
The content described herein is intended to outline our general
product direction for informational purposes only. It is not a
commitment to deliver any material, code, or functionality,

and should not be relied upon in making purchasing decisions.
The development, release, and timing of any features or

functionality described herein remain at the sole discretion 
of Atlassian and is subject to change.



Confluence and Jira Service Management: 
The ultimate knowledge management duo



Supporting 12,000+ colleagues 
with product and service 
knowledge to serve 16.3 million 
members



Natalie Shaw Phill Fox



• Southern Co-Operative 
Permanent Building Society, 
1884

• Merged with over 250 building 
societies throughout the 
20th century

• Named Nationwide in 1970

• Committed to preserving our 
mutual status

A bit  of history



• The UK’s largest building 
society

• 16.3 million members 
• Turnover of £30 billion
• Headquarters in Swindon 

with sites around the UK
• 603 branches
• 17,000 employees

Facts & Figures



External Oversight Internal Oversight



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

Product teams Service teams Operational teams



• 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 webchats

• Multi- and cross-skilling
• Greater dependency on knowledge

Changes in the landscape



2021 — Existing platform and emerging needs

• Ability to flex, innovate, & iterate 
limited by platform
• Increasingly bespoke code
• Relationship through a third party 
• Deployment cycles and overnight 

testing
• Instability for authors
• Expensive



Contract break



Detailed business requirements 



Atlassian Cloud



2021 — The way forward

• Strong business case

• Confluence primary candidate

• A major high impact change for the business 

• Importance of UX

• Prove through a proof of concept 





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

2022 — Round two



HAYNES

Confluence



• Minimum viable product
• Importance of UX
• Minimal (no) end-user training

2022 — Business needs revisited



• Adaptavist working closely with knowledge team
• Decided on key requirements/MVP for launch
• Refined plug-in becomes key
• PoC built confidence and provided foundation

2022 — Story of the migration



• Whole team effort (paused BAU) 

• Knowledge editors 

• “Borrowers” from other areas

• Upskilling in Confluence

2022 — The migration team



• 2022 
—

Conte
nt 

Migra
tion

Migration process 
dashboard Content tracker spreadsheet 



• Cross-organisation collaboration 

• Spaces

• Structure 

• Permissions

• UX and visual design

• Scripting

2022 — Building as we go



Kanban

JIRA SOFTWARE DEEP DIVE



NEW STARTERS

Confluence

HAYNES

Confluence

MORTGAGE OPERATIONS

Confluence



Challenges

Capturing feedback

2022 — User testing



JSM — The gadget



JSM — Handling feedback



2022 — DECEMBER LAUNCH





After the launch



BEYOND MVP

More search
Granular analytics
Decision trees evolution
Automated workflow/approvals



12,600 colleagues

16.3 million members

3 instances

20 editors

3 months



THANK YOU


