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What keeps me awake

" Ever wonder how a large corporate web site navigation
system is designed, and how it evolves over time?

" How certain links find their way to the corporate home
page, while other ones do not?

" How major changes in the corporation's business affect
the web site navigation?

* And how the |A of the corporate web site can give clues
about how well the business is doing?
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Sample topics for stories

" The evolution of sitewide navigation categories like "solutions" and
"services"

" Worldwide information architecture challenges

" The cultural shifts required to do something as (theoretically) simple as
adding a "sign in" link to the masthead

= Tracking the evolution of a single web page as it signals fundamental
shifts in how the business is operating "behind the scenes"

" The effect of selling off a key division of the company on the navigation
system

= Balancing the strategic goals while handling day-to-day requests for
changes to the navigation

" Techniques for dealing with executive home page link requests
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A little out of practice

" MOCHI, March 2001

“ BuckCHI, August 2001

“ Puget Sound SIGCHI, September 2002
" CHIFOO, September 2002

“ NEOUPA, September 2006
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One thing | have learned over the years

" The audience has better questions than | could ever
think up to talk about myself

“ My on-the-spot answers are just-as-good (if not
better) than whatever | could have prepared ahead
of time
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Questions & topics from the audience (summary)

- fSign ir)1 / register, country location in the masthead today (logic for placement today, and in the
uture

*  Who owns what, how to manage the millions of pages

= Solutions, services, products and corporate strategy over the years
" Masthead sign in challenges and compromises

* My IBM: use as anonymous user, gateway to various applications

- ]\cNhgbdo?(s the 3 prongs of user feedback: User research studies, analytics, qualitative user
eedbac

= Search challenges: technology/budget, tagging, Ul (easiest of the 3)

= User-generated content (silos likely initially, integrated over time)

= Accessibility challenges overall, why the link in the footer

" Role based navigation (home page Learn about tab), task based navigation
= Standards for page design ("what we offer" module as an example)

= Content management, sharing, the "4th tab owners" of a solution page

= Tactical, medium-term, long-term planning for changes (add 1 link now, work with groups for
better tactical changes later, save some things for a big, strategic redesign)
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" Home News Products

Solutions

About IBM

1995 aolutions | Services | Products | Sitemap | Success Stories | News | Heference  Contact 5/390

1999

2000

2002

2004
2006

2007
2008

» Customize this site » Site Map

Home | News | Products | Services | Solutions | About IBM

Homea Products

Home Products & services

Home Products Services & solutions

» Search This Site

= ShopIBEM

News About IBM

Support & downloads

Support & downloads

Home Products Services & industry solutions

» Feedback

+ Support

Support & downloads

» AS/400 Home

v,

Support Download

w Downloads

My account

My account

My IEM

Home Buzinezs zolutions -

IT zervices -

Products -

Support & downloads - My IBM ~

Home Solutions - Services -

Products -

Support & downloads -

My IBM =
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Current (US) high level |A

" Masthead categories
= Category rollovers

= Category pages

" Home page tabs

" Footer categories
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By industry ] IT =ervices r Special offers
By business need k Business consulting » Software ¥
By IT issue ] Application services > Storage k
By top Business Partner 3 Outsourcing services N Sy=tems & =servers k
Business consuiting Small business services Foint of sale
Financing M e e S Printing systems from InfoPrint
Service oriented architecture Other services . Semiconductors
ot Hore ThinkPads 8 ThinkCentres from
Small business solutions Lenovo
Medium business solutions Upgrades, accessories & parts
More Workstations
IBM Certified Used Equipment
Communities
Small business products
Medium business products k
Maore
R ey pr——
Download v My 181 -
Troubleshoot o EEE
Zearch My profile
Docameniaim My interests
Forums & communities My support
Plan | Customersupport  Shopping cart
Install Subscriptions Contracts
lize More Orders and delivery
Open a service request Inventory and maintenance
support by product 5 Invoices and payments
More Self-zervice tools

More customer support
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Home Solutions - Services - Products -~ Support & downloads -~ My IBM ~ Welcome [ IBM Sign in ] [ Register ]

Solutions

Related links New for midsized business

» Success stories Freshman, athlete_, bio
+ Business partner applications rnajor by day Linux user,
gamet, blogger by night.

