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UNICREDIT GROUP INTRANET:

UX MATTERS



THIS IS WHAT MY PRESENTATION IS ABOUT

• Why User-Centered Design is our

obsession

• How we apply UCD in our daily work:

- Practical Applications;

- Results.



OUR WORLD WIDE PRESENCE

50 MARKETS

17 CORE COUNTRIES

149,000 EMPLOYEES



GOAL: “A single entry point”

“Towards a Digital Workplace”

HOW TO: “Co-design with main stakeholders“

“Get the internal buy-in”

THE STARTING POINT



THE CONCEPT
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Intranet as a single entry point

MAIN CHANGES:

• New features & templates

• Information architecture
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The Group Intranet represents the first important step towards being able to gradually

replace the Group's local intranets. It provides a scalable framework to meet the future

needs of the countries and entities that will join it.



METHODOLOGY

Starting from the end user needs



“IT TAKES A VILLAGE”





LIFELONG COOKING PROCESS



SEVERAL METHODS APPLIED…



…WITH ITERATIVE PROCESS ON DIFFERENT ASPECTS

User
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Concept





CONCEPT OUTLINED BY THE PROJECT TEAM
AND TESTED BY THE USERS (COLLEAGUES / EDITORS)



PILLARS DEEP DIVING

1 Home Page

2 IA

4 Edititorial formats

6 Social Features
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RESEARCH RELEASEDESIGN RESULTS



Research Line

Mock-upPaper Prototyping Online testing

#1 HOME PAGE AS ENTRY POINT



#1 Home page as entry point

Design line

2010 2012



CO-DESIGNED WITH THE WORKGROUP

3 WAVES TESTING

1. ONE TO ONE

2. FOCUS GROUPS

3. REMOTE TESTING

HIGH FIDELITY PROTOTYPE

#1 Home page as entry point

Design line

2010



LIVE TESTING AFTER 3 MONTHS

COMPARATIVE STUDY: NEW VS FORMER

ONE TO ONE

#1 Home page as entry point

Design line

2012



When you forget
the dress code for
social media.
Epic Fail.

Learn how to build an
effective personal profile





AboutDoubled

theDaily Visits.X

#1 Home page as entry point Online Release



#2 INFORMATION ARCHITECTURE

Research line

Remote TestingCard Sorting Expert ReviewContent mapping



CARD SORTING

IN THE WORKGROUP

WITH PANELS OF USERS

3 WAVES IA REMOTE TESTING

1. CLUSTERING AND LABELING

2. FINE TUNING

3. LANGUAGE VERSIONS

EXPERT REVIEW (OBSERVATIONS & DECISIONS)

CONTENT MAPPING

#2 INFORMATION ARCHITECTURE

2012

Design line



Script: Where would you expect to find information about professional growth for managers and internal talents in

UniCredit?

Success was much-improved over Wave 1 results (increased from 10% to 50%).

The majority (80%) of first clicks were in the correct category (Employee Services), so users were headed in

the right direction initially, but they still had trouble at Tier 2 deciding between Career and Learning &

Development.

Only 55% selected the right second node.

Wave 1 Wave 2

Success 10% 50%

Directness 49% 58%

Time Taken 32 secs 30 secs

A good example of what we learn in the IA studies is a sever naming issue our users were facing

in Employee Services section.

#2 INFORMATION ARCHITECTURE

The real case



More than doubled the

User Satisfaction rate.X

#2 INFORMATION ARCHITECTURE Online Release



#4 ENHANCED EDITORIAL FORMATS (FOR USERS)

Research line

User TestingOngoing Workshops



CO-DESIGNED WITH THE WORKGROUP

EDITORS EXPERIENCE LAB

Design line

#4 ENHANCED EDITORIAL FORMATS



ONE TO ONE

ONLINE TESTING

CONTEXTUAL FEEDBACK

USER TESTINGS

INTERVIEWS

CONTENT APPEAL

Design line

#4 ENHANCED EDITORIAL FORMATS

Contextual Feedback Web AnalyticsUser Testing



#4 ENHANCED EDITORIAL FORMATS Online Release

Visits on same

content year/yearx



#4 ENHANCED EDITORIAL FORMATS (FOR EDITORS)

Research line

Ongoing Workshops Co-Design



Design line

#4 ENHANCED EDITORIAL FORMATS

UAT SESSIONS

PERFORMANCE TESTING

PRIORITIES CHOICES WITH EDITORS

2010 2013



#4 ENHANCED EDITORIAL FORMATS Online Release

2013



About tripled the

News publication Speed.X

#4 ENHANCED EDITORIAL FORMATS Online Release



#6 SOCIAL FEATURES

Design line

One2One User testing Web Analytics



USER TESTING ON LIVE VERSION

ONLINE QUESTIONNAIRE

USER TESTING ON MOBILE MOCK-UP

Design line

#6 SOCIAL FEATURES

2014



#6 SOCIAL FEATURES

Aboutdoubled the

Social Participation.X

Online Release



#8 SEARCH FEATURES

Eye Tracking Expert Review

Research line



ON AN ONLINE BETA VERSION

CONTEXTUAL FEEDBACK

ON UX & RESULTS QUALITY

EYE TRACKING WHERE POSSIBLE

QUERY ANALYSIS

VIDEO TESTING IF NOT

#8 SEARCH FEATURES

Design line
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#8 SEARCH FEATURES Online Release

More than two third faster

Content Retrieving.+ %



RESULTS
NEW vs FORMER INTRANET

Daily visitors percentage increase
on Group contents

x7

Time to retrieve a
content

-74%

Overall user satisfaction

from38 to87%

Bounce rate

-60%

Average publishing
time

-65%



COLLEAGUES INVOLVED

IA

632

CONCEPT

2977

SEARCH

585

MOBILE

40



CORE TEAM SIZING FOR THE GROUP INTRANET PROJECT

INTERNAL From 3 to 6

EXTERNAL From 2 to 4



YEARLY BUDGET DEDICATED TO USER CENTERED DESIGN

Of the communication resources

dedicated to internal digital

channels evolution



1. Use a variety of research methods and combine them with statistics

2. Steal from the Web

3. Develop internal skills on UCD

4. Design is not a democratic process

5. User tests can be great for getting buy-in

6. Think big, start small, and measure it

7. Invest in User-Centered Design (10/15%): is worth it

LESSON LEARNT



THANK YOU!
Fabio Delton
it.linkedin.com/in/fabiodelton

@fabiodelton



ANNEX



Group Intranet OneNet Scrivania Commerciale Search

Entry Point

Institutional +

HR Content

Access to other

digital internal

objects (support,

dashboards,

tools…)

Enterprise

Social

Network

eCollaboration

Access to

«social add-

ons»
Operative Intranet

Business Content

Cross Site Search

UNICREDIT DIGITAL INTERNAL CHANNELS FRAMEWORK




