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TIIVISTELMA:

Intranetit ovat yleistyneet viimeisen kymmenen velodaikana merkittavasti, ja ne ovat
laajasti kaytéssd monikansallisissa yhtidissdahet on tarkein siséisen viestinnan kanava,
jonka kautta sama tieto voidaan tarjota samanakaigmpari maailmaa tyoskentelevélle
henkilostolle. Monikansallisten intranetien suurienmaasteita ovat kieli, tyontekijoiden
paasy intranetiin ja intranetin sisalto.

Tutkimus kartoitti, miten Wartsilan kevaalla 200#hseerattua uutta globaalia intranetia
Compassia kaytetaan. Tutkimuksessa selvitettiinkiligton mielipiteita uudistetusta
intranetistéa ja etsittiin ideoita jatkokehitystartem. Vastauksia kysymyksiin haettiin
yrityksen henkilostolle suunnatulla sahkdiselld dtyBa, joka oli saatavilla intranetissa.
Saatuja vastauksia analysoitin paaasiassa kvainigasti, mutta kvalitatiivisia
menetelmia kaytettiin avointen vastausten tulkiisessa.

Kyselyyn vastasi 451 henkil6a, joista 58 % tytskér8uomessa. Globaali intranet koettiin
selvdnd parannuksena entiseen, jolloin kaytdossa ketnmeni& erillisida intraneteja.

Compassin yleisarvosanaksi annettiin noin 7 aslaike10. Intranet tukee kayttajien tyota
hyvin ja sitéd kaytetddn lahinna tiedonhakuun jasten lukemiseen. Globaalit koko yritysta
koskevat uutiset ovat luetuimpia. Ulkoasun yhtersmé intranetissd on kayttdjien
mielestda hyva. Suuri osa intranetin tuomista uastsiminnallisuuksista on mieluisia,

mutta kaikki eivat ole viela vakiintuneet paivigéen kayttoon.

Siirtyma Wartsilassd kymmenista intraneteistd yintglobaaliin intranetiin on merkittava
ja tottuminen vie aikaa. Jatkokehityksessa on kgs#iva intranetin toiminnallisuuksien
jalkauttamiseen henkiloston keskuudessa. Monikéssal intranetin kehittamisessa on
kiinnitettdva myos erityishuomiota kieleen, paasjysisaltoon.

AVAINSANAT: Intranet, sisdinen viestintd, konserniviestintéanikansallinen yritys,
Wartsila
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ABSTRACT:

Adopting intranets has increased significantly dgrthe ten recent years. Intranets are
widely used in multinational corporations. They a@nsidered as the most important
source of internal company information. Via intratiee same information can be offered
simultaneously to every employee around the woflde challenges of multinational
intranets are language, access to intranet anémont

The study investigated the use of Wartsila's globalanet launched spring 2008. The

study aimed to research how the employees view tlegiewed intranet and how the

intranet could be improved in the future. The stwiis conducted by using an electronic
guestionnaire that was available in the compamamat. The results were analysed using
mainly quantitative methods but qualitative methedse utilized in analysing the open

answers.

451 respondents answered to the electronic questien 58 % of the respondents were
located in Finland. The global intranet was seem atear improvement to the previous
situation where tens of disjointed intranets wer@ise. The average grade in a scale of 1
being lowest and 10 being highest was 7.11. Thanet supports the daily work well.
Intranet is mainly used for searching informatiord aeading news. The global news that
concern the whole company are most read. The d¢ensisof the layout is good according
to the respondents. Majority of the functionalitiasthe intranet are good but not all of
them have yet been established in daily use.

The change at Wartsila from tens of intranets te global intranet is a big transition and
getting used to it takes time. In the future depeient of the intranet the main focus needs
to be on establishing the functionalities of thiganet into wider use. Language, access and
content needs to be taken into consideration irld@ing a multinational intranet.

KEYWORDS: Intranet, internal communication, corporate comitation, multinational
corporation, Wartsila






1 INTRODUCTION

Intranets are widely used in large multinationahpanies because they provide a versatile
channel for sharing internal information and knadge. Intranet is usually the main
channel for internal communications in multinatibesampanies. Via intranet the same
information can be offered simultaneously to evamnployee around the world. The critical
issues to the success of multinational intranets language, access and content.
Subsequently the advantages of intranets havetedsal companies building and adopting
intranets at an increasing pace in the past 15sye&ccording to a study made by
Lehmuskallio 2006 (2006: 289) nearly 93% of thegésmt multinational companies
operating in Finland have intranets, and nearly 7défsider the intranet the most
important source of internal company informatiormwédays nearly all these companies

are likely to have intranet.

Intranets are never finished or complete; the impneent work is continuous and dynamic.
Each company develops their intranets at their page, according to their own strategies.
Corporate intranets are evolving significantly la¢ tnoment and they will get an upgrade
when the “net generation” students enter the wadgal This generation has grown up in a
world steeped in communications technology andxfieets that employers think and
communicate the same way they do. They want to withat their colleagues, have their
own company blogs and subscribe to RSS (Rich Siteansary) feeds from the blogs of
their superiors and co-workers. These employeed teahelp build a company wiki and

keep contact with their friends on a companywidaametwork.

To attract and maintain talented young employeegpamies have recently woken up to the
necessity of intranet 2.0. New collaboration tolike virtual teams, discussion forums,
blogs or wikis are adopted. These tools enable & kimd of communication and

collaboration within the company but for the oldeneration of employees they may also
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involve a cultural change and thus change manageamehchange communication needs
to step in.

In this study | examine intranet in the context afmultinational company Wartsila
Corporation. The history of Wartsild’s intranetsegaback to 1996 when the corporation’s
subsidiary Wartsila Finland launched a local ingtatinat gradually expanded to a global
corporate intranet. The business areas launch&dotie global intranets around the same
time in mid 1990’s. After that the corporate ineamt Wartsila has been developed and
renewed a few times to meet the increasing demahds growing company. The first
corporate level intranet Link was introduced in thee 1990’s and 2002 Workroom with
links to separate intranets became the common hagesip everyone working at Wartsila.
(Kainulainen 2008.)

Wartsila launched a global intranet project in 20@6rder to get a coordinated global
intranet where finding information would be eas@rd content production would be
simple. The goal was to have one home page thaldwimia door to all Wartsila internal
information and a tool for everyone’s daily workhel challenge was to combine the
existing over 50 intranets into one global intratiett would support the concept of one
Wartsila and global brand image. The new intrammh@ass would also facilitate web 2.0

tools like blogs, wikis and discussion boards.

1.1 Goal

The goal of the study is to examine the use of abajl intranet in the multinational

company Watrtsila. A set of research questionsdhatbe derived from the goal concern:

1. How the employees of Wartsila use their intranet?
2. How the employees of Wartsila view their intranet?

3. How could the intranet be improved?
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The research questions are about the use, viewsgmdvement ideas for the intranet. The
first question how the employees use their intrametbout the frequency of use and the
most used navigational sections of the intraneis Tesearch question also covers how
functional the structure of the intranet is, howgyeénding information on the intranet is

and for what purposes the intranet is used. Upate-dontent and knowledge of who to

contact with questions regarding the content dmrieal problems are also discussed here.

The second question how the employees view théiariet, will examine the employee
opinions concerning the renewed global intranetiméflunctionalities. The employees are
asked to give a grade to Compass and to evaluatettn® intranet supports their daily
work. The set of questions derived from this reseguestion will tell how the information

channels, the available functionalities and featdoaction in the intranet and whether the

new global intranet is an improvement comparethéogprevious intranets.

The last research question how could the intrapatriproved will be tackled by the five
open questions in the questionnaire. These quastianvas what changes the employees
feel should be made to the intranet overall andtwhanges should be done to the layout
and style, structure, content, language, accesgianedof uploading pages of Compass.
Analysing these answers will benefit in outlinifge tareas that need to be improved on the
global intranet.

Previous communications studies show that incrghstomplex and competitive business
environment form greater pressure on employees grehter need for internal
communications. Kalla (2006: 30-32) says that makicommunications in multinational
corporations can be viewed from the perspective communications research or
management and international business researcla 8&¢s that internal communications
research focusing on the multinational corporationtext is almost non-existent and there
is a research gap where communication researckl coultribute (ibid. 30-32). This is one

reason why there is a need for this study of irtama multinational company.
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Lehmuskallio has researched internal communicatans intranets in large multinational
companies operating in Finland. She (2006: 304jeshKalla’s views that intranets should
be studied from the perspective of corporate comeations since in many of the largest
companies in Finland corporate communications actha organisational owner of the
intranet and is responsible for the intranet asduture development. Lehmuskallio (2006:
290) points out that few studies focus on intran@tsl even fewer on intranets at
multinational companies. This field should recenwmre attention since intranets are

widespread and a lot of resources are spent odibgiand developing them (ibid. 290).

In the theoretical framing of my own study | utdiznainly the studies conducted by Sari
Lehmuskallio and Luke Tredinnick. Lehmuskallio snducting research for her doctoral
dissertationon corporate intranets at the Helsinki School obrigenics. She has studied
intranets since 2003 and has concentrated on #® tdes, and content of intranets. Luke
Tredinnick, Senior Lecturer in Information Managemeat London Metropolitan
University is interested in intranets, Web 2.0 aricanet 2.0. He has written several books
and articles regarding these matters. The resdaaame for my study is influenced by
Lehmuskallio’s research on the use of intranets laedresults of language, access and
content being the main challenges on multinationabnets. My hypothesis is that the
global intranet Compass is seen as a change fduetiter but there is still a lot of room for

improvement.

1.2 Method

The research questions are answered by analysen@rbwers of the employees with
quantitative and qualitative methods. | use antela@ questionnaire that produces

answers that can be uploaded to a computer fortigaiare processing and analysing. | use



Excel and MOSS (Microsoft Office Sharepoint Senarjvey tool statistics in analysing

the data received via the questionnaire.

Hirsjarvi, Remes and Sajavaara (1997: 182) warhtttechallenges in using quantitative
methods are the shallowness of the material andtating the questionnaire. It is hard to
evaluate how successful the given answer altemmtare and there is always a risk of
misunderstandings. | spent a lot of time in cheghkhre wording of my questionnaire in co-
operation with the company. | also used open questin the questionnaire. All this effort

was aimed to avoid possible misunderstandings halibsvness in the study.

The questionnaire (appendix 3) consisted of matghloice questions, Likert scale ratings
and open questions that concentrated on gainingopement ideas. | analysed the answers
quantitatively with using Excel and by grouping then answers based on their themes. |
received 451 answers with an electronic questisandhe data contains answers to closed

and open questions.

1.3 Object of the study

The object of the study is Wartsild, a global nmational corporation that employs close to
19.000 employees situated in 160 locations in Ahttees around the world. Wartsila is
listed on The Nordic Exchange in Helsinki, Finlafithe corporation consists of three
businesses: Ship Power, Power Plants and Senibéstsila’s business consists of
products and services. It provides power solutifovsthe marine and energy markets.
(Wartsila 2009.)

Corporate Communications at Wartsila consists okstor relations, media relations,
branding and internal and online communications.rp@@te communications is

coordinated from the head quarters located in HilsBusiness communicators as well as
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the local internal communicators are also parthef global communications network in
Wartsila. (Wartsila 2008b.)

Wartsila uses several channels in internal comnatioic of which the global intranet

Compass is the main one. Intranet at Wartsila was dwned by the Technology (R&D

Department), then by IM (Information Management)l &mom the beginning of 2000 the
ownership was handed to Corporate Communicationsp wwow owns Compass

(Kainulainen 2008). Wartsil&’s internal magazinetisap is published four times a year in
four main languages: English, Finnish, Swedish dtafian. E-mailing and sending

newsletters via e-mail are still important commatien channels but in the future ordering
RSS feeds from the intranet is likely to gain mgreund. Wartsild’s intranet project and
Compass intranet are presented in sub chapter 5.4.

The idea for this case study has been developedgitire last few years that | have been
working at Wartsila Corporate Communications. | dndoeen actively involved with the

company’s intranet renewal project. As a membethef core project team | have been
planning and implementing the new global intranetmpass that was launched in April
2008. In a previous study | concentrated on howctional the project communication

about Wartsild’'s new intranet Compass had beenrdetioe launch. In this study |

concentrate on the use of the new intranet afeedabnch. My study is a case study that
concentrates on examining the characteristics efa@mpany (MOT 2009). Wartsila wants
to know whether the goals of the global intraneijgut have been attained or not. The
results of the study can provide usable informatiwout the use of intranets for other

multinational corporations.

As Wartsila is a multinational corporation, theiatl language is English. This was the
reason behind my decision to write the thesis igligh. This way the thesis and its results
can also be better utilised in the corporation.



2 INTERNAL COMMUNICATIONS

This chapter is about internal communications inltimational corporations. First the

functions and the main channels of internal comeations are presented to give an
overview of what is meant by the term (2.1). Theosel sub chapter discusses internal
communications in multinational corporations (2I8franet as a communications channel

is presented in chapter 4 where | concentrate toanats in multinational corporations.

2.1 Functions and channels of internal communioatio

Internal communications has several functions. Bul{a002: 109-113) classifies these in
four task areas: providing basic information, manggbuilding culture and community
and enhancing satisfaction. Aberg (2000: 99-100)dds internal communications into
five different functions: supporting basic functgnlong term profiling, informing,
connecting and interacting socially. Intranet canseen as a tool that benefits all these
roles and functions of internal communicationsisita tool for informing and supporting
basic functions but it can have a bigger role ifdmg the company culture and social

interaction.

Channel is a means to transfer the message frodesém the receiver (Wiio 1994: 78).
According to Aberg (2000: 173-174) the channelsindérnal communications can be
classified into four groups. The extremes are land short distance channels, direct and
transmitted communication. Short distance charsr@sised in the communication inside a
unit of work. Examples of these are communicati@tween the employee and his/her
nearest superior, department meetings or collea@la@amunication to the whole company
is transmitted via long distance channels like rimfative meetings. Transmitted
communication via short distance channels meansekample personnel papers and

electronic communication. (Ibid. 173-174.)
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| have constructed table 1 based on Aberg (200@) 1 visualise his concept of the
division of internal communication channels. | nfmti Aberg's table by removing the
outdated channel phone news. | have divided theegirof electronic communication into
two words intranet and e-mail and added the morgahmeetings that can take place via
internet by using voice and video. With insightzala Aberg (2000: 175) means physical

spaces where employees can exchange thoughtseadd id

Table 1.Channels of internal communication.

Short distance Long distance
channel channel
Direct Nearest superior/Other Informative meeting
Communication | superiors Partners and elected officials
Department meetings | Meetings and negotiations
Insigth plazas Direct contact with high level management
Colleagues Colleagues in other units
Transmitted E-mail Notice board
communication | Unit based notice boardCircular letters & newsletters
Unit based circular Personnel paper and customer magazing¢
letters CEO’s review
Factory newsletter Annual report
Intranet Online databases
Video news and internal radio
Voice and video meetings over internet
Intranet
Trade union’s communication
Mass communication

Intranet can be seen as a channel for both sh&igndie and long distance communication
but it is always transmitted. The division that Adpéas made is logical but | feel that it
needs to be updated to reflect the current sitnattbere the new channels of internal
communications are emerging. As large multinatimuaporations strive to reduce internal

travelling, these new channels like voice and videzetings over the internet and instant
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messaging will become more common. Even if thesetransmitted communication their
role can increase so that in the future they wdl deen as a short distance channel in

everyday work.

2.2 Internal communications in multinational cormggarns

Multinational corporations are large companies \bitanch offices operating in more than
two countries. These types of companies have becomee common along with
globalisation. They profit the world economy by eguling new technology and
management from one country to another. At the same multinational corporations
have been criticised for their economical power.sMmultinational corporations are
private but some are state-owned. (Facta-tietopaR@08.) As multinational corporations
operate in several countries they consequentlyison$ several national cultures and
languages. This needs to be taken into consideratio the company’s internal

communications and planning and implementing th&inasional intranet.

In her dissertatiointegrated Internal Communications in Multinatior@brporationKalla
(2006: 52) argues that the traditional view of ineé communications is not applicable in
multinational corporations and that a more holisipproach of integrated internal
communications would be a viable alternative. Imiral employees to work and feel
community spirit in a multinational corporation mag more challenging as there is neither
one language nor single culture to relate to. Boagdcommunity and contacting other
employees needs more effort than in a heterogengancation where employees work
close to each other. Multinational corporations eapand by forming joint ventures or
mergers and acquisitions in different countrieseé that integrating new employees to a

multinational corporation is also a task for inelroommunications.
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3 INTRANETS

The advantages of intranets have lead to a nunfbewutiinational corporations building

and adopting intranets during the past 15 yearss Thapter discusses intranet from a
technological and communicational perspective (3tPresents the development phases of
intranets (3.2), outlines the current trends andréuof intranets (3.3) and clarifies the uses

of intranets (3.4).

3.1 Technological and communicational perspectives

Intranets can be on the one hand defined from lantdagical point of view and on the

other from a business communication perspectivemAhe technological point of view

most intranets are based on the same technolotheasorld wide web (www) where the

information is arranged on www pages. Intranets umernet technology to provide

employees access to share data and documentatitm.aWintranet information can be
shared with different operating systems and harewaioughout the organisation by using
LAN (local area network) infrastructure, personamputers, the TCP/IP (transmission
control protocol/Internet protocol) communicatiom®tocol, a Web browser and a Web
server. (Wachter & Gupta 1997: 393.)

