidelines 

 Documentum (CMS) ‘how to’ instructions 

 Quality assistant tool 

 Quality assurance and feedback for new DPs 

 Site integrity with weekly broken link reports 

 Random page reviews 

 Peer support tool 

Community Support 
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 Will train 2 people from each business area 

 Classroom or screen share 

 Training covers: the Information architecture, basic 

publishing process in Documentum, template and page 

layout and intranet governance/standards 

 New publisher gets restricted access 

Education 
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A Pen license to publish directly to the live environment 

 New publishers are awarded a point for every substantial updates 

with no errors 

 Publishers are considered for certification once their QA tally 

reaches 20 

 To maintain certification, updates must conform to intranet 

standards and guidelines 

Certification 

“With great power there must also come -  great responsibility." 

Stan Lee (not Uncle Ben from the Spiderman movie) 
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 Administrator (Support Team) 

 Restricted Publishers 

 Certified Publishers 

3 access levels: 

• Create pages 

• Update existing 

pages 

Documentum 

•View preview 

•Collect preview 

link/s for webform 

Preview Server  

•QA of pages by 

Support Team 

QA process 

• Random sampling 

by Support team 

Production Server 

Certified publishers 

power promote 

Support Team publishes 

approved pages 

Restricted publishers 

submit URL 
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Quality assurance 
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Best practice sharing 

 Consistent user 

interface 

 Business efficiencies  

 Ease of use for 

direct publishers 

 Training consistency 
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Communication 

Yammer 





Page 29 

What have we learnt? 

“The only time you should ever look back, is to see how far you’ve come” 
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 Focus on doing the high value activities 

 Business continuity is essential 

 Can’t outsource everything 

 Always reference the standard in feedback 

 Standards and Style guides are essential 

 Be flexible to new Business requirements 

 Smooth UI design is the key to effective multi-platform 

intranets (especially during any transition) 

 Promote the value of Intranet. 
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“Your wave is waiting” 
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Adam Rees 

Director | Intranet & Internet Services 

Programme Information Branch 

Service Information Division 

Department of Human Services 

 
 
adam.rees@humanservices.gov.au 

Contact 


