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1. Project Data
Twinning Light Contract No:
Project Title:

200401676408-0101-0004

Strengthening the Efficiency of
Cadastral Services

The United Kingdom,
represented by Registers of
Scotland and the Slovak
Republic, represented by the
Geodesy, Cartography and
Cadastre Authority

14 December 2006 — 15 June
2007

Ailsa Robertson, International
Business Development Manager,
Registers of Scotland (Project
Leader)

Twinning Partners:

Period covered by the Report:

Submitted by:

2. Background

This Twinning Light project, “Strengthening the Efficiency of
Cadastral Services”, was developed in the context of the
Government of the Slovak Republic’s policy on computerisation
and the development of electronic services. Promotion of e-
enablement in relation to government services has been a priority
in order to improve performance in the following key areas: citizen
access to public sector information, transparency in relation to
state activities, and citizens’ participation in state administration.

The Geodesy, Cartography and Cadastre Authority (GCCA) of the
Slovak Republic is working to support the aims of the
Government’s e-policy by improving access to data and
information via the Internet, and by promoting the development

1. Udaje o projekte
200401676408-0101-0004

Posilnenie efektivnosti
katastralnych sluzieb

Zmluva na projekt C.:
Nazov projektu:

Twinningovi partneri: Spo;ene kral'ovstvo, zastlpené
Skétskymi registrami,

a Slovenska republika,
zast(ipena Uradom geodézie,

kartografie a katastra

14. december 2006 — 15. jun
2007

Ailsa Robertson, manazérka pre
rozvoj medzindrodnych aktivit,
Skétske registre (vedica
projektu)

Obdobie zahrnuté v sprave:

Predlozila:

2. Zakladné informacie

Tento zjednoduSeny twinningovy projekt s nazvom ,Posilnenie
efektivnosti katastralnych sluzieb" vznikol v stvislosti s politikou
zavadzania informaénych technoldgii a rozvoja elektronickych
sluzieb vlady Slovenskej republiky. Podpora spristupnenia vliadnych
slufieb cez internet bola prioritou pri zlepSovani vysledkov
v nasledujicich  klG¢ovych  oblastiach:  pristup  obcanov
k informaciam vo verejnom sektore, transparentnost’ aktivit Statu
a (¢ast’ ob¢anov na Statnej sprave.

Urad geodézie, kartografie a katastra (UGKK) Slovenskej republiky
pracuje na podpore cielov politiky poskytovania elektronickych
sluzieb vlady SR zlepSenim pristupu k Udajom a informaciam cez
internet a podporou rozvoja elektronickych sluZieb. UZ vznikol
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of electronic services. A Geoportal and Cadastral Portal have
already been created and are being further developed, and Project
No 2004/016-764.08.01 “Strengthening the Efficiency of Cadastral
Services”, of which this Twinning Light project forms part, is
currently underway. The project aims to introduce the Electronic
Registry, an online service that will improve access to information
and delivery of cadastral services. The Electronic Registry will
promote simplified, accelerated and safe online administrative
procedures and cadastral services for citizens, enterprises and
national/regional authorities.

The aim of this Twinning Light contract has been to support the
overall aims of the Electronic Registry project by delivering staff
training and development activities. It was originally envisaged
that the Twinning Light contract would promote the outputs of the
Electronic Registry project to GCCA staff, but unfortunately the
technical aspects of the project have been slightly delayed and
these outputs are still under development. Although the Electronic
Registry project is therefore not as far advanced as was hoped,
the training and information provision that was delivered as part
of this contract was designed to give GCCA staff a better
understanding of the changes that are facing the organisation and
the impact of these changes on their work activities.

As part of the contract, training requirements were further
identified and clarified, and a range of training was delivered to
staff from GCCA offices across Slovakia. This training included
sharing information about e-service and Web development,
information about the concept of the Electronic Registry,
information about customer service provision, staff development
training, and the provision of Training for Trainers in order to
support the future roll out of Electronic Registry activities and
training. See Annex E for details of the training course content.
The purpose of this training has been to support the GCCA with its

a dalej sa rozvija Geoportal a Katastralny portal a v stcasnosti
prebieha projekt ¢. 2004/016-764.08.01 ,Posilnenie efektivnosti
katastralnych sluzieb", ktorého sucastou je aj tento twinningovy
projekt. Ciel'om projektu je zaviest' elektronick( podatelfiu, on-line
sluzbu, ktorda zlepsi pristup kinformaciam a poskytovanie
katastralnych sluzieb. Elektronicka podatelfia bude podporovat
zjednodusené, urychlené a bezpecné on-line administrativne
postupy  a katastralne  sluzby pre obcanov, podniky
a celostatne/krajské/okresné organy.

Ciel'om tejto twinningovej zmluvy bolo podporit’ celkové ciele
projektu elektronickej podatelne realizaciou Skoleni a dalsich
aktivit pre rozvoj a osobnostny rast pracovnikov. Povodne sa
predpokladalo, Ze v ramci twinningovej zmluvy sa pracovnikom
UGKK poskytni vysledky projektu elektronickej podatel'ne, ale,
Zial', technické aspekty projektu sa mierne zdrzali a eSte stdle sa
pracuje na tychto vystupoch. Hoci projekt elektronickej podatel'ne
zatial' eSte nie je tak d'aleko, ako sme dufali, Skolenie a informacie,
ktoré sa poskytli v rdmci tejto zmluvy, mali pracovnikom UGKK
umoznit’ lepSie pochopit’ zmeny, ktoré ma organizacia pred sebou,
ako aj Ucinok tychto zmien na ich kazdodenné pracovné
povinnosti.

Vramci zmluvy sa dalej identifikovali a objasnili poziadavky
v oblasti vzdelavania a realizovala sa cela Skala Skoleni pre
pracovnikov UGKK z pracovisk na celom Slovensku. Na Skoleniach
sme poskytli informécie o elektronickych sluzbach a vyvoji
internetu, informacie o koncepcii  elektronickej  podatel'ne,
informacie o poskytovani sluzieb zakaznikom, Skolenie o rozvoji
pracovnikov ako aj Skolenie pre Skolitelov, aby sa podporil dalsi
rozvoj aktivit zameranych na zavedenie elektronickej podatelne
a realizaciu dalSich Skoleni. V Prilohe E najdete podrobnosti
o0 obsahu $koleni. Ucelom tohto Skolenia bolo podporit UGKK
vijeho Usili vytvorit si riadne zaskoleny a vzdelany kolektiv
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aim of attaining a well-trained body of staff that will be able to pracovnikov, ktori budd schopni velmi Gcinne uplatfiovat

apply administrative procedures with a high degree of efficiency
and thus ensure the delivery of high quality services to the public.

The Twinning Light activities have also included an assessment of
and proposals for introducing e-learning tools (see e-Teaching
Study in Annex A) and for improving the Intranet (see Web
Services Report in Annex B), the elaboration of recommendations
to support the development of a Customer Relations Management
Strategy (see CRM Strategy in Annex C) and support for
information provision activities to promote wider understanding of
e-service delivery in the UK and in Slovakia.

The UK contribution to this Twinning Light project was provided
by Registers of Scotland, the land registration agency for
Scotland, with the support of HM Land Registry, the land
registration agency for England and Wales and Paul Bullock, a
freelance training expert who provided Private Sector Input to the
project. The GCCA Project Manager, Michaela Spetkova, and the
other key GCCA counterparts came mainly from the International
Relations Department of the GCCA.

3. Activities During the Reporting Period

The following activities were completed during this Twinning Light

project:

e Inception and elaboration mission (28 January — 10 February
2007)

Ailsa Robertson, Project Leader and Janet Kyle, e-Teaching
Tools Expert

o Further fact-finding and training preparation mission (4 — 10
March 2007), including Start Up Seminar (8 March 2007)

Ailsa Robertson, Project Leader, Janet Kyle, e-Teaching Tools

administrativne postupy, atym zabezpecit' poskytovanie vel'mi
kvalitnych sluzieb verejnosti.

Stéastou aktivit v twinningovom projekte bolo aj posidenie
anavrh nastrojov pre elektronické vzdelavanie (pozri Stddiu
elektronického vyucovania v Prilohe A) a pre zlepSenie intranetu
(pozri Spravu o internetovych sluzbach v Prilohe B), vypracovanie
odportcani na podporu rozvoja Stratégie riadenia vztahov so
zdkaznikmi (pozri Stratégiu riadenia vztahov so zakaznikmi
v Prilohe C) a podpora cinnosti zameranych na poskytovanie
informacii za (Celom lepSieho pochopenia poskytovania
elektronickych sluzieb v Spojenom kral'ovstve a na Slovensku.

Prispevok Spojeného kral'ovstva v tomto twinningovom projekte
poskytli Skotske registre (RoS), Urad pre registraciu pozemkov
v Skétsku, s podporou Kralovského pozemkového dradu, t.j.
pozemkového Uradu v Anglicku a Walese, a Paul Bullock, odbornl'k
na Skolenia na volnej nohe, ktory poskytol prispevok stikromného
sektoru ktomuto pl’O]ektLI Veduca pro;ektu za UGKK, Michaela
medzindrodnych vztahov UGKK.

3. Cinnosti pocas obdobia zahrnutého v sprave

Nasledujlice aktivity sa dokondili v priebehu tohto twinningového

projektu:

e Uvodna a pripravna misia (28. januara — 10. februdra 2007)
Ailsa Robertson, veduca projektu a Janet Kyle, odbornicka na
nastroje pre elektronické vyucovanie

o DalSia zistovacia misia a misia na pripravu Skoleni (4.-10.
marca 2007), vratane Uvodného seminara (8. marca 2007)

Ailsa Robertson, vedlca projektu, Janet Kyle, odbornicka na
nastroje pre elektronické vyucovanie a Erlend Greig, odbornik
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Expert and Erlend Greig, Electronic Cadastral Services Expert

e Further fact-finding and training preparation mission 25 — 31
March 2007), including delivery of the Training for Trainers
Course (27 — 29 March 2007)

Ailsa Robertson, Project Leader, Janet Kyle, e-Teaching Tools
Expert, Paul Bullock, Private Sector Input, David Mercer, Web
Page Creation Expert and Jon Atkey, Electronic Registry Expert

e Cadastral Services Training (13 — 26 May)

Ailsa Robertson, Project Leader, Janet Kyle, e-Teaching Tools
Expert, Erlend Greig, Electronic Cadastral Services Expert and
Jon Atkey, Electronic Registry Expert

~ Trnava (14 — 15 May 2007)

~ Nitra (17 — 18 May 2007)

~ Zilina (21 — 22 May 2007)

~ Kosice (24 — 25 May 2007)

e Final mission, including Information Seminar (5 June 2007),
Web Services training (8 June 2007), Human Resources
Managers meeting (13 June 2007) and Final Seminar (13 June
2007)

Ailsa Robertson, Project Leader, Janet Kyle, e-Teaching Tools
Expert and David Mercer, Web Page Creation Expert

Copies of the programmes for the Training for Trainers course and
the Cadastral Services training are provided in Annex E. As noted
in the programmes, information about the development of new
services in the GCCA was also provided at the end of each session.

The Training for Trainers course was a short introduction to
training competences covering the key skills needed to be a
trainer. This included sessions on training theory, course design,
training delivery, training aides and an introduction to project
management. The final topic of project management was included

na elektronické katastralne sluzby

o Dalia zistovacia misia a misia na pripravu Skoleni (25.-31.
marca 2007), sucast'ou ktorej bolo aj Skolenie pre Skolitel'ov
(27.-29. marca 2007)

Ailsa Robertson, vedica projektu, Janet Kyle, odbornicka na
nastroje pre elektronické vyucovanie, Paul Bullock, stkromny
sektor, David Mercer, odbornik na tvorbu internetovych stranok
a Jon Atkey, odbornik na elektronické podatelne

 Skolenie zamerané na katastralne sluzby (13.-26. maja)

Ailsa Robertson, vedlca projektu, Janet Kyle, odbornicka na
nastroje pre elektronické vyucovanie, Erlend Greig, odbornik na
elektronické katastralne sluzby a Jon Atkey, odbornik na
elektronické podatel'ne

Trnava (14.-15. maja 2007)

Nitra (17.-18. m&ja 2007)

Zilina (21.-22. méaja 2007)

Kosice (24.-25. maja 2007)

e Zaveretnd misia, vratane informacného seminadra (5. jlna
2007), skolenia v oblasti internetovych sluzieb (8. juna 2007),
stretnutia  persondinych  riaditelov  (13. jina 2007)
a zaverecného seminara (13. juna 2007)

Ailsa Robertson, vedlca projektu, Janet Kyle, odbornicka na
nastroje pre elektronické vyucovanie a David Mercer, odbornik
na tvorbu internetovych stranok

t

l

l

l

V Prilohe E je uvedeny program Skolenia pre Skolitelov ako aj
program S$kolenia zameraného na katastralne sluzby. Ako je
v programoch uvedené, na konci kaZdého Skolenia sa poskytli
informacie o rozvoji novych sluzieb v UGKK.

Skolenie pre 3kolitelov bolo kratkym Gvodom do Skolitel'skych
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because the training was designed to complement the ongoing
implementation of the change agenda, both in terms of the
Electronic Registry project to be rolled out later this year and
future organisational change. The training was led by Paul Bullock
and Janet Kyle.

During the Cadastral Services training, delivered in four locations
across Slovakia, the infrastructure and e-services topics were
presented from the perspective of both Registers of Scotland and
the Land Registry in order to give a comprehensive overview of e-
service provision in the UK. The presentations included overviews
of such services as Registers Direct (RoS) and Land Register
Online (Land Registry), which allow both organisations’ account
customers to access land registration and title plan data online.
They also included more ambitious e-registry projects such as
Automated Registration of Title to Land (ARTL) and e-
Conveyancing, which propose to completely remove paper from
the land registration process and allow registrations to take place
electronically. These new services will completely revolutionise the
land registration process and will be supported by electronic
deeds, electronic signatures and electronic payment. Although
ARTL has been delayed due to the comprehensive testing
procedures, it is now in the process of going live in Scotland.

The e-services training also covered archiving activities and
provided an overview of the European Land Information Service
(EULIS). All of the e-services training endeavoured to demonstrate
that common services are being developed in the land registry and
cadastral function across Europe. While the legislative basis and
procedures are different (as is the case in relation to Registers of
Scotland and the Land Registry) the overall direction of e-service
activities are very similar.

An overview of Registers of Scotland’s customer service policy was
also provided during the Cadastral Services training. This overview

zruénosti, ktoré obsahovalo hlavné zrucnosti, ktoré Skolitel” musi
mat’. Stcast'ou skolenia boli lekcie zamerané na tedriu vzdelavania,
spdsob navrhu a realizicie skolenia, vzdeldvacie pomdcky a tvod
do riadenia projektov. Do Skolenia sa dostala aj téma riadenia
projektov, pretoZe toto skolenie malo doplnit’ prebiehajlici program
zmien, jednak projekt elektronickej podatelne, ktory sa ma
rozbehnUt’ neskor v priebehu roka, ako aj buddce organizacné
zmeny. Skolenie viedli Paul Bullock a Janet Kyle.

Polas &kolenia zameraného na katastralne sluzby, ktoré sa
uskutoénilo v §tyroch mestach na Slovensku, sa témy tykajlce sa
infradtruktiry  a elektronickych sluzieb predniesli z pohl'adu
Skotskych registrov ako aj Kralovského pozemkového dradu, aby
Gcastnici Skolenia ziskali vyCerpavajuci prehlad o poskytovanych
elektronickych sluzbach v Spojenom kralovstve. Prezentacie
obsahovali prehlady takych sluZieb, ako je Registers Direct (RoS)
aland Register Online (Krdlovsky pozemkovy Urad), ktoré
umoZiiuju zakaznikom s kontami u tychto organizacii ziskat’ on-line
pristup k Gdajom o vklade nehnutelnosti a listoch vlastnictva.
Taktiez obsahovali aj ambicidznejSie projekty elektronickej
podatelne, ako je Automatickd registracia vlastnickych prav (ARTL)
a elektronicky prevod vlastnickych prav, ktoré casom Uplne
odstrania papierové dokumenty z registracného procesu a umoznia
elektronické registracie. Tieto nové sluzby urobia Upind revoldciu
v procese registracie pozemkov a budli sa opierat’ o elektronické
listiny, elektronické podpisy a elektronick( platbu. Hoci sa ARTL
zdrzala z dovodu zloZitého testovania, momentalne sa v Skétsku
zaCina spustat’.

Skolenie zamerané na elektronické sluzby sa taktiez zaoberalo
archivaciou a poskytlo prehl'ad Eurépskej pozemkovej informacnej
sluzby (EULIS). Celé Skolenie zamerané na elektronické sluzby sa
snazilo preukazat, Ze v Eurépe vznikaji spolotné sluzby pre
registraciu pozemkov a katastralne funkcie. Hoci pravny zaklad

-
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covered the three key aspects of the RoS Customer Service
framework: Customer Service Centres, which provide a one-stop
shop for all of the organisation’s customers; Customer Relations
Management, which deals with the management of the Registers
Direct service, organises external events and training for our
customers and produces all information brochures and leaflets;
and Service Development, which provides bulk data and reports to
a wide range of customers, supports the development of new RoS
services and issues quarterly press releases.

The Cadastral Services training also contained staff development
training. This training covered three areas. The first was aimed at
giving skills to staff to help them deal effectively with difficult
customers. This session covered different types of customers,
different communication styles and techniques, skills for dealing
with difficult customers and active listening skills. The second area
covered was Stress Management. This covered the theory and
causes of stress, the impact of management style and change
agendas on stress in an organisation and some examples of what
Registers of Scotland does within our own organisation to combat
stress. The third area was the Positive Motivation of Staff in Times
of Change, which covered basic motivation theory, the impact of
management style and change on motivation, the importance of
open and frequent communication to staff when introducing
change and the impact of both financial and non-financial rewards
on motivation.

During the Information Seminar, members of the UK Twinning
Team provided an overview of e-services in Registers of Scotland
and of the EULIS project. Again, a comprehensive overview of the
GCCA’s key e-services and planned service developments was
provided. It was originally planned to hold two Information
Seminars; one for notaries and other professionals and one for
other government departments. In the end, at the instigation of

a postupy st iné (ako to plati v pripade Skotskych registrov
a Krdlovského pozemkového Uradu), celkové smerovanie
elektronickych sluzieb je velmi podobné.

Poas Skolenia zameraného na katastrdlne sluzby sa poskytol aj
prehl'ad zakaznickej politiky Skotskych registrov. Tento prehlad
obsahoval tri kl'G¢ové aspekty sluZieb zakaznikom v RoS:
Zakaznicke centrd, ktoré poskytuji vsetky sluzby pre vsetkych
zékaznikov organizacie; Odbor riadenia vztahov so zakaznikmi,
ktory riadi sluzbu Registers Direct, organizuje podujatia mimo
organizacie a Skolenia pre nasich zakaznikov a vyhotovuje vSetky
informacné broziry a letdky, a nakoniec Odbor rozvoja sluzieb,
ktory poskytuje hromadné (daje a spravy Sirokej Skale zakaznikov,
podporuje rozvoj novych sluZzieb RoS a kazdy Stvrtrok vydava
tlacové spravy.

Sucast'ou Skolenia katastralnych sluZieb bolo aj Skolenie zamerané
na rozvoj personalu. Toto Skolenie sa zaoberalo tromi oblastami.
Prva bola zamerand na poskytnutie zru¢nosti pracovnikom, aby si
vedeli U¢inne poradit’ so zlozitymi zakaznikmi. Na tejto prednaske
sa hovorilo o réznych typoch zakaznikov, o réznych komunikacnych
§tyloch a metddach, o zrucnostiach potrebnych pri styku so
zlozitymi zakaznikmi a o aktivnom poclvani. Druha oblast’ sa
zaoberala zvlddanim stresu. Tu sa hovorilo o tedrii a pricinach
stresu, ovplyve Stylu riadenia azmien na stres v organizacii
a uvadzali sa priklady, ako RoS bojuje proti stresu v ramci svojej
organizacie. Tretia oblast’ bola zamerand na pozitivnu motivaciu
pracovnikov v obdobi zmeny. Tu sa hovorilo o zékladnej tedrii
motivacie, o vplyve $tylu riadenia a zmien na motivaciu, o vyzname
otvorenej a ¢astej komunikacie s pracovnikmi pri zavadzani zmien
a o vplyve finanénej a nefinan¢nej odmeny na motivaciu.

Polas informa¢ného seminara Clenovia twinningového timu zo
Spojeného  krélovstva poskytli prehlad elektronickych sluzieb
v Skétskych registroch a projektu EULIS. Opat’ sa poskytol aj
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the GCCA, this was delivered as one joint information seminar. vyCerpavajici  prehlad  hlavnych  elektronickych  sluzieb
a planovanych sluzieb UGKK. Pévodne sa mali konat dva

The aim of the Web Services training, provided during the final
project input, was firstly to review and verify the analysis
undertaken in March to ensure information had been collected
accurately. A range of subjects were covered. Much of the session
focussed on the benefits of a management-led strategy for
development of the Intranet and the need to identify roles within
the organisation for management of both its technical and
business aspects. Establishing clear ownership of the Intranet was
discussed. Land Registry’s experience in developing its Intranet
was described. Similarities between GCCA and Land Registry were
highlighted and how difficulties were overcome. The benefits of a
content management system were also described and how this can
be used to both enhance the publication process and how it can be
used to offer benefits in providing a more robust visual identity for
the organisation. The need for an ongoing review of the Intranet
was also covered and how the use of customer feedback and
questionnaires can be used to facilitate this. By way of example
there was also a short practical exercise in the use of a commercial
tool to create an online questionnaire.

During all of the training and seminar activities, consecutive
translation was provided to/from English/Slovak. This method has
been successfully used during other project and training activities
in which RoS has been involved. Time was allowed for question
and answer sessions and for general discussion, and a number of
activities to promote audience participation were also included.

Copies of the training materials were provided to the participants
and training evaluation forms were issued at the end of each
training session. The results of this training evaluation are
contained in Annex D.

All of the Twinning Light project materials will be provided in

informacné semindre, jeden pre notdrov ainych profesionalov
a druhy pre iné vliadne rezorty. Nakoniec sa na podnet UGKK
uskutoénil jeden informacny seminar spolocny pre vsetkych.

Ciel'om 8kolenia v oblasti internetovych sluZieb, ktoré sa konalo
v poslednej Casti projektu, bolo v prvom rade preskimat
a preverit’ analyzu, ktord sa urobila v marci, aby sme sa uistili, ze
sme ziskali presné informacie. Stcast'ou skolenia bola cela Skala
tém. Vadsinou sa sustredilo na prinosy stratégie rozvoja intranetu,
ktori by riadilo vedenie organizicie, a na potrebu identifikovat’
tlohy vedenia vramci organizacie pri riadeni technickych aj
obchodnych aspektov. Hovorilo sa o stanoveni jasného vlastnictva
intranetu. Opisali sa skisenosti Pozemkového reglstra pri vyvoji ich
vlastného intranetu. Zddraznilo sa, v ¢om su si UGKK a Pozemkovy
register podobné, a ako sa prekonali tazkosti. Opisali sa aj prinosy
systému riadenia obsahu aako to moZno vyuZit' na zlepSenie
publikacného procesu a ako to méZe ponuknut’ prinosy vo forme
robustnej$ej vizudlnej totoZnosti organizacie. Hovorilo sa aj
o potrebe priebeZzného skimania intranetu a o tom, ako na to
mozno vyuzit' spatni vazbu od zakaznikov a dotazniky. Formou
prikladu sa robil aj kratky prakticky nacvik pouzivania komeréného
nastroja na vytvorenie on-line dotaznika.

Potas vSetkych Skoleni asemindrov sa konzekutivne timocilo
z angli¢tiny do slovenciny a naopak. Této metéda sa Uspesne
pouzila aj v priebehu |nych projektov, ktorych sa Skétske registre
z(&astnili. Bol dostatok casu aj na otazky a odpovede ana
véeobecn( diskusiu. SGcastou 3koleni bolo aj niekolko aktivit na
podporu Ucasti posluchacov.

Uéastnici dostali pisomné materialy a na konci kazdého Skolenia sa
rozdali hodnotiace formulare. Vysledky hodnotenia Skoleni su
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electronic format (in Slovak and in English) to the GCCA
counterpart team. Some of this material has already been added to
the GCCA Intranet.

All key activities were delivered according to the plan presented in
the Start Up Report. The timing of the key activities was also much
as planned, with the exception of the Cadastral Services training,
which started a week later than was originally proposed to avoid a
holiday period.

An additional activity, not envisaged in the Project Fiche or Start
Up report was the Human Resources (HR) Managers meeting that
was held on 13 June. During this meeting, Janet Kyle presented an
overview of the Stress Management, Positive Motivation and
Communication training that was delivered during the Cadastral
Services training, and had general discussions on HR issues.

In addition, the GCCA also instigated some further training courses
within the framework of the Twinning Light project. The GCCA
identified a need to extend the training in order to further support
the planned implementation of the electronic registry and to
improve service provision to Slovak and European citizens. This
training supported the aims of the ongoing project TF2004
“Strengthening the Efficiency of Cadastral Services”, and also the
implementation of the enhanced cadastre and Act No. 275/2006
relating to the information system of the public administration.
This Act requires the GCCA to produce documents from the
property cadastre in electronic format. It was necessary, therefore,
to train district cadastral register employees in order to prepare
them for the introduction of this electronic communication. In
total, 200 members of staff received training as part of this
Twinning Light project, and the feedback from all of the courses
was extremely good.

uvedené v Prilohe D.

VSetky materidly zo zjednoduSeného twinningového projektu
poskytneme timu UGKK v elektronickej forme (v slovencine
a anglictine). Niektoré z tychto materidlov sa uz dostali na intranet
UGKK.

VSetky hlavné cinnosti sa realizovali podia planu uvedeného
v Uvodnej sprave. Hlavné cinnosti prebehli v planovanych
terminoch s vynimkou Skolenia katastralnych sluzieb, ktoré zacalo
o tyzden neskor, nez sa pévodne navrhlo, aby sa vyhlo sviatkom.

Oproti navrhu projektu alebo Uvodnej sprave sa uskutocnila jedna
aktivita navySe, menovite stretnutie persondlnych riaditel'ov, ktoré
sa konalo 13. juna. Na tomto stretnuti Janet Kyle predniesla
prehlad Skolenia zameraného na 2zvladanie stresu, pozitivnu
motivaciu a komunikaciu, ktoré prebehlo v plnej verzii na Skoleni
katastralnych sluZieb, a viedla vSeobecn( diskusiu o persondinych
otazkach.

Okrem toho UGKK taktieZ inicioval daldie 3kolenia v ramci
Zjednoduseného twinningového projektu. UGKK zistil, Ze treba
rozsirit Skolenia, aby sa podporilo planované zavadzanie
elektronickej pokladne aaby sa zlepSilo poskytovanie sluZieb
slovenskym a eurdpskym obc¢anom. Toto Skolenie podporilo ciele
prebiehajiceho  projektu  TF2004 ,Posilnenie  efektivnosti
katastralnych sluZieb®, ako aj zavadzanie kvalitnejSieho katastra
a uplatfiovanie Zakona €. 275/2006 o informacnych systémoch
verejnej spravy. Tento zdkon vyzaduje, aby UGKK zhotovoval
dokumenty z katastra nehnutelnosti v elektronickej forme. Preto
bolo treba vyskolit' zamestnancov Sprav katastra, aby sa pripravili
na zavedenie tejto elektronickej komunikacie. V ramci tohto
twinningového projektu sa Skoleni zucastnilo dohromady 200
zamestnancov a spatna vazba zo vsetkych kurzov bola mimoriadne
dobra.
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Key Outputs

o Start Up Report
~ Updated Training Needs Analysis

« Training courses (Programmes included as Annex E of Final
Report)
~ Training materials and handouts
~ Training evaluation (Annex D of Final Report)

« e-Teaching Study (Annex A of Final Report)
Sample e-Learning packages

~

e« Web Services Report (Annex B of Final Report)

« Customer Relations Management Strategy (Annex C of
Final Report)

« Final Report
All key outputs as envisaged in the project fiche and in the Start
Up report have been delivered as planned.

All of the key outputs will also be provided in electronic format (in
Slovak and in English). As noted in Section 3 above, some of the
training materials and handouts have already been added to the
Intranet.

As part of the web services activities, sample e-Learning modules
and questionnaires have been created. While information about
the modules has been provided in the Web Services Report, the
modules themselves have been added to the GCCA Intranet,
together with samples of the presentations delivered during the
Cadastral Services training. Information about how to access and
amend the modules is provided in the Web Services Report. The
RoS Customer Service Questionnaire has also been added to the
Intranet as an interactive questionnaire.

Hlavné vystupy

o Uvodna sprava
Aktualizovana analyza potrieb v oblasti vzdeldvania

~

Skolenia (Programy uvedené v Prilohe E Zavere¢nej spravy)
Vzdeldvacie materialy a prednasky
Hodnotenie Skoleni (Priloha D Zaverecnej spravy)

~

~

 Studia elektronického vyucovania (Priloha A Zaverecnej

spravy)
Vzorové baliky elektronického vyucovania

~

o Sprava o internetovych sluzbach (Priloha B Zaverecnej
spravy)

o Stratégia riadenia vzt'ahov so zakaznikmi (Priloha C
Zaverecnej spravy)

e Zaverecna sprava
Vsetky hlavné wvystupy uvedené v navrhu projektu a Uvodnej
sprave sa odovzdali podla planu.

Véetky hlavné vystupy sa poskytnd aj v elektronickej forme (v
slovencine a anglictine). Ako bolo uvedené v kapitole 3, niektoré
materialy a prednasky zo $koleni sa uz umiestnili na intranet.

V ramci prace na internetovych sluzbach sa vytvorili vzorové
moduly elektronického vyucovania a vzorové dotazniky. Kym
informacie o moduloch sa uviedli v Sprave o mternetovych
sluzbach, samotné moduly sa umiestnili na intranet UGKK spolu so
vzormi prezentdcii, ktoré sa predniesli na Skoleni katastralnych
sluzieb. Informacie o sposobe pristupu a Upravy modulov s
uvedené v Sprave o internetovych sluzbach. Dotaznik RoS
o sluzbach zakaznikom sa taktiez umiestnil intranet ako
interaktivny dotaznik.

na

—
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5. Assessment of Activities

As noted in Section 2 above, the original plan was that this
Twinning Light project would support the roll out of information
about the Electronic Registry project and the services and systems
that had been developed as part of that project. Due to
unavoidable delays in the implementation of that project,
however, the focus of the training was changed slightly from the
training envisaged in the original project fiche.

As indicated in the Start Up Report, the changes resulted in there
being less focus on informatics and IT support and more on
sharing experiences of e-service development, on customer
service and communications skills, and on stress and change
management and positive motivation of staff. The slightly
changed focus aimed to support the future roll out of electronic
services and to prepare staff for the changes ahead. The training
and development activities have given the GCCA staff involved a
better understanding of the changes that are facing their
organisation in the future and the impact that these changes will
have on their work activities. The activities have also given the
staff some tools to help them cope with these changes and for
improving customer service.

The delayed progress with the Electronic Registry project also
meant that the Information Campaign was less complex than
originally envisaged. As noted in the Start Up Report, two
Information Seminars were proposed to replace the Information
Campaign activities. In the end one joint Information Seminar was
delivered for notaries and other government officials. This
Information Seminar still provided general information about the
GCCA's planned new electronic services, but the exact detail of
these services and how they will be delivered could not be
presented because they are still under development. Some
proposals for the development of a Customer Relations

5. Hodnotenie aktivit

Ako bolo uvedené v kapitole 2, twinningovy projekt mal povodne
podporit’ Sirenie informécii o projekte elektronickej podatelne
a sluZieb a systémov, ktoré vznikli ako sGcast’ tohto projektu.
KedZe véak doSlo k oneskoreniu realizacie uvedeného projektu,
ktorému sa nedalo predist’, hlavny zamer Skolenia sa trochu zmenil
oproti zdmeru, ktory sa predpokladal v pévodnom navrhu projektu.

Ako sa uvadzalo v Uvodnej sprave, zmeny viedli k tomu, Ze sa
gkolenie zameriavalo menej na informatiku a podporu IT a viac na
vymenu skisenosti z vyvoja elektronickych sluZieb, na sluzby
zakaznikom a komunikacné zrucnosti, dalej na zvladanie stresu
a zmien a pozitivnu motivéaciu pracovnikov. Cielom pozmeneného
zameru $kolenia bolo podporit’ budiice zavadzanie elektronickych
sluzieb a pripravit pracovnikov na budice zmeny. Skolenia
a vyvojové aktivity umoznili pracovnlkom UGKK lepsie pochopit
zmeny, ktoré akaju ich organizéciu v budlcnosti, ako aj Gcinok
tychto zmien na ich pracovné cinnosti. Uvedené aktivity dali
pracovnikom aj urcité nastroje, ktoré im pomézu prekonat' zmeny,
ktoré ich ¢akaju, a zlepsit’ sluzby zakaznikom.

Meskanie projektu elektronickej podatelne taktiez znamenalo, Ze
informatna kampail bola menej obsiahla, neZz sa pdvodne
planovalo Ako sa uvéadzalo v Uvodnej sprave, dva informaéné
seminare mali nahradit pdvodne planované aktivity v ramci
informacnej kampane Nakoniec sa zorganizoval jeden spolocny
informacny semindr pre notarov a inych Statnych Gradnikov. Tento
informacny seminar poskytol v3eobecné informacie o novych
planovanych elektronickych sluzbach UGKK, ale presné podrobnosti
o tychto sluzbach a o sposobe ich poskytovanla sa nedali
prezentovat, pretoZe sa eSte stale vyvijajd. Pripravili sa aj niektoré
navrhy pre vypracovanie stratégie riadenia vztahov so zakaznikmi
(pozri Prilohu C). Tieto navrhy pomdzu pri budovani vztahov so
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Management Strategy were also prepared (see Annex C). These
will assist with future customer liaison and information provision
activities.

As noted in Section 3 above, all key activities and outputs were on
the whole delivered according to the plan presented in the Start
Up Report. Some additional outputs were also provided in relation
to Intranet development and e-Teaching examples. Overall, the
Twinning Light project as been extremely successful and, despite
the necessary changes to the original focus of the project noted
above, has delivered valuable results for the management and
staff of the GCCA. All of the project activities have allowed for
discussions and exchanges of experiences. Some comments on
the key training activities are noted below.

In the end, a full day was devoted to electronic registry and e-
services during the Cadastral Services training. This was a slight
change to the programme proposed in the Start Up Report. During
the first training course in Trnava, it became apparent that the
electronic registry presentations were going to overrun. There was
just too much material to cover in the time allocated. The
programme was amended slightly, therefore, to allow more time
for this aspect of the training. The electronic payment information
was reduced and the slot on Customer Services in Registers of
Scotland was moved to the second day with the other staff
development training.

In addition, following the first training session some of the more
technical aspects of the e-services presentations were cut out or
revised. For example, the slot on electronic signatures was
originally quite technical, so this was simplified to make it easier to
understand. This revised programme was applied to the other
three training courses in Nitra, Zilina and KoSice. The revised
programme worked much better and the less technical aspects

zakaznikmi a pri poskytovani informacii zakaznikom v buddcnosti.

Ako sa uvadza v kapitole 3, vSetky hlavné aktivity a vystupy sa vo
veobecnosti realizovali podla plénu predlozeného v Uvodnej
sprave. Poskytli sa niektoré dalsie vystupy v suvislosti s vyvojom
intranetu a prikladmi elektronického vyucovania. Twinningovy
projekt bol celkove mimoriadne UspeSny a napriek nevyhnutnym
zmenam pdvodného zameru projektu, o ktorych sa hovori vyssie,
projekt priniesol cenné vysledky pre vedenie a pracovnikov UGKK.
Véetky ¢innosti v rdmci projektu umoznili viest' diskusiu a vymienat’
si skiisenosti. Niektoré pripomienky k hlavnym aktivitam, ktoré sa
uskutocnili v rdmci projektu, st uvedené v d'alSom texte.

Nakoniec sa elektronickej podatelni a elektronickym sluzbam
venoval jeden cely defi pocas Skolenia katastralnych slu2|eb Bola
to mald zmena oproti programu, ktory sa navrhol vUvodneJ
sprave. Pocas prvého kurzu v Trnave sa ukdzalo, Ze sa predI2|a
prezentacie o elektronickej podatelni. Jednoducho bolo privela
materialu, ktorému sa bolo treba venovat, a v pridelenom case sa
to nedalo stihnat. Program sa preto trochu upravil, aby sme mali
viac ¢asu na tento aspekt Skolenia. Obmedzili sa informacie
o elektronickych  platbach  a programovy  blok o sluzbach
zakaznikom vSkotskych registroch sa presunul na druhy den
a odprednasal sa v ramci d'alSieho rozvoja a osobnostného rastu
pracovnikov.

Okrem toho po prvom $koleni sa vynechali alebo upravili niektoré
technickejSie aspekty prezentacii o elektronickych sluzbach.
Napriklad programovy blok venovany elektronickému podpisu bol
pévodne dost’ technicky, takZe sa potom zjednodusil, aby bol
zrozumitelnejsi. Upraveny program sa potom realizoval na
ostatnych troch kurzoch vN[tre, Ziline a Kosiciach. Upraveny
program bol omnoho Uspesnejséi a posluchaci lepsie prijali menej
technické aspekty.
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were better received.

The staff development training delivery was slightly changed in
focus to match the audiences. This meant that where the course
participants were mostly customer facing staff and not managers,
slightly more time was spent on dealing with customers than on
the Motivation training session. This approach appeared to work
well. To assist all participants, the slides prepared were
comprehensive to allow them to be used for future reference and
training sessions.

All of the training sessions included some interactive participation
activities. These activities were included to keep the participants
involved and to encourage them to think on a more personal level
about the issues being presented and discussed. On the whole,
these interactive slots proved to be useful during the training
sessions and were successful in promoting audience participation
and making the sessions more enjoyable.

Evaluation forms were issued to all participants after each of the
key training sessions. Over 180 completed forms were returned.
Since training formed an integral part of this Twinning Light
project, these evaluation forms are a key indication of how
successful the project has been. Overall, the responses indicated
that the participants were very happy with the content and
delivery of the presentations, and felt that the training was of
value to them. The full responses of these evaluation forms and
some of the comments provided by the participants are included
in the Training Evaluation in Annex D.

As indicated in the Start Up Report, the e-Teaching Study (see
Annex A) was prepared by Ms Janet Kyle with the support of Mr
Paul Bullock, Mr David Mercer and relevant experts within RoS
who have been responsible for developing some of RoS's e-
learning packages. The report shares some of RoS’s experiences

Skolenie v oblasti rozvoja a osobnostného rastu pracovnikov sa
trochu zmenilo svojim zameranim, aby vyhovelo potrebam
pracovnici v priamom kontakte so zdkaznikmi a nie riadiaci
pracovnici, trochu viac ¢asu sa venovalo praci so zakaznikmi nez
motivacii pracovnikom. Tento pristup dobre fungoval. Aby sa
pomohlo  vSetkym  (castnikom, pripravené powerpointové
prezentécie boli vylerpdvajlce, aby sa dali vyuZit' aj v budtcnosti
na d‘alSie Skolenia.

Véetky Skolenia obsahovali aj aktivity s interaktivnou Ucast'ou
posluchacov. Tieto aktivity mali udrzat’ pozornost' Ucastnikov
amali ich povzbudit ktomu, aby na osobnejSej Urovni
porozmyslali o odpredndsanych a prediskutovanych otazkach.
Tieto interaktivne bloky sa ukazali byt uzitocnymi pocas Skoleni
a boli Uspesné pri podpore Gcasti posluchdcov a pri sprijemfiovani
jednotlivych blokov Skolenia.

VSetci Ucastnici dostali hodnotiace formulare po kazdom velkom
bloku Skolenia. Vréatilo sa 180 vyplnenych formuldrov. KedZe
kolenie bolo neoddelitelnou stcastou tohto twinningového
projektu, hodnotiace formuldre st hlavnou indikaciou Uspechu
projektu. Odpovede celkove naznacili, ze ucastnici boli velmi
spokojni s obsahom a spdsobom prednasania prezentacii a mali
pocit, ze $kolenie malo pre nich vyznam. PIné odpovede uvedené
v hodnotiacich formuldroch a niektoré pripomienky UGcastnikov
ékoleni tvoria sucast Hodnotenia S$koleni, ktoré sa nachadza
v Prilohe D.

Ako sa spominalo v Uvodnej spréve, Janet Kyle pripravila Studiu
elektronického vyucovania (pozri Prilohu A) spolu s Paulom
Bullockom, Davidom Mercerom a inymi odbornikmi z RoS, ktori boli
zodpovedni za vypracovanie niektorych balikov elektronického
vzdelavania v RoS. V sprave sl uvedené niektoré skisenosti RoS
a aplikacie elektronického vzdelavania, ako aj praktické hodnotenie
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and applications of e-learning and provides a practical assessment aplikacii  elektronického  vyucovania pre UGKK. Obsahuje

of e-teaching applications for the GCCA. It contains
recommendations for the short and medium term, which are
summarised in Section 7 below.

The UK Twinning Team has been given excellent support from the
GCCA counterparts. In particular, the support and hard work of
the exceptional staff of the GCCA’s International Relations
Department has been invaluable to the success of this project. An
important role was also played by those involved in the
organisation of the training across Slovakia, and the Heads of the
Cadastral Offices were very supportive and welcoming. In
addition, the participants in the training and information session
on the whole played an active part in these sessions and therefore
contributed to the overall success of the project. The Registers of
Scotland team would like to express our thanks to all of those
involved in the success of this Twinning Light project.

In addition, thanks are due to the interpreters who facilitated in
the training sessions and have translated all of the project
documentation. These interpreters were highly experienced and
familiar with the topics covered and played a vital role in the
successful delivery of the project.

6. Expenditures
The project was completed according to plan and within budget.

Two Side Letters were required during the course of the project.
The first related to the allocation of days among the experts and
contained budgetary reallocations in relation to the project
activities, as revised during the inception phase of the project and
outlined in the Start Up Report. These budgetary reallocations
also reflected an increase in the per diem rate for Slovakia.

The second Side Letter again related to the reallocation of days

odportéania pre kratkodoby a dlhodoby horizont, ktoré st zhrnuté
v kapitole 7.

Twinningovy tim zo Spojeného kralovstva ziskal vynikajucu
podporu zo strany partnerov z UGKK. Pre uspech tohto projektu
bol neocenitelny predovsetkym prinos a tvrda praca vynimocnych
zamestnancov Odboru medzmarodnych vztahov UGKK. DoleZit(
tlohu hrali aj ti, ktori boli zapojeni do organizovania Skoleni po
celom Slovensku a prednostovia Katastralnych Gradov boli vel'mi
ndpomocni  a Ustretovi. Okrem  toho  (castnici  kurzov
a informacného Skolenia sa celkove aktivne zlcastfiovali Skoleni
a kurzov, atym prispeli k celkovému dspechu projektu. Tim zo
Skétskych registrov by chcel vyjadrit' svoju vdaku vietkym, ktorf
prispeli k Uspechu tohto zjednoduseného twinningového projektu.

Vdaka patri aj timo¢nikom, ktori timocili na jednotlivych
seminaroch a ktori preloZili cel( projektov( dokumentaciu. Tito
timocnici maji velké skisenosti a poznaju témy, ktorym sa
gkolenia venovali a hrali vyznamn( UGlohu pri Uspesnej realizacii
projektu.

6. Vydavky
Projekt sa dokoncil podla plédnu a v ramci rozpoctu.

Polas projektu sa vyZadovali dva doplnkové listy. Prvy sa tykal
rozdelenia pracovnych dni medzi odbornikov a obsahoval aj
prerozdelenie rozpoctu na jednotlivé projektové aktivity, ktory sa
praV|I v Uvodnej faze projektu a ktory bol nacrtnuty v Uvodnej
sprave. Toto prerozdelenie rozpoctu odrdZalo aj zvySenie dennych
diét pre Slovensku republiku.

Druhy doplnkovy list sa zasa tykal prerozdelenia pracovnych dni
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between two experts for the final input of the project. Mr Jon
Atkey did not attend the Final Seminar, and Mr David Mercer’s
input was increased so that he could contribute to the Final
Seminar in place of Mr Atkey.

The following table shows a summary of the financial expenditure
during the Twinning Light project. A full itemisation of expenditure
and independent auditor’s certificate will be provided with the
Request for Payment of the balance of funds to be paid as part of
this Twinning Light project.

medzi dvoma odbornikmi v zdverecnej Casti projektu. Jon Atkey sa
nez(castnil zavere¢ného semindra a prispevok Davida Mercera sa
zwysil, takZze sa mohol ztcastnit’ zaverecného semindra namiesto
Jona Atkeyho.

V nasledujlicej tabulke je uvedené zhrnutie financnych vydavkov
pocas trvania twinningového projektu. Vydavky bud( podrobne
rozpisané na jednotlivé polozky v Ziadosti o vyplatenie zvySnych
finanénych prostriedkov, ktoré sa maju vyplatit' v ramci tohto
twinningového projektu. Sucast'ou bude aj osvedcenie nezavislého
auditora.

icial Pfo*b’o“sall' Zvysné
Project Co-ordination / Koordinacia projektu 47,265 46,431 834
Project Activities / Aktivity projektu 87,500 86,243 1257
Other Organisational Costs / Ostatné 6
organizaéné naklady 10,000 9,994
|Private Sector Input / Prispevok siikromného 5,000 5,000 0
sektoru
Sub-total / Medzisiéet 149,765 147,668 2,097
COntlngencles ! Mimorladna rezerva 235 0 235
R SR e TR S 01000 | il 14T 668 12,332

7. Conclusion / Recommendations

In conclusion, therefore, the expected result of the Twinning Light
project was achieved. All training was successfully delivered and
was favourably received by the participants, and all required
outputs were supplied.

The full recommendations resulting from the activities of this
Twinning Light project have been included in the e-Teaching Study
in Annex A, the Web Services Report in Annex B and the Customer

7. Zaver / odporucania

Na zaver teda mozno povedat/, Ze sa dosiahol oCakavany vysledok
twinningového projektu. VSetky Skolenia sa UspeSne realizovali
a UCastnici ich prijali priaznivo. VSetky poZadované vystupy sa
dodali.

VSetky odporlcania vyplyvajice z aktivit v tomto twmnmgovom

projekte boli zahrnuté do Stldie elektronického vyucovania
v Prilohe A, Sprévy o internetovych sluzbéch v Prilohe B a Stratégie
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Relations Management Strategy in Annex C. The recommendations
made are, on the whole, realistic and fairly easy to achieve. The
UK Twinning Team has tried to emphasize practical, workable
solutions to make the day-to-day working environment of GCCA
staff easier, rather than high-level solutions that will take longer
and cost more to implement. The recommendations are flexible
and adaptable to allow the GCCA to adapt them to their own
specific needs and changing environment. Some of the key
recommendations are highlighted below. There are some areas of
overlap between the recommendations for the principle areas of
interest of this Twinning Light project.

Key recommendations:
Staff Development and Training

e Further training skills development to supplement the
introduction provided in the Training for Trainers course

e Development of a training network to support exchange of
ideas and promote consistency across the organisation

« Development of generic training content to ensure consistency
of approach across the GCCA and to prevent overlaps and
repetition in course development

e Early involvement of training providers in project activities to
ensure that they are fully conversant with new systems and
procedures when they are providing training on these new
systems and procedure to other staff

e Further development of generic GCCA training in Customer
Service skills

e Further development of
Management/Leadership skills

generic GCCA training in

e Further development of generic GCCA training in Change

riadenia vztahov so zakaznikmi v Prilohe C. Uvedené odporicania
st celkove realistické a 'ahko dosiahnutelné. Twinningovy tim zo
Spojeného krélovstva sa snazil zdoraznit' praktické, realistické
rieSenia, aby sa zjednoduSilo kaZdodenné pracovné prostredie
pracovnikov UGKK, radSej neZ rieSenia na vysokej Grovni, ktoré
budi dihie trvat’ abudl drahdie. Odporicania s flexibilné
a prispdsobitelné, aby ich UGKK mohol prispdsobit’ svojim
konkrétnym potrebam a meniacemu sa prostrediu. Niektoré
ki'i€ové odporicania si uvedené v dalSom texte. V niektorych
zasadnych oblastiach zaujmu tohto twinningového projektu sa
odportéania do istej miery prekryvaju.

KI'G¢ové odportcania:
Rozvoj a skolenie pracovnikov

o Dalé rozvoj zruénosti skolitelov za Géelom doplnenia Gvodu
poskytnutého na Skoleni pre skolitel'ov.

e Vytvorenie vzdeldvacej siete na podporu vymeny napadov
a podporu konzistentnosti v celej organizacii.

e \Vypracovanie vSeobecného obsahu Skoleni na zaistenie
doslednosti v pristupe v celom UGKK ana zabranenie
prekryvaniu a opakovaniu obsahu Skoleni.

e Skoré zapojenie poskytovatel'ov Skoleni do projektovych aktivit,
aby sa zaistilo ich dobré oboznamenie sa s novymi systémami
a postupmi, ked budl poskytovat’ Skolenie v tychto novych
systémoch a postupoch pre inych pracovnikov.

e Dal¥ rozvoj vieobecne pouitelného Skolenia UGKK v oblasti
rozvoja zrucnosti pre poskytovanie sluZieb zdkaznikom.

e Dal¥ rozvoj vieobecne pouzitelného Skolenia UGKK v oblasti
rozvoja riadiacich/vedUcich zrucnosti.

« Dal¥ rozvoj vieobecne pouzitelného $kolenia UGKK v oblasti
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Management skills, including Communication skills rozvoja zruénosti pre riadenie zmien, vratane komunikacnych

E-Teaching Report zrucnostl.

Short-Term Recommendations Sprava o elektronickom vyucovani

Kratkodobé odporucania
 Dalej rozvijat’ koncepciu pristupu do intranetu

e Further develop access policy for Intranet

e Develop “People Section” on Intranet

Al Ty
+ Source search ool to make Information on Intranet more easlly * VYIVOrit LEudskll sekdu™ na intranete

manageable and accessible « Dodat’ vyhl'addvaci nastroj na lepsie zvladanie a spristupnenie

e Add some straightforward e-Teaching content to the Intranet Informacli na intranete

e Pridat jasny obsah elektronického vyucovania na intranet

Strednodobé odporticania
e Vypracovat' stratégiu riadenia obsahu intranetu

Medium Term Recommendations
e Devise a content management policy for the Intranet

o Writing content skills training

. Source e-leaming packages requiring little technological editing ® USkutoenit Skolenie venovane pisaniu obsahu intranetu

o Dodat baliky pre elektronické vyucovanie, ktoré vyzadujd malé

Web and Intranet Services g P
technologické Upravy

Develop an e-Communications Strategy
Further develop the GCCA’s visual identity
Introduce some form of content management system

Internetové a intranetové sluzby

e Vypracovat' stratégiu elektronickej komunikacie

o Dalej rozvijat’ vizualnu totoznost’ UGKK

ing revi nd I ent — 5 : .
Bronons sngoma sevien and aevelopm e Zaviest nejaku formu systému riadenia obsahu

Customer Relations Management and Service Policy «  Podporovat’ priebené skamanie a rozvoj

o EmiRKpa Castmer Criarter Politika riadenia vzt'ahov so zakaznikmi a poskytovania

e Develop a Staff Charter sluzieb
e Further expansion of staff development training in Customer e Vypracovat Chartu zakaznika
Service skills

e Vypracovat Chartu zamestnanca
e Introduction of ongoing evaluation and review of customer

; L Dalej i $koleni ilu v oblasti zru¢nosti
service provision Dalej rozSirovat Skolenie personalu oblasti zru
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e Stakeholder involvement in the development of new services
and procedure

e Develop an e-Communications Strategy
e Further develop organisational identity

Signed for the-Member State Partner by:

Ailsa Robertson
Project Leader

v poskytovani sluzieb zakaznikom

e Zavedenie priebezného hodnotenia a preskiimania
poskytovania sluzieb zdkaznikom

« Zapojenie zainteresovanych stran do rozvoja novych sluzieb a
postupov

e Vypracovat stratégiu elektronickej komunikacie
« Dalej rozvijat’ identitu organizécie

Za partnera z Clenského Statu podpisala:

Fid s
Patricia Sokacova

Manazérka projektu

Distribution/(Képie): GCCA (Ms Sokacova) / UGKK (p. Sokacova)
CFCU (Ms Matsusova) / CFCU (p. Matsusova) )
Office of the Government of the Slovak Republic (Mr Kubala) / Urad vlady SR (pan Kubala)
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Study Studia elektronického vyu€ovania

Project Title: Strengthening the Efficiency of Nazov projektu: Posilnenie efektivnosti
Cadastral Services katastralnych sluzieb

Twinning Partners: The United Kingdom, Twinningovi partneri: Spojené krafovstvo
represented by Registers of Scotland (RoS) zastupené Skotskymi registrami a Slovenska
and the Slovak Republic, represented by the republika zastipena Uradom geodézie,
Geodesy, Cartography and Cadastre kartografie a katastra

Authority

Twinning Light Contract No: 200401676408- Zmluva na zjednoduseny twinningovy projekt ¢.:
0101-0004 200401676408-0101-0004
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1. Introduction 1. Uvod

The aim of the Twinning Light Project is to provide support and
assistance to the Slovak Geodesy, Cartography and Cadastre
Authority (GCCA) in relation to their objective to ensure simplified,
accelerated and safe online administrative services and cadastral
services for citizens, enterprises and national and regional
authorities. Specifically, the UK Twinning Team will support the
GCCA with its aim of attaining a well-trained body of staff that will
be able to apply administrative procedures with a high degree of
efficiency and thus ensure the delivery of high quality services to
the public.