The www technology was originally developed 1990 Bgrners-Lee in the CERN
laboratories in Switzerland to serve physicianssiraring research information as an
electronic library that uses universal file formabme years later a graphic browser Mosaic
was developed and the success of the www explodedy pages can be read with a
browser and every single page has an individuatesddURL (uniform resource locator).
The special features of the www page are hypeaedtlinking from one page to another or
to another place inside the page. Other relevattife is multimedia that means combining

text, images, animation, graphics, sound, vide@rmdime connection via webcam. Www



also enables online interaction. (e.g. Barnes 260271, 169; Kuivalahti & Luukkonen
2003: 15-22))

The graphical user interface made accessing infioman the web easier and it raised the
interest of companies. While adding web servers lagvsers for accessing the internet
they realised that the same tools would also bg wwemeficial internally. Gradually
companies started to put their policy manuals, dwntation and company news to the
intranet. (Hills 1997: 5-6.)

Intranets are data bases meant to make the congpatgrnal information and applications
available to employees. Usually a corporate intrénas one home page that includes the
latest news, main navigation and important linksotber parts of the intranet or to
applications. The intranet home page lay outs amimming more and more similar says
Nielsen (2005). The canonical intranet home pagesists of four elements: top horizontal
bar, left column, middle area and right column. Togo of the organisation, the global
navigation of the intranet and the search are lsirathe top horizontal bar. Left column
on the home page is normally used for presentiegntivigation bar. Middle area is used
for photos, illustrations, a list of news headlimesl boxes with links to important features
and applications in the intranet. The middle araa consist of one or two columns. The

right column is often the place to have a set ofelspwith pictures. (Nielsen 2005.)

As an internal information system, intranet is nettd from outsiders and public internet

(E.g. Scheepers & Rose 2001: 3; Barnes 2002: liidynet users can use the internet but
they do not have access to restricted intranets.cldarest distinction between intranet and
internet users is that intranet users are emplogéas organisation and to them intranet
represents a daily tool that is part of their wdflence they do not usually end up to the
intranet and its pages by coincidence but theyiaually searching for something specific.

Nielsen (2000: 264—-265) explains that the diffeesninn the user’s goals result in intranets

normally consisting of between 10 and 100 timesenpages than the company’s external
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site in internet. He says that the intranet desggeds to be employee-centred but otherwise
it does not differ much from the basic guidelin@id. 264—-265). The basic guidelines for

web design have stayed the same for several years.

Stenmark (2004: 7) reminds that although intraaatsinternet are technically similar they
are different in many aspects like when lookingthte forces behind development and
measuring success. According to Stenmark intraaretstandardised and controlled by the
organisations that own them and by the membershefdrganisations. This leads to
differences between internet and intranets in ase@$ as “content generation process,
nature of the content, dissemination rather thdraciing information and navigation

design”. Examples of these differences are compdeeble 2. (Ibid. 7.)

Table 2. Differences between internet and intranet conpenxision (Stenmark 2004: 9).

internet intranet
Content is provided in a democratic, Content is provided top-down by small
bottom-up fashion group of professionals

Content is diversified and subjective and | Content is non-specific, “objective”, and tp
detailed information is available on almosta large extent business related
any topic

Content is intended to attract visitors and| Content is intended to disseminate official
content providers measure success in tefmgformation in which the content provider

of number of visitors has no vested interest

Content is hyperlinked in an user-driven | Content is organised according to pre-

and seemingly ad hoc manner that determined corporate taxonomy manifested
transcends fixed categories in consistent menus

The content in internet is created bottom-up buininanets it is provided top-down by
professionals. This is something that | feel i®adly changing as many organisations are
giving more control to the basic users to providatent in intranets. The majority of

content in intranets being business related ikalylito change as it is the purpose of most
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corporate intranets. The content in intranet dassneed to attract visitors as much as in
internet. The navigation in intranets does oftellofo a predetermined taxonomy but the

use of hyper linking is growing.

When considering the communicational point of viglwntranets Lehmuskallio (2006: 91)
emphasises that the intranet definitions lack ttéon that intranets are not only for storing
and retrieving information but also for particulagnhancing communication flow within
the information. According to Lehmuskallio (200692} the intranet is “a medium by
which and in which company-wide internal communaatmay take place”. She sees
intranet as a versatile and fast channel that canabcompany-wide mass medium
circulating content such as information, news aiddo the whole personnel at the same
time regardless of the location. The intranet céso &e used for reaching smaller
predetermined groups. Intranet’s collaborationdamly. virtual teams, discussion forums,

blogs or wikis enable wider communication withie tompany. (lbid. 292.)

The advantages of the intranet compared to othernial communication channels like
personnel magazines or meetings are reach, spdddrgeting. Intranet works two ways if
needed and it enables user feedback and even simcuuivalahti & Luukkonen 2003:
46-47.) Tredinnick (2004: 36—-37), does not sharevddahti and Luukkonen’s views. He
finds that giving feedback on intranets is not tkamightforward. Existing feedback
mechanisms such as e-mail links and forms formradrao feedback and thus they are
inadequate for gaining true information about hdw tmessage has been received. The

mechanisms do not guarantee that the messageetvtiaygh. (Ibid. 36-37.)

As a summary intranet is a network, built and named within the company firewalls,
offering internet technology and various contemtsthe exclusive use of the company’s
employees. For internal communications intraneviplies a tool for quick actions. It is a lot

faster channel for sharing information than e.geesonnel paper that takes a lot more time
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to produce. On the intranet it is possible to watéext and publish a news item that is

visible to everyone in the company right away.

3.2 Development of intranets

According to a study conducted 1996 intranets heaehbmplemented in approximately

60% of the largest companies in United States (\¢ack Gupta 1997: 393.) Studies in

Hong Kong show that as early as 1994, 41% of 5@0pemies located there had intranets
(Lai: 2001). The statistics of Statistics Finlarbw that spring 2008, 77% of the Finnish
companies with over 100 employees and only 28% | dfimnish companies had intranets.

Postal and telecommunication industry is the nunoiperin adopting intranets (50%\)\<e

of information technology in enterpris2808.)

Kuivalahti and Luukkonen (2003: 25) see that inttanbecame more common in
organisations from the mid 1990s, and the developritem individual projects to global

solutions has been fast however during the lasgetss it has gone through five specific
phases. Kuivalahti and Luukkonen introduced thesdué@onary phases of intranet in
2003.

Kuivalahti and Luukkonen (2003: 23-45) have nantesl first phase as thenit based
pioneers The first intranets evolved in different unitstbe organisation thanks to a few
enthusiastic individuals who gathered informatioonf the organisation. The content
production was maintained alongside these indivgluawn work. No corporate level
intranet strategy was implemented since the managemhuman resources,
communications or information management did nobvkrhow to approach intranets.
Some experiments were more successful than otherthé gain was that new ideas and
new talents emerged in the organisation. (Kuival&htuukkonen 2003: 23-45.)



Lehmuskallio (2006: 298) states also that compangslly have started from multiple
grass roots efforts, but many developed later,utinostandardising and controlling into
integrated corporate intranets. While some comgatoastruct one corporate intranet and
integrate all intranet efforts some choose to haweetwork of interrelated or disjointed

intranets.

Scheepers and Rose (2001: 3) remind that emergitigearass root intranets Kuivalahti

and Luukkonen described was possible because thnén technology is based on open
standard and it can be taken into use without aquisaitions or licences. There is no need
for management decisions or road maps and theme dependency on the organisations

information management.

Corporate level static implementationrepresents the second phase in the categorisation
made by Kuivalahti and Luukkonen. At this phaseittteanet technology was finally seen
as a strategic matter and unit based intranets iwtggrated into corporate intranets. The
visual layout and structure planning was usuallpedby a professional external vendor.
Designated content producers were in charge ofdnéent production and complex html-
tools were in use. These intranets were relativhtic information channels. The
management placed all important information to ititeanet without editing the texts to
meet the needs of the target audiences. The ube abrporate intranet remained low but
the unit based intranets kept living their own $ivé&he important development was that the
potentiality of the intranet as a management toaé wealised. (Kuivalahti & Luukkonen
2003: 23-24, 31-34.)

Lehmuskallio (2006: 297) points out that when tbenpany’s management and corporate
communications finally realised the potential oframets; they were developed “from a
few-to-few medium to a larger, more important cogte-level network” like Kuivalahti

and Luukkonen presented. The goal was to use trenet as a unifying and strategic tool.

At the same time development and maintenance regplites were removed from grass



24

root intranet builders and given to corporate la@telopers, and content was created in a

more bureaucratic and controlled top-down fashtimid. 297.)

Kuivalahti and Luukkonen (2003: 23-24, 31-34) ourd that in the third phase there was
a need to get theentralised content production in use The intranet had sprawled to a
huge web of html pages. Content management sydtkenpublication tools were taken
into use so that more people could produce contdmgse publication tools were provided
by external vendors and intranet renewal projec based on technology. Responsibilities,
rights, approval systems and metadata were ongdyeda and logical content structure was
considered as paramount. Content wise the aim avgetta more consistent layout even
though it was still quite unrefined. As a resule tbtructure of the information became
scattered and evidently finding information becanwe difficult. (Ibid: 23-24, 35-37.)

The fourth phaseprofiling and processespresented the possibility to target content. It
became popular to target information like news etiog to the user’'s organisation,
location, job role or some other relevant factonfiing tries to offer the user what he/she
wants according to her/his profile. The repeatingzowords after the change of the
millennium have been usability and user friendlinésuccess in completing tasks), two-
way communication (discussion boards, blogs) atefaetivity (surveys, wikis). Together
with the fourth stage different work process degons as well as instructions and other
documents became the content of intranets. Thewaslto make the organisation more
transparent. (lbid: 23—-24, 39-42.)

Workplace dashboard as the fifth stage represents the current sitnatio some

companies and is still just a vision in others. dwing to this approach the intranet is no
more a static place to store information but a geased dashboard that is a door to
applications and databases. As an interface irtraines together the operative systems
like operations, CRM-systems (Customer Relationdhigmagement), product catalogues,

contract management and financial administratiothabeverything would be available via



the intranet. Developing intranet is making the ighorganisation work more efficiently

with the help of digitalisation. Kuivalahti and Lkkonen visioned in 2003 a wide wireless
mobile use that would enable access to informatith a laptop, palm computer or a
mobile phone even from remote locations dependimthe time and place. This way e.g.

travel reports or working hours could be reportedhey occur. (Ibid: 23-24.)

Wartsild’s intranets have evolved via all thesegelsafrom multiple business and country
level intranets into an integrated global intrandthen the intranet project was started
finding information had become difficult and timensuming because the structure had
become scattered and some of the content was edtdaihe intranet was in the second
phase of the evolution and it was mostly a corgolatel static implementation. The goal
of the intranet project was a combination of phadeand 5 where profiling and

personalisation would help target information ahd intranet would act as a dashboard

providing access to different operational applmagi and databases used in the company.

Accessing intranet and applications is nhowadayyg aaany time and in any place as long
as the user has a lap top and a connection tonetteAt Wartsila remote use is made
available by VPN (Virtual Private Network) connectithat enables connecting to the
corporate network via internet. Remote use via teophone is not fully supported at
Wartsila yet but reading RSS feeds of the inteneavs published in the intranet is already
possible via mobile phone and an RSS reader.

According to McCormick (2000:4), a consultant atttdan Wyatt Worldwide, employee-
to-employee information sharing is what is happgnincompanies in the 2kentury. He
puts it like this: “Once you get the documents,adahd transactions online, companies
begin to realise that the web is a community kndgéetool.” (Ibid. 4.) Kuivalahti and
Luukkonen do no mention information sharing in thdéive development phases
presumably because the trend has become evidgntlornihg the recent years. McCormick

(2000: 4) sees information sharing as the next eohasthe development of company
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intranets. It is about sharing knowledge betweepleyees with the help of web 2.0 tools
like wikis, blogs and RSS that | will discuss irethext chapter.

3.3 Current trends and future of intranet 2.0

Intranet trends follow closely on the heels of st internet trends. One of the biggest
internet buzzwords lately has been Web 2.0. Itbisua social media and user-generated
content as opposed to the static, read-only natiraVeb 1.0. Examples of these
innovations are Facebook, YouTube and Twitter.he field of intranets Web 2.0 has

evolved to Intranet 2.0, incorporating social mediatranets.

Web 2.0 is an umbrella term that encompasses blotggs and interaction in various
forms. Characteristic for the Web 2.0 era is theetitgpment of tailored services that are
customised to the needs of each user. Web 2.0Measbeen called “Internet with a human
face” since individuals themselves create, use sdnradle the Internet resources. (Absolute
Digital 2008; Share 2008.) Tredinnick (2006: 228jies Web 2.0 like this:

Web 2.0 is a process of ceding control over apiitina to users, enabling users to
extract information and data and reuse that inftionaand data in a flexible way,

enabling them in the process even to change thetgte of the information system

itself.

Tredinnick sees that as distinction to the previpliase, Web 2.0 is giving more power to
the users in re-using and reorganising the infaonatHe (2006: 229) continues that blogs,
wikis and RSS feeds give more power to the usersetect, filter, publish and edit
information and participate in the creation of mmf@tion resources. Next | shortly go
through the basics of blogs, wikis and RSS feett'e-most popular Web 2.0 features that

have been taken into use in company intranets.
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Blogs are one of the oldest Web 2.0 applications. Thgyeaped in the mid 1990's as
publishing tools that replaced the earlier web jshiohg software by combining web-forms
with ready templates where to show information. Tin&t use for blogs was as online
diaries but they soon developed to be used as a gareral information tool. (Tredinnick
2006: 229-230).

Blogs can be used in different ways be it education communicational. Dyrud, Worley
and Schultz (2005: 67—68) point out that since lagg communication tools that transmit
messages there needs to be a strategy for theabtbg features. In business environments
corporate blogs can have a role in supporting tienless plan. One option to utilise a blog
is making the company strategy alive with commutimicain a blog how the strategy has

been adopted in everyday life. (Ibid. 67—68.)

Lee, Hwang and Lee (2006: 316) have studied compdriagging and its objectives among
the Fortune 500 companies, most of them being natitinal. They found out that most
organisations want to control the blogging by impdating top-down blogging strategies,
only few uses the bottom-up strategy and thus stpgoployee autonomy. (Ibid. 316.)
According to an article in Kauppalehti (2008) usibpgs in Scandinavia is not that
common yet. A survey made by a consultancy compBoigjoisranta and Burson-
Marsteller proved that only 11 large companies oltl32 use blogs in their online
communications. The only Finnish company that uslegs was Nokia who publishes

several blogs on their web sit&auppalehti2008.)

Wiki is an open way of collaboration where content edlpced on web so that anyone can
add, edit or delete information (MOT 2009). Tredakn (2006: 230) sums up that
fundamentally wiki is a tool that enables collalim@authoring. The users of wiki are able
to easily edit and update content that is converiel HTML on the fly. Wiki pages can
combine templates, authoring and tools and thup@tEreating even web sites. Public

wiki pages like the encyclopaedia site Wikipediawshhat creating content with a wiki can
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produce valid content. At its best the collabomatocd many users on a wiki can lead to a

consensus that results as credible and stablertofifeedinnick 2006: 230.)

RSS (Rich Site Summary or Really Simple Syndicatiée@d is a XML based form for
distributing text, pictures and sound (MOT 2009%Ris a way to group web content by
using content feeds which consist of XML markedfigs. They combine e.g. a lead
paragraph or a summary of longer news or bloglardad a link that leads to the actual
article in the intranet or interner. RSS can bdisetil in keeping track on what is being
published. To be able to read feeds the user n@ed®SS reader that enables gathering
several news feeds into one place. (Tredinnick 2@36.) The use of RSS feeds enables
the user to select the information that is relewanhim/her. It helps in the current day

information overflow.

Tredinnick (2006: 228) has explored the applicattbr'wWeb 2.0 technologies to business
intranets and their potential in managing and dgyial information and knowledge assets
inside the business. Intranet 2.0 changes nottbelyechnology but also the understanding
of the status of information, knowledge and the m@fl the user in information applications.

Tredinnick believes that in the future when thetoaris gradually ceded to the users, new
and more democratic and evaluative phases in thitation of information will open up

within organisations. This is not always an easyp $or companies and it needs time.

In January 2009 Financial Times published an atdlout businesses starting to take Web
2.0 tools more seriously. The writer of the artidessica Twentyman reminds that each
internet based technology has been seen as a thréa board rooms. Now that social
networking tools are gaining ground many businesslérs still see them as frivolous and
some even ban them. Multinational corporations Beneral Electric, Procter & Gamble,
Shell and Airbus are already integrating sociaioeking into their strategies. Social
networking tools like blogs, wikis and other welD 2ools are seen as encouraging

collaboration and increasing productivity, innoeatiand creating enhanced value. The use



of wikis has risen as experts utilise them to wtmfgether to solve problems and gather
ideas. A quiet revolution is taking place whether leaders acknowledge and embrace it or
not. Enterprise and intranet 2.0 are happening andhe next generation of workforce
enters the workplace the social networking tool8 ecome critical to companies that
want to attract the best talent. (Twentyman 20@@c&l Report, Digital Business 1.)

The Nielsen Norman group is a consultancy comphatyreviews the designs and usability
of intranets in their studyintranet Design Annual: Year's 10 Best Intranefear 2008
there were some apparent trends. Personalisatioordueg to the user's profile had
increased and integration of information sourceslted in a single page. Emphasis was on
mission-critical applications and information (swehsales targets). Integration of external
and company news in the form of customisable R&8sféncreased and the integration of
alertswith the main intranet to inform users of importaméssages had become popular.
Companies displayed their stock quotes and othenéial information on their intranets.
The different calendar functions for events andgmts had improved. There weadso
special sections to help orient new employ&asally, the redesigned and improved search
features that often went from horrible to good gatesl good user feedback. (Nielsen
Norman Group 2008.)