The digital generation arri 1 CAMPUS N Find =olutions to help you
owercome your business
challenges

=+ Learn more

Solutions by industry, business need, IT issue or top Business Partner

Take a closer look

IBM integrates hardware, software, business consulting and IT senvices into business
solutions to meet your goals. IBM also has strong alliances with pariners to deliver business

solutions. ;
e M ° By business need Ill °

PR —— R o = — Catch the late=st business and IT
| Bytop Business Partner [+ ° | By ITissue [»] ° news in our monthly eMagazine

=+ Learn more

Small and medium business solutions Business consulting
We also provide solutions designed We combine deep industry expertise, Economic Stimulus
specifically for small and medium practical tools, powerful research capabiliies || Advantage
businesses. and innovative thinking to ignite growth in There's never heen a better lime
= Small business your business. to invest in technology!
- Medium business = Business consulting services

Start zaving on your hardware
Financing or software purchase with
-k . . enhanced low rate financing or
We are the warld's premier single-source a three month no-charge
provider for multivendor IT financing deferral from IBM Global
solutions. Financing
=+ Financing

= Learn more
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Home Solutions = Services -~ Products ~ Support & downloads ~ My IBM ~

T Services

IBM has a broad range of business and technology services that deliver
real business results.

Welcome [ IBM Sign in ] [ Register ]

Related links

= Success stories New IT hardware purchase?
- Financing PPORT SERVICE

- Services for Business Partners c ble zer

y

Let us help you get up and
running quickly and simplify
day-to-day operations with
support services to ensure
smeoth gailing for you.

=+ Learn more

IT services

AllIT services

= Business continuity and resiliency

Business consulting

We combine deep industry experise,
practical tools, powerful research capabilities

Information Protection

and innovative thinking to ignite growth in Seﬂ-'ices

* End user senices your business.

- Integrated communications senices

« T strategy and architecture services All business consulting
+ Maintenance and technical support = Customer relationship management
senices = Financial management Delivering reliatle,
* Middleware services - Human capital management industria-strength data
* Security and privacy services - Strategy and change protection services ata
- Sang i : reasonable price.
SENEr Senvices =+ Supply chain management
+ Site and facilities services =+ Learn more

- Storage and data senvices

Additional services

IT Services A-Z oy 3 New for midsized business
=+ Application services

= Asset recovery
=+ Engineering senvices

We also provide services = Qutsourcing senices
designed specifically far small - Software senices
and medium business.

Small and medium business services

Find solutions to help you
i owerceme your business
=+ Small business challenges

= Medium business 4
=+ Learn more
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Home Solutions -

Services -

Products -

Support & downloads -

My IBM ~

United States

Welcome [ IBM Sign in ] [ Regizter ]

EEZ Products

Related links
- Financing
- Evaluation software
= Systems advizor tool
= Success stories
- Announcement letters.
- Warranty information
= Busines= Partner applications
- Products for Business Partners
- Intellectual property & licensing
= Export compliance
- Battery recall
- Communities

NOW A SERVER SUPPORTS YOU
FOR A CHANGE.

Quad-Core Intel® Xeon® Processor

servers starting at $2,309.

= Buyn

Products

Systems & Servers

- AMD processor-hased
Senvers

- BladeCenter

+ Cluster systems

+ Intel-processor based
SEINVETS

+ Linux servers
+ Mainframe servers

+ Power Systems
+ Systemn i (iSeries)
+ UNIX servers

+ x86 servers for Windows
and Linux

- Systems and servers A-Z

- Systems & servers by

brand:
©

Printing systems and
supplies from InfoPrint
Solutions Company*

Printing paper and toner
{from IBM)

IBM System x3550 Express

Software

- By business need

- By category
-AteZ

* By keyword search
- Software by brand

saecions (] @)

Storage

+ Disk systems

= Hard drives/microdrives

- Metwark attached storage

- Btorage area networks
» Storage software

» Tape systems

- Btorage A-Z

Semiconductors

Upgrades, accessories &
parts

Products for small business

Products for medium
business

= Hardware for medium
business

+ Software for medium
business

Point-of-sale and
self-service offerings

Workstations

- BladeCenter workstation
= Intellistation Pro

* IntelliStation POWER

- Workstation accessaries

IBM Certified Used
Equipment

PC recycling and buyback
programs for business

Lenovo ThinkPads &
ThinkCentres*

*Links notated by a grey asterizk (*) will take you to web sites for the following companies that =ell former
IBM products. Printing 2ystems are now products of InfoPrint Selutions Company. ThinkPad® notebooks,
ThinkCentre™ desktops and other PC products are now products of Lenovo.
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Shop
= NavCode™

Enter the code from an
advertized offer:

I

= Promotions and offers
= Clearance corner

= Ready to buy?

Save up to 52% on select
AMD processor based
SErvers

Taking perfermance, scalability
and energy-efficiency to the
next level

=+ Shop now

Hot deals, plus a free logo
cap

‘ by &k
-
Purchase IBM Certified Used

PC= at a great price, plus
receive a free IBM logo cap.

=+ Hot Deale
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United States [cha

Home Solutions - Services - Products - Support & downloads ~ Welcome [ IBM Sign in ] [ Register ]

Support & downloads

Warranties and

licenses
Personalized support
Feedback
Workplace Web B -
access to your faverite
Content Management b =
Related links i _ ¥
- IT product raining ‘Rtapld\yt’ madnagi |r‘wtrane:, extranet, =
. Developers nternet and portal assets ol i FrigE
= Technical resources for o
Business Pariners B e Want an
- Battery recall 4- . improved
search
Welcome to IBW support & downloads, your technical resource gateway. You can search, use the product USB Mysa:::'h LSRG
selector, or navigate using the blue task menu to find the information you need. inventory data
i Significantly improve your
Select product or service for support Support & downloads i
L e PP ppo search with My Search
(® Overview uging inventory data
Choose support type:
Select one Ml ° 4} Download = Learn more
» Troubleshaoot
ey < Search Try IBM software
Enter search terms, part number or machine fype-mode| @ Documentation
Search all of support % Forums & Communities
—|e Plan
= Evaluation software
B Instal for download
Use
Find resources Electronic services ‘Q)
* Bupport phone * Open a senvice request Eﬁ TR IE e Skl A
numbersicontacts - ACCEss premium services
+ Bupport subscriptions - Access electronic services
* Upgrades. accessories and * IBM Electronic Senvice Agent
paris + Purchase/uparade tools -
- |BM Support Assistant S\? 13-1hLasVegas,
Aftend and hene your
8 System z skile =0 you can
BT AR leam how the future runs
Downloads and drivers Documentation Related Information Ty Syslem
Find drivers, software fixes IBM Redbooks® Information Warranties and licenses - Register now
and updates. Multiple file centers and libraries it e
download for personal
computing

Rational Build Forge
Troubleshoot Enterprise Edition
Find solutions to the most : .
commeon technical problems:

Customer support Automates and accelerates
build and release processes
- Dnline shopping help - Orders and deliveries - Invoices and payments through server pooling and

fault tolerance.
Contracts * Inventory + Maintenance services

= Learn mere

E-mailthis page (= Print this page &/ Digg this /™ Save to delicio.us
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Home Solutions ~

Services -

Products ~ Support & downloads -

United States [ change ]

I scorcn

My IBM ~

Welcome [ IBM Sign in ] [ Register |

I My 1IBM

My accounts
My interests
My profile

Related links
= Electronic services
= Stockholder 2ervices

LET’S GET PERSONAL

Help us help yvou find exactly what
you need when you need it

Customize your experience

= Ny accounts
Streamline doing business with 1BL.

= Ny interests
Quick access to informaticn important to
you.

= My profile
Access to vour IBM profile and preferences

Subscriptions

= Subscription services

Customized, weekly news by e-mail at no
cost. Sign up or edit your preferences.

= Syndicated RSS feeds

Use your favorite feed reader to subscribe
to information from 1BIM. Additional feeds:

+ Podcasts
- IBMers' blogs
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Customer support

» zeneral warranty information
* Contracts

- Orders and delivery

« Inventory and maintenance

+ Invoices and payments

- Self-senvice tools

= More customer support

Technical support

= Ny support

Manage links and informaticn to meet your
specific technical support needs.

Online purchases
= Shopping cart

Access yourindividual shapping cart.

= Shopping help and FAQ

Get help with your individual shopping
account.

07/06/08

Personalize your site

Create an ibm.com =ite that
reflectz your interests.
Perzonalize your site and
receive tailored content bazed
on information you choose to
zhare.

=+ Learn more

Rate this page

Did the information help you
achieve your goal?

O‘-‘se O No

O Don't know

Pleaze provide us with
cemments to help improve this
page:

(1000 character limit}

° Submit
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Learn about Shop for Get support My IBM links About IBM

Featured topics VWhat IBM can do for...

et the most from your IBM Industries » Business executives 2mall business ﬁﬁ;‘?ds
servers and storage Government Clos Medium busingss g

Simplify the way you wark. K-12 and higher education Developers TR for small biz
Lotus Motes 8 is here.