2. Context

This report is a deliverable from the Twinning Light Project, as
defined in the Twinning Light Contract for Strengthening the
Efficiency of Cadastral Services Number 200401676408-0101-
0004 and in the Start Up Report, dated 9 February 2007.

Since the last Twinning Light Project in 2004 (SR 2003-004-995-
02-01/0001), during which the development of computer-based
learning within the GCCA was recommended, a number of
advances have been made in the development of technologies to
facilitate e-learning solutions to provide cost effective and efficient
learning opportunities.

3. Background

The GCCA is a large and dispersed organisation in the process of
introducing new processes and technologies. It has identified a
need to utilise modern development techniques to deliver training
and information in a quick, geographically consistent and efficient
manner over the organisation. This can be done by utilising the
Intranet, the Internet and associated IT programmes and
materials.

Cielom zjednoduseného twinningoveého projektu je poskytnut
podporu a pomoc slovenskému Uradu geodézie, kartografie a
katastra (UGKK) pri naplifiani ciela zabezpeéit zjednodusené,
zrychlené a bezpe&né on-line administrativne sluzby a katastraine
sluzby ob&anom, podnikom, ako aj narodnym a regionalnym
organom. Predovéetkym twinningovy tim zo Spojeného kralovstva
podpori UGKK pri naplfiani ciela vybudovat vzdelany kolektiv
pracovnikov, ktori budu schopni velmi efektivne uplatiiovat
administrativne postupy, a tym zabezpecit poskytovanie velmi
kvalitnych sluzieb verejnosti.

2. Suvislosti

Tato sprava je jednym z vysledkov zjednoduseného
twinningového projektu, ktory vyplyva zo zmluvy na Zjednodugeny
twinningovy projekt pre posilnenie efektivnosti katastrainych
sludieb & 200401676408-0101-0004 a z Uvodnej spravy z 9.
februara 2007.

Od posledného zjednoduseného twinningového projektu v roku
2004 (SR 2003-004-995-02-01/0001), pocas ktorého sa
odporucalo vytvorlt nastroje pre pocitacové Studium v UGKK,
doglo k znaénému pokroku vo vyvoji technologii, ktore umoznuju
najst rieSenia poskytujlice cenovo primerané a efektivne moznosti
elektronického studia.

3. Zakladné informacie

UGKK je velkd a roztrisend organizacia, ktorda momentaine
zavadza nové procesy a technologie. Urad zistil, Ze potrebuje
pouzivat moderné vyvojové metoédy na realizaciu Skoleni a
poskytovanie informacii rychlym, geograficky konzistentnym a
efektivnym spdsobom v celej organizacii. Toto sa da realizovat
pomocou intranetu, internetu a suvisiacich pocitacovych
programov a materialov.

—
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In addition to training already identified, this Project will, via this Okrem uz identifikovaného vzdelavania sa tento projekt

report, seek to facilitate the development of a strategy and way
forward to introduce some forms of e-learning in the short and
medium term.

4. Preparation of this Study on e-Teaching Tools

This report has been collaboratively prepared using the combined
expertise of Twinning Light project experts Janet Kyle, Human
Resources Director (Registers of Scotland - RoS), Paul Bullock,
Training Consultant, and David Mercer, Business and Technical
Analyst (HMLR). Expertise and advice has also been given by
Linda Kerray, RoS Training Manager and other members of the
RoS Training Team.

5. Review of Training Needs and GCCA Requirements

This review has already been undertaken, both by the GCCA and
as part of this Twinning Light Project (See Annex C of the Start Up
Report). A number of needs have been identified, which will be
addressed, to some extent, with the associated project training.
This is covered in the Training Needs Analysis prepared for this
project and it is not intended to repeat the content in this report.

In addition to the above, there are a number of longer term training
needs which will require to be addressed in the coming years, and
many of these could be met by using technology, especially those
which will be related to large scale roll-outs of changing work
practices and technologies.

6. The Meaning of e-Learning Today

The use of this terminology can mean many different things to
organisations and people, depending hugely on where they are in
the development of its use.

prostrednictvom tejto spravy pokusi ulahéit vypracovanie stratégie
a spbsobu napredovania pri zavadzani niektorych foriem
elektronického vzdelavania v kratkodobom a strednodobom
horizonte.

4. Priprava tejto $tadie o nastrojoch pre e-vyucovanie

Tuto spravu vypracovali odbornici Zjednoduseného twinningoveho
projektu Janet Kyle, Riaditefka personalneho oddelenia (Skotske
registre — RoS) spolu s Paulom Bullockom, konzultantom pre
Zkolenia a vzdelavanie a Davidom Mercerom, obchodnym a
technickym analytikom (Kralovsky pozemkovy urad). Odborné
vedomosti a rady poskytla aj Linda Kerray, veduca Odboru
vzdelavania v RoS a ini élenovia Odboru vzdelavania v RoS.

5. Preskiimanie vzdelavacich potrieb a poziadaviek
UGKK

Toto preskimanie uz urobil UGKK ako aj tim RoS v ramci tohto
twinningového projektu (pozri Prilohu C Uvodnej spravy). Odhalilo
sa niekolko potrieb, ktoré sa do urcitej miery budud riesit v ramci
stvisiaceho $kolenia v projekte. Toto je uvedené v analyze potrieb
v oblasti vzdelavania, ktora sa vypracovala pre tento projekt a v
tejto sprave sa jej obsah nezopakuje.

Okrem uvedenych potrieb tu je este niekolko dlhodobejsich potrieb
v oblasti vzdelavania, ktoré bude treba vyriesit v nasledujtcich
rokoch a mnohé z nich by sa dali vyriesit pomocou technologii,
najma tych, ktoré sa budl vo velkom zavadzat v ramci meniacich
sa pracovnych metéd a technologii.

6. Suéasny vyznam elektronického vzdelavania

Pouzivanie tejto terminolégie méze znamenat mnozstvo réznych
veci pre organizacie a ludi v zavislosti od toho, kde sa nachadzaju
VO VyVoji jej pouzivania.

-
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Implementing new knowledge and skills in real life situations is
different from learning and providing exercises in courses and
workshops. Frequently it requires the help of experienced
practitioners. This help can come from peers, senior managers,
external and or internal coaches and mentors.

Even with this help, staff need a referral point; a place where all
the information they need for their work can be easily and reliably
found. This should be a place where the information is correct,
version controlled, accurate and up to date. To achieve this
Information and Communications Technologies (ICT) should be
utilised to its full potential. A definition of Information and
Communications Technologies (ICT) follows:

"Information and communications technologies (ICT) are the
computing and communications facilities and features that
variously support teaching, learning and a range of activities in
education. “

For the purposes of this project, e-learning is considered as the
use of computer equipment to facilitate taking development
activities directly to staff. “E-learning” was in fact a term which has
been widely used until recently; it is now being replaced with the
term “new learning”. Whatever the term used the idea is that
technology by itself is not the key — the key is the training process:

e broadcast material or CD-ROM as sources of information in
history;

« email to support collaborative writing and sharing of
resources;

« video-conferencing to support the teaching of modern
foreign languages.

6.1 Benefits of Using ICT
Some of the benefits of using ICT are:

Uplatfiovanie novych vedomosti a zrucnosti v skutognych
Zivotnych situaciach je iné, ako Studium a cviCenia na kurzoch a
seminaroch. Casto si to vyzaduje pomoc skisenych praktikov.
Tuto pomoc mézu poskytnut kolegovia, veduci pracovnici, externi
alebo interni tréneri a mentori.

Aj s touto pomocou budu v§ak pracovnici aj tak potrebovat’ miesto,
kde lahko a spolahlivo najdu vsetky informéacie, ktoré potrebuji
pre svoju pracu. Malo by to byt miesto, kde su spravne informacie,
skontrolovana, presna a aktualna verzia. Za tymto ucelom by sa
naplno mali vyuzit informacné a komunikacné technolégie (IKT).
Informaéné a komunikaéné technolégie (IKT) su definované ako:

Informagné a komunikaéné technologie (IKT) su ‘vypodtové a

komunikaéné zariadenia a znaky, ktoré réznym spdésobom
podporuji  vyuéovanie, ucenie a celd $kalu &innosti vo
vzdelavani. “

Pre Géely tohto projektu sa elektronické vzdelavanie povazuje za
pouzivanie vypoétovej techniky na ulahéenie prenosu rozvojovych
ginnosti priamo k zamestnancom organizacie. ,Elektronické
vzdelavanie* bol v skutoénosti termin, ktory sa az donedavna
pouzival. Teraz sa nahradza vyrazom ,nové vzdelavanie“. Nech sa
pouzije akykolvek termin, hlavnou myslienkou je, Ze klaCom nie je
len samotna technoldgia — kfi¢om je vzdelavaci proces:

o vysielany material alebo CD-ROM ako zdroje informacii v
minulosti;

« e-mail na podporu spoluprace pri pisani obsahu a spolo¢né
vyuzivanie zdrojov,

o videokonferencie na podporu vyucovania modernych
cudzich jazykov.

6.1 Prinosy pouzivania IKT
Niektoré prinosy pouzivania IKT su:
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e Individual learning at a time, pace and place most
appropriate for the learner;
A “one stop shop” shop for information and knowledge;

e Self assessment used as a pre-course check, post-course
validation or in-service verification;

e Instant communication with support services, peers or
mentors;
Fast escalation of any problems and challenges;
Fast distribution of changes in procedures;
Fast surveys on current practices, experiences and
potential problems

e Automatic statistical data on information usage together
with human networks within the organisation

e Fast and consistent contact with geographically separate
offices.

e Used realistically it can be a very economical way of
providing both information and training

7. Types and Methods of e-Learning

As noted above, using ICT in learning programmes has great
potential power. The following are examples of the key methods of
delivering e-learning using ICT.

7.1 CD ROMs and proprietary stand-alone programmes

Some of the most easy to obtain, and use, are tools like CD
ROMs, which are generally designed by specialists and can stand
alone on equipment. For generic skill development, e.g. language
and basic skills in finance management, these are still considered
one of the most cost effective ways forward. The reason for this is
that the cost of development is met by the design house and
quality can be easily demonstrated or otherwise. They fit any
machine and require little |IT support. Essentially this is an
extension of paper based systems. These tools are expected to
play a significant part in training and development for a few years

e Jednotlivec sa uéi v ¢ase, tempom a na mieste, ktoré
najviac vyhovuje Studentovi;

e Jedno centralne miesto pre vSetky informacie a vedomosti;

e Sebahodnotenie sa pouziva ako kontrola pred kurzom,
potvrdenie vedomosti po kurze alebo ich overenie v praxi;

e Okamzitd komunikacia s podpornymi sluzbami, kolegami
alebo mentormi;

e Rychle vystupriovanie problémov a vyziev;
Rychla distriblicia zmien postupov;
Rychle prieskumy sucasnych praktik,
potencialnych problémov;

e Automatické Statistické uidaje o pouzivani informacii spolu s
fudskymi sietami v ramci organizacie;

e Rychly a suvisly kontakt s geograficky samostatnymi
tradmi;

e Ak sa pouzivaju realisticky, mézu byt velmi hospodarnym
spdsobom poskytovania informacii aj Skoleni.

sklusenosti a

7. Typy a metddy elektronického vzdelavania

Ako bolo uvedené, pouzivanie IKT v studijnych programoch ma
velkt potencialnu silu. V dalsom st uvedené priklady hlavnych
metdd realizacie elektronického vzdelavania pomocou IKT.

7.1 CD ROMy a patentované samostatné programy

Medzi nastroje, ktoré sa dajl najjednoduchsie ziskat' a pouzivat,
patria CD ROMy. Vo véeobecnosti ich navrhuji Specialisti a mézu
sa samostatne pouzivat' na prislusnom zariadeni. CD ROMy sa
stale povazuju za jednu z cenovo najvyhodnejSich ciest dopredu,
ked ide o rozvoj vdeobecnych zruénosti, napr. jazykovych a
zakladnych zruénosti v oblasti finanéného riadenia. Je to preto, ze
naklady na rozvoj znasa firma, ktora tieto CD nosice navrhuje a ich
kvalita sa da lahko preukazat. Daju sa pouzit v kazdom stroji a
vyzaduji si malu IT podporu. Toto je v podstate rozSirenie
papierovych systémov. Oéakava sa, Ze tieto nastroje budu hrat
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to come. They are especially useful for individual development
and refresher type training.

7.2 Distributed applications through the Intranet and Internet

These are modules that are run using Intranet and Internet
applications — through networks. The applications can be pulled
down from a development menu and easily accessed by many
staff at the same time. As they are up-dated and enhanced they
can be made available immediately to all. These can range from
simple PowerPoint presentations to multi-media interactive
applications. They can be purchased or developed in-house.

7.3 Sophisticated Interactive Programmes

In the 1990’s e-learning packages were hailed as the panacea to
all training requirements. It was expected that within a very short
time the training room and the trainer would become a thing of the
past. However, this has not been the case. Firstly, no account was
taken of the personal preferences and learning styles of individuals
who, more often than not, prefer personal interaction. Secondly,
not every subject lends itself to delivery by this mechanism: this is
especially true of interpersonal skills development. Thirdly, the cost
of development of effective programmes has proved prohibitive to
most organisations.

The development of packages with any degree of sophisticated
interactivity requires a huge investment of time and specialist
expertise. Software companies are developing Rapid Content
technologies, but so far these have only been able to cut
development time by about one quarter. It is estimated that one
hour of fairly sophisticated interactive activity, can take around 120
hours to develop. This is why even some of the largest companies
have very limited in-house development. Rather, they prefer to
purchase a programme and tailor it to their own style and need.
This takes considerably less time and expertise.

vyznamnu Ulohu pri vzdelavani a rozvoji v nasledujucich rokoch.
Su zvlast uzitoéné pre rozvoj jednotlivcov a osviezenie vedomosti.

7.2 Aplikacie Sirené po intranete a internete

Toto s moduly, ktoré sa pouzivaji pomocou intranetovych a
internetovych aplikacii — cez siete. Aplikacie sa daju stiahnut' z
rozvojovej ponuky a mnohi zamestnanci sa k nim mézu lahko
dostat naraz. KedZe sa aktualizuji a vylepSuji, mozno ich
spristupnit okamzite vSetkym. Moézu to byt jednoduché
powerpointové prezentacie az multimedialne interaktivne aplikacie.
Mozno ich zakupit' alebo vyvinut vo vliastnej organizacii.

7.3 Domyselné interaktivne programy

V 90. rokoch minulého storogia sa baliky elektronického
vzdelavania oslavovali ako vseliek na vsetky vzdelavacie
poziadavky. Ocakavalo sa, ze za velmi kratky ¢as sa ucebne a
uditelia stant minulostou. No nestalo sa tak. Po prvé, vébec sa
nebrali do UGvahy osobné preferencie a Studijné metody
jednotlivcov, ktori este stale davaju prednost osobnej interakcii. Po
druhé, nie kazdy predmet sa da vyucovat takymto mechanizmom.
Toto plati predovéetkym pre rozvoj medziludskych komunikacnych
zrunosti. Po tretie, ukazalo sa, Ze naklady na rozvoj ucinnych
programov su prili§ vysoké pre vaésinu organizacii.

Vytvorenie balikov s akymkolvek stuprfiom démyselnej interaktivity
si vyzaduje obrovské mnozstvo ¢asu a Specializovanych znalosti.
Softvérové firmy vytvaraju technolégie s ,rychlym obsahom®, ale
tymto sa zatial podarilo skratit ¢as potrebny na vyvoj asi iba o
jednu $tvrtinu. Odhaduje sa, Ze jedna hodina pomerne démyselne;
interaktivnej ¢innosti si méze vyziadat asi 120 hodin vyvoja. Preto
dokonca aj niektoré z najvacsich spolo¢nosti vyvijaju viastné
programy len vo velmi obmedzenej miere. RadSej si kupia
program a prispdsobia ho vilastnému S$tylu a potrebam. To si
vyzaduje podstatne menej ¢asu a odbornych znalosti.

—
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7.4 Straightforward Programmes

These have proved the most popular methods of utilising
technology with organisations. They can tailor the degree of
sophistication to their ability, need and budget. This can range
from placing straightforward information on the Intranet to using
“off the shelf” technology for things like self-assessment
questionnaires to test learning effectiveness and need. Simplicity
and limiting the amount of technical support and development are
key determinants in how organisations use technology in
development. An important aspect is to make use of non-
proprietary, “off the shelf’ packages, based on open standards like
HTML.

When introducing new technologies, organisations may well
commission an interactive training programme to be developed at
the same time as commissioning the processes. Thus they can get
the best of both worlds at the cheapest cost.

8. Existing Technology within the GCCA

The GCCA already has a well established Intranet containing a
wealth of information. However, this has been developed
organically, without any clear long term goals. The existing
underlying technology is well capable of supporting the full range
of e-learning opportunities, including the most sophisticated
packages, so the GCCA does not appear limited by technology to
develop e-learning capabilities.

9. Current Access and Content Policy

Access to both the Intranet and Internet appear to be at each
Director’'s discretion. There is also an issue of decentralised
publishing on the Intranet whereby individual silos of information
are accessible only to that particular office. If the information is
valuable, it should be shared and edited for organisation use. Nor

7.4 Priamociare programy

Ukazalo sa, Ze tieto programy su najpopularnejSou metodou
vyuzivania technolégii v organizaciach. Tie mézu totiZ prispdsobit
stupert démyselnosti programu svojim schopnostiam, potrebam
arozpodtu. Pri takychto programoch mbzZe ist o jednoduché
umiestnenie jasnych informacii na intranet, alebo o pouzivanie
,Standardnej* technologie na také veci, ako su sebahodnotiace
dotazniky na otestovanie potrieb a U€innosti vzdelavania.
Jednoduchost a obmedzenie mnozZstva technickej podpory
arozvoja su klu¢ovymi faktormi pre organizacie pri pouzivani
technolégii pri rozvoji. Dolezité je pouzivat ,Standardné” baliky,
ktoré nie su zakonom chranené a ktoré vychadzaju z otvorenych
noriem, ako HTML.

Pri zavadzani novych technolégii organizacie si mézu dat’ vytvorit
interaktivny vzdelavaci program vtom istom Case ako procesy.
TakZze mézu ziskat' najlepsi program aj procesy za najlepsiu cenu.

8. Existujice technolégie v UGKK

UGKK uz ma dobre funguijuci intranet, ktory obsahuje mnozstvo
informacii. Tento intranet v§ak vznikal organicky bez akychkolvek
jasnych dlhodobych cielov. Existujica zakladna technoldgia je
schopna podporit celi $kalu prileZitosti, ktoré so sebou prinasa
elektronické vzdelavanie, ako aj najdémyselnejsie baliky, takze sa
nezda, e by UGKK bol obmedzeny technolégiami pri rozvoji
schopnosti v oblasti elektronického vzdelavania.

9. Sucasna politika pristupu a obsahu

Kazdy riaditel moze podla vlastného uvazenia rozhodovat o
pristupe na intranet a internet. Problémom je aj decentralizované
zverejfiovanie informacii na intranete, kedZe jednotlivé zasobniky
informacii su pristupné iba jednému konkrétnemu Katastralnemu
uradu alebo Sprave katastra. Ak su informacie cenné, mali by sa
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does there appear to be any strategy or policy governing content
and development of the Intranet. There are some formalised
processes for placing data on the Internet.

The Intranet is one of the most powerful communication tools
within an organisation, especially across one as dispersed as the
GCCA. If access was available to all staff, then GCCA could
consistently communicate with all staff. It could also provide a
wealth of information about the organisation and processes that
people need to know to do their job effectively. To facilitate this,
central management of the Intranet is vital for editing and
communication purposes. This does not mean that individual
offices need lose their identity.

10.The RoS Experience

10.1  The Intranet Journey

RoS developed its own Intranet for staff use more than 10 years
ago. Since then the organisation has continued with the on-going
development of the Intranet as the main medium for the provision
of technical, organisational and social information to staff. Staff no
longer have large volumes of legal manuals — they access the
Intranet. All staff notices are now only put on the Intranet. This
has brought huge savings on paper and distribution costs.

Now all staff information is contained on the Intranet and is
categorised for easy reference and searching. RoS has continued
to monitor the development and improvement of searching
technologies. It is planned to further improve searching capability
as part of the general change programme that is currently being
developed and rolled out within RoS.

10.2 The e-learning Journey
RoS’'s staff members come from a variety of educational

poskytnut celej organizacii. Nezda sa ani, Zze by tu bola nejaka
stratégia alebo politika, ktorou sa riadi obsah a rozvoj intranetu. Je
tu niekolko formalizovanych procesov pre umiestriovanie tdajov
na internet.

Intranet je jednym znajmocnejSich komunikacnych nastrojov
v organizacii, najma v takej roztrisenej organizacii, ako je UGKK.
Keby vsetci pracovnici mali pristup, UGKK by mohol nepretrzite so
v8etkymi komunikovat. Intranet by taktiez mohol poskytnut
mnozstvo informdcii o organizacii a procesoch, ktoré ludia musia
poznat, aby mohli efektivne robit' svoju pracu. Za tymto ucelom je
centralne riadenie intranetu nevyhnutné pre upravu obsahu
a komunikaciu. To ale neznamena, Ze jednotlivé urady a spravy
musia prist’ o svoju totoznost.

10. Skusenosti Skétskych registrov

10.1 Cesta na intranet

Skotske registre vytvorili svoj vlastny intranet pre zamestnancov
pred viac nez 10 rokmi. Odvtedy sa intranet neustale rozvijal ako
hlavné médium pre poskytovanie technickych, organizaénych
a spologenskych informacii zamestnancom RoS. Zamestnanci uz
nemaiju velké zvazky pravnych priruciek — maju pristup na intranet.
Vetky oznamy pre zamestnancov sa teraz davaju iba na intranet.
Toto prinieslo obrovské Uspory nakladov na papier a distribuciu
dokumentov.

Teraz sa v3etky informacie pre zamestnancov nachadzaju na
intranete a sU zadelené do kategorii, aby sa v nich dalo lahko .
vyhladdvat. RoS aj nadalej sleduju rozvoj a zlepSovanie
vyhladavacich technolégii. Schopnost vyhladavat Udaje sa ma
dalej zlepsit vramci vSeobecného programu zmeny, ktory sa
momentalne vyvija a spista v RoS.

10.2 Cesta k elektronickému vzdelavaniu
Zamestnanci RoS maju rézne vzdelanie, takze organizacia im
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backgrounds, so the organisation delivers all required training to
staff in technical registration matters. This training is relatively
expensive and time-consuming. E-learning was considered as a
way to deliver this training, but research indicated this would not be
cost effective. The reason for this is that Land Registration in
Scotland is unique to RoS and therefore the content of training
courses would need to be specially developed. It was clear that
this would be more expensive than continuing with classroom
based methods.

However, recent developments in technology have meant that e-
learning software is now more user friendly and whilst it is still not
cost effective to do much technical training via this medium
because of development costs, some legal modules have now
been identified as suitable for conversion into simple interactive
forms of e-learning. RoS is presently looking at how it can more
frequently incorporate e-learning into training sessions as part of
“blended” learning packages which have elements of both on-line
and classroom training as part of the general development of new
systems.

RoS also uses a number of “off the shelf’ e-Learning packages in
the form of interactive CD-ROMSs that are made available to staff
via the RoS Open Learning Zone. Staff can access information
about the Open Learning Zone Prospectus via the Intranet, and
can choose courses that are appropriate to their own training
requirements. The main courses available cover the following five
key development needs:

e Dealing with Change

e Managing Ourselves and Others

e Relationships

e Service Delivery and Customer Focus
e Values and Standards

poskytuje véetky potrebné Skolenia v oblasti technickej registracie.
Tieto 8kolenia su ¢&asovo afinanéne pomerne narocne.
Elektronické vzdelavanie sa povazovalo za spdsob realizacie tohto
Skolenia, ale vyskum naznadil, Ze toto nebude cenovo vyhodné.
Dévodom je skutocnost, Ze registracia pozemkov v Skotsku je
jedineéna pre RoS, a preto by bolo treba vytvorit §pecialny obsah
vzdelavacich kurzov. Bolo jasné, Ze toto by bolo drahSie, nez keby
sa pokra&ovalo v klasickom vyucovani v triedach.

Nedavny vyvoj technolégie vSak znamenal, Ze softver pre
elektronické vzdelavanie sa teraz da lahsie ovladat, a hoci este
stale nie je cenovo vyhodné realizovat velku Cast technickych
$koleni prostrednictvom tohto média pre velké rozvojové naklady,
zistilo sa, Ze niektoré pravne moduly st vhodné na premenu na
jednoduché interaktivne formy elektronického vzdelavania. RoS
momentalne skumaji, ako by mohli CcastejSie zapracovat
elektronické vzdelavanie do Skoleni ako suéast ,zmiesanych®
vzdelavacich balikov, ktoré maji prvky on-line ako aj klasického
vyuéovania, pri véeobecnom vyvoji novych systémov.

RoS vyuzivaju aj niekolko ,$tandardnych® balikov elektronického
vzdelavania vo forme interaktivnych CD-ROM-ov, ktoré
zamestnanci dostavaju k dispozicii v Zéne otvoreného vzdelavania
RoS. Zamestnanci sa mdzu dostat’ k prospektu Zény otvoreného
vzdelavania cez intranet a mézu si vybrat kurzy, ktoré vyhovuju ich
vlastnym poziadavkam. Hlavné kurzy, ktoré su k dispozicii,
obsahuiju nasledujticich pat kfti¢ovych rozvojovych potrieb:

e Zvladanie zmien
e Riadenie seba a inych
e Vztahy
e Poskytovanie sluzieb a orientacia na klienta
e Hodnoty a normy
K dispozicii je aj séria pocitatovych kurzov, ktoré sa zaoberaju

E-Teaching Study / Studia e-vyu&ovania

1017

Final 29-June-07



200401676408-0101-0004

- - - —~—

REGISTERS OF SCOTLAND cn
WD)

Executive Agency

Information about Scotland's land & property

There is also a series of computer-related courses available, which
cover, for example, the European Computer Driving Licence,
Microsoft packages such as Excel, PowerPoint, Word, Access,
etc, and a series of non-vocational packages such as foreign
languages, typing, stopping smoking etc.

Two further examples of how RoS has used a cost effective and
relatively straightforward approach to e-learning are given below:

10.3 RoS e-Learning Examples
Example 1 Electronic Documents and Records Management
Training

RoS introduced a new system which fundamentally changed the
way information was stored electronically. This system provides
the basis for storing and retrieving all Agency records. This meant
that some 330 staff had to be trained for a gradual roll-out of the
system.

e A pre-course questionnaire was developed for all participants
to heighten awareness of the legal status of Agency records
and e-mails etc. This was customised for RoS use from
existing technology available on the market so it felt to the user
as if it had been developed internally.

e Then the basic training package was customised for RoS staff
to provide the basis of a one day formal interactive and
experiential classroom training session.

e An on-line user guide was prepared for all staff to assist them.

e A number of Lead Users were identified early in the process,
involved in the roll-out plans and given in-depth training to
support the roll-out.

Benefits of this blended approach:

e Trainees could work at their own speed.

napriklad europskym pocitatovym vodi¢skym preukazom, balikmi
programov Microsoft, ako je Excel, PowerPoint, Word, Access, atd
a sériou netechnickych balikov, ktoré sa venuju cudzim jazykom,
pisaniu na pocitaci, spésobmi, ako prestat fajcit, atd.

Dva dalSie priklady toho, ako RoS pouzili cenovo vyhodny
a pomerne priamy pristup k e-vzdelavaniu, st uvedené v dalSom
texte:

10.3 Priklady e-vzdelavania zo Skétskych registrov

Priklad 1
zaznamov

Skolenie o elektronickych dokumentoch a riadeni

RoS zaviedli novy systém, ktory zasadne zmenil spésob, akym sa
informacie elektronicky uchovavali. Tento systém poskytuje zaklad
pre ukladanie aziskavanie vSetkych zaznamov RoS. To
znamenalo vyskolenie zhruba 300 zamestnancov a ich pripravu na
postupné zavadzanie systému.

e Pred kurzom sa vypracoval dotaznik pre vSetkych ucastnikov,
ktory mal ukazat, nakolko zamestnanci poznaju pravny Statut
zaznamov RoS, e-mailov, atd. Tento dotaznik sa prispdsobil
potrebam RoS na zéaklade existujucej technolégie dostupnej na
trhu, takZe uzivatelia mali pocit, akoby dotaznik vznikol interne.

e Potom sa zakladny balik 8Skoleni prispésobil potrebam
zamestnancov RoS, aby uUrad ziskal zaklad pre jednodnové
formalne interaktivne a praktické klasické $kolenie v triede.

e Pre v3etkych zamestnancov sa pripravila on-line priru¢ka.

e Na zadiatku procesu sa identifikovalo niekolko veducich
uzivatelov, ktori boli zapojeni do planov zavadzania a ktori
absolvovali podrobné skolenie pre podporu zavadzania zmien.

Prinosy tohto kombinovaného pristupu:

e Ugastnici kurzu mohli pracovat svojim vlastnym tempom.

e
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e They arrived at the training session with a heightened
knowledge of the issues and what would be covered, and they
all had the same level of basic knowledge when they arrived at
the classroom.

e The amount of classroom time was reduced.
e Reduced the need for staff to travel to the main office for
training.

e The on-line user guide allows trainees to re-visit and refresh
their knowledge on specific parts of the training when they
need to.

Example 2 An Information Security Package

A policy decision was taken that all of RoS’s 1450 members of
staff should be trained in Information Security. RoS purchased a
generic package and then customised it to contain its policy on e-
mail, Internet/Intranet access and information relating to RoS
confidentiality of documents.

e This package looked and felt like it had been developed for
RoS because of the customisation.

e It was linked to the Intranet and accessed from each person’s
desktop.

e The training was available in separate modules of 15 minutes
each.

e |t was rolled out on a phased basis.

e Each individual was allocated a 2 week time slot to complete
the training.

e “Attendance” at the training session was monitored through the
Learning Management system so it was ensured that all
completed the training.

e Each trainee undertook a test at the end of the session to

e Na kurz prisli uz s uréitymi znalostami o danej problematike
aotom, éomu sa kurz bude vlastne venovat. Vsetci mali
rovnaké zakladné vedomosti, ked prisli do triedy.

e Skratil sa ¢as straveny v triede.

e Zamestnanci uz nemuseli cestovat do hlavného Uradu, aby sa
zuc&astnili kurzu.

e On-line prirucka pre uzivatelov umozfiuje Géastnikom kurzu
kedykolvek sa znova vratit aosviezit si vedomosti
o konkrétnych &astiach kurzu.

Priklad 2 Balik venovany bezpecnosti informacii

V Skétskych registroch sa urobilo rozhodnutie, ze vSetkych 1450
pracovnikov by sa malo zUcastnit Skolenia o bezpecnosti
informacii. RoS kupili véeobecny balik, a potom ho prispdsobili tak,
aby obsahoval politiku RoS tykajucu sa e-mailov, pristupu do
internetu/intranetu a informacii, na ktoré sa vztahuje povinnost
zachovavat' mic¢anlivost.

e Tento balik vyzeral a aj vytvaral dojem, Ze bol vytvoreny pre
RoS, pretoZe sa prispdsobil potrebam RoS.

e Bol napojeny na intranet a pristupny z poditata kazdého
zamestnanca.

e Skolenie bolo k dispozicii v samostatnych,
moduloch.

15-minatovych

o Skolenie sa realizovalo postupne.
e Kazdy zamestnanec dostal 2 tyZdne na absolvovanie $kolenia.

e ,Uctast" na skoleni sa monitorovala prostrednictvom systému
riadenia vzdelavania. Takymto spésobom sa zaistilo, Ze vSetci
absolvovali Skolenie.

s Kazdy ucastnik $kolenia robil na konci kurzu test, aby sa zistilo,

E-Teaching Study / Studia e-vyuéovania

12/17

Final 29-June-07

-



-— 4w 2w

200401676408-0101-0004

S— - —-— 4 g

REGISTERS OF SCOTLAND Cg

Executive Agency

Information about Scotland's land & property

ensure their understanding. Where they did not pass the line
manager was advised with a view to ensuring they repeated
the training.

Benefits:

e It considerably reduced the trainer resource compared to
classroom training.

e It could be accessed by staff in all locations.
e The test at the end ensured measurement of all learning.

e The package was customised to suit RoS needs but the
generic content considerably reduced development time and
costs.

e It could be rolled out relatively quickly as it was not dependant
upon classroom training.

e Costs and travelling time were considerably reduced.

11. e-Learning Examples and Associated Tools

It was noted in the Start-up Report that the RoS Team would
investigate the feasibility of preparing an example of an e-learning
module for the GCCA Intranet. It has been possible to undertake
this work, and the RoS Team is pleased to have had the
opportunity to prepare a number of worked examples. These form
the foundation of a development site for staff on the Intranet that
has already been prepared and that the GCCA can develop and
enhance in the future. They illustrate that e-learning can be
straightforward and does not require a large resource commitment.
They also serve to support the RoS Team’'s recommendations
regarding the effectiveness of taking a phased, pragmatic and
straightforward approach to developing e-learning in the short and
medium term.

The use of a survey tool to ascertain views can be most helpful in

& vSetci pochopili obsah kurzu. Ked niekto neurobil test,
priamy nadriadeny sa otom dozvedel a dany zamestnanec
musel znova absolvovat’ §kolenie.

Prinosy:

e \yrazne sa znizil pocet Skolitefov v porovnani s klasickym
Skolenim v triede.

e Ku kurzu sa dostali zamestnanci na vSetkych pracoviskach.

e Test na konci kurzu pomohol ohodnotit, o sa uc¢astnici kurzu
naugili.

e Balik sa prispdsobil tak, aby vyhovoval potrebam RoS, ale
vieobecny obsah vyrazne skratil ¢as a znizil naklady potrebné
na vyvoj tohto produktu.

e Kurz sa mohol realizovat pomerne rychlo, kedze sa Skolenie
nekonalo tradi¢nou formou v triede.

Vyrazne sa znizili naklady a ¢as potrebny na cestovanie.

11. Priklady e-vzdelavania a stvisiace nastroje

V Uvodnej sprave sa uvadzalo, Ze tim RoS preskima, &i sa bude
dat pripravit priklad modulu elektronického vzdelavania pre
intranet UGKK. Tato praca sa dala urobit' a tim RoS je spokojny,
Ze mal prileZitost pripravit' niekolko spracovanych prikladov. Tieto
priklady tvoria zaklad rozvojovej stranky pre zamestnancov na
intranete, ktora sa uz pripravila a ktori UGKK bude méct vyvijat
a zlepSovat v budlcnosti. Su jasnym prikladom toho, Ze
elektronické vzdelavanie méze byt priamociare a nevyzaduje si
obrovské zdroje. TaktieZz podporuju odportcania timu RoS, pokial
ide o efektivnost’ postupného, vecného a priamociareho pristupu
k vyvoju elektronického vzdelavania v kratkodobom
a strednodobom horizonte.

Pri zistovani skutoénosti mézu najviac poméct nastroje pre

-
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fact-finding. It can help shape action plans on a whole range of
organisational issues from staff opinion to views on customer
service. Again, survey technology need not be complicated and
expensive. To illustrate this, a good and effective survey tool has
also been supplied as part of this project, along with instructions
for its use.

As noted above, an e-learning section has been created on the
Intranet containing the following modules:

e Mental Well Being Policy

e Motivation in times of change

e Communication and Customers

e 5 minute questionnaire - Are you at risk of burn out?
e Develop your learning skills

e Overview of the training for trainers course

In addition the following have been delivered:

e A basic management utility for the addition of new
modules

e A tool to generate online questionnaires and surveys

e A guide to the use and management of the modules
supplied.

These deliverables are not intended to be definitive or exhaustive
and should serve as a starting point for future development.

Further details about the e-Learning examples and the associated
tools for using them are contained in Annex B: Web Services
Report.

12. Recommendations

The following are the RoS Twinning Team's key short and medium
term recommendations for the future development of e-learning

prieskum nazorov. Moézu poméct vypracovat akéné plany pre celu
$kalu organizadnych otazok, od nazorov zamestnancov po nazory
na sluzby zakaznikom. Technolégie na realizaciu prieskumu
nemusia byt zloZité ani drahé. Na potvrdenie tejto skutoénosti sa
v ramci tohto projektu poskytol dobry a uginny prieskumny nastroj,
spolu s navodom na pouzitie.

Ako uz bolo uvedené, na intranete sa vytvorila sekcia
elektronického vzdelavania s nasledujucimi modulmi:

e Politika dusevnej pohody
e Motivacia v obdobi zmeny
e Komunikacia a zakaznici
e 5-minutovy dotaznik — Ste ohrozeni syndrémom vyhorenia?
e Rozvijajte svoju schopnost ucit' sa
e Prehlad skolenia pre Skolitelov
Okrem toho sa vytvorili aj nasledujice nastroje:
e Zakladny riadiaci program pre pridavanie novych modulov
e Nastroj na vytvaranie on-line dotaznikov a prieskumov
e Priruéka pre pouzivanie a riadenie dodanych modulov.

Tieto produkty nemaju byt definitivne ani vyéerpavajice a mali by
slizit ako vychodisko pre buduci rozvoj.
Dalsie podrobnosti o prikladoch elektronického vzdelavania

a suvisiacich nastrojov na ich pouzivanie sa nachadzaju v Prilohe
B Spravy o internetovych sluzbach.

12. Odporuéania

Toto su hlavné kratkodobé a strednodobé odporticania timu RoS
pre buduci rozvoj elektronického vzdelavania v UGKK.
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within the GCCA.

121

Short Term

Before e-learning can be fully utilised, a clear policy on access
and management of the Intranet needs to be developed.

The Intranet should develop a people section to cover a whole
range of human resources and development activities. This
would also allow ease of access to relevant information quickly.

The Intranet requires a search tool. This need not be
complicated or expensive. For example, Microsoft Index
Server, which is an integral component of the platform on
which the Intranet is based. Other examples are provided in
the Web Services Report provided as part of this Project (see
Annex B).

The GCCA should make a strategy decision to start with the
straightforward approach to e-learning delivery as detailed
above. This could commence with placing edited highlights of
course content on the Intranet, as provided already as part of
this Project. In addition, an induction package could be
developed, which would essentially be a list of information and
rules that new staff need to know. Similarly organisation
structures with contact details could easily be included. In this
way a people section could soon be populated to the great
benefit of the organisation. lllustrations of e-learning packages
have already been prepared as part of this project and are
ready to be used for staff development purposes and form the
basis of a development and staff section of the Intranet.

The GCCA should investigate the possibility of obtaining some
CD ROMs “off the shelf” for staff to use as learning resource.
This should form part of the development library

Archiving and making available digital versions of all course
materials ever used within the organisation should be.put on

12.1 Kratkobobé

Skér ako sa elektronické vzdelavanie bude dat naplno
vyuzivat, treba vypracovat' jasnu politiku pristupu a riadenia
intranetu.

Intranet by mal mat' personalnu sekciu, ktora bude obsahovat
cel(l $kalu aktivit zameranych na fudské zdroje aich rozvoj.
Toto by taktiez umoznilo rychly alahky pristup k déleZitym
informaciam.

Intranet si vyzaduje vyhladavaci nastroj, ktory nemusi byt
zlozity ani drahy. Napriklad Microsoft Index Server je stcastou
platformy, na ktorej je zaloZeny intranet. Dalsie priklady st
uvedené v Sprave o internetovych sluzbach, ktora sa
vypracovala v ramci tohto projektu (pozri Prilohu B).

UGKK by mal urobit strategické rozhodnutie, Zze zacne
s priamoéiarym  pristupom  k poskytovaniu elektronického
vzdelavania, ktory je podrobne rozpisany v predchadzajucom
texte. Mohlo by to zagat umiestnenim upravenych najlepsich
gasti kurzu na intranet, ktoré sa dodali v ramci tohto projektu.
Okrem toho by sa mohol vytvorit Gvodny balik, ktory by bol
v podstate zoznamom informacii a pravidiel, ktoré novi
zamestnanci potrebuji vediet. Aj organizaéné Struktury
s kontaktnymi informaciami by sa dali pridat rovnako lahko.
Takymto spdésobom by sa dala rychlo napinit personaina
sekcia, o by pre organizaciu bolo velmi uZitoéné. Priklady
balikov elektronického vzdelavania sa uz pripravili v ramci tohto
projektu asu pripravené na pouzitie pre Uucely rozvoja
pracovnikov. Taktiez tvoria zaklad personalnej a rozvojovej
sekcie intranetu.

UGKK by mal preskumat moznost ziskat ,Standardné” CD
ROMy pre zamestnancov, ktori by ich pouzili na vzdelavanie.
Mali by byt sti¢astou rozvojovej kniznice.

Na intranet by sa mal umiestnit archiv a digitalne verzie
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12.2

the Intranet

The GCCA should provide a mechanism for staff suggestions
and feedback

Medium Term

A policy on content management must be formulated for the
Intranet. This should provide for delegated authority for
publication to the owners, in this case the Training Manager
equivalent role within the GCCA.

Skills in authoring and writing content, including training, for the
Intranet requires to be provided. The reason for this is that
writing for the Intranet is quite different from preparing paper
publication. It requires to be much shorter with the use of links
etc.

GCCA should investigate the possibility of using some basic
tools, like the use of questionnaire design and survey builders,
which do not require the use of specialised knowledge. This
will allow a greater degree of interactivity and for staff to
assess themselves. They are also relatively inexpensive and
can run on existing technology. An example tool and
associated instructions for use has been supplied as part of
this project.

In tandem with the development of the planned new ‘e’
technologies and consequent changes to work processes,
GCCA should ensure that a complementary, interactive training
package is developed at the by the suppliers as part of the
system development.

The GCCA should go to the marketplace to investigate the
possibility of purchasing packages, which can be easily tailored
to their needs. These often come with a built in ability to be
customised easily, such as those given in the RoS examples.

vdetkych materidlov  z kurzov, ktoré

Vv organizacii.

sa kedy pouzili

UGKK by mal poskytnut mechanizmus pre navrhy a spatnu
vazbu zamestnancov.

12.2 Strednodobé

Treba vypracovat' politiku riadenia obsahu intranetu. Ta by
vlastnikom mala zabezpeclit aj prenesenie prava na
uverejnenie, vtomto pripade na pracovnika v pozicii
ekvivalentnej vedicemu Oddelenia vzdelavania v UGKK.

Treba poskytnit' zruénosti pre vytvaranie a pisanie obsahu,
vratane $kolenia pre intranet. Je to preto, Ze pisanie obsahu
intranetu je nieo Uplne iné ako priprava ¢lanku na publikaciu.
Text na intranete musi byt omnoho kratdi a musia tam byt
uvedené prepojenia na iné stranky, atd.

UGKK by mal preskimat moznost pouzit niektoré zakladné
nastroje, ako su nastroje na navrh dotaznikov a prieskumov,
ktoré nevyzaduju zvlastne odborné znalosti. Toto umozni
vaésiu mieru interaktivity a zamestnancom to umozni ohodnotit
samych seba. Su taktiez pomerne lacné a mézu bezat na
existujucej technolégii. V ramci projektu sa dodal priklad
takého nastroja ako aj suvisiace pokyny.

Spolu s rozvojom planovanych novych ,e" technologii
a naslednych zmien pracovnych procesov by UGKK mal
zabezpedit vytvorenie doplnkového, interaktivneho
vzdelavacieho balika zo strany dodavatelov vramci rozvoja
systému.

UGKK by mal na trhu preskimat moznost zakupenia balikov,
ktoré sa daju lahko prisposobit jeho potrebam. Tieto baliky
maju &asto zabudovant moznost lahkého prisposobenia, ako
ju maju aj baliky, ktoré RoS uvadzaju vo svojich prikladoch.

-
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e The GCCA should prepare Web based assessment for every e UGKK by mal pripravit' internetové hodnotenie kazdého kurzu
course or other educational activity alebo inej vzdelavacej ¢innosti.

Distribution / Kopie: GCCA (Ms Sokacova) / UGKK (p. Sokacova)
CFCU (Ms Matsusova) / CFCU (p. Matsusova) )
Office of the Government of the Slovak Republic (Mr Kubala) / Urad vliady SR (pan Kubala)
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Twinning Light Project: Annex B - Web
Services Report

Project Title: Strengthening the Efficiency of
Cadastral Services

Twinning Partners: The United Kingdom,
represented by Registers of Scotland and the
Slovak Republic, represented by the
Geodesy, Cartography and Cadastre
Authority

Twinning Light Contract No: 200401676408-
0101-0004

Date: 29 June 2007

Zjednoduseny twinningovy projekt: Priloha B -
Sprava o internetovych sluzbach

Nazov projektu: Posilnenie efektivnosti
katastralnych sluzieb

Twinningovi partneri: Spojené kralovstvo
zastipené Skoétskymi registrami a Slovenska
republika zastiipena Uradom geodézie,
kartografie a katastra

Zmluva na zjednoduseny twinningovy projekt ¢.:
200401676408-0101-0004

Datum: 29. juna 2007
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1. Introduction 1. Uvod

The aim of the Twinning Light Project is to provide support and
assistance to the Slovak Geodesy, Cartography and Cadastre
Authority (GCCA) in relation to their objective to ensure simplified,
accelerated and safe online administrative services and cadastral
services for citizens, enterprises and national and regional
authorities. Specifically, the UK Twinning Team will support the
GCCA with its aim of attaining a well-trained body of staff that will
be able to apply administrative procedures with a high degree of
efficiency and thus ensure the delivery of high quality services to
the public.

2. Context

This report is a deliverable from the Twinning Light Project, as
defined in the Twinning Light Contract for Strengthening the
Efficiency of Cadastral Services Number 200401676408-0101-
0004 and in the Start Up Report, dated 9 February 2007.

3. Background

The GCCA is a large and dispersed organisation in the process of
introducing new processes and technologies. It has identified a
need to utilise Intranet and Internet technologies to increase the
efficiency of business processes and to deliver training and
information in a quick, consistent and efficient manner throughout
the organisation.

In addition to training already identified, the project will, via this
report, provide an analysis of current Web and Intranet services
and recommendations for further enhancement.

Ciefom zjednodu$eného twinningového projektu je poskytnat
podporu apomoc slovenskemu Uradu geodézie, kartografie
a katastra (UGKK) pri napifiani ciela, ktorym je zabezpetenie

zjednodusenych, zrychlenych a bezpecnych on-line
administrativnych sluzieb a katastralnych sluzieb pre obcanov,
podniky, celostatne aregionalne organy. PredovSetkym

twinningovy tim zo Spojeného kralovstva podpori UGKK pri
naplfiani ciela vybudovat vzdelany kolektiv pracovnikov, ktori budu
schopni velmi efektivne uplatiiovat administrativne postupy, a tym
zabezpedit poskytovanie velmi kvalitnych sluzieb verejnosti.

2. Suvislosti

Tato sprava je jednym z vysledkov zjednoduseného twinningového
projektu, ktory vyplyva zo zmluvy na Zjednodu$eny twinningovy
projekt pre posilnenie efektivnosti katastralnych sluZieb ¢&.
200401676408-0101-0004 a z Uvodnej spravy z 9. februara 2007.

3. Zakladné informacie

UGKK je velka a roztrisena organizacia, ktora momentaine
zavadza nové procesy a technolégie. Urad zistil, Ze potrebuje
pouzivat intranetové a internetové technolégie na zvysenie
efektivnosti svojich procesov a na realizaciu $koleni a
poskytovanie informacii rychlym, konzistentnym a efektivnym
spdsobom v celej organizacii.

Okrem uz identifikovaného vzdelavania tento projekt
prostrednictvom tejto spravy poskytne analyzu sucasnych
internetovych a intranetovych sluzieb a odporucéania pre budlce
zlepsenie tychto sluzieb.

—
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4. Internet Service

4.1 Description

There is a statutory requirement that certain documents and
services are made available on the Internet.

Internet access is at the discretion of individual directors.

There is a well established Internet service which is hosted in
house. It is currently running on the UNIX platform. The service
comprises one informational website and two portals. The function
of the informational website is to provide information about the
GCCA. It also provides links to the mapping and cadastral portals.

There is a degree of visual uniformity between the portals, though
this is not strong or consistent. There is also an English language
version of www.geodesy.gov.sk which has a different design to the
Slovak site and is not properly synchronised with the Slovak
language copy.

4.2 Management
The Information website is maintained and updated on a largely ad
hoc basis and undertaken by a small team of staff although this is
not their primary role.
4.3 Recommendations

e An Internet strategy should be developed.

e A search facility should be introduced.

e A content management system should be introduced.

A benchmarking exercise should be undertaken. This should
identify current running costs, usage, and update frequency. It
should also include a content review and identify the degree of
variance between the English and Slovak language versions of

4. Internetové sluzby

4.1 Opis

Zo zadkona sa vyZaduje, aby niektoré dokumenty a sluzby boli
k dispozicii na internete.

O pristupe na internet rozhoduju jednotlivi riaditelia.

Priamo v Urade maju etablovanu internetovu sluzbu. Momentaine
bezi na platforme UNIX. Tato sluzba pozostava z informacne;j
internetovej stranky advoch portalov. Ulohou informaénej
internetovej stranky je poskytovat informacie o UGKK. Taktiez
poskytuje hyperlinky na mapovy a katastralny portal.

V&etky portaly vykazuju urcity stupen vizualnej jednoty, hoci nie je
siind ani konzistentna. Existuje aj anglicka verzia stranky

www.geodesy.gov.sk, ktora ma inu grafick( Upravu nez slovenska
stranka a nie je spravne zosynchronizovana so slovenskou kopiou.

4.2 Riadenie

Informaéna internetova stranka sa udrziava a aktualizuje zvacsa
podla potreby a Géelovo a tuto pracu robi mala skupina fudi, hoci
toto nie je ich prvorada tloha.

4.3 Odporucania
e Treba vypracovat internetovu stratégiu.
e Treba zaviest vyhladévaci nastroj.

e Treba zaviest systém na riadenie obsahu.

Treba urobit porovnanie na zaklade kritérii a meradiel. V ramci
tohto porovnania by sa malo zistit, aké sU bezné prevadzkové
naklady, miera vyuzivania aako Casto sa strdnka aktualizuje.
Pritom by sa mala urobit revizia obsahu a zistit, nakofko sa
anglicka verzia stranky www.geodesy.gov.sk li§i od slovenskej.

-
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www.qgeodesy.qov.sk. An example questionnaire to support this
benchmarking process has been supplied (please see Appendix 1
of this Web Services Report).

A clear policy on the status of the English Language version
should be determined, at present this is maintained on a ‘goodwill’
basis. If there is no statutory requirement to provide a multilingual
site and analysis of usage statistics suggest it is little used the
need to provide this site should be reconsidered.

The EULIS portal reduces the need for multilingual publication
when delivering electronic services by delivering them in the
language of the national portal being used, although this will not
extend to purely informational web content.

If an English Language (or other multilingual facility) website is to
be retained it should follow the same visual style as the Slovak
site. The publishing mechanism should be updated to allow true
multilingual publication.

It is recommended that an editorial and review board be created to
oversee the delivery of content and services provided on the
Internet. The present ad hoc publication methodology risks leaving
out of date content in the public domain and/or omission or delay
in publication of new information.

In order to have sufficient authority it is recommended the chair of
this board be at director level.

4.4 Content

The use of a content management system (CMS) is
recommended. This will allow more people to be involved in the
process yet permit the proposed Editorial board to retain control
over what content is actually placed online.

Part of the process should include the creation of information
architecture. This will help ensure that all sites and portals retain

Dodali sme vzorovy dotaznik na ulahcenie tohto porovnavania na
zaklade kritérii a meradiel (pozri Prilohu 1 tejto Spravy
o internetovych sluzbach).

Treba stanovit' jasnu stratégiu pre vypracovanie anglickej verzie,
momentalne sa tato verzia pripravuje na zaklade ,dobrej véle". Ak
zakon nevyzaduje viacjazytnu stranku aked sa na zaklade
Statistickych udajov o miere vyuZivania zisti, Ze sa anglicka verzia
malo vyuZiva, treba zvazit, i tuto stranku treba vobec poskytovat
v anglickom jazyku.

Portal EULIS zniZzuje nutnost poskytovat viacjazycné elektronické
sluzby, kedZe tieto sluzby poskytuje v jazyku pouzivaného
narodného portalu, hoci toto nebude platit pre Cisto informacny
obsahu internetu.

Ak sa ma zachovat' anglicka (alebo ina viacjazyéna) internetova
stranka, mala by mat rovnaky vzhlad ako slovenska stranka.
Treba aktualizovat publikacny mechanizmus, aby publikacie boli
naozaj viacjazycne.

Odporuca sa, aby sa zriadila redakéna a revizna rada, ktora bude
dohliadat' na obsah a sluzby poskytované na internete. Sucasna
metdda publikovania informacii — podla potreby a ucelovo — nesie
so sebou riziko, Zze vo verejnej sfére zostane zastaraly obsah
a/alebo sa zabudne ¢i oneskori publikacia novych informacii.

Aby tato rada mala dostatoént autoritu, odporic¢a sa, aby
predsedom rady bol niektory z riaditelov.
4.4 Obsah

Odporuéa sa pouzivat’ systém riadenia obsahu (SRO). To umozni
zapojit' viac ludi do procesu, ale pritom to dovoli Redakénej rade
ponechat si kontrolu nad obsahom, ktory sa umiestni on-line.

Sudastou procesu by malo byt vytvorenie architektiry informacii.
To pomdze zaistit, Ze vSetky stranky a portaly si zachovaju svoju
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their own identity yet be clearly identifiable as part of one ‘family’. It
will also speed the creation and publication of new content
because existing templates will already be in existence.

A CMS will ease the process of keeping different language
versions in synch if this if necessary.

4.5 Ongoing Review

The nature of the Internet necessitates a rolling review
programme. To assist in this, a feedback facility should be
provided to allow visitors to comment on the services and
information provided. A process for responding to such comments
needs to be established. Where feedback suggests a significant
change may be required a recommendation may be made to the
Internet review board.

Periodic customer questionnaires should be conducted in order to
gauge current levels of satisfaction and seek their views on
proposed future enhancements. Tools are available to create such
questionnaires quickly and easily without the need for specialised
skills and at minimal cost.

It is important to ensure such questionnaires are sufficiently short
and frequent to assess website performance against customer
feedback yet not so frequent or long as to deter completion or
create an impression of lack of direction.

4.6

The aim of the e-Registry Project is to extend the delivery of
services via the Internet and it will undoubtedly have an impact in
the formulation of any Internet strategy. It is important that any
development of the existing website is not undertaken in isolation.

Impact of E-Registry Project

vlastnti totoznost', pritom vSak bude mozné identifikovat' ich ako
stdast jednej ,rodiny“. Taktiez to urychli tvorbu a publikaciu
nového obsahu, pretoze uz budu existovat prediohy.

Systém riadenia obsahu ulah¢i proces synchrénneho uchovavania
roznych jazykovych verzii, pokial to bude treba.

4.5 Priebezna revizia

Povaha internetu si vyZzaduje nepretrzity program revizii. Pomoct
by mal nastroj spatnej vazby, ktory treba poskytnut, aby
navstevnici mohli pripomienkovat poskytnuté sluzby a informacie.
Treba stanovit' proces na reakciu na takéto pripomienky. Ked sa
na zaklade spatnej vazby zisti, Ze je nutné urobit vyznamnu
zmenu, rade pre reviziu internetu mozno predlozit odporucanie.

Treba pravidelne davat zakaznikom vyplnit dotazniky, aby sa
vyhodnotila sti¢asna Grover spokojnosti a aby organizacia ziskala
nazory zakaznikov na navrhované budtce zlepSenia. Na rychle
alahké vytvorenie takychto dotaznikov existuji nastroje, co
znamena, Ze netreba S$pecializované zrucnosti, ani obrovské
naklady, kedZe naklady na tieto nastroje si minimaine.

Je délezité zaistit, aby takéto dotazniky boli dostatoéne kratke
a ¢asté, aby sa na zaklade spétnej vazby zakaznikov dal posudit
vykon internetovej stranky, no nemali byt také Casté ani dihé, aby
zakaznikov odradili od vypifania a vytvorili dojem nedostatku
orientacie.

4.6 Vplyv projektu elektronickej podatefne

Cielom projektu elektronickej podatelne je rozsirit poskytovanie
sluzieb cez internet, ato bude mat bezpochyby vplyv na
vypracovanie akejkolvek internetovej stratégie. Je ddlezite, aby sa
existujlica internetova stranka nerozvijala izolovane.
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5. Intranet 5. Intranet
5.1 Description 5.1 Opis

The GCCA Intranet is well established and contains a wide range
of resources of a primarily static and informational nature. Content
is primarily in HTML and PDF formats although some software
downloads and system updates are also available. The Intranet is
hosted in house and runs on Microsoft 2003 server platform, no
centralised database facility such as SQL Server is available.

Development of the Intranet has been a primarily organic process,
without clear strategic guidance or aims beyond the provision of
information. Day to day management of the Intranet is undertaken
by a small team and updates are undertaken on a largely ad hoc
basis. There is no defined workflow for notifying the publishing
team that new content is available or when old content is to be
withdrawn.

There is good visual uniformity throughout the Intranet with colour
coding being used to identify content areas. Frames are used for
navigation and sometimes these are nested. While this can be
effective it can cause some usability issues, and, due to the
volume of information, some pages can appear cluttered. Overall
though the Intranet is functional and provides a useful and well
used resource.

There is a WAN linking the Bratislava office with 8 regional and 72
district offices. The decentralised publishing process means some
offices maintain their own content which may not be available to all
other offices. These data silos undermine the principle that if
information is worth publishing it is valuable, thus worth sharing.

The geographically dispersed nature of the GCCA makes the need
for easy access to a centralised repository of information vital. In
such scenarios an Intranet is a powerful and valuable tool.

Intranet UGKK sa uZ etabloval a obsahuje $iroku $kalu zdrojov
predovéetkym statickej a informacnej povahy. Obsah sa nachadza
prevazne vo formate HTML a PDF, hoci sa da stiahnut' aj nejaky
softvér a aktualizacie systémov. Intranet je instalovany priamo
v organizacii abezi na serverovej platforme Microsoft 2003.
K dispozicii nie je nijaké centralizované databazové zariadenie ako
SQL Server.

Intranet sa vyvijal dost organicky bez jasného strategického
usmernenia alebo cielov, okrem poskytovania informacii. Mala
skupina ludi sa kazdodenne stara o intranet a aktualizacie sa robia
hlavne podla potreby. Neexistuje jasne zadefinovany postup pre
informovanie publikaéného timu, Ze je uz k dispozicii novy obsah,
alebo kedy treba stiahnut' stary obsah.

Cely intranet je vzhladovo jednotny, pricom sa na rozliSenie
jednotlivych oblasti obsahu pouzivaju farby. Na navigaciu sa
pouzivaju ramé&eky a tie st niekedy do seba vnorené. Hoci to méze
byt uginné, moézZe to sposobit problémy s pouzitelnostou
azdoévodu objemu informacii moézu niektoré strany posobit
neusporiadane. Intranet je vSak celkovo funkény aje uzitoénym
a zauzivanym zdrojom.

Je tu dialkova pocitatova siet (WAN), ktora spaja Urad
v Bratislave s 8 Katastralnymi Gradmi a 72 Spravami katastra.
Decentralizované publikovanie znamena, Ze niektoré urady
a spravy si zachovavaju svoj vlastny obsah, ktory mozno nie je
k dispozicii ostatnym Gradom a spravam. Tieto zasobniky udajov
podkopavaju princip, ze ked informacie stoja za publikovanie, su
cenné a teda sa treba o ne podelit.

Z dévodu geografickej roztrisenosti UGKK je nevyhnutné mat
rahky pristup k centralizovanému zasobniku informacii. V takychto
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5.2 Recommendations

Most of the key recommendations regarding the Internet apply
equally to the Intranet:

e An Intranet strategy should be developed.
e A search facility should be introduced.

¢ A content management system should be introduced.

For an Intranet to succeed it must become a core business
system. The technology on which the current Intranet is based is a
solid foundation for future development.

To make full use of the Intranet’s potential, it is recommended that
an Intranet strategy is formulated. This should identify key
stakeholders, roles and responsibilities and should be used to set
clear, realistic and measurable targets for development. As far as
possible, the Intranet Strategy should dovetail with the Internet
strategy. |Ideally it would form part of an overarching
communication strategy.

A benchmarking exercise should be undertaken to identify current
usage levels, update frequency and running costs. It is necessary
to assess how the current Intranet is perceived. Suitable analysis
tools are available to achieve this and one has been provided as
part of this project. Please see the Intranet Review Toolkits in
Appendices 2 and 3.

As key stakeholders It is important to involve as many staff as
possible in this process. The use of online questionnaires and
surveys will be of assistance here. Suitable tools are available
which enable the development of such surveys quickly and easily
without the need for specialist skills. A suitable tool has been
provided as part of this project.

There is an opportunity to consider streamlining existing business

pripadoch je intranet mocnym a cennym nastrojom.

5.2 Odporucania

Vaésina klugovych odporuéani pre internet plati aj pre intranet:
e Treba vypracovat intranetovu stratégiu.
e Treba zaviest vyhladavaci nastroj.

e Treba zaviest systém na riadenie obsahu.

Aby bol intranet Uspe$ny, musi sa stat zakladnym obchodnym
systémom. Technoldgia, na ktorej je sucasny intranet zaloZeny, je
pevnym zakladom pre buduci rozvoj.

Odporiéa sa vypracovat intranetovli stratégiu, aby sa napino
vyuzil potencidl intranetu. Stratégia by mala identifikovat' hlavné
zainteresované strany, ulohy a zodpovednosti a mala by sa pouzit
na stanovenie jasnych, realistickych a meratelnych cielov v oblasti
rozvoja. Pokial je to mozné, intranetova stratégia by mala presne
zapadat do internetovej stratégie. V idealnom pripade by mala byt
stiéastou preklenujlcej komunikacnej strategie.

Treba urobit porovnanie na zaklade kritérii a meradiel, aby sa
zistilo, aka je sucasna miera vyuZivania, ako Casto sa intranet
aktualizuje a aké su prevadzkové naklady. Treba vyhodnotit, ako
sa vnima sugasny intranet. K dispozicii st vhodné analytické
nastroje na tento G&el a jeden z nich sme dodali v ramci projektu.
Pozrite, prosim, Nastroje pre reviziu intranetu v Prilohach 2 a 3.

Ako hlavné zainteresované strany je dolezité zapojit ¢o najviac
zamestnancov do tohto procesu. Tu pomdzu on-line dotazniky
a prieskumy. K dispozicii st vhodné nastroje, ktoré umoziuju
rychlo a lahko vypracovat' takéto prieskumy bez $pecializovanych
zruénosti. V ramci tohto projektu sa dodal vhodny nastroj.

Je tu moznost zvazit, ako zefektivnit' existujice €innosti a procesy,
mozno presunutim niektorych papierovych procesov na intranet,
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processes, perhaps moving some paper based processes online,
or to further develop existing online processes. It is important to
train staff in the skills they may need for authoring and maintaining
content. Authoring content for an online audience is a skill in its
own right. The use of suitable e-learning packages will be of great
assistance in achieving this aim.

As part of an Intranet strategy, clear ownership of the Intranet
service needs to be established and key stakeholders, roles and
responsibilities identified. It is recommended that while
responsibility for management of the purely technical aspects of
the service should rest within an IT specialism, the overall
ownership of the Intranet service itself should be elsewhere, ideally
in a communications specialism.

In the medium to longer term, the use of frames could be
reconsidered in favour of a more flexible approach in line with
current technologies. It is possible that frames support may not be
carried forward in future web browser versions.

5.3 Content

It is recommended that an editorial and review board be formed to
oversee the current and future development of the Intranet. The
current ad hoc publishing procedures risk leaving outdated content
available and/or causing delays and omissions in the publication of
new content. It would be advisable to combine the functions of the
recommended Internet editorial board. This will help to ensure
uniformity of style and voice.

The use of a content management system (CMS) s
recommended. This will involve more people in the publication of
content, allowing content owners more control while still allowing
the GCCA to retain overall control over what is actually published.
The use of a CMS will aid in the rapid creation of new content
because existing templates will already be in existence.

alebo dal$im rozvojom existujucich on-line procesov. Je dblezité
vy$kolit zamestnancov v zruénostiach, ktoré sa im mézu zist' pri
pisani a Udrzbe obsahu intranetu. Pisanie obsahu pre on-line
publikum sa pravom povazuje za zrucnost. Pri dosahovani tohto
ciela velmi pomézu vhodné baliky elektronického vzdelavania.

Suéast'ou intranetovej stratégie je aj stanovenie jasného viastnika
intranetovej sluzby, hlavnych zainteresovanych stran, uloh
a zodpovednosti. Odporica sa, aby zodpovednost za riadenie
Cisto technickych aspektov tejto sluzby niesol IT odbor, no
celkovym vlastnikom intranetovej sluzby by mal byt niekto iny,
v idealnom pripade by to mohol byt komunikaény odbor.

V strednodobom aZ dlhodobom horizonte by sa mohlo zvazit
pouZivanie ramcekov v prospech flexibilnejSieho pristupu v stlade
s modernymi technolégiami. Je mozné, Ze tento druh podpory sa
neprenesie do budtcich verzii internetového prehliadaca.

5.3 Obsah
Odporuéa sa, aby sa zriadila redakéna a revizna rada, ktora bude
dohliadat nad suc¢asnym abudicim vyvojom intranetu. Pri

stidasnej metdde publikovania materidlov podfa potreby vznika
riziko, Zze zastaraly obsah ostane na intranete a/alebo ddjde
k oneskoreniu publikacie nového materialu, alebo sa vobec
neuverejni. Bolo by vhodné skombinovat' tlohy tejto rady s tlohami
odporuéanej internetovej redakénej rady. To pomdze zabezpecit
jednotu stylu a hlasu.

Odportiéa sa pouzivat systém na riadenie obsahu (SRO). Takto sa
do publikacie obsahu zapoji viac ludi a vlastnikom obsahu to
umo2ni mat vaésiu kontrolu, pricom si véak UGKK bude méct
ponechat celkovi kontrolu nad tym, ¢o sa vlastne publikuje.
Pomocou SRO sa podari rychlo vytvorit novy obsah, pretoze uz
budu existovat' predlohy.

Pre riadenie obsahu je k dispozicii Siroka Skala nastrojov, od

Web Services Report / Sprava o internetovych sluzbach

912

Final 29-June-07

—



- - - -

REGISTERS OF SCOTLAND Cn
Executive Agency UD

Information about Scotland's land & property

-

A wide range of tools is available for content management, ranging
from Free tools such as Microsoft SharePoint services through low
cost tools such as Ektron and Web Attaché to comprehensive,
enterprise level tools such as RedDot and Hummingbird. It is vital
that clear requirements are identified before a tool is chosen.

5.4 Ongoing Review

Periodic reviews of content and usage should be undertaken, the
results of these should be used to inform and develop the Intranet
strategy and provide a useful means of measuring progress
against objectives. To do this the use of online questionnaires and
surveys should be considered. On an ongoing basis these enable
the Intranet management team to gauge how the Intranet is
perceived and how its use is evolving.

6. E-Learning

The delivery of E-learning on the Intranet should be at a
straightforward level. The use of complex or expensive
development tools is not recommended at present because of the
lack of resources available for development and management of a
large or dedicated e-learning environment.

The key benefit of this approach is ease of management; the
existing team should be able to develop this facility without further
investment.

The publication of PowerPoint presentations and semi-interactive
pages will achieve many if not most of the benefits of more
complex approaches but with a much reduced investment of time
and expense. Some e-learning pages have been prepared as part
of this project. The prepared pages are currently stored on the
GCCA Intranet at the following link: http://192.168.20.11/e-
learning. Please see Appendix 4 for further information about the
location and management of these e-learning pages.

bezplatnych nastrojov ako su sluzby Microsoft SharePoint, cez
lacné nastroje ako su Ektron alebo Web Attaché, po komplexné
nastroje na podnikatelskej trovni ako si RedDot a Hummingbird.
Skor ako sa vyberie nastroj, treba stanovit jasné poziadavky.

5.3 Priebezna revizia

Treba pravidelne skimat obsah a mieru vyuzivania intranetu.
Vysledky by sa mali pouZit na informovanie a vypracovanie
intranetove] stratégie a na poskytnutie uzitoéného prostriedku na
meranie pokroku pri dosahovani stanovenych cielov. Za tymto
Géelom treba zvazit on-line dotazniky a prieskumy. Ak sa robia
priebeZne, tim zodpovedny za riadenie intranetu méZe hodnotit,
ako sa vnima intranet a ako sa vyvija jeho pouzivanie.

6. Elektronické vzdelavanie

Elektronické vzdeldvanie na intranete by malo byt jednoduché.
Momentalne sa neodporuéa pouzivat zlozité alebo drahé vyvojové
nastroje, pretoZe chybaju zdroje na vytvorenie alebo riadenie
velkého alebo funkéne uréeného prostredia pre elektronické
vzdelavanie.

Hlavnym prinosom tohto pristupu je lahkost' riadenia. Existujdci tim
by mal byt schopny vytvorit’ tento nastroj bez dalSich investicii.

Uverejnenim powerpointovych prezentacii a Ciastocne
interaktivnych stranok sa dosiahne vela, ak nie v&&sina, vyhod
zlozitej$ich pristupov, ale za menej ¢asu apenazi. Niektoré
stranky elektronického vzdelavania vznikli v ramci tohto projektu.
Pripravené stranky sa momentalne nachadzaju na intranete UGKK
na: http://192.168.20.11/e-learning. Dalie informacie o riadeni
amieste, kde sa tieto stranky pre elektronické vzdelavanie
nachadzaju, najdete v Prilohe 4.

V ramci projektu sa na intranete vytvorila sekcia pre elektronické
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As part of the project deliverables an e-learning section has been
created on the Intranet containing the following modules.

« Mental Well Being Policy
e Motivation in times of change
¢ Communication and Customers
e 5 minute questionnaire - Are you at risk of burn out?
¢ Develop your learning skills
e Overview of the training for trainers course
In addition the following have been delivered:

e A basic management utility for the addition of new
modules

e A tool to generate online questionnaires and surveys

e A guide to the use and management of the modules
supplied.

These deliverables are not intended to be definitive or exhaustive
and should serve as a starting point for future development.

7. Search Engine

The server platform on which the Intranet runs already provides
the basic tools necessary for a powerful and flexible search facility
in the form of Index Services. A key benefit being that it comes
free of charge as part of the operating system.

It is relatively easy to program and can be easily enhanced to
index a range of document types including office and PDF formats.

Alternatively there are a wide range of commercial products
available at various degrees of cost and complexity. Some
examples being the Reflexion search tool by Neomatics, or other

vzdelavanie, ktora obsahuje tieto moduly:
e Politika dusevnej pohody
e Motivacia v obdobi zmeny
 Komunikacia a zakaznici
e 5-minttovy dotaznik — Ste ohrozeni syndrémom vyhorenia?
¢ Rozvijajte svoju schopnost ucit sa

e Prehlad $kolenia pre $kolitelov

Okrem toho sa vytvorili aj nasledujlce nastroje:
e Zakladny riadiaci program pre pridavanie novych modulov
e Nastroj na vytvaranie on-line dotaznikov a prieskumov
e Prirucka pre pouzivanie a riadenie dodanych modulov.

Tieto produkty nemaju byt definitivne ani vycerpavajlce a mali by
sltzit ako vychodisko pre budtci rozvoj.

7. Vyhradavaci nastroj

Servery, na ktorych intranet bezi, uz poskytuju zakladné nastroje
pre silny a flexibilny vyhladavaci nastroj vo forme vyhladavania
v zoznamoch. Hlavnou vyhodou je, Ze tento nastroj sa poskytuje
zadarmo ako su&ast operaéného systému.

Da sa pomerne lahko naprogramovat a da sa lahko zlepsit' tak,
aby vytvoril register celej $kaly typov dokumentov, vratane formatu
PDF a beznych formatov pre pracu pod Windows.

Alebo je k dispozicii &iroka skala komerénych vyrobkov, ktoré su
k dispozicii za réznu cenu a na réznom stupni zlozitosti. Prikladom
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software only tools such as Zoom.

A tool worth investigation is the Google search appliances range.
These come in two flavours depending on the scale of the indexing
and searching required. The entry level Google Mini will index up
to 50,000 documents in over 200 formats and costs approx $2000.
A higher capacity version capable of indexing 300,000 documents
costs approximately $3000.

Google Mini has a major advantage of being hardware based. This
means it can be used to provide a search facility for both Internet
and Intranet thus representing a good value investment.

Links to resources:
Lucene (Linux/Apache Based)
http: //www.searchtools.com/tools/lucene.html

Lucene is free of charge

Reflexion

http://www.noematics.com/en/index.asp

Zoom

http: //www.wrensoft.com/zoom/tour.html

Google Mini

http://www.google.com/enterprise/mini/index.html

Distribution/(Képie):

je vyhladavaci nastroj Reflexion od Neomatics, alebo iné iba
softvérové nastroje ako Zoom.

Nastrojom, ktory stoji za to preskimat, je vyhladavaci nastroj
Google. Tento nastroj sa dodava v dvoch verziach v zavislosti od
pozadovanej miery indexacie a vyhladavania. Vstupny Google Mini
vytvori register az 50 000 dokumentov vo viac ako 200 formatoch
a stoji asi 2 000 USD. Verzia s vy$$ou kapacitou, ktora je schopna
vytvorit register az 300 000 dokumentov, stoji asi 3 000 USD.

Google Mini ma velku vyhodu, Ze je na hardvérovej baze. To
znamena, e sa da pouzit' ako vyhladavaci nastroj pre internet aj
intranet, a teda predstavuje investiciu s dobrou hodnotou.

Hyperlinky na zdroje:
Lucene (bezi na Linux/Apache)
http://www.searchtools.com/tools/lucene.html

Lucene je zadarmo.

Reflexion
http://www.noematics.com/en/index.asp

Zoom

http://mww.wrensoft.com/zoom/tour.html

Google Mini

http:llwww.qooqle.comIenterpriselminilindex.html

GCCA (Ms Sokacova) / UGKK (p. Sokacova)

CFCU (Ms Matsu$ova) / CFCU (p. Matsusova) )
Office of the Government of the Slovak Republic (Mr Kubala) / Urad viady SR (pan Kubala)
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Keep your website up-to-date and in order. You don't need any special skills for a
review, just the ability to use a web browser and make some notes. Here's a checklist.

Contact details

* are they on your website? []
* are they easy to find? L]
* are they accurate? []
* do email links and contact forms still work? []
News

If you have a News section:

* are the items listed still news or are they now "olds"? []
* have things happened recently that have not been listed? L]
* should you move older items to a News archive? []
Activities

If you have a section about your activities:

* are the activities still current? []
* are contact details correct? []
* are dates correct? L]
Newsletters

If you have a section for newsletters, meeting minutes etc:

* have the most recent materials been added? []
* should older materials be put into archives by year? [
* do the links contain information about size and format? Ll

* is there a link to download Adobe Reader (if materials are in PDF *oqamcwﬂ_

Checklist created by Miraz Jordan, for CommunityNet Aotearoa, February 2006.
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Resources

If you make books, videos, brochures or other resources available for loan or purchase:
* are items listed which are no longer available?
* are prices or loan conditions current?

* are new items available but not listed?

* are contact details correct?

* does the online order form work correctly?

OO00000

* does the order form for download and printing work correctly?

Review date

It's a good idea to let visitors know you check and update your website regularly.
* do pages have a note of when they were last reviewed? []

* do any pages show a review date older than 12 months ago? []

Statistics

Check your statistics regularly.
* how many visitors did you have last year?
* which were the most popular pages?

* what search terms did they use?

OOdod

* who links to you?

Checklist created by Miraz Jordan, fig

” sinfo for CommunityNet Aotearoa, February 2006.
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Revizia stranok: http://

Meno hodnotiaceho:

Datum:

Priebezne aktualizujte a upravujte svoju internetovi stranku. Na hodnotenie stranky
nepotrebujete nijaké zvlastne zruCnosti, len schopnost pouzivat internetovy
prehladévac a robit si poznamky. Tu je kontrolny zoznam otazok:

Kontaktné udaje
* mate ich na svojej stranke?
* daju sa lahko najst?

* sl presné?

O 000

* e&te funguji e-mailové adresy a formy kontaktu?

Novinky
Ak mate sekciu venovani novinkam:

* g1 uvedené informacie este stale novinkou alebo uz starinkou“?

O O

* stalo sa v poslednom &ase nie¢o, €o tam nemate uvedené?
* mali by ste presuntt starsie informécie do archivu noviniek? O
Aktivity

Ak mate sekciu venovanut Vasim aktivitam:

* U1 aktivity eSte vzdy aktuélne? |

O

* s(1 kontaktné Udaje spravne?
* sl datumy spravne? O
Bulletiny

Ak mate sekciu pre bulletiny, zapisnice zo schédzi, atd:

* doplnili ste tam najaktualnejsie materialy? O

O

* mali by sa star$ie materialy kaZdy rok zaarchivovat?

* obsahuju odkazy na iné stranky aj informéacie o velkosti a formate? O
* je tam odkaz na stiahnutie programu Adobe Reader

(ked st materialy vo forméate PDF)? |

info pre Community Net Aotearoa, 2/2006

Kontrolny zoznam vypracoval Miraz Jordan, hto.//s
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Revizia stranok: http:

Zdroje
Ak pozitiavate alebo predavate knihy, vided, broZury alebo iné materialy:

* sl na stranke uvedené materialy, ktoré uz nie su k dispozicii?
* sl podmienky pre poziciavanie alebo ceny aktualne?

* st k dispozicii nové materidly, ale nie st na stranke uvedené?
* sli kontaktné informacie spravne?

* pracuje on-line objednévka spravne?

O O O & & S

* pracuje objednavka na stahovanie a tla¢ materialov spravne?

Datum revizie
Je dobré dat tym, ktori navstevuju Vasu stranku, vediet, Ze pravidelne kontrolujete
a aktualizujete svoju internetovu stranku.

* je na strankach uvedena informéacia o datume poslednej revizie? O
* je na niektorej stranke datum revizie starsi ako spred 12 mesiacov? O
Statistické udaje

Pravidelne kontrolujte Statistické Gdaje.

* kofko ludi navétivilo Vase stranky minulého roku?

* ktoré stranky boli najpopularnejsie?

* aké pouzivali vyhladavacie kritéria?

b O 8 9

* kto sa pripaja na Va$e stranky?

Jimio pre Community Net Aotearoa, 2/2006
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Intranet review toolkit: version 1.1 (March 2006)

About the intranet review toolkit

What are heuristics?

This intranet review toolkit provides intranet managers and designers with
an easy-to-use method to assess the strengths and weaknesses of their
intranet. It contains a substantial set of heuristics (guidelines or criteria),
allowing a detailed intranet review to be conducted that focuses on a wide
range of functionality, design and strategy.

The heuristics are based on identified best practices in intranet and
website design, providing a sound basis for the review. Additional
references are included as an appendix to this document.

When to conduct a review

The intranet review toolkit can be used at many stages of a project:
e Before a redesign

A review can be conducted at the beginning of a redesign project. At
this time, it will help to identify key problems that should be further
examined during staff research and other redesign activities.

e During a redesign

A review can be conducted while the design or redesign project is
underway. It can act as a reminder about the most important aspects
of the intranet design and allows issues to be rectified at an early
stage.

e On part of the intranet

Reviews do not need to be conducted against the entire intranet. Most
of the heuristics apply equally as well to a section or smaller part of
the intranet.

Heuristics are simple, efficient rules of thumb that can be used to make
assessments. They are based on best practice and experience, and are
easy to apply to many situations.

The heuristics used in the intranet review toolkit are based on core
principles of information seeking behaviour, human-computer interaction
and experiences drawn from training, research and design activities for
corporate intranets. The heuristics are not an exhaustive list of all potential
intranet issues, but are extensive enough to allow the identification of
issues that have the largest impact on intranet usefulness and usability.

Each heuristic in the intranet review toolkit is necessarily quite broad. In
assessing an intranet against them, the reviewer will need to make some
judgements, including whether the heuristic is relevant for their situation.
Some heuristics may not apply to every intranet, and some intranets may
not meet all heuristics but still be useful and usable for staff.

About Step Two Designs

Step Two Designs (www.steptwo.com.au), the creator of this toolkit, are a
vendor-neutral consultancy based in Sydney, Australia. They provide
specialist consulting in the areas of intranets, content management,
knowledge management, usability and information architecture.

Step Two Designs has published many articles on the topics of intranet
design and management, and on related usability and information
architecture techniques.

They have also published the Intranet Roadmap™, the Content
Management Requirements Toolkit, and Staff Directories report.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 2
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Using this toolkit

The intranet review toolkit provides a template that can be used to guide a
review and as a report on the review. Each heuristic has a detailed
rationale, and space is provided for your comments and a score.

If you are closely involved with the intranet, as a designer or a manager, it
may be difficult to conduct an unbiased assessment. It may be valuable to
have someone else conduct the review, as an independent reviewer can
more easily assess the intranet from the perspective of staff.

It can also be useful to conduct the review with multiple reviewers, such as
intranet team members, key authors or other stakeholders. This will allow
more issues to be identified and highlight the key issues. After each
person conducts their review, a post-review meeting is a great way to
discuss findings and determine what to follow up.

Preparing for the review

Before starting the review, become familiar with key pages of the intranet
such as the home page, major section pages, most frequently used
content, search facility, phone directory and news sections;

Walk through the most frequent tasks that staff carry out via the intranet.
For example, you may need to:

e look up a phone number
s submit an expense report
e book travel

« find out a policy and procedure for a common task

This will help you better understand how well the intranet works in
practice, when completing common business activities.

Note that it is not necessary to visit every page on the intranet. This is
impractical on a large intranet, and even on a modest-sized intranet, it is
sufficient to review enough pages to give an overall assessment of the
intranet.

The overall goal of the intranet review is to identify key strengths and
weaknesses of the intranet as a whole, rather than to identify specific
pages which are poorly designed or non-compliant with appropriate
standards.

Conducting the review

It is expected that the intranet review toolkit will be completed
electronically, in the Word version. This allows the figures to be
automatically calculated, as well as making it easy to fill in the notes
section beside each heuristic.

If you have a printed copy (or other version), you can obtain the latest
electronic version from the Intranet Review Toolkit website
(www.IntranetReviewToolkit.org).

Start by filling in the name of the intranet on the titlepage of this document,
along with the name of the person conducting the review and the date of
the review.

After gaining a good overview of the intranet, work through each section of
the template, assessing the intranet against each heuristic. For some
heuristics, you may need to attempt additional tasks or check a number of
pages.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 3
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Make notes against each point as you work through them (write these in
the “Your Notes” column), then fill in the “Your score” column of the
template. Note that the areas to be filled in by the reviewer are marked in
yellow.

Once your figures have been entered, use Ctrl-A, F9 to then make the
intranet review toolkit calculate a total for each category, as well as a
percentage score. Note that no overall percentage score is provided for
the intranet as a whole, as it is only meaningful to assess the site against
each individual category.

Once the main Intranet Review Toolkit document has been completed, the
summary version (provided in Excel) can be filled in. This provides an at-
a-glance summary suitable for providing to others, and it can be
downloaded from the Intranet Review Toolkit website

(www. IntranetReviewToolkit.org).

Scoring system

Note: in the rationale, details have only been provided for scores of 0 and
5. This has been done to provide a balance of sufficient detail, without
making this document either too proscriptive or unwieldy to easily use in
practice.

The reviewer must therefore evaluate each aspect of the intranet against
these two extremes, and assess what the most suitable score is.

For example, a heuristic that meets almost all of the criteria, but misses
out some small elements, should be given a high score (such as 3 or 4).
Conversely, an element that provides some very limited capabilities that
are better than nothing should be given a low score (such as 1 or 2).

Where capabilities are not provided at all by the intranet, a score of 0
should be given. For example, if there is no search on the intranet, all of
the heuristics in section 3 should be given a zero score.

Using the commentary

For each heuristic, provide a score from 0-5. This provides an at-a-glance
indication of the strengths and weaknesses of each element of the
intranet. An overview of the scoring system is as follows:

0: Extremely poor, non-compliant with guidelines, or not implemented
Very poor, likely to cause significant problems for staff
Poor, likely to cause problems for staff

1

2

3: Good, but some aspects may cause problems for staff
4: Very good, staff should be able to use this feature easily
5

Excellent, very capable, delivers considerable benefits, meets (or
exceeds) all of the criteria outlined

The Intranet Review Toolkit website (www.IntranetReviewToolkit.org)
provides a commentary on a growing number of the heuristics. This gives
more information and supporting details on the heuristics, as well as
linking to relevant articles and resources.

Use the commentary when you are unclear about the reasoning behind
the heuristics, or when you need clarifying information. The commentary
can also be used to obtain supporting articles for intranet stakeholders, or
to gain suggestions on how to implement best-practice solutions in each of
the areas.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 4
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Using the results

The results of the intranet review may be used in a number of ways,
depending on the stage of the project:

Identifying opportunities for incremental improvement

The intranet review will almost certainly identify areas where the
design or implementation of the site does not meet best-practice
standards. Many of these issues may be comparatively minor, or may
be restricted to certain elements of the site. In these cases,
incremental improvements can be scheduled for the intranet.

Targeting redesign efforts

The intranet review can be valuable to identify areas which should be
addressed as part of a broader and more comprehensive redesign. It
will also highlight aspects that are working well, and should be
retained.

Building a business case

The review can assist intranet teams in building a business case for
an intranet redesign, by providing an independent set of criteria to
judge the site by. In some cases, this will highlight the deficiencies of
the site, further building an imperative for change.

Benchmarking against other intranets

The scoring of the intranet review facilitates benchmarking against
other intranets, particularly with those in the same industry sector. This
can give an indication of the comparative maturity of the site, as well
as identifying good design elements that can be shared between
organisations.

Ensuring balance in intranet efforts

It can be easy for intranet teams to focus very strongly on a few
aspects of intranets, to the detriment of other elements required for a
successful site. Use of the intranet review toolkit can be beneficial in
highlighting overlooked or down-played intranet aspects.

Validating a new design

An intranet review can be conducted as part of the redesign process,
to provide a ‘second opinion’ on the designs as they are being
developed. In the later stages of a project, they can provide an
opportunity to ensure that changes to the site do not introduce new
issues.

Other evaluation methods

There are a number of other techniques that can be used to evaluate the
design and effectiveness of intranets, beyond conducting a heuristic
review (as outlined in this document).

These techniques include:

Usability testing

This involves asking users of the intranet to attempt common tasks,
and observing where problems are encountered. This can be used to
identify potential usability issues (qualitative testing), or to determine
benchmark task times (quantitative testing).

Usability testing can range from informal testing with a small number
of users through to formal testing in a usability lab. In either case, this
can be a very useful adjunct to this intranet review, and will likely
identify a range of specific problems and potential solutions.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved.
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e Intranet surveys

These are often used to gather feedback from staff from throughout
the organisation, and are a very effective way of obtaining staff
opinions about the site.

In practice, intranet surveys are less effective at gaining information
about the issues and criteria covered by this intranet review toolkit. If a
survey is conducted, it should focus primarily on staff satisfaction,
rather than design issues.

Information on these techniques can be found on the sites included in the
“Further resources” section at the back of this document.

Creative commons license

Note that the titlepage must not be modified, beyond filling in the indicated
gaps, and the publishing information must be retained. The intranet review
toolkit may not be rebranded or republished in any form.

Providing feedback

The intranet review toolkit has been released under a Creative Commons
license, which allows for the distribution of the document, as long as two
conditions are met:

« Attribution: we must be recognised as the creator of this work, and
appropriately attributed when the document is used.

e No derivative works: the intranet review toolkit must be distributed
as-is, without alteration or addition.

Full details on these rights can be found here:
www.creativecommons.org/licenses/by-nd/2.5/

The intranet review toolkit may be used by both intranet teams wishing to
review their own site, or consulting firms conducting reviews of client sites.

In either case, the template is designed to be filled in with the specific
results of the review, and this may then be provided to the stakeholders or
interested parties.

The intranet review toolkit is a living document that is refined based on
increasing experience, and the feedback of the organisations that have
used it in practice.

While efforts have been made to gain a good balance between sufficient
detail in the heuristics, and a manageable size for the toolkit as a whole,
this will need to be further refined. It is also recognised that the industry-
wide definitions of what constitutes a “great” intranet are also evolving over
time.

For all these reasons, we strongly encourage you to send in any feedback
or comments you may have on this toolkit. We will then use this input to
further refine and improve the toolkit and supporting methodology.

Please send your feedback via email to:
feedback@steptwo.com.au

New versions of the toolkit will then be published on the Intranet Review
Toolkit website (www.IntranetReviewToolkit.org).

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 6
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Intranet review template

The core of the intranet review toolkit is a template to use when
conducting the review. The template is divided into eight sections, each of
which is briefly summarised below.

1. Intranet home page

The intranet home page provides the main ‘gateway’ to information on the
site, as well as providing a home for key intranet functionality such as
news and search. The home page is also the most valuable ‘real estate’
on the intranet, and should be carefully designed to maximise the value
gained.

2. Site structure and navigation

4. Page layout and visual design

The intranet should have a clear visual ‘identity’, and a consistent page
layout that assists staff to find and understand information. This includes
the overall page designs, and the structuring of information on the page,
and the site's look-and-feel.

5. Intranet content

Content on the intranet must be useful, accurate and up-to-date. It should
also be easily understood by staff, and written in a way that reflects the
online medium. Issues such as accessibility for disabled staff should also
be addressed.

6. Staff directory

The fundamental purpose of an intranet is to provide staff with the
information and tools they need to do their jobs. As the intranet grows, the
challenge is to ensure that information can be easily and quickly found.
The intranet must therefore be carefully structured, with effective
navigation to all information.

3. Search

Many staff rely on search to find information on the intranet, in addition to
browsing through the site’s navigation. Effort must be put into delivering a
search solution that offers meaningful and relevant results, and is quick
and easy to use.

The intranet staff directory (phone directory) is a key tool in almost every
organisation, and should be designed to provide required information while
being easy to use and navigate.

7. Intranet strategy and management (optional)

More broadly than the design of the intranet, there must be a clear
strategy for the site, to ensure that it meets broader staff (and
organisational) needs. Appropriate resources must also be allocated to the
management of the site, along with clearly-defined policies and processes.
Note: this can only be assessed by the intranet team, or through
discussions with the intranet team (and other key stakeholders). This
cannot be evaluated based on a visual examination of the site, and is
therefore marked as optional.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 7
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1. Intranet home page

' SCORING AT A GLANCE: 0 = extremely poor, not implemented * 1 = very poor » 2 = poor * 3 = good * 4 = very good * 5 = excellent, exceeds criteria

- — —-— y . P

Heuristic Rationale Your notes Your score
i | The intranet has a If staff cannot distinguish the intranet home page from other pages on the site
single page that staff it can impact on their understanding of the breadth of content offered by the
can easily identify as site, and their ability to navigate to content.
b1s o page The intranet may also compete with other platforms and sites that also offer a
gateway to corporate resources, introducing considerable confusion for staff.
0: There are a number of pages that could easily be mistaken for the intranet
home page. Alternatively, staff may be presented with a number of systems
competing to provide the main ‘home page'.
5: The intranet home page is clearly distinguished from all other pages on the
site. There is a clear distinction between the intranet home page and other
corporate systems.
Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 8
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Heuristic Rationale Your notes Your score

The home page clearly | The intranet home page should represent the corporate image and
presents the corporate | communicate the key organisational values. The intranet itself should also
image and ‘brand have a clear ‘identity’ of its own, to allow it to be easily distinguished from the
identity’ for the intranet | public website and other information sources.

0: Neither the corporate image, nor intranet identity is established on the
home page.

5: The corporate image and intranet identity clearly established on the home
page. The intranet identity is clearly distinguished from the corporate image,
but is in keeping with the corporate brand.

1.3 The homepage is The home page should present a professional and attractive image that is in
professional and keeping with current expectations of modern web design. This is necessary to
attractive in build staff trust and confidence in the intranet, which is influenced by their
appearance emotional response to the intranet design and presentation.

The appearance of the home page is also a usability issue, to ensure that staff
can easily understand what is being presented.

0: The home page has a very unattractive appearance. The page is cluttered,
or uses dated techniques such as animated images, scrolling banners, etc.

5: The home page is professional and attractive in design, matching good
design practices on the broader web.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 9
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Heuristic Rationale Your notes Your score

The home page The home page should highlight the breadth of content available on the
enables staff to quickly | intranet so staff can quickly and confidently find the content they require.
and confidently access
the information they
require

Content from all top-level categories should be included on the home page.
This helps staff understand what content to expect in each section of the
intranet and can speed up task completion.

For example, within the HR section, key links could be displayed such as
“leave form”, “online pay slip” and “employment conditions”.

0: The home page does not display content from all sections of the site.
Navigation to intranet content is not clear or well-designed.

5: Key content from each section of the site is surfaced on the home page
and presented in the context of the area of the site in which it appears.
Navigation to intranet content is clear and usable.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 10
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Heuristic Rationale Your notes Your score

The home page The intranet homepage is valuable ‘real estate’ and should provide content
contains useful content | that is of value to staff, beyond just providing access other information.

Content and features that staff use most often should be easily available from
the intranet home page. They may be represented as links on the home page
or as interactive features, such as a staff directory search.

It is important that only the key features are included on the home page, and
that the inclusion of those selected can be justified.

0: The home page features no useful content, or is so cluttered that staff find
it difficult to find the specific information they require.

5: The home page features the most commonly accessed content on the
intranet, with a clear design and structure.

1.6 Scrolling is minimised | Staff are less likely to scroll on the home page compared to other pages. They
on the home page may miss content or features that are not shown above-the-fold (i.e. the
visible areas of the screen).

0: Key information is not visible on the home page or requires scrolling on the
organisational standard screen resolution. Alternatively, too large an amount
of content is presented on the home page, filling many page-lengths.

5: All key information is visible on the home page without scrolling.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 11
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Heuristic

Page weight of the
home page has been
kept to minimum

Rationale

The home page is likely to be the most commonly accessed page on the site.
As a gateway to the site, the page weight (size in kb) should be kept to a
minimum to enable all staff to quickly and easily get to the content they
require irrespective of the quality of their intranet connection.

Note that specific sizes in kb have not been specified, as the acceptable page
weight is dependent on the typical access speeds available to staff throughout
the organisations. An assessment should be made against the slowest
available speeds, such as those staff located in remote or regional locations.

0: The home page typically takes 10 or more seconds to load on a standard
connection.

5: The home page consistently loads in less than 3 seconds on a standard
connection.

Your notes Your score

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved.
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Heuristic Rationale Your notes Your score

The home page is The design and structure of the intranet home page should be flexible enough
scalable to enable new | to allow new features and content areas to be added in a manageable way.
features and content Additional items should not require substantial design effort or reliance on
areas to be including new content in ‘quick links’ dropdown menus.

manageably added to

the site For example, it should be possible to add a new section of the site without

having to substantially rework the overall design of the home page. There
should also be a mechanism for adding highlighted or featured elements to
the page within the standard page layout.

0: Featuring new content requires a substantial redesign of the home page, or
it is only possible to feature new content in ‘quick links' dropdown menus.

5 New features and content can be highlighted on the home page without
design effort or compromising commonly used content.

Total 0
Intranet home page (percentage score) 0%

NOTE: Use Ctrl-A, F9 to make these figures automatically update —j\

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 13
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2. Site structure and navigation

SCORING AT A GLANCE: 0 = extremely poor, not implemented « 1 = very poor * 2 = poor * 3 = good « 4 = very good * 5 = excellent, exceeds criteria

Heuristic Rationale Your notes Your score

25 Content on a single It is important that staff can find all of the information they need to complete a
subject is grouped task. To do this effectively all information on a particular topic should be
together located within the same section of the intranet.

If information is not located in the same section, there must be links to content
in related sections or staff will have to visit many sections to find required
details.

0: Related content (such as travel policies and travel booking applications) is
not grouped together and there are no related links to enable staff to quickly
and easily move to related content.

5: Content is grouped by subject and related links are provided to enable staff
to move to appropriate content in other areas of the site.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 14
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Heuristic

The labels used in the
navigation are clear,
consistent and useful

Rationale

Labels used in the navigation are a key factor in whether staff can locate
information on the intranet. The labels need to provide a clear indication of the
content that is available within each section of the intranet.

Labels should be:

e Understandable by staff

o Consistent within the site

e Descriptive of where the user is going next

The broader principle is that the labels should provide a strong ‘information
scent, thereby providing staff with many clues about which navigation item to
select when seeking a particular piece of information.

0: Navigation labels are ambiguous, use organisational jargon, are used
inconsistently, or do not provide a clear indication of the content that is being
linked to.

5: Navigation labels clearly differentiate each area of the site and are
understandable by all staff.

Your notes

Your score

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved.
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Heuristic Rationale Your notes Your score

23 Critical content is The most frequently used information should be surfaced high in the structure
located high in the of the site, either on the intranet home page or top-level section pages. This
structure of the site ensures that critical information can be easily found and quickly accessed.

0: Critical content is not consistently located high in the hierarchy of the site
and commonly used information is 4 or more clicks from the home page.

5: Staff can quickly and easily navigate to critical or commonly-used content.
Key information is located high in the structure of the site, or is linked to from
the home page or top-level section pages.

24 More than one Staff should be able to navigate to content using more than one navigation
navigation method is method. Alternates to the main navigation include:
provided to find

: . © A-Z indexes
information
e  Site maps
° Search

0: There are no alternative navigation methods on the site.

5: There are multiple ways in which staff can navigate to content. Each is
highly effective and easy to use.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 16
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Heuristic REEL] Your notes Your score

Navigation clearly Staff may directly access pages within the intranet, rather than navigating
identifies where pages | from the home page. Use of cross-linking will also direct staff to other areas of
reside within the the site.

intranet

Users should therefore be provided with a clear indication of where they are
currently located within the overall structure of the intranet. This allows them
to navigate to more general information, or to find related content.

0: There is no clear indication where pages reside within the hierarchy of the
site.

5: The location of the current page within the hierarchy of the site is clearly
indicated. This can be achieved through techniques such as highlighting
navigation elements or ‘breadcrumb trails’.
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Heuristic Rationale Your notes Your score

Global navigation Global navigation should be consistently presented throughout the intranet.
appears consistently This allows staff to quickly jump between major sections, or to access key
throughout the intranet | functionality from anywhere in the site.

The global navigation should also provide a consistent (and obvious) way for
staff to jump directly back to the main home page of the intranet.

The only exception to this is the home page of the site. It is not necessary for
the global navigation to appear consistently on the home page as this can
reduce the space available to introduce the content categories.

0: There is no global navigation, or there are major inconsistencies in the
global navigation throughout the site.

5: Global navigation is consistent throughout the site, and it includes a clear
link to the home page and to major sections of the intranet. Key functionality
(such as search or feedback) is also included as part of the global navigation.
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Heuristic

2.7 Related information is
linked together

Rationale

The intranet should provide extensive cross-linking between related content,
to allow staff to easily find required information, even as the size and scope of
the intranet increases. As much as possible, there should be no ‘dead-end’

pages (which do not provide links to further information or supporting details).

This is particularly important where intranet content is maintained by many
authors, as this creates the danger that information will be presented in
distinct ‘silos’, making it hard to find complete information on any given
subject.

(This can be evaluated by attempting to complete typical tasks, or finding
common information on the intranet.)

0: There are many ‘dead-end’ pages on the site, with no indication of related
content.

5: Links to related content are consistently incorporated into the design of the
page, and there is extensive cross-linking between content. Where relevant,
external links are also included.

Your notes

Your score
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Heuristic

The structure and
navigation supports
continued growth of
the intranet

Rationale

Intranets undergo continuous growth and improvement, including adding new
top-level sections to the site. The design of page elements and navigation
should easily allow new sections or pages to be added to the site, without
reducing the effectiveness of overall navigation on the site.

The navigation should therefore be ‘scalable’, to ensure that growth can be
managed without requiring regular wholesale redesigns of the site or
navigation.

0: Adding a new area of content would require a complete redesign of the
navigation.

5: The intranet structure and navigation are scalable and will allow for
additional content areas to be added to the site. This includes adding new top-
level sections of the site, as well as individual pages.

Your notes Your score
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Heuristic Rationale Your notes Your score
There are no broken Broken links cause frustration and result in a loss of trust in the intranet. They
links on the intranet are the most obvious symptom of content authoring and maintenance

problems, and should be avoided in all cases.

This heuristic can be easily assessed through the use of a standard link-
checking tool, and there are a number of free or commercial products
available on the web. Content management systems (CMS) also typically
provide extensive link management functionality.

0: There are a large number of broken links on the site. Alternatively,
prominent links (such as top-level sections) are broken. There are also a large
number of broken links to external sites.

5: There are no broken links on the site, either to internal or external locations.
All links are validated on a regular basis.

Total 0
Site structure and navigation (percentage score) 0%
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3. Search

NOTE: if there is no search on the intranet, enter a score of ‘0" against all heuristics.

P — e — p— — — - —

| SCORING AT A GLANCE: 0 = extremely poor, not implemented « 1 = very poor * 2 = poor « 3 = good + 4 = very good * 5 = excellent, exceeds criteria

Heuristic

Rationale

Your notes Your score

3.1

Search is consistently
available from all
intranet pages

Staff typically use search when they are unable to use the site's navigation to
easily find required content. Search may be used from any location on the
intranet, and search should therefore be available on all pages.

Search should be located consistently on intranet pages so staff can easily
identify and locate it when needed.

0: Site search is not available throughout the site.

5: Site search is available on every page of the site and it is consistently
positioned.

3.2

The default is a simple
search

Staff rarely require a complex or ‘advanced’ search. Search should default to
a simple search (a single search box with a ‘search’ or ‘find’ button).

0: The site does not have a simple search, or the default is a complex or
‘advanced’ search.

5: A simple search is available on every page of the site and the text box is
long enough to encourage users to enter more than one search word. All
other options have been removed, or placed on an ‘advanced’ search page.
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Heuristic Rationale Your notes Your score

3.3 There is one search Staff expect that search will cover the entire intranet. The default search
that covers the entire should not be set to search only within a single section of the site, nor should
intranet there be multiple competing search engines that search particular areas, or
overlap in their coverage.

The only exception to this is where there is a distinct information repository,
such as a phone directory, which should have its own search tool. In this
situation, this restricted search should be clearly marked, so as to be clearly
distinct from the intranet-wide search.

The intranet search should also cover all relevant documents that are linked to
from the intranet, including the full text of the files.

0: There is no single search that covers the entire site, or the default is to
search only some sections of the site. Alternatively, there may be multiple
search engines that cover different areas of the site, or compete in their
coverage.

5: There is a single search across the entire site, including documents (where
relevant). This search also seamlessly searches other technology platforms,
where these would be considered by staff to be part of the ‘intranet’.
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Heuristic Rationale Your notes Your score

3.4 Search handles Staff will make typing and spelling mistakes. The search should be case
common misspellings | insensitive and search on common misspellings.

SO BB Sy IOy A 'synonyms list’ should also be established to ensure that equivalent terms

are handled in the same way. For example, searching on ‘bike’ and ‘bicycle’
should return the same results.

0: Searches are case sensitive and common typing or spelling mistakes return
no results.

5: The search handles common typing and spelling mistakes, is not case
sensitive and handles synonyms.

3.5 Search results are A fundamental criteria for search is that useful and relevant results are found
useful and relevant for common searches. Pages and documents returned should be obviously
related to the search being conducted.

This can be assessed by conducting searches on typical terms (such as
‘leave form') and evaluating the relevance and usefulness of the pages that
are returned.

0: Search returns irrelevant or useless results that have no obvious
association with the terms entered.

5: Highly relevant and useful pages are found for all common searches, and
there is a clear relation between the pages returned and the search terms. In
almost all cases, desired information can be quickly found using the search.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 24



Intranet review toolkit: version 1.1 (March 2006)

Heuristic
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Rationale

Your notes Your score

Search results are
prioritised with the
most important being
shown first

The most relevant or most useful information is presented in the top few
results of the search. This can be assessed by entering popular searches and
inspecting the results against the known content of the intranet.

Metadata and tuning of the search engine ‘weightings’ and other configuration
options can be used to improve the quality and relevance of search results.

Beyond this, search engine ‘best bets' can be implemented to guarantee that
key information is presented first for common searches. This is a very
effective way of ensuring the relevance of results, even as the intranet grows
in size.

0: Irrelevant or less-useful results are presented at the top of the search
results page. There is no clear ordering according to relevance, or results are
ranked according to some other less-useful criteria (such as alphabetical
order of titles).

5: Search results are highly relevant and useful pages are presented within
the first few results. Search engine ‘best bets’ have been implemented to
ensure that key information is presented first for common searches.
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Heuristic Rationale Your notes Your score

Appropriate Staff should be presented with enough information to evaluate each search
information is shown result, but not so much information that the page is cluttered. The key

for each search result | principle is to ensure that search results can be quickly scanned by staff, while
presenting key details that allow the desired page to be easily identified.

Each search result should include the following:

e Title of the page/document, displayed as a link
e Meaningful description (precis)

e Relevance as a star rating (1 to 5 stars)

e Type of the file (ideally displayed as an icon)

e Section of the site the file is located in

Irrelevant information should be avoided as it can distract the user and make it
harder to identify the best result. The following should be avoided:

e Relevance as a percentage
e URL
Size of the file

e ‘Find similar documents' or equivalent

0: Search results are cluttered and confusing, and contain irrelevant
information. It is hard to quickly scan the results page, and difficult to identify
the desired page or document.

5: Search results contain just the key information staff require to quickly
identify the required page or document. The results are cleanly presented,
and are easy to visually scan.
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Heuristic Rationale Your notes Your score

3.8 The overall search The search results page should be cleanly designed and attractive, without
results page is well being cluttered with irrelevant information or functionality. Complex
designed, and functionality should be avoided on the standard search results page, and
contains appropriate instead moved to a separate ‘advanced’ search.

elements and

functionality The search results page should include the following:

e Listing of the search terms used

e Number of matching documents

e Mechanism for browsing through the search results pages

o Field for entering a new search

e Numbered list of search ‘hits’

The following should be avoided:

e Time to run search query

e ‘Search within results’ option

e Other advanced search options

e ‘Hide summaries’ or other options to control how the results are displayed
e Option to change the number of results displayed on each page

0: Search results page is cluttered and poorly designed. Irrelevant or complex
information or functionality is included on the page.

5: The search results page is well designed and attractive. Key (and
commonly-used) functionality is provided on the page, while irrelevant items
have been removed to avoid clutter or unnecessary complexity.
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Heuristic e ELE] Your notes Your score

Tailored search tools While the standard ‘simple search meets the needs of general intranet users,
are provided for more powerful search options may need to be provided for any groups of
specialist users specialist users.

Tailored search solutions should be developed for each group of specialist
users, offering customised search and results pages, as well as additional
functionality where required.

Examples of specialist search users include: lawyers needing to find past
Court rulings, engineers working with a large collection of maintenance
manuals, technical support staff needing to quickly resolve customer issues.

0: There is a single search interface provided for all staff, with no tailored
solutions delivered for specialist search users.

5: Specialist search solutions have been developed to meet the unique needs
of individual groups of users.

Total 0
Search (percentage score) 0%
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4. Page layout and design

SCORING AT A GLANCE: 0 = extremely poor, not implemented * 1 = very poor * 2 = poor * 3 = good * 4 = very good * 5 = excellent, exceeds criteria

Heuristic Rationale Your notes Your score

There is a consistent A consistent appearance enables staff to move around the site without
visual appearance unnecessary distraction, as well as reinforcing a strong brand identity.
across all sections of Different sections of the site may be differentiated by subtle design variations.

Tl As staff may be using the intranet frequently, it is important that it has high

visual appeal. High visual appeal help to communicate credibility so staff have
confidence that the intranet is being well managed.

0: There are significant inconsistencies across different sections of the
intranet. The intranet may consist of separate ‘sub sites’ with completely
different appearances. Similar elements (such as headings) have an
inconsistent appearance across the site.

5: The appearance is completely consistent across the site, with one look-
and-feel across the whole intranet.
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Heuristic

4.2 The intranet should
have a clear and
effective brand identity

S— — ~ p— P — e pe—

Rationale

The brand identity matches and supports the organisational culture.

The visual brand must be appropriate for the organisation. For example, for a
large corporation the visual brand should be conservative and professional;
for a smaller, innovative organisation it may have more character.

0: The intranet has no clear visual identity or branding.

5: The intranet has a strong visual identity that reflects the organisational
culture. This branding reinforces the purpose and value of the intranet, and
helps to build trust in the site.

Your notes

Your score

4.3 The visual design of
the intranet is clearly
distinguished from the
public website

There must be a clear distinction between the intranet and the public
(external) website of the organisation. This allows staff to identify which
information is public, and which is internal (and therefore potentially
confidential).

0: There is no distinction between the page layout and design of the intranet
and public website.

5: The intranet has a strong brand identity that clearly distinguishes it from the
public website.
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Heuristic

4.4 There is a clean and
effective page layout

Rationale

The intranet should have a consistent page layout that is attractive and
effective, allowing users to easily identify key page elements (such as the
title).

Cluttered pages make it hard for staff to scan the page and to identify key

information. A consistent layout allows staff to always know where content will

be on a page and how to use key page elements.

It should be easy for staff to identify the different zones on the page, and
content should be in predictable locations on the page. This includes clearly
displaying the page title in an obvious location.

White space should be used appropriately, and should be easy to determine
what the most important information is and relationships between items.

0: The page layout is poorly designed, cluttered or unattractive. It is not easy
to identify the most important information on the page.

5: The intranet has a consistent page layout that is attractive and cleanly
designed. Major page elements (such as the title) are clearly distinguished,
and visual elements (such as colour and white space) are effectively used to
prioritise key information.

Your notes

Your score
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Heuristic Rationale Your notes Your score

Page length is Navigation pages, such as home pages and section pages, should have
appropriate for context | reduced page length. Ideally all key content should be presented without the
need to scroll.

Content pages should be as long as necessary to support uninterrupted
reading and enable staff to print content easily.

0: Page length is frequently inappropriate, for example, navigation pages are
overly long, or related content is split across many pages.

5: Page length is always appropriate for content.

4.6 Fonts are appropriate Small font sizes and poor contrast between font and background colour can
and legible make text hard to read. People find it easier to read dark text on a light
background.

A percentage of staff may be colour-blind, the most common colour-blindness
is red-green.

0: Font sizes are small or do not scale properly across browsers or screen
sizes. There is poor contrast between font and background colours.

5: Font size is easily readable, and scales correctly to match screen sizes.
Staff may be provided with a mechanism to set their desired font size. Text
always has good contrast.
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Heuristic

Graphics are used
appropriately to
support content
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Rationale

Graphics should only be used when they increase the clarity of the information
on the intranet. Graphics should not be used as decoration to make the
intranet seem more appealing, as this will impact on loading times, particularly
for staff on slow connections.

0: Decorative (or other non-functional) graphics are frequently used, and this
noticeably impacts on page loading times for staff on slow connections.

5: Graphics are used where they add clarity to the information on the intranet.

Your notes

Your score

4.8 Page weight is
appropriate for the
connection speed of
staff

Page weight should be kept to a minimum, to ensure that the intranet works
well for staff using slow connections. Some pages will require a higher weight,
such as video content, and these should be clearly labelled.

0: Pages typically take 10 or more seconds to load on a standard connection.
Some of the very commonly-used pages (such as the home page or top-level
section pages) have a very high page weight.

5: Pages consistently load in less than 3 seconds on a standard connection
for staff.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved.

Page 33



Intranet review toolkit: version 1.1 (March 2006)

Heuristic

4.9 Page layouts display
correctly at all relevant
resolutions

Rationale

The overall page layout for the intranet should display correctly on all
computers used by staff, throughout the organisation. In practice, this may
involve supporting a range of screen sizes, from lower resolutions (640x480 or
800x600) to higher resolutions (1024x768 or above).

In particular, the intranet should work on machines used by staff in remote
locations, or in front-line environments. If appropriate, the intranet should also
be usable on any hand-held computers used by staff.

0: The page layout is fiﬁ(ed, and works only on higher-resolution displays. Staff
using older machines or those with lower resolution have difficulty using the
intranet.

5: The intranet page layout works well on all computers used throughout the
organisation, regardless of resolution. The page layout appropriately resizes
to match the display resolution used. Where appropriate, the intranet can also
be meaningfully used on hand-held computers used by staff.

Your notes

Your score
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Heuristic

410 | Page layouts, design
and coding are
accessible for impaired
and disabled users

Rationale

The intranet should be accessible for impaired and disabled staff. There are
various accessibility guidelines that should be followed, such as:

e \W3C Web Accessibility Initiative (WAI)

e Section 508 of the Rehabilitation Act (US)

0: The site is inaccessible for impaired or disabled staff.

5: The site is accessible for impaired and disabled staff and complies with
relevant accessibility standards. Pages have been tested with all impaired or
disabled users within the organisation, to ensure that the site works well for
them in practice.

Your notes

Your score
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4.11

Heuristic

Pages can be printed

Rationale

Staff will need to print some pages of the intranet, and these should print
cleanly. This includes removing inappropriate page elements (such as
navigation) and ensuring that the text on the page fits on the standard paper
width.

Ideally the site should use cascading style sheets (CSS) that optimise the
printed version of the page so that irrelevant information is not included on the
print-outs. Alternatively, a ‘printed version’ link or button should be provided
on all pages.

0: Intranet pages do not print cleanly, with the inappropriate elements (such
as navigation) appearing in the printed version. Text is cut-off at the edge of
the printed page in some situations.

5: Content pages print cleanly and irrelevant information (such as global
navigation) is not included on the print-outs. Staff do not have to take any
extra steps or actions to ensure that pages print out correctly.

Your notes

Your score
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Heuristic Rationale Your notes Your score

4.12 Pop-up windows are The use of pop-up windows (where a second browser window is opened when
used appropriately clicking on a link) should be kept to a minimum. Pop-up windows should only
be used in situations such as:

e When linking to a document (such as a PDF or Word document)
e To provide supporting information during a process
¢« When linking to pages outside of the intranet

Pop-up windows should not be used for different sections of the site, or for
other internal links within the intranet.

0: The intranet makes frequent (and inappropriate) use of pop-up windows. In
particular, pop-up windows are used when linking to other sections of the
intranet.

5: There is a clearly-defined (and documented) policy on the use of pop-up
windows. This has been applied throughout the intranet, and pop-up windows
are only used in situations such as those specified above.

Total 0
Page layout and visual design (percentage score) 0%
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5. Intranet content

' SCORING AT A GLANCE: 0 = extremely poor, not implemented « 1 = very poor + 2 = poor *+ 3 = good * 4 = very good * 5 = excellent, exceeds criteria

Heuristic Rationale Your notes Your score

33| Content has been Research shows that people do not read online in the same way as they do
written and presented printed information. Content pages should:
with an understanding

ot tha il faadium e Support scanning. Online users tend to scan read until they are sure they

have found the correct information. To support scanning, content pages
should have a clear heading, make frequent use of sub-headings, use
bullet lists (where appropriate) and use bold to highlight key information.

» Be written in the active voice. The active voice style typically produces
sentences that are more concise.

e Use the inverted pyramid writing style. Content should be written in the
following order: summary, key points, and then details.

s« Make appropriate use of graphics to draw attention to key information.

0: Content is not written for the online medium. Pages are overly long, hard to
read, or difficult to scan. Much of the information has been directly cut-and-
pasted from documents without rewriting or restructuring.

5: All content is easy to scan, is written in the active voice, uses the inverted
pyramid writing style and makes appropriate use of graphics. Content sourced
from documents has been rewritten or restructured.
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Heuristic

52 The use of jargon or
technical terms is
appropriate for the
audience
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Rationale

Not all staff, especially new employees, will understand jargon, technical
terms and acronyms that are used in some (or all) areas of the organisation.
This includes jargon used widely within an industry, as well as terms specific
to the organisation itself (such as acronyms for projects or business units).

0: Jargon, technical terms and acronyms are used extensively throughout the
site, and are not explained when used.

5: The site uses commonly-understood language, and avoids jargon or
technical terms wherever possible. When jargon or acronyms are used, these
are explained.

Your notes

Your score

5.3 Content is not
duplicated

There should be a single, authoritative version of content on the intranet. Even
on a large intranet maintained by multiple business areas, there should not be
duplicated documents, pages or content.

It is particularly damaging when there are multiple versions of a document or
page, updated at different times and containing slightly different information,
with no authoritative version.

0: There are many duplicated documents on the intranet, or linked to from the
site. In many cases, it is impossible to determine which is the most recent or
authoritative version.

5: There are no duplicated documents or pages. Where information is
presented in multiple locations on the intranet, the source content is
maintained once, in a single location.
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Heuristic

Rationale

Your notes Your score

5.4 Content is up to date

A critical issue for intranets is to ensure that the information presented is
accurate and up to date. Out of date information can be confusing for staff and
creates mistrust in the currency of all intranet content.

0: A significant proportion of intranet content is out of date or inaccurate.

5: The vast majority of intranet content is up to date, and the currency of
content is regularly reviewed.

5.5 The currency of
information is clearly
indicated

Staff must be able to easily determine whether content on the intranet is up to
date. The currency of information should therefore be clearly presented on all
pages, so that staff know it can be trusted.

0: There is no ‘last updated date’ or other review date listed on the majority of
intranet pages. There is no other indication of when content was last
reviewed, when the next review date is for the period for which the content is
valid.

5: The currency of all content is clearly displayed for all pages. This includes
listing a ‘last updated date’, as well as potentially indicating the period for
which the content is valid.
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Heuristic Rationale Your notes Your score

5.6 The content owner is Identifying the content owner provides staff with a clear point of contact for
indicated on all pages | follow-up questions and queries. Note that in some situations, it may be useful
to distinguish between the author of the page, and the owner of the
information itself.

0: Content owners have not been identified for intranet content, and
ownership information is not presented on the site.

5: The name of the content owner is published on every page of the intranet.
The name is a link to email the content owner, a link to the relevant staff
directory page, or a link to a feedback form.

L7 Content is published in | Key content should be available in HTML format. Secondary information (such
an appropriate format | as meeting minutes) should be published in the most appropriate format,
recognising that it is not practical to convert all documents into HTML format.

0: A significant amount of key site content is not available in HTML format (it
is only available in document formats such as PDF, Word or Excel). At worst,
the intranet may consistent almost entirely of links to documents, which may
be stored on a shared drive.

5: All key content is available in HTML format. There is a clear policy for
deciding which format to use when publishing content, and this has been
applied consistently throughout the intranet.
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Heuristic Rationale Your notes Your score

5.8 The detail and Complex content should be appropriately ‘layered’, by presenting an initial
complexity of summary of the information, before providing more detailed content. This
information is enables staff to easily obtain key details without having to read through long
appropriately layered or complex pages. It also allows staff to quickly determine the information is
what they require before clicking through to further content.

(Common examples of poorly-layered content are very long and detailed
pages on the intranet, without any summaries or at-a-glance information.)

0: Detailed content is not appropriately layered. Summaries are not commonly
provided, and staff are often confronted with complex and detailed
information.

5: Detailed content is appropriately layers, with summaries written that capture
key information. Further, more detailed, information is then available where
required.

Total 0
Intranet content (percentage score) 0%
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6. Staff directory

NOTE: the staff directory may also be referred to as the internal ‘phone directory’, ‘phone book’, corporate ‘white pages’ or other similar name. These
heuristics are relevant, regardless of the name used. If there is no staff directory on the intranet, give a score of ‘0’ for all heuristics.

| SCORING AT A GLANCE: 0 = extremely poor, not implemented * 1 = very poor * 2 = poor + 3 = good * 4 = very good * 5 = excellent, exceeds criteria

Heuristic

7.1 There is a single
corporate staff
directory

Rationale

Staff should be provided with a single, consistent, phone directory. Ideally, this
should be located on the intranet.

Where staff information is provided via other systems (such as the mail client),
this should be completely consistent with the details in the intranet-based staff
directory.

0: There are multiple staff directories, provided on different sections of the
intranet, or accessed via different systems (such as email). Information
obtained from each of these locations or systems is inconsistent or conflicting.

5: There is a single staff directory that is used by all staff. Where staff
information is available using other systems, this is entirely consistent with the
intranet-based staff directory.

Your notes

Your score

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved.

Page 43




— ~— o e— B — — -

Intranet review toolkit: version 1.1 (March 2006)

Heuristic Rationale Your notes Your score
The staff directory The staff directory should include core information about staff, such as:

provides core

: g Name

information that staff i

commonly require e Phone number

e Staff role
e Position within the organisation

0: The staff directory does not provide all of the core information outlined
above. Alternatively, inconsistent amounts of information are provided for
each staff member.

5: The staff directory provides all of this core information, and other
information that could be useful, such as alternate contact details.
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Heuristic Rationale Your notes Your score

7.3 The staff directory Beyond the core information outlined above, the staff directory can be used to
provides additional meet a range of business needs. Additional information can be captured such
information to support | as:

identified business s  Photo

needs
e Staff leave and sick time

s Location (including marking the location on a floorplan or map)
e CVorresume
e Skills or experience

(See the commentary for a more complete list of additional fields which can be
provided by staff directories.)

0: The staff directory only provides basic contact details, such as those listed
for the previous heuristic.

5: The staff directory has been expanded to include a range of additional
information, designed to meet identified business needs or to improve staff
productivity.
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Heuristic

The staff directory
search resuits are
easy to read and
contain key
information

S— S R e QO o s -

Rationale

The staff directory search results should assist the user in identifying the staff
member they are looking for. This includes presenting key contact information
(such as the phone number) in search results, to avoid staff having to open up
the full profile page for the desired staff member.

0: Only the names of matching staff are included in the search results.

5: Results include the names of matching staff and key information, such as
phone number, position and (if relevant) office/department.

Your notes Your score

7.5 Staff details are
consistent and
accurate

The staff directory is only useful if it contains accurate and complete details.
Only then will staff trust (and use) the staff directory.

0: A large number of staff details are inaccurate or incomplete.

5: Staff details are entirely up to date and complete. The staff directory is
directly integrated with key sources of staff details (such as the HR system),
and there are defined business processes in place for ensuring that entries
are updated in a timely way.
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Heuristic

The staff directory
contains details for all
staff within the
organisation

Rationale

The staff directory must include entries for all staff within the organisation.
Beyond just full-times staff, this should include:

e Part-time staff

e Contractors

e Consultants (where appropriate)
¢ \olunteers (where appropriate)

Procedures should exist to ensure the directory accurately reflects changes
such as new and exiting staff.

0: The staff directory is missing entries for many staff, including some full-time
staff (such as those located in different offices). Staff who have left the
organisation are still listed, while new-starters have not been consistently
added.

5: All staff are contained within the staff directory, including part-time staff and
contractors. Processes are in place to consistently handle new starters and
staff that leave the organisation.

Your notes Your score
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Heuristic Rationale Your notes Your score

Staff directory entries | Instructions should be clearly provided on how to update staff directory
can be easily updated | details. At a minimum, this should provide contact details for who to send
changes to.

A more effective approach for maintaining directory details is to provide a
'self-service' facility to enable staff to update their own details. This should
have appropriate security in place to ensure that staff can only update their
own record, and only selected fields within that record.

0: There is no indication of what should be done if the details are out of date.

5: Staff can update their own details via a secure 'self-service' editing facility.
Staff can only update their own record, as well as ensuring that only
appropriate fields can be changed.

Total 0
Staff directory (percentage score) 0%
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7. Intranet strategy and management (optional)

Note: These heuristics relate to the underlying management of the intranet, rather than to the design or structure of the site. These can only be evaluated by
the intranet team themselves, or through discussions with the intranet team (and other key stakeholders). It is not possible to assess these heuristics based

on a visual evaluation of the site.

This section is therefore optional, recognising that it may not be practical (or possible) in all situations to gain the necessary information to make an informed
evaluation. Wherever possible, however, steps should be taken to review against these criteria.

SCORING AT A GLANCE: 0 = extremely poor, not implemented » 1 = very poor * 2 = poor * 3 = good * 4 = very good * 5 = excellent, exceeds criteria

Heuristic Rationale Your notes Your score
9.1 There is a clearly A clearly defined set of goals or objectives provides focus for the ongoing

defined set of goals for | evolution of the intranet. These should be business-focused, beyond just

the intranet “provide staff with the information they need to do their job" or “provide a one-

stop shop” for information.

The intranet goals should be published on the intranet itself, and aligned with
overall organisational strategies and directions.

0: There are no defined intranet goals.

5: Intranet goals are defined, reviewed on a regular basis and used to inform
intranet strategy. The intranet goals are business-focused, are aligned with
organisational strategies, and there are metrics or measures defined for each
goal.
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Heuristic

Rationale

Your notes Your score

9.2 There is a clear
roadmap for future
intranet development

There should be a clear (and documented) roadmap for future development of
the intranet, covering the next 6-12 months. This should specify planned
improvements to the site, along with ongoing activities to sustain the site.

The roadmap should cover both content and IT related improvements to the
site, as well as indicating resources required from other teams (such as
corporate communications, HR, and IT).

0: No defined plans have been created for future intranet improvements, and
changes are made on an ad-hoc or reactive basis.

5. There is a clearly defined roadmap for intranet development, covering a 6-
12 month period. This includes specific enhancements, required resources,
and expected benefits.
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Heuristic

9.3 The intranet has an
clear owner and
sponsor

Rationale

A single owner or manager overseeing the entire intranet ensures
consistency, and can resolve conflicts amongst stakeholders. It should also
ensure that there is a clear direction and strategy for the intranet.

The intranet owner should have responsibility for key aspects of the intranet
(such as the home page and staff directory), as well as ‘driving’ the overall
evolution of the intranet.

There should also be a recognised executive ‘sponsor’ for the intranet,
providing overall resources, support and guidance. This sponsor also helps to
resolve differences or disputes between intranet stakeholders.

0: There is no clear intranet owner or sponsor. Alternatively, there may be
multiple areas of the business competing for control of the intranet.

5: The intranet has a single owner that is empowered to resolve all intranet
issues and drive intranet strategy. There is also a clear executive sponsor for
the site.

Your notes

Your score

9.4 There is a single point
of contact for the
intranet

There should be a single point of contact for the intranet, thereby simplifying
the communication process and ensuring that needed updates are made.
Note that this is in addition to the content owners listed on individual pages.

0: There is no single point of contact for the intranet, or no clear mechanism
for contacting the centralised intranet team.

5: There is a clear single point of contact for the intranet as a whole. A forms-
based feedback mechanism has been established on the intranet to allow
changes or errors to be easily notified.
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Heuristic

The intranet team has
the necessary skills
and resources

— e — — e e m— o —

Rationale

The intranet team must be of an appropriate size to manage the intranet, and
be equipped with a sufficiently broad range of skills to address all intranet
needs and issues. The intranet team must also be provided with enough
resources to be effective (including budget, IT tools and support).

The intranet team must be able to address not just day-to-day administration
of the site, but to also be able to develop strategies for the intranet, and to
enhance the site over time.

(See the commentary for a discussion on the necessary skills and size for
intranet teams.)

0: The intranet team is under-sized and under-resourced, and is not able to
keep up with day-to-day administration of the site.

5: The intranet team has the skills and resources to strategically manage the
site, including enhancing the site with new content and tools. The intranet
team is proactive, and is professional in their management of the site.

Your notes

Your score
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Heuristic Rationale Your notes Your score
9.6 There are a There should be a clearly-defined and comprehensive set of policies and

comprehensive set of | procedures covering the design and management of the intranet. These

policies and should cover aspects such as:

procedures for the

: e \Writing standards and other publishing guidelines
intranet

e Appropriate (and inappropriate) intranet content and tools
e Guidelines for inclusion on the intranet home page

e Qverall intranet governance and management

Staff should be able to access the intranet policies and procedures on the
intranet itself.

0: There are no documented intranet policies and procedures.

5: A comprehensive list of intranet policies and procedures is documented and
available via the intranet.
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Heuristic Rationale Your notes Your score
The usage of the It is important to track the overall usage of the intranet, to allow problems to
intranet is regularly be identified, and to support ongoing improvements to the site. These usage
measured statistics also allow the relevant importance and value of intranet content to be
assessed.

At the simplest level, this should include the tracking of intranet usage, such
as total usage, most popular pages, etc. This capability is provided by a wide
range of free and commercial ‘web statistics’ packages.

In addition to site statistics, search engine usage reports should also be put in
place. Two specific reports should be implemented as a minimum:

e Most popular searches. Shows the most popular terms entered into the
search engine, on a month-by-month basis.

e Failed searches. Lists the searches that returned 0 hits.

0: Intranet usage is not tracked or reported, either in terms of overall site
usage or search engine usage.

5: Comprehensive usage statistics have been put in place for the intranet as a
whole, as well as allowing individual reports to be generated for specific site
sections. The two search engine reports outlined above have also been
implemented. Processes have been put in place to regularly review the
reports, and to act on the results.
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Heuristic Rationale Your notes Your score

The impact and Beyond the usage statistics outlined in the previous heuristic, more business-

business value of the focused metrics should be used to allow the business benefits of the intranet
intranet is regularly to be measured.
measured

These metrics may allow a dollar value to be calculated for the benefits
delivered by the intranet (enabling return on investment to be determined). In
other cases, it may be more appropriate to demonstrate value in non
quantitative ways.

(For example, measures could include the reduction in calls to the help desk,
or the improvement in staff productivity.)

0: No business metrics have been determined (or measured) for the intranet.

5: A range of business-focused metrics are used to report on the tangible
benefits delivered by the site. Processes have been put in place to regularly
collect the metrics, and to act on the results.
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Heuristic Rationale Your notes Your score

9.9 A communications and | Ongoing communications are required to drive further awareness and usage
marketing plan has of the intranet. This includes outlining the purpose and benefits of the intranet,
been established for as well as promoting intranet ‘success stories’.

fine i An overall communications and marketing plan should be put in place to

ensure that these activities are coordinated and effective.

0: There are few (if any) communications to the wider organisation about the
use or benefits of the intranet.

5: A coordinated communications and marketing plan has been established,
and is used to ensure that regular messages are sent to staff outlining the
use, benefits and successes of the intranet.
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Heuristic Rationale Your notes Your score

9.10 | An authoring A “community of practice” should be established for the intranet that brings
community has been together the centralised intranet team with decentralised authors. Meeting
established for the regularly (such as monthly), this group as a whole takes responsibility for
intranet resolving intranet issues and setting intranet policies.

Experience across many organisations has shown that this type of group is
critical to the success of the intranet, and it can do much to resolve the
challenges relating to writing and managing content in a decentralised
environment.

(See the commentary for more on the role of the authoring community of
practice.)

0: Communication is poor between the central intranet team and decentralised
authors, with conflict between these two groups on a regular basis.

5: An intranet community of practice has been established and meets
regularly. This groups works cohesively to manage and improve the intranet.

Total 0
Intranet strategy and management (percentage score) 0%
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Further resources

There are a number of key websites which provide invaluable information
regarding the design and management of intranets. In addition to providing

background details on the heuristics included in this toolkit, these
resources cover broader issues of intranet management and strategy.

Commentary

The Intranet Review Toolkit website (www.IntranetReviewToolkit.org)
provides a commentary on many of the heuristics, as well as links to

further articles, reports, books and sites. This provides greater information

on the guidelines included in this document, as well as best-practice
suggestions and approaches.

Useful websites

¢ Boxes and Arrows
www.boxesandarrows.com

Provides a comprehensive resource on information architecture,
including practical guides on common techniques such as card
sorting, along with discussions of more advance information
architecture principles. Additional articles are published on a regular
basis.

e Nielsen Norman Group (NN/g)
www.useit.com/alertbox/

Publishes reports and articles that specifically address the usability of
intranets, which is one of the main elements of an intranet review. Also
provides information on fundamental usability principles and
techniques.

Useful reports

¢ The Information Architecture Institute
www.iainstitute.org

A non-profit volunteer organisation dedicated to advancing and
promoting information architecture. Provides a range of useful
resources, mailing lists and industry activities.

e Step Two Designs
www.steptwo.com.au/papers

Currently the most prolific publishers of intranet articles, covering all

aspects of intranet design, strategy and management. Also provides

reports and training courses.

e Intranet Roadmap™
www.steptwo.com.au/products/roadmap

Provides an overall methodology for designing or redesigning an
intranet, including all the activities required and the techniques that
can be used to support each step of the project.

e Improving Intranet Search
www.steptwo.com.au/products/search

This report provides a practical methodology for improving intranet
search, including a wide range of guidelines and approaches that
cover every aspect of the search solution. All of the recommendations
are designed to be within the reach of every intranet team, and do not
require in-depth technical knowledge or unlimited budgets.

Published by Step Two Designs (www.steptwo.com.au), released under Creative Commons, some rights reserved. Page 58



W w e e v v v v W

Intranet review toolkit: version 1.1 (March 2006)

Staff Directories report
www.steptwo.com.au/products/staffdirectories

Provides in-depth information on the design and management of
intranet staff directories (also known as phone directories or online
phone books). Includes screenshots from a range of sites, along with
best-practice guidelines.

Useful books

Don’t Make Me Think (2™ edition)
Steve Krug
ISBN: 0321344758

An excellent introduction to the key principles of usability, providing
numerous examples and practical techniques. Highly relevant for the
designers and maintainers of any intranet (or website).

Information Architecture for the World Wide Web (2™ edition)
Louis Rosenfeld & Peter Morville
ISBN: 0596000359

The definitive book on information architecture, covering all the major
elements of the discipline, and the key techniques. Provides numerous
examples and case studies.

Information Architecture: Blueprints for the Web
Christina Wodtke
ISBN: 0735712506

A strong introduction to information architecture, providing practical
examples, photographs and screenshots. Explores the key techniques
for designing effective sites, showing how these fit together in real-
world projects.
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O subore nastrojov na
vyhodnotenie intranetu

Tento stibor nastrojov na vyhodnotenie intranetu poskytuje spravcom a
dizajnérom intranetu jednoducht metédu na vyhodnotenie silnych a
slabych stranok ich intranetu. Obsahuje bohaty subor heuristik (smernic
alebo kritérif), ktoré umozfiuju vykonat podrobné vyhodnotenie intranetu
sustredujice sa na Siroky okruh funkcionality, dizajnu a stratégie.

Heuristiky st zaloZené na identifikovanej najlepSej praxi v oblasti dizajnu
intranetu a webovych sidiel, &im poskytujd solidny zaklad pre
vyhodnotenie. DalSie odkazy st uvedené ako priloha k tomuto
dokumentu.

Kedy vykonat’ vyhodnotenie

Nie je nutné vykonat' vyhodnotenie celého intranetu. Vacsina heuristik
sa prave tak dobre vztahuje aj na niektort sekciu alebo mensiu Cast
intranetu.

Co st heuristiky?

Tento subor nastrojov na vyhodnotenie intranetu je mozné pouzit
v mnohych fazach projektu:

e Pred redizajnom

Vyhodnotenie je moZné vykonat na zaciatku projektu redizajnu. V
tomto éase pomdze uréit klic¢oveé problémy, ktorym by sa mala
nadalej venovat pozornost poéas prieskumu medzi zamestnancami
a v priebehu ostatnych &innosti suvisiacich s redizajnom.

e V priebehu redizajnu

Vyhodnotenie je mozné vykonat' v priebehu projektu dizajnu alebo
redizajnu. Méze posluzit ako pripomenutie najdéleZitejsich stranok
dizajnu intranetu a umozriuje vyriedit' sporné otazky v ranom stadiu.

¢ \/yhodnotenie &asti intranetu

Heuristiky st jednoduché efektivne hrubé odhady, ktoré je mozné pouZit
na ohodnotenie. Su zaloZzené na najlepsej praxi a skusenostiach a ich
pouzitie je v mnohych situéciach jednoduche.

Heuristiky pouzité v stibore nastrojov na vyhodnotenie intranetu sa
zakladaju na klu&ovych zasadach spravania pri vyhladavani informacii,
interakcii medzi &lovekom a pod&itatom a skusenostiach ziskanych

v priebehu Skoleni, vyskumu a dizajnu podnikovych intranetov. Tieto
heuristiky nie su vyéerpavajlcim zoznamom vsetkych moznych spornych
otazok stvisiacich s intranetom, ale su dostato¢ne vy&erpavajlce na to,
aby bolo moZné identifikovat tie sporné otazky, ktoré maju najvacsi dopad
na uzitoénost a pouzitelnost intranetu.

Kazda heuristika v subore nastrojov na vyhodnotenie intranetu je

v nevyhnutnej miere dost obsiahla. Pri jej pouziti na vyhodnotenie
intranetu posudzovatel musi prijat ur&ité rozhodnutia véitane postidenia, Ci
je dana heuristika v danej situécii relevantna. Niektoré heuristiky sa
nemusia vztahovat na kazdy intranet a niektoré intranety nemusia
vyhovovat vsetkym heuristikam, ale stale mozu byt pre zamestnancov
uzitoéné a pouzitelne.

Publikované spolo&nostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradené.
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O spoloc¢nosti Step Two Designs

Spoloé&nost' Step Two Designs (www.steptwo.com.au), tvorca tejto sady
nastrojov, je poradenskou spolo¢nost'ou, nezavislou na konkrétnom
vyrobcovi, so sidlom v Sydney v Australii. Spolo¢nost’ poskytuje
$pecializované poradenstvo v oblasti intranetu, spravy obsahu, spravy
znalosti, pouzitelnosti a informaénej architekttry.

Spoloénost Step Two Designs publikovala rad ¢lankov na tému dizajnu a
spravy intranetu a suvisiacich technikach tykajlcich sa pouzitelnosti
a informaénej architektury.

Spoloénost publikovala aj dokumenty Intranet Roadmap™, Content
Management Requirements Toolkit a spravu Staff Directories.

Publikované spolo&nostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradené. Strana 3
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Pouzivanie suboru nastrojov

Subor nastrojov na vyhodnotenie intranetu poskytuje $ablénu, ktor je
mozné pouzit na vykonanie vyhodnotenia a ako hlasenie o takomto
vyhodnoteni. Ku kaZdej heuristike je podrobné odévodnenie a k dispozicii
je priestor pre vase komentare a bodové hodnotenie.

Ak ste s danym intranetom uzko spojeny, ¢i uz ako dizajnér alebo spravca,
moze byt pre vas problémom vykonat' nestranné vyhodnotenie. MézZe byt
cenné, ak nechate niekoho iného, aby vykonal vyhodnotenie, kedzZe
nezavisly posudzovatel dokaze jednoduchs$ie posudit intranet z pohladu
zamestnancov.

Prinosom méze byt aj vykonanie vyhodnotenia viacerymi posudzovatelmi,
ako napr. élenmi intranetového timu, klticovymi autormi alebo inymi
zu&astnenymi stranami. Toto umozni identifikovat viac spornych otazok

a vyzdvihnut viac kligovych bodov. Po tom, ¢o kazdé osoba vykonala
svoje vyhodnotenie, velmi dobrym spésobom na prediskutovanie zisteni
a uréenie zamerov, ktoré sa budu sledovat,, je stretnutie po vyhodnoteni.

Priprava na vyhodnotenie

e zaknihovat cestu
e zistit pravidla a postup vykonania beZnej tlohy

Toto vam poméze lepsie pochopit, ako dobre intranet funguje v praxi pri
vykonavani beznych obchodnych aktivit.

Uvedomte si, Ze nie je doleZité navstivit kazda stanku na intranete. Toto
by bolo nepraktické nielen v pripade velkého intranetu, ale dokonca aj

v pripade intranetu skromnej velkosti. Sta¢i prezriet dostatocny pocet
webovych stranok na to, aby bolo mozné vykonat' celkové vyhodnotenie
intranetu.

Celkovym zamerom vyhodnotenia intranetu je skor urcit klucove silné
a slabé stranky intranetu ako celku, ako identifikovat' konkrétne webové
stranky, ktoré st zle navrhnuté alebo nevyhovujd prislunym pravidlam.

Vykonanie vyhodnotenia

Pred za&atim vyhodnotenia sa oboznamte s klu¢ovymi strankami intranetu
ako domaca stranka, webové stranky prisltichajice hlavnym sekciam,
najéastejsie pouzivany obsah, moznosti vyhladavania, telefonny zoznam
a sekcie sprav,

Prejdite si najéastejsie tlohy, ktoré zamestnanci na intranete vykonavaju.
Toto moze, napriklad, od vas vyZadovat:

e vyhladat telefénne Cislo

e podat vyuétovanie

Predpoklada sa, Ze stbor nastrojov na vyhodnotenie intranetu sa vypini v
elektronickej forme, vo formate Word. Toto umozni automaticky vypocet
giselnych hodndt ako aj zjednodusi vyplfianie priestoru na poznamky
vedla kazdej heuristiky.

Ak mate tlagent képiu (alebo int verziu), poslednu elektronickl verziu
mozete ziskat z webového sidla venovaného stlboru nastrojov na
vyhodnotenie intranetu (www.IntranetReviewToolkit.org).

Na zadiatku na titulnej strane tohto dokumentu vyplite nazov intranetu
spolu s menom osoby vykonavajticej vyhodnotenie a datum vyhodnotenia.

Po ziskani dobrého prehladu o intranete prejdite vietky sekcie Sablony

a intranet vyhodnotte podla kazdej heuristiky. Niektoré heuristiky mozu od
vas vyZzadovat, aby ste sa pokusili vykonat dal$ie ulohy, alebo
skontrolovali rad webovych stranok.

Publikované spoloénostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradené.
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Ku v&etkym bodom, ako nimi budete prechadzat, si robte poznamky (tieto
zapisujte do stlpca “Poznamky”) a potom vyplite stipec “Hodnotenie” v
gablone. Véimnite si, Ze oblasti, ktoré ma posudzovatel vypinit, st
oznaceneé zltou farbou.

Po zadani vasich &isel stlagte Ctrl-A, F9. Subor nastrojov na vyhodnotenie
intranetu potom pre kaZdu kategériu vypoéita celkové hodnotenie ako aj
percentualne hodnotenie. V3imnite si, Ze pre cely intranet sa nevypocita
Ziadne percentuaine hodnotenie, kedZe webové sidlo ma zmysel hodnotit’
iba v jednotlivych kategoriach.

Po vyplneni hlavného dokumentu stiboru nastrojov na vyhodnotenie
intranetu je mozné vyplinit sumarnu verziu (k dispozicii v Exceli). Tento
dokument poskytuje okamzity prehlad, ktory je vhodné predlozZit' druhym.
Dokument je mozné stiahnut' z webového sidla suboru nastrojov na
vyhodnotenie intranetu (www.IntranetReviewToolkit.org).

Systém bodovania

Pre kazdu heuristiku udelte bodové hodnotenie v rozsahu 0-5. Toto na
pohlad poskytuje indikaciu silnych a slabych stranok kazdého prvku
intranetu. Prehlad bodovacieho systému je nasledovny:

0: Extrémne zly, nevyhovuje smerniciam alebo nie je implementovany

1: Velmi zly, zamestnancom pravdepodobne spdsobi vyrazné problémy
2: Zly, zamestnancom pravdepodobne spbsobi problemy
3

Dobry, ale niektoré stranky mézu zamestnancom sposobovat
problémy

4: velmi dobry, zamestnanci by mali byt schopni tato funkciu
jednoducho pouzivat

5: vynikajuci, vysoko spdsobily, ma vyrazné prinosy, splfia (alebo
prekracuje) vietky stanovené kritéria

Poznamka: Odévodnenie obsahuje podrobné informacie iba pre bodové
hodnotenia 0 aZ 5. Toto poskytuje dostatoéné informacie bez toho, aby bol
dokument prili§ zakazujuci alebo tazkopadny na jednoduché pouzivanie

v praxi.

Posudzovatel musi preto vyhodnotit kazdu stranku intranetu vo vztahu
k tymto dvom extrémom a posudit, aké je najvhodnejsie bodove
hodnotenie.

Napriklad, heuristika, ktora vyhovuje takmer v&etkym kritériam, ale
chybaiju jej niektoré drobné prvky, by mala dostat' vysokeé bodove
hodnotenie (ako napr. 3 alebo 4). Naopak, prvok, ktory poskytuje len velmi
obmedzené moznosti, ktoré st viak stale lepsie ako ni¢, by mal dostat’
nizke bodové hodnotenie (ako napr. 1 alebo 2).

Tam, kde intranet neposkytuje vébec Ziadne funkcie, by sa malo udelit
bodové hodnotenie 0. Napriklad, ak intranet neposkytuje Zziadne moznosti
vyhladavania, v&etky heuristiky v éasti 3 by mali dostat' nulové bodove
hodnotenie.

Pouzivanie komentarov

Webové sidlo stiboru nastrojov na vyhodnotenie intranetu
(www.IntranetReviewToolkit.org) obsahuje komentare o narastajucom
poéte heuristik. Toto poskytuje ¢oraz viac informéacii a podpornych
podrobnosti o heuristikach ako aj odkazy na suvisiace ¢lanky a zdroje.

Komentare pouzivajte vtedy, ked vam nie je jasna logika danej heuristiky
alebo ak potrebujete vysvetlujice informacie. Komentare je mozné pouZzit
aj na ziskanie podporuijticich &lankov pre strany zicastnené na intranete
alebo na ziskanie podnetov ako v kaZdej oblasti zaviest' najlepsiu prax.

Publikované spolo&nostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradené.
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Pouzitie vysledkov

Vysledky vyhodnotenia intranetu je mozné pouZit mnohymi spésobmi
v zavislosti od fazy projektu:

e |dentifikovanie prileZitosti na postupné zlepSovanie

Vyhodnotenie intranetu takmer s uritostou identifikuje oblasti,

v ktorych dizajn alebo implementacia webového sidla nespliia kritéria
najlepsej praxe. Mnohé tieto sporné otazky mézu byt relativne
nevyznamné, alebo sa mdzu obmedzovat' na urcité prvky webového
sidla. V takychto pripadoch je moZné naplanovat postupné
vylep$ovanie intranetu.

¢ Nasmerovanie Usilia stvisiaceho s redizajnom

Vyhodnotenie intranetu méze byt cenné pre urcenie tych oblastl,
ktorym by sa mala venovat' pozornost v ramci $irsieho

a komplexnejsieho redizajnu. Taktiez upozorni na tie stranky, ktoré
funguju dobre a ktoré by sa mali zachovat.

e Vytvorenie obchodného pripadu

Vyhodnotenie mdze poméct intranetovym timom pri vytvoreni
obchodného pripadu tykajlceho sa redizajnu intranetu tym, ze
poskytne nezavisly subor kritérii na postidenie webového sidla.

V niektorych pripadoch upozorni na nedostatky webového sidla, ¢im
dalej vytvara naliehavu potrebu zmeny.

e Porovnanie s inymi intranetmi

Bodové hodnotenie, ktoré je siéastou vyhodnotenia intranetu,
umozfuje porovnanie s inymi intranetmi, osobitne v tom istom
priemyselnom odvetvi. Toto méze poskytnut indikaciu pomernej
vyspelosti webového sidla ako aj identifikovat' kvalitné prvky dizajnu,
ktoré je mozné zdielat medzi organizaciami.

Zabezpedéenie rovnovahy pri vyvijani Usilia suvisiaceho s intranetom

Intranetovym timom sa méze [ahko stat, Ze sa budu velmi intenzivne
sustredit' na niekolko stranok intranetov na ukor ostatnych prvkov,
ktoré st potrebné pre Uspe$né weboveé sidlo. PouZitie stiboru
nastrojov na vyhodnotenie intranetu méze byt prinosom tym, Ze sa
upozorni na prehliadané alebo podcefiované stranky intranetu.

Validacia nového dizajnu

Vyhodnotenie intranetu sa méZe vykonat ako sucast procesu
redizajnu alebo za G&elom ziskania ‘druhého néazoru' na dizajn

v procese jeho vyvoja. V neskorsich fazach projektu vyhodnotenie
méze poskytnut prileZitost na zabezpecenie, Ze zmeny webového
sidla neprinest nové sporné otazky.

Ostatné sposoby vyhodnotenia

Okrem vykonania heuristického vyhodnotenia (ktoré je nacrtnuté v tomto
dokumente) existuje mnozstvo inych technik, ktoré je mozné pouzit na
vyhodnotenie dizajnu a efektivnosti intranetov.

K tymto technikam patria:

Test pouzitelnosti

Tento spogiva v tom, Ze pouZivatelia intranetu sa poziadaju, aby sa
pokusili vykonat bezné Utlohy, pricom sa sleduje, kde narazia na
problémy. Toto je moZné pouZit na uréenie moznych problémov

v stivislosti s pouzitelnostou (kvalitativne testovanie) alebo urcenie
&asu potrebného na vykonanie tloh (kvantitativne testovanie).
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Testovanie pouzitelnosti méZe byt rézne od neformalneho testovania
s malym po&tom pouzivatelov az po formaine testovanie v laboratériu
pouzitelnosti. V kazdom pripade toto méze byt velmi uzitoCnym
dopinkom k tomuto vyhodnoteniu intranetu. Toto pravdepodobne
identifikuje rad $pecifickych problémov a moznych rieseni.

e Prieskumy na Intranete

Tieto sa &asto pouzivajl na ziskanie spatnej odozvy od zamestnancov
v ramci celej organizacie. Su velmi efektivnym spésobom na ziskanie
nazoru zamestnancov na webové sidlo.

V praxi su prieskumy na intranete pri ziskavani informacii

o zalezitostiach a kritériach, ktoré pokryva tento stbor nastrojov na
vyhodnotenie intranetu, menej efektivne. Ak sa pristupi k vykonaniu
prieskumu, tento by sa mal zameriavat' skér na spokojnost
zamestnancov ako na otazky stvisiace s dizajnom.

Informacie o tychto technikach je mozné najst' vo webovych sidlach
uvedenych v &asti ,Dalsie zdroje" na zadnej strane tohto dokumentu.

Licencia Creative Commons

Kompletné informacie o tychto pravach mézete najst na adrese:
www.creativecommons.org/licenses/by-nd/2.5/

Subor nastrojov na vyhodnotenie intranetu mézu pouZivat' intranetove
timy, ktoré si Zelaju vyhodnotit' viastny intranet, alebo poradenske firmy
vykonavajlice vyhodnotenie intranetov ich zakaznikov.

V kazdom pripade $abléna je navrhnuta takym spésobom, aby bola
vyplnena $pecifickymi vysledkami vyhodnotenia. Toto je potom mozneé
predloZit investorom alebo zainteresovanym stranam.

Berte na vedomie, Ze titulna strana sa nesmie pozmenit' nad ramec
vyplnenia vyzna&enych volnych miest. Informéacie o publikacii musia
zostat' zachované. Subor nastrojov na vyhodnotenie intranetu sa nesmie
vydat pod inou znac¢kou ani opatovne publikovat v akejkolvek forme.

Poskytovanie spatnej odozvy

Subor nastrojov na vyhodnotenie intranetu bol vydany pod licenciou
Creative Commons, ktora umozriuje distribliciu dokumentu za predpokladu
splnenia dvoch podmienok:

e Priznanie autorstva: musime byt uznani ako tvorca tejto prace, a pri
pouziti tohto dokumentu nam musi byt' jeho autorstvo nalezite
priznane.

e Ziadne odvodené prace: subor nastrojov na vyhodnotenie intranetu
musi byt distribuovany v takej forme, v akej je, bez zmien aj dodatkov.

Subor nastrojov na vyhodnotenie intranetu je Zivy dokument, ktory sa
vylep3uje na zaklade narastajucich skusenosti a spatnej odozvy od
organizacil, ktoré ho pouZili v praxi.

Aj ked bola vynaloZzena namaha na dosiahnutie dobrej rovnovahy medzi
dostatoénymi podrobnostami v heuristikach a tnosnou velkostou stboru
nastrojov ako celku, toto bude musiet byt dalej vylepsené. Taktiez
uznavame, Ze véeobecne akceptované definicie toho, ¢o predstavuje
.velky" intranet, sa ¢asom tiez vyvijaju.

Z tychto vietkych dévodov vam silne odporiéame, aby ste nam poskytli
akukolvek spatnu odozvu alebo komentare tykajtice sa tohto stboru
nastrojov, ktoré mézete mat. Tieto vstupné udaje potom pouZijeme na
dalsie vylep&enie stboru nastrojov a podpornych technologii.
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Prosim, vasu odozvu poslite elektronickou postou na adresu:
feedback@steptwo.com.au
Noveé verzie stiboru nastrojov budd potom publikované vo webovom sidle

stboru nastrojov na vyhodnotenie intranetu
(www. IntranetReviewToolkit.org).
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Sablona na vyhodnotenie 3. Vyhfadavanie

intranetu

Jadrom stiboru nastrojov na vyhodnotenie intranetu je $ablona, ktora sa
pouziva pri vykonavani vyhodnotenia. Sabléna je rozdelena na osem
¢asti. Kazda &ast je struéne zosumarizovana nizsie.

1. Domaca stranka Intranetu

Domaca stranka intranetu predstavuje hlavnu ‘branu’ k informaciam vo
webovom sidle ako aj poskytuje miesto pre kltu¢ovu funkcionalitu intranetu
ako spravy a vyhladavanie. Domaca stranka je taktieZ najcennejsia
‘nehnutelnost’ na intranete a preto by mala byt dékladne navrhnuta takym
spdsobom, aby sa maximalizoval jej prinos.

2. Struktara webového sidla a navigacia

Mnohi zamestnanci sa pri hladani informacii na intranete okrem
prezerania webovych stranok opieraju aj o vyhladavanie. Je potrebné
vynalozit namahu na poskytnutie prostriedku na vyhladavanie, ktory
ponutkne zmyslupiné a relevantné vysledky a bude sa dat' rychlo a
jednoducho pouZzit.

4. Uprava webovych stranok a vizualny dizajn

Intranet by mal mat' zretelnt vizualnu ‘identitu’ a konzistentnu tpravu
webovych stranok, ktord pomaha zamestnancom vyhladavat informacie
a porozumiet im. Toto zahifia celkovy dizajn webovych stranok,
strukturalizaciu informacii na webovej stranke a celkovy dojem

z webového sidla.

5. Obsah intranetu

Zakladnym uéelom intranetu je poskytnut' zamestnancom informécie

a nastroje, ktora potrebuji pre vykon svojej prace. Ako intranet narasta,
vyzvou je zabezpetit, aby bolo mozné informacie jednoducho a rychlo
vyhladavat. Intranet preto musi byt starostlivo Struktdrovany

a zabezpedovat efektivnu navigaciu ku v8etkym informaciam.

Obsah na intranete musi byt uzitoény, presny a aktualny. Taktiez by mal
byt pre zamestnancov jednoducho pochopitelny a napisany spésobom,
ktory odraza on-line médium. Pozornost' by sa mala venovat aj takym
otazkam ako dostupnost’ pre postihnutych zamestnancov.