The same Nielsen study 2009 shows that intranetgetting more strategic. According to
Nielsen the intranet teams and intranet budgetsbayger and companies take more
ownership of their intranets. Intranet has a madmategic role in supporting work
processes. The winning intranets year 2009 werpirets by Web 2.0 and they had
increased collaboration support and social netwgrkeatures like employee directory that
resembles Facebook. Majority of these intranets @B® blogs and discussion forums.
Personalisation is becoming more sophisticated wilws updates that are provided
focused on each employee’s job profile and persamakests. Personalisation is also
beneficial in multilingual intranets that offer dent in the user’s preferred language. The
internalisation and localisation support has tak&nsteps in intranets. (Nielsen Norman
Group 2009.)
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Even if the trends in 2008 and 2009 were clearigdshn, it is evident that every company
intranet is not following these. All intranets dotrevolve in the same way or in the order
of the earlier described phases. As Lehmuskalli@0§2 298) reminds each company
develops its intranet at their own pace, accordintheir own strategies. Intranet is never
finished or complete, the development work is cumius and dynamic like the

development which can sometimes be centralising anather times decentralising.

Companies weigh the advantages and disadvantageserdfalised and distributed

development and control, shifting their intraneatggy accordingly. (Ibid. 298.)

Wartsila wanted to follow the development of socre@dia and the spirit of the age. The
global intranet Compass facilitates Web 2.0 toids blogs, wikis and RSS feeds. “We are
the Doers” blog is a company blog on Compass, wh#remployees can add their own
stories with pictures for everyone to read. The téii@r wiki is also open so that every
employee with access to intranet has contribugitsi and can add, edit or delete items. At
Wartsila ordering RSS feeds is available from bB# tmain news channels: the global,
business and local news as well as the global thulbmard. A new concept to improve

team-work and collaboration, workspaces was taknuse in Wartsila March 2009.

3.4 Uses of intranets

The uses of intranets are various and almost &s8tl According to Tredinnick (2004: 30—
40) one way to categorise these is to divide th@mfour uses which are; (1) disseminate
information, (2) store information, (3) facilitammmunication and (4) facilitate team-
work and knowledge sharing. These uses can be ndrik@n the expectations that

organisations have for their intranets. (Ibid. 3D}4

Organisations expect that intranets will be eitaefinancial or an intangible return on

investment. They are meant to save money and eehaffeciency by eliminating
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information black spots and enabling equal accessnfiormation for all employees.
Intranet can also have a role in establishing trepany as a community and thus building
organisational identity. (Tredinnick 2004: 29-30.)

Intranet ensures that everyone can access thelgatoedate version of documents such as
policies, manuals and forms. Compared with genenatinting and distributing paper
copies intranet is seen as an efficient waydafseminating information inside the
company. However the problem of using outdated nadtenay not be resolved as
Tredinnick (2004: 31-33) sees users as reluctargad from the screen and more likely to
print out material. This might lead to losing thestadvantage of distributing information
electronically and the control over the versiornha information in use. It is more costly to
have users individually accessing the documenterirtranet and printing it than to print
and distribute the material centrally. (Ibid. 31)33believe that the “net generation” will
probably be more used to reading from the screetheprevious generation. This new
generation of users knows how to use the advantafjelse screen like increasing or

decreasing the font size and adjusting the brigistne

According to Tredinnick (2004: 34—36gntrally storing information means gathering the
collective knowledge of an organisation in one pldefficiency can increase as users need
only to search the intranet for information allogithe intellectual and knowledge capital
to be exploited. There will still be a challengeettter to use HTML pages or other file
formats in presenting the information. Tredinni@W@4: 34-36) sees that HTML is not as
effective as more presentational formats like Wéixtel or PowerPoint that are often used
in corporate documentation. There are three salstito overcome the dilemma: to
transform all documentation to HTML, to producemgteing in HTML from the beginning

or to have both versions available alongside. (IBid-36.) Nowadays most material in
intranets like in Wartsila's Compass is preferably actual intranet pages. This reduces
clicking to related documents and makes accessifggmation more user friendly. At

Wartsila documents like presentations, forms ete. @ploaded to the intranet or to
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document management systems in the original foemdtthey are linked from the related

page content.

Tredinnick (2004: 36-37) states that facilitating communication intranet is an
ineffective communications tool. The fact that thieanet home page is often the first page
that employees see when they open their browsetretdhey see the latest news does not
however mean that the messages will actually redeinge audience. The home page with
its layout and navigation can become so familiat thsers no longer see nor read the text.
(Ibid. 36-37.)

Lehmuskallio (2006: 292) argues that intranet is varsatile technology from

communications point of view. WWW is often perce&lvas mass communication but
www-pages just like an intranet can be used asnaramications channel for a smaller
group. Examples of these are discussion areass emat blogs. Communications in an
intranet can be vertical, top-down, bottom-up omrizantal. This means that the
management can inform employees of decisions tepdmnd the employees can comment
these decisions to the management bottom-up or fmma colleague to another
horizontally. Intranet can be used in different wags it enables communication from

many-to-many and from some-to-many but also onex-(lbid. 292.)

Tredinnick’s (2004: 37-39) hard assumption is tmathing on an intranet will be read if
the information is not actively looked for. Accandi to him intranets are good for
communicating non-critical information and keepemgployees informed, communicating
information that is important to certain groups afganisation and communicating
information between individuals and groups withim aorganisation. Different
communication channels are for different purposesl dhe use of intranet as a
communications channel will not automatically rafbse communications and cut costs.
(Ibid. 37-39.)



Intranets are not dependent on the location. Lekallis (2006: 314) states that in
multinational corporations intranet is usually a renoimportant tool in internal
communications than face-to-face or email commuignaCheney, Christensen, Zorn and
Ganesh (2004: 350) note that when looking at time tilimension intranet has features of
both asynchronous communication and synchronousmeomncation. Asynchronous
communication occurs between counterparts thahar@ecessarily present in the process
at the same time. Examples of this are email, dson forums, wikis and blogs. In
synchronous communication the counterparts areepted the same time and it is possible

to get instant feedback. Chat is one example aflsgmous communication. (Ibid. 350.)

Facilitating team-work and knowledge-sharinghas become more important since the
corporate memory, the knowledge inside a compamy) be scattered around the
organisation in individual knowledge bases sucheagricted network drives or employees
own personal computer hard drives. Intranet caiilitite team-work and knowledge-
sharing but people are in the key role. The wayaigts will be used is defined by the
company culture. Shifting from a closed competittwdture to a more open sharing culture
is a change that requires effort. Implementing rtnanet will not automatically mean
exploitation of existing intellectual and knowledggpital. (Tredinnick 2004: 39-40.)

The use of intranets has changed significantly frpassively providing company
information to its employees to a more dynamic aflsharing and capturing knowledge.
Wartsild’s global intranet is mainly used to disgsate company information like news,
policies, manuals and forms. Compass is a knowleddgse for centrally storing
information that is open for everyone within themany. The intranet facilitates targeted
communication based on the user’s profile. Fatiitateam-work and knowledge sharing
at Wartsila is enabled by introducing wikis, dissioa boards and workspaces as a new

way of working.
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4 INTRANETS IN MULTINATIONAL CORPORATIONS

Multinational corporations function in different@graphical regions and different national
cultures. Therefore knowledge is scattered arohaddompany. This chapter discusses how
intranet can be used as a communication channelultinational corporations (4.1) and

what challenges multinational intranets face (4.2).

4.1 Intranet as a multinational communications dehn

Lehmuskallio (2006: 288) sees that intranet is adgchannel for internal communications
in multinational corporations. The main benefitloé fast and cost-effective channel is that
via intranet the same information can be offereuianeously to every employee around
the world. The information is available at the saimee regardless of the time zone or the
geographical location. Lehmuskallio reminds thanomunication via intranet also has its
downsides. Challenges to the success of the irtraree multinational context are access,

language and content. (Ibid. 288.) I will discussse more in sub chapter 4.2.

Global multinational corporations operate in a ¢andy changing world where
competition is tough and the companies that sucneed to act and react fast (Ba, Lang, &
Whinston 1997: 99). Lehmuskallio (2006: 288—289%Ksaup this notice by emphasising
that companies nowadays have to communicate fadt ediectively. The employees
working around the world need to be able to acdbss latest news, information,
instructions and guidelines anytime. As a charnmelintranet has proved to be effective for
distributing this kind of information. (Ibid. 28889.) Having round-the-clock seven-day
access to current and valuable information is alsmmpetitive advantage to a company

and its employees.

According to Lehmuskallio’s (2006: 289) studies doated 2006 nearly 93% of large

multinational corporations operating in Finland @éantranet, and nearly 74% consider the



intranet as the most important source of intermahgany information. The multinational
intranets studied by Lehmuskallio consisted magilgrganisation wide intranets but some
had unit, function or country based sub intran2@©6: 305-306).

Profiling and personalisation are current words agnimtranet developers in Finland. Still
less than half the multinational companies studigdLehmuskallio (2006: 306) used
profiling, and none of the intranets had persoati;. Profiling is about users having
access to the intranet depending on their roleebgs®files. This enables targeted
communication. Personalising intranet content mehas users themselves can create a
view of the intranet that fits their needs by chngdetween the intranet contents, tools or
elements. (Ibid. 306.) Kuivalahti and Luukkonen@2039-40) explain that it is no longer
enough that information is available but it shobkl personalised according to user and
situation. Personalisation is also about enabliegdiback and contribution to the
development of the intranets. (Ibid. 39—40.) Reogifocused and pre-determined content
by utilizing profiling and personalisation may hehe users to experience less information

overload and gain easier access to the contenardlér them.

Profiling in Wartsild’s intranet is based on theeis personal profile where they can
choose their default business and country. Theafjllobme page is divided to global news,
business news and local news sections. The glavas is common for everyone but the
business and local country news will be visibledolasn the user’s profile. The profile also
defines which business cell and local cell the sy under the news sections and on the
welcome page of each navigational section on Cosigd®e personalisation in Compass is
not that heavy. The user is able to add own linkd make quick access to tools and

applications.

Profiling is a good solution for preventing infortiwen overload which is the issue in
today’s world. Corporate communications as the mggdional owner of the intranet and

intranet content producers have a big role andorespility in choosing how to setup the
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intranet and which information to place in whichanhel. The aim is to help the users to
gain the overview and to get the relevant infororatielated to his/her e.g. organisation,
role or country. Content producers do not necdgdarow which information is important
or interesting to each user by contrast they neettaw bigger lines. Profiling requires that
the user also actively searches for informatiohimbrmation is no longer spoon-fed to all

the users via one news channel.

4.2 Challenges in multinational intranets

Intranet will fail if it never reaches the orgartisa wide popularity or does not root into a
part of the everyday functions in the organisaticghmuskallio (2006: 288—-289) reminds
that communication via intranet has its challendgestical issues within multinational
corporations are language, access and conterdanéitis a pull medium so the information
flow through the intranet is dependent on the @gtief the users. This might lead to e.g.
redundant and duplicated information and brokekslifibid. 288-289.)

Kuivalahti and Luukkonen (2003: 53) fear that enypl® attitudes create challenges in
implementing intranets as efficient communicatitramnels. It is easy to browse intranet
content on screen and click links but transfornimg to significant and productive activity

is harder. Developing intranets requires sufficresburces and professionals. (Ibid. 53.)

4.2.1 Language

Language becomes important in multinational corpama because in addition to a
corporate language there are several other languagese and employees have different
language skills. English has been adopted as tigeidi franca of international business

since one language is needed to make policiegtmdland information available (Charles
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2007: 261, 278-279). This is the case also at W&rtghere English is the official

corporate language and the main language in thmbiotranet.

According to Lehmuskallio (2006: 288-291) intrankése not been studied that much in
multinational or multilingual contexts. In her stesl Lehmuskallio (2006: 293-294) has
discovered that using English as the lingua fran¢he intranets may cause problems since
the texts are written in a language that the resadesrking in the branch offices or
subsidiaries may not fully understand. Even if Esigls not the first language it is possible
that the employees understand the texts. Howesgon, difficult terms and words that are
hard to interpret pose challenges for understanttieganguage. This can be the case in
companies where various experts of their own figlds encouraged to write and publish
information regarding their own fields of expertigkid. 293—-294.)

Lehmuskallio (2006: 294) worries that if the infation in intranets cannot be fully
understood or correctly interpreted, then intranit do no good for the company or its
employees. If the intranet is not able to offerrgday information to the employees in their
own language, the worst case could be that the et might even stop using the
intranet completely. If the texts published in amets are difficult to understand and
communicating information via intranet fails onessario is that employees may start to
search and spread information via unofficial ch#sach as rumours. (Ibid. 294.) Charles
(2007: 278) points out that language can empowdr uanfy employees but it can also
divide them. This is the case especially in suclitinational intranets where only one or

few languages are in use. Employees that do narstahd the main languages are left out.

Lehmuskallio’s (2005: 5) research reveals that ai@%6 of the multinational corporations
operating in Finland offer the company intranetanguage versions to meet the needs of
the various user groups. Most often the versioasraFinnish and in English since they are
the official company languages. 30% of the compapi@y have information available in
one language (Ibid. 7.) Lehmuskallio’s (2006: 3008)3study shows that content creators
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inside the company write the original texts dingdtl each language at about 54% of the
respondents companies, 21% use external transladmié about 17% use in-house
translators to create various language versiong, % of intranet texts are translated by

company personnel with sufficient language skflisid. 307-308.)

Global news at Wartsila’s intranet can be publisire® language versions in English,
Finnish and Swedish. These languages were chosetheys are the languages the
company’s stock exchange and most press releaspslaished in. The local country level
intranet sites on Compass can have content onotted language if the local company
chooses to and has enough resources. If most abtitent published on the local site will
be in two languages, a technical functionality edllanguage variation can be taken into
use. It enables publishing content in two languaged having a language selection
connecting the different language versions of gege. Usually the local sites on Compass
only have one language that is either English erdlcal language but some sites have two
languages and in some countries there are evenlimguages in use like in Finland where
there is content in Finnish, Swedish and English.tdgether 24 languages are used on

Compass at some level.

Lehmuskallio (2005: 2) accentuates that the sucoéssommunication via intranet is
affected by the intercultural and national variatioside the company. This means that
cultural and linguistic issues need to be paidnéitie to. Charles (2007: 278) sees that
multinational corporations need to realise thatglege is meaningful for the person’s
performance. She suggests that companies wouldogelanguage strategies that would
take into consideration the challenges individuahplyees face in multinational

organisations (lbid. 278).

Intranet in a multinational corporation should smppall the company functions and
operations around the world and provide informatimn all employees. Providing

information in local language is a question of tgses. If there are no translation services



available and the employees do not have suffics&ills or time to translate information
into local language, English as lingua franca pitev@his can be the case in some local
Compass sites if where there are only a few cortesgdtors and they are not fluent in
English.

4.2.2 Access

Access is one of the critical factors in the susadsa multinational intranet. It is important
that all employees are treated equally and thay theve equal access to knowledge.
Lehmuskallio (2006: 293) reminds that every compeagnot offer intranet access to all
their employees. Some individuals or employee gsomay have either limited or even
denied access for technical or financial reasorseMften the nature of a specific work
task makes access to intranet more difficult. Thisften the case with factory workers or
employees working outdoors. Lehmuskallio feels ting practise should be considered
even if the reasons behind it are logical. The eyg#s without access will miss

information and they will surely feel left out anthybe even less appreciated. (Ibid. 293.)

Companies become more transparent if every emplogpeaccess everything on the
intranet. Nielsen (2000: 276-278) says that manyel@ompanies are complex in a way
that all units do not know what the others are goifhis can even lead to overlapping
organisations. Intranet can make the situatiorretaéit enables finding information about
other units and the possibility to read the deasjduture visions and strategies of the
management without intermediaries. (Ibid. 276-278.)

Lehmuskallio’s (2006: 306—307) studies show tha8o6@8f the multinational companies
operating in Finland offer the intranet in almoBtad the company’s locations, but only
28% offer intranet in all their locations. The studid not reveal which parts of the

organisation are left out and what are the reabehid it.
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Technical issues also play a role in accessibilitye connection speed in remote locations
can be a big challenge in implementing an intraned global company and providing
access to all locations. At Wartsila most locatibase access to the intranet but the line
speed is sometimes slow in remote locations. Sjmed reduces the use of intranet. There
are approximately 13.500 PCs in Wartsila and alrttwstsame amount of users with user
accounts and thus access to intranet via theiopatscomputers. This number does not
include blue collar factory workers who have acdessitranet via computers that are in
shared use.

4.2.3 Content

An intranet is perhaps most dependent on the oreand management of its content.
Intranet is only as good as the quality and quamtitinformation it offers. Lehmuskallio
(2006: 288-289) states that globally many compaaiesusing their intranet as a door to
content like internal “news, tools, instructiondaguidelines”. Employees use the intranet
for getting up-to-date, useful and relevant infotiora and if intranets fail to offer this,

employees will not use them regularly, if at alid. 294).

Barnes (2002: 169) says that intranet usually plexiaccess to the organisations databases
like manuals, strategies, employees’ contact inétiom and news as well as discussion
forums. Lehmuskallio (2006: 288—-289) agrees thatanet is an efficient way to share
news, manuals and tools. The popularity of intrauséeéms from the strengths like fast data
transfer, efficient information storing and retii®y, interactivity, cost efficient

communications and technical compatibility. (1l288—289.)

Nielsen (2004: 100) reminds that content desigasismportant in intranet as in internet.
Quality content is one of the most important deteemts of usability the other one is
design which is about finding the information. Udiabstudies show that when users look
at the main content area of a new page they autoatigtscan it for headlines and other

indications (like links, pictures, bullets etc.)what the page is about. The users will scan
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the navigation only after deciding that the contisnhot of interest to them. (Ibid. 100).
Nielsen (2000: 160) also points out that the wedrsisre goal-driven and impatient: they
judge the content by asking “What'’s in it for meftid “How does this help me solve my
problem?” | see that the notions of web users ajgay to the users of intranet. Employees
are also goal driven and maybe even more motiviatdishd information that is related to
their work. The content of intranet needs to bertgd in providing fast answers and being
useful.

