Knowledge Management is Empowering
FIS has created an organizational portal based on Microsoft Office SharePoint Server 2007, which has realized the strategic objective to bring the breadth and depth of knowledge and experience within the company, under the control of a Global Knowledge Management system. The system has provided FIS management and staff with a powerful mechanism for managing and sharing information and knowledge world-wide.
Business Challenges
FIS Software is dedicated to developing and delivering global packaged-based solutions that enable life and pensions companies to run their businesses more efficiently. The company’s solutions are based on ALIS which manages the entire policy lifecycle of all life insurance, pensions and investment products.  FIS has operations and clients in 11 countries around the world and has 380 staff.

Each implementation of ALIS starts with a version of the ‘Base’ product - highly functional and configurable - which is tailored to meet each client’s specific requirements. With constant development of the base version and individual client implementation teams operating around the world, FIS has faced a challenge in co-ordinating communication and knowledge between the disparate teams.

FIS’s global coverage, the influx of new employees and lack of a central organizational data bank, all contributed to knowledge gaps throughout the company which sometimes resulted in work being duplicated in different branches. The lack of a central source for documents and version management resulted in more problems around coordination and knowledge transfer.

FIS’s strategic decision to move from independent, geographic businesses to functional, global business units (Product, Sales, Business Development, & Projects) is the key catalyst motivating investment in a central system for managing information and knowledge. The organizational change presented the need to centralize the global company’s organizational knowledge and internal communications under one intranet/portal using a standard model for content, so that any employee at any location around the world can find appropriate information easily and intuitively. This change led to the company’s establishment of a uniform methodology for managing documentation and its versions.

Furthermore, FIS’s organizational initiative to achieve accreditation at the CMMI (Capability Maturity Model® Integration) Level 3 from the SEI (Software Engineering Institute) accentuated the need for project document management - methodically collecting, cataloguing, saving and base lining the project document versions - as well as the importance of organizational process knowledge.

Solution

A cross-organizational portal was created, based on the SharePoint 2003 platform, including departmental, project, cross-project (by competency or topic), and ad-hoc team sites. In the second phase, the portal was enlarged and upgraded to Microsoft Office SharePoint Server 2007.

"We created a work environment based on sharing at a global level", says Gloria Kinrot, Director Knowledge Management, Documentation & Training at FIS. "Today the portal is used as a virtual desktop at FIS, centralizing corporate communications and a majority of the company’s working documents, with version management as a part of the everyday work".

"As a matter of fact, we have centralized all organizational knowledge in one orderly structure, enabling search and location of documents and information for a specific subject across projects", adds Coby Golowinski, Knowledge Manager (Technical Specialist) at FIS.

Along with the standardisation of new work product formats, FIS has also developed a set of Team Sites, which are used as the primary active zones of projects and departments at the company.

The migration of the organizational portal and team sites from SharePoint 2003 to the Microsoft Office SharePoint Server 2007 platform took only 3 months, and provided new facilities to users. The portal implements an authorization infrastructure so that each user can only access relevant organizational and department/team information.

Benefits

"Working on the SharePoint platform proved itself from day one, empowering us to implement organizational improvements in an iterative manner according to business need, with many added benefits once we moved to the 2007 version", says Kinrot. Establishing the portal as an organizational work platform for the entire company, standardizing formats for access and retrieval of data and creation of the Team Sites enabled FIS to change its working methods from a project-specific outlook to a global outlook.

The portal itself - and the Team Sites in particular - enable employees to find information swiftly and simply, and to deal with documents and information using a homogeneous method.

Implementing defined methodologies for document and version management, including a uniform document structure for process, project and measurement information, along with defined document maintenance processes, helped the company to achieve the CMMI Level 3 accreditation.

Since the move to Microsoft Office SharePoint Server 2007, employees enjoy many improvements in the portal: improved search; advanced interface with improved usability including drop down menus and quick navigation using "bread crumbs"; ability to work with the latest document versions even in offline mode, when out of the office and at customer sites; advanced safety features such as secure items and cross authorizations according to documents or users; and more.

Furthermore, the upgraded portal supports WEB 2.0 (Wiki, Blog), RSS and automatic alert notification messaging. According to Kinrot and Golowinski, because of these tools a culture of informal communication is being sparked in the organization by creating interest in usage of the new tools for mutual inspiration and productivity.

Another change in the new portal is a configuration of 4 team site templates which shorten the inauguration of new project and other team sites into use and contribute to structured work processes.

Contribution of Microsoft tools to the success of the project

"The Microsoft Office SharePoint Server 2007 platform gave me an infrastructure for establishing and developing backstage creative solutions", says Golowinski. "For example, we built our meta-data on the shared libraries, enabled the possibility of freezing the databases and we matched the authorization system to our specific needs. The platform enables us to receive a rich solution tailored to the organization, besides flexible deployment".

Another advantage is the transparent interfacing with Office Enterprise Professional 2007 applications. In this connection, Kinrot points out that "the ability to work on updated Word documents, even offline, the compatibility between the preferences of Office applications with the preferences of the SharePoint server, and the two-way synchronization between Outlook 2007 and the various online libraries at FIS, such as accessing and inputting e-mails in specific team libraries – all these have a great potential to simplify and expedite work processes in the future. The integration between the SharePoint 2007 server and the Office 2007 into one compact work environment is important and vital for use in the system".

In addition, the intuitive and user-friendliness led to a good implementation of the system. Moreover, the SharePoint 2007/Office 2007 package saved FIS expenses in purchasing different tools and additional integration services.

Kinrot adds that "this cardinal step which we undertook requires the full backing of all branches of the company. The information in the Microsoft site and the other companies which have already successfully implemented the system, gave us the organizational trust in this move".

Summary

FIS holds annual intranet satisfaction surveys. From the latest surveys and "corridor chats" it is clear that the strategic move to manage all knowledge through the SharePoint server achieved the company’s objectives from the global implementation strategy, and simplified work processes amongst the end-users.

"We are happy to see that one tool, which was deployed to benefit our local project and strategic business needs, answered our requirements and more. We have more projects in the pipeline and we intend to make use of the tool’s leverage in many other areas", concludes Kinrot.
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