6. Zoznam zamestnancov

Zoznam zamestnancov na intranete (telefonny zoznam) je kldcovym
nastrojom v prakticky kazdej organizacii a mal by byt navrhnuty takym
spdsobom, aby poskytoval pozadované informacie a pritom bol
jednoduchy na pouzivanie a navigaciu.

Publikované spolo&nostou Step Two Designs (www.steptwo.com.au), vydane pod licenciou Creative Commons, niektoré prava vyhradené.
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7. Stratégia a sprava intranetu (volitelné)

V &irdich stvislostiach ako dizajn intranetu, musi existovat jeho jasna
stratégia, aby sa zabezpecilo, Ze spliha irsie poZiadavky zo strany
zamestnancov (a organizacie). Na spravu intranetu musia byt vy&lenené
nalezité zdroje spolu s jasne definovanymi pravidlami a procesmi.
Poznamka: Toto je mozné posudit iba intranetovym timom alebo
prostrednictvom diskusii s intranetovym timom (a ostatnymi klaCovymi
zG&astnenymi stranami). Toto nie je mozné vyhodnotit na zaklade
vizualnej prehliadky webového sidla a preto je to oznagené ako volitelné.
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1. Domaca stranka intranetu

BODOVANIE NA POHLAD: 0 = extrémne zl3, nie je imp[ementdvané +1=velmizla+2=zla -3 = dobra - 4 = velmi dobra * 5 = vynikajlca,
prekracuje kritéria

Heuristika Odoévodnenie Poznamky Hodnotenie
151 Intranet ma jednu Ak zamestnanci nedok&zu rozlisit domacu stranku intranetu od ostatnych

webov stranku, ktorti | webovych stranok v ramci webového sidla, méze to mat' dopad na ich

zamestnanci mézu pochopenie irky obsahu pontikaného webovym sidlom a ich schopnost

jednoducho obsahom prechadzat.

identifikovat' ako

ot & i Intranet moZe taktiez konkurovat ostatnym platformam a webovym sidlam,

ktoré tiez poskytuju branu k podnikovym zdrojom, €o mbZe zamestnancov
znacne pliest.

0: Existuje mnozstvo webovych stranok, ktoré sa daju lahko pomylit

s domacou strankou intranetu. Eventualne zamestnancom maéze byt
prezentovany rad konkurujlcich systémov, z ktorych kazdy poskytuje hlavnu
‘domacu stranku’.

5: Domaca stranka intranetu sa jasne odliuje od vSetkych ostatnych
webovych stranok v ramci webového sidla. Medzi domacou strankou intranetu
a ostatnymi podnikovymi systémami je jasny rozdiel.
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Heuristika Odovodnenie Poznamky Hodnotenie

1.2 Domaca stranka Domaca stranka intranetu by mala reprezentovat imidZ spolognosti

zretelne prezentuje a komunikovat' kli&ové hodnoty spolognosti. Samotny intranet by mal mat’ aj
imidz spolo¢nosti a svoju vlastnu jasnu ‘identitu’, aby ho bolo mozné lahko odlisit od verejneho
Jdentitu znacky" pre weboveého sidla a ostatnych informaénych zdrojov.

intranet.

0: Domaca stranka neprezentuje ani imidZ spoloénosti ani identitu intranetu.

5. Doméca stranka jasne prezentuje imidz spolognosti a identitu intranetu.
Identita intranetu je jasne odlisena od imidZu spolo&nosti, ale je v stlade so

znackou.

1.3 Vzhlad domace;j Domaca stranka by sa mala prezentovat profesionalnym a pritazlivym
stranky je vzhladom, ktory je v sulade so suéasnymi ocakavaniami na moderny dizajn
profesionalny webového sidla. Toto je nevyhnutné na to, aby sa u zamestnancov
a pritazlivy. vybudovala dévera v intranet, na ¢o mé vplyv ich emocionalna reakcia na

dizajn a prezentaciu intranetu.

Vzhlad domécej stranky je aj otazkou pouzitelnosti, aby sa zabezpecilo, ze
zamestnanci dokazu jednoducho pochopit, ¢o sa im prezentuje.

0: Domaca stranka ma velmi nepritazlivy vzhlad. Domaca stranka je
preplnena alebo sa na nej pouzivaju zastarané techniky ako animované
obrazky, behajuci text atd.

5: Domaca stranka ma profesionalny a pritazlivy vzhlad, ktory zodpoveda
dobrej praxi dizajnu v SirSom meradle.
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Heuristika

Domaca stranka
umoziiuje
zamestnancom rychlo
a s istotou pristupovat
k informaciam, ktore
pozaduju.

Odévodnenie

Domaca stranka by mala zdéraznit' Sirku obsahu, ktory je k dispozicii na
intranete, aby zamestnanci mohli rychlo a s istotou néjst obsah, ktory
pozaduju.

Na domacej stranke by sa mal nachadzat obsah zo vSetkych kategorii

najvy3sej urovne. Toto pomdze zamestnancom pochopit, aky obsah mozu
o&akavat v kazdej sekcii intranetu a méze urychlit spinenie ulohy.

Napriklad v ramci sekcie venovanej ludskym zdrojom by mali byt zobrazené
kluéové odkazy ako napr. ,ziadost o volno®, ,elektronicka vyplatna paska“
a ,podmienky zamestnania“.

0: Na domacej stranke sa nezobrazuje obsah zo vSetkych sekcii webového
sidla. Navigacia k obsahu na intranete nie je jasna alebo nie je dobre
navrhnuta.

5. Na domacej stranke sa vynara klti¢ovy obsah z kazdej sekcie webového
sidla, ktory je prezentovany v kontexte oblasti webového sidla, v ktorom sa
zjavuje. Navigacia k obsahu na intranete je jasna a pouZzitelna.

Poznamky Hodnotenie
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Stibor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie

Domaca stranka Doméca stranka je cenna 'nehnutelnost” a preto by okrem puheho pristupu
obsahuje uzitony k ostatnym informaciam mala poskytovat obsah, ktory je pre zamestnancov
obsah. cenny.

Obsah a funkcie, ktoré zamestnanci pouzivaji naj¢astejsie, by mali byt

z domacej stranky intranetu dobre pristupné. Tieto mézu byt prezentovane
ako odkazy alebo ako interaktivne funkcie, napr. vyhladavanie v zozname
zamestnancov.

Je délezité, aby na domacej stranke boli umiestnené iba klu€ové funkcie
a umiestnenie tych, ktoré sa vyberu, bolo mozné zdévodnit.

0: Domaca stranka neprezentuje uzito&ny obsah, alebo je tak prepinena, ze
pre zamestnancov je tazké najst Specifické informacie, ktoré pozaduju.

5: Domaca stranka prezentuje naj¢astejsie vyuzivany obsah intranetu
s jasnym dizajnom a &truktirou.

1.6 Rolovanie na domacej | Na domacej stranke zamestnanci roluji s mensou pravdepodobnostou v
stranke je porovnani s ostatnymi webovymi strankami. Obsah alebo funkcie, ktoré sa
minimalizovane. nezobrazia nad ohybom (t.j. vo viditelnej oblasti obrazovky), im mézu uniknut.

0: Na doméacej stranke nie su viditelné klucoveé informéacie alebo pri

gtandardnom rozlideni obrazovky pouzivanom v organizacii vyzaduju
rolovanie. Pripadne na domécej stranke je prezentované prilis velke
mnozstvo obsahu, ktoré vyplia vela dizok strany.

5: Na domacej stranke su viditelné véetky klti¢ové informéacie bez rolovania.
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie

117 Vaha domacej stranky | Doméaca stranka ma tendenciu byt najéastejSie navétevovanou strankou

sa udrziava na v ramci webového sidla. Vaha domacej stranky (velkost v kb) ako brany do
minimalnej hodnote. webového sidla by sa mala udrziavat' na minime, aby zamestnancom
umoznila rychlo a lahko sa dostat' k obsahu, ktory pozaduju, bez ohladu na
kvalitu ich intranetového pripojenia.

Vaimnite si, Ze nie su uvedené Ziadne Specifické velkosti v kb, kedze
prijatelna vaha webovej stranky zavisi od typickej pristupovej rychlosti, ktort
maju k dispozicii zamestnanci v rdmci celej organizacie. Vyhodnotenie by sa
malo vykonat' voci najpomals$ej moznej rychlosti, ktorti maju k dispozicii napr.
zamestnanci vo vzdialenych lokalitach alebo regionalnych zastupeniach.

0: Obvykle trva 10 alebo viac sekund na standardnom spojeni, kym sa
domaca stranka natiahne.

5. Na $tandardnom spojeni sa domaca stranka rovnomerne natahuje za
menej ako 3 sekundy.
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie
Domaca stranka je Dizajn a trukttra domacej stranky intranetu by mala byt dostatocne flexibilna

gkalovatelna, ¢o sa na to, aby umozhovala pridavanie novych funkcii a obsahovych oblasti

tyka jednoducho zvladnutelnym spdsobom. Dalsie polozky by nemali vyzadovat vynaloZenie

zvladnutelného velkej namahy zameranej na dizajn alebo spoliehanie sa na zaradenie

pridavania novych nového obsahu medzi ‘rychle odkazy' v otvaracich ponukéach.

funkcii a obsahu do

by ik, apriklad do webového sidla by malo byt mozné pridat’ novu sekciu bez

podstatného prepracovania celkového dizajnu domacej stranky. Mal by
existovat aj mechanizmus na pridavanie zvyraznenych alebo uvadzanych
prvkov na domécu stranku v ramci jej Standardnej Upravy.

0: Uvedenie nového obsahu vyZaduje podstatni zmenu dizajnu domace;
stranky, alebo novy obsah je mozné uviest iba v 'rychlych odkazoch'
v otvaracich ponukach.

5: Nové funkcie alebo obsah je mozné zvyraznit na domacej stranke bez
vynaloZenia namahy na zmenu dizajnu alebo na tkor beZzne pouzivaného
obsahu.

Spolu 0
Domaca stranka intranetu (percentualne hodnotenie) 0%

POZNAMKA: Pouzite Ctrl-A, F9 na automaticku aktualizaciu tychto Cisel —T
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

2. Struktura webového sidla a navigacia

BODOVANIE NA POHLAD: 0 = extrémne zI4, nie je implementovana + 1 =velmizla+2=2zla+«3=dobrd -4 = velmi dobra * 5 = vynikajlca,

prekraéuje kritéria

Heuristika

Oddvodnenie Poznamky Hodnotenie

2.1 Obsah tykajuci sa
jedného predmetu je
zoskupeny dokopy.

Je délezité, aby zamestnanci vedeli najst vSetky informacie, ktoré potrebuju
na dokoné&enie tlohy. Aby toto mohli robit efektivne, v8etky informacie na
uréitt tému by mali byt umiestnené v ramci tej istej sekcie intranetu.

Ak sa informacie nenachadzaju v tej istej sekcii, potom sa musia pouzit
odkazy na obsah v stvisiacich sekciach. V opaénom pripade zamestnanci
budu musiet navétivit vela sekcii, aby nasli pozadované informacie.

0: Suvisiaci obsah (ako napr. pravidla pre sluzobné cesty a Ziadosti o
zaknihovanie ciest) nie st zoskupené a neexistuji stvisiace odkazy, ktoré by
umoziiovali zamestnancom rychlo a jednoducho prejst na suvisiaci obsah.

5: Obsah je zoskupeny podla predmetu a st k dispozicii stvisiace odkazy,
ktoré umoziuju zamestnancom prejst na prislusny obsah v ostatnych
oblastiach webového sidla.
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Stibor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie
i Oznaéenia pouzivané | Oznadenia pouzivané pri navigacii su klu¢ovym faktorom pri tom, i

pri navigacii st jasné, | zamestnanci dokazu vyhladat informacie na intranete. Ozna&enia musia jasne

konzistentnée ukazovat, aky obsah je k dispozicii v kazdej sekcii intranetu.

a uzitocne.

Oznacenia by mali byt:

e zrozumitelné pre zamestnancov

e konzistentné v ramci webového sidla
e popisujlce, kde sa pouzivatel dostane

V &irgich suvislostiach by ozna&enia mali vydavat silnt ,informacnd voiu®,
a takto zamestnancom poskytovat mnohé vodidla, aku navigaénu polozku
zvolit' pri hladani konkrétnej informacie.

0: Naviga&né oznacenia su nejednoznacné, pouzivaju firemny zargon,
pouzivajl sa nekonzistentne, alebo zretelne neukazuju, na aky obsah
smerujl.

5: Naviga&né oznadenia jasne odlisujui kazdu oblast webového sidla a st
zrozumitelné pre vSetkych zamestnancov.
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Ododvodnenie Poznamky Hodnotenie
Kriticky obsah je Najéastejsie poZivané informéacie by sa mali vynarat vysoko v trukture

v &trukture webového | webového sidla, &i uZ na domacej stranke intranetu alebo na

sidla umiestneny webovych strankach sekcii najvyssej urovne. Tymto sa zabezpeci, Ze vetky

vysoko. kritické informéacie je mo2né jednoducho najst a rychlo k nim pristupovat.

0: Kriticky obsah nie je v hierarchii webového sidla konzistentne umiestneny
vysoko a beZne pouzivané informacie st od domacej stranky vzdialené na 4
alebo viac kliknuti.

5: Zamestnanci sa dok&z2u rychlo a jednoducho dostat' ku kritickému alebo
bezne pouzivanému obsahu. Klugové informécie st v Struktire webového
sidla umiestnené vysoko alebo existujui na ne odkazy z domacej stranky alebo
sek&nych webovych stranok najvy33ej drovne.

2.4 Na hladanie informacii | Zamestnanci by mali byt schopni dostat' sa k obsahu pouzitim viac ako
je k dispozicii viac ako | jedného spésobu navigacie Medzi alternativne spbsoby hlavného spbsobu
jeden spdsob navigacie patria:
navigacie. e indexy A-Z

e mapy webového sidla
e vyhladavanie

0: Webové sidlo neposkytuje ziadne alternativne spdsoby navigacie.

5: K dispozicii s viaceré spésoby ako sa zamestnanci mézu dostat' k obsahu.
Kazdy z nich je vysoko efektivny a jednoducho sa pouziva.
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Stibor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie

2.5 Navigacia jasne Namiesto navigovania z domacej stranky zamestnanci mézu rad$ej priamo
identifikuje, kde na pristupovat k webovym strankam na intranete. PouZivanie krizovych odkazov
intranete sa webovée taktiez nasmeruje zamestnancov do inych oblasti webového sidla.

ShSiiy RRehacEa. Pouzivatelia by preto mali dostat jasnu indikaciu toho, kde v celkovej trukttre

intranetu sa momentalne nachadzaju. Toto im umoziiuje navigovat
k v&eobecnej$im informaciam alebo najst slvisiaci obsah.

0: Nie je ziadna jasna indik&cia, kde v hierarchii webového sidla sa webové
stranky nachadzaju.

5: Umiestnenie aktualnej webovej stranky v ramci hierarchie webového sidla
je zretelne uvedené. Toto je mozné dosiahnut prostrednictvom technik ako
zvyraznenie navigaénych prvkov alebo 'ciest z omrviniek'.

Publikované spoloénostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradené. Strana 20



Stibor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika

2.6 Globalna navigacia sa
konzistentne objavuje
v ramci celého
intranetu.

Odobvodnenie

Globalna navigacia by mala byt konzistentne prezentovana v ramci celého
intranetu. Toto umozZni zamestnancom rychlo prechadzat' medzi hlavnymi
sekciami alebo pristupovat' ku kli¢ovej funkcionalite z ktoréhokolvek miesta
webového sidla.

Globalna navigacia by mala zamestnancom taktieZ poskytovat' konzistentny
(a zrejmy) spdsob ako priamo prejst spat na domacu stranku intranetu.

Jedinou vynimkou je domaca stranka webového sidla. Nie je nevyhnutné, aby
sa globalna navigacia konzistentne objavovala na domacej stranke, kedze
toto méZe zmensit' priestor na uvedenie jednotlivych kategérii obsahu.

0: Neexistuje globalna navigacia alebo v globalnej navigacii v ramci celého
webového sidla st velké nezrovnalosti.

5: Globalna navigacia je konzistentna v ramci celého intranetu a zahfiia odkaz
na domacu stranku a hlavné sekcie intranetu. KIti¢ova funkcionalita (ako
napr. vyhladavanie alebo spatna odozva) je zaclenena ako sucast globalnej
navigacie.

Poznamky

Hodnotenie

Publikované spoloénostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradene.

Strana 21




Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

R I LE]

Suvisiace informacie
sU navzajom
previazane.

Odovodnenie Poznamky Hodnotenie

Intranet by mal poskytovat mnozstvo krizovych odkazov medzi suvisiacim
obsahom, aby umoznil zamestnancom jednoducho vyhladavat poZzadovane
informacie, dokonca aj ked velkost a zaber intranetu narasta. V tej miere, v
akej je to mozné, by nemali existovat ‘slepé’ webové stranky (ktoré
neposkytuju odkazy na dalsie informacie alebo podporné podrobnosti).

Toto je osobitne dlezité v takych pripadoch, kedy obsah intranetu udrZiavaju
viaceri autori, kedZe toto vytvara nebezpecéenstvo, Ze informacie budu
prezentované v réznych ‘silach’, &im sa vyhladanie kompletnych informacii
tykajucich sa akékolvek daného predmetu stane zloZitym.

(Toto je mozné vyhodnotit' pokusmi o vykonanie typickych tloh alebo
vyhladanie beznych informacii na intranete).

0: V ramci webového sidla sa nachadza velké mnoZstvo 'slepych’ webovych
stranok bez vyznaéenia suvisiaceho obsahu.

5: Odkazy na sUvisiaci obsah su konzistentne za&lenené do dizajnu webovej
stranky. Medzi réznym obsahom existuje mnozstvo krizovych odkazov. Tam,
kde je to nalezité, su uvedené aj externé odkazy.
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Heuristika

2.8 Struktura a navigacia
podporuje nepretrZity
rast intranetu.

Odévodnenie

Intranety podstupuji nepretrzity rast a zlepSovanie véitane pridavania novych
sekcil najvy$3ej rovne do webového sidla. Dizajn prvkov webovej stranky

a navigacie by mal jednoducho umoziiovat' pridavanie novych sekcil alebo
webovych stranok do webového sidla bez znizovania efektivnosti celkovej
navigacie v ramci neho.

Navigacia by preto mala byt ‘Skalovatelna’, aby sa zabezpetilo, Ze rast je
mozné zvladnut bez poziadavky pravidelnych rozsiahlych zmien dizajnu
webového sidla alebo navigacie.

0: Pridanie novej obsahovej oblasti by vyZzadovalo kompletnd zmenu dizajnu
navigacie.

5: Struktdra intranetu a navigacia st $kalovatelné a umoziiuju pridavanie
dalsich obsahovych oblasti do webového sidla. Toto zahffia pridavanie
novych sekcii webového sidla najvy$3ej trovne ako aj jednotlivych webovych
stranok.

Poznamky

Hodnotenie
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odévodnenie Poznamky Hodnotenie

Na intranete nie su Neplatné odkazy spésobuju frustraciu a vedu k strate dévery k intranetu. Tieto
neplatné odkazy. st najzrejmejsim symptémom problémov s tvorbou a sprévou obsahu
a v kazdom pripade by sa im malo predchadzat.

Tuto heuristiku je moZné jednoducho vyhodnotit' pouzitim standardného
nastroja na kontrolu odkazov. Na internete je k dispozicii rad bezplatnych
alebo komerénych produktov. Redakéné systémy (CMS - Content
Management Systems) taktieZ obvykle poskytuju rozsiahlu funkcionalitu na
spravu odkazov.

0: V ramci webového sidla je mnoZstvo neplatnych odkazov. Pripadne su
neplatné vyznamné odkazy (napr. na sekcie najvys3ej urovne). Taktiez je
velké mnozstvo nefungujucich odkazov smerujlcich na externé adresy.

5: \/ ramci webového sidla nie st neplatné odkazy, ¢i uz na interné alebo
externé zdroje. Platnost véetkych odkazov sa pravidelne kontroluje.

Spolu 0

Struktura webového sidla a navigacia (percentualne hodnotenie) 0%
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3. Vyhladavanie

POZNAMKA: Ak na intranete neexistuje Ziadne vyhladavanie, vietkym heuristikam dajte bodové hodnotenie ‘0".

BODOVANIE NA POHLAD: 0 = extrémne zl4, nie je implementovana « 1 = velmi zl4 » 2 = 214 » 3 = dobra « 4 = velmi dobra « 5 = vynikajtica,
prekracuje kritéria

Heuristika Odévodnenie Poznamky Hodnotenie
3.1 Vyhladavanie je Zamestnanci obvykle pouZivaju vyhladavanie v pripade, ked nie st schopni

konzistentne pouzit navigaciu webového sidla na jednoduché najdenie poZzadovaného

k dispozicii na obsahu. Vyhladavanie je mozné pouZit z akéhokolvek miesta na intranete

véetkych webovych a preto by malo byt vyhladavanie k dispozicii na vSetkych webovych

strankach intranetu. strankach.

Vyhladavanie by malo byt na intranetovych strankach konzistentne
umiestnené, aby ho zamestnanci v pripade potreby mohli jednoducho
identifikovat.

0: V ramci celého webového sidla nie je k dispozicii Ziadne vyhladavanie.

5: Vyhladavanie je k dispozicii na kazdej webovej stranke webového sidla a je
vzdy rovnako umiestnené.
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Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika

3.2 Implicitnym spésobom
vyhladavania je
jednoduché
vyhladavanie.

Odovodnenie

Zamestnanci malokedy pozaduju zloZité alebo ‘pokrogilé’ vyhladavanie.
Implicitnym spdsobom vyhladavania by malo byt jednoduché vyhfadavanie
(jedno vyhladavacie policko s tlagidlom ‘vyhladaj' alebo ‘najdi’).

0: Webové sidlo nema jednoduché vyhladavanie alebo implicitny sposob
vyhladavania je zlozZité alebo ‘pokrocilé’ vyhladavanie.

5: Na kazdej webovej stranke webového sidla je k dispozicii jednoduché
vyhladavanie a textové policko je dostatogne dihé na to, aby viedlo
pouzivatelov k zadaniu viac ako jedného vyhladavaného slova. Vsetky
ostatné nastavenia boli odstranené alebo presunuté na webovt stranku
umozfiujicu ‘pokrocile’ vyhladavanie.

Poznamky

Hodnotenie
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Heuristika Odévodnenie Poznamky Hodnotenie

Existuje jedno Zamestnanci o&akavaijl, Ze vyhladavanie pokryva cely intranet. Implicitny
vyhladavanie, ktore sposob vyhladavania by nemal byt nastaveny na vyhladavanie iba v jednej
pokryva cely intranet. sekcii webového sidla ani by nemalo existovat' niekolko konkuruijticich
vyhladavacich nastrojov, ktoré prehladavaju urcité oblasti alebo ich pokrytie
sa prekryva.

Jedinou vynimkou je pripad, ked existuje odlidné uloZisko informacii, ako
napr. telefonny zoznam, ktory by mal mat' svoj vlastny nastroj na
vyhladavanie. V takejto situécii by obmedzené vyhladavanie malo byt jasne
oznadené, aby sa jasne odliilo od vyhladavania na celom intranete.

Vyhladavanie na intranete by malo pokryvat' aj vSetky relevantné dokumenty,
na ktoré existuju odkazy z intranetu, a zahriiovat' kompletny text tychto
stborov.

0: Neexistuje jedno vyhladavanie, ktoré pokryva celé webove sidlo, alebo
implicitny spdsob vyhladavania je prehladanie iba urgitych sekcii webového
sidla. Pripadne existuje viacej vyhladavacich nastrojov, ktoré pokryvaji
odligné oblasti webového sidla alebo si vo svojom pokryti konkuruju.

5: V ramci celého webového sidla existuje jedno vyhladavanie, ktoré zahriuje
aj dokumenty (tam, kde je to nalezité). Toto vyhladavanie hladko prehfadava
aj ostatné technologicke platformy, ktoré by zamestnanci pokladali za su¢ast
‘intranetu’.
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Heuristika Odoévodnenie Poznamky Hodnotenie

Viyhladavanie spracuje | Zamestnanci robia preklepy a pravopisné chyby. Vyhladavanie by nemalo

bezné pravopisné rozlisovat' velké a malé pismena a malo by vyhladavat aj v pripade beznych
chyby a pouziva pravopisnych chyb.
synonyma.

Taktiez by sa mal zaviest zoznam synonym, aby sa zabezpecilo, ze
s ekvivalentnymi vyrazmi sa nalozi rovnakym spésobom. Napriklad
vyhladanie slov ‘auto’ a ‘automobil’ by malo vratit' tie isté vysledky.

0: Vyhladavanie rozlisuje velké a malé pismené a v pripade beznych
preklepov alebo pravopisnych chyb nevrati ziadne vysledky.

5: Vyhladavanie zvlada bezné preklepy a pravopisné chyby, nerozliSuje velke
a malé pismena a zvlada synonyma.

<] Vysledky vyhladavania | Zakladné kritéria pre vyhladavanie su, Ze je uZitoné, a bezne vyhladavanie
s uZitodné a nalezité. | vrati nalezité vysledky. Webové stranky a dokumenty, ktoré vyhladavanie
vrati, by mali zjavne suvisiet s vyhladanim, ktoré sa vykonalo.

Toto hladisko je mozné posudit’ vykonanim vyhladania typickych vyrazov (ako
napr. ‘ziadost o volno' a vyhodnotenim relevantnosti a pouzitelnosti stranok,
ktoré vyhladavanie vrati.

0: Vyhladavanie vracia nesuvisiace alebo nepouzitelné vysledky, ktore
nemaju zjavnu suvislost so zadanymi vyrazmi.

5: V&etky bezné vyhladavania vracaju uzko suvisiace a pouzitelné webove
stranky. Medzi vratenymi webovymi strankami a hfadanymi vyrazmi je jasny
vztah. V takmer vSetkych pripadoch vyhladavanie umozZiiuje rychlo najst
pozadované informéacie.
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Heuristika

3.6 Vysledky vyhladavania
sl zoradené podia
délezitosti, pricom
najdélezitejsie sa
zobrazia ako prveé.
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Odévodnenie

NajdélezitejSie alebo najpouzitelnejsie informacie sa zobrazia v niekolkych
prvych vysledkoch vyhladania. Toto je mozné posudit vykonanim popularnych
vyhladani a preskimanim vysledkov s ohlfadom na znamy obsah intranetu.

Na zlep&enie kvality a relevantnosti vysledkov vyhladavania je mozné pouzit
metadata a ladenie ‘vah’ vyhladavacieho nastroja a ostatnych konfiguracnych
nastaveni.

Mimo toho je mozné do vyhladavacieho nastroja implementovat ‘najlepsie
riedenia’, aby sa zabezpedilo, Ze beZné vyhladavania vratia kluCové
informéacie ako prvé. Toto je velmi efektivny spdsob ako zabezpecit
relevantnost vysledkov, dokonca aj ked intranet narasta na velkosti.

0: Na vrchu webovej stranky s vysledkami vyhladavania sa zobrazuju
irelevantné alebo menej uzito&né vysledky. Neexistuje jasné zoradenie podfa
délezitosti alebo vysledky su roztriedené podla niektorého menej uzitocneho
kritéria (ako napr. abecedné poradie nazvu).

5: Vysledky vyhladavania su vysoko relevantné a uzitotné webove stranky su
prezentované v ramci niekolkych prvych vysledkov. Do vyhladavacieho
nastroja st implementované ‘najlepsie rieSenia’, aby sa zabezpecilo, Ze bezne
vyhladavania vratia kla€ové informacie ako prvé.

Poznamky

Hodnotenie
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Heuristika Odovodnenie Poznamky Hodnotenie
3.7 Pre kazdy vysledok Zamestnanci by mali dostat dostatok informéacii na vyhodnotenie kazdého vysledku vyhladavania,

vyhladavania sa ale zase nie tak mnoho informécii, aby bola webové stranka preplnena. Klticovou zésadou je

zobrazia primerané zabezpedit, e zamestnanci mdzu vysledky vyhladavania rychlo prezriet, pricom sa prezentuju

informacie. kladové informacie, ktoré umozfiuju jednoducho identifikovat pozadovani webovi stranku.

Kazdy vysledok vyhladavania by mal obsahovat nasledovné:
e  nazov webovej stranky/dokumentu, zobrazeny ako odkaz
« zmysluplny popis (sthrn)

° délezitost pre dané vyhladavanie (1 aZz 5 hviezdiciek)

. typ stiboru (v idedlnom pripade zobrazeny ako ikona)

° sekcia webového sidla, v ktorej sa subor nachadza.

Irelevantné informacil by sa nemali uvadzat, kedZe tieto mdzu pouzivatela rozptylovat a stazovat
uréenie najlepdieho vysledku. Nemali by sa uvadzat nasledujice informacie:

. délezitost' pre dané vyhladavanie vo forme percent

. URL

e« velkost suboru

. 'najdi podobné dokumenty' alebo ekvivalentné funkcie.

0: Vysledky vyhladavania st prepinené a zméatoéné a obsahujt irelevantné informéacie. Webove
stréanky s vysledkami je tazké rychlo prezriet a je zloZité identifikovat pozadovany dokument
alebo stranku.

5: Vysledky vyhladavania obsahuju prave tie kliéové informéacie, ktoré zamestnanci potrebuju na
rychle identifikovanie poZzadovanej stranky alebo dokumentu. Vysledky st jasne prezentované a

daju sa lahko prebehnit zrakom.
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Odovodnenie

Poznamky Hodnotenie

3.8 Celkovo je webova
stranka s vysledkami
vyhladavania dobre
navrhnuta a obsahuje
vhodné prvky

a funkcionalitu.

Webové stranka s vysledkami vyhladavania by mala mat ¢isty dizajn a byt pritazliva bez toho,
aby bola preplnena irelevantnymi informaciami alebo funkcionalitou. Na Standardnych webovych
strankach s vysledkami vyhladavania by nemala byt zlozita funkcionalita. Tato by sa namiesto
toho mala presunit do samostatného ‘pokrogilého’ vyhladavania.

Webova stranka s vysledkami vyhladavania by mala obsahovat nasledovné:
e zoznam vyhladavanych vyrazov

s«  pocet najdenych dokumentov

e mechanizmus na prezeranie stranok s vysledkami vyhladavania

® poligko na viozenie novych vyhladavanych vyrazov

e &islovany zoznam najdenych dokumentov.

Nasledujice informacie by sa nemali uvadzat:

s gas trvania vyhladavania

e moznost 'vyhladavania v ramci vysledkov'

. ostatné moznosti pokro&ilého vyhladavania

e ‘skrytie sumarov' alebo iné moZnosti nastavenia, ako sa maju vysledky vyhladavania
zobrazovat

e  moznost zmenit poéet vysledkov zobrazenych na kazdej webovej stranke.

0: Webov4 stranka s vysledkami vyhladavania je preplnena alebo ma zly dizajn. Na webovej
stranke su uvedené irelevantné alebo zloZité informacie.

5: Webové stranka s vysledkami vyhladavania je dobre navrhnuté a pritazliva. Na webovej
stranke je k dispozicii kliova (a bezne pouzivana) funkcionalita, pricom irelevantné polozky boli
odstranené, aby sa predislo jej prepineniu alebo nadmernej zloZitosti.
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Heuristika Odévodnenie Poznamky Hodnotenie

Pre Specializovanych Kym $tandardné ‘jednoduché’ vyhladavanie spliia potreby beznych
pouzivatelov st k pouzivatelov intranetu, skupiny $pecializovanych pouzivatelov mozu
dispozicii vyhladavacie | pozadovat vykonnejsie moznosti vyhladavania.

nastroje prispésobené

Pre kazdu skupinu $pecializo ych Zivatelov by mali byt vyvinuté
s r 0 skupi p vanych pouzivatelov by i byt vyvinute

vyhladavacie nastroje upravené na mieru poskytujlce prispésobené webove
stranky s vyhladavacim nastrojom a vysledkami vyhladavania a v pripade
potreby aj dalsiu funkcionalitu.

Prikladmi $pecializovanych pouzivatelov vyhladavania su: Pravnici, ktori
potrebuju najst stidne rozhodnutia z minulosti, inZinieri pracujuci s velkym
stiborom navodov na udrzbu, technicky personal, ktory potrebuje rychlo riesit
problémy zakaznikov.

0: Pre v8etkych zamestnancov je k dispozicii jediné rozhranie na
vyhladavanie bez upravenych nastrojov pre $pecializovanych pouZzivatelov
vyhladavania.

5: Na uspokojenie jedine&nych potrieb jednotlivych skupin pouzivatelov boli
vyvinuté Specializované nastroje na vyhladavanie.

Spolu 0
Vyhladavanie (percentualne hodnotenie) 0%
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4. Uprava a dizajn webovych stranok

BODOVANIE NA POHLAD: 0 = extrémne zla, nie je implementovana « 1 = velmi zld + 2 =zla + 3 = dobra « 4 = velmi dobra * 5 = vynikajlca,
prekracuje kritéria

Heuristika Oddévodnenie Poznamky Hodnotenie

4.1 Vietky sekcie

Konzistentny vzhlad umoziuje zamestnancom, aby sa v ramci weboveho

intranetu maju sidla pohybovali bez zbyto&ného rozptylovania, ako aj upevnuje silnu identitu
konzistentny vizualny znacéky. Rézne sekcie weboveého sidla sa mozu odlisovat nepatrnymi
vzhlad. zmenami dizajnu.

KedZe zamestnanci mozu intranet pouzivat &asto, je dblezité, aby mal vysoku
vizualnu pritazlivost. Vysoka vizualna pritazlivost pomaha komunikovat
déveryhodnost zamestnancom, aby mali istotu, Ze intranet je dobre
spravovany.

0: Medzi rdznymi sekciami intranetu st vyznamné nezrovnalosti. Intranet
méze pozostavat niekolkych 'podradenych webovych sidiel’ s Upine odlisnym
vzhladom. Podobné prvky (ako napr. zahlavia) maju na réznych miestach
webového sidla nekonzistentny vzhlad.

5: Vzhlad je konzistentny v ramci celého webového sidla a v ramci celého
intranetu pésobi rovnakym celkovym dojmom.
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Intranet by mal mat’
jasnu a efektivnu
identitu znacky.

” . - - — S— -

Odévodnenie
Identita znatky zodpoveda firemnej kulture a podporuje ju.

Vizualna zna&ka musi byt vhodna pre dant organizaciu. Napriklad, v pripade
velkej korporacie by vizualna znatka mala byt konzervativna a profesionaina;
v pripade mensej, inovativnej organizacie méze mat' viac rysov.

0: Intranet nema zretelnu vizualnu identitu ani znacenie.

5: Intranet ma silnu vizualnu identitu a odraza podnikovu kultdaru. Toto
znadéenie umociiuje U&el a hodnotu intranetu a pomaha budovat' déveru vo
webové sidlo.

Poznamky

Hodnotenie

4.3 Vizualny dizajn
intranetu je jasne
odliseny od verejného
webu.

Medzi intranetom a verejnym (vonkaj$im) webom organizacie musi byt jasny
rozdiel. Toto umozfuje zamestnancom rozlisit, ktoré informéacie su verejne
a ktoré su interné (a preto mozno déverne).

0: Medzi upravu a dizajnom intranetu a verejného webového sidla nie st
Ziadne rozdiely.

5: Intranet ma silna identitu znagky, ktora ho zretelne odliduje od verejného
webového sidla.
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4.4 Weboveé stranky maji | Intranet by mal mat' konzistentn( Gpravu webovych stranok, ktora je pritazliva
¢istu a efektivnu a efektivna a ktora umoziiuje pouzivatelom jednoducho identifikovat' klicoveé
Upravu. prvky webovej stranky (ako napr. nadpis).

Preplnené webové stranky stazuji zamestnancom ich prezeranie

a identifikovanie kltiovych informacii. Konzistentna Gprava umoziiuje
zamestnancom vzdy vediet, kde sa na webovej stranke nachadza obsah
a ako pouzivat klti¢ové prvky stranky.

Pre zamestnancov by malo byt jednoduché identifikovat rozne zény na
webovej stranke. Obsah by mal byt vZdy na predvidatelnych miestach na
webovej stranke. Sem patri aj zretelné zobrazenie nadpisu webovej stranky
na zrejmom mieste.

Prazdne plochy by sa mali pouZivat primerane a malo by byt jednoduché
uréit, o s najdélezitejsie informacie a aké su vztahy medzi polozkami.

0: Uprava webovej stranky je zle navrhnuta, preplnena alebo nepritaZliva. Nie
je jednoduché identifikovat najdélezitejdie informacie na webovej stranke.

5: Intranet ma konzistentnt Gpravu webovych stranok, ktora je pritazliva

a gisto navrhnuta. Hlavné prvky webovej stranky (ako napr. nadpis) su jasne
odlisené a vizualne prvky (ako napr. farba a prazdne plochy) sa ucinne
pouzivaji na uprednostnenie klG¢ovych informacii.
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Heuristika Odévodnenie Poznamky Hodnotenie

4.5 DI2ka webovej stranky | Navigaéné webové stranky ako napr. domace stranky a webové stranky sekcii
je vhodna pre dany by mali mat skratent dizku. V idealnom pripade by v&etok kli¢ovy obsah mal
obsah. byt prezentovany bez potreby rolovat'.

Webové stranky s obsahom by mali byt tak dihé ako je potrebné, aby sa
podporovalo neprerugené &itanie a umoznilo zamestnancom obsah
jednoducho vytlagit.

0: DIzka webovej stranky je &asto nevhodnd, napriklad, navigatné webove
stranky st &asto prili§ dihé alebo suvisiaci obsah je rozdeleny medzi niekolko
webovych stranok.

5: DIzka webovej stranky je pre dany obsah vzdy vhodna.

4.6 Rezy pisma st vhodné | Mala velkost pisma a slaby kontrast medzi farbou pisma a farbou pozadia
a citatelne. mézu stazit &itanie textu. Ludom sa lepsie &ita tmavy text na svetlom pozadi.

Cast zamestnancov méze byt farboslepa. Najcastejsia farboslepost byva
neschopnost rozoznat' ¢ervenu farbu od zelene;.

0: Velkost pisma je mala alebo na réznych prehliadaoch alebo velkostiach
obrazovky sa pismo naleZite nezvacsuje/nezmensuje. Medzi farbou pisma
a farbou pozadia je nedostatoény kontrast.

5: Velkost pisma je dobre Citatelna a spravne sa zvacSuje/zmensuje

v zavislosti od velkosti obrazovky. Zamestnanci mézu mat k dispozicii
mechanizmus na nastavenie Zelanej velkosti pisma. Text ma vzdy dobry
kontrast.
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4.7 Na vhodnu podporu
obsahu sa pouziva
grafika.
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Odévodnenie Poznamky Hodnotenie

Grafika by sa mala pouzivat iba v pripade, ked zlepSuje zrozumitelnost
informécii na intranete. Grafika by sa nemala pouzivat ako dekoracia na to,
aby intranet bol pritazlivejsi, kedze toto ma dopad na ¢as natahovania

webovej stranky, osobitne v pripade zamestnancov s pomalym pripojenim.

0: Casto sa pouziva dekorativna (alebo ina nefunkénd) grafika, ktora
v pripade zamestnancov na pomalom pripojeni citelne ovplyviiuje ¢as
natahovania webovej stranky.

5: Grafika sa pouziva tam, kde zlep3uje zrozumitelnost informacii na
intranete.

4.8 Vaha webovej stranky
je vhodna pre rychlost
pripojenia
zamestnancov.

Vaha webovej stranky by sa mala udrzovat na ¢o najniZSej hodnote, aby sa
zabezpetilo, Zze intranet dobre funguje aj zamestnancom pouZivajucim
pomalé pripojenie. Niektoré webové stranky vyZzaduju vy$&iu vahu, ako napr.
audiovizualny obsah. Tieto by mali byt' zretelne oznacéené.

0: Obvykle trva 10 alebo viac seklnd na standardnom spojeni, kym sa
webova stranka natiahne. Niektoré velmi ¢asto pouzivané webové stranky
(ako napr. domaca stranka alebo sek&éné webové stranky najvyssej trovne)
maju velmi vysoku vahu.

5: Webové stranky sa konzistentne natahuji za menej ako 3 sekundy na
gtandardnom pripojeni, aké zamestnanci maju k dispozicii.
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Webove stranky sa Celkova uprava webovych stranok intranetu by sa mala spravne zobrazit na
zobrazuju so spravnou | vetkych pogitadoch, ktoré pouzivaji zamestnanci v celej organizacii. V praxi
Upravou pri vSetkych toto znamena podporu radu rozliseni obrazovky od nizich rozliseni (640x480
délezitych alebo 800x600) k vyssim rozli$eniam (1024x768 a viac).

roziiSeniach. Intranet by mal fungovat' obzvlast na strojoch, ktoré pouzivaji zamestnanci vo

vzdialenych lokalitach alebo zamestnanci v prvom slede. Ak je to vhodne,
intranet by mohol byt' pouzitelny aj na akomkolvek vreckovom pocitaci, ktory
zamestnancami pouzivaju.

0: Uprava webovej stranky je nemenna a funguje iba na obrazovkach
s vy$8im rozlisenim. Zamestnanci so star$imi po¢itatmi alebo s nizsim
rozlidenim obrazovky majl pri pouzivani intranetu tazkosti.

5: Uprava webovej stranky dobre funguje na v8etkych pocitatoch
pouzivanych v celej organizacii bez ohladu na rozlisenie. Uprava webovej
stranky sa vhodne prispdsobuije v zavislosti od pouZitej rozlisovacej
schopnosti obrazovky. Tam, kde je to vhodné, intranet je mozné zmyslupine
pouzivat aj na akomkolvek vreckovom po¢itaci, ktory zamestnancami
pouZzivaju.
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Heuristika Odévodnenie Poznamky Hodnotenie

410 | Uprava, dizajn Intranet by mal byt pristupny pre postihnutych a invalidnych zamestnancov.
a kédovanie webovej Su rézne smernice tykajlce sa dostupnosti, ktoré by sa mali dodrziavat, ako
stranky su pristupné aj | napr.

pre postinutich e« W3C Web Accessibility Initiative (WAI)

a invalidnych
pouzivatelov. e Section 508 of the Rehabilitation Act (US)

0: Pre postihnutych a invalidnych zamestnancov je webove sidlo nedostupne.

5: Webové sidlo je dostupné pre postihnutych a invalidnych zamestnancov
a vyhovuje prislunym normam tykajicim sa dostupnosti. Webove stranky
vyskusgali vietci postihnuti a invalidni pouzivatelia v organizacii, aby sa
zabezpetilo, Ze v praxi webové sidlo pre nich funguje dobre.
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Heuristika Oddvodnenie Poznamky Hodnotenie

Webové stranky je Zamestnanci bud( potrebovat niektoré webové stranky intranetu vytlacit.
mozné vytlacit. Tieto webové stranky by sa mali vytlacit' gisto. Toto zahrfiuje odstranenie
nevhodnych prvkov webovej stranky (ako napr. navigacia) a zabezpecenie, ze
text na webovej stranke sa zmesti na papier Standardnej Sirky.

V idealnom pripade by webové sidlo malo pouzivat kaskadove styly (CSS),
ktoré optimalizuju tlagent verziu webovej stranky, aby sa na vytlacok
nedostali irelevantné informacie. Eventualne by na v3etkych webovych
strankach mal byt k dispozicii odkaz alebo tla¢idlo ‘tlatena verzia'.

0: Webove stranky intranetu sa netlatia &isto. Na tlaéenej verzii sa objavuju
nevhodné prvky (ako napr. navigacia). V niektorych situaciach je text na okraji
webovej stranky odrezany.

5: Webove stranky s obsahom sa tlacia €isto a na vytlackoch sa neobjavuju
irelevantné informacie (ako napr. globalna navigacia). Zamestnanci nemusia
vykonavat Ziadne osobitné kroky na zabezpecenie toho, Ze webové stranky
sa vytlacia spravne.
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g CU I LE]

Odévodnenie

Poznamky

Hodnotenie

412 | Vyskakovacie okna sa
pouzZivaju primerane.

Pouzivanie vyskakovacich okien (ked sa po kliknuti na odkaz otvori druhé
okno prehliadaga) by sa malo pouzivat' minimaine. Vyskakovacie okna by sa
mali pouzivat iba v situaciach ako:

¢ po kliknuti na dokument (napr. PDF alebo Word)
e na poskytnutie podpornych informacii po¢as nejakého postupu
e pri odkazoch na webové stranky mimo intranetu

Vyskakovacie okna by sa nemali pouzivat' pre rézne sekcie weboveho sidla
ani pre ostatné vnutorné odkazy v ramci intranetu.

0: Intranet &asto (a nevhodne) pouziva vyskakovacie okna. Vyskakovacie
okna sa obzvlast pouzivaju pri odkazovani na iné sekcie intranetu.

5: Existuju jasne definované (a dokumentované) pravidla pouzivania
vyskakovacich okien. Tieto pravidla sa uplatfiuju v ramci celého intranetu.
Vyskakovacie okna sa pouzivaju iba v situaciach ako tie, ktoré su uvedene
vyssie.

Spolu

Uprava stranok a vizualny dizajn (percentualne hodnotenie)
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5. Obsah intranetu

BODOVANIE NA POHLAD: 0 = extrémne zl4, nie je implementovana « 1 = velmi zla + 2 = zl4 + 3 = dobra * 4 = velmi dobra * 5 = vynikajtca,
prekraéuje kritéria

Heuristika Odévodnenie Poznamky Hodnotenie
5.1 Obsah je napisany Vyskum ukazuje, Ze ludia ne&itaji on-line média tym istym spasobom ako tlaéené média. Webové stranky

a prezentovany s obsahom by mali:

s ohladom na on-line

médium . Podporovat' zbeZné prezeranie obsahu. PouZivatelia on-line médil maju tendenciu obsah zbeZne
I prezerat, pokym nie st si isti, Ze nasli spravne informacie. Aby sa ulahéilo zbeZné prezeranie, webové
stranky s obsahom by mali mat' zretelné zahlavie, &asto pouZivat podnadpisy, zoznamy s odrazkami

(tam, kde je to vhodné) a pouzivat' polotuéné pismo na zvyraznenie kltigovych informacil.
. Byt napisané v &innom rode. Cinny rod obvykle vedie k vetam, ktoré st konciznejSie.

. Pouzivat §tyl pisania, ktory sa nazyva &tyl obratenej pyramidy. Obsah by mal byt napisany

v nasledujicom poradi: sihrn, kli&ové body a potom podrobné informacie.
. Vhodne pouzivat grafiku na pritiahnutie pozornosti na kitiéoveé informacie.

0: Obsah nie je pisany pre on-line médium. Webové stranky su prili dihé, tazko sa Eitajd, alebo je taZké ich
zbezne prezerat. MnoZstvo informacii bolo priamo prekopirovanych z dokumentov bez opétovného napisania

alebo zmeny Struktdry.

5: V&etok obsah sa da lahko zbeZne prezerat, je pisany v &innom rode, pouziva &tyl obratenej pyramidy

a vhodnym spésobom vyuZiva grafiku. Obsah pochadzajuci z dokumentov bol opétovne napisany alebo bola

zmenena jeho truktira.
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Heuristika Odévodnenie Poznamky Hodnotenie

5.2 Pouzivanie zargénu Nie v&etci zamestnanci, osobitne novi zamestnanci, rozumeju Zargonu,
alebo technickych technickym vyrazom a skratkam, ktoré sa pouzivaju v niektorych (alebo
vyrazov je vhodné pre | vietkych) oblastiach organizacie. Sem patri Zargon pouzivany v urcitom
danu cielovu skupinu. | priemyselnom odvetvi ako aj vyrazy $pecifické pre organizaciu samotnu (ako
napr. skratky pre projekty alebo obchodné jednotky).

0: V ramci celého webového sidla sa vo velkom meradle pouZiva Zargon,
technické vyrazy a skratky, ktoré nie st vysvetlené.

5: Webové sidlo pouZiva véeobecne zrozumitelny jazyk a vyhyba sa Zargonu
a technickym vyrazom, kedykolvek je to mozné. Ked sa pouzije zargon alebo
skratky, tieto su vysvetlené.

5.3 Obsah nie je Na intranete by mala byt jedna smerodajna verzia obsahu. Dokonca aj na
duplicitny. velkom intranete, ktory udrZuje niekolko Gtvarov podniku, by nemali byt
duplicitné dokumenty, webové stranky alebo obsah.

Je obzvlast skodlivé, ak existuje niekolko verzii dokumentu alebo webovej
stranky, ktoré sa aktualizuju v réznom &ase a ktoré obsahuju mierne odlisné
informacie bez smerodajnej verzie.

0: Na intranete je mnozstvo duplicitnych dokumentov alebo odkazov na takéto
dokumenty z webového sidla. V mnohych pripadoch nie je moZné urcit, ktora
verzia je najnovsia alebo smerodajna.

5: Nie su Ziadne duplicitné dokumenty ani weboveé stranky. Tam, kde sa
informacie prezentuju na viacerych miestach, sa zdrojovy obsah udrzuje iba
raz, na jednom mieste.
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54

Heuristika

Obsah je aktualny.

Odévodnenie Poznamky Hodnotenie

Rozhodujluicou otazkou pre intranety je zabezpecenie toho, aby prezentované
informacie boli presné a aktualne. Neaktualne informacie mézu byt pre
zamestnancov matlice a vzbudzuju nedéveru v platnost vietkého obsahu
intranetu.

0: Podstatna &ast obsahu intranetu je neaktualna alebo nepresna.

5: Drviva vaésina obsahu intranetu je aktualna a platnost obsahu sa
pravidelne vyhodnocuje.

5.5

Platnost' informéacii je
zretelne uvedena.

Zamestnanci musia byt schopni jednoducho urgit, &i obsah na intranete je
aktualny. Preto by na véetkych webovych strankach mala byt zretelne
uvedena platnost informacii, aby zamestnanci vedeli, Ze im mézu dbéverovat.

0: Na vad&sine webovych stranok intranetu nie je uvedené ‘naposledy
aktualizované' ani iny datum revizie. Nijakym inym spésobom nie je uvedene,
kedy obsah bol naposledy revidovany ani datum nasledujucej revizie

v obdobi, v ktorom je obsah platny.

5: Na véetkych webovych strankach je zretelne uvedena platnost vietkého
obsahu. Toto zahffia ‘naposledy aktualizované' ako aj mozné uvedenie
obdobia, v ktorom je obsah platny.
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Heuristika

5.6 Na véetkych webovych
strankach je uvedeny
vliastnik obsahu.

e - o o s m— — ~— _—

Odévodnenie

Identifikovanie vlastnika obsahu poskytuje zamestnancom jasné miesto
kontaktu pre nasledné otazky a dotazy. V&imnite si, Ze v niektorych situaciach
moze byt uZito&né rozlisovat autora webovej stranky a vlastnika samotnych
informacii.

0: Vlastnici obsahu intranetu nie st identifikovani a informacie o vlastnictve
nie st v ramci webového sidla uvedene.

5: Na kazdej webovej stranke intranetu je publikované meno viastnika
obsahu. Meno je odkazom na email viastnika obsahu, odkazom na prislusnu
webovl stranku zoznamu zamestnancov alebo odkazom na formular pre
spatnu odozvu.

Poznamky

Hodnotenie

a7 Obsah je publikovany
vo vhodnom formate.

Kragovy obsah by mal byt k dispozicii vo formate HTML. Druhotné informacie
(ako napr. poznamky zo stretnutia) by mali byt' publikované v najvhodnejSom

formate priptstajlc, Ze nie je praktické vSetky dokumenty previest do formatu
HTML.

0: Zna&né mnozstvo klU&ového obsahu webového sidla nie je k dispozicii vo
formate HTML (je k dispozicii iba vo formatoch dokumentov ako PDF, Word
alevo Excel). Prinajhor8om sa intranet méze takmer vyhradne odvolavat na
dokumenty uloZené na zdielanom disku.