Lehmuskallio (2006: 296) points out that even thotlge content creation and management
have been investigated by many researchers thetd disagreement on how to best create
and maintain relevant and current content in c@gorintranets. There are different
approaches either to tightly control and strictlgmage the intranets or to allow all users to
publish content and thus facilitate knowledge stga@and encourage debate and peer-to
peer collaboration. The latter approach is gaimmge ground at Wartsila nowadays as the
content production is not that tightly controlleddnowledge sharing is encouraged by
providing discussion boards and blogs as well &sriafy all the employees a chance to
contribute to the Wartsila wiki.
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5 INTRANET PROJECTS

Launching a brand new intranet or renewing an old will most likely have an effect on
the daily work, the culture and the structure o trganisation. That is why change
management and change communication are essental intranet project. This chapter
describes the scale of an intranet project. It eoress what needs to be taken into
consideration in building intranet (5.1), prepariiogthe changes intranet brings (5.2) and
managing change communications (5.3). The executfoan intranet project is gone
through in sub chapter 5.4 where the intranet ptoge Wartsila and the global intranet
Compass are presented. The last sub chapter Sdduces the main findings of the

previous intranet study at Wartsila.

5.1 Building intranet

Each company is different. Pedley (2003: 138) resithat in building a successful
intranet the structure, identity, and way of dothfgngs in the company where it is taken
into use need to be reflected. The common thenascttimpanies nowadays are looking
for in an intranet are: “easy to use; structurathtbthe user; anytime, anyplace, anywhere;
readable; recreational area, easy to publish conbeisiness focused; search engine and
alert service.” (Ibid. 138.)

Intranet project is a big enterprise that needbawe the support and funding of the high
level management. In addition a technical enviramna@d a sufficient technical expertise
are needed. Managing the intranet requires comimdl coordination but it can also be
delegated to the organisational units. (Scheepdrege 2001: 23.)

White (2006: 30) emphasises that intranet withogtrategy is not reliable and will not

succeed. Without an intranet strategy the intrdret no support from the high level



management. Updating the intranet would in thae casnain as a hobby for the content
creators if it has not been stated as a part of tifécial work description. (Ibid. 30.)
Kuivalahti and Luukkonen (2003: 48-49) state thHa# tdeal situation would be that
communication, personnel, information managemeimt iatranet strategies are derived
from the company strategy and support each othéanet should thus be based on the

company’s strategy and it should serve it well.

Scheepers and Rose (2001: 4) have studied thernmeptation of an intranet in a South

African telecommunications company PhoneCo witt080.employees. The company had
several unofficial intranets made by the employaesested in internet technology and an
organisation wide intranet governed by the infororatnanagement unit. The researchers
noticed two views and interpretations in the inétaimplementation. The management had
a step by step view of implementing the standaddisganet top-down to reach the whole
organisation. The employees in turn had a bunchlifférent interpretations of the

intranet’s implementation. (Scheepers & Rose 2@611.)

Scheepers and Rose (2001: 12-13) believe that dpeddwn controlling and the
enthusiasm of individuals to make intranets are plementing views to build and
implement intranets. If the implementation is datep by step as defined by managers
then the unofficial unit intranets and their betsefind innovations may die. The other
extreme is to allow the individual intranets tosxwvithout management control. This may
lead to a confused and over loaded situation. €searchers see that there should reside a
balance between these: the project to build aanetrshould be coordinated but it should
also emphasise the effort of the individuals. Siasig the intranet is optional, potential
users need to be convinced on the benefits of ubmgntranet. (Scheepers & Rose 2001
12-13.)
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5.2 Intranet changing the organisation

Intranet can bring both positive and negative cleartg the organisation. | will first present
the possibilities and then bring out the challenged threats. Followed by a discussion on

the organisation culture and its role in estabtighan intranet.

Hills (1997: 37-38) says that implementing an inétawill surely break down hierarchical
walls between organisations as new culture of sbaand collaboration is introduced.
Communication will improve as it becomes more imratx) comprehensive, consistent,
and universally available. Intranet will change thesion of power in the organisation as
the hierarchy flattens and organisational bondinigcilitated. (Ibid. 37-38.)

Intranet may positively break the official and uimél established communication
networks. The user can get more information thaorbeand interact with people who
would otherwise be hard to meet. Nowadays any eysplan the company can basically
start chatting to the CEO by using instant messagése CEO can reply to a question in a

topic on company discussion board.

Negative side effects of intranets are that nevbleras and conflicts may arise with new
technology. Cheney et al. (2004: 371) remind thaheé equality in the organisations
decision making is increased via using communicatechnology, everyone will have a
chance to share their opinion. This might lead ifécdlties in making compromises if

there is a large amount of differentiating opinioAsiother threat in implementing new
communication technology is the information overflthat might surprise the ones that are
not prepared (lbid. 370). RSS readers and use dfilipg can help in keeping the

information flow reasonable when users can eitliek pr see the information that is useful

to them.



Launching a new intranet is not only about impletimgntechnology, the organisation as
the environment for intranets has a big role. ldeorto establish intranet into daily use in
an organisation, the prevailing organisation celtshould emphasise co-operation and
open information transaction. Ruppel and Harringt(#001: 37-49) have studied
implementing intranets to organisations. They cotel that after technology the
organisation culture is the next biggest objectniplementing an intranet. Ruppel and

Harrington (2001: 37-49) present five differentamgation types in their research:

1. Developmental culturewith outside focus appreciates flexibility and séleat the
organisation has succeeded with innovation andtatiap.

2. Rational culture appreciates order, stability and control struguk&hen reacting
towards the environment it always strives to optgrproductivity.

3. Hierarchical culture has inside focus and appreciates order and higéfyned
functions with hierarchical roles and rules.

4. Group culture has inside focus, but appreciates flexibility, &@gises good
relationships and dialogue between employees dsag/éhe individual commitment
and stake.

5. Ethical culture emphasises the trust between the members of ¢famisation and
the interest of the whole organisation over theéviddial interest.

According to Ruppel and Harrington (2001: 37) thgamisation types that best support
implementing an intranet are ethical, developmeatad hierarchical. Intranet positive
culture emphasises trust and concern for otherlpdeghical), flexibility and innovation
(developmental) and policies, procedures and inftion management (hierarchical).
(Ibid. 37.)

As the role of intranets gradually move towards wealge sharing — instead of only

providing information like company manuals — trastd openness will become more
important. The companies where the interest of dhganisation is greater than the
individuals foster an ethical and developmentatwel These companies will have a clear
advantage compared to other companies where tlaisegion culture does not support
knowledge sharing. At Wartsila the use of wiki inokvledge sharing is slowly gaining

ground. It is a new tool that enables every emm@dize chance to contribute.
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5.3 Change management and change communication

Change management is essential in intranet projidts about implementing change the

best way possible with tools like change commuiecatChange management has been
studied a lot because organisations operate imstaatly changing environment and they
need to know how to overcome change well. Changebeaseen as a challenge or a threat.
(Kitchen & Daly 2002: 47.)

Change management starts the change process henaihg the information the
employees have. When building an intranet it isdrtgmt to clearly state the benefits and
tell how the project is proceeding. In order tcseainterest and motivate management and
employees, change communication and a communicateom are needed. (Kuivalahti &
Luukkonen 2003: 145-148.)

Pendlebury, Grouard and Meston (1998) have wrdtsyut change management. They see
that active internal communications from the prbjeam to all the employees is one of the
key factors in change processes. Communications todee regular and extensive from the
beginning of the project to the end. The purposeoafimunication is not only to tell about
the change, or to motivate or reassure people. Gonwations can be a part of
implementing the change by producing ideas thaédpge the change process. (Pendlebury
etal. 1998: 47.)

Change communication is vital in change managenieendlebury et al. (1998: 267)
emphasise that all the important factors in thengkegrocess — involving people, reducing
resistance and defining the vision — are attainedcemmunications. Kitchen and Daly
(2002: 50) agree with Pendlebury et al. in intert@nmunications having an important
role in implementing change. Change communicatioiorms, explains and prepares

people for change and its consequences. When eagdoknow the reasons why the
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change takes place they are able to commit to thenge. Thanks to successful

communication uncertainty and change resistancendim (lbid. 50.)

Change communication and change management arevinted. Pendlebury et al. (1998:
267-268) see that the task of change communicetitincreate a "change movement”, that
can be reinforced and channelled to the right toras long as the vision of the change is
reached. The most important factor of change conmwation is building interaction;
communications is only part of it. The tasks of i@ communication can be divided to
eight according to Pendlebury et al. (1998: 2673268

Make all employees aware of the nature of the misio

Provide information on the nature of change.

Give reassurance that change is justified andtliebeing properly managed.
Assist individual development by indicating theiey of options that exists.

Draw attention to the actions of those involveddatvering change.

Speed up resolution of any difficulties that arise.

Spread the new patterns of behaviour that aredyileaginning to reinforce change.
Reassure all concerned patrties.

ONoGh~WNE

Implementing change communication needs suppon fiflee rest of the organisation. It
should be ensured that communication can and wifll fits functions properly. This
requires commitment of full-time personnel thatfewused and committed. Internal
communication manager has an important role in phecess since he/she has the
communication expertise as well as the existingnaeand channels to communicate to
each employee. The project team can act as a dupgsmn for the communication.
(Pendlebury et al. 1998: 275-277.)

Kuivalahti and Luukkonen (2003: 145-148) see thhemnvdeveloping an intranet, good
project management is essential but listening aaking employee feedback into
consideration is also highly important. Pendlebetal. (1998: 277) agree that in change
communication listening, discussing, convincing aregjotiating will take a lot of time.
The members of the communication team need to d&cpve and receptive, to influence
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and to be influenced. The goal of the team is trobthe communication by defining the
procedures of official communication, the messagebe conveyed and the people who
will participate in the change process. It is vhleao share experiences inside the project
team or to conduct regular surveys related to tienge process among the employees.
This will reinforce communication. (lbid. 277.)

Pendlebury et al. (1998: 278) see that the chatlédogthe communication team is to make
sure that it is the main information source for émeployees in all change related matters.
The communication team needs to manage the charggess and the resources to
maintain communication channels like meetings, guarel magazine etc. It is wise to
utilise the channels that are already in use (IBitB.) Pendlebury et al. do not mention
channels such as intranet and e-mail that are repysadvidely used in change

communication.

Change resistance is common in change processetoPand Doukakis (2003: 268) see
that behind the resistance there are several reamah as fear of the unknown, small
amount of information, possible change of statesy fof failure and losing the gained
benefits. People want to be in control of situagiand have impact on matters. This is why
a change dictated from the outside can be seentlaseat and it is resisted by not co-
operating. (Ibid. 268.)

To overcome change resistance a strategy is netedadticipate where and when the
resistance occurs (Aula 1999: 208). The strategy lwa implemented by the means of
change communication. The hardest thing in chamgenwnication according to Aberg
(2006: 135-136) is to change values and behavialiering attitudes, motivation or

commitment is also difficult. Changing opinions akmbwledge is easier. Increasing the
knowledge is based on trustworthy, reliable and feeinded communication. Trusted and
appreciated opinion leaders like high level managentan be utilised in overcoming
change resistance. (lbid. 137-138).



Aberg (2006: 139-140) argues that motivation arupsett from the group — are in a key
role in changing behaviour. People will alter thieehaviour if they are motivated. The
behaviour of a group will not change unless thepfe@hange. Changing values and
company culture is slow since they are the suppgrpillars that people rely on in
surprising situations like change. Values and caltthange only as the work generations
chance. (Ibid. 140-141.)

At Wartsila the change communication around theaimgt project was continuous. It was
part of the communication how the intranet projeas proceeding. The channels of change
communications in the intranet project were mathky project home page on the corporate
intranet, news and e-mails. Next | will look closeto the intranet project at Wartsila and

Compass intranet.

5.4 Wartsild’s intranet project and Compass intrane

Wartsila launched a global intranet project in 20DGe project was closed after the launch
of the new intranet in April 2008. The goal of {m®ject was one coordinated intranet that
would bring together 50 separate business or lewal intranets. The intranet core project
team consisted of representatives from Wartsilaisirtesses, industrial operations and

support functions. (Wartsila 2007a.)

The state of Wartsila’s diverse intranets back @9& was complicated. The corporate
intranet Workroom (picture 1) was used for publghnews and providing information
mainly about the corporate level functions. In &ddito Workroom, Wartsila had over 50
individual business, support function or local lleirgranets that had been linked to the
corporate intranet. No common branding was appiiredhe intranets. The contents,

structure and layout of the intranets were not doated and by looking at the intranets it
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was hard to believe that some of them even belongetthie same company. The only

common denominator was the company logo on tharietrhome pages. (Wartsila 2007b.)
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Picture 1. Workroom home page.

View the Code of Conduct |=>

Searching information on the various intranets wi#ficult and time consuming for the

users, as the structure was inconsistent and #rerséunction was not efficient enough.

This concluded in employees wasting a lot of timesearching information on the

intranets. Finding information on the intranet waspecially difficult for the new

employees of the growing company. Wartsila hadrdvéechnologies in use for producing

content to the intranets and some of them werecdiffto use and some were outdated. The

intranets were operating globally on several ssraad thus the total cost was high.
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5.4.1 Goals of the intranet project

The main goal of the project was to get a globahimet that was intended to be a door to
internal information and a tool that would make rgday work easier. As the information
would be more structured than before and the seamgine would be more efficient, the

ideal was that finding information would be fasted easier. (Wartsila 2007b.)

Wartsila wanted to haveoordinated global intranet in order to provide a corporation
wide intranet without duplicate information and hvitontrolled content management,
common information structure and navigation, adbés$y all Wartsila users worldwide.
Employees either using personal computers or coenpit common use have access to the
intranet.Common branding would be applied so that a common interface layouild be

in accordance with the company’s visual identityidglines, and mission and vision
statements, thereby helping employees to bettatifgevith the company. One of the main
goals waseasy to find information. The task was to improve accessibility of informatio

by reducing time needed to find relevant informati/Vartsila 2008a.)

Wartsila was aiming foone technology family and one server farmit would lead to
synergy in skills and competences and less issudéls systems integrationOne

technology family in usewas one key factor in the intranet project. Thevearfe platform
that was chosen is part of the Microsoft famReduced costwould become of all the

above items. (Wartsila 2008a.)

Contemporary communication facilities would provide discussion boards, surveys, and
interactive collaboration tools like wiki and bltlgat were missing from previous intranets.
The new intranet was also meantstgoport future extranet in order to provide a system
capable of being developed to support future egtréecilities. Theeffective sharing of
information would provide functionality to allow effective girgg of information and easy

cross-company communication and dialogue. (Warg€i28a.)
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5.4.2 Basic setup of Compass

The navigation and structure in the new intranein@ass differs from the old corporate
intranet. It is mainly based on processes not asgénnal units. The global information on
Compass is on the global level and the main langusgnglish. Local countries have the

possibility to have a local site for local contantd use local languages.

Compass home page (Picture 2.) provides internatsilnews on three levels: global,
business or support function and local. Global nelannel includes news that concerns
every Wartsila employee. Business news channalribdisiness or support function level
news and the local news channel is for local névweler these channels there are boxes
called “Business Cell” and “Location cell” that ¢am links to either business or location
specific documents or tools. The business and cpuntormation on the home page is
based on the user’'s profile. The main navigatior€Cofmpass is divided to five sections:
Our Wartsila, News & Events, Products & Solutio@perations and Business Support.
(Wartsila 2008e.)
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Picture 2. Compass home page example layout.

On the right hand side of Compass home page tBaagylobal bulletin board that is used
for shortly reminding about current topical issues,example coming maintenance breaks.
Under the bulletin board there is a banner areafoimage and a link. A combined local

time zone function and local weather can be foumdieu the bulletin board. The calendar
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shows public holidays in Wartsila countries. Unttex calendar there is a Black box with

some permanent important links that are relevantdst employees. (Wartsila 2008e.)

The header area includes My Quick Access drop dehere the user can configure links
to tools and applications that are used in dailykw&electing “Add new items” takes to

the Support catalogue where the user can searémpartant items and add them to their
quick access list. The right hand corner of thadee is a place for the search function.
(Wartsila 2008e).

The technology used in the new intranet is Micrb<dffice SharePoint Server 2007
(MOSS). A proof of the concept was carried outetst the publishing tool and it proved to
be easy to use. With MOSS it is easy to createedlitdsites using predefined templates.
MOSS includes personalisation features as well pssaibility to have wikis, blogs and

discussion boards. The platform also includes faiefit search function. MOSS is widely

used by large companies and the comments regardingsability have been positive.

(Wartsila 2007d.)

5.4.3 Launching Compass

Launching an intranet can be highlighted with teghof campaigns, shows, treasury hunts
or other promotion activities (Scheepers & Rosel2B). Kuivalahti and Luukkonen
(2003: 169-170) suggest including such applicationhe intranet that will surely attract
people. The main thing in launching a new intraseto train the content producers and
basic users. (Ibid. 169-170).

At Wartsila the launch of the new global intrarmik place on Friday 18 April 2008. The
home page of Compass was defined to be the figg gaat all employees saw when they
opened their browser on the launch day and onwaidslaunch of the new global intranet

was highlighted by utilising a flash picture on tieane page (see picture 3).
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'G‘:O AND PICK UP THE COMPASS ROSE!

Picture 3. Flash picture on Compass launch day.

A global news item “Welcome Compass!” was publistet it was signed by the

company’s executive officer to show the support emmimitment of the management.

Welcome Compass!

And welcome all Wartsila colleagues into Compas® our new global intranet.
From this day onwards Compass is the front door gatgway to all Wartsila
internal information. It is the tool to help usaar daily tasks.

With Compass we are building One Wartsila. Compudfess a common platform
serving the needs of knowledge sharing and targetedmunications. The 51
different intranets that we have been living wititl e moved to Compass and thus
all the Wartsila locations around the world willdoene more closely connected to
One Wartsila.

