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Confluence and Jira Service Management:
The ultimate knowledge management duo
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A bit of history (& Nationwide
Building Society

_ CO-OPERATIVE_PERMANENT

- Southern Co-Operative
Permanent Building Society,
1884

- Merged with over 250 buildin
societies throughout the
20th century

. Named Nationwide in1970
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Facts & Figures 1Y
- The UK’s largest building & o=
society g3
- 16.3 million members
. Turnover of £30 billion N S

- Headquarters in Swindon
with sites around the UK

- 603 branches
- 17,000 employees

WA




External Oversight
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FINANCIAL
CONDUCT
AUTHORITY

BANK OF ENGLAND
PRUDENTIAL REGULATION
AUTHORITY

Internal Oversight

Governance




Knowledge at Nationwide

2018 Knowledge team formed and named Haynes
2019 1,200 contact centre colleagues
2020 7,000 branch colleagues

12,000 colleagues across
the business



Knowledge aims

2018 Knowledge team formed and named Haynes

. “Member in”, not “business out”

- Single source-of-the-truth for help & support content
- Accurate, timely, relevant content

- Answer real member queries

. Supports the specific needs of the member or colleague in the context of
the journey

- Multi-channel user feedback to improve content for everyone



Stakeholders




Changes in the landscape

Pandemic speeds up change

From on=site call centre locations to home
working

Branch footfall changes

branches closed part time

but taking member calls and wehbhchats

Multi- and cross-skilling

Greater dependency on knowledge




2021 = Existing platform and emerging needs

(1w} [ eGain SelfService x |+

& C M C | O https://nationwide.egain.cloud/

Telephony Menu

M Trending

identify vulnerability

Warning: This Haynes will close at 12 noon on Monday 12 December

come and join us on our new link

Order a card

PAN Converter

% Browser Based Tools

on® ® ® Topics Hot Topics €5 Payments
* I I y o ex, I““ovu E’ I eru e [} How to dentify wulnerabilty  How dol dispute a visa payment? O Admin App
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Hot Topics ¥ Refund of Charges ¥ Emergency Payments/Transfer Application Enquiry Tool

Payments [ Additional charity support for member in... " Recall a payment (3 CA (Verified by VISA)
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[ SLA Dashboard T Stop recurring Visa payments -
Authentication & COP Look up tool

Colleague Voice - View to the Beech (VitB)

Current Accounts

Discover Digital
Financial Crime

Information Station

. L
My Details
¢ I n c re u s I “ I be s o ke c o d e Moments that Matter Authentication ervice Framework
Savings -

MATS
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o
teStI“g [ Auto Ack New Content - ID Scan... - Shared - Knowledge Team Content...
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4 (@) Knowledge Team Content
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EI Archive
[ Content articles
4 [@8) Feedback

25 #Haynes Yammer Easter quiz
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business requirements

Business Requirements - Functional

Req. ID Level

- B

Requirement Description

Guided Help — Questions and Answers
As a content editor | want to be able to create questions and answers for 2 guided help so that
knowledge base users can be directed to the information required to resolve member queries.

As 2 content editor | want to be able to link 2 question to another question, 3 cluster, 2 control
action or 3 solution article so that knowledgs base users can be guided to the appropriate
information to resolve member queries

As 3 content editor, | need to be able to ssparate parts of the guided help so that they can be
shared with other guided help structures.

As 3 content editor | want to be able to define multiple answer options to 2 question, not just
3 binary yes/no answer 50 that | can accurately capture the requirements or conditions of the
member, to provide the right responsas for the user.

As 3 content editor | want to be able to create multichoice answers for guided help questions so
that knowledge base users can select all options applicable when responding to a question, and
the correct information/conditions can then be sarved in the answer

As a3 knowledge base user, | want to be able to provide all options applicable to members when
responding to a guided help quastion, 50 that | can be presented with a course of action applicable
to @ member query.

[ | N v S | D I

As 3 content editor | want to be able to create guidance articles for questions 5o that | can provide

additional information/clarification applicable to a question.



Atlassian Cloud

ATLASSIAN

= Confluence
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€ Jira Software
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2021 - The way forward

Strong business case

Confluence primary candidate

- Amajor high impact change for the business

Importance of UX

Prove through a proof of concept






2022 - Round two

Q1/2 - CRM knowledge use case not progressing
April — Negotiations reopened
June - Confirmed cancellation

August — Agree contract for Confluence

September — Work begins

December — Deadline on 31st



HAYNES

IQ Refined

b

on Confluence

M R Haynes X | & Microsoft Virtual Events Powerec X | +

¢« C A > haynes.nationwide.co.uk

& @ HayneS Authentication Challenging Times Lost / Stolen Member Details Money Worries All Topies v

Q . Search all content

Topics

H: Top10 icatic Branch Admi
o, HamesTop ®ranc min

147
o Challenging Times i Credit Cards Mortgages for over 55s

=

@ Current Accounts e Digital Banking 0 Financial Crime
Browser Based Tools
@ Home Insurance o Lost / Stolen 9 Member Details

0 Money Worries @ Mortgage New Business 6 Mortgages
Send Feedback




2022 - Business needs revisited

* Minimum viable product
* Importance of UX
» Minimal (no) end-user training ) B e Mo i i

Q Search all content

0 Q Haynes X | E# Microsoft Virtual Events Powerec X | -

& & (R () https://haynes.nationwide.co.uk

So Challenging Times Lost / Stolen Member Details Money Worries All Topics v

g "
L %
| A}

5 S &M

Search all content

Haynes Top 10 Authentication @ Branch Admin
= i
Topics

L Moments that Matter Authentication My Details
O Challenging Times Complaints Credit Cards Mortgages for over 55s O o 0

@ Current Accounts Digital Banking Q Financial Crime

o Lost/Stolen Complaints Digital Banking

@ Home Insurance Personal Loans @ Brexit

Browser Based Tools
@ Home Insurance Lost / Stolen e Member Details



2022 - Story of the migration

* Adaptavist working closely with knowledge team
* Decided on key requirements/MVP for launch

* Refined plug-in becomes key

* PoC built confidence and provided foundatio

Version Report

Status Report

Completed Issues

Haynes Platform Migration to Confluence - Delivery Timeline .=

Key Summary Issue Type Priority Status
Aug Sep Oct Nov Dec

© ® © o

19.08 23.09 03.10 Full user licenses setup 31 Decerfiber
. . . . . (Retail & Admin users) + X
Go/No-go decision point Deadline for ~ Notification of 'NBS Support op model eGain platform
eGain PO termination (to BT) switch off cf&eadﬁne

& risk function
p— u

HRMVP-28 Feedback from Demo on 30th Sep upport Medium CLOSED
HRMVP-20 Look and Feel - The Refined confluence page ' Medium CLOSED
HRMVP-22 Divider lines on the page to stand out explicitly on the Refined View - Medium CLOSED

HRMVP-29 Search Function Workshop upport Medium CLOSED

Setup Dev & production sites Finalise Look & Feel HRMVP-32 CR 1 - Mortgage Ops Teams Lock and Feel Change Request Medium CLOSED
Pilot (approx. 100 - 200 users)

. - UX Look & Feel Analytics set-up HRMVP-33 CR 2 - Onboarding Team Change Request Medium CLOSED

w.C15.08

Retail domain proving Haynes Content Freeze (all except regulatory) )
1 o
Conflu

Author Content Migration - Search & Browse
Training 5 x Authors, 5 x Editors, all full time

HRMVP-34 CR 3 - Licences for JSW Change Request Medium CLOSED

HRMVP-23 Requirements for Style Sheets within Confluence - Medium CLOSED

HRMVP-24 Hyper links to show as little card - Medium CLOSED
Content Migration - Guided Helps

Consolidate Frozen &
Comms, User Training &
Rollout MVP*

Support Model Design Decommission activity @ Nationwide

Building Society

HRMVP-26 Icon not visible on the Refined page - Highest CLOSED
HRMVP-2 Define Space Structure ( Medium CLOSED
HRMVP-5 HLR - 1 Guided Help — Questions and 'S - High CLOSED
HRMVP-7 HLR 3 - Guided Help — General ( Medium CLOSED

HRMVP-9 HLR 5 - Dynamic Elements — Topics - Medium CLOSED




2022 - The migration team

* Whole team effort (paused BAU)

. Knowledge editors

.  “Borrowers” fromother areas

« Upskilling in Confluence




Migration process
dashboard Content tracker spreadsheet

% Confluence

FPayments and

ransfers
Payments and

52|PTS.24 Finding direct debit details How do | find Direct Debit details? SB 1 23103120201 Helen Bright

ransfers 54 Cancel a payment cancel a payment? VE.10 300812022 Mark Bleach
ransfers 1 2310612021|v4  [Helen Bright
Branch Admin 100.00% Payments and