Investors IBM Business Partners Job seekers ~ Piy ROUEERE

St

Get support My IBM links About IBM

Featured offers Products Services
Special offers Software Workstations Business consulting IBM BladeCenter
Financing offers Systemns, servers and storage = |BW Cerified Used Equipment = IT senices S EXpreSS

Small business products Upgrades & accessories Training -+ Starting st

Medium business products » = More products » 4,459

Learn about Shop for Get support My IBM links About IBM
Fixes, updates and drivers Technical help Documentation More support .
S ot . B Optimize your
aftware ¥ Troubleshoot Information centers and My support t

Systems, servers & storage » = Open a service request libraries Customer support E:]?G%SS 0 apps, o

Operating systems Training » IBM Redbaoks® Warranties and licenses INto & resources T

More Discussion forums IBM Press™ books ~+ IBM can.hielg -
Maore & ™
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Learn abouwut

Shop for

Get support

My IBM links

About IBM

Customer support links [y links

Contracts My IBM: It's all about yaou Ky profile My accounts

Crders and delivery [y interests

Inventory and maintenance My shopping cart

Invoices and payments

Learn about Shop for Get support My IBM links

VWho we are What we think VWhat we do Howr we operate
History of IBM |deas from IBM Latest news Governance

Investor relations
Employee directory
Jobs at IBM

The way we THIMNK
IBM Research
Global Innovation Outlook

Success stories
Community relations

Carparate respansibility »
Business Partners
Global procurement

About IBM

Diversityinthe  w A
workplace and
the marketplace -

=+ DL Mgy "‘th
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Learn about

Evaluate IBM technology
Product overview

Trials and demos

Mew technology showcases
IBM innovation

Shop for

Design

Architecture

Education and training
Documentation
FPartnerWorld

Develop & deploy Get support My IBM links About IBM

Develop

developerWorks
Developer communities »
Ease of use

Accessibility

Customize

IT services

Business consulting semrvices
IBM software senvices
Maintenance senices
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Worldwide |A challenges

Different business models in different parts of the world
—Very different resource allocations
—Distributed ownership
—Local and “headquarters” challenges

Local content, linking to other locales
“Worldwide” content (bottom) with no “worldwide IA” (top)

Get a user’s preferred locale

Translations (of subtle terms)
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Canada [ changer] | Englizh - Frangais [r~Canada ]

N Rccherche

Accueil Solutions d'affaires - Services Tl ~ Produits - Assistance et telechargement - Mon site IBM -

Bienvenue [ Quvrir une ge==ion IBM ] [ Winzcrire ]

Engagement des clients.
Autonomisation des associée
Croissance des affaires. =

+ Plus d'info sur les stratégies de détail IBM

) b \

Informations Assistance Mes liens IBM
Sujets traités Solutions IBI pour... La Ville de M .
F"art_age didées sur les _ Secteurs » Moyennes entreprises Evénements Sla ne 3neeen?enrge
affaires au sommet E”_“Q”E Gouvernement fédéral Cadres » Perspectives de carrigre g
Innovation in Action= (en SR S avec |IBM
anglais) ! L . ;
' ; o Enseignement Partenaires IBM (en anglais) = Flus Sl
Etude mondiale de 2008 maternelle-secondaire au ' o
aupres des chefs de la Canada (en anglais)
direction : zL'entreprise de .
demains=

A propos d'IBM Vie privee Joindre IBM Modalites d'utilization Filz de nouvelles IBM
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Business changes, IA changes

= US: Small & medium Business = Small business + Medium
business = Express Advantage

* IBM Global Services = IBM Global Technology Services +
IBM Global Business Services

— Site used “consulting” before used internally

— Site split IGS into “business” and “IT” before happened
internally

= Systems....

" Personal computing > Lenovo

* Printing systems - InfoPrint (minus paper and toner)
" Solutions and services
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Around 2002

Home Products & services Support & downloads My account

Select country / region

I Select one

Resources for:
* Home [ home office

- Small & medium business Sullding the future Fast track Now serving
: Large enterprize wtatch IBMs new 200mm semiconductor IBM Express Portfalio: Final waek for special
- GOvernment factary in action and see how it helps us Fast, easy offerings for offer on xSeries 205WL
« Education do busineszz on dernand. midsized businesses, server, $419 with rebate,
« Developers
* |BM Buzinesz Partners Shopping
: |""-’331':'_r5 Solving business problems: -Buzinesz and |T services « Miotehook finder
» dournalists IBM solutions integrate hardware, software and servicesto - Business consuliing services - Desktap finder
Jobs &t IBM meet the challenges of your industry. O REmEm ) Sereme s \orkatation finder
Training I Select an industry ] Ir!frastructure serviEes rIriel-based server finder
. ]

Acministrative suppart Financing Ready to buy?

Special offers

OHavCode ™

Hews

Technology: Mew IBR zervices help to simplity corporate camputing
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Hone Products

Digital convergence

So many choices, so little time

Learn about

» Business conzulting
ion Dermand Business
s Solutions by industry
IT zervices

« Software products

« Systerns, servers and
storage

« Other hardware
products

« Fimancing

« PC products fram
Lenowo®

Privacy

Services & solutions

Support & downloads

-

Shop for

- Special offers

= IT services

- Software

= Servers and storage
= Warkstations

= Printars

- Upgrades, accessories
and parts

- IBEM Certified Used
Equiprmnent

=+ 504 simplified: IBM VP Sandy Carter on
the basics of zervice- ariented architecture

[] DEMAND BUSINESS™

Contact

\

My account

Finding the right strategy:

Get support

» Downloads and drivers
« Troubleshooting

- Product publications

= Training

s iDpen a service request

= Warranties and
rmaintenance

TorCHi, June 24, Keith Instone, 1A Lead

=+ Optimize your infrastructure
-+ Download podcasts: insights to go

Manage my account

« Shopping cart

- orders and delivery

- Invoices and payrnents
= Contrackts

= Inventory

-+ Priced right SMB Express models
Sawe on featured zervers,
workstations & storage offerings
in the Express portfalio

07/06/08

Terms of uze
Search

Personalized settings

-+ Learn how three industries manage convergence

Resources for
Industries -

Srall & mediur business
Large enterprize
Government

Cevelopers

IEM Business Partners
Accessibility

About IBM

Mews and newsletters
Press room

Investor relations
Jobs at IBM

IBEM Reszaarch

IBEM and Lenowvo®

Availability issues
Find and m
them in rea
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Products

Systems & Servers

« AMD processor-based
SENers

- BladeCenter

* Cluster systems

« Intel-processor hased
SEeners

* Linux servers

* Mainframe semvers
- Power Systems

* System i (iSeries)
* UMIX servers e e s
* ¥86 senvers for Windows

PC recycling and buyback

- Printing systems and i programs for business
and Linux supplies from InfoPrint Esg;ades, accessories &
- Systemns and severs A-7F Solutions Company® Lenove ThinkPads &
. ThinkCentres*
EE:;%WS & servers by Printing paper and toner
' (from IBM)

Seiecione v @)

*Link= notated by a grey a=sterizk (*) wil take you to web =itez for the following companies that =ell former

Al hncl IBM products. Printing systemz are now products of InfoPrint Scluticns Company. ThinkPad® notebooks,
BladeCenter Print ThinkCentre™ desktops and other PC products are now products of Lenovo.
Clusters
Intellistation
15/03 | toner
System i
Systemp
System x
- System z ey asterizk (%)
zios zy=stemsz are n
7z b= and other PI
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developerWworks Community Spaces
Usability and design

View the non-JavaScript version

Welcome guest | Sign in

Customer experience services Usability & design UCD tools Video / Audio m
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So you want a link on the home page”?

1.

Translate to “Improve access from high level information architecture”

Meetings to understand their users/tasks and pain points, their business/what they
own/business challenges, US vs. global vs. Worldwide

“If I add a link to your section, who else within the company would come to me next and ask for
a link right next to yours?”

Document current high level paths
Make list of IA improvements needed within their section (frame nicely)
Make least-effort list of possibilities to improve access (the narrow view of the request)
Document paths to related / overlapping content (expose warts)
Invite related groups to participate
Make ideal-user-experience recommendations (ignoring some organizational realities)
Encourage everyone to submit ideas, and actually listen
Pro/con comparisons
Educate on search optimization (internal & external), cross-links (HPs matter less and less)
Possible outcomes (one or more of the following)
OK tactical fixes, within IA strategy
Acceptable tactical fix, not really within strategy, good enough for now
Months of clean-up on their end (“You have to earn the link”)
Initiate a “strategic effort” — e.g., groups work together for united destination
Defer to “the business” to hash things out when opposing business strategies are encountered
Never (so far): Escalation
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“Secret” elements

" Teaching IA concepts all along the way

* Listen and LEARN

* Leave holes in the IA for expansion and changes

" Extended “internal” team that meets every week

* People like pictures
—PowerPoint: Screen grabs, Red circles, Red arrows, Annotations
—Lots of mock-ups of different ideas (even if bad ideas)

" Ask questions: why are things the way they are?
—There is always 1 good reason
—There are usually several bad reasons

—L?tt them n;)ach their own conclusions (“You know what, Keith, we do not want a link
after all...”

" “You listen, ask good questions and treat everyone equally”
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