Compass is a living document, it will be develogedtinuously. | encourage us all
to take an active approach towards making Compasgsld class global intranet.

Ole Johansson
(Wartsila 2008c.)

From the flash picture there was a link to paratgin a competition called “Find the

Compass rose” that was on for two weeks. The ides te find a certain page hidden on
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the intranet. The users could search by using ¢heck tool or by navigating through the
intranet. The competition encouraged the usersatégate in the new intranet and at the
same time it highlighted the new efficient searcat twas a huge improvement from the
previous intranets. Once the user found the patghéeould participate in the lottery. An
iPod was drawn up among all who surfed throughh&é@ompass Rose competition page
and took part in a lottery. The winner of the cotitfm was announced later on a banner

on the intranet’s home page. (Wartsila 2008d.)

From the launch day onwards there was also a satlégarn about Compass” stories that
taught the users how to navigate on the intranéthanv to use the new functionalities. A
link to these stories with a changing theme wasquleon the banner on the home page to
ensure good visibility and access. The “Learn ab©ompass” stories were published

throughout the summer and in the fall.

Wartsild’'s intranet project was recognised by theopean Excellence Awards as it was
chosen the best Intranet project of the year 20@urope. The prize was handed out in the
European Excellence Awards ceremony in Budapestgbiy December 2008. (Wartsila

2008f.)

Knowing the background of intranets at Wartsila éinel goals of the intranet project is
important in understanding the frame of this stiRlgsenting the current setup of Compass
is vital in illustrating how the questionnaire usadhis study has been formulated. Next |
will present the previous intranet study at Watsilt will tell about the situation at

Wartsila when there were several intranets in use.
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5.5 Previous intranet study at Wartsila

A study was launched in June 2007 regarding theiaps and usability of the old intranet
Workroom, and the other intranets that were inais&/artsila. More than 2.500 employees
contributed to the intranet study. The questiorlnk was sent to all employees with an
email address and it was carried out by an exteorapany Fountain Park. Around 20% of
the entire Wartsila personnel filled in the questiaire. Respondents gave their opinion
about the intranet that they use the most. They \atso able to evaluate the other existing

intranets. Consequently all respondents did navant every question. (Wartsila 2007c.)

According to the study the most frequently visitetfanet was the local company intranet
but business/division and corporate intranets vadse used frequently. Approximately
30% of the respondents said that finding informati® rather easy but more than 20%
found it rather difficult. Finding information ome corporate intranet was most difficult.
(Wartsila 2007c.)

The intranets were mainly used for searching indrom, reading news and articles or
finding common templates, guidelines, policies étbit less than a half of the respondents
considered the structure of the current intranetsdg Third of the respondents said it was
not good but not bad either and approximately 1##ed that the structure was rather bad.
(Wartsila 2007c.)

Almost half of the respondents felt that the inétgnwere kept up-to-date well. Only about
3% said that intranets are not up-to-date. Howavéhe open answers many respondents
shared their concern over the large amount of eedidaformation on the intranets. Nearly
half of the respondents were unaware of whom tdambnf they have technical problems

or questions regarding the local, corporate orriass/division intranets. (Wartsila 2007c.)
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About one third of the respondents said that Wartstranets support communicating with
other people at Wartsila but 24% did not agree. gdirhalf of the people did not know
what to answer — maybe because discussion boand®ys and interactive collaboration

tools were missing from the intranet. (Wartsila 200

Look and feel is about the visual layout (coloufsnts etc.) of the intranets. The
consistency of look and feel across all Wartsitéaimet sites was rated as good by 47% of
the respondents. Twenty percent thought it is batl26% of the respondents didn’t know

what to answer. (Wartsila 2007c.)

The majority of those who patrticipated in the stsdyd that the intranets supported their
daily work quite well. But a fairly big proportiof27%) said that the local, corporate and
business/division intranets did not support therkwvell enough. On a scale from one to
ten (one being the worst and 10 the best) respdsidaive a grade of 6.33 to the intranets.
(Wartsila 2007c.)

A lot of answers to open questions were receivadhe study. The responses were mainly
related to the structure and layout of the intraneed for an advanced search function and
keeping information up-to-date. Open answers pdirgéso to difficulties in finding

information from the intranets. It also became clkat many respondents wished for a

coordinated global intranet. (Wartsila 2007c.)

My own study is going to be a follow-up study tweéstigate if and how the new global
intranet has changed the use of the intranet amdvily employees view their intranet. |
will mostly use the same questions in order to lble &0 compare the results received in
2007 to the results in 2009. The next chapter aeslyhe use of intranet at Wartsila.



6 THE USE OF INTRANET AT WARTSILA

In this chapter | concentrate on analysing the answo the Compass intranet study
questionnaire. My purpose was to find out how Wi@rts intranet is used and how the
employees view their intranet. The results willoateveal whether the new global intranet
is seen as an improvement to the previous intraaats how the intranet could be
developed in the future. The basic setup of Compdasmnet was presented in sub chapter
5.4.2. At first | will go through the structure d¢iie questionnaire and practicalities in
conducting the study (6.1). Then | move on to dischow the employees use Compass
(6.2) and how Compass is viewed (6.3). The asp#dssiguage on Compass are discussed
in sub chapter 6.4 and the additional feedbackimpdovement ideas are presented in sub

chapter 6.5. The last chapter 6.6 sums up the fimaiimgs.

6.1 Online questionnaire and conducting the study

The online questionnaire (appendix 3) used in #iigly consisted of all together 36

questions. There were multiple choice questionkerti scale ratings and six open

questions. The questions were about the use amds \0é the intranet and about finding

development ideas for the future. | have formuldtexiquestionnaire mainly based on the
previous intranet study additionally the theoryiotranet and challenges in multinational

communication as well as the channels, featuresfamctionalities of Compass intranet

were also taken into consideration.

The answers will be analysed by using mainly quatite methods. | count percentages,
modes, medians, average values and standard desgialode is the most frequent value
in the data set and median is the middle numb#reo§roup when they are ranked in order.
I will present my findings by using charts whengaeting the findings of my study only

and a combination of charts and tables when comgahe results of my study to the
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previous intranet study. | have shortened the nasheeme labels to make the tables more
readable. The original names are visible in thestioenaire (appendix 3). Excel and
Microsoft Office SharePoint Server survey tool ased in the statistics. The variables like
gender, age, length of service and position willused in comparing whether there is a
correlation between the variables and the ratengiseCompass. | discuss the answers of
the open questions qualitatively by grouping thewaers according to the themes. The open
answers will be carried along in the analysis bgcdssing them in context with the
quantitative themes. In order to identify the indual respondents in the example answers,
I will use coding such aR1 where R is an abbreviation for respondent andntiraber
indicates the ordinal number of the respondent. &tanple comments are in original form

so possible misspellings or solecisms have not beemnded.

This study is based on an online questionnairegagig 3) administered to all Wartsila
employees that have access to Compass intranetsideoable time was spent on
developing, testing and fine-tuning the questiorman order to ensure internal validity.
The questionnaire was only available in Englishe Btudy was conducted on Wartsil&’'s
intranet between 12 and 24 January 2009 and tipenmdents had 13 days to complete the
questionnaire. It was available via a link in albglbnews item (appendix 1) about the study
published on the intranet 12 January and via adyalimk (picture 4) on the intranet home
page. On 22 January a reminder of the study (appet)dwas published on the global
bulletin board on Compass home page.

T

J‘+ ;
b=
i
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Picture 4. Compass study banner on the global home page.
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The total amount of answers received in the studg 801 but unfortunately there were
technical challenges when launching the questioarand the first 50 answers did not get
saved into the survey tool and thus they couldoeatised in the final analysis. The number

of completed questionnaires was 451.

Demographically the respondents included employ&esn all levels within the

organisation and from all business and support tiomcareas around the world. The
respondents represented over 29 countries. Thendotncountry in the study was Finland:
58% of the respondents had Finland as their cou@mg reason behind this could be that
the global news of the study was translated toiBinand Swedish and published on the
Finland local site. The high number of Finnish mstents is also due to the fact that of

total close to 19.000 Wartsila employees over 3&@Mased in Finland.

Most of the study respondents were office work8B94) or specialists (25%) by position.
Majority (40%) of them represented the largest hess Services, 21% represented
Industrial Operations (WIO) and 17% corporate (suppfunctions like Information

Management, Human Resources, and Finance etc. 458teorespondents were aged
between 25-34 years and 31% was between 35-44mé&ha length of service was 1-3
years, 31% had been working less than three yeard/artsila but a large number (25%)

of respondents had worked over 10 years for thepanm 72 percent were male.

| combine quantitative and qualitative findings ahgossible compare the results to the
previous intranet study conducted at Wartsila 200¥n three areas were evaluated:
corporate, business and local company intranet.gaason of the two studies is not fully
reliable since the amount of respondents in theipue study was nearly 2.500 which is
over 5 times larger than in my study. After analgsihe data the results are compared with
the theory in the conclusion. My final goal is &t @n overview of the use of the intranet at
Wartsila. | hope that the results will show direatof how the global setup has changed the
use of the intranet and employee views. Based emetsults | will be able to give concrete

improvement ideas to the company so that the iatrean be further developed.
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6.2 Use of Compass

This sub chapter is about the use of intranet attdN& It discusses matters that concern
the frequency of use and the sections and locs Hitat are used the most. This sub chapter
has been further divided to two sub chapters thatadout content and access — both
challenges of multinational intranets and relatedding intranet. Questions about for what
purposes Compass is used, navigation structudinfiinformation, up-to-date content and
whom to contact with questions regarding the irdgtaoontent or technical problems are all
related to the content of the intranet and theityuad this content. Accessing the intranet is
not only about whether the user has access oitnistalso about the line speed and how
quickly the pages are uploading. All the responsiémtthis study had access to Compass

but some struggled with slow line speed.

When looking at thérequency of use the global intranet Compass is visited daily. 46%
say that they visit the intranet 1-10 times a dag 87% have the intranet open all day.
This tells that 83% of the respondents visit theaimet daily but there are different ways to
use the intranet. Some users visit the intraneneter they have the need but some users
have the browser open all day. The global Compassed nearly as much as the local
sites. The global Compass site is a bit more fretipeised. 52% of the respondents choose
it as the site they most frequently visit but tbedl sites usage is not far behind with 48%.
News & Events is clearly thenost used section on the global Compas43% state so.
Our Wartsila section providing company-wide genardrmation is the second most used
section with 22%. Business Support is right behinith usage level of 19%. Products &

Solutions and Operations sections are least usidine same 8% usage on both sections.

Wartsila in Finland local site is obviously theost used local sitdoy 59% since most of
the respondents in the study were from Finlandhéldnds is the second used with 5%
then comes Norway and Italy with 3%. Local newthis most used (67%) section also on

the local sites but on the local level the usagthefmain sections is more evenly divided



than on the global level. Local Business Suppdt®glland Local Operations (10%) are as
used as much as the Wartsila in country X (naméefcountry) section (10%) that is
meant to reflect the global Our Wartsila sectiortlanlocal level.

6.2.1 Structured quality content is crucial

As chart 1 reveals thglobal Compass is mainly used foreading news and articles (28%)
and searching information (27%). It is the sameasion with the local sites or at least with
the Finland local site. 35% use the local sitesréading news and articles and 25% use
them for searching information. Compass is not ttmatch used for finding contact
information or finding common templates, guidelireexl policies or accessing tools and
applications. Both these purposes reached a usagkedf less than 16%.

45
40
35
:*;Q ® Global Compass
3
%  3;
15 Local sites
10
5
0 B Old corporate intranet
6& & & _ B Oldlocal company
0 > intranets
&% é = Old business/division
SN intranet
SN
&
Q.

Chart 1. | frequently use the intranet for the followingrpases.
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In the previous study there was not an option “Asggy tools and applications” instead
there was option “Something else”. It is clear thatording to the results Compass is more

for reading news and the old intranets were a bitenfior searching information.

Regarding the question about the purpose the pemtits were given a possibility to
choose more than one purpose and they were ablgetthe “something else what” option
to tell what other uses they have. There were @dlyppen answers that revealed among
other things that Compass is also used for findeghnical product information and

checking the cafeteria menu.

Structure of the global Compass pleases the majority ofrélspondents very well or well
(46%) or average (34%). The structure used onaite kites on Compass is well structured
according to 43% of the respondents while 30 %itsiayaverage. When looking at chart 2,
and comparing the results of the question aboutsthecture in this study and in the
previous study, it is clear that respondents feat the old intranets were actually better
structured. This might be caused by the fact thatusers are not yet accustomed to the
new navigation structure. When the intranets wardied 2007, 46% the respondents felt

that the local company intranets were well struedur
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Chart 2. How well structured is the content of the intrafet

1) Structure is too complicated (R61)

(2) Bring in some structure, | feel as it's a bige pf info without a good
structure. If you want to find info, you have todwm where to search,.
Sometimes, this makes it rather difficult to fingaetly what you want.

(R111)

3) Poor structure is a big problem. Sometimesveha give up, when | cannot
find what | am looking for. (R314)

The open questions also reveal the same opiniom@ntite respondents that the old
corporate, company and business/division intrameige better structured than the new
intranet. This was the case with majority of th&pe@nses given to the open question how to
change or improve the structure. Many see thastheture of the new global intranet is
complicated and confusing (examples 1, 2 and 3pBadent R314 even says that he gives

up when the information cannot be found.
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The main navigation is not working that well eitlasrcan be seen when looking at example
4 where the respondent states that the searchidonist a must in the intranet as the

navigation is not useful. Respondent in exampldsb atates that the main navigational

sections on Compass are confusing.

4) "The top level navigation (Home, Our Wartsigc.) isn't working for me.
Technically it's working but | can't find anythirigpm there. | always need
to use the search function. I'd prefer somethirkg ICountry/division
approach." (R121)

(5) Sections are confusing and difficult to gueskemwe to look for the
information. Structure is confusing (R153)

Some respondents long for the previous set uperolth intranets where the structure was
based on business units and organisations not ggeseThis can be clearly seen in the

following examples 6 and 7.

(6) I still miss the split in the units Power PlenService and Ship Power and
WIO. | think it is too scattered around in many diegs and areas. [...]
(R67)

(7) general problem is that the structure is madeor@ing the "processes".
Anyway all the people are working in some orgamaratand the
organizationi based structure ( like at old inttameould make it much more

user friendly. (R436)

Some users are still quite satisfied with the stmecof the global intranet. They feel that it
is logical and functional once you get used tdlitis attitude can be seen in examples 8, 9,

and 10 where the respondents state they are camtérthe structure.

(8) Sometimes hard to fin information (the firgné) But quite logical when
you get used to it (R175)

9) The structure is also very functional, butakes time to familiar with it.
(R183)

(10) I'm satisfied with the current structure (RR1
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The opinions on the structure were quite differiige reason might be that users have
gotten used to the old navigation in the previoisanets and they are quite reluctant to
learn using the new navigation structure. Thisrie way how change resistance towards

the new intranet appears.

Finding information from the current global intranet is easier thamfrthe old corporate
and business intranets. 34% say finding informafrom global Compass is rather easy
and 27% say it is not easy or not difficult. (CHzut
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m Rather easy 34 37 27 33 31
B Not easy / not ditficult 27 25 34 32 35
® Rather difficult 22 15 20 19 22
m Very difficult o 4 0 4 5
Cannotsay 1 2 1 1 0

Chart 3. How easy is it to find the information you needtbe intranets?

Finding information from the local Compass sites laégso improved from the previous

study as 37% say that finding information on thealcsites is rather easy. Still almost the
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same percentage of respondents as in the previdmsneét study feels that finding
information on the global and local levels of theanet is very difficult.

The content on the global intranet and on the Isiak is bettekept up-to-date than in
the old intranets. 42% say the global Compass Iske&pt up-to-date and 40% say the local
sites are also well updated. Only 7% of the respotalsay that the content of global
Compass is either badly or very badly kept up-tted@he situation is worse on the local
sites on Compass as 15% say that the local siesitter badly or very badly kept up-to-
date. (Chart 4.)
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Cannot say G 4 4 3

Chart 4. How well is the content of the intranets kept agdate?

In the previous study 13% of the respondents stidu@idthe old intranets were either very
badly or badly kept up-to-date. The results shawahart 7 tell that as a whole on average
the content of Compass is better kept up-to-dae before.



The content on the local sites and keeping it ugati® is an issue that raised discussion in
the open answers as well. This can be seen in dgartip and 12 that criticise the lack of

content and poor maintenance on some local sites.

(11) The local sites should be developed and kepfited. The local intranet
coordinators responsible for uploading and keepireg content up-todate
should be competent enough to keep this as reqRRad6)

(12) Someone should follow up that the local sies being maintained and
updated. | have visited local sites from otheraef$ which do not have any
information. [...] (R349)

The respondents clearly feel that the local sitagehnot been maintained as well as

possible and this is an issue that needs to bedolv

When asking if the users knowhom to contact with questions regarding the intraet

content, it seems that the users know better than befdrenwto contacon the global

Compass and on the local sites (see chart 5). 368 kvhom to contact regarding the
information on the global Compass and nearly hiathe respondents say they know whom
to contact on the local sites. Previously only tioatact for the local company intranet
content was well known (34%). Still more than th{8B%) of the respondents on the
global level and quarter (24%) on the local levelnbt know whom to contact regarding

the content.
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Chart 5. Do you know whom to contact if you have questimgarding the intranet
content?

The users probably now know better whom to contagarding the content because the
respondents used the “sometimes” alternative kedstthan when conducting the previous
study. Now the proportion of “sometimes” is betw&and 31% when previously it was

from 26% up to 34%. As a difference from the pregiantranets, the names of the content
owner and moderator are visible on each page ingasmso the users should be aware of

whom to contact regarding the content. Clearly ighisot yet the case.