5: V&etok klG¢ovy obsah je k dispozicii vo formate HTML. Existuju jasné
pravidla rozhodovania, aky format sa pouzije pri publikovani obsahu. Tieto
pravidla sa konzistentne uplatfiuju v ramci celého intranetu.
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Heuristika
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Oddévodnenie

Poznamky

Hodnotenie

5.8 Podrobné a zloZité
informacie st vhodne
vrstvené.

Zlozity obsah by mal byt vhodne ‘vrstveny’ takym spésobom, Ze pred
uvedenim podrobnejSieho obsahu sa najprv uvedie suhrn informacii. Tymto
sa zamestnancom umozni jednoducho ziskat kltuc¢ove informacie bez toho,
aby museli &itat' dihé alebo zlozité webové stranky. Zamestnancom sa taktiez
umozni rychlo uréit informacie, ktoré potrebuju, este pred preklikanim cez
dalsi obsah.

(Beznymi prikladmi zle vrstveného obsahu st velmi dihé a podrobné webove
stranky na intranete bez akychkolvek sthrnov alebo rychlych informacil.)

0: Podrobny obsah nie je vhodne vrstveny. Sthrny sa bezne neposkytuju
a zamestnanci st &asto konfrontovani so zloZitymi a podrobnymi
informaciami.

5: Podrobny obsah je primerane vrstveny véitane stuhrnov, ktoré postihuju
klu&oveé informacie. Dalej st v pripade potreby k dispozicii podrobnejsie
informacie.

Spolu

Obsah intranetu (bodové hodnotenie)
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6. Zoznam zamestnancov

. - - — — ~— — — —

POZNAMKA: Pre zoznam zamestnancov sa moze pouzivat aj oznadenie ako napr. vnutorny ‘telefénny zoznam’, podnikovy ‘telefénny zoznam' alebo iny
podobny nazov. Tieto heuristiky st relevantné bez ohladu na pouzivané oznagenie. Ak na intranete neexistuje Ziaden zoznam zamestnancov, véetkym
heuristikam dajte bodové hodnotenie ‘0.

BODOVANIE NA POHLAD: 0 = extrémne zIa, nie je implementovana « 1 = velmi zla » 2 = zla + 3 = dobréa « 4 = velmi dobra + 5 = vynikajlca,

prekracuje kritéria

Heuristika

Odévodnenie

Poznamky Hodnotenie

A Existuje jednotny
zoznam
zamestnancov.

Zamestnanci by mali mat' k dispozicii jednotny konzistentny telefonny
zoznam. V idealnom pripade by mal byt umiestneny na intranete.

Ak sa informacie o zamestnancoch poskytujl aj prostrednictvom inych
systémov (ako napr. postovy klient), tieto by mali byt' Gplne konzistentne
s informéaciami v zozname zamestnancov na intranete.

0: Existuje viacero zoznamov zamestnancov, ktoré sa nachadzaju v réznych
sekciach intranetu, alebo sa k nim pristupuje prostrednictvom réznych
systémov (ako napr. elektronicka posta). Informacie ziskané z kazdého

z tychto miest alebo systémov su nekonzistentné alebo konfliktne.

5: Existuje jednotny zoznam zamestnancov, ktory pouzivaju vetci
zamestnanci. Ak st informacie o zamestnancoch k dispozicii aj
prostrednictvom inych systémov, tieto st Uplne konzistentné so zoznamom
zamestnancov na intranete.
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Heuristika Odévodnenie Poznamky Hodnotenie

Zoznam Zoznam zamestnancov by mal obsahovat' klugové informacie

zamestnancov o zamestnancoch ako napr.:
poskytuje klicové

; e 3 e meno

informacie, ktore

zamestnanci bezne e (Cislo telefénu

pozadujo. o funkcia

e pozicia v ramci organizacie

0: Zoznam zamestnancov neposkytuje véetky klti¢ové informacie uvedene
vyssie. Pripadne pre kazdého zamestnanca je k dispozicii iny objem
informacil.

5: Zoznam zamestnancov poskytuje véetky tieto klicoveé informacie ako aj
dalie informacie, ktoré by mohli byt uzitoéné, napr. alternativny kontakt.

Publikované spoloénostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradene. Strana 48



Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika

Odovodnenie

7.3 Zoznam
zamestnancov
poskytuje dalSie
informacie na podporu
urgitych potrieb
podniku.

Okrem klG&ovych informacii nagrtnutych vyssie sa zoznam zamestnancov
mbze pouzivat aj na spinenie radu poziadaviek podniku. Dalsie informacie je
mozné zhrnat' ako:

(V komentari najdete Uplnejsi zoznam dalich poli¢ok, ktoré mézu poskytovat

fotografia
zamestnanecké volno a praceneschopnost

umiestnenie pracoviska (vé&itane vyznacenia umiestnenia na podoryse
poschodia alebo mape)

CV alebo resumé

schopnosti a skisenosti

zoznamy zamestnancov.)

0: Zoznam zamestnancov poskytuje iba zakladné udaje o kontaktoch, ako
napr. tie, ktoré su uvedené v predoslej heuristike.

5: Zoznam zamestnancov bol roz&ireny takym spdsobom, aby obsiahol rad
dalsich informacil uréenych na spinenie urgitych potrieb podniku alebo
zlep$enie produktivity zamestnancov.

Poznamky Hodnotenie
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Heuristika Odévodnenie Poznamky Hodnotenie
7.4 Vysledky vyhladévania | Vysledky vyhladavania v zozname zamestnancov by mali pouzivatelovi
v zozname poméct pri identifikovani zamestnanca, ktorého hladaju. K tomuto patri
zamestnancov sa uvedenie kltgovych kontaktnych informacii (ako napr. telefonne &islo) vo
jednoducho &itaju vysledkoch vyhladavania, aby sa predislo nutnosti otvorit webovu stranku
a obsahuju klacove s kompletnym profilom poZadovaného zamestnanca.
I 0: Vysledky vyhladavania obsahuji iba mena najdenych zamestnancov.
5: Vysledky vyhladavania obsahuji mena najdenych zamestnancov a kftucove
informacie ako napr. telefénne &islo, postavenie a (ak je to dolezité)
kancelariu/oddelenie.
7.5 Informacie Zoznam zamestnancov je uzitoény iba v pripade, ked obsahuje presné
o zamestnancoch s a Uplné informacie. Iba vtedy zamestnanci budu zoznamu zamestnancov
konzistentné a presné. | déverovat (a pouzivat ho).
0: Velké mnozstvo informacii o zamestnancoch je nepresné alebo netipiné.
5: Informacie o zamestnancoch s aktualne a Gplné. Zoznam zamestnancov
je priamo integrovany s kltugovymi zdrojmi o zamestnancoch (ako napriklad
personalistika) a su zavedené definované podnikové procesy, ktoré
zabezpeduju, Ze polozky sa nacas aktualizuju.
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Heuristika

7.6 Zoznam
zamestnancov
obsahuje informacie
o vSetkych
zamestnancoch

v organizacii.

Odévodnenie

Zoznam zamestnancov musi obsahovat polozky pre vSetkych zamestnancov
v organizécii. Okrem zamestnancov na plny Gvé&zok by mal zoznam
obsahovat aj:

e zamestnancov na &iasto¢ny tvazok

e dodavatelov

e konzultantov (tam, kde je to vhodné)
o dobrovolnikov (tam, kde je to vhodné)

Mali by existovat' postupy, ktoré zabezpectia, ze zoznam presne odraza
zmeny ako napr. nastupujlci a odchadzajlci zamestnanci.

0: V zozname zamestnancov chybaju polozky pre mnohych zamestnancov
v&itane niektorych zamestnancov na piny uvazok (napr. pre tych, ktori st
umiestneni v inych lokalitach). Zamestnanci, ktori z organizacie odisli, su stale
uvedeni, pricom novi zamestnanci nie su konzistentne pridavani.

5: \ zozname zamestnancov sa nachadzaju vietci zamestnanci vCitane
zamestnancov na &iasto&ny tvazok a dodavatelov. St zavedené procesy,
ktoré konzistentne pracuju s novymi zamestnancami a zamestnancami, ktori
organizaciu opustaju.

Poznamky

Hodnotenie
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Heuristika Odévodnenie Poznamky Hodnotenie
PoloZky v zozname Mali by existovat' jasné pokyny, ako aktualizovat informacie v zozname

zamestnancov je zamestnancov. Prinajmensom by mali byt k dispozicii kontaktné informacie,

mozZné jednoducho komu posielat zmeny.

SiiamenieL. Efektivnejsi pristup k udrzbe informacii v zozname je poskytnutie

‘samoobsluzného’ prostriedku, ktory zamestnancom umoziiuje aktualizovat
svoje vlastné informacie. V stvislosti s tymto by mali byt zavedené prislusné
bezpeé&nostné opatrenia, aby zamestnanci mohli aktualizovat iba svoj viastny
zaznam a iba vybrané policka v tomto zazname.

0: Neexistuju Ziadne pokyny, &o by sa malo robit v pripade, ked su informacie
neaktualne.

5: Zamestnanci mézu aktualizovat svoje viastné informéacie prostrednictvom
bezpe&ného ‘samoobsluzného’ nastroja na editovanie. Zamestnanci mozu
aktualizovat' iba svoj vlastny zaznam. Je zabezpecené, Ze je mozné menit iba
prislusné policka.

Spolu 0
Zoznam zamestnancov (percentualne hodnotenie) 0%
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7. Stratégia a sprava intranetu (volitelné)

Poznamka: Tieto heuristiky suvisia skér so spravou intranetu ako s dizajnom alebo Strukttrou webového sidla. Tieto heuristiky je mozZné vyhodnotit' iba
intranetovym timom samotnym alebo prostrednictvom diskusif s intranetovym timom (a ostatnymi kli&ovymi z&astnenymi stranami). Tieto heuristiky nie je
moZné posudit' na zaklade vizualneho vyhodnotenia webového sidla.

Tato sekcia je preto volitelna, &im sa uznava, Ze nemusi byt' praktickeé (alebo mozné) ziskat informéacie potrebné na vykonanie kompetentného vyhodnotenia
vo véetkych situaciach. Avsak kedykolvek je to mozné, mali by sa vykonat kroky na vyhodnotenie tychto kritéril.

BODOVANIE NA POHLAD: 0 = extrémne zl4, nie je implementovana « 1 = velmi zla * 2 = zl4 » 3 = dobra * 4 = velmi dobra * 5 = vynikajtca,
prekraéuje kritéria

Heuristika Oddvodnenie Poznamky Hodnotenie

9.1 Existuje subor jasne Subor jasne stanovenych cielov alebo Uloh predstavuje tazisko
stanovenych cielov pre | pokracujuceho vyvoja intranetu. Tieto ciele by sa mali zameriavat na podnik
intranet. okrem puheho ,poskytnutia tych informacii zamestnancom, ktore potrebujl na
vykonavanie svojej prace", alebo poskytnutia ,obchodu” s informaciami ,pod
jednou strechou".

Ciele intranetu by mali byt publikované na samotnom intranete a zosuladene
s celkovou stratégiou a smerovanim organizacie.

0: Nie su stanovené Ziadne ciele intranetu.

5: Ciele intranetu st stanovené, pravidelne revidované a pouzivaju sa na
formovanie stratégie intranetu. Ciele intranetu su orientované na podnik,
zostladené so stratégiou organizécie a pre kazdy ciel su stanovené metriky
alebo opatrenia.
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Heuristika

Existuje jasna
cestovna mapa pre
buduci rozvoj
intranetu.

Ododvodnenie Poznamky Hodnotenie

Pre budlici rozvoj intranetu by mala existovat jasna (a dokumentovana)
cestovna mapa pokryvajtca nasledujlcich 6-12 mesiacov. Takyto dokument
by mal §pecifikovat planované zlepsenia weboveho sidla spolu

s pokragujucimi aktivitami na udrzanie webového sidla.

Cestovna mapa by mala pokryvat zlepsovanie webového sidla v suvislosti

s obsahom a informa&nymi technolégiami ako aj uvadzat zdroje pozadovane
od inych timov (ako napr. oddelenie komunikacie, oddelenie fudskych zdrojov
a oddelenie informagnych technoldgii).

0: Pre buduce zlep$ovanie intranetu nie je stanoveny Ziaden plan a zmeny sa
vykonavaju na baze ad-hoc alebo poZiadaviek zvonku.

5: Pre rozvoj intranetu existuje jasne stanovena cestovna mapa pokryvajlca
obdobie 6-12 mesiacov. Tato zahffia $pecifické zlepsenia, pozadované zdroje
a o¢akavané prinosy.
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Heuristika Oddvodnenie Poznamky Hodnotenie
Intranet ma jasného Jediny vlastnik alebo spravca, ktory ma dohlad nad celym intranetom,
vlastnika a sponzora. zabezpeéuje konzistenciu a moze vyriesit konflikty medzi zi&astnenymi

stranami. Toto by malo taktiez zabezpedit, Ze intranet méa jasné nasmerovanie

a stratégiu.

Vlastnik intranetu by mal mat zodpovednost za klti¢ové stranky intranetu (ako
napr. domaca stranka a zoznam zamestnancov) ako aj byt hnacou silou
celkového vyvoja intranetu.

Taktiez by mal existovat uznavany vykonny ‘sponzor’ intranetu, ktory
poskytuje celkové zdroje, podporu a poradenstvo. Tento sponzor taktiez
pomaha riesit rozdielne nazory alebo rozpory medzi stranami zucastnenymi
na intranete.

0: Neexistuje jasny vlastnik ani sponzor intranetu. Pripadne méze existovat
niekolko Utvarov podniku, ktoré si konkuruju v oblasti kontroly nad intranetom.

5: Intranet ma jediného vlastnika, ktory je spiInomocneny rozhodovat
v spornych zalezitostiach a byt hybnou silou stratégie intranetu. TaktieZ pre
webové sidlo existuje jasny vykonny sponzor.

Publikované spolo&nostou Step Two Designs (www.steptwo.com.au), vydané pod licenciou Creative Commons, niektoré prava vyhradene. Strana 55



- ——— i R -— et — e

Subor nastrojov na vyhodnotenie intranetu: verzia 1.1 (marec 2006)

Heuristika Odoévodnenie Poznamky Hodnotenie
Existuje jednotne Malo by existovat jednotné kontaktné miesto pre intranet, ¢im sa zjednodusi

kontaktné miesto pre komunika&ny proces a zabezped&i sa, Ze sa vykonava potrebna aktualizacia.

intranet. V&imnite si, Ze toto je mimo vlastnikov obsahu uvedenych na jednotlivych

webovych strankach.

0: Neexistuje jednotné kontaktné miesto pre intranet ani jasny mechanizmus
ako kontaktovat' centralizovany intranetovy tim.

5: Existuje jasné jednotné kontaktné miesto pre intranet ako celok. Na
intranete je zavedeny mechanizmus spétnej odozvy zaloZzeny na formularoch,
aby sa umoZnilo jednoduché nahlasovanie zmien alebo chyb.
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Heuristika Odévodnenie Poznamky Hodnotenie

9.5 Intranetovy tim Intranetovy tim musi mat vhodnu velkost na to, aby intranet spravoval, a musi
disponuje potrebnymi disponovat schopnostami v dostato&ne $irokom rozsahu, aby sa mohol
schopnostami venovat vietkym potrebam a zalezitostiam intranetu. Intranetovy tim musi
a zdrojmi. taktiez disponovat dostato&nym zdrojmi, aby bol efektivny (v€itane rozpoctu,

prostriedkami IT a podpory).

Intranetovy tim musi byt schopny nielen vykonavat kazdodennu spravu
webového sidla, ale musi byt schopny pre intranet vyvinut' stratégiu a
webové sidlo ¢asom vylepsovat'.

(V komentaroch najdete diskusiu o potrebnych schopnostiach a veflkostiach
intranetovych timov.)

0: Intranetovy tim je poddimenzovany alebo trpi nedostatkom zdrojov a nie je
schopny drzat' krok s kazdodennou spravou weboveho sidla.

5: Intranetovy tim disponuje potrebnymi schopnostami a zdrojmi na
strategicky manazment webového sidla véitane vylepSovania webového sidla
novym obsahom a nastrojmi. Intranetovy tim je pri svojom vykone spravy
webového sidla proaktivny a profesionalny.
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Heuristika Odévodnenie Poznamky Hodnotenie
Existuje komplexny Mal by existovat' jasne definovany a komplexny subor pravidiel a postupov
stbor pravidiel a pokryvajtici dizajn a spravu intranetu. Tento stibor pravidiel by mal pokryvat

postupov pre intranet. | stranky ako:

» zasady pisania a ostatné smernice pre publikovanie
e vhodny (a nevhodny) obsah a nastroje intranetu

e smernice pre uvedenie na domacej stranke intranetu
e celkovy dozor nad intranetom a jeho sprava.

Zamestnanci by mali mat pristup k pravidlam a postupom intranetu na
samotnom intranete.

0: Neexistuju dokumentované pravidla a postupy pre intranet.

5: Existuje zdokumentovany komplexny zoznam pravidiel a postupov pre
intranet, ktory je dostupny prostrednictvom intranetu.
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Heuristika Odédvodnenie Poznamky Hodnotenie
Pouzivanie intranetu Je délezité sledovat celkové vyuzitie intranetu, aby bolo mozné identifikovat
sa pravidelne meria. problémy a podporovat' pokraguijtice zlep3ovanie weboveho sidla. Tato

tatistika vyuzitia tie2 umoZiuje posudit délezitost' a hodnotu obsahu

intranetu.

Na najjednoduchs&ej urovni by toto malo zahriiovat sledovanie pouZivania
intranetu ako napr. celkové pouZivanie, najpopularnejsie webove stranky, atd.
Tieto moznosti poskytuje mnozstvo bezplatnych a komergnych balikov pre
‘Statistiku webu'.

Okrem &tatistiky webového sidla by mali byt zavedené aj hlasenia o pouzivani
vyhladavacieho nastroja. Minimalne by mali byt implementované dva
$pecifické druhy hlaseni:

o Najpopularnejsie vyhladavania.Ukazuje najpopularnej$ie vyrazy zadané
do vyhladavacieho nastroja na mesacnej baze.

o NeUspedné vyhladavania. Uvadza hladania, ktoré nevratili Ziadne
najdené dokumenty.

0: Pouzivanie intranetu, &i uZ celkové pouzivanie webového sidla alebo
pouzivanie vyhladavacieho nastroja, nie je sledované ani Zziadnym spésobom
nahlasované.

5: Pre intranet ako celok je zavedena komplexna $tatistika pouzivania, ktora
umoZfiuje generovat jednotlivé hlasenia pre $pecifické sekcie webového
sidla. Implementované su aj obe vyssie uvedené hlasenia tykajuce sa
vyhladavacieho nastroja. St zavedené procesy, ktorymi sa hlasenia
pravidelne vyhodnocuju, aby sa na zaklade vysledkov konalo.
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Heuristika

Dopad intranetu a jeho
hodnota pre podnik sa
pravidelne meraju.

Odovodnenie

Okrem &tatistiky pouzivania naértnutej v predo$lej heuristike by sa mali
pouzivat aj viac obchodne orientované metriky, aby sa umoznilo meranie
obchodného prinosu intranetu.

Tieto metriky mé2u umoziovat vypocet pefiaznej hodnoty prinosov, ktory
intranet prinaa (¢o umoziuje vypocitat navratnost investicii). V inych
pripadoch méze byt vhodnejsie demonstrovat hodnotu nekvantitativnym
spésobom.

(Napriklad, meradla by mohli zahrfiovat' zniZzenie poctu volani na stredisko
podpory alebo zlepsenie produktivity zamestnancov.)

0: Pre intranet neboli stanovené (alebo implementované) Zziadne obchodné
metriky.

5: Na hlasenia o citelnych prinosoch webového sidla sa pouziva rad metrik
zameranych na podnik. St zavedené procesy, v ramci ktorych sa metriky
pravidelne vyhodnocuju a na zaklade nich sa kona.

Poznamky Hodnotenie
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Heuristika Odévodnenie Poznamky Hodnotenie

9.9 Pre intranet je Na podporu informovanosti o intranete a propagaciu jeho pouZivania je
stanoveny potrebna trvala komunikacia. Toto zahffia nacrtnutie zmyslu a prinosov
komunikacny intranetu ako aj propagovanie ‘Uspechov' intranetu.

a marketingovy plan. Mal by sa zaviest celkovy komunikaény a marketingovy plan, aby sa

zabezpetilo, Ze tieto aktivity st koordinované a ucinne.

0: V &ir&ej organizacii je minimalna (ak vobec akakolvek) komunikacia
tykajliica sa pouzivania alebo prinosov intranetu.

5: Je stanoveny koordinovany komunikaény a marketingovy plan, ktory sa
pouziva na to, Ze zamestnancom sa posielaju pravidelné spravy nacrtavajice
pouzivanie, prinosy a Uspechy intranetu.
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Heuristika Odévodnenie Poznamky Hodnotenie

9.10 Pre intranet je Pre intranet by mala byt' zriadena ‘komunita zaloZzena na praxi’, ktora spaja
zriadena autorska dohromady centralizovany intranetovy tim s decentralizovanymi autormi.
komunita. Pravidelné (napr. mesa&né) stretnutia tejto skupiny ako celku na seba beru
zodpovednost za rie$enie spornych otazok suvisiacich s intranetom

a formulovanie pravidiel pre intranet.

Skusenosti v mnohych organizaciach ukazujt, Zze pre Uspech intranetu je
tento druh skupiny kltugovy a mdze vykonat vela pre Eelenie zlozitym
problémom stvisiacich s pisanim a spravou obsahu v decentralizovanom
prostredi.

(Dalsie informacie o roli autorskej komunity v praxi najdete v komentaroch.)

0: Komunikacia medzi Ustrednym intranetovym timom a decentralizovanymi
autormi je zla. Pravidelne vznikaju konflikty medzi tymito dvomi skupinami.

5: Bola zriadena autorska komunita v praxi, ktora sa pravidelne stretava. Tieto
skupiny tzko spolupracuji na sprave a zlep$ovani intranetu.

Spolu 0

Stratégia a sprava intranetu (percentualne hodnotenie) 0%
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DalSie zdroje

Existuje rad webovych sidiel, ktoré poskytuju neocenitelné informacie
tykajuce sa dizajnu a spravy intranetov. Okrem poskytovania informacii
o pozadi heuristik zahmutych do tohto stiboru nastrojov tieto zdroje
pokryvajl zalezitosti spravy a stratégie intranetu v $irsich suvislostiach.

Komentare

Webové sidlo stiboru nastrojov na vyhodnotenie intranetu

(www. IntranetReviewToolkit.org) poskytuje komentare o mnohych
heuristikach ako aj odkazy na dalsie ¢lanky, spravy, knihy a webové sidla.
Toto poskytuje dalsie informéacie o smerniciach uvedenych v tomto
dokumente ako aj navrhy a pristupy tykajuce sa najlepsej praxe.

Uzitoéné webové sidla

Boxes and Arrows
www.boxesandarrows.com

Poskytuje komplexné informéacie o informacnej architekture vitane
praktickych priruéiek o beznych technikach ako napr. kartove triedenie
spolu s diskusiami o vyspelejsich principoch informacnej architektdry.
Pravidelne sa publikuju dalSie ¢lanky.

Nielsen Norman Group (NN/qg)
www.useit.com/alertbox/

Publikuje spravy a ¢lanky, ktoré sa Specificky zaoberaju
pouzitelnostou intranetov, ktoré je jednym z kltovych prvkov
vyhodnotenia intranetu. Taktiez poskytuje informéacie o zakladnych
pravidlach a technikach pouzitelnosti.

Uzitocné spravy

e The Information Architecture Institute (Ustav pre informaénu
architekturu)

Neziskova dobrovolna organizacia, ktora sa venuje napredovaniu
a propagacii informaénej architektry. Poskytuje rad uzitocnych
zdrojov, distribu&nych zoznamov a priemyselnych aktivit.

e Step Two Designs
www.steptwo.com.au/papers

V stiéasnosti najplodnejsi vydavatelia ¢lankov o intranete,
pokryvajtcich vsetky stranky dizajnu, stratégie a spravy intranetu.
Taktiez poskytuje spravy a Skolenia.

Intranet Roadmap™
www.steptwo.com.au/products/roadmap

Poskytuje celkovi metodiku pre dizajn a redizajn intranetu vEitane
véetkych potrebnych aktivit a technik, ktoré sa daju pouZit na podporu
kazdej fazy projektu.

Improving Intranet Search (ZlepSovanie vyhladavania na
intranete)

www steptwo.com.au/products/search
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Tato sprava poskytuje prakticki metodiku pre vylepSenie vyhladavania
na intranete véitane mnozstva smernic a pristupov, ktoré pokryvaju
kazdu stranku rie$enia na vyhladavanie. Véetky odpori¢ania su
navrhnuté tak, aby boli v dosahu kazdého intranetového timu

a nevyzadovali hiboké technické vedomosti alebo neobmedzeny
rozpocet.

Staff Directories report (Sprava o zoznamoch zamestnancov)
www . steptwo.com.au/products/staffdirectories

Poskytuje hibkové informéacie o dizajne a sprave zoznamov
zamestnancov na intranete (taktiez znamych ako telefonne zoznamy
alebo elektronickeé telefénne zoznamy). Obsahuje snimky obrazoviek
z radu webovych sidiel spolu so smernicami pre najlepsiu prax.

Uzitocné knihy

Don’t Make Me Think (Nentt'te ma mysliet) (2. vydanie)
Steve Krug
ISBN: 0321344758

Vynikajuci Gvod ku kligovym zasadam pouzitelnosti, poskytujtci
mnozstvo prikladov a praktickych technik. Velmi dblezita pre
pracovnikov, ktori navrhuji a udrzuju akykolvek intranet (alebo
webové sidlo).

Information Architecture for the World Wide Web (Informacna
architektira pre WWW) (2. vydanie)

Louis Rosenfeld & Peter Morville

ISBN: 0596000359

Rozhodujlca kniha o informagnej architektire pokryvajica vsetky
hlavné prvky danej oblasti a kli¢ové techniky. Poskytuje mnozstvo
prikladov a pripadovych &tudii.

Information Architecture: Blueprints for the Web (Informaéna
architekura: Plany pre web)

Christina Wodtke

ISBN: 0735712506

Dobry uvod do informaénej architektary, poskytujuci praktickeé priklady,
fotografie a snimky obrazoviek. Skima klticové techniky dizajnu
efektivnych webovych sidiel a ukazuje, ako tieto zapadaju do seba

v projektoch v realnom svete.
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Intranet Review Toolkit (SUMMARY)

Version of intranet review toolkit: 1.1 (March 2006)

Organisation/intranet name: {insert organisation/intranet}
Review conducted by: {insert your name}
Date of intranet review: {insert date}
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Intranet review toolkit produced by Step Two Designs (www.steptwo.com.au)

Supported through an IA Institute Progress Grant (www.iainstitute.org)

This work is licensed under a Creative Commons License
(www.creativecommons.org/licenses/by-nd/2.5/)

Special thanks to Joe Lamantia for creating the initial version of this spreadsheet

About this spreadsheet

The intranet review toolkit provides intranet managers and designers with an easy-to-use method
of assessing the strengths and weaknesses of their intranet. It contains a substantial set of
heuristics (guidelines or criteria), allowing a detailed intranet review to be conducted that focuses
on a wide range of functionality, design and strategy.

The main intranet review toolkit is provided in the form of a Word document, designed to be filled
in with the results of the heuristic review. This spreadsheet provides a suplementary summary
document, allowing the results to be presented in a more succinct manner.

This spreadsheet should be used in conjunction with the Word version, as this provides
explanatory notes for each of the heuristics, as well as guidelines for scoring. Without this
information, it will not be possible to provide meaningful scores for many of the heuristics.

Obtaining the Intranet Review Toolkit

The most recent version of the Intranet Review Toolkit (in both Word and Excel formats) can be
obtained from:

www.IntranetReviewToolkit.org
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Heuristic Notes __Score (0-5)
1.1 The intranet has a single page that staff
can easily identify as the home page
1.2 The home page clearly presents the
corporate image and 'brand identity' for the
intranet
1.3 The homepage is professional and
attractive in appearance
1.4 The home page enables staff to quickly
and confidently access the information
they require
1.5 The home page contains useful content
1.6 Scrolling is minimised on the home page
1.7 Page weight of the home page has been
kept to minimum
1.8 The home page is scalable to enable new
features and content areas to be
manageably added to the site
Total 0
Intranet home page (%) 0%
2. Site structure and navigation
Heuristic Notes Score (0-5)
2.1 Content on a single subject is grouped
together
2.2 The labels used in the navigation are
clear, consistent and useful
2.3 Critical content is located high in the
structure of the site
2.4 More than one navigation method is
provided to find information
2.5 Navigation clearly identifies where pages
reside within the intranet
2.6 Global navigation appears consistently
throughout the intranet
2.7 Related information is linked together
2.8 The structure and navigation supports
continued growth of the intranet
2.9 There are no broken links on the intranet
Total 0
Site structure and navigation (%) 0%
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3.1

3.2
3.3

3.4

3.5
3.6

3.7

3.8

3.9

Heuristic Notes

Search is consistently available from all
intranet pages
The default is a simple search

There is one search that covers the entire
intranet

Search handles common misspellings and
uses synonyms

Search results are useful and relevant

Search results are prioritised with the most
important being shown first

Appropriate information is shown for each
search result

The overall search results page is well
designed, and contains appropriate
elements and functionality

Tailored search tools are provided for
specialist users

‘Score (0-5)

Total 0

Search (%) 0%

4. Page layout and design

41

42

43

4.4

4.5
46
47

4.8

49

4.10

411

Heuristic Notes

Score (0-5)

There is a consistent visual appearance
across all sections of the intranet

The intranet should have a clear and
effective brand identity

The visual design of the intranet is clearly
distinguished from the public website

There is a clean and effective page layout

Page length is appropriate for context
Fonts are appropriate and legible

Graphics are used appropriately to support
content

Page weight is appropriate for the
connection speed of staff

Page layouts display correctly at all
relevant resolutions

Page layouts, design and coding are
accessible for impaired and disabled
users

Pages can be printed

412 Pop-up windows are used appropriately

Total 0

Page layout and design (%) 0%



5. Intranet content
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Heuristic Notes ~ Score (0-5)
5.1 Content has been written and presented
with an understanding of the online
medium
5.2 The use of jargon or technical terms is
appropriate for the audience
5.3 Content is not duplicated
5.4 Contentis up to date
5.5 The currency of information is clearly
indicated
5.6 The content owner is indicated on all
pages
5.7 Contentis published in an appropriate
format
5.8 The detail and complexity of information is
appropriately layered
Total 0
Intranet content (%) 0%
6. News
Heuristic Notes Score (0-5)
6.1 All organisational news is consolidated in
one location
6.2 Old news articles are archived
6.3 News summaries contain appropriate
information
6.4 News items consistently link through to full
articles
6.5 Intranet news is published regularly
6.6 News is relevant and useful
6.7 News has a high profile on the intranet
6.8 Where used, external news feeds are
seamlessly integrated with internal news
Total 0

News (%) 0%
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7. Staff directo
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Heuristic Notes ) ~ Score (0-5)
7.1 There is a single corporate staff directory
7.2 The staff directory provides core
information that staff commonly require
7.3 The staff directory provides additional
information to support identified business
needs
7.4 The staff directory search results are easy
to read and contain key information
7.5 Staff details are consistent and accurate
7.6 The staff directory contains details for all
staff within the organisation
7.7 Staff directory entries can be easily
updated
Total 0
Staff directory (%) 0%
8. Intranet-based applications
Heuristic Notes Score (0-5)
8.1 The intranet provides a central point of
access to relevant applications
8.2 Core applications have been made
available on the intranet
8.3 Common forms can be completed online
8.4 Applications are found and accessed ina
simple and logical way
8.5 Staff are provided with a single user
experience across all internal systems
8.6 Applications and supporting information
are tightly integrated
8.7 There is 'single sign-on' across all intranet-
based applications
Total 0
Intranet-based applications (%) 0%
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9. Intranet strategy and management

9.1

9.2

9.3

9.4

0.5

9.6

8.7

9.8

9.9

9.10

Heuristic Notes

There is a clearly defined set of goals for
the intranet

There is a clear roadmap for future
intranet development

The intranet has an clear owner and
sponsor

There is a single point of contact for the
intranet

The intranet team has the necessary skills
and resources

There are a comprehensive set of policies
and procedures for the intranet

The usage of the intranet is regularly
measured

The impact and business value of the
intranet is regularly measured

A communications and marketing plan has
been established for the intranet

An authoring community has been
established for the intranet

Score (0-5)

Intranet strategy and management (%)

0
0%
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Intranet Review Toolkit (summary s sheet)

e e e —— ey e T —

e e

Version of intranet review toolkit: 1.1 (March 2006)

Organisation/intranet name: {insert organisationl/intranet}
Review conducted by: {insert your name}
Date of intranet review: {insert date}

1. Intranet home page 0%
2. Site structure and navigation 0%
3. Search 0%
4. Page layout and design 0%
5. Intranet content 0%
6. News 0%
7. Staff directory 0%
8. Intranet-based applications 0%
9. Intranet strategy and management 0%

This intranet review has been conducted using the Intranet Review Toolkit
(www.IntranetReviewToolkit.org), which provides a best-practice set of heuristics for
evaluating an intranet. Explanations on each of the categories (and individual heuristics)
can be found in the full Word version, or on the Intranet Review Toolkit website.

This work is licensed under a Creative Commons License
(www.creativecommons.org/licenses/by-nd/2.5/)



Nastroje pre reviziu intranetu

Verzia nastrojov pre reviziu intranetu: 1.1 (marec 2006)

Nazov organizacie/intranetu: {vloZte organizaciu/intranet}
Reviziu uskutoénil: {vlozte svoje meno}
Déatum revizie intranetu: {vlozte datum}

s o —— e = ==

Sadu néastrojov pre reviziu intranetu vytvoril Step Two Designs (www.steptwo.com.au)

S podporou grantu IA pre rozvoj instittcii (www.iainstitute.org)

Toto dielo ma licenciu Creative Commons
(www.creativecommons.org/licenses/by-nd/2.5/)

Zvlastne podakovanie patri Joeovi Lamantiovi za vytvorenie povodnej verzie tejto tabulky

O tejto tabulke

Sada nastrojov pre reviziu intranetu poskytuje manazérom a tvorcom intranetu fahko pouzitelnd
metodu posudzovania silnych a slabych stranok ich intranetu. Obsahuje velky stbor heuristiky
(usmerneni alebo kritérif), ktoré umoziuju uskutoénit podrobnu reviziu intranetu zameranu na
Siroku $kalu funkcii, Gpravy a stratégie.

Hlavna sada nastrojov na reviziu intranetu sa poskytuje vo forme wordovského dokumentu, do
ktorého sa zapi$u vysledky kontroly na zaklade kritérii. Tato tabulka poskytuje dopinkovy suhrnny
dokument, ktory umozriuje stru¢nejsie prezentovat vysledky.

Tato tabulka by sa mala pouzit spolu s wordovskou verziou, kedZe st v nej uvedené vysvetlivky
pre kazdé kritérium, ako aj usmernenia pre pridefovanie bodov. Bez tychto informécii nebude
mozné pridelit zmysluplny potet bodov mnohym kritériam.

Ako ziskat sadu nastrojov pre reviziu intranetu

Najaktualnej$ia verzia nastrojov na reviziu intranetu (vo formate Word aj Excel) sa da stiahnut z
tejto stranky:

www.IntranetReviewToolkit.org




1. Domovska stranka intranetu
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Kritéria Poznamky Body (0-5)
1.1 Intranet ma jednu stranku, ktor
zamestnanci mozu lahko identifikovat’ ako
domovsku stranku
1.2 Domovska stranka jasne prezentuje imidz
organizacie a 'identitu znacky' na intranete
1.3 Domovska stranka pdsobi profesionalne a
pritazlivo
1.4 Domovska stranka umozfiuje
zamestnancom dostat sa rychlo a
bezpeéne k informaciam, ktoré chcu
1.5 Domovska stranka ma uzitony obsah
1.6 Rolovanie je obmedzené na minimum na
domovskej stranke
1.7 Velkost stborov na domovskej stranke je
minimalna
1.8 Domovska stranka sa da rozsirit, ¢o
umoziiuje pomerne jednoducho pridat
nové ¢rty a obsah na stranku
Spolu 0
Intranetova domovska stranka (%) 0%
2. Struktura stranky a navigacia
Kritéria Poznamky Body (0-5)
2.1 Obsah tykajuci sa jednej témy je
pohromade
2.2 Navestia pouzité v navigacii su jasne,
konzistentné a uzitoné
2.3 Dolezity obsah sa nachadza vysoko v
Struktare stranky
2.4 Na hladanie informécii je k dispozicii viac
ako jedna naviga¢na metdda
2.5 Navigacia jasne uvadza, kde sa stranky
nachadzajl na intranete
2.6 V celom intranete sa dosledne objavuje
globalna navigacia
2.7 Suvisiace informacie su prepojené
2.8 Struktura a navigacia podporujl nepretrzity
rast intranetu
2.9 Naintranete nie s prerusené prepojenia
na iné stranky
Spolu 0

Struktira stranky a navigacia (%) 0%



3. Vyhladavanie

31

3.2

3.3

3.4

3.5

3.6

3.7

3.8

3.9

Kritéria Poznamky

Vyhladavanie je konzistentne k dispozicii
zo véetkych intranetovych stranok

Standardne je nastavené jednoduché
vyhladavanie

Pomocou jedného vyhladavania mozno
hladat v celom intranete

Vyhladavaci nastroj si vie poradit' s
beznymi chybami v zadanych slovach a
pouziva synonyma

Vysledky vyhladavania st uzito&né a
nalezité

Vysledky vyhladavania st zoradené podla
priority, pri¢om najdélezitej$i sa ukaze ako
prvy

Pre kazdy vysledok vyhladavania sa
zobrazia primerané informacie

Strana s celkovymi vysledkami
vyhladavania je dobre upravena a
obsahuje primerané prvky a funkcie

Pre §pecializovanych uzivatelov st k
dispozicii $pecialne upravené
vyhladavacie nastroje

e e e

Body (0-5)

4. Graficka Uprava stranky

Spolu 0

Vyhradavanie (%) 0%

41

42

4.3

4.4

45
46
4.7

4.8

49

410

Kritéria Poznamky

Vsetky ¢asti intranetu maju konzistentny
vzhlad

Intranet by mal mat jasnu a G&innu identitu
znacky

Graficka Uprava intranetu sa jasne odliSuje
od verejnej internetovej stranky

Stranka ma jasnu a G&innu grafickd Gpravu

Dizka strany je primerana obsahu
Fonty su primerané a Citatelné

Grafika sa pouziva primerane na podporu
obsahu

Velkost stiborov na stranke je primerana
rychlosti pripojenia zamestnancov

Graficka Uprava stranky sa zobrazuje
spravne pri v8etkych prisludnych
rozliseniach

Graficka uprava a kédovanie su pristupné
pre hendikepovanych a postihnutych
uzivatelov

__ Body(0-5)
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4.11 Stranky sa daju vytladit’
4.12 Pop-up okna sa pouzivaju primerane

Spolu

0

Graficka tprava stranky (%) 0%

5. Obsah intranetu
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Kritéria Poznamky = Body (0-5)
5.1 Obsah bol napisany a prezentovany
sposobom, z ktorého vyplyva, Ze autor
rozumie tomuto on-line médiu
5.2 Pouzity Zargén alebo technické vyrazy su
primerané pre uzivatefov
5.3 Obsah sa neopakuje
5.4 Obsah je aktualny
5.5 Na stranke sa jasne uvadza, nakolko st
informacie aktualne
5.6 Viastnik obsahu je uvedeny na vSetkych
stranach
5.7 Obsah je uverejneny v primeranom
formate
5.8 Podrobnosti a zlozitost informacii su
primerane rozvrstvené
Spolu 0
Obsah intranetu (%) 0%
6. Novinky
Kritéria Poznamky Body (0-5)
6.1 Vsetky novinky tykajuce sa organizacie sa
nachadzajl na jednom mieste
6.2 Staré ¢lanky o novinkach sa archivuju
6.3 Zhrnutie noviniek obsahuje primerané
informacie
6.4 Jednotlivé poloZzky noviniek st
konzistentne prepojené na plné clanky
6.5 Intranetové novinky sa uverejfiuju
pravidelne
6.6 Novinky su dblezité a uzitocné
6.7 Novinky zastavaju dolezité miesto na
intranete
6.8 Ked sa pouzivaju externé zdroje sprav, su
kontinualne spojené s internymi spravami
Spolu 0
Novinky (%) 0%



7. Zoznam zamestnancov

e e e R

Kritéria Poznamky

7.1 Existuje jeden zoznam zamestnancov
organizacie

7.2 Zoznam poskytuje zakladné informéacie,
ktoré zamestnanci zvy&ajne vyZadujl

7.3 Zoznam zamestnancov poskytuje dalSie
informéacie na podporu zistenych
obchodnych potrieb

7.4 Vysledky vyhladavania v zozname
zamestnancov sa lahko ¢&itaju a obsahuju
hlavné informacie

7.5 Podrobnosti o zamestnancoch su
konzistentné a presné

7.6 Zoznam zamestnancov obsahuje
podrobnosti o vSetkych zamestnancoch v
organizacii

7.7 Informacie zapisané v zozname
zamestnancov sa daju lahko aktualizovat

e s T e CwTEmeE T e awEE o meamma ST s TYEST TE

Body (0-5)

Spolu
Zoznam zamestnancov (%)

8. Intranetové aplikacie

0
0%

Kritéria Poznamky

Body (0-5)

8.1 Intranet poskytuje centralne miesto
pristupu k prisludnym aplikaciam

8.2 Zakladné aplikacie su pristupné na
intranete

8.3 Bezné formulare sa daju vyplnit on-line

8.4 Aplikacie sa daju ndjst a da sa do nich
dostat jednoduchym a logickym spésobom

8.5 Zamestnanci maju moznost pracovat v
rezime pre jedného uzivatela vo vSetkych
internych systémoch

8.6 Aplikacie a podporné informacie tuzko
slvisia

8.7 Vo vsetkych intranetovych aplikaciach ma
uzivatel moznost prihlasit sa v rezime
jedného uzivatela

Spolu
Intranetové aplikacie (%)

0
0%



9. Stratégia a riadenie intranetu

Kritéria Poznamky ~ Body (0-5)
9.1 Pre intranet existuje stbor jasne
zadefinovanych cielov
9.2 Existuje jasna stratégia pre budlci vyvoj
intranetu
9.3 Intranet ma jasného vlastnika a sponzora
9.4 Pre intranet existuje jedno kontaktné
miesto
9.5 Intranetovy tim ma potrebné zrucnosti a
moznosti
9.6 Pre intranet existuje komplexny subor
koncepcii, stratégii a postupov
9.7 Pravidelne sa meria vyuzivanie intranetu
9.8 Pravidelne sa meria vplyv a obchodna
hodnota intranetu
9.9 Pre intranet sa vypracoval komunikacny a
marketingovy plan
9.10 Pre intranet sa zriadila komunita autorov
Spolu 0
Stratégia a riadenie intranetu (%) 0%
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Nastroje pre reviziu intranetu (zhrnutie)

Verzia nastrojov pre reviziu intranetu: 1.1 (marec 2006)

Nazov organizacie/intranetu: {vloZte organizaciu/intranet}
Reviziu uskutoénil: {vliozte svoje meno}
Datum revizie intranetu: {vlozte datum}

1. Domovska stranka intranetu 0%
2. Struktira stranky a navigacia 0%
3. Vyhladavanie 0%
4. Graficka Gprava stranky 0%
5. Obsah intranetu 0%
6. Novinky 0%
7. Zoznam zamestnancov 0%
8. Intranetové aplikacie 0%
9. Stratégia a riadenie intranetu 0%

Tato revizia intranetu sa uskuto&nila pomocou sady néstrojov na reviziu intranetu
(www.IntranetReviewToolkit.org), ktoré poskytuje stbor najlepsich kritérii pre hodnotenie
intranetu. Vysvetlenie jednotlivych kategérii (a kritérii) sa nachadza v plnej wordovskej
verzii alebo na internetovej stranke sady nastrojov pre reviziu intranetu.

Toto dielo ma licenciu Creative Commons
(www.creativecommons.org/licenses/by-nd/2.5/)
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GCCA E-Learning pages - Guide

This guide provides a general overview of the e-learning pages supplied and
shows sample screenshots. There is also a description of the management
pages and an appendix with the contents and folder structures.

Description:
The e-learning pages consist of three sections;

1) A commercial application for the creation of online surveys and
questionnaires. This application is developed in English and while
much can be translated this has not been done as part of the project.

2) A set of bespoke pages for the delivery of basic e-learning content in
form of PowerPoint presentations and online questionnaires created
using the commercial application. There is also a simple database
driven system for updating the list of available e-learning packages and
the customisation of the site navigation.

3) Some basic management pages to control the modules available and
to manage the site navigation and a basic staff directory as an
example.

General Notes:

The navigation on the left side of the page provides links back into the main
Intranet site, the links on the right provide navigation within the e-learning
pages.

The modules page is a simple tabular list containing a description of the
module and a link. The modules are a mix of PowerPoint presentations which
have been exported for web delivery along with some word documents and
HTML pages and questionnaires/surveys.

Please note that exporting presentations for web delivery can sometimes be
compromise their functionality, primarily in terms of animation so where this
had resulted in poor usability the original PowerPoint has been used instead.
This will require that Microsoft PowerPoint, or suitable viewer is installed on
the PC of the person wishing to view it. A suitable viewer can be downloaded
free of charge from Microsoft.

Converted presentations are presented in an inline I-frame. Questionnaires
will open in a popup window.

E- Learning pages — description - Last modified 22 June 2007
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Home Page:

The entry page is informational and looks as below.

£ GETA Intranet - Windows Internet Explorer
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Modules List:

To see the list of available modules click the link on the right hand side called
Modules. To view a module, click on its title.

- e v v

/7 Informum strinky rezortu GKK - Windows (nermet Explorer
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Cetaznk 14 6 2007

Detaznik 14 & 2007
Detaznik 12 6 2007
Worg 27 4.2007
Worc 27 4 2007
Worc 27 4 2007
SN word 27.4.2007

Fowerpoint 27 4 2007
Powerpoint 19. 4 2007
Fowerpaint 18. 4. 2007
HTML 303 2007
Fowerpoint 29.3 2007
Powerpoint  28.3 2007
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Displaying Modules:
Modules will be displayed as follows:

e Questionnaire — in a pop up window

e Word document — Inline — you may need to acknowledge a security
warning before opening the document

e PowerPoint — Inline or as per Word document. Most PowerPoint
presentations will be displayed inline as below.

e HTML - Inline, the same way as most PowerPoint presentations.

Below is an example of a PowerPoint presentation being displayed inline.
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Example of an HTML document being displayed inline
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E-Learning Management pages:
The E-Learning Administration functions allow the manipulation of two areas.

1) Left hand side navigation
2) Modules available for use.

Management Home page

(= GCCA Intrames - Wirndares internet Explarer
qo- e St ) 5 - B A

S5 e ™ GeTa et = GOCA Intranet e E & iirwme ekl Br L3 A

—
Domovsd sranka

2 Informainé stranky rezortu GKK

The page for manipulation of the left side navigation allows the control of links
displayed within each section, e.g. ZB GIS.

(" GLEN Intramet - Windaws Imernes Fxplerer

0 S S heap:/f192.168.20. 11 je-eaming Sl S B B A T S | e
Fia Edt Vew Foortes Tods Hep

W W e Dacames 2 G2 Irtraret x W E e ewee Jrecs- @b L3 £

m,..w Informaéné stranky rezortu GKK

E-vzdeldvanie Evzdetivania

Comorska svana
Tradit1a forma tkolaa 3 cdalaama idord sa naastafiia faaiizovala prostrednichom ultela na'a
prilam prspéechil 53 uvadanym tiakom oci :Zsidveme weiicmand comecoy wiitela 38 dd rychle
ol orait ked su utefia donn), na takdts Tdedana ¢3 méte dostst 03 obmadzany polst fudantey  Mecun
a fngntd claky méZu byt vafks. najma ore i pastavenych pracovakss Elskdncke Skolsria
a sleriraricied zdalivan 3 ponukajs prilsZtest tenowm hednejiie mage.at na wadand taky Ve
Bl va¢ine priceccy pokial alskironicka Zoeidame made poskytnul mvmakE alaba laplie Ayvledky
(zachmana .adomasti prausdzataing lapdis Tuinoh aleta leciis Jroved dedenia problémes 23
movnaka alabs niddie adkiady nel tradid~a foma pdsimania. Sasto prevl praitcrest dedranickeng
=" uzdsidvania 3 jeho schopnest dostal 3a & Jicfiemy pubfiou

|Katalog objektav Kut D Moses.
|Fatagrametria

Vicagrazisant Akadémia ore D) 2deidara

E- Learning pages — description - Last modified 22 June 2007



A4

Edit the navigation

1 - Choose a section you wish to edit then click GO.
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3 - Details for the link will be displayed.

£ GLCM Intraner - Windews Internet Explarer

ﬁl H}E-ﬂ;‘ﬂ._iégﬁlu e A P

. Ovladanie E-vzdeldvanie navigacie euwome
sekcii Coma.se s

IC oosahu 35 Mdoghty

/& $3ming/survave

leginasa

4.8 2007 145028

31.12 2098

4 - Edit details then click Update. NB - The final drop down list contains
options for the action that will occur when the UPDATE button is clicked.

Choose from the drop down list to select what you want to do. Note - to create
a new item, choose the save as new item option.

/= GLTA intranet - Windows Intermet Expiorer

G- 2oz e k. = — S e
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Mazov ==
siboru e ST
verenit L eaa
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Uplynie = .
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Stav
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ginnost

Posiadnd uprza- 1F 32007 112833 32007 Jgofitskonovy dznam |

A confirmation page will be displayed.
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Edit Modules

To edit available modules choose the edit modules option from the
management home page. A list of modules will be displayed. Choose the
module you wish to edit from the list by clicking the edit button

/" GCCA Intramet - Windows lntermet Cxplarer

@ll R R T ——p—— ¥ & x . -

Ocmovexd seanka
Intranat UGKK
Domouskes sharks | E-2imaane  Admn
search Ovladanie medulov elektronického Euzdelivanie
@ vzdeldvania

Dome:3ha avdmea

1on“-n=m ,
Autor aktualizicia Alternativy hizeus

4.5 2007

14.8.2007 (Upmat |
148 2007 | Upwt
27 4 2007 | Upawm

27 4.2007 | Lot

Voraws |

i

27.4.2007 | Lo

27 4.2007 [Upaix)
Strargza dufsvrg

ey o Janet Kite 27 4.2007 [Upmt]
Morvdoa v obdobi zmeny Janet Kyle 19 4 2007 [Upavi

I Wrrimicie s 3 PabaTnin lange g 18 4 9007 [T |

_# S Tneamat B100% -

Details of the module will be displayed. These can be edited. Please note that
the final option determines the action taken when the Update button is clicked.
To create a new entry, choose the save as new record option.

/~ GLLA [wtramet - Windows Infermet Expiorer

G - 2 rein s ekt _rodie 35 i . e i 5-

Fise Edt Vew Foortes Tooh Heb

¥ o' S aameem = GOCA rtranee % Tyt B e aihges Sledss @Dy 3 8-

m Informacné stranky rezortu GKK

*Qvsid Srinkg

ﬁ..
Ovladanie modulov elektronického Evzdaiévanie
vzdeldvania i
Osmgu3kd srarg
D 17 tdgauty
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A confirmation page will be displayed.
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Utilities

A very basic Staff Directory has been provided as an example of a simple
database driven application. This can be found in the /utils subdirectory of the
e-learning section. Please note this section has not been translated into
Slovak due to time constraints.

Staff Directory Home page

G- - Sermmsiem
Fla EX Vew Feortes Tos Hew

E T oy 2 G0 b Sc @ meeome Jhencgr 303 &

25
2

Hsﬁoﬂﬂmmnmmﬂ.w:_oxwmno_.ncmxx

_ ”..S“..m.. UGKK ‘

searen

& Staff Directory

There are two options available:

1) Search
2) Add New Record.

Search:

The search page (shown below) allows searching by Name, Department, Role
or Location. Choose the area you wish to search, enter the search text in the
box and click the Search button.

7 \.H.u Informaéné stranky rezortu GKK

2 € vzdei i
Search Staff Directory e
Semsvea Tavka
New record ©r search for.
Sonama - . -
[ e | Gz
Cazwmsnt =
Locaton
Boa

8122007 UGKK
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Search

If matches are found they will be displayed in a tabular list like the one below.

