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THIS IS WHAT MY PRESENTATION IS ABOUT I

* Why User-Centered Design is our
obsession

*  How we apply UCD in our daily work:
- Practical Applications;
- Results.
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THE STARTING POINT -

GOAL: “A single entry point”
“Towards a Digital Workplace”

HOW TO: “Co-design with main stakeholders”
“Get the internal buy-in”




THE CONCEPT

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.
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INITIAL PHASE INTRANET OF INTERNATIONAL

THE ENTITY INTRANET LOCAL

PORTALS
INTERMEDIATE INTRANET OF | <:00[1]
MAIN CHANGES: THE ENTITY. LT3

New features & templates
Information architecture

LOCAL

FINAL INTRANET OF GROUP PORTALS
THE ENTITY INTRANET

Intranet as a single entry point

LOCAL CONTENT




METHODOLOGY o
Starting from the end user needs




- R l ( | P | HOW TO BECOME AN INTRANET MASTER CHEF

€€ | Pushing yourself to the extreme creates
a lot of pressure and a lot of excitement,

d more importantly, it shows on the plate.
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PREPARATION PROCESS
* 4600 USERS [NVOLVED

> 536 USER ACCEPTANCE TEST HOUR® = COOKeD sLowLy FOR
> 73 HOURS OF FOCUS GROUPS

> 402 SESSIONS OF ONEZONE USER TET2 : > L o 361’“ REQU|REMENTS

> 7 MONTHS OF ONLINE TESTING @t N a dedicated business backiod




LIFELONG COOKING PROCESS

PREPARATION PROCESS

> 4600 USERS (NVOLVED

> 536 USER ACCEPTANCE TEST HOURS

> 73 HOURS OF FOCUS GROUPS —y
> 402 SESS|oNS OF ONE2ONE USER TE?

> 7 MONTHS OF ONLINE TESTING
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INTERNATIONAL
FOCUS GROUPS

EXPERT

REVIEW
REMOTE

TESTING

SURVEYS
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CONTENT
MAPPING

ONE 2 ONE
INTERVIEWS

TESTING ON
LIVE INTRANET

/ PROTOTYPES

LABEL
TESTING

" LOOK & FEEL
' TESTING

CARD
SORTING

PERSONAS

ca ntent

SEVERAL METHODS APPLIED...



Content
Manadement

Information

Architecture Interaction

..\WITH ITERATIVE PROCESS ON DIFFERENT ASPECTS
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/EE° UNICREDIT GROUP INTRANET

":.-wr Main pillars of the concept

’ el .. @ Homepage as Entry Point

u n u u Prowides & direct and seamless access to content

n D!ﬂ ﬂ central tno thie wsisrs in thelr dey-to-day tasks

Information Architecture @
The Information Architecture (1A) |s the backbone of the Group Intranst

Thanks to lts Rexdbility, It can be adapted to diffefent entities’ needs.

@ Targeting
Prinfides content centered on the user's profile. reduces

information overload supporting communicators to get
through with thelr message

. < '
i Multilanguage
n The conient can be visualized, Growséd and
. ! parsonallzed 0 the 7 maln Iaﬂguages af the Group,

i A
Sacial Features ‘
IEs eagy to-switclt from the intranet to the collaborative areas, trowse

among users profiles and interact with contant, thariks o the intedration
with Oneflet, the Enterprise Social Network,

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

search reatmea

The Search |5 always accessible from the hoader First
d larder cross federated channels search project, it I\
Sllows you o Aind intranst contant or peaple profiles pages




PILLARS DEEP DIVING

@ Home Page
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Edititorial formats “

Social Features
Search ?

o
®




PILLARS DEEP DIVING

0 Home Page
e 1A

9 Edititorial formats

RESEARCH DESIGN RELEASE RESULTS

T
v
alin
.
.
A
@:‘



#1 HOME PAGE AS ENTRY POINT

Research Line

Paper Prototyping Online testing




#1 Home padge as entry point

Design line
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#1 Home page as entry point

Design line
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CO-DESIGNED WITH THE WORKGROUP
HIGH FIDELITY PROTOTYPE
3 WAVES TESTING