As can be seen in chart 6 users were not thatawekrewho to contact with questions
about technical problemswhen using the old intranets. According to thiglgt45% of the
respondents say they know whom to contact on thieaglevel and 51% say they are aware

who to contact regarding technical problems oridbal level.
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Chart 6. Do you know whom to contact if you have technmablems with the intranet?

Still 36% of the respondents do not have a clue tehoontact with technical problems on
the global intranet and 31 % do not know whom totact when they have problems on the
local sites in Compass. The amount of users replihat they sometimes know whom to
contact has decreased from between 25 and 32%wed® 18 and 19%.

6.2.2 Easy access is important

The line speed and the time of uploading pagem not an issue for the majority of
respondents in this study. The respondents achesstranet easily. Majority say that the
line speed is good (41%) or very good (16%). Oty iBave said the line speed is bad and
3% feel it is very bad.

The opinions regarding line speed and the timeptdading pages were also addressed in
the open questions. The respondents were askedcwaages or improvements should be
made to the access (the line speed and the timplofding pages) of Compass. The open

answers were related to the uploading of the howrgepline speed in the network
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companies, reducing graphics and leaving out taghflon the home page. The example

comments about the line speed and time of uploguthggs are compiled in table 3.

Table 3. Comments about line speed and the time of uplggoiiges.

Aspect Comment
Line speed | Compass has usually been quite fast to use. (R11)

| have not had any problem with the speed, works (R363)

The Compass website is too slow, sometimes reguvaiting
up to 10 seconds for a link to load. [...] (R96, Sipgre)

really bad speed as i can say... (R244, Italy)
Uploading of | The intranet pages can take a long time to loguka@slly when
the home loading the homepage for the first time. (R15, BaiKingdom)

page

Could be faster. In general, the compass home ipdgiank for more than
5 seconds. [...] (R122, the Netherlands)

Line speed | Should consider local internet speed. In many NVifGist like in Finland.
in To download some bigger files may take hours imstéaninutes like in
the NWC’s | Europe. None is paying attention on getting fastemections. (R68,
Puerto Rico)

=

Reducing [...] Reduce the use of graphics. Remove all animati®uch useless stuf
Graphics is eating up bandwidth and CPU resources (R60)

Large "adevrtisment pictures™ looks nice in cormmabut takes a

lot of space and slows down when downloading. Th&working
space, not a official website to have advertiserfarthe public." (R23)
Leaving out | Get rid of that ridiculous flash picture, it annaysre than it helps, with
the flash on | slow connections it is a nightmare. (R223)

the home

page

When having a closer look on the feedback receivech users outside of Finland in

locations like UK, the Netherlands, Puerto Ricaygapore and Italy the line speed is more



of an issue. The loading of the Compass home g ta lot of time and the intranet is
slow to use. The local internet speed in many nekwompanies (NWC's) is not like in

Finland and the time of uploading files from theamet may take a long time.

Some respondents see that the use of graphics mpa3s should be reduced so that the
intranet would be faster to use. These users fesl there is no use for graphics and
pictures on intranet that is meant for internal asly. Some respondents suggest leaving
out the flash on the home page in order to havieihepeed on slow connections. This
could be one option to improve the speed. The imgsbrtant thing is to improve the local
connections so that the users in different locatould have equal access to information
on the intranet.

The answers regarding the line speed and uploagaggs highlighted that the local

connections should be taken into considerationthedamount of big pictures should be
kept small. The quantitative results show howewat the respondents of this study are
mostly content with the line speed. This is propahle to the fact that most respondents

are located in Finland where the line speed iequitod and accessing information is easy.

6.3 Views on Compass and its functionalities

This sub chapter concentrates on how the employees their intranet. It is about the
overall grade given to the intranet and intran@psuting the daily work. The information
channels and the available features and functisemlon Compass are also evaluated.
Finally the question whether the new global inttasean improvement compared to the

previous intranets is discussed.

When asked about the overall grade for Compasbedbmes evident that the global

intranet has established its role among the respudedThe scale was between 10 highest
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and 1 lowest. The modgade given to the Compass intranet was 8.00 accordit3$?% of
the respondents. The average grade for global Cesnpas 7.32 and the median was 8.00.
The standard deviation for global Compass grade Wé8. The mode given to local
intranet sites on Compass was also 8.00 (35%). aMezage grade for local sites on
Compass was 6.90, the median being 7.00 and tmelssth deviation was 1.88. The
statistics of the grades given to global Compassallsites and for the old intranets have

been compiled to table 4.

Table 4. Statistics of grades given to intranet on a soalE) (highest) — 1 lowest).

Compass Global Compass Local sites  Old intranets
Average grade 7.11 7.32 6.90 6.33
Median 7.50 8.00 7.00 7.00
Standard deviation 1.77 1.63 1.88 1.60

Combining the grades of global Compass and the e gives an average grade of 7.11
while the median is 7.5. The standard deviatioh.7&. When the previous intranets were
studied 2007 the average grade given to all thraniets was 6.33 and the median was 7.00.
The standard deviation back then was 1.60. Theegoéthe intranet has improved slightly
but the users views concerning the average gradmare divergent that before.

When comparing the variables like gender, age,thenf service and position with the
grades given to global and local Compass it isrcthat they have an influence. The

average grades according to the variables havedmepiled to table 5.



Table 5. Average grade given to Compass according to éifevariables.

Variable | Total | Category Compass| Global Local
Compass| sites
Gender 127 | Female 7.35 7.51 7.19
324 Male 7.02 7.25 6.79
Age 228 Less than 25, 25-34 years 7.63 7.60 7.7
206 | 35-54 years 6.95 7.20 6.7
16 55-64 years 6.74 7.24 6.24
Length 91 Less than a year 7.40 7.56 7.23
of sewvice 13 years 7.35 751 718
218 | 3-10, more than 10 years 7.39 7.10 6.58
Position | 16 Trainee 7.69 7.63 7.65
21 Industrial worker 7.39 7.39 7.39
170 | Office worker 7.29 7.51 7.09
111 Specialist 7.05 7.19 6.90
73 Manager (without subordinates) 6.79 7.3( 6.2]7
51 Manager (with subordinates) 7.01 7.25 6.76
9 Executive manager 6.95 6.78 7.11

Females gave overall better rates (7.35) to Comiass male (7.02). Male also rated the
local sites with relative lower grades than femalMhen the age of the respondents was
used as a variable it was clear that the youngerdbpondents are as better grades they
have given to Compass. The respondents that asdHas 25 or 25-34 years have given

the best average grade (7.63) to Compass.

The respondents who have worked for Wartsila lleas & year gave a good grade (7.4) to

the intranet. These respondents might not have s&en the previous intranets as the new
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intranet Compass was launched in April 2008 and #tiudy was conducted in January
2009. These respondents are likely to have expmriebout Compass only and they
compared it probably against other intranets thayehused. The respondents that have
worked from one to three years have used the pusvidranets and the new Compass. The
grades they gave are nearly as good as the grades lgy the respondents that have
worked less than a year. There is a clear corosldietween the length of service and the
grades given to Compass (see table 5.). The lotigemrespondents have worked for
Wartsila the lower grades they gave to the cuiirdrdanet. The grades might show a sign of

change resistance towards the new intranet.

Position of the respondent does not have suchaa cterelation when it comes to grades
given to Compass (see table 5). According to tealte the trainees, industrial workers and
office workers are content with Compass. The sgistsaand the respondents with

managerial position gave lower grades.

When asked if Compass is amprovement compared to the previous intranetsa
majority of 65% of the respondents say yes. OnBg X2ate that Compass has not been an
improvement. The rest 22% of the respondents tatethey cannot say probably due to
the fact that 20% of the respondents have workeddrcompany less than a year and 31%
have worked for 1-3 years and so they are not f@amaiith the setup of the previous
intranets. When excluding the respondents that mawded less than 3 years and only
taking into consideration the respondents that vameked more than 3 years at Wartsila
67% say that Compass is an improvement and 19% sapot. The percentage of cannot

say replies dropped to 14%.

The results show clearly that the current Compasarnetsupports the daily job better
than before. This can be seen in chart 7 wheredbelts regarding support have been
compiled. 56% of the respondents feel that the ajl@ompass supports their work well

and 18% say that their work is very well suppotbgdCompass. 16% feels that their work
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is not too well supported. All together 74% sayt tGampass supports their work as 19%
state that it does not.
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Chart 7. How well does the intranet support the daily job?

The same question was also asked about the loaatrgcsites that are a part of Compass.
Almost the same number 57% feel that local Comgagports their work well and 14%

says very well. On the local sites the supportdaity job seems to be lower than on the
global level. 16 % say that local site does notpsuptheir work too well and 5% say it

does not support their work at all. The percentajehis and the previous study about the
old intranet are not fully comparable since opti@annot say” was not available in the

previous study. The other options were availabteigin and even if the results cannot be
compared the support for daily work seems to haaenbwnveaker when the old intranets
were in use.
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6.3.1 Layout and style

In this sub chapter | present the main resultsroegg the layout and style in Compass.
Going through the open answers | have a closer ddapinions regarding colours, fonts,

flash on the homepage and the use of pictures.

Compared to the previous intranet study there leas la huge improvement in ttagout
and style In the study conducted 2007 the consistency yduaand style was rated as
good or very good by 49% of the respondents. Asynas 20% of the respondents said in
2007 that the layout and style was bad. The numibave turned after the launch of the
new intranet and as chart 6 shows now 67% of thgoredents state that the consistency of

look and feel is either very good or good as o8ty <ay it is bad. (Chart 8.)
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B Average 23
® Bad 6 20
B Very bad 2 5
Cannot say 2 26

Chart 8. Please rate the consistency of layout and stylesadntranets.



Comparing the results of these two studies inimlab layout and style is a bit tricky since
in the previous study this question lacked an optialled Average. It might be that the
respondents that used “cannot say” in the prevstusy have now chosen average. Still the
results clearly show that the users feel that th@ut and style in Compass is more

consistent than before when the old intranets weuse.

Even if the users feel that the layout and styke @nsistent there are still things to be
improved. The feedback gathered via the open dquresti how to improve the layout and
style produced a lot of thoughts and ideas. Thpamdents took up matters like colours,
fonts and the use of flash on the homepage andsthef pictures in the intranet in general.

Some of the comments regarding layout and style baen compiled to table 6.
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Table 6. Comments about layout and style on Compass.

Aspect

Comment

Layout
and style

It is very nice; | really like it (R58)
no changes needed - "its the best " (R97)

The implementation of the Wartsila brand has bemredery well in
Compass. It looks professional. (R104)

Home page

Too much text/windows/areas on the first page. jR66

Layout ok, a little too much things all over tharspage (R435)

Colours

Easy to read and the colors are of course the Wéetsors. (R310)

Somewhat less orange...and more other colour27)(R

| do not like the orange color in headlines anditars since it is very
difficult to see. [...] I would like to see less oggnand more black in th
texts and use the orange color just for backgroandsdecorations.
(R12)

The orange and gray colour is too weak colour ¢k kat. Change to
traditional dark blue and black. [...] The readilyilis number one
priority. (R421)

Fonts

The font is too small. [...] (R255)

There are too much things and too small font usedygvhere. (R371)

Use of flash
picture on
the home page

Skip the flash image and make room for more news.fiFst page
should be fast to load and contain as much newsssble. (R41)

Use of

pictures

"may be it would be better if we put the pictureatifemployees in
Compas More pictures for any news in compas”

Most respondents feel that overall both the laynd style in Compass are good and they
are happy with its professional look. The Compassé page has too much going on
according to some users. A few respondents sayhbajlobal home page and its channels

contain too much content for the start page. Thespondents would like to have less

information on the global home page.
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The colours used on Compass raised quite a lotsotigision. The Wartsila brand colour
orange is not that popular among all the userssante would like to see other colours like
blue or black. These colours were used in soméeptevious intranets. The respondents
remark that the orange colour used in the linksthedgrey text is not that easy to read on
white background. Some suggest keeping readabsityumber one priority by changing to
more black and blue font colour instead. The sizih® default font used on Compass also
gets critique for being too small. Some respondéggkthat the flash image on the global
home page is useless and taking too much spacetfimmews. Still there were also wishes

to get more pictures on news items.

A few respondents stated that it would be goodhd& tmain navigational sections on
Compass would have CSS menu dropdowns so thatsdrewould more easily see what
sub sites the sections contain. In examples 13ldritie respondents give reasons why this

functionality would be useful.

(13) "under the main topics (e.g. business suppnt, wartsila..and so on) it
should show automatically with some kind of tree #ections. [...] This
would make finding information maybe a bit fastestead of ticking the
flag, and find out that it is not included what yane looking for)" (R253)

(14) "Use a CSS menu so it's easier to go to tige gau need. eg: to get to the
Global Events website.
Currently: click News & Events then move mouse oui® click Global
Events
Proposed: move mouse cursor over the News & Evmaniser and a menu
appears below, then select the section you needR96)(
According to respondents R259 and R96 the dropdownu would reduce clicking and

give the user a better overview of the contenhefdection.

As many as 131 respondents of 451 gave feedbatkeolayout and style. A lot of good
improvement ideas were gained. There are diffedpmions on what users want. E.g.
some want more pictures and some want fewer pgtorbe used on Compass.
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6.3.2 Information channels and functionalities amnpass

Information channels on Compass and the rates given to them are comuletiart 9.
The new functionality, highlight of the week flashage, has been welcomed. The results
show that 64% feel it is either very good (29%)good (35%). The Global, Business and
Local news as information channels are also funatisince majority of the respondents
rate them as good. The Global news is clearly amélahat has been well established since

it gets the best rates. Right after it are the Bess news and then the Local news.
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Chart 9. Please rate the information channels used on Cssnpa

The global and local bulletin board and the glodvadl local events calendar are not that
well established since approximately 11-14% stadié they cannot even say whether they
are good or bad. (Chart 9.)

In the open answers the information channels use@ampass were not mentioned that

much. One respondent expressed a wish to havieealigws compiled to one dynamic list



where all the Global, Business and Local news weldisible in one list on one page in

the order that they are published.

(15) A feature where you could get the latest nears several lists shown in
one dynamic list. (R74)
A dynamic list would most likely make it easierkeep up what is happening globally, in
the businesses and on the local level around thmepaony. On the other hand the
information flow would be quite extensive if alletmews is combined into one list. A list
with all global, business and support function newalready made available on Compass.

The questionnaire also had a questimw management uses intranet to share and
communicate information to the employees. The respondents see that in réngops

corporate intranet the management shared and corcawech information better than on
Compass. The results in chart 10 reveal that esibeadn the local sites the local

management does not communicate to the employeeslieas before.
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Chart 10. Does management actively use intranet to share@mdhunicate information?

Based on the results it seems that the respondeatsiot as sure of their opinions of
management using the intranet in sharing and conwaimg information as when the
previous study was conducted. The number of “Casagt answers is 4 to 8% higher

now.

Compass has brought alomgw functionalities and featuressuch as a more efficient
search functionality, a service called Support [@gtze, zoomable world map, a combined
weather service and world clock as well as the \&/@btool Wartsila wiki. As seen in the
chart 11 the search functionality is very good adity to 20% and 33% say it is good. 13
% state it is bad. The weather and world clock fienality is the best new functionality,

27% say it is very good and 39% rate it as good.
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Chart 11. Functionalities and features on Compass.

The results of the study show that not all the fgnetionalities have yet been that firmly
established. This could be probably because theitepprocess is still going on and the
users are not used to the functionalities yet. ENeugh Support Catalogue, zoomable
world map and Wartsila wiki have been rated moatlygood they are functionalities that
the users have the most difficult to give opiniai® percentage of cannot say statements
about these functionalities is quite high, betw&8r16%. (Chart 11.)

Many of the open answers received were abouts#ech functionality being useless.
Using the search or trying to narrow down the rssiy using advanced search is difficult

and results in hits that do not lead to right infation. Respondent 290 describes the
situation like this in example 16:
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(16) Search functionality. Either you don't get aimggle hit, or then there will be
too many results. [...] Advanced search don't neithark as precisely as it
should. (R290)

Respondent 289 compares Compass search to Goayleneds that it is not working as
well. Both respondents 289 and 382 remind thaickesinould be working better as it is the

main way to find information.

(17) For me the main problem is to find informativpom Compass. The search
in Compass is not quite as good as Google... (R289)

(18) Search function could be working better. With that function it is
sometimes impossible to find the right informatiorCompass. (R382)
The more efficient search engine was promotedernbmpass project communication and
it is something the users had surely been waitimgThe search has however not fulfilled

the expectations of all the respondents.

In the open answers there were next to no commeggsding the zoomable world map or
the weather and clock functionality on the homeepdhe Support Catalogue had a few
comments in the open answers and they were maaaytaromoting the tool and making

it more useful like example 19 shows.

(19) The support catalogue is on a too low levethia hierarcy. Move it to the
top row and give it a more descriptive name, eSgalch in compass".
The words "Support Catalogue" says nothing to iRé2()

The use of thavartsila wiki is something that the users feel is importants ltuseful
especially for the new employees (see example 20).
(20) [...] Very useful the wartsila wiki pages, exjadly for newcomers. (R82)

Respondents 60 and 29 guide in examples 21 anad®2he wiki could be improved by

making it simpler to use.
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(21) Replace the "wiki" functionality with a realkiv(MediaWiki or similar).
Make it very simple for a person or team to uploddrmation to a
"personal” space, with no technical restrictiofR6()

(22) Consider to make a real Wartsila wiki usingkipedia.com layout and
templates. It would be more useful and using apedia source code is not
illegal. Also some google system would be usefRR9)

These respondents have experience from other sydikenthe MediaWiki or Wikipedia

and they would like to see the Wartsila wiki movinghe same less restricted direction.