To view details, click ‘details’. To edit, click the EDIT button.

/= GCCA intranet - Wirndswes Infernes Explorer
q i |3 b2 168301 e leamnghuis/shons_bock_sarchsm v -
Fia EX Vew Foorss Took bep

2 GomA rtraret

E vzdelavanie

Doma-sns susms

Details Page

The details page will look like the one below:

/£~ GLCA Inframes - Windows Intermet Explorer

G - - 2rmiimisniees ] : TR
TR o vew Foes T e R :
|z e 2 aoma et x G dEe ke STk -2 32

E vzdelavania

Staff Directory - Details

7. | David Mercer Domovera suarka

Data Manager Property Price, Commercial

Services taeduly

Land Registry

Room 002

Lincoin's inn Fields : o
London

WC2A 3FH

United Kingcom

Talephone Diract):+4420716843086
Ext:4508

Fax:

Email:david mercan@andregsiry govuk
Personal Home Page:

Scme informaticn about what | do and so on
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Edit Details Page

The edit details page is shown below. Enter the updated information and click
the UPDATE button.

= GECA Intramet - Windows nternet Expiorer
O - = sz e amnhsiishons bock s snipher=1 B IPE = =2 A~

Fie ESt View Fovokes Toos

2 GCCA et « R0 @-Zrm-Sws-@- 00D

Staff Directory - Edit Record

E vzdelavanie -

Semougka srinia
Forename |Cavid
Sumame [Mercar Moty

Orgarisation  LandRegisty _

. Direct Dial
Exension
Email i
Job Description Cass !

Bio Ize

Add New Record

To add a new record, click the “Add new record” link on the staff directory
home page. An input page like the one below will be displayed. Note the Bio
field cannot be entered here but must be edited using the edit function. Enter
‘the details for the entry and click the SAVE button.

/~ GLL Intrane1 - Windows Intermet Explorer

G - 2 woin e m useenrisshons ok oo —_ WbxEs PF

¢ EE e R GTATwEet = GCCA Tnranet « e B m b Crleds- @ K 3 2~

w Informacné stranky rezortu GKK

Deorguska 37a%%a
Intranet UGKK
Cameviid waea . E-zdedane

saarsn Evzdeldvanie

& Staff Directory - Add new record

(2

Dematka strarka

Title [
Forname i
Sumame |
Organisation|
sfip [ |
Location

Room

Direct Dial
Extansion

Email

Job 2 o
Description

Medu

SAVE

A confirmation page will be displayed.
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Appendix

General descriptions

Page construction is using Microsoft ASP (Ver 2) and the page scripting
language is Microsoft Visual Basic. The database containing modules,
navigation etc is Microsoft Access. Pages are constructed of four basic
elements

1) The core page

2) The right hand side navigation panel (/lcommon/includes/)

3) The left hand side navigation panel (/common/includes/)

4) The page footer (/lcommon/includes/)
Page visual style is controlled by style sheets (/common/style/)
The left side navigation is controlled by JavaScript and style sheet
combination. The content within each navigational element is contained in the

database. This content can be managed using the management pages
supplied.

The survey/questionnaire application is a commercial off shelf application.
This application contains its own full documentation.

URLs

E-learning home page <intranet start>/e-learning
E-learning management pages  <intranet start>/e-learning/admin/

Staff Directory <intranet start>/e-learning/utils/

Key Folder structure

/e-learning
/common
f/includes - contains page components
Iscripts - contains java scripts
/data - contains databases
/images - contains images used within the pages
Istyle - contains style sheets used for display control
/admin - contains e-learning management pages
Jutils - contains example staff directory
Imodules - contains e-learning modules
/surveys - contains the commercial survey tool
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Stranky pre e-vzdelavanie v UGKK - Priru¢ka

Tato prirugka poskytuje véeobecny prehlad dodanych stranok pre
elektronické vzdelavanie a ukazuje vzorové obrazovky. Je tu aj opis riadiacich
stranok a priloha so $trukttrou obsahu a zalozZiek.

Opis:
Stranky pre elektronické vzdelavanie pozostévaju z troch Casti:

1) Komeré&na aplikécia pre vytvaranie on-line prieskumov a dotaznikov.
Tato aplikacia je v anglickom jazyku a hoci sa vela déa preloZit, preklad
sa v ramci tohto projektu nerobil.

2) Subor stranok vyrobenych na objednavku pre poskytovanie zakladného
obsahu e-vzdelavania vo forme powerpointovych prezentacii a on-line
dotaznikov vytvorenych pomocou komerénej aplikécie. Je tu aj
jednoduchy databazovy systém pre aktualizaciu zoznamu dostupnych
balikov pre e-vzdelavanie a pre prispésobenie navigacie stranky.

3) Niektoré zakladné stranky pre riadenie dostupnych modulov a riadenie
navigacie stranky a zakladny zoznam zamestnancov ako priklad.

VSeobecné poznamky:

Lava navigaéna lista obsahuje hyperlinkové odkazy spéat na hlavnu
intranetovt stranku, odkazy na pravej strane umoziuji navigaciu na
strankach elektronického vzdelavania.

Strana s modulmi je jednoduchy tabulkovy zoznam, ktory obsahuje opis
modulu a hyperlinkovy odkaz. Moduly sl zmesou powerpointovych
prezentdcii, ktoré sa exportovali na internetovd stranku spolu s niektorymi
wordovskymi dokumentmi, HTML strankami a dotaznikmi/prieskumami.

Vezmite, prosim, na vedomie, Ze pri exportovani prezentacii na internet moze
niekedy déjst k poskodeniu ich funkénosti, najma pokial ide o animaciu, takze
ked sa po exportovani prezentacia neda riadne pouzivat, namiesto toho sa
pouzije pdvodna powerpointové prezentacia. To si bude vyzadovat instalaciu
programu Microsoft PowerPoint alebo vhodného prehliadaca na pocitaci
osoby, ktora si chce prezentaciu pozriet. Vhodny prehliadac sa da zadarmo
stiahnut zo stranky spolo¢nosti Microsoft.

Konvertované prezentacie sa ponukajl v inline iframe. Dotazniky sa otvoria
v pop-up okne.
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Domovska stranka:

Uvodna strana je informa&na a vyzera takto:

/= GLEA Intranat - Windows intermet Explorer

G - Tremmseniom = B [ F] e P
Fia ER Vew Feools Tok ke
$ F. BexAmwe | 26cArmne e £ B ihwee SToke e B AR
2

7z Informainé stranky rezortu GKK

E-vzdelavanie Edelavante

Doma.gkd strinka
13 3 Tdaldania kiord sa natastedia malizesia prostradnicnam sitala mals
ychio
Moty

Zoznam modulov:

Aby ste sa dostali na zoznam dostupnych modulov, kliknite na odkaz na
pravej strane s nazvom Moduly. Ak si chcete prezriet modul, kliknite na jeho
nazov.

7 InformeEmé strénky rezortu GKR - Windows [nterme! Expiorer
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@ & |3

mw Informaéné stranky rezortu GKK

Domevaka srdnea

Intranst UGKK

Dameigea stranka / S-zdgtane - hloouly

searsn Moduly elektronického vzdeldvania € adslavanie

C

Typ ‘.w._m!-nn.!...n-.s Comavaka mranka
Detazk 146 2007
Detazik 14.6 2007 Wty

Cotaznilc 14.9 2007
Nard 27.4 2007
27 42007
2T 4 2007
27 4. 2007
27 4 2007
19.4.2007
18.4.2007
30.3. 2007

Paowerpaint 29.3 2007
Powerogin 28 3.2007

Stranky pre e-vzdelavanie — opis — Posledna uprava 22. juna 2007



Zobrazovanie modulov:
Moduly sa zobrazia nasledujiicim spésobom:

e Dotaznik — v pop-up okne

e Wordovsky dokument — inline — skér ako otvorite dokument, budete
zrejme musiet potvrdit bezpetnostné varovanie

e Powerpoint — inline alebo ako v pripade wordovského dokumentu.
Vagésina powerpointovych prezentacii sa zobrazi inline, ako je to dolu.

e HTML — inline, rovnako ako va&sina powerpointovych prezentacii.

Dolu je uvedeny priklad powerpointovej prezentécie, ktora sa zobrazuje inline.
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Priklad HTML dokumentu zobrazeného inline

m_uw Informagné stranky rezortu GKK
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Stranky pre riadenie e-vzdelavania:
Administrativne funkcie e-vzdelavania umoziuji narabat s dvoma oblastami:

1) Lava navigac¢na lista
2) Moduly dostupné pre pouZivanie.

Ovladanie domovskej stranky

/7 GEEA Intrares. - Windaws [mernes Explarer

a.mt - 2 b1 188,20 e amingiodmn ¢ -
Fe ERX Vew Faota Tock Kep

I5 v I GCCA Inranet Z GECA Irrvanet S 3} Y

H:ﬂowamn:m strénky rezortu GKK

o:En_mzmmmnqm:oxm_mwnqo:dnxm:o
vzdelavania A

Stranka pre narabanie s favou navigaénou listou umozniuje riadit hyperlinkové
odkazy, ktoré sa zobrazuju v kazdej sekcii, napr. ZB GIS.
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Uprava navigacie

1 — Vyberte si sekciu, ktori chcete upravit, a potom kliknite na VYKONAJ.

£ GELA Intranet - Windows Internet Explorer

G - rimmaicemegg b Y74 et || &
| Fle ER Vew Favomes Tods Hep B =
Sl R p—— 2 e - G-8 d@-Zdhe-Slu-G-HL 3L
57 w F
) Informa&né stranky rezortu GKK
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| searcn & Ovladanie I'avej navigacnej listy Eavzdelivanie
| FE
e “ Oemavakd stranka
,,,,,, auly
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2 — Vlyberte si odkaz, ktory chcete upravit, a potom kliknite na VYKONAJ.

/= GLLA [ntyanet - Windaws internet Explorer

@1@,1 = http:/f192.168.20.1 \_content.asp B || e— A -

Fia ER WVew Favorles Took Hep

GivE dmeihems STk @~ L3 L

@ 4 - Beatwast = GCCA Irranet

m Informacéné stranky rezortu GKK

Ovladanie E-vzdelavanie navigacie sekcii  swseimanie
Domeougka stranka

Choesa a ik fitle and click GO to edt | Autor prssiumu ¥ 50|
- Madu!
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3 — Zobrazia sa podrobnosti hyperlinkového odkazu.

* GLCM Intraes - Winduws infermes Explarer

G = - 2 mminie miseamlumion o ssicntsct K-35 o 454 ) 5-
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Ovladanie E-vzdeldvanie navigacie e
mm—Aﬁm m Damessies swdnka

Autor paskumy

J/a-saming/survays)

bgnass |

1462007145028 |

31,12 2083

(e -

4 — Upravte podrobnosti, potom kliknite na VYKONAJ. POZNAMKA —
V poslednom riadku je zoznam &innosti, ktoré sa objavia, ked kliknete na
okienko VYKONAJ.

7 tohto zoznamu &innosti si zvolte, &o chcete robit. Poznamka — ak chcete
vytvorit novy zaznam, vyberte si moznost ,UloZit ako novy zaznam®.
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- = o mm—ﬂn: Comovska stranka
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P E
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b mn“_mo"m,..nan Js-saming/surveys; .
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2volit | zdznam = |_WvRONA
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Uloit zmeny Vymazat

| Posieand ora.a- *2 52007 11.35.33 $2007 UG JoBt ako novi sdznam 2

Done

Zobrazi sa stranka pre potvrdenie pokynu.
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Uprava modulov

Ak chcete upravit dostupné moduly, zvolte si moZnost Upravit moduly na
stranke Ovladania modulov elektronického vzdelavania. Zobrazi sa zoznam
modulov. Vyberte si modul, ktory chcete upravit' kliknutim na okienko Upravit.

/" GECA Intranet - Windaws Intermet Explorer mh_ﬂm
@ T R A ————— ¥ . . -
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mf,_w Informacné strénky rezortu GKK
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searcn Oviadanie modulov elektronickéhe

E vzdeldvania
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c
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ponocy Janet Kyle 27.4 2007 | Vpmw
Monvdcia v obdobi zmeny Janet Kyle 19.4 2007 [Uprawk |

Wrminbedr 2 3 7akazai lanz s 12 4 3007 [Tincwe

Zobrazia sa podrobnosti modulu. Tieto podrobnosti sa daju upravit. Vezmite,
prosim, na vedomie, Ze konecna volba uréuje &innost, ktora sa vykona, ked
kliknite na VYKONAJ. Ak chcete vytvorit novy zaznam, zvolte si moznost

,Ulozit ako novy zaznam".
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Zobrazi sa strana pre potvrdenie pokynu.
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Podporné stranky

Ako priklad jednoduchej databazovej aplikacie sa v programe uvadza
zakladny zoznam zamestnancov. Mozno ho néjst v podzozname /utils sekcie
venovanej elektronickému vzdelavaniu. Vezmite, prosim, na vedomie, Ze tato
sekcia sa z dévodu nedostatku &asu neprekladala do slovenského jazyka.

Domovska stranka zoznamu zamestnancov
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\lwu Informaéné stranky rezortu GKK

Staff Directory

K dispozicii si dve moznosti:

1) Vyhladavanie
2) Pridanie nového zaznamu.

Vyhladavanie:
Vyhladavacia strana (uvedena dolu) umoziuje vyhladavat podla mena,

odboru, postavenia alebo miesta. Vyberte si oblast, v ktorej chcete
vyhladavat, zadajte text pre vyhladavanie a kliknite na VYHLUADAVANIE.

[T T e ————— 17
Fia E& Vew Foodes Toi Heo

7 % |2 T e g T meotem- STk 8- L4 2

m Informacéné stranky rezortu GKK
Jerr= =gl
Iniranst hn.&...

Search Staff Directory

Hewrecara

= =
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Vyhladavanie

Ak pogita& najde zhodu, informacie sa zobrazia v tabulkovom zozname tak,
ako to vidno na priklade dolu. Ak si chcete prezriet podrobnosti, kliknite na
‘podrobnosti’. Ak chcete robit Gpravy, kliknite na UPRAVIT.

/¥ GEIA intramet - Windsws kntermes Expiorer ==
q = | 2 hetpf192.168.30. 1 feeaminghuisiphons book searchasp — B> p = d ‘n

el L = aca e : -8B @i

w Informaé&né stranky rezortu GKK

$earch w5t ‘ol gwitg matcoey had funy.

Tre bean = .
Mame ‘LocationExt Direct Dia Opticns aaee—
Cavig MercerHead  A5081-42207 1864303 Detads EDT e
Office | e o adas
Wezuly

Strana s podrobnostami

Strana s podrobnostami bude vyzerat ako dolu uvedena strana:

/= GLEN Intranet - Windows Imermet Explarer

G - 2remsismniees et syt ) : W= &
\Mi\ Edt WVew Favortes Toos Hep
= GITA nbwnet 2 GICA Intraret 1 Ty B ommvohees Dok B R3E-

Y BC

% Informaéné stranky rezortu GKK

. . Evzdelavani
Staff Directory - Details R
David Mercer Domarska sirarka
Data Manager Froperty Prics, Commercial
Services Merduiy

Land Registry
Room 002
Lincoin's inn Fieics
Lengon

WC24 3PH
Umited Kingcom

Telsphane [Diract):+24207 1864506
Ext-4506

Fax:

Email:davia mercer@iandregisTy. gov.uk
Persanal Home Page:

Some information about what | do anc so on

uu"y.n: derwa- 15.3.2007 1237 30| 52007 JGKK
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Uprava strany s podrobnost'ami

Dolu je uvedena strana, na ktorej mozno upravovat podrobnosti. Zapiste
aktualne informacie a kliknite na AKTUALIZOVAT.

|~ CCCA intramet - Windaws interet Explorer
AlW 3 hemif192.163.20. 11je-leaming).tisiphone bock_sdk asoTphey=1 4= . = -
Fie EX Vew Frortes Tods e

™ |l .-RQ_E__! = GCCA Intranat W P

@l Staff Directory - Edit Record

[saaren
|

Forename
Sumame
Organisation
Locauon
Room
Direct Dral
Estansion
Ema
Job Tescriotio

Big

CFoATE

osigond Uprava - 15 4 2007 1421 23| €2007 UGKK

& P — 2 Jux St S u

Pridanie nového zaznamu

Ak chcete pridat novy zaznam, kliknite na ,Pridat novy zdznam" na stranke
zoznamu zamestnancov. Zobrazi sa dolu uvedena stranka. V8imnite si, Ze do
policka s osobnymi Gidajmi nemozno vojst, ale treba ho upravit pomocou
funkcie UPRAVIT. Zadajte podrobnosti zaznamu a kliknite na ULOZIT.

|/~ GCIA Intranet - Windows internet Explorer
ml + 3 hwditon 16020 1 Uemamnghctsizhons ook ot am R . A |

Fie E& View Favortes Tools Hep
B ZC - 2GCTATowet 2 GCCA Inbranet Wt meeoioPages Clods - @ EY LD 2.

\l,w Informacné stranky rezortu GKK

Dormeovsaa sraKa

==:.5w" Lﬂax

Staff Directory - Add new record Resinge

Comuo.zu3 strarka

Title

Forname

Surmame

Organisation| _ |
Staff D

Location

Room

Diract Dial

Extension

Email

Job
Description

Zobrazi sa strana pre potvrdenie pokynu.
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Priloha
VsSeobecny opis

Pri tvorbe stranky sa pouziva Microsoft ASP (Ver 2) a na spracovanie textu sa
pouZiva jazyk Microsoft Visual Basic. Databaza obsahujica moduly,
navigaciu, atd. je Microsoft Access. Strany pozostavaju zo $tyroch zakladnych
prvkov:

1) Zakladna strana

2) Prava navigacna lista (/commonl/includes/)
3) Lava navigacna lista (/common/includes/)
4) Dolné textoveé zahlavie (/common/includes/)

Vizualnu stranku riadia $tyly dokumentu (/fcommon/style/)
Lav(l navigaénu listu riadi JavaScript spolu so $tylom dokumentu. Obsahu

kazdého navigaéného prvku sa nachadza v databaze. Tento obsah sa da
riadit pomocou dodanych riadiacich stranok.

Prieskumy/dotazniky st tandardnou komerénou aplikéciou. Tato aplikacia
obsahuje svoju vlastnt GplnG dokumentaciu.

Internetové adresy

Domovska stranka e-vzdelavania <intranet start>/e-learning
Riadiace stranky e-vzdelavania <intranet start>/e-learning/admin/
Zoznam zamestnancov <intranet start>/e-learning/utils/

Hlavna struktura zaloziek

/e-learning

/common

fincludes - obsahuje komponenty strany

Iscripts - obsahuje java script

/data - obsahuje databazy

/images - obsahuje obrazky pouzité na strankach

Istyle - obsahuije $tyly pre riadenie zobrazenia
/admin - obsahuje riadiace stranky e-vzdelavania
Jutils - obsahuje vzorovy zoznam zamestnancov
/modules - obsahuje moduly e-vzdelavania
Isurveys - obsahuje komer&ny prieskumny néstroj
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Twinning Light Project: Annex C — Customer
Relations Management Strategy

Project Title: Strengthening the Efficiency of
Cadastral Services

Twinning Partners: The United Kingdom,
represented by Registers of Scotland and the
Slovak Republic, represented by the
Geodesy, Cartography and Cadastre
Authority

Twinning Light Contract No: 200401676408-
0101-0004

Date: 8 October 2007

Zjednoduseny twinningovy projekt:

Nazov projektu: Posilnenie efektivnosti
katastralnych sluzieb

Twinningovi partneri: Spojené kralovstvo
zastiipené Skotskymi registrami a Slovenska
republika zastipena Uradom geodézie,
kartografie a katastra

Zmluva na zjednodus$eny twinningovy projekt c.:
200401676408-0101-0004

Datum: 8. oktober 2007
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REGIS‘!’ERS OF SCOTLAND c‘s
200401676408-0101-0004 Executive Agency .
Information about Scotland's land & property
1. Introduction 1. Uvod

The aim of the Twinning Light Project is to provide support and
assistance to the Slovak Geodesy, Cartography and Cadastre
Authority (GCCA) in relation to their objective to ensure simplified,
accelerated and safe online administrative services and cadastral
services for citizens, enterprises and national and regional
authorities. Specifically, the UK Twinning Team, led by Registers of
Scotland, the land registration organisation for Scotland, will support
the GCCA with its aim of attaining a well-trained body of staff that will
be able to apply administrative procedures with a high degree of
efficiency and thus ensure the delivery of high quality services to the
public.

2. Context

The Twinning Light Project contained a number of Information
Campaign activities, as defined in the Twinning Light Contract for
Strengthening the Efficiency of Cadastral Services Number
200401676408-0101-0004. However, as noted in the Start Up
Report, dated 9 February 2007, it was not possible to proceed with
the Information Campaign activities as originally planned due to
delays with the implementation of the Electronic Registry project.

This Customer Relations Management (CRM) Strategy was
proposed, therefore, in the Start Up Report as an alternative to some
of the Information Campaign activities. The report will support the
GCCA with the development of a strategy for general customer
relations management and marketing issues, such as customer
evaluation, liaison with the media and service development, thereby
helping them with the delivery of an information campaign at an
appropriate stage in the development of their Electronic Registry.

Cielom twinningového projektu je poskytnut podporu a pomoc
slovenskému Uradu geodézie, kartografie a katastra (UGKK) pri
napifani ciela, ktorym je zabezpeéenie zjednodusenych, zrychlenych
a bezpe&nych on-line administrativnych sluzieb a katastralnych
sluzieb pre ob&anov, podniky, celostatne a regionalne organy.
Predovéetkym twinningovy tim zo Spojeného kralovstva, vedeny
Skotskymi  registrami, organizaciou pre registraciu pozemkov
v Skotsku, podpori UGKK pri napliftani ciela vybudovat vzdelany
kolektiv pracovnikov, ktori budi schopni velmi efektivne uplatfiovat
administrativne postupy, a tym zabezpecit poskytovanie velmi
kvalitnych sluZieb verejnosti.

2. Suvislosti

Zjednoduseny twinningovy projekt obsahoval niekolko informacnych
kampani, ktoré vyplyvaju zo zmluvy na Zjednoduseny twinningovy
projekt pre posilnenie efektivnosti katastralnych sluzieb ¢&.
200401676408-0101-0004. Ako sa viak uvadzalo v Uvodnej sprave
z 9. februara 2007, informaéné kampane sa nedali uskuto¢nit' tak,
ako boli pévodne naplanované, zdévodu oneskorenia realizacie
projektu elektronickej podatelne.

Preto sa Uvodnej sprave navrhla tato stratégia riadenia vztahov so
zakaznikmi (RVZ) ako alternativa k viacerym aktivitim suvisiacim
s informaénymi kamparnami. Sprava podpori UGKK pri vypracuvani
stratégie pre vseobecné otazky tykajice sa riadenia vztahov so
zakaznikmi a marketingu, ako je hodnotenie zakaznikov, vztahy
s masovokomunikadnymi prostriedkami a rozvoj sluzieb, pritom
pomoze UGKK pri realizacii informaénej kampane na primeranom
stupni rozvoja elektronickej podatelne.
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3. Why is a CRM Strategy required? 3. Preco treba stratégiu RVZ?
The development of new ways of working and the “e” agenda will Vyvoj novych spdsobov prace a .elektronicka“ agenda znacne

bring considerable changes to the GCCA's interaction with all
customers and stakeholders. For change to be introduced smoothly
and effectively, it is important to find ways to engage, seek views and
influence customer opinion. If this is not done then there is the risk
that changes will not be fit for purpose or that they will be opposed in
some way. This will result in the poor implementation of
organisational change and damage to the GCCA's reputation.

The demands on all public bodies to be responsive to customers and
to provide an excellent and efficient service are growing. The
improvements in technology and the growing affluence and
knowledge of the customer base all provide pressure for
improvements in customer care, from the face to face service, to the
time and quality of the whole registration process.

Given the complexity and geographical distribution of the GCCA, it
would be beneficial for a short strategy to be prepared, so that the
organisation can set customer objectives and goals in a consistent
and transparent manner, and so that this direction can be understood
by all staff. This strategy should be the roadmap for the future
direction of the organisation. Improvements can be made without
such a strategy but they are likely to result in inconsistency, loss of
direction and conflicting actions unless there are clear directions,
understood by all.

This document sets out some suggestions for the development and
content of a Customer Relations Management Strategy for the
GCCA.

4. Overall Responsibility

Ideally a CRM team should be established within the GCCA to take
forward the development of the strategy and to promote ongoing
CRM activities within the organisation. This should include

zmenia spdsob komunikacie a spoluprace UGKK so vsetkymi
zakaznikmi a zainteresovanymi stranami. Aby sa zmena zaviedla
hladko a U&inne, treba najst spdsob, ako sa zaangazovat, ziskavat
nazory a ovplyviiovat mienku zakaznikov. Ak sa to neurobi, je tu
riziko, Ze zmeny nebudud vyhovovat svojmu Ucelu, alebo Ze si budu
nejakym spdsobom navzajom odporovat. To povedie k nespravnej
realizacii organizaénych zmien a poskodeniu reputacie UGKK.

Stale rastu poziadavky na vsetky verejné organy, aby reagovali na
potreby zakaznikov a poskytovali vynikajuce a ucinné sluzby.
Zlep$enie technologii a rastiice mnozstvo a vedomosti zakaznikov
vytvaraju tlak na zlepsenie starostlivosti o zakaznikov, od osobného
kontaktu, az po ¢as a kvalitu celého registracného procesu.

Vzhladom na zloZitost a geografické rozlozenie UGKK by bolo
vhodné pripravit' kratku stratégiu, aby si organizacia mohla désledne
a transparentne stanovit zakaznicke ciele azamery aaby vsetci
zamestnanci pochopili zameranie organizacie. Tato stratégia by mala
byt cestovnou mapou pre budtice smerovanie organizacie. ZlepSenia
sa daju urobit aj bez takejto stratégie, ale ich vysledkom bude
pravdepodobne nekonzistentnost, strata orientacie a vzéjomne
nezluéitelné é&innosti, pokial nebudl existovat jasné usmernenia,
ktorym budu rozumiet' vSetci.

Tento dokument pontka niekolko navrhov pre vypracovanie a obsah
Stratégie riadenia vztahov so zakaznikmi pre UGKK.

4. Celkova zodpovednost’

Bolo by idealne, keby sa v UGKK vytvoril tim pre RVZ, ktory by
vypracoval stratégiu a podporoval aktivity prebiehajuce v oblasti RVZ
v ramci organizacie. Clenmi timu by mali byt odbornici zo Sprav
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membership at the regional or district level, to ensure that regional
variances are accounted for and that the strategy is developed
across the organisation. Overall, however, the development of the
strategy and the implementation of key strategy activities should be
managed centrally to ensure consistency of approach across the
organisation.

5. Strategy Content

It is suggested that the GCCA’'s CRM Strategy should contain the
following key items:

5.1 Objectives and Targets

The GCCA's overall objectives and targets should be described
within the Strategy, and those targets which impact on customer
relations management should be highlighted. In addition, more
specific CRM objectives and targets should be developed and
defined.

These should include, for example, statements about the length of
time and quality aspirations of the GCCA's key activities and
processes, and the time to be taken to respond to personal, written
and verbal enquiries. They should also include statements on the
GCCA’s aims in relation to stakeholder engagement, promoting
citizen awareness, and developing and promoting new and improved
services in line with customer needs. This would include objectives in
relation to e-communication channels and e-services.

The objectives and targets defined in the Strategy should cover key
areas that are broadly measurable. In this way, the expectations and
responsibilities of customers and staff can be managed.

Overall objectives should be reviewed yearly, while more specific
objectives should be reviewed on a quarterly basis. Performance
against targets should be monitored on at least a quarterly basis, so

katastra alebo Katastralnych uradov, aby sa zaistilo zohladnenie
rozdielov medzi jednotlivymi krajmi a vypracovanie stratégie pre celu
organizaciu. Vypracovanie stratégie arealizacia  kltucovych
strategickych &innosti by sa véak mali riadit' centrélne, aby sa zaistila
konzistentnost pristupu v celej organizacii.

5. Obsah stratégie

Navrhuje sa, aby Stratégia RVZ v UGKK obsahovala nasledujlice
hlavné polozky:

5.1

V Stratégii treba opisat celkové ciele azamery UGKK atreba
vyzdvihnat tie zédmery, ktoré majd vplyv na riadenie vztahov so

Ciele a zamery

zékaznikmi. Okrem toho treba vypracovat a zadefinovat
konkrétnejSie ciele azamery voblasti riadenia vztahov so
zakaznikmi.

Tieto by napriklad mali obsahovat vyhlasenia o dizke &asovych
a kvalitativnych cielov kltcovych aktivit a procesov UGKK, ako aj ¢as
potrebny na reakciu na osobné, pisomné a ustne otazky. Mali by
obsahovat aj vyhlasenia tykajuce sa cielov UGKK v oblasti
zaangaovanosti zainteresovanych stran, podpory informovanosti
verejnosti a tvorby a podpory novych a zlep$enych sluZieb v stlade
s potrebami zakaznikov. To by =zahffialo ciele tykajice sa
elektronickych komunikag&nych kanalov a elektronickych sluZieb.

Ciele azamery zadefinované v Stratégii by mali zahffiat kfucove
oblasti, ktoré sa v znaénej miere daju merat. Takymto spésobom sa
daju riadit o&akavania a zodpovednosti zakaznikov a zamestnancov.

Plnenie celkovych cielov by sa malo kontrolovat raz rocne, zatial' Co
plnenie konkrétnejsich ciefov by sa malo kontrolovat kazdy Stvrtrok.
Viysledky by sa mali porovnavat' so zamermi aspon raz za Stvrtrok,
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that shortfalls can be identified and managed.

5.2 Stakeholder Engagement

The Strategy should support customers in each major aspect of the
GCCA's operations, and should include a definition of and a short
section on each of the principal groups of customers, for example:

Citizens

Surveyors

Municipalities

Notaries

Executors

Financial Sector, e.g. mortgage lenders
Private Sector

Government Bodies

Internal customers, etc

The strategy should state why and how it is intended to engage with
each group. While there will be overlaps in the provision of services
between these groups, understanding the specific profile of each
type of customer will ensure the development of a comprehensive
CRM Strategy that reflects the need of all customers.

In addition, in its approach to stakeholder engagement, the CRM
Strategy should be flexible to allow it to support new and changing
customer needs.

Consideration should also be given, if the GCCA does not have one
already, to the development of a central CRM database software
solution to enable the GCCA to maintain key customer details and
contacts for account management, market research, feedback,
service provision, etc. This is a very useful tool in engaging with
stakeholders, and could be accessed by a range of users within the
GCCA. A key issue to be taken into account in the development of
such a database is data protection legislation, and the GCCA would

aby sa zistili nedostatky a hned' aj riesili.

5.2 Zapojenie zainteresovanych stran

Stratégia by mala podporit zakaznikov v kazdom hlavnom aspekte
ginnosti UGKK amala by obsahovat definiciu a kratky odsek
o kazdej z hlavnych skupin zakaznikov, napriklad:

Obcania

Geodeti

Obecné urady

Notari

Exekutori

Finanény sektor, napr. hypotekarne banky
Sukromny sektor

Vladne organy

Interni zakaznici, atd.

Stratégia by mala uvadzat pre¢o a ako sa bude zaoberat' kazdou
skupinou. KedZe pri poskytovani sluZieb tymto skupinam bude
dochadzat k prekryvaniu, bude potrebné pochopit konkrétny profil

kazdého typu =zakaznika, aby sa zabezpeCilo vypracovanie
komplexnej Stratégie RVZ, ktora odraza potreby vSetkych
zakaznikov.

Okrem toho by Stratégia RVZ mala byt flexibilna vo svojom pristupe
k zainteresovanym stranam, aby mohla podporovat nové a meniace
sa potreby zakaznikov.

Ak UGKK zatial nema softvérové riedenie centralnej databazy pre
RVZ, treba zvazit zavedenie tejto databazy, pretoze umozni UGKK
uchovavat podrobnosti o kltugovych zakaznikoch a kontaktné Udaje
pre uéely starostlivosti o klti¢ovych zakaznikov, ako aj podrobnosti o
prieskume trhu, spatnej vazbe, poskytovanych sluzbach, atd. Toto je
velmi uZitoény nastroj pre zapéajanie zainteresovanych stran a mala
by k nemu pristup cela Skala uzivatelov v UGKK. Velmi délezitym
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need to take steps to ensure that the CRM database was data
protection compliant.

Brief suggestions for stakeholder engagement in relation to the
stakeholder groups are provided in sections 5.2.1 and 5.2.2 below.
Similar methods can be adapted and used to promote engagement
across the range of different stakeholders:

5.2.1 Citizens

Citizens are the people for whom the system is ultimately designed to
benefit. They therefore require knowledge of and confidence in the
system that registers their title to property. They need to understand
the process, how to access it and what to do if they have any
questions or problems. They quite often need reassurance that their
title is safe and protected, particularly when advances in technology
mean that registrations can be created, processed, stored and
accessed electronically. The expectations of citizens need to be
managed so that they do not put too much pressure on GCCA staff,
for example citizens also need to know broadly how long their
application/enquiry will take to be answered so that they are not
constantly chasing up this information.

It is of course impossible to consult with all citizens. However, basic
information can be prepared in leaflet or similar format to be
distributed as required. In addition, posters, display boards, etc can
be used to provide information and show how the process works in
offices across the country. Some articles in local newspapers could
also be considered. The GCCA has already made advances in this
area, but the tasks and responsibilities of this particular CRM activity
need to be further defined and consolidated within the strategy,
particularly in relation to ongoing updates and improvements, and in
relation to identifying and collating appropriate information for
inclusion in the GCCA's publication portfolio.

aspektom, ktory treba vziat' do tvahy pri tvorbe takejto databazy, su
zakony na ochranu osobnych tdajov a UGKK by musel urobit’ kroky,
aby zaistil, Ze databaza RVZ bude v stlade s tymito zakonmi.

V kapitolach 5.2.1 a5.2.2 st uvedené strucné navrhy tykajuce sa
zapojenia zainteresovanych skupin. Podobné metody sa daju
prispdsobit a pouZit na podporu zapojenia celej $kaly réznych
zainteresovanych stran.

5.2.1 Obcania

Obéania su ludia, ktori by v koneénom désledku mali tazit' z tohto
systému. Preto vyZzaduju znalosti o systéme, ktory registruje ich
vlastnicke prava k nehnutelnostiam achct mat istotu, Ze je
spolahlivy. Potrebuji rozumiet procesu, vediet, ako sa dostanu do
systému a o robit, ked maju otdzky alebo problémy. Casto sa
potrebujl uistit, Ze ich vlastnicke prava su v bezpeéi a chranené,
predovietkym, ked technicky pokrok znamena, Ze vlastnicke prava
sa daju registrovat, spracovavat, ukladat a spristupfiovat
elektronicky. Treba riesit oakavania obcanov tak, aby nevyvijali
privelky tlak na zamestnancov UGKK. Napriklad obcania Casto
potrebuj vediet, ako dlho bude trvat, kym sa ich Ziadost spracuje,
alebo dostant odpoved na svoju otazku, aby nemuseli ustaviéne
nahanat tato informaciu.

Samozrejme, neda sa konzultovat o tychto veciach so vsetkymi
ob&anmi. Zakladné informacie sa viak daju pripravit vo forme letaka
alebo nieéoho podobného, ktory sa bude rozdavat' podla potreby.
Okrem toho mozno na poskytovanie informacii pouzit plagaty,
nastenky, atd., a mozno tam ukazat, ako proces funguje v réznych
tradoch a spravach v celej krajine. Urad by mohol zvazit' aj nejaké
glanky v miestnych novinach. UGKK uZ dosiahol pokrok v tejto
oblasti, ale Ulohy a zodpovednosti v ramci tejto konkrétnej cinnosti
RVZ treba dalej zadefinovat a posilnit vramci stratégie, najma
vzhladom na prebiehajlce aktualizacie a zlepSenia a vzhladom na
identifikaciu a zber primeranych informacii, ktoré sa zaradia do
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For Registers of Scotland, the Internet is now one of the key first
points of contact for all customers. A wealth of information is
available about procedures and services provided. This website is
reviewed on an ongoing basis, and there is a key point of contact
with responsibility for its update. Again, the GCCA has made
advances in relation to the improvement and development of its
website, but tasks and responsibilities need to be further defined,
particularly in light of the GCCA's ongoing Electronic Registry
development.

The GCCA may also wish to consider providing computer terminals
with access to the GCCA website available within the offices that
deal with members of the public. This would allow wider access to
information about the GCCA and access to their developing e-
services. See also section 5.4 below on Communication and
Information Channels.

Customer surveys and questionnaires should be conducted in order
to gauge customer satisfaction and highlight areas for improvement.
Customer feedback forms are easy to develop, and can be made
available in GCCA offices and on the website. It is recommended
that the forms are directed to a central or regional contact point so
that feedback is treated in a fair and unbiased manner.

The development of a Complaints Policy is also a useful tool when
engaging with the general public. It defines the steps they should
take if they have a complaint. Please see section 5.6 below which
outlines recommendations for a Staff and Customer Charter.

The CRM Strategy should define and elaborate appropriate channels
for interacting with this customer group.
5.2.2 Other Stakeholders

Some examples of the GCCA’s customers taken from the list above
are described in greater detail below, together with some proposals

publikaéného portfélia UGKK.

Internet je teraz pre Skoétske registre jednym z hlavnych prvych
kontaktnych miest pre vsetkych zakaznikov. Tu je k dispozicii
mnozstvo informacii o postupoch a poskytovanych sluzbach. Tato
internetova stranka sa pravidelne reviduje a Urad ma aj kontaktné
miesto zodpovedné za jej aktualizaciu. UGKK opat dosiahol pokrok
pri vyvoji a zlepSovani svojej internetovej stranky, ale treba este dalej
zadefinovat' tlohy a zodpovednosti vzhladom na prebiehajuci projekt
elektronickej podatelne UGKK.

UGKK bude mozno chciet zvazit poskytnutie pristupu na internetov
stranku UGKK na poéitatoch v jednotlivych tradoch a spravach,
ktoré st v priamom kontakte s ob&anmi. Tym by sa poskytol
rozsiahlej$i pristup k informaciam o UGKK a pristup k rozvijajtcim sa
elektronlckym sluzbam UGKK. V tomto ohlade si pozrite aj kapitolu
5.4 venovant Komunikaénym a informaénym kanalom.

Na hodnotenie spokojnosti zakaznikov a poukazanie na oblasti, ktoré
treba zlepsit, by sa mali robit dotazniky a prieskumy zakaznickej
spokojnosti. Je fahké vytvorit' formulare pre spatni vazbu zakaznikov
a mozno ich spristupnit’ v tradoch a spravach, ako aj na internetovej
stranke UGKK. Odporuéa sa, aby sa formulare posielali na UGKK
alebo na Katastralne trady, aby sa spatna véazba hodnotila nestranne
a nezaujato.

Pri praci s verejnostou je uzitoénym nastrojom aj politika pre riesenie
staznosti. Definuje, o maju ob&ania urobit, ked sa chcu stazovat.
Pozrite si kapitolu 5.8, v ktorej najdete odporicania tykajuce sa
charty zakaznika a charty zamestnanca.

Stratégia RVZ by mala zadefinovat' a rozpracovat primerané kanaly
pre spolupracu s touto skupinou zakaznikov.

5.2.2 Ostatné zainteresované strany

Niektoré typy zakaznikov UGKK z hore uvedeného zoznamu st
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for engaging with such stakeholder groups.

Surveyors in the private sector cooperate actively with branches of
the GCCA. The district registries, as the local administration bodies,
are responsible for controlling the geodetic and cartographic works
done by surveyors from the private sector, which are then entered
into the cadastral registry. Another area of cooperation is in relation
to land title consolidation, which is also entered into the registry.
Through these activities, surveyors contribute to improving cadastral
data quality. For this reason, it is important for the GCCA to build
upon their links with this stakeholder group. This can be done by, for
example, involving the Chamber of surveyors and cartographers in
the updating of legal and technical regulations in the field of geodesy
and cadastre, thus using their experience and knowledge of the most
up-to-date technologies of surveying and processing, and
accelerating the preparation of the data for e-government.

Municipalities are important partners of the GCCA in the field of
cadastral data updating, managing cadastral procedures and the
procedure of land title consolidation. The GCCA's branch offices
regularly provide data to the municipalities for defining taxation
requirements, supporting a number of decision making activities, and
other purposes. For this reason, it is important to engage with this
stakeholder group and to understand their expectations and opinions.

Notaries have been chosen as another example of a potential
stakeholder group to be included in the Strategy. The UK Twinning
Team considers that Notary organisations, along with other major
stakeholders such as surveyors and the financial sector, could play
an important role in the development of the GCCA's services,
particularly in relation to e-services. It is recommended, therefore,
that the GCCA consults and interacts regularly with this stakeholder
group, as well as other stakeholder groups identified by the GCCA in
their CRM Strategy.

opisané omnoho podrobnejsie v dalsom texte, spolu s navrhmi, ako
mozno spolupracovat s takymi skupinami zainteresovanych stran.

Geodeti zo sukromného sektoru aktivne  spolupracuju
s pracoviskami UGKK. Spravy katastra dohliadaju ako organy
miestnej samospravy na geodetické a kartografické prace geodetov
zo sukromného sektoru, ktoré sa potom zavkladuju do katastra.
Dalgia oblast spoluprace suvisi s registrom obnovenej evidencie
pozemkov, ktory sa tiez zapisuje do katastra. Tymito ¢innostami
geodeti prispievaju k zlepSeniu kvality katastralnych udajov. Z tohto
dévodu je pre UGKK ddlezité prehlbovat vazby s touto skupinou. To
moze urobit napriklad zapojenim Komory geodetov a kartografov do
aktualizacie pravnych atechnickych noriem v oblasti geodézie
a kartografie, &im vyuzZije ich skdsenosti a znalosti o najmodernejsich
metédach zameriavania a spracovavania udajov a urychli pripravu
Udajov pre elektronicku viadu.

Obecné urady su dolezitymi partnermi UGKK v oblasti aktualizacie
katastralnych Udajov, riadenia katastralnych postupov a registra
obnovenej evidencie pozemkov. Katastraine trady a Spravy katastra
pravidelne poskytuju udaje obecnym uradom pre Ucely vypoctu dani,
podpory rozhodovacich procesov a pre iné Ucely. Z tohto dévodu je
délezité spolupracovat s touto skupinou a pochopit jej ocakavania
a nazory.

Notari sa vybrali ako dalsi typ potencialnej zainteresovanej strany,
ktora sa ma zapojit do Stratégie. Twinningovy tim zo Spojeného
kralovstva sa domnieva, e notarske organizacie by spolu s inymi
vyznamnymi aktérmi, ako su geodeti a financny sektor, mohli hrat
délezitd ulohu pri rozvoji sluZieb UGKK, najma v suvislosti
s elektronickymi sluZzbami. Preto sa odportca, aby UGKK pravidelne
konzultoval a spolupracoval s touto skupinou, ako aj s ostatnymi
zainteresovanymi stranami, ktoré UGKK identifikoval vo svojej
Stratégii RVZ.
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All of the above stakeholder groups can be consulted through regular
meetings of professional groups, individual visits where required and
general professional briefing sessions. Feedback from such
consultations can be useful to the GCCA to support their
development of new services and procedures. If stakeholders are
involved in ongoing developments, then they are more likely to
support and embrace any new services and procedural changes, and
to promote understanding among the citizens with whom they
interact. They should be made aware of the level of service
standards to be expected, and kept well-informed about new
developments.

In addition, general questionnaires can be issued to stakeholders to
elicit opinion and get feedback on service provision. The feedback
can be used to improve existing services and develop new services.

As access to internet services improves, using the GCCA website is
also a good way to maintain a flow of information, provided it is
regularly updated and user-friendly.

The CRM Strategy should define and elaborate appropriate channels
for interacting with all stakeholder groups.

5.4 Market Research

In addition to knowing how and why an organisation wants to interact
with customers, research into general topics can prove helpful and
avoid costly mistakes, even in a monopoly market. Aims and
objectives checked out with stakeholders can inform realistic targets
for processing customers’ applications and developing new services.
Similarly, knowledge of the technological readiness of customers can
be vital in the timing of the delivery of “e” services.

Another aspect of market research is that of feedback about the
quality of the customer experience. The strengths and weaknesses

So vsetkymi uvedenymi zainteresovanymi stranami sa da radit na
pravidelnych stretnutiach profesionalnych zdruZeni, individualnych
navétevach ana vSeobecnych informaénych seminaroch pre
uvedené profesie. Spatna vazba ztakychto konzultacii moze byt
uzitoéna pre UGKK amoze pomdct pri vyvoji novych sluZieb
a postupov. Ak sa do vyvoja jednotlivych sluZieb a postupov zapoja aj
zainteresované strany, je pravdepodobnejsie, Ze podporia a prijmu
nové sluzby a zmeny postupov a Ze prispeju k porozumeniu medzi
ob&anmi, s ktorymi prichadzaju do kontaktu. Treba ich informovat
o Urovni sluZieb, ktorG mozno ocakavat atreba ich pravidelne
informovat’ aj o dal$ich zmenach a pokroku.

Okrem toho moZno zainteresovanym stranam rozdat vSeobecné
dotazniky, aby sa zistil ich nazor aziskala spatna véazba na
poskytované sluzby. Spatnt vazbu mozno vyuZit na zlepSenie
existujucich sluzieb a vytvorenie novych sluZieb.

Ako sa zlepSuje pristup kinternetovym sluzbam, aj pouzivanie
internetovej stranky UGKK je dobrym spésobom na zachovanie toku
informacii, za predpokladu, Ze sa pravidelne aktualizuje ada sa
lahko pouzivat.

Stratégia RVZ by mala zadefinovat a rozpracovat' primerané kanaly
na spolupracu so vietkymi skupinami zainteresovanych stran.

5.3 Prieskum trhu

Okrem poznania, ako a preéo chce organizacia spolupdsobit so
zakaznikmi, modZe prieskum vSeobecnych tém poméct a zabranit
drahym omylom, dokonca aj na monopolnom trhu. Ak sa ciele
azamery overia u zainteresovanych stran, mézu sa stanovit
realistické ciele pre ,spracovanie Ziadosti zakaznikov® a tvorbu
novych sluzieb. Podobne aj znalost technickej gramotnosti
zakaznikov moze byt velmi uZitoéna pri nacasovani spustenia ,e*
sluzieb.

Dalsim aspektom prieskumu trhu je spatna vazba o kvalite
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of service identified are valuable starting points for the development
of the targets and objectives as described above. In addition, this
research can provide valuable insight into the improvement activities
for different offices. This information can provide the basis for the
development of a plan to improve matters which is integrated with the
CRM Strategy.

5.4 Communication and Information Channels

The strategy needs to define and develop the use of communication
channels in an e-enabled world. The use of the Internet and Intranet
have revolutionised the ability and possibility for instant
communication anywhere in the world. Websites can provide a fast
and cost effective way to reduce the face to face visits for less
complex issues, e.g. a Frequently Asked Questions page;
information leaflets available online; application forms available
online.

Websites can also be an effective medium for the dissemination of
information and to provide key contact information. Website design
should therefore develop to provide a user-friendly interface with a
suitable search engine so that citizens can use the site effectively.

As noted in section 5.2.2 above, the strategy document should
include a statement of this intent and a target set so as to allow
progress to be monitored. This should include the responsibilities,
up-dating and measurement of hits, together with an indication of a
target for future years. The whole area of Intranet/Internet
development is such an important topic that it is perhaps best dealt
with in a separate e-Communication Strategy, with links to the CRM
Strategy in relation to customer liaison. The whole issue of access to
Internet/Intranet and e-mail within the GCCA also needs to be further
addressed as part of any e-Communication Strategy.

In addition to the above, it is helpful to have a written statement
about what will be answered verbally, by letter and by email so that

sklsenosti zakaznikov. Zistené silné aslabé stranky sluzieb su
cennymi vychodiskami pre stanovenie cieflov azamerov v sulade
s predchadzajlcimi kapitolami. Okrem toho tento prieskum moze
poskytnit cenny nahlad do zlepSovacich aktivit réznych uradov
a sprav. Tieto informacie mdzu poskytnut zaklad pre vypracovanie
planu zlepsenia situacie, ktory sa prepoji so Stratégiou RVZ.

5.4 Komunikaéné a informaéné kanaly

Stratégia by mala zadefinovat a rozvinut' pouzivanie komunikacnych
kanalov v elektronickom svete. Pouzivanie internetu a intranetu
znamenalo zasadny obrat vschopnosti amoznosti nadviazat
okamzitid komunikaciu kdekolvek na svete. Internetové stranky
umoznia rychlo a lacno zredukovat pocet osobnych navstev, ked ide
o menej zlozité zaleZitosti, napr. stranka s odpovedami na CZasté
otazky, informaéné letaky dostupné on-line, formulare Ziadosti
dostupné on-line.

Internetové stranky moézu byt taktiez efektivnym prostriedkom na
Sirenie informacii a poskytovanie najdélezitejSich kontaktnych
informacii. Preto treba rozvijat navrhovanie internetovych stranok,
aby poskytovali lahko pouZitelné rozhranie s vhodnym vyhladavacim
nastrojom, ktory ob&anom umozni G¢inne pouzivat' tieto stranky.

Ako sa spominalo v kapitole 5.2.2, stratégia by mala obsahovat' tento
zamer a dlhodoby ciel stanoveny tak, aby sa dal sledovat' dosiahnuty
pokrok. Mali by sa tu uviest zodpovednosti, aktualizicia a pocet
uZivatelov tychto stranok, spolu s ciefom na nasledujice roky. Cela
oblast' vyvoja internetu/intranetu je takou déleZitou témou, Ze mozno
bude najlepdie vypracovat pre fu samostatni Stratégiu e-
komunikacie, ktora bude prepojena na Stratégiu RVZ v oblasti styku
so zakaznikmi. Cell otazku pristupu k internetu/intranetu a e-mailom
v UGKK treba taktiez dalej riesit ako sucast akejkolvek Stratégie e-
komunikacie.

Okrem uvedeného je uzitoéné mat aj pisomny material, v ktorom
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staff know what to do and customers are aware of what to expect.

As also noted in section 5.2.2 above, the GCCA's publication
portfolio should also be further defined and developed within the
strategy document. This will ensure that the documents produced are
fit for purpose and regularly reviewed and updated. All publications
should be made available via the Internet.

One area for consideration within the strategy document could also
be the development of a dedicated, centralised customer service
point dealing with general customer enquiries by phone, fax, or e-
mail. The advantages of such a service point are that it can take
pressure off frontline staff who are dealing with customers face-to-
face in local offices, and that it ensures consistency in the responses
issued across the country for general enquiries.

5.5 Customer Service Staff Training & Development

A training package should be put in place, principally for frontline
staff who are dealing with customers on a day-to-day basis, but
which can also be extended to all GCCA staff to improve both
internal ad external customer service. This training should cover not
only the technical aspects of the job but also the interpersonal skills
element. The strategy should explicitly explain that this is a priority
area. This training could be via an e-learning package, a CD-ROM
for example, or via a classroom type environment. This training
should be developed centrally so that a consistent approach is taken
over the whole organisation. In the strategy document the key
message is the acknowledgement that a well trained staff will provide
a more efficient and effective service.

bude uvedené, na aké otazky sa odpoveda Ustne, listom a e-mailom,
aby zamestnanci vedeli, ¢o robit' a zakaznici, Co o¢akavat.

Ako bolo uvedené v kapitole 5.2.2, treba dalej zadefinovat
publikagné portfélio UGKK a dopracovat ho v stratégii. Tym sa zaisti,
Ze vytvorené dokumenty budt vyhovovat svojmu Ucelu a budu sa
pravidelne revidovat a aktualizovat. V8etky publikacie by sa mali
spristupnit’ na internete.

Jednou oblastou na zvaZenie v stratégii by mohlo byt aj vytvorenie
jednougelového, centralizovaného zakaznickeho miesta, ktoré sa
bude telefonicky, faxom alebo e-mailom =zaoberat otazkami
zakaznikov. Vyhodou takéhoto zakaznickeho miesta je, Ze méze
znizit pracovné zataZenie zamestnancov v priamom kontakte so
zakaznikmi na Spravach katastra a Ze zabezpecuje konzistentnost
v odpovediach na véeobecné otazky v celej krajine.