1. ONE TO ONE
2. FOCUS GROUPS
3. REMOTE TESTING




Design line

COMPARATIVE STUDY: NEW VS FORMER
ONE TO ONE

LIVE TESTING AFTER 3 MONTHS

#1 Home page as entry point
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Group Intranet OneMNet Scrivanla Commerciale Search AA English CLARA CORRADI w

Z UniCredit Group Intranet

ELUCEN Mews & Events WhoWe Are  Business & Stralegy  Employes Services  Tools & Utilitles

When you forget “_“f:i?}'
the dress code for Opeg Peca

social media.
Epic Fail.

Learn how to build an
effective personal profile

Raal ima data

News & Events

Our Group launches a new buyback of subordinated notes Group 18052018

First time ever, our bank in the Top 10 for US Corporate Bonds in Euro Group 18052016 " MY Tools
New UniContact spreads Group 17052016 Unikey
New Badge

Benessere sul lavoro e politiche commerciali: si puo fare! ity 17052018
UniCradit Webmail

¥ Mercatino
NCE— Fintech's got talent
E}:‘L'E = FULTIMEDIA 18 People Contact
wu RI_D RU N We launch UniCradit evo, the new UniContact
investment fund in the best-in-class Py

= fintech startups
Go to My Tools )

| — T Strateaic Plan oresentation - UniCredit Intearated Report
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Strategic Plan presentation -

November 2015
MULTIMEDIA 12082016

INVESIMENT TUNG IN NE DESE-N-CIass
fintech starups

UniCredit Integrated Report
details our Group's
sustainable value creation
PN UL TIMEDLA Rs e

" Strategy 2015 Integrated Report is online

3 ADD A NEW TOOL

Go to My Toals »

Updates from other sections

When you boost

the reputation of ¢ N
the wrong person. g’

Eplc Fail .-\1_“

EARM MORE

A New Weilfare
| EMPLOYEE SERVICES

.
b FU7 | Consult the new ruies of UniCredit
' liaiian welfare

COFFEE BREAK
AROUND
THE WORLD

PAGE AFTER PAGE Eas |

Friends of No-Profit
WHO WE ARE
Discover how to support Research

* OneNet

STEFANIA TOMSCO
Qilarvin Gollan
Fheicomesndnelist

SIHELLA ROCCO
Grandaarm

Go to Sites »

+ Extras

ADD WIDGET TO EXTRAS

+ Menu of tha day Edit x

16/05/2016 - 20/D5/2018
Milano, Garibaldi

Menu 2016

Leggl il mend

« Calendar X

National Holidays
| Choosa Country ¥l

< May 2016 >

Mo Tu We Th Fr Sa Su
1
2 3 4|5 84 T B
g 10 M 12 11 14 18
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#1 Home page as entry point Online Release
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Z UniCredit Group Intranet
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#2 INFORMATION ARCHITECTURE

Research line

Content mapping Card Sorting Remote Testing Expert Review




#2 INFORMATION ARCHITECTURE

Design line

CONTENT 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)



#2 INFORMATION ARCHITECTURE

The real case

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

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

B Direct Success 33 20%
Wave 1 Wave 2

Success 10% 50% [ Indirect Success 48 30%
H 0, 0,
I?lrectness 49% 58% B Failure ———
Time Taken 32 secs 30 secs
W skip 5 3%

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.

/.



#2 INFORMATION ARCHITECTURE Online Release

Al Emglish MARID ROSS]

Group Inbranet DineMwl

7 UniCredit Group Intranet

Home Mrws & Events Wha Wa Are Busingsa & Sirabegy Emplopes Sarvices

<>

e Updated Data and Contents

Financial Results =Y o 0 = of our Multichannel offer
Businaks Modal
Bervice Modal

Product

More than doubled the
User Satisfaction rate.