6.3.3 Contemporary communication and team-work

When asked about how well Compass facilitatestemporary communication such as
Web 2.0 tools like discussion boards, surveys, DRP6 of the respondents said averagely
but an almost equal percentage of respondentsth&t€ompass facilitates contemporary

communication well (20%). 21% could not say.

Discussion boards, surveys and blogs were not oreadiin the open answers at all. This
might be caused by the fact these channels aravelbtestablished. They have not been
promoted that much internally either. It might Iatt most users are not aware of their

existence.

The question about how the intranet facilitatesine team-work was even more difficult
to answer now than when the previous study was wmad. 27% say they cannot say

whether the global intranet facilitates on-linenteaork (Chart 12).
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Chart 12. Do the intranets facilitate on-line team-work?

However 8% say that the global Compass facilitée@sn-work very well, and 10% say
local sites facilitate team-work very well. Thisnsore than in the previous study. As a
whole, it can be stated that Compass does not supgam work much more than the
previous intranets. The situation will probably oba as the workspaces are taken into

wider use.

6.4 Language on Compass

This sub chapter is about language. The resporglemtwledge of English, views about it
as the main language, the most used languageseolodal sites and languages used on
Compass in general are discussed here.



The respondents of the study were asked about khewledge of English the main
language used in Compass. 71% stated that Engliahforeign language that they know
well and 17% said that they know it reasonably w&he study was conducted only in

English so it is evident that the majority know Esig well to be able to contribute.

The most used languages on the local sitegere English (37%) and Finnish (37%). This

Is once again result of the high participation faben Finland but the numbers also show
that many local sites have English as their manguage and people use it. Swedish is
third with 10%. The 47 users who state Swedishhag preferred language come from

Sweden and Finland since Swedish is one of theukgeyoptions on the Finland local site

as well. Based on the country selection there watg eight respondents from Sweden so
the real percentage of the one’s who had chosemiSkvas their most used language was
2% and the actual percentage of Swedish in Finleasl 8%. The languages that were not
selected at all are not included in chart 13. Seart 13).

40

35 -

30 +

25

% 20 -

15 -

10 -

5 |

0 -

$6%°Q s@“ \q}l\'\c}l & §§‘§:§ &%‘5* Géér}“ & @@\ @&%Q\ é\&
o Q,? RN Q 0@:\ 7R @6\
A &

&
C:,

Chart 13. Most used local languages on the local sites.
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107 open answers were gained when asking what eeargmprovements should be made
to the language of Compass. It became evidenntbat respondents feel that the language

of Compass is good as it is. This can be seenamples 23 and 24 that make clear that the

current situation with English as the main languiag&orking.
(23) english the global communication languagénis {R166)

(24) [...] English should remain as the main langud&249)

English as the main language of the intranet isaeable and if local languages are needed
they should be available on the local sites. Thithe reasoning of respondents 11, 67 and

108 in the following examples 25, 26 and 27.

(25) Should remain English. Just local new shogle local languages. (R11)

(26) | think most of it could be in English. If lamt a Local site to be updated, |
will not update it in three languages. Englishnsegh. Only the local news
with the lunch menu (as HR/info) writes should bé&all" languages. (R67)

(27) There should be native languages in local(Bif€8)

A few respondents pointed out that the blue cd#latory workers might not understand
English and that the labour unions would also ber@sted in the use of local languages

(examples 28 and 29).

(28) I manage with English -but there are many lohiéar pelople which are not
able to understand English (R75)

(29) There are many questions from unions regariedanguage. They mean
that there should be more languages english andd¢hElanguage. [...]
(R92)

Respondent R38 emphasises that the language haspamtant role in involving all

employees to the company.
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(30) Compass is slowly having all languages cove&utws the importance of
having all employees envolved and making it a useforking and learning
tool. (R38)

A few respondents state that the whole contenh@fiitranet should be translated to local

languages. This wish can be seen in example 31.

(31) "the global compass can be adapted to theigeyof each wartsila
company i.e french for west africa, spanish fanlabuntries.
think that it will be more accessible if we candéain our own language.”
(R145)
On the contrary some want that only one languaggligh would be used on the intranet.
This is shown in examples 32 and 33 where the refgus state that English should be the

only language on local sites as well.

(32) English only would be the way to go on thealgpages, as well. (R217)
(33) Single language, English is fine. (R241)

The respondents who wished to have only Englisiedtthat English is a foreign language
they know well. There were also some answers Ika@rples 34 and 35 that pointed out
the need to have the content on the local sitdsniglish as well and not only in a local

language.

(34) English is to be the default language als@linlocal sites, in case units
wants to maintain in local language that is thhiose. [...] (R226)

(35) Some information on local compass are onlthenlanguage of the country
and should be translated in English. For examplé&jnland, some pages in
Hobby and Recreation are only available in Finnikhis difficult to
understand for a foreign employee. (R246)
The comment in example 35 shows the language olo¢hésites is an issue especially in a
global multinational corporation where there areeiign employees who need also local

information in English.
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The Swedish speaking users on Finland local sit€@mpass want to set Swedish as their
default language in their profile (example 36). Haene wish is also seen in example 37,

where the respondent would like to define a defaniguage to user profile.

(36) I'would like to see Swedish news as my prefitaohoice but it is not
possible. (R62)

(37) Would be nice to be able to define a defaujjleage with a user profile
(R74)
The default language for users located in a certaimtry is the root language of that
country. In Finland the root language is Finnighs Inot yet possible to choose a preferred

language on Compass due to technical reasons.

6.5 Additional feedback and improvement ideas

These improvement ideas were gained via the lasn oguestion that offered the
respondents a chance to give feedback about agyttinery would like to change or improve
about Compass. A number of improvement ideas amopl@ints were received via the
open answers. These were difficult to categorisieuthe earlier headings so | will discuss

the My Page, use of browsers and other ideassrstib chapter.

A wish for My Pagethat the user can tailor was expressed by a fensuke R84 and R44
who wanted to have an own home page that wouldag@n own portal to information.

Their ideas can be seen in examples 38 and 39.

(38) I'want my own home page that | can tailor EXAG to things | want to
see every day. (R84)

(39) It would be nice to have "My Page", which wibube a portal for
information, which you need all the time. The mé&wature in this page
would be that you can decide what links are inalidB44)



A few users expressed their wish to use ottremvsers like Mozilla Firefox or Google
Chrome instead of Internet Explorer 6 because thesesers would be faster (examples
40 and 41).

(40) Add proper support to Firefox web browser allie7 update to be able to
use Tabs. ie 6 is rather outdated! (R11)

(41) Make it work with browsers that are faster @illa Firefox, Opera, ...). [...]
(R60)
One option would be to start using the newer versiolnternet Explorer as respondent 11

suggests in example 40.

The contact information on Compass needs to beretsifind. Respondents also want to
improve Compass introduction to new comers and pterthe functionalities like Support

Catalogue and My Profile. The possibility to givedback also needs to be more visible.
Some nice ideas like presenting the employee ofrtbieth and promoting personnel paper

articles in Compass were also gained via the opestmpns.

6.6 Summary

This chapter will sum up the uses of intranet artéild and how the new intranet is seen
by the employees. The global intranet Compasssised daily. A bit less than half of the

respondents visit the intranet 1-10 times a day3a8d have the intranet open all day. The
global Compass and the local sites are used naaripuch. The global site is a bit more
frequently used (52%) but the local sites usagwidar behind with 48%. News & Events

is clearly the most used section on the global Gmag43%), Our Wartsila section that
provides company-wide general information is theogsd used section (22%). Business
Support is right behind with usage level of 19%odeicts & Solutions and Operations

sections are least used with the same 8% usagetbrséctions.
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The main purposes for using global Compass areingatkews and articles (28%) and
searching information (27%). 35% of the respondessts the local sites for reading news
and articles and 24% use them for searching infoomaStructure of global Compass
pleases the majority of the respondents well (36€@verage (34%). The structure used on
the local sites on Compass is also well structud@do say it is well structured and 30%

say it is average.

Finding informationfrom the current global intranet and the localssiteeasier than from
the old corporate and business intranets. 34% saling information from Global
Compass is rather easy and 37% feel finding inftionadrom the Compass local sites is
rather easy. Finding information is still very difilt to almost the same percentage of
respondents as in the previous intranet study.régpondents say that the content of the
intranet is well kept up-to-date. 42% say the gldbempass is well kept up-to-date and

40% say the local sites are also well updated.

Finding contacts for the content on the global Casspand on the local sites is easier than
before. 36% of the respondents say they know wtammbact regarding the information on
the global Compass and almost half (49%) say timeykwho to contact on the local sites.
Still 33% on the global level and 24% on the lolalel do not know who to contact

regarding the content.

45% of the respondents say they know who to comé&mzrding technical problems on the

global level and 51% say they are aware who toambr@n the local level. Still around one

third of the respondents do not know who to contalsen they have problems on the

global or local level. Majority (57%) say that tlee speed and uploading of pages is good
or very good. Only 11% of the respondents sayeitiger bad or very bad.

The average grade for Compass was 7.11 while thdiamevas 7.5 and the standard

deviation was 1.77. When the previous intranetewgéudied 2007 the average grade given



to all the intranets was 6.33 and the median w@6. 7Then the standard deviation was
1.60. Users’ views concerning Compass are morergive and various compared to the
smaller deviation of views when the previous inétanwere studied. According to 56% of
the respondents global Compass supports their wellkand 18% and 57% feels that local
Compass supports their work well. On the localssitee support is lower. The layout and
style of Compass is better than before. 67% staethe consistency of look and feel is

very good or good.

The information channels that got the best rate® webal news, business news and the
highlight of the week. The global and local bulelioard and the global and local events
calendar are not that well established. Accordmght results in the previous corporate
intranet the management shared and communicatednafion better than on Compass.
According to the results regarding the local sites clear that the local management does

not communicate via intranet as well as beforeeeith

The new functionalities and features like the meffecient search functionality, service
called Support Catalogue, zoomable world map, vezathd clock as well as Wartsila wiki
have been received well. Still the results of thedg show that not all the new
functionalities have been that firmly establishdgéven though Support Catalogue,
zoomable world map and Wartsila wiki have beendrat®stly as good they are among

those functionalities that have most cannot sagstants between 19-16%.

Compass facilitates contemporary communication ashiscussion boards, surveys and
blogs averagely (32%) or well (20%) but 21% coutd say if it does or not. 27% of the
respondents say they cannot say whether the giotvahet facilitates on-line team-work.
However 8% say that the global Compass facilitééesn-work very well and 10% say

local sites facilitate team-work very well.
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The use of English as the main language on Compa®aind reasonable but there is a
need to use local languages on the local sitesteTivere also some views on having
English as the only language but the ones suggettia obviously have either English as

their mother tongue or a very good command of Bhgli

When comparing the results of this study to theiltesof the previous study conducted
2007 it is clear that Compass is an improvement fdplies to the question whether
Compass is considered to be an improvement torthequs intranets also prove this. 65%
of the respondents feel it is an improvement. Tverage grade given to global Compass
and the local sites is better than in the previatranets. It has risen from 6.33 to 7.11. If
the local sites are excluded the change for betteven more evident as the grade given to
the global Compass was 7.32. The younger the relgpds are and fewer years they have
worked for Wartsila the better they rate the netraimet.

Compared to the previous intranet study there le@s la huge improvement in the layout
and style of Compass. The intranets are better pgb-date and it is easier to find
contacts for content than before. The down sideh& according to the results the
management communicated better in the previouanats than on Compass. The current

intranet does not yet support team work that muckerthan the previous intranets.
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7 CONCLUSION

Wartsila launched an intranet project 2006 in otdaget a coordinated global intranet. The
challenge was to combine the existing over 50 mssirand country level intranets into one
global intranet. This was seen as key since findufgrmation from the existing intranets
had become difficult and they did not support tl@ecept of one Wartsila. It was also
considered important that the new global intranetie facilitate Web 2.0 tools like blogs,
wikis, RSS and discussion boardgaunching a new global intranet had an effect an th
daily work and the culture in Wartsila. This is withange management and change

communication were essential in the intranet ptagedVartsila.

The global intranet Compass was launched in A& Wartsila wanted to evaluate how
the new intranet was used and how the employees iieThe results of this study
conducted January 2009 give a lot of useful infdiomaand improvement ideas for the
company. Majority of the results can be generalmalg within Wartsila since most of the
guestions addressed such features and functi@salitiat are in use on Compass. The
results that related to the purposes that intremeised can be generalised more widely

when it comes to the use of intranets in other imatibnal corporations.

The goal of this study was to investigate the ukséntmanet in a multinational, global
company Wartsild. The research questions concemigd (1) How the employees of
Wartsila use their intranet? (2) How the employekdVartsila view their intranet? and
finally (3) How could the intranet be improved? Tlast question was answered by
gathering improvement ideas from the employeesutthér develop the intranet. The
hypothesis was that the global intranet Compass éhange for better compared to the

previous setup with over 50 disjointed intranetsthare is still a lot of work to be done.

In order to answer the research questions a questi@ study was launched in Wartsila’s
intranet and all the employees with access to tiv@net were able to contribute. 451

answered to the electronic questionnaire that stetsiof multiple choice questions, Likert
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scale ratings and 6 open questions. The answerg aealysed quantitatively and

qualitatively.

The results of this study were compared to the ipusvstudy of Wartsila’s intranets
conducted 2007. The comparison was productive singleowed how the use of intranet
had evolved. Still comparing the two studies is hdly reliable since the number of
respondents in the previous study was over 5 tiarger 2.500, as this study only had 451
respondents. The greater number of respondentsteamfrom the fact that the invitation to
the previous study was sent by email to every eygaavith an email account at Wartsila.
There were also two reminders to complete the stahy to everyone. The use of email
may have been taken as more personal and thusewieys study gained more results than
this one conducted only via intranet. My study Wasted to the employees who already
use Compass as the previous study was aimed foyaneewhether they used intranets or
not. The majority of the respondents in this stady from Finland so the results mostly
represent the views of Finnish Compass users ankri€ local site. The number of
respondents could have been larger so that thégegauld have been more reliable but all

in all the study succeeded quite well.

The main findings of the study were that Compasassised daily and the global Compass
and the local sites are used nearly as much. Ne#gefts is clearly the most used section
on the global Compass and Our Wartsila comes amndedhe popularity of the news
might be caused by the fact that the Compass h@ge ponsists of global, business and
local news and it is the users default home pagenpgass intranet is mainly used for
reading news and articles and for finding informmati The global news are most read.
Nielsen (2000: 100yeminds that finding information is the second maosportant
determinant of usability. Finding information fraime current global intranet and the local

site is easier than from the old corporate andnass intranets.



As Lehmuskallio (2006: 288—-291) has summed up,ttiree challenges of multinational
intranets are access, language and content. esioéts of this study the language came up
but the structure of the content was even morerticated. Even if most of the respondents
see that Compass is well structured, the strudturet that clear to everyone. It can be
easily seen in the open answers that the trandibom the old intranet structures to the new
structure is not that easy, and many users stilpgte with understanding the new process
based structure. Learning the logics of the newctire does take time. It is obvious that
the old intranets got better reviews on this magtace the users were so accustomed in
using them that they knew the structure of the eaninside out. Fear of the unknown and
fear of failure in navigating in the intranet maguse change resistance. Like Proctor and
Doukakis (2003: 268) remind a change dictated floenoutside can be seen as a threat and

it is resisted by denying of co-operation.

Intranet users are goal-driven and impatient assbie(2000: 160) points out. They judge

the structure and content quickly. One reason vdgysiare frustrated with the structure or
the search function on Compass might be that alctntent has not been transferred from
the old intranets and some tools and applicatiomk their content still resides on other

servers than the actual Compass intranet. Thussrs may not find what they are looking

for by conducting a search within Compass. The lesian is that in renewing an intranet

it would be recommendable to integrate all the camypapplications and databases in the
same global enterprise search.

The opinion of the respondents was that the comtktite intranet is well kept up-to-date.
This might be because the global intranet has brease for less than a year. The content is
still up-to-date since most of the content waseeed when transferring it from the old
intranets to the new one. Now the name of the pageer and modifier and the date when
the page was modified is visible on every page omg@ass. That can also motivate in
keeping the content up-to-date. Nielsen (2003) shgs without dates on content, users

have no idea whether the information is currenplmsolete. | believe that it is crucial to
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have ownership for each page on the intranet tolwevthe content producers. Being
clearly visible, the last modified date is an iradar on how the content has been taken care
of and when it has been updated.

Finding contacts for content has improved. Probatdynly thanks to the functionality that

every basic content page and news item page on &xsripave the page modifier and
owner visible by default. They can be contactedyamce the name acts as a link to email
and the Live communications status symbol showisefperson is online or not and when

he/she could be contacted and how (contact details)

The respondents were quite happy with the line ¢el time of uploading pages in
Compass. This is probably due to the majority spomdents working in Finland where the
line speed is fast enough so that the time of ulhgppages on Compass is not too long. In

more distant locations the line speed can be dgmobs the servers are located in Finland.

The respondents felt that the global intranet suppiheir daily work quite well but the
local sites do not give as much support. Most efittternal information and links to tools
and applications are global and thus are placeth@mlobal Compass. The local sites are
meant for local information only. This may cause #ituation where many feel that the
local sites do not support their global work thatiw

The biggest improvement compared to the previotranet study was the consistency of
layout and style. The common look and feel that nieev intranet with defined page
templates offers was welcomed by the respondentan&istent intranet helps in building
the company culture. The feedback related to stytklayout was mainly about the use of
pictures and the default font being too small. €hisrhowever a possibility to reduce or
increase the size of the font on Compass. Thisseede communicated better so that

users are aware of this.
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Global news is rated as the best communicationredaon Compass but Highlight of the
week flash also got support as a good informatisemoel. Reasons for this can be that
both are visible for everyone on the home pageb&loews is the only news channel
targeted to everyone at Wartsila. Thus the infolonats formulated keeping the wide
target audience in mind. The global news is oftenfirst channel where e.g. new deals are
announced internally. Global news is meant to teee of the main role of internal
communications providing basic information and ithghlight with pictures is mainly used
to build culture and community. These are good etesnof the roles Juholin (2002: 109-

113) presents for internal communications.