100.00% ransfers S54|PT8.5 Money not received ‘why hasn't my money been received? SB V2.2 24106/2021|V3  |Hannah Bushton
Complaints 100.00% Payments and
100.00% ransfers 54|PTS.6 How do | set up a standing order? Set up SOReg payment GH 1 Hannah Rushton
e . Payments and ‘Why have |had aletterto say | needto go
LT 100.00% ransfers 54|PT8.7 Standing order security letter through security to set up a Standing Order? [ SB V1.1 2310312020(\V1 Helen Bright
100.00% FPayments and
Fraud 100.00% ransfers 54|PT8.9 Standing order debited twice ‘\why has my standing order gone out twice? |SB V1.1 24106/2021|\1 Hannah Rushton
100.00% Payments and
Mortgage New Business 100.00% = ransfers S54|PTS.10 ‘when is my next standing order due? ‘\when is my next standing order due? SB V1.2 08/06/2021( V1 Chris Brandwood

FPayments and
ransfers S54|PTS. 1 Generating bill listings Generating bill payment listings SB 1 2106/12021|W2 | Sarah MacKenzie-Phillips
Payments and
ransfers 16|PTS.1 Make a payment How do | make a payment? GH V3.8 08107120211\ Sarah Hughes
FPayments and
ransfers 16|PTS.5 Change Payment Details How do | change the payment details? GH V3.5 2810612018 VW7 |Brett \Whitaker

Payments and Brett WhitakeriHelen Bright !
ransfers 16(PT3.7 Recall a payment How do | get my payment back? GH V2T 010812018\ W7 |Micola Benn

FPayments and
ransfers 16|PTS.8 Future date a payment Can | forw ard date a payment? SB V14 03105:2013| VWS | Brett \Whitaker
Payments and
ransfers 16|PT3.9 Third party authorisation code 10 ‘What is 3rd party authorisation! code 107 GH W1 10106/2021|W3  |Richard Haynes
FPayments and
ransfers 16|PTS. M Cash and coins Cash and coins GH 2 010812022|v2  |Frey Nutland
Payments and
ransfers 16(PT3.12 Unrecognised credit ‘\where has this payment come from? SB V2.3 2510312022|VS  |Micola Benn
FPayments and
ransfers 16|PTS.1S Paying in old coins and notes Can | pay old money into my account? SB V1 Frey Nutland
Payments and
ransfers 16| PT3.17 Forwardtrace Can youtrace a payment? SB ve.2 03105/2013| V4 |Brett Whitaker
FPayments and
ransfers 16|PTS.18 Bank Reference \What is a bankers reference? SB 1 0810712021|V¥3  [Sarah Hughes

Payments and Brett Whitaker!Gary Davies! Laura
ransfers 16|PTS.13 Transfer limits ‘\what are the transfer limits? SB V1.3 03/05:2013|v2  [Collier

FPayments and Dol needto let you know if I'm making a large
ransfers 16|PTS.20 Large purchase notification purchase? SB 1 06/0712021( V1 Rachael Costello
Payments and \Whyis another bank attempting to take
ransfers 16|PT3.23 Another bank attempting to take money money from my account? SB 1 2310612021|V2  |Helen Bright
FPayments and
ransfers 16|PTS.24 Paving in foreign currency Can | pay foreign currency into my account? | SB 1 2310612021|v4  [Helen Bright
Payments and
ransfers

100.00%
My Details 100.00%
100.00%
Payments and Transfers 100.00%
100.00%
Savings 100.00%
100.00%
Current Account 100.00%

Make a pavment over the phone Canlmake a payment over the phone? Richard Haynes




2022 - Building as we go

* Cross-organisation collaboration

Spaces .
Structure

Permissions . . .‘
UX and visual design . ‘ ) : o
Scripting



JIRA SOFTWARE DEEP DIVE

Kanban

Kanban board

Version Report

@@ .@ LM @ +2 Quick filters v

TO DO 2

Status Report

ON HOLD 5 IN PROGRESS 8 WITH NBS 4 DONE 3

Completed Issues

Guided Help Buttons - Transfer ownership of nbs- Questions/Bugs for Refined JSM KBRFs Project Creation

Multiple Choice option manual.atlassian.net to NBS Ke Summar Issue Type Priorit Status
g g O = HRMVP-60 § ssee  HRMVP-102 (@) rrive-ce (@) y y yP y
seee  HRMVP-4; G oo HRMVP- 9 HRMVP-28 Feedback from Demo on 30th Sep Support Medium CLOSED
Workflow and refined view General question - Broken Link Date on the carousel
DBR 9.3 Create macro to show Decision Tree's not working in reports RMVP-20 ‘ nd Feel - Refined ¢ e e S ( di SED
. ot ' g eoss  HRMVP-100 G P Eg wnunog @ HRMVP Look and Feel - The Refined confluence page upport Medium CLOSED
available channels icons to confluence . y— @
. T MVP-104
complete specific processes HRMVP-116 HRMVP-22 Divider lines on the page to stand out explicitly on the Refined View Support Medium CLOSED
= o 3 e Exploring Analytics options Search Questions
seee HRMVP-4 A ) A vtic Jca ) rC Re i ents afine
(Adobe) :na]’:t["g Rkt {REQUIEMENES for Kefine HRMVP-29 Search Function Workshop Support Medium CLOSED
eports
Conditional Validation for *e¢ HRMVP-105 @ e NESTIG
_ : * HRMVP-105 (EM HRMVP-32 CR 1 - Mortgage Ops Teams Lock and Feel Change Request Medium CLOSED
when feedback category is -
" " c +: We're only showing recently
New content suggestion Search Questions S LG8 LS 2 S
= R e RMVP-33 2 2 - ardi 2 3 S Viedi SED
G /Requirements for Refine Favouriting from headers modified issues. HRMVP-33 CR 2 - Onboarding Team [ Change Request Medium CLOSED
eeee HR] P-71 -
NSO A4 A N AID A Q Looking for an older issue? . X _ .
HRMVP-111 **  HRMVP-106 @ ? HRMVP-34 CR 3 - Licences for JSW Change Request Medium CLOSED
Revisit emojis for decision
trees and flat articles Trending Questions HRMVP-23 Requirements for Style Sheets within Confluence Support Medium CLOSED
= . /Requirements for Refine
ssee HRMVP-96 - . : - i i,
o HRMVP-24 Hyper links to show as little card Support Medium CLOSED
HRMVP-112
Life without Refined. HRMVP-26 Icon not visible on the Refined page Support A Highes CLOSED
. @ Analytics Questions
see HRMVP-101 'Requi ents efine ; - ~
{REGUIEMENTS for Refine HRMVP-2 Define Space Structure Support Medium CLOSED
HRMVP-113 g
HRMVP-5 HLR - 1 Guided Help — Questions and Answers Support “~ High CLOSED
[ PP g
Enhancements Questions
HRMVP-7 HLR 3 - Guided Help — General Support Medium CLOSED

/Requirements for Refine

HRMVP-114

HRMVP-9

HLR 5 - Dynamic Elements — Topics Medium CLOSED



NEW STARTERS HAYNES MORTGAGE OPERATIONS

IR Refined IR Refined IR Refined
: Confluence : Confluence : Confluence

Send Feedback




2022 - User testing

2022

Capturing feedback

Challenges




JSM = The gadget

) @ Haynes Moments that matter Authentication My Details Lost/Stolen Money Worries More Topics ol E ?

Lost/Stolen

Trending in Lost/Stolen

How do | dispute a visa payment
How do | dispute a visa payment?

Pan Converter

Change of address process

Change Current Account

@ Fraud Awareness - Identlty scams

Y B A,




JSM = Handling feedback



2022 - DECEMBER LAUNCH

USERS IN LAST 30 MINUTES

HOW ARE ACTIVE USERS TRENDING? 7 1 4

User activity over time

USERS PER MINUTE

TOP COUNTRIES USERS

-7 - A
/ l“

United Kingdom
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After the launch

O pin man Y Allpages

Recommended Links Pages

How do | use a card reader? @) Accessibility mail & marketing literature options

Challenging Times
Contactless restriction and Opt out/in

Card reader error messages

PIN Management

O pin man Y  Allpages

Recommended Links Pages

PIN Management @ Accessibility mail & marketing literature options
Challenging Times

Issuing a continuation passbook
Do | need to activate my card before | use it?

W
W

v¢ Card reader error messages Lost / Stolen
W

Ordering a branch cash collection or delivery Can | change the name on my card?
Member Details
How do | use a card reader?

Show site navigation

Send Feedback

e Shaw
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16.3 million members ® O



THANK YOU