Plan Exacution UniCredit lights the privata
et Execaling aur Flan goss Hvough 8 setof eguity market with Flos
ﬁ b relavan| schsvemants Intarveye wiih Diega Mapoitano,
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h 7 ciB in action F 7 internationalization
' T Sanvicing Commencial Banking ;“z!!ﬁ Ineasntive: Campaign 2015
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#4 ENHANCED EDITORIAL FORMATS (FOR USERS)

Research line

Our Value Proposition

“ RISK IS BUSINESS.
It js at the very heart of what
we are doir 1, " being a bank means
' Hanading risk. 1)

AGH L o = 1 =
ok :S’f-i HE“LTH: msh - by = .‘_{HJ .
How we owe changa o) NF'G DE-L"' ':.:.-- E -'.'_. "__:—f-' !l] ﬂ
Caganization g #"‘:'T\EIEBI R\r:“l MG :-u:-_'__‘:--.. e i é‘

Risix Cultums

(R Landersmp Mostng What we stand for B whatwedo B Howwe drive chanog g8
Facw & Flgmes
FEry D  UniCisdic Stratsgic Plan 27390

Sustnimalslity

Foundatkons * Prine [~ Sanid via a-msll t: Sham on Qoollef = 6 W= 6

UnaCamdit in support of Commusiliss

Ongoing Workshops User Testing




#4 ENHANCED EDITORIAL FORMATS

Design line

HOW SOCCER IS
- CHANGING THE
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Design line

= our Value Proposition

64 RISK IS BUSINESS.
It is at the very heart of what

we are doing, as | "
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#4 ENHANCED EDITORIAL FORMATS

USER TESTINGS
ONE TO ONE

3 ' ONLINE TESTING ‘

CONTEXTUAL FEEDBACK
8l INTERVIEWS

= Pagje Vierwey — vt
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e 7 CONTENT APPEAL

Web Analytics




#4 ENHANCED EDITORIAL FORMATS  online Release
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#4 ENHANCED EDITORIAL FORMATS (FOR EDITORS)

Research line

Ongoing Workshops Co-Design




#4 ENHANCED EDITORIAL FORMATS

Design line

B ——
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PRIORITIES CHOICES WITH EDITORS |
PERFORMANCE TESTING |

e

From i sy WAIMAR! 0 CORs RRROS TR, HFL A il UBHRINY) N 1L (AT Tl I B N COOonAtne wwiis) § rmingsc
P HE B Parsnss, Y BaperTibe Loy, ES SBC, Ling Nusapsr Bl Employes,




#4 ENHANCED EDITORIAL FORMATS Online Release
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#4 ENHANCED EDITORIAL FORMATS Online Release

Author and owner
of the content

Master page —a
Status of content
Flag the version(s)

you want to update Roterta Barncnl J,

Appears if content
is checked out
(clickable)

About tripled the

N news publication Speed. el

Last action

Update Text: Operaion completed sucoessily feedback

Dropdown with t

all possible actions

‘ Refreshes (only)

the dashboard

/7



#6 SOCIAL FEATURES

Design line

Key Metrics Trend (weekdays only)

UNI Intranet (pred) -
Tue, 26 May 2015 - Tue, 9 Jun. 2015

— Page Views = Visits = Unique Visitors
80,000, _
60.000;\\\""‘%-%_\_‘ — 7] //_ff-““""‘_/\
40,0001 N g —

%6 2 9
May 2015

Date Page Views  Visits Unigue Visitors
May 26, 2015 72,700 38,233 21,519
May 27, 2015 63,243 35318 19,286
May 28, 2015 53,689 33,012 17,811
May 29, 2015 53,035 29,870 16,130
ham 1 ONAE AD 7o0 e R0 14 NN

One20ne User testing Web Analytics




#6 SOCIAL FEATURES

Design line

USER TESTING ON LIVE VERSION
o ONLINE QUESTIONNAIRE
i USER TESTING ON MOBILE MOCK-UP

CLTTE e

-----




#6 SOCIAL FEATURES Online Release

Group Intranet el A 1 A Englsh % Mano Rossi v

Content | Peopis

7 UniCredit OneGate Group Intranet b

Buginoss & Straingy

SRt P-4 Ohc iy OUR 1016 RESULTS: SIGNIFICAN
Fimancial fiessia EXECUTING OUR PLAN - ~ ; o P P
©F Print == Send via e-mail = Share on OneNet Rate
Ghoup

12 Resuls 2098
Annusl Resulie 37074
30 Reguli= 5094

™

About doubled the

Social Participation.

“ Aftar the Imporiant nesalls achieved in 2014, | deam ihe fret gearier of 2015 very posiive. In 8 conbest thal is
Sponsarship Slawing Sofee Sgna of fecovedy, UniCredil GRoup's met prodit i in ling siih expectamons. Assst quakity is
Enpiuring and our sound copital pesiion kas been confirmed, We keep on exetiding ur Siategic Plan and pofits are
driyun by B good opesabng resallts achiowed by the difforen] peas ami actbies of te bank, Despile macToesonomic
tenssans, CEE remans & key conintutor 1o GRoup TeSuls. I Al tha Countries wierns we apsrate wa i keeping on
sufiparténg the econarmy by fnancing famile s, enterprises’ growih &nd their expansion o infe2malisns markets. As 2
Larpe Exropean bank, UniCredil considers innoyndion crocisl s regand 1o products, arganizatans) models and

Resenrch

technological platformes,
Fedenco Ghizzon
Posdtive resuiis diven by operabeg profilabilitg
—— i Group nat proftug 8413 min 1018 (+201% OR), sespte the emmad related 1o
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#8 SEARCH FEATURES

Research line
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Eye Tracking Expert Review



#8 SEARCH FEATURES

Design line

ON AN ONLINE BETA VERSION

UniSearch.. ON UX & RESULTS QUALITY

- EYE TRACKING WHERE POSSIBLE

VIDEO TESTING IF NOT

CONTEXTUAL FEEDBACK
QUERY ANALYSIS

N\ ||



#8 SEARCH FEATURES

Design line

7 UniCredit ON AN ONLINE BETA VERSION

| uniquest 2] ON UX & RESULTS QUALITY

w FILE EXTENSION

O htmi (72)

e = Tutto | Group Intranet | OneNet | Scrivania Commerciale | Utenti EYE TRACK'NG WHERE POSSIBLE

~ AUTORE : = :

[1 System Account (228) e VI D EO TESTI N G | F N OT
[0 hdo0tusecelluse (57) PP Agareqation

[ George Zanon | = GROSIg INqI'RANI:—[ - CIB 11/22013

[ PERETTI PAMELA (6) English - United States Italiano - Italia Deutsch - Deutschland Palski- Polska CO NTEXTUAL FEEDBACK
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UniSearch..
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0/, ContentRetrieving.
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COLLEAGUES INVOLVED

632 585
CONCEPT MOBILE
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CORE TEAM SIZING FOR THE GROUP INTRANET PROJECT

From3tob6

From2to4




YEARLY BUDGET DEDICATED TO USER CENTERED DESIGN

10-15%

Of the communication resources
dedicated to internal digital
channels evolution




LESSON LEARNT

1. Usea 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 detting buy-in

6. Think big, start small, and measure it

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



S0P INTRANET

e —

cq.ntent “from m local entities - UniCredit BUSmpgS
integrated Solutions, Central and Easterp Europe,
corporate Investment Banking,

uniCredit Czech Republic

and Slovakia,

UniCredit Italy

DESSERTS

APPs & widgets HU me hank

PndcaJtlr\g l'nhmﬂtlun,—.” Gy n
Calendar, Cantgen Oliday
Menu, Financia, 18

Dictior nary

THANK YOU! Fabio Delton

it.linkedin.com/in/fabiodelton
@fabiodelton







UNICREDIT DIGITAL INTERNAL CHANNELS FRAMEWORK

Group Intranet OneNet Scrivania Commerciale Search
Entry Point
Institutional + '
HR Content Enterprise
Social
Access to other Network
digital internal .
objects (support, eCollaboration
dashboards,
tools...) Access to
«social add- _
Operative Intranet
ons»
Business Content

Cross Site Search

/.



UNICREDIT GROUP INTRANET
Evolution 2010-2015

The Growp Intranet Rush
T bt ] Wt

v UniCredit