Bulletin boards were not as popular as the momitioaal news channels. This could be
due to their different nature as communication dets It can also mean that the
respondents are neither familiar nor use bulletiartls that much. Still the majority thinks
the bulletin board and the events calendar are ghadnels. It would have been interesting
to know more about the information channels. Thisld¢ have been resolved by using an

open question.

In the previous corporate intranet the managemsatess and communicated information
better than on Compass. The local management ddemmunicate as well as before on
the local sites either. This way of thinking coddd caused by the fact that in the old
corporate intranet there used to be a specialosettietter from” that was meant for the
high level management if they had something impdrta communicate. The “Letter

from” channel is no longer used in the current glabtranet.

The new functionalities and features like the meffecient search functionality, service
called Support Catalogue, zoomable world map, coetbiveather and clock functionality
as well as Wartsila wiki have been received wedlvéltheless all these new functionalities
have not been that firmly established. The studyaked that the users still have a lot to

learn about the functionalities that are availabeCompass. Many users answered cannot
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say when asked to rate the new functionalitiegalt be that the users are not aware of
these functionalities and they have not used thewh thus they cannot rate them.
Functionalities like the Support catalogue, zoormatbrld map and Wartsila wiki have not
been placed to the header area of each page ondSerbpt deeper down in the navigation
of the intranet. On the other hand the more usedtimnalities like the search functionality
is available on the header area and thus on evegjespage on the intranet and the

combined weather and clock functionality is placedhe Compass home page.

Compass facilitates contemporary communication sisatiscussion boards, surveys, blogs
averagely. The study revealed that many respondeets unaware of the existence of
these functionalities. This can be caused by thetfeat all these ways of communication
are not yet familiar to people and they have nadughem. The culture of sharing
knowledge and collaborating is still new at Waéshd writing blog entries, contributing
to discussion boards or editing other users wéthi is a culture change. Tredinnick (2006:
228) says that Web 2.0 and its tools change therstahding of the status of information,
knowledge and the role of the user in informatippleations. When the users have the
control to produce content to discussion boardsydhnd wikis, new and more democratic
and evaluative phases in the exploitation of infation will open up. This is not always an

easy step to a company or its employees and itsraed.

Compass does not support team work better thapréhwous intranets. One reason behind
this is that the collaboration and online team wisrkot yet supported that well but as the
new concept, workspaces was taken into use in M20€I® the situation will most likely
improve. Workspaces will enable sharing informatiand collaborating within e.g. a
geographically distributed team. Functionalitiekeliannouncements, shared calendars,
tasks and documents as well as discussion boaedsvailable in a workspace. Hopefully
having discussions on a restricted workspace witbmaller team will encourage the

employees to participate in discussions also ololag level where everyone can see the
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comments. Workspaces could act as a bridge to a ojen culture of sharing knowledge
at Wartsila.

The use of the official corporate language Enghashthe main language on Compass is
reasonable but local languages are still needetieiocal sites. Having another language
than the country’s root language defined in the pseafile is technically not available. The
user who has another mother tongue than the raguémge needs to change the language
each time they open the local site via the nawgatThis is the case with e.g. Swedish
speaking users on the Finland local site. One twaywercome this is to add the Swedish
language version of the Finland local site homeepagya link to the users My Links. Then

the right version would always be easily accessible

The average grade for Compass has improved frorpréhaous intranets and the users see
Compass as a change for better. The improvemeheigiven grade is not significant but it
shows a definite trend and a change for the bdttés. evident that the users’ views on
Compass differ more than when conducting the ptevimtranet study. The grown
standard deviation can be a sign that the resporgienp is no longer that homogeneous.
It can be induced by the fact that there are newl@yees that have been using only

Compass or that some respondents have embracedvhiatranet better.

The users definitely see Compass as an improveamnpared to the previous intranets.
Nearly two thirds of the respondents feel this wiayvould have been interesting to know
why the respondents see Compass as an improvementtey not. This question was not
in the study though. The main reasons for usersnbathis view might be that with

Compass all internal information is basically astdge on or via the same platform. The

consistent look and feel of the intranet is alfgagaimprovement and it has been welcomed.

When summing up the main findings of this studydhsre some clear areas that need to be

developed. These main areas are the functionalifies structure and the local sites on
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Compass. The new functionalities Compass offersl nedbe promoted a lot more. One
way to promote these could be to have online ngimhaterial about the possibilities of
Compass. This could be implemented into the intttda of new employees. Another idea
could be to have a campaign in Compass where alfuhctionalities could be presented.
During this campaign the functionalities like thdvanced search, site map, My Links, My
Quick Access and making the default text biggerlddoe introduced. The support

catalogue needs to be promoted more so that useaare of it and of its possibilities.

The meaning of page owner and page modifier onye@ompass page needs also

explaining.

The structure of Compass and the logic behind thégation needs to be communicated
better. This could be done by presenting the mairigational sections and their content
with the help of a campaign. The division of glolzdd local level also needs more
explanation and the way to find local sites needo¢éoemphasised more. The search
function of Compass is clearly something that ndgedse improved and using advanced

search should be promoted.

This study showed that some of the local counttgssion Compass have not been
maintained as well as they should be and they twdx improved. There are still many
new local sites that have very little informatidwot all the countries had a local intranet
before, so these local sites have started fromtctrahe local sites need more support
from the corporate communications in the actuateancreation as well as in maintaining

the communications channels like the local newslacal bulletin board or event calendar.

Change is not easy and it takes time. The shifivattsila from tens of intranets to one
global intranet is a big transition and getting dis® the new setup and the new
functionalities the intranet offers requires afiam the employees and getting used to it
takes time. Maybe this study was conducted too sdtam the launch as one respondent
said. If it had been done later the results coaldehbeen different. | believe it is good to

know the current use of the intranet and the engdoyiews. The knowledge helps in
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planning the future development and taking concestgons at this point. It was also
necessary to know whether the transition from tehisitranets to one global intranet had

produced issues that need to be solved.

Continuity in developing an intranet comes withgient work and listening to the users
feedback. A study similar to this one should becedpd regularly at Wartsila to see how
the use of the intranet has evolved. The study avéallow-up on how the functionalities

are used and how they benefit the end user. Thétsegould support the Compass team in
the development work and could encourage the erapkbyo take an even more active

approach in making Compass a world class globednet.

Multinational intranets should be studied morehie tontext of internal communications. |
believe that this approach would benefit the rededield. There are already studies on
how the corporations use intranet, what roles tlaeeeand what the content is like. More
information is needed on the ways the employeeth@susers of the intranet use their
global intranet and what kind of improvements theguld like to have concerning the

challenges of multinational intranets: languagegeas and content.

Combining the quantitative and qualitative methadvpd to be a good solution for
conducting this study. | was able to easily collbatkground information, views, user
experiences and improvement ideas. The numeralriadag@ined via a basic quantitative
study was enriched by the open questions that geedvimore in depth information and
concrete improvement ideas. The electronic questioe produced answers that were easy

to process and analyse.

Co-operation with Watrtsila in launching the studydecollecting the contributions was
smooth since | was working there at the same timeny role as a researcher | have tried
to be as unbiased and neutral as possible arldtrma other role as a part of the Compass

team impact the analysis or the conclusions ofgtudy.
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Appendix 1. Global news about the Compass study

Contribute to the Compass survey

Help us make Compass a world class global intranétwin!

Compass, our global intranet, was launched 18 &2008. Now that we have some
experience in Compass and its functionalities wald/tke to hear your opinion about it

and its usability.

The link below and the banner on the Compass hage will both take you to an online
questionnaire. Replying to the survey will onlyg¢akbout 10-15 minutes of your time. A
surprise gift will be drawn among the contributi@ent to us. Please write your name in
the “name” box to participate in the lottery. Whegru have finished the questionnaire click
Finish.

Please completihie Compass surveyy 23 January 2009. Your answers and the

information you provide will remain fully confidaat.
The survey is part of our Chief Intranet coordimadtiikaela Terhi's thesis research project
at the University of Vaasa. The results will bedibg Wartsila Corporate Communications

to evaluate Compass and to further develop andowepour global intranet.

This survey is a follow-up survey to the one thaswonducted via email in June 2007

among all Wartsila employees. More than 2500 repliere received back then.

If you have any further questions regarding thiwvey, please contadlikaela Terhi

Many thanks for your time and contribution!
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Appendix 2. Global bulletin to remind about the Guass Survey

Last chance to contribute to Compass survey!

Please let us know what you think about Compasstangability. The link below and the
banner on the Compass home page take you to ameamliestionnaire. Replying to the

survey will only take about 10-15 minutes of youne.

A surprise gift will be drawn among the contributsosent to us. Please write your name in
the “name” box to participate in the lottery. Whegu have finished the questionnaire click
Finish.

The survey will be closed th&aturday, 24 January 2009Your answers and the

information you provide will remain fully confidaat.
If you have any further questions regarding thivey, please contact Mikaela Terhi.
Many thanks for your time and contribution!

Link to the survey
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Appendix 3. Compass Study Online Questionnaire

1. Your Gender
*  Female (28%)
* Male (72%)

2. Your age
» Less than 25 years (5%)
e 25 1t0 34 years (45%)
* 35t0 44 years (31%)

45 to 54 years (15%)
55 to 64 years (4%)
65 years or more (0%)

3. Your country

» Brazil (1%) * Norway (3%)

» Canada (2%) » Pakistan (1%)

e China (1%) * Philippines (1%)

* Finland (58%) » Singapore (1%)

» Germany (3%) e Spain (1%)

* Guatemala (1%) » Sweden (2%)

* India (2%) » Switzerland (2%)

* Indonesia (1%) * United Arab Emirates (1%)
o ltaly (4%) * United Kingdom (2%)

e Japan (2%) « USA (3%)

* Netherlands (4%)

4. How long have you worked for Wartsila?
* Less than a year (20%)
e 1-3years (31%)
» 3-6 years (15%)
e 6-10 years (9%)
* More than 10 years (25%)

5. Position (title)
* Trainee (4%)
* Industrial worker (5%)
» Office worker (38%)
* Specialist (25%)
* Manager (without subordinates) (11%)
e Manager (with subordinates) (16%)
» Executive manager (2%)
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6. Your business
* Ship Power (12%) * Industrial Operations (21%)
e Power Plants (10%) » Corporate (support) function (17%)
* Services (40%)

7. How frequently do you visit our global intranet Coass?
* | have intranet open all day (37%)
e More than 10 time a day (10%)
e 1-10times a day (46%)
» Less than daily (3%)
* Afew times a week (2%)
* Once a week (1%)
* Less than once a week (1%)

8. Which of the following Compass sites do you usetrfresjuently?
* Global Compass (52%)
* Local sites (48%)

9. Which of the following sections in the global Corapalo you use most frequently?
e Our Wartsila (22%)
* News & Events (43%)
e Products & Solutions (8%)
* Operations (8%)
* Business Support (19%)

10.Which local site do you use most frequently?

* Argentina (1%) « Japan (2%)

» Brazil (1%) * Netherlands (5%)

» Canada (2%) * Norway (3%)

e China (2%) » Pakistan (1%)

* Finland (59%) » Singapore (1%)

* France (1%) e Spain (1%)

* Germany (3%) * Sweden (2%)

* Guatemala (1%) » Switzerland (2%)

e India (2%) * United Arab Emirates (1%)
* Guatemala (1%) * United Kingdom (2%)

. ltaly (3%) « USA (4%)
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11.Which of the following sections in the local sit#s you use most frequently?
e Wartsila in country X (10%)
* News (67%)
e Local Operations (10%)
e Local Business Support (11%)
* Hobby & Recreation (1%)

12.What is your knowledge of English the main languaged on Compass?
* My native language (12%)
» A foreign language | know well (71%)
» A foreign language | know reasonably well (16%)
» A foreign language | know poorly (0%)
e Cannot say (1%)

13.What is the language of the local site you usenthst regularly?

e Chinese (2%) » ltalian (2%)

e Dutch (1%) » Japanese (1%)

* English (37%) * Norwegian (2%)
* Finnish (37%) » Portuguese (1%)
* French (1%) » Spanish (2%)

* German (3%) * Swedish (10%)

14.How easy is it to find the information you needtba global Compass?
* Very easy (10%)
» Rather easy (34%)
* Not easy/not difficult (27%)
» Rather difficult (22%)
* Very difficult (6%)
* Cannot say (1%)

15.How easy it is to find the information you needtba local sites on Compass?
* Very easy (17%)
* Rather easy (37%)
* Not easy/not difficult (25%)
» Rather difficult (15%)
* Very difficult (4%)
« Cannot say (2%)
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16.1 frequently use the Global Compass for the follogvpurposes (you can choose
more than one)
» Searching information (27%)
* Reading news, articles, etc. (28%)
» Finding contact information of other employees (34%
¢ Finding common templates, guidelines, policies €t6%)
» Accessing tools and applications (15%)
e Specify your own value:

17.1 frequently use the local sites for the followipgrposes (you can choose more than
one)
e Searching information (25%)
* Reading news, articles, etc. (35%)
¢ Finding contact information of other employees (34%
¢ Finding common templates, guidelines, policies gi4%)
» Accessing tools and applications (12%)
» Specify your own value:

18.How well does global Compass support your dailykior
*  Very well (18%)
*  Well (56%)
* Not too well(16%)
* Not at all (3%)
e Cannot say (7%)

19.How well do the local sites on Compass support yauly work?
e Very well (14%)
*  Well (57%)
* Not too well (16%)
* Not at all (5%)
* Cannot say (8%)
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20.Please rate the information channels used on Canpas

QL > o< | 00
23 23|28
8 =
(]
% 1 2 3 4 5
“Highlight of the week” flash 29 35 27 4 2 3
picture on the home page
Global news 23 52 19 4 0
Business news 19 49 24 6 0
Local news 19 45 26 8 2 2
Global Bulletin Board 12 35 32 9 1 11
Local Bulletin board 9 30 34 11 3 13
Global Events calendar 11 30 34 10 2 14
Local Events calendar 8 30 372 13 3 14
21.Please rate Global Compass for the features below
Q < >
Q =)
(]
% 1 2 3 4 5
How well structured is the content of the 10 36 34 13 5 2
Global Compass?
How well is the global Compass content 18 42 27 6 1 6
kept up-to-date?
Does the current global Compass 8 19 27 14 6 27
facilitate on-line-team-work?
Does the global management actively us&/ 28 35 12 3 14
the global Compass to share and
communicate information?
How well does global Compass facilitate 6 20 32 15 6 21
contemporary communication
(discussion boards, surveys, blogs)?




118

22.Please rate your local site in Compass for thaifeatbelow

55 > [gs5/s9
=3 © =2 T3
Q < >
Q S
@D
% 1 2 3 4 5

How well structured is the content of | 8 43 30 11 6 2

the local intranet site?

How well the local intranet site is 10 40 31 11 4 4

content kept up-to-date?

Does the current local intranet site 4 18 28 16 6 27

facilitate on-line-team-work?

Does your local management actively 5 22 35 17 9 13

use the local intranet site to share and

communicate information?

23.Do you know whom to contact if you have questicegarding the global Compass
content?

*  Yes (36%)
e Sometimes (31%)
* No (33%)

24.Do you know whom to contact if you have gquestioagarding the local sites
content?

* Yes (49%)
* Sometimes (26%)
* No (24%)

25.Do you know whom to contact if you have technicabhpems with the global
Compass?
* Yes (45%)
* Sometimes (19%)
* No (36%)

26.Do you know whom to contact if you have technicalljbems with the local sites?
* Yes (51%)
* Sometimes (18%)
* No (13%)
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27.Please rate the below functionalities and featare€ompass
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O o < L o 2 o
8 <2 8 =2 [0 2
Q =]
(¢
% 1 2 3 4 5
The search functions usability 20 33 25 13 6 3

w
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The Support Catalogue functionality under 8 32
Business Support
The Zoomable Watrtsila world map 10 | 34
functionality under Our Wartsilad/Local
Sites

The Weather and Clock functionality on the27 | 39
global home page
The Wartsila Wiki under Our Wartsila 8 20 27
The consistency of layout and style across 20 | 47 | 22 6 2 2
Compass
The line speed and the time of uploading| 16 | 41 | 27 8 3 6
pages on Compass

N
w
(o]
=
N
(o))

S
ul
N
~

[®2)
=
(0]
i

28.Do you consider Compass to be an improvement cadp#n the previous
intranets?

* Yes (65%)
* No (12%)
e Cannot say (22%)

29.0n a scale of 10 (best) — 1 (worst), what ovenallg would you give to Wartsila’s
Global Compass?

.« 10 (4%) . 5(4%)
. 9 (16%) . 4(3%)
. 8(35%) . 3(2%)
. 7(23%) . 2(2%)
. 6(11%) . 1(1%)

30.0n a scale of 10 (best) — 1 (worst), what ovenalblg would you give to local sites
on Compass?

« 10 (3%) ¢ 5 (6%)
¢ 9 (9%) s 4 (4%)
« 8(35%) . 3(3%)
o 7 (24%) . 2(3%)

. 6(11%) . 1(2%)
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31.In your opinion what changes or improvements shd@dnade to the layout and
style of Compass?

32.In your opinion what changes or improvements shd@dnade to the structure of
Compass?

33.In your opinion what changes or improvements shdniddnade to the content of
Compass?

34.1n your opinion what changes or improvements shba@dnade to the language of
Compass?

35.1In your opinion what changes or improvements shigldnade to the access (line
speed and uploading of pages)?

36.Is there something else that you would like to ¢geaar improve in Compass? If
yes, please specify.