5.5 Vzdelavanie a rozvoj zamestnancov v priamom kontakte so
zakaznikmi

Treba vytvorit vzdelavaci balik, predovSetkym pre zamestnancov,
ktori st kazdy der v priamom kontakte so zakaznikmi, no mal by sa
dat’ rozsirit na véetkych zamestnancov UGKK, aby sa zlepsili interné
aj externé sluzby zakaznikom. Toto vzdelavanie by malo zahfat
nielen technické aspekty prace, ale aj zrucnosti v medziludske;
komunikacii. Stratégia by mala vyslovne vysvetlit, Ze toto je prioritnou
oblastou. Toto vzdelavanie by sa mohlo realizovat prostrednictvom
e-vzdelavania, napr. vo forme CD-ROM alebo prostredia typu triedy.
Malo by sa rozvijat centraine, aby sa v celej organizacii zaujal
jednotny pristup. Klu¢ovym posolstvom stratégie je uznanie
skutoénosti, Ze dobre vySkoleny avzdelany personal bude
poskytovat efektivnejsie a tiéinnejsie sluzby.
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5.6 Customer and Staff Charters

The development of Staff and Customer Charters can be an
important tool in the development of customer service strategies,
setting out expectations and responsibilities, and defining key
activities. Such charters can contain any information appropriate to
the needs of the organisation. Some recommendations are set out in
sections 5.6.1 and 5.6.2 below.

A handbook entitled “Improving Customer Orientation Through
Service Charters” (Elke Loffler, Salvador Parrado, Tomas Zmeskal)
is available in the Czech language, and may also be a useful tool in
the development of the GCCA's service strategy.

5.6.1 Customer Charter

It is important that customers know what services are available, what
to expect from the service, e.g. turnaround times etc, and what to do
if they are not happy with the service they get. This should include a
commitment to polite and courteous service, and a detailed
complaints procedure. The complaints procedure should include
details of a contact and the timescale of a response to that
complaint. Many complaints procedures also detail a right to a
further complaint to a more senior person if the customer is not
happy with the initial response. It is recommended that the final
stage of the complaints procedure should be an independent
government official, not connected to the GCCA.

In addition, the Customer Charter can be extended further. It can
indicate to the customer what is expected of them, for example that
staff in cadastral offices deserve to be treated with respect, that
aggression is unacceptable, and that in extreme cases staff have the
right to refuse to serve customers if they continue to be aggressive
and abusive.

The development of a Customer Charter that can be publicly

5.6 Charta zakaznika a charta zamestnanca

Charta zakaznika acharta zamestnanca mozu byt délezitym
nastrojom pri rozvoji stratégii sluzieb zakaznikom, stanovovani
oéakavani a zodpovednosti a definovani hlavnych aktivit. Takeéto
charty méZu obsahovat akékolvek informacie, ktoré su primerané
potrebam organizacie. Niektoré odporti¢ania st uvedené v kapitolach
§8.1a58.2

Prirutka snazvom ,ZlepSovani orientace na zakaznika
prostfednictvim chart sluzeb” (Elke Léffler, Salvador Parrado, Tomas
Zmeskal) je dostupnd v CeStine amodze byt taktieZ uzitoCnym
nastrojom pri vypractvani stratégie UGKK pre sluzby.

5.6.1 Charta zakaznika

Je délezité, aby zakaznici vedeli, aké sluzby su k dispozicii, ¢o
mozno odakavat od sluzby, napr. ¢asy reakcie, atd., a ¢o robit, ak
nie s spokojni so sluzbou, ktort dostani. Mal by tu byt aj zavazok
zamestnancov spravat sa sluSne azdvorilo kzakaznikom
a podrobny postup pre riesenie staznosti. Tento postup by mal
obsahovat podrobné kontaktné (daje acas, za ktory mozno
oéakavat odpoved na staznost. Mnohé postupy pre riesenie
staznosti taktiez uvadzaju pravo na dalSiu staznost vyssie
postavenému zamestnancovi, ak zakaznik nie je spokojny
s odpovedou na prvl staznost. Odporica sa, aby na najvy$som
stupni pri rieSeni staznosti bol nezavisly $tatny Gradnik, ktory nema
ni¢ do &inenia s UGKK.

Okrem toho mozno este rozsirit' chartu zakaznika. Mdze zakaznikom
naznadit, ¢o sa od nich o&akava, napriklad, Ze pracovnici
Katastralnych Uradov a Sprav katastra si zaslUzZia, aby sa k nim
spravali s Uctou, Ze agresivita je neprijatelnd aZe v extrémnych
pripadoch maji zamestnanci pravo odmietnut’ obslUZit' zakaznikov,
ak budu nadalej agresivni a neprijemni.
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displayed and placed on the web-site can be most helpful in dealing
with customers and diffusing difficult situations.

5.6.2 Staff Charter

Tied in with the Customer Charter, a Staff Charter can help staff to
understand their rights and responsibilities in relation to dealing with
customers. For example, that they should remain calm and be polite
and courteous to customers at all time, that they should use assertive
rather than aggressive techniques when dealing with customers, and
should use listening skills and empathy to create a rapport with the
customer. The development of this Staff Charter could be tied in with
a range of customer service developmental training.

It is also important that staff know what treatment to expect. Dealing
with customers as a frontline service can be an emotive and stressful
experience. Staff need to be assured that they should be able to do
their jobs without fear of verbal or physical abuse. The Charter can
indicate the steps to be taken when dealing with difficult customers.
For example, it can advise when to refer a particularly difficult
customer to a more senior member of staff, or when to advise a
customer to put their complaint in writing. Members of staff also need
to know what to do if they need to complain, and they need to know
that their issues are going to be taken seriously.

As for the Customer Charter above, the development of Staff Charter
can be very reassuring to staff and help in difficult situations.

5.7 Media Relations

Good relations with the media can be very helpful. They can assist
with the publicity of new service provision and help raise citizen
awareness of issues faced by an organisation. Therefore, some

Charta zakaznika, ktora sa da zverejnit a umiestnit' na internetovu
stranku, méze najviac pomdct pri praci so zakaznikmi a rieseni
zlozitych situacii.

5.6.2 Charta zamestnanca

Spolu schartou zakaznika moze charta zamestnanca pomoct
zamestnancom pochopit ich prava a povinnosti pri praci so
zakaznikmi. Napriklad, ze by vzdy mali zostat' pokojni a byt slusni
a zdvorili k zakaznikom, Ze by mali byt asertivni a nie agresivni pri
kontakte so zakaznikmi a mali by poclvat a byt empaticki, aby si
vytvorili vztah so zakaznikom. Vypracovanie charty zamestnanca by
mohlo byt spojené so $kolenim zameranym na rozvoj sluZieb
zakaznikom.

Taktiez je dolezité, aby zamestnanci vedeli, aké spravanie moézu
oéakavat. Praca so zakaznikmi v priamom kontakte méze byt
emocionalna a stresujuca skusenost. Zamestnanci potrebuju
uistenie, Ze budi méct vykonavat svoju pracu bez strachu
z nadavania alebo fyzického napadnutia. Charta méze uviest' kroky,
ktoré treba urobit' pri praci s neprijemnymi a zlozitymi zakaznikmi.
MéZe napriklad uvadzat, kedy treba poslat mimoriadne
neprijemného zakaznika za nadriadenym, alebo kedy odporudit
zakaznikovi, aby podal svoju staZznost pisomne. Zamestnanci taktiez
potrebuju vediet, ¢o robit, ked sa chcu staZovat' a potrebuju vediet,
Ze ich problémy sa budu brat vazne.

Tak ako vpripade charty zakaznika, vypracovanie charty

zamestnanca modze zamestnancov upokojit a pomoct im v zlozitych
situaciach.

5.7 Vztahy s médiami

Dobré vztahy s médiami mozu velmi poméct. Mézu pomoct pri
propagovani novych poskytovanych sluzieb a mézu poméct zvysit
informovanost ob&anov o problémoch, ktorym organizacia Celi. Preto
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recognition of their importance and how and when they should be
engaged could be included within the strategy.

Contact with the media is often only when there is a major problem or
complaint. It is important to have identified people who are trained in
dealing with media enquiries to ensure appropriate responses, and
for this to be publicised to staff on the frontline.

5.8 Organisational Identity

Consideration may also be given within the CRM Strategy to further
developing an organisational identity. This is likely to include creating
a style and image that reflects the organisation’s values and is easily
recognisable across the organisation and to the organisation’s
customers. It may also include creating a logo or trademark that is
specific to the GCCA. This image should be reflected in all of the
organisation’s documentation and on its Internet and Intranet. The
GCCA has made some steps in this direction, but may wish to re-
examine the issue and further consolidate the organisational identity.

5.9 Definition of Activities

The key activities to be undertaken to take forward the CRM Strategy
should be detailed within the document. This can include one-off
activities, such as information campaigns to promote a particular
service or to disseminate certain information details, or ongoing
activities, such as the responsibility for Internet/Intranet updates, etc.

The expected output and timescale for each activity should also be
defined, as well as individual responsibility for each of the activities,
in order to ensure ownership of the activity, and that action is taken.

by sa do stratégie mohlo dostat urcité uznanie déleZitosti médii
a pokyny, kedy a ako ich treba zaangaZovat.

Ku kontaktom s médiami ¢asto dochadza len, ked sa objavi velky
problém alebo staznost. Je dolezité najst [ludi, ktori vedia, ako
reagovat na otazky médii, aby sa zaistili primerané odpovede a aby
sa to zverejnilo pracovnikom v priamom kontakte so zakaznikmi.

5.8 Identita organizacie

Vramci Stratégie RVZ mozno zvazit aj daldi rozvoj identity
organizacie. To bude pravdepodobne zahffiat aj vytvorenie Stylu
a imidzu, ktoré bud( odrazat' hodnoty organizacie a ktoré sa budu
dat lahko spoznat v celej organizacii a ktoré lahko spoznaju aj
zakaznici organizacie. Méze si to vyZiadat vytvorenie loga alebo
obchodnej znatky, ktora bude charakteristickd pre UGKK. Tento
imidz by sa mal odrazat vo vSetkych dokumentoch organizacie, ako
aj na internete a intranete. UGKK podnikol kroky v tomto smere, ale
mozno bude chciet znova preskimat tuto zalezitost a dalej posilnit
identitu organizacie.

5.9 Definicia aktivit

V dokumente by sa mali podrobne uviest kliCové aktivity, ktoré treba
urobit, aby sa Stratégia RVZ posunula dopredu. Mézu tu byt
uvedené jednorazové aktivity, ako su informacné kampane na
propagaciu konkrétnej sluzby alebo Sirenie urcitych informacii, alebo
priebezné aktivity, ako je zodpovednost za aktualizaciu
internetu/intranetu, atd.

Treba zadefinovat' aj otakavany vystup a ¢asovy harmonogram pre
kazdu aktivitu, ako aj &loveka zodpovedného za kazdu aktivitu, aby
niekto konkrétny mal tato aktivitu na starosti a aby sa zaistilo, Ze sa
niec¢o bude robit’.
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5.10 Reporting

If not already on the Agenda of the GCCA management team, there
should be a commitment that CRM Strategy activities will form a
regular agenda item and this should be reflected within the Strategy.

6 Conclusion

It was acknowledged by the GCCA’s senior management during the
Final Seminar of this Twinning Light project that ongoing contact and
liaison with customers is required and necessary for the continued
development of the organisation.

The formation of a CRM Strategy will support the GCCA with the
achievement of this aim. It will also define roles for staff and help
them to support service delivery at an individual level.

It is highly recommended that the GCCA, using the
recommendations and examples in this document, take forward the
development of their own CRM Strategy as soon as possible.

Distribution/ Kopie:
CFCU (Ms Behrova) / CFCU (p. Behrova)

5.10 Predkladanie sprav

Ak to eéte nie je v programe vedenia UGKK, vedenie by si malo dat
zavazok, ze aktivity v ramci Stratégie RVZ budua tvorit' riadny bod
programu a bude sa pravidelne o nich referovat ato by sa malo
odrazit' v Stratégii.

6 Zaver

Na zavereCnom seminari k tomuto twinningovému projektu vrcholovée
vedenie UGKK uznalo, Ze treba priebezne rozvijat vztahy a kontakty
so zakaznikmi, pretoZe to je nevyhnutné pre dalsi vyvoj organizacie.

Vypracovanie Stratégie RVZ podpori UGKK pri dosahovani tohto
ciela. Stratégia taktiez zadefinuje Ulohy pre zamestnancov a poméze
im zlepsit poskytované sluzby na individualnej drovni.

Velmi sa odportéa, aby UGKK na zaklade odportiéani a prikladov
v tomto dokumente ¢o najskér pokrogil pri vypracuvani svojej viastnej
Stratégie RVZ.

GCCA (Ms Sokacova) / UGKK (p. Sokacova)

Office of the Government of the Slovak Republic (Mr Kubala) / Urad vlady SR (pan Kubala)
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Twinning Light Project: Strengthening the Efficiency of Cadastral Services

Annex D: Training Evaluation / Priloha D: Hodnotenie Skoleni

The information below is taken from Evaluations Forms handed out at the end of each course.

General/VSeobecne:

1. How well do you think the course content fitted with the course programme/Ako dobre si myslite, Ze obsah &kolenia naplnil program kurzu?

Course 1/ Kurz
Training for Trainers / Vitajte na Skoleni Question 1
pre Skolitelov 18 18
Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluZby 1 Extremely well
: 11 12 3 2 28 Mimoriadne dobre

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby _ @2

17 9 3 2 31
Course 4 / Kurz 4: Zilina o3
Cadastral Services / Katastréalne sluzby

28 19 4 51 04
Course 5 / Kurz 5: Kosice
Cadastral Services / Katastralne sluzby @5

32 13 3 1 1 50
Course 6 / Kurz 6: -
Web Services / sluzby 2 Es_Noi at all Welll Vébec

g nie
wu
2 1 afa| [
| ezt 08 | oo 66 | aisiniinad 3 | s 5 | wovaemanid

Examples of Some of the Comments/ Vyber z pripomienok:

Course 1/ Kurz 1: Program, ktory bol predioZeny na zagiatku Skolenia bol vy&erpany v pinej miere / The programme, which was presented at the beginning, was fully exhausted. Cas a témy boli prezentované
Training for Trainers / Vitajte na 8koleni [podfa programu / Time and topics were presented according to the programme. Teéria plus praktické cvi€enia su velmi dobry spésob vyuéby / Theory plus practical examples is good way of
pre Skolitelov training.

Course 2 / Kurz 2: Tmava Siroky zaber témy, kurz bol zaujimavo podany prednagajicimi / Wide coverage of topics, interesting presantion method. Obsah kurzu presne kopiroval program, niektoré pasaze boli viak
Cadastral Services / Katastralne sluzby |podané struénejsie, ako by bolo potrebné / The course content copied the programme, but some passages vere presented very quickly, more than usefull. Mam rozsitreny obzor v tejto oblasti o

Vasej krajine. Mnohé &innosti, spdso-by vikonov prac by som prijala u nas / | received extensive information about your country. | would welcome some activities and works in our country.
Course 3 / Kurz 3: Nitra Obsah kurzu vycerpany v programe / Accurate content of the course according to the programme. Skuseni a odborne velmi dobre zdatni lektori. Mimoriadne dobry kontakt s posluchaémi /
Cadastral Services / Katastrélne sluzby |Experienced and very qualified trainers. Very good contact with participants. Program bol napineny / The programme was fulfilled.

Course 4 / Kurz 4: Ziina Zamer kurzu velmi naplnil moje odakévania / The course aims have fulfilled my expectations. Som spokojnd, pou¢ena v komunikécii so zakaznikom /| am satisfied, trained in communication with
Cadastral Services / Katastrélne sluby |cistomers. Nie je jasné, pre€o prave tento register sa presadzuje na Slovensku / It is not clear why this Register is promoting in Slovakia. Myslim si, Ze kurz bol pripraveny na dobrej trovni / |
think the course was prepared on high level. Obsah mi umoznil zistit, v ktorych veciach a oblastiach je mozné nieco zlepsit a zefektivnit / The content enabled me to find out te areas in which we
can improve and be more efficient. Bolo to zaujimavé, ale vietko to bolo vo vieobecnej rovine, systém u nas na uplne inej trovni ako v Skoétsku / It was interesting, but everything was on a
theoretical level, our system is on a different level than the system in Scotland.
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Course 5/ Kurz 5: Koice
Cadastral Services / Katastralne sluZby

Dozvedel som sa veci, ktoré budu prinosom v mojej praci a presne sa venoval témam, ktoré mal v obsahu / | have received information, which will be an asset to my work, course followed the
topics in the programme. Prednaky boli ucelené, zrozumitelné a motivujiice / The presentations were complete, understandable and motivated. Prvy deii vyborné rozéirenie psobnosti inych
katastrov — pre veduicich. Pre pracovnikov registratury nieo nové. Druhy deii dal vietkym mnoho / First day — for managers — good presentation of other cadastral systems, for the staff —new
information. Second day — very fruitfull for all. Vzhfadom na rozsah tém nedostatony &as trvania kurzu / Taking into account the content, the course was not long enough.

Course 6 / Kurz 6:
Web Services / sluzby

. How valuable was the course to you personally/Nakolko hodnotny bol tento kurz pre Vas osobne?

|Novof
Completed

Course 1 :
Training for Trainers / Vitajte na Skoleni Question 2
s Sichesier 2 4 - @1 Extremely Valuable/
Course 2 / Kurz 2: Trnava Mimortadne hodnotny
Cadastral Services / Katastréalne sluzby 2

10 9 5 2 2 28
Course 3 / Kurz 3: Nitra a3
Cadastral Services / Katastralne sluzby

15 ) 6 1 31 04
Course 4 / Kurz 4: Zilina
Cadastral Services / Katastréine sluZby

26 15 5 4 1 51 |5
Course 5 / Kurz 5: Kosice
Cadastral Services / Katastréalne sluzby 6 Not at all Valuable/

29 12 4 4 1 50 Ziadna hodnota
Course 6 / Kurz 6:
\Web Services / sluZby 2 4 1 4

Totals: 01 [ueaaunba | vemen 21 | s 1 a3 | asmons 2 (s 82

Examples of Some of the Comments/ Vyber z pripomienok:

Course 1/ Kurz 1:
Training for Trainers / Vitajte na &koleni
pre Skolitelov

Dozvedela som sa vela uzitoénych informéci, ktoré vyuzijem pri realizovani skoleni / | have received a lot of new information, which | will use when | am delivering training. Ak mam pésobit' ako
&kolitel, dostal som cenné rady a postupu / If | act as a trainer, | have received valuable advice and approaches. Niektoré asti boli prebrané prilié dopodrobna, zvlast tie teoretické / Some parts
were dealt with in too much detail, mainly the theoretical parts. Kurz bol pre miia velkym prinosom / The course was a big asset to me. Prekonala som zabrany pred verejnym vystipenim a dodal
mi sebaistotu / | overcame barriers to present myself in public, gave me self-confidence.

Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluZby

Vzéjomna komunikacia stres treba riedit kazdodenne, preto taketo kurzy maju opodstatnenost / Communication and stress is day to day issue, so this topic is relevant. Nové, zaujimavé
informécie / New, interesting information. Skétsky systém nie je absolitne aplikovatelny na Slovenskii republiku a pomery v nej / The Scottish system is not completely applicable to the situation
in the Slovak Republic. Pre nas daleka budiicnost — len pre informéaciu / The distant future for us — only for information. Dozvedela som sa informécie o fungovani katastra v inej krajine, o
sviadnuti stresu / | have received information about the cadastre in another country, and about stress management.

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

‘Ako informacia a prehlad — dobré / As information and an overview - good. Predstava o tom kam kradame, ako prisposobit svoje konanie celkovym poziadavkam. Troska nejasna stratégia v
detailoch / Perspective on where we are going, how to adjust our work to overall requirements. | am a little bit unclear on strategy in details. Roz&irenie obzoru ale mélo prednasanych tém
vyuzitefnych pre mita v praxi / Extension of the knowledge, but few of the presented topics were useful for me in practice. Nové poznatky, moznost porovnania s Groviiou materiainou i
personalnou, s podmienkami v ktych pracujeme na Slovensku / New knowledge, possibilty of comparison on a material and personal level with the Slovak conditions.

Course 4 | Kurz 4: Zilina
Cadastral Services / Katastrélne sluzby

Dal mi komplexny prehfad o vyvoji a nasmerovani pri zlepgeni poskylovania sluzieb / It gave me a complex overview on the development and way forward in improving service provision. Ziskala
sam nové skisenosti s jednanim so zakaznikmi / | have got a new experience in dealing with customers. Bol velmi ingpirativny, videli sme nasu budtcnost / Was very inspiring, we saw our
future. Uréité informacie pouZijem v praxi, hlavne o zviadani stresu / | will use certain information in practice, mainly about stress management. Inevydim vyuZitie kurzu (najma 1. def) pri svijej
praci / | do not see the use of the course (mainly the 1st day) in my work. Osobne — v celku bola zaujimava informéacia pracovne — vzdialena budticnost do praxe / In general intersting
information, far away to be introduced in practice.

Course 5/ Kurz 5: Kosice
Cadastral Services / Katastréalne sluzby

Zaujimave, ale aj pouéné informacie pre komunikaciu s klientom / Interesting and valuable information concerning communication with clients. Ziskanie hodnotnych informéacii a samotna
aplikécia v praxi / Acquiring of valuable information and their application in practice. Dozvedelo sa vela dobrych veci do svojej préce ale aj osob. Zivota / | have received many interseting things
for my work and personal life. Nakolko pracujem v registratiire, prichadzam do priameho styku so strankami kaZdy deri. Je to pre miia dobry prinos / Since | work in the registry, | meet customers
every day, so for me it was very valuable. Zo strany &kolitefov boli predstavené nové, moderné formy poskytovania sluzieb / The lecturers presented new, modern forms of service provision.
Porovnanie s podobnou oblastou v zahrani&l / Comparison with the similar area abroad.

Course 6 / Kurz 6:
Web Services / sluzby

Pohlad na vec od niekoho, kto rovnakymi problémami uz presiel a riesil ich / A view on the subject from someone who has experienced the same problems and solved them.

2
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Presentation/Prezentacia:

3. How clear and concise were the presentations/Ako jasné a zrozumitefné boli prezentacie?

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni Question 3
pre Skolitelov
17 1 18 31 Very Clear and Concise/
Course 2 / Kurz 2; Trnava Velmi jasné a zrozumitelné
Cadastral Services / Katastralne sluZby J @2
16 9 3 28
Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby o3
23 5 1 1 ;) 31
Course 4 / Kurz 4: Zilina o4
Cadastral Services / Katastralne sluzby
36 13 2 51
Course 5/ Kurz 5: Kosice s @5
Cadastral Services / Katastralne sluzby gdn 0%
e e 36 10 2 . ] 50 Gl @6 Not Clear and Concise/
\Web Services / s 1 3 i Nejasné a nezrozumitelné
: otals: 1128 | eaninii 39| 11 [mvessisnd [ssunn? lasimsumin 2 lunicinini1 82

No comments in relation to this question.
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Evaluation
Form
Pl Al o
Course 1/ Kurz 1: Question 4
Training for Trainers / Vitajte na Skoleni
pre kolitelov
16 2 18
Course 2 / Kurz 2: Trnava D Too Fast/ Prili§ rychle
Cadastral Services / Katastralne sluzby
1 24 3 28
Course 3 / Kurz 3: Nitra @ About Right / Akuratne
Cadastral Services / Katastralne sluzby
1 26 1 3 31
Course 4 / Kurz 4: Zilina OToo Slow / Prili§ pomalé
Cadastral Services / Katastralne sluzby
47 4 51
Course 5/ Kurz 5: Kosice O No Answer
Cadastral Services / Katastralne sluZby
2 43 5 50 87%
Course 6 / Kurz 6:
| Web Services / sluzby 1 1 2 4
T otals: s | et 57 | 2 |pesined 9 | 4o 182

Examples of Some of the Comments/ V

/yber z pripomienok:

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni
pre Skolitelov

Tempo kurzu hodnotim kladne-akuratne / | appreciate positively the course speed - accurate. Sité na mieru — akurétne / Made to measure - accurate. Pre miia vyhovujtce / Good for me.

Course 2/ Kurz 2: Trnava
Cadastral Services / Katastrélne sluzby

Niekedy v ohfade od ¢asu, moc rychlo / Sometimes, depending on time, too fast. Celkové tempo kurzu bolo dostatoéne dobré / Overall speed of the course was good.

Course 3/ Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

Course 4 [ Kurz 4: Zilina
Cadastral Services / Katastralne sluzby

Niektoré problematiky by si vyZzadovali viac ¢asu / Some topics would require a longer time.

Course 5 / Kurz 5: Kosice
Cadastral Services / Katastralne sluzby

Tempo bolo primerané éasovému fondu / The speed was accurate. Bolo to v poriadku / It was alright.

Course 6 | Kurz 6:
Web Services | sluzby




5. How receptive and enthusiastic were the presenters/Nakofko vnimavi a nad$eni boli prednasatelia?

Course 1/ Kurz 1: 1 Very Receptive and
Training for Trainers / Vitajte na Skolen Quwstion Enthusiastic/Vefmi vnimavi a
pre Skolitelov nadeni

17 1 18 @2
Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluzby

22 4 2 28 o3
Course 3 / Kurz 3: Nitra
Cadastral Services / Katastraine sluzby

24 5 1 1 31 D4
Course 4 / Kurz 4: Zilina
Cadastral Services / Katastrélne sluzby

46 5 51 m5
Course 5/ Kurz 5: Kosice
Cadastral Services / Katastraine sluzby 2 ¢ ! " 6 Not Very Receptive and
Course B KUz B o Enthusiastic/Nie prili§ vnimavi

% 86% ani nadeni
Web Services /_sluzby = 1 1 4
G-l = 2 1 A | memesidret [ 72 vy, 162

Examples of Some of the Comments/ Vyber z pripomienok:
Course 1/ Kurz 1:

Training for Trainers / Vitajte na Skoleni
pre Skolitelov

Course 2 / Kurz 2: Trnava

Cadastral Services / Katastralne sluzby

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

Course 4 / Kurz 4: Zilina Obdivujem spolupréacu s prekladatelmi / | admire the cooperation with the interpretors.
Cadastral Services / Katastralne sluZby

Course 5 / Kurz 5: Kosice Vnimavost a nadenie z nich priam sria / The empathy and enthusiasm are evident.
Cadastral Services / Katastralne sluzby

Course 6 / Kurz 6: Odbornik v obore, ktorého jeho praca bavi / An expert in his field, who enjoys the job.
Web Services | sluZby
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6. Please rate the performance of the Trainers/Prosim, ohodnot'te vykon Skolitefov?
Course 1/ Kurz 1: 2% Question 6
Training for Trainers / Vitajte na Skoleni
pre Skolitefov
17 1 181 @1 Exceptional/\VVynimo&ny
Course 2 / Kurz 2: Trnava
Cadastral Services / Katastraine sluzby m2
16 12 28
Course 3 / Kurz 3: Nitra nk]
Cadastral Services / Katastralne sluzby
24 5 1 1 31
Course 4 / Kurz 4: Zilina B4
Cadastral Services / Katastralne sluzby
42 9 51 M5
Course 5 / Kurz 5: KoSice
Cadastral Services / Katastrélne sluzby @6 Not Very Good/Nie velmi
41 7 2 50 dobry
Course 6 / Kurz 6:
Web Services / sluzby 2 1 1 4
Totals: 142 [issinmsnn3 5 | sasnios | w0 | om0 wnsmdion 4| wnagsen182

Examples of Some of the Comments/ VVyber z pripomienok:

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni
pre $kolitelov

Zatial na najvy33e] Grovni, na ktorych som sa osobne mohol zi&astnit / The highest level in which | have ever participated. Putavé vykony a s neskutoénym Sarmom / Attractive presentation with
charm. Boli prijemni, taktni, pohotovi, zaujali / They were nice, skilled, efficient, interesting. Velmi ma to zaujalo / It was very interesting. Profesionalita Skolitefov / Professionalism of trainers.
Néazorné priklady, zruzumitelnost, nebol &as a priestor na zaspavanie / Practical exmaples, clear explanation, no time and space to sleep. Velmi odborne a znalostne podany vykon / Very
professional presentation. Boli GZasne empaticky a vnimavi k fuddom a davali dostatoény priestor vyjadreniam publika a bavili nas cvi€eniami / They were very empathetic and perceptive to the
participants, they gave space to the people to express themselves and they entertained us with excercises.

Course 2 / Kurz 2: Trnava
Cadastral Services / Katastrélne sluzby

Zaujimavo podané témy, neformalne prijemné vystupovanie / Subject presented in a very interesting way, informal nice environment. Skolitelia zrozumitefni, ich vykon je perfektny / Trainers
understable, perfect performance. boli odbornici / They were experts. Napriek jazykove] bariére dokazali cely Zas uptat moju pozornost / Despite the language barrier they were able to attract
my attention. Kvalifikovani odbomnici z praxe / Qualified experts from experience. Skolitelia perfektne oviadali problematiku / The trainers knew the subject perfectly. Boli prijemni, spracovali s
nami / They were nice, cooperated with us. Boli prijemni, usmievavi, vedeli zaujat posluchacov. They were nice, smiling, they knew how to attract our attention.

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

Vela nadSenia pre pracu, vela pozitivnej energie / A lot of enthusiasm for the work, a lot of positive energy. Skolitelia boli dobre pripraveni a zarove “znali* veci — oni sami pracuju v danom
prostredi / The trainers were well prepared and "knew the subject’, they work in the same environment. Jasne, zrozumitene / Clear, understandable. Boli velmi emotivni a pristupni otazkam /
They were very emotional and open to questions. Vyborna prezentacia danych tém / Excellent presentation of given topics.

Course 4 / Kurz 4: Zilina
Cadastral Services / Katastralne sluzby

Prednasatelia vystupovali s nadsenim a potesenim zo svojej prace / The trainers presented the topic with enthusiasm and took pleasure from their job. Vsetko mali presne pripravené, na vysokej
profesionaine] drovni / Everything was precisely prepared, on a high professional level. Dévod hodnotenia: Ochota, radost z prace, odpovede na vietky otazky s nad&enim / Scoring reasons:
Willingness, pleasure from their work, answering all questions with enthusiasm. Hovorili zaujimavo, ale aj vtipne, odpovedali na vietky otazky They presented the topic in an interesting way, with
fun, answered all the questions. Boli dobre pripraveny / They were well prepared. Profesionalne zviadnuty / Done professionally. Mali patave prezentacie, boli pripraveni / They had attractive
presentations, they were prepared. Profesionalni, ochotni podelit' sa so svojimi skisenostami/ Professional, willing to share their experience. Prednasky boli prednesené zaujimavym, diskusnym
sposobom, ktoré som pozitivne vnimala / The lectures were presented in an interesting way with discussions, which | appreciated very positively. Ochotne odpovedali na vietky otazky a snaZili
sa problém vysvetlit / They answered all the questions and tried to explain the subject.

Course 5/ Kurz 5: Kosice
Cadastral Services / Katastralne sluzby

Myslim si, Ze st nad3eni svojou pracou, spokojni a teda takou formou bola prezentacia ich prace / | thinktha they are enthusiastic about their work, satisfied because this was reflected in the

| presentation of their work. Valmi zanieteni a fundovani v danej oblasti / Very enthusiastic and experts in their field. Pristup bol fudsky a Zivy, velmi sa mi pacilo ich zanietenie pre ich odbor / Very

personal and lively approach, | liked very much their enthusiasm for the specialisation. Boli nadeni a znali problematiky / They were enthusiastic and knew the subject. V malom asovom
priestor chut odovzdat &o najviac informéacia / In a short period of time, made the effort to give as much information as possible. Prijemni a komunikativni / Kind and communicative. Prezentéacia
bola zaujimavo prednasana, nebola nudn4, podla miia velmi ispesna / Presentation were given in an interesting format, not boring, very successful.

Course 6 / Kurz 6:
Web Services / sluzby

Velmi dobre po obsah a odbornej stranke pripravenévery / Well prepared in a professional manner.
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Cours: ntent and Design/Obsah a forma kurzu:

7. How satisfied were you with the course design/Ako ste spokojny s formou kurzu?

Course 1/ Kurz 1:
Training for Trainers / Vitajte na skoleni 1% Question 7
pre Skolitelov
14 3 1 18
Course 2 / Kurz 2: Trnava
Cadastral Services / Katastrane sluZby
12 11 4 1 28 B1 Very Satisfied/ Velmi
Course 3 / Kurz 3: Nitra spokojny
Cadastral Services / Katastralne sluzby 32
16 13 2 31
Course 4 / Kurz 4: Zilina = o3
Cadastral Services / Katastralne sluzby 3
2 04
o
33 16 1 50 % i |5
Course 5 / Kurz 5: Kosice =
Cadastral Services / Katastralne sluzby § B6 Unsatisfied/ Nespokojny
2
30 17 1 1 49 g
Course 6 / Kurz 6:
Web Services / sluzby 4 4
Totals: THr e e _ e 80

No comments in relation to this question.



8. How satisfied were you with the resources available/Ako ste spokojny s dostupnymi zdrojmi?

Course 1/ Kurz 1 B
Training for Trainers / Vitajte na koleni o Question 8
pre &kolitefov % 1%
10 6 1 17) @
Course 2 / Kurz 2: Trnava ;J
Cadastral Services / Katastralne sluZby : 1 Very Satisfied/ Velmi
= spokojny
8 13 4 1 26 % [=}]
Course 3 / Kurz 3: Nitra A=
Cadastral Services / Katastrélne sluzby 3 o3
B 48%
g 04
19 7 1 3 30
Course 4 / Kurz 4: Zilina E5
Cadastral Services / Katastraine sluZby
21 18 L 5 1 51 @6 Unsatisfied/ Nespokojny
Course 5 / Kurz 5: Kosice o
Cadastral Services / Katastralne sluzby 3
o
=
25 18 6 2
2 1 47| @
Course 6 / Kurz 6: -
Web Services / sluzby 3
2
1 1 1 a|d
H 84 58 8 3 R e e e

No comments in relation to this question.
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Course 1/ Kurz 1:
Training for Trainers / Vitajte na $koleni Question 9
pre Skolitelov
10 6 2 18
Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluzby
15 T 5 1 28 =1 \fery Helpful! Velmi
Course 3 / Kurz 3: Nitra uZitotné
Cadastral Services / Katastraine sluzby 2
21 6 3 1 31
Course 4 / Kurz 4: Zilina = o3
Cadastral Services / Katastraine sluzby 3
8 04
g 24%
32 14 3 1 Nk 59% i
Course 5/ Kurz 5: Kodice -
Cadastral Services / Katastralne sluzby § 06 Unhelpfull NeuZitoéné
-
2
29 8 10 1 1 49| @
Course 6 / Kurz 6:
Web Services / sluzby 2 2
Earea3 |REmsi 26 [ rpmen | Expesaon i | REresees2 |

Examples of Some of the Comments/ Vyber z pripomienok:

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni
pre Skolitelov

Vizualne pomécky boli rudené priestorovymi indispoziciami a osvetlenim miestnosti / The visual aids were disturbed by the lighting of the room and by space problems.

Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluzby

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastrélne sluzby

Course 4 | Kurz 4: Zilina
Cadastral Services / Katastrélne sluzby

Viac vizualnych pomécok, viac materialov na ukazku / More visual aids, more materials to show.

Course 5/ Kurz 5: KoSice
Cadastral Services / Katastralne sluzby

9 a 10 pokladam za zbyloéné, pretoze Ustna prezentacia bola vyborna / 9 and 10 | find redundant, because the oral presentation was excellent.

Course 6 / Kurz 6:
Web Services / sluzby




Examples of Some of the Comments/ Vyber z pripomienok:

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni
pre Skolitefov
12 6 18
Course 2 / Kurz 2: Trnava =
Cadastral Services / Katastralne sluzby g
2
2
14 9 2 2 27| o
Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby
22 6 2 31
Course 4 / Kurz 4: Zilina =
Cadastral Services / Katastrélne sluzby g
o |
29 19 2 50 %
Course 5 / Kurz 5: Kosice )
Cadastral Services / Katastralne sluzby
31 14 3 1 50!
Course 6 / Kurz 6:
Web Services | sluZby 1 1 2
L ) e e ) e

Question 10

31% |

/ 60%

@1 Very Easy/Velmi lahko
@2
o3
04
E5

@6 Very Difficult/ Velmi
tazko

Course 1/ Kurz 1:
Training for Trainers / Vitajte na 8koleni
pre $kolitelov

Course 2 / Kurz 2: Trnava
Cadastral Services / Katastralne sluzby

Prijala by som preklad / | would appreciate a franslation.

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

Course 4 / Kurz 4: Zilina
Cadastral Services / Katastralne sluzby

Materialy prelozit aj do slovenéiny, slov. materialy (broZura) mala by byt podrobnejsia / The materials should be translated to Slovak, the handout should be more detailed.

Course 5 / Kurz 5: Kosice
Cadastral Services / Katastralne sluzby

Course 6 / Kurz 6:
Web Services / sluzby
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11. If you were dissatisfied with any of the course elements referred to above and would like to expand, please indicate Question number(s) and describe in which specific ways you feel we could improve
them/Ak ste nespokojny s ktorymkofvek prvkom kurzu, ktory je uvedeny v tomto hodnoteni, a radi by ste podrobnejsie zdévodnili svoje hodnotenie, uvedte Eislo otazky a opiste, akym konkrétnym
sposobom by sme ho podfa Vas mali zlepsit'?

Course 1/ Kurz 1: -

Training for Trainers / Vitajte na Skoleni
re §kolitelov
Course 2 / Kurz 2: Tmava Strata éasu — 2 dni, ktoré sa dali vyuZit robenim vlastnej prace v office / Lost time — 2 days which | can't use for my office work.

Cadastral Services / Katastralne sluzby

Course 3 / Kurz 3: Nitra -
Cadastral Services / Katastrélne sluZby

Course 4 / Kurz 4: Zilina Otazky nie st podfa méjho nazoru spravne formulované / The questions are not, in my opinion, well formulated. V materialoch boli niektoré obrazky s
Cadastral Services / Katastrélne sluzby |velmi malym pismom pisané / Some pictures had small letters in the handouts. Napr. list vlastnictva mohol byt v materialoch vyhotoveny v originalnom
formate, aby sme mali moznost' ho priamo porovnat s naim / For example, the Ownership Certificate should have been showed in the materials in its
original format so we could compare it with our own.

Course 5/ Kurz 5: Kosice Vyjadrujem spokojnost / Very satisfied. Castejsie robit podobné kurzy aj priamo na pracovisku / Do similar courses more often, also right in the office.
Cadastral Services / Katastralne sluzby

Course 6 / Kurz 6: &
Web Services / sluzby

Administration/Organizacia a riadenie kurzu:

12. Any other comments on administration/Nejaké dalie pripomienky tykajice sa organizacie a riadenia kurzu?

Course 1/ Kurz 1: Ubytovania a strava velmi dobré.Vdaka / Accomodation and food was nice. Thanks. Bolo by dobré dat vediet v predstihu-vé¢som ¢asovom odstupe o
Training for Trainers / Vitajte na 8koleni |konani podujatia / It would be better to give more notice about the training.

pre $kolitelov
Course 2 / Kurz 2: Trnava Prili& vela novych informacii, ktoré az tak moc nezapadali do jendotlivych prezentacii / Too much new information, which sometimes did not fit to
Cadastral Services / Katastrélne sluzby |particular presentations. Motivuje robit' pracu lepsie a na vy3$ej Grovni / Provides motivation to do the job better and on a higher level. Velmi dobre
zorganizované / Very well organised.

Course 3 / Kurz 3: Nitra Kvalitna organizacia / Good organisation. Presnejsie definovanie v pozyvacom formulari obsah kurzu, otakaval sa iny obsah kurzu / More precise
Cadastral Services / Katastralne slufby |information about the course content in the invitation form, | expected a different course content.

Course 4 | Kurz 4: Zilina Organizacia na trovni / Good organisation. Navrhujem prevziat kartografické zaklady a zohfadnit ochranu osobnych Udajov / | propose to adopt the
Cadastral Services / Katastrélne sluzby |cartographic basis and take into account the personal data protection. Privitala by som viac prednasok o jednani so zakaznikmi / | would appreciate
more presentations about customer care. Organizécia kurzu vyborna / Excellent organisation of the courses.

Course 5 / Kurz 5: Kosice Zabezpecenie vetrania miestnosti, resp. klimatizacia / Air refreshing of the room and air conditioning. Kurz velmi dobry a mal by sa konat' éastejsie / Very
Cadastral Services / Katastralne sluzby |goed training, it should be held more often.

Course 6 / Kurz 6:
Web Services / sluzby -
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13. Any general comments/Nejaké vieobecné poznamky?

Course 1/ Kurz 1:
Training for Trainers / Vitajte na Skoleni
pre Skolitefov

Bolo by dobré dat kazdému i&astnikovi kurzu zoznam mien téastnikov kurzu aj s pracoviskom kde pdsobia, kvéli udrziavaniu kontaktov / It would be better to distribute to each participant a list
off all participants with details of where they come from in order to maintain further contacts. MoZno eéte nejaké zabavné cvicenie / Maybe some more funny excercises.

Course 2 / Kurz 2: Trnava
Cadastral Services / Katastrélne sluZby

Pre mia osobne strata 2 dni z prace / For me personally, the loss of 2 working days. Podrobnejsie sa venovat stresu a komunikéacii so zakaznikmi / Go into more details on the topic of stress
manegement and communication with customers. Nie je moZné aplikacia na momentalny systém prace u nas / Not applicable to our present system of work. Velmi dobry simultanny preklad /
Very good translation.

Course 3 / Kurz 3: Nitra
Cadastral Services / Katastralne sluzby

Z hladiska jazyk. vzdeldvania vysoko hodnotim skutoénost, Ze prezentacie odzneli v anglickom jazyku / From the point of view of language training | appreciate the fact that the presentations
were given in English. Aplikacia prednasanych tém v praxi na Slovensku je vzhladom na operét a s(i&asné problémy v praxi v najbliz&ej dobe nerealizovatelna / Application of the presented
topics is in Slovakia at the moment not viable, taking into account the situation with the database and the present problems in practice.

Course 4 / Kurz 4: Zilina
Cadastral Services / Katastralne sluzby

Dakujeme! Nechapem, preéo sa neeviduje vlastnictvo — aj rodné &isla a pri parcelach vymery. V SR je to komplexnejsie. Naozaj krok dopredu? / Thank you! | do not understand why you do not
record the ownership-also personal ID nembers and the plot size. It is more complex in the Slovak Republic. Is it really a step forward? Ja osobne som prijemne prekvapena a nad3ena s tymto
kurzom, ako bolo vietko na vysokej trovni pripravené a zorganizované / | was personally positively surprised and empassioned by this course, everything was prepared and organised on a high
level. Malo by sa organizovat' viac takychto kurzov / More of these courses should be organised. Ktoré poznatky boli zapracované zo Slovenskych registrov? / Which knowledge were
incorporated from Slovak registers? Skusit zajst na malé spréavy katastra, nielen Bratislava, aby Skolitelia videli pracu z iného uhla pohladu / Maybe to visit small district cadastre office, not only
Bratislava, so the trainers should see the work from another point of view.

Course 5 / Kurz 5: Kosice
Cadastral Services / Katastralne sluzby

Privitala by som konkrétne rieSenia / | would appreciate concrete solutions,

Course 6 / Kurz 6:
Web Services /_sluZby

12
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Annex E — Training Programmes / Vzdelavacie programy

Contents

1. Training for TraiNers......ccccereeeiimiiiiiiinin, 2
2. TranIvat Serienes TERIRING ...oioseivsisssusarssinsnssvissonsunnnsisvavins -

1. SKOICNIE EKOIEIOV.uurrrrrrereeerrreersresssssssssssssssssssssesssensaessanns 2

2. Katastrding SIUZDY ........ccovesrssrnnsssssensnnnsasssssansaassssssansannanse 5

1. Training for Trainers

Twinning Light Project: Strengthening the Efficiancy of Cadastral
Services
Course 1: Training for Trainers
Tuesday 27" March — Thursday 29" March 2007

Programme
Tuesday 27" March:

1. Skolenie gkolitel'ov

Projekt Twinning Light: Posilnenie efektivnosti katastralnych
sluzieb
Kurz 1: Skolenie $kolitelov
Utorok 27. marca — $tvrtok 29. marca 2007

Program
Utorok 27. marca:

12.00 | Specialist training skills to | Mr Paul Bullock, Director, 12.00 | Skoliace skusenosti Mr Paul Bullock, Riaditel,
support the introduction of | PB Training and Skolitelov zamerané na PB Training and
the Electronic Registry in Development Solutions Ltd podporu zavadzania Development Solutions Ltd
the GCCA Elektronického registra
~ Introduction and Ms Janet Kyle, Human vramci UGKK Ms Janet Kyle, Riaditelka
Overview Resources Director, ~ Uvod a prehlad personalneho odboru,
~ Learning Objectives Registers of Scotland ~ Ciele &kolenia Registers of Scotland
and A_'ms ~ Cvicenie
~ Exercise ~ Obsah kurzu
~ Course content "
~ Manazment a
~ Management and organizovanie
Organisation of gkoliacich aktivit
Training Activities .
. ~ Proces ucenia a
~ The Learning Process i
and Motivation - -
14 .30 | Coffee Break 14.30 | Prestavka na kavu
Annex E — Training Programmes / VVzdelavacie programy 2/8 Final 29-June-07
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15.00 | ~ Managing Change Mr Paul Bullock and Ms 15.00 | ~ Manazment zmeny Mr Paul Bullock a Ms
Related to Training Janet Kyle stvisiacej so §kolenim | Janet Kyle
~ Planning and ~ Planovanie a navrh
Designing a Training skolenia
Session 17.00 | Koniec
17.00 | Finish

Wednesday 28" March:

Streda 28. marca:

09.00 | ~ Review of Yesterday’s | Mr Paul Bullock and Ms 09.00 | ~ Prehlad vcerajsieho Mr Paul Bullock and Ms
Sessions Janet Kyle Skolenia Janet Kyle
~ Use of Training Aids ~ Pouzivanie Skoliacich
10.30 | Coffee Break po'mc")cok ,
11.00 | ~ Skills of the Trainer | Mr Paul Bullock and Ms 10.30 | Prestavka na kavu
Janet Kyle 11.00 | ~ Zrucnosti $kolitela Mr Paul Bullock and Ms
12.30 | Lunch Janet Kyle
13.30 | ~ Delivering Training Mr Paul Bullock and Ms 180 | Cbed
Janet Kyle 13.30 | ~ Realizovanie skolenia | Mr Paul Bullock and Ms
15.00 | Coffee Break dehigs Eye
- : — 15.00 | Prestavka na kavu
15.30 | ~ .Pr:‘a’{ﬁggMEa:\ﬁ?;z%w:‘n? Tarn':?"l'('yi”"“k and Ms 15.30 | ~ Projektovy manazment | Mr Paul Bullock and Ms
- a skolenie Janet Kyle
~ Summary, Questions ~ Sumarizacia, otazky a
and Evaluation vyhodnocovanie
17.00 | Finish 17.00 | Koniec
Annex E — Training Programmes / Vzdelavacie programy 3/8 Final 29-June-07
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Thursday 29" March:

Stvrtok 29. marca:

09.00 | General Introduction to Ms Ailsa Robertson, 09.00 | VSeobecné predstavenie Ms Ailsa Robertson,
Registers of Scotland and | International Business projektového timu zo Manazér pre
the Twinning Team Development Manager, Skotskych registrov medzinarodné projekty,
Registers of Scotland Skotske registre
Mr Jon Atkey, Head of Mr Jon Atkey, Riaditel
International Unit, HM medzinarodného odboru,
Land Registry Kralovsky pozemkovy
11.00 | Coffee Break register
11.30 | Introduction of New GCCA 11.00 | Prestavka na kavu
Services and the 11.30 | Predstavenie Novych UGKK
Multipurpose Cadastre sluzieb a viacucelového
katastra
13.00 | Lunch and Finish
13.00 | Obed a koniec
Annex E — Training Programmes / VVzdelavacie programy 4/8 Final 29-June-07
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2. Cadastral Services Training

Twinning Light Project: Strengthening the Efficiancy of Cadastral
Services
Course 2: Cadastral Services

- —-— e — - ~— s

REGISTERS OF SCOTLAND C‘g

Executive Agency

Information about Scotland's land & property

2. Katastralne sluzby
Twinning Light Project: Posilnenie efektivnosti katastralnych
sluzieb
Kurz 2: Katastralne sluzby

Programme Program
Day 1: 1. den:
10.00 | Introduction to Registers Ms Ailsa Robertson, 10.00 | Predstavenie Skétskych Ms Ailsa Robertson,
of Scotland and HM Land | International Business registrov a Kralovského International Business
Registry Development Manager, pozemkového registra Development Manager,
Registers of Scotland Registers of Scotland
10.30 | Electronic Registry and e- | Mr Jon Atkey, Head of 10.30 | Elektronicky register a e- Mr Jon Atkey, Head of
Services: International Unit, HM Sluzby: International Unit, HM
~ Background and Land Registry ~ Histéria a vyvoj Land Registry
evolution Mr Erlend Greig, Project ~ Infrastruktdra Mr Erlend Greig, Project
~ Electronic Registry Manager, Registers of Elektronického registra | Manager, Registers of
infrastructure Scotland «  Systémy Scotland
= Land Registration pozemkovej
Systems registracie
» Digital Mapping = Systémy digitalneho
Systems mapovania
11.00 | Coffee Break 11.00 | Prestavka na kavu
11.30 | Electronic Registry and e- | Mr Jon Atkey and Mr 11.30 | Elektronicky register a e- Mr Jon Atkey and Mr
Services: Erlend Greig Sluzby: Erlend Greig
~ e-Services and Service ~ e-Sluzby a
Delivery poskytovanie sluzieb
= Registers of = Skotske registre
Scotland = Kralovsky register
= HM Land Registry ~ Podporné sluzby
~ Support Services = Elektronické
= Electronic Forms formulare
Annex E — Training Programmes / Vzdelavacie programy 5/8 Final 29-June-07



- - S - - ' - - - - - - - - - ~— — ~— ~— ~—

(A
- 200401676408-0101-0004 ot ;gg; C;COTU\N D 83
Information about Scotland's land & property

13.00 | Lunch 13.00 | Obed

14.00 | Electronic Registry and e- | Mr Jon Atkey and Mr 14.00 | Elektronicky register a e- Mr Jon Atkey and Mr
Services: Erlend Greig Sluzby: Erlend Greig
~ Support Services ~ Podporné sluzby

= e-Forms = e-Formulare

= Electronic = Elektronické
documents and dokumenty a
deeds zmluvy

15.30 | Coffee Break 15.30 | Prestavka na kavu

16.00 | Electronic Registry and e- | Mr Jon Atkey and Mr 16.00 | Elektronicky register a e-
Services: Erlend Greig Sluzby:
~ Support Services ~ Podporné sluzby

= Electronic = Elektronické
signatures podpisy
= Electronic payment = Elektronicka platba
= Electronic archives = Elektronické archivy
~ EULIS ~ EULIS
17.00 | Finish 17.00 | Zaver
Day 2: 2. derni:

09.00 | Stress Management Ms Janet Kyle, Human 09.00 | Metédy manazmentu Ms Janet Kyle, Human
Methods: Resources Director, stresu: Resources Director,
~ What is stress? Registers of Scotland ~ Coje stres? Registers of Scotland
~ Organisational change ~ Organizacné zmeny a

and stress stres

~ Reakcie na zmenu

~ Reactions to change 3% o
~ Manazeérsky styl a

~ Management style and

behaviour 4 el

. ~ Vyhodnotenie

~ Risk assessment / rizika/podpora
supporting staff personalu
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REGISTERS OF SCOTLAND (A
Executive Agency 83
Information about Scotland's land & property
Customer Service in Ms Ailsa Robertson Sluzby klientom v Ms Ailsa Robertson
Registers of Scotland: Skétskych registroch:
~ Customer service ~ Manazment sluzieb
management klientom
~ Service standