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bpost challenges

 Core business

 Competition

 Shareholders
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Retail
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43.000.000

10.000.000



Retail challenges

 Trust > zero error

 Cost > speed

 Sales > experience
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An army of knowledge workers?
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Intranet

OASIS

8

RKM

MRS
product 

managers

Sales 
Dept

Ops 
Dept

Retail 
management

Lumina

usable knowledge
for successful colleagues.
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Oasis
Transaction- and 
product-oriented

Ad hoc, PULL use 
(450.000 hits/mth)
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80+ navigation 
pages

440 products

PST/BST

900+ how-to

400+ docs



Intranet
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Daily news, references,
tools and projects

Daily, PUSH use 
(500.000 hits/mth)

2 infos / day 

3 sales maps

toolbox

sales library

200 info pages



Collecting

• Campaigns,
new products, 
new processes

• PST/BST 
Releases

• Problems,
feedback, 
corrections

• Recurrent 
reminder

Publishing

• Templates, 
style guide

• Translation

• Validation

• Near real time

Performing

• Quantity

• Quality

• Technology

Publication challenges
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but…
does it get through?



What about knowledge transfer?
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Does it get through?
Once upon a time, an assessment…

I. Content Analysis

II. Satisfaction Survey

III.Interview Campaign
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IV. Persona & Scenarios

V. Usability Tests

VI. Technology Assessment

http://www.mysurveyexpert.com/wp-content/uploads/2011/12/satisfactionSurvey2.jpg
http://www.mysurveyexpert.com/wp-content/uploads/2011/12/satisfactionSurvey2.jpg


provider

internal 
user

customer

Viewpoints

Solution
or offering

How-to?

What-to?

Problem
or need
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rules

processes

diagnostic



Make it happen, multi-channel



Post 
Points

Post 
Offices

Contact 
Center

WebBuilt-in

Digital 
Learning

Info 
Systems

Cascade
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Unstructured knowledge?

our collaborative 
bottom-up channel

o Improvements

o Innovations

o Best practices
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attention

evaluation

validation

discussion
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A conclusion, 
someone?

A question?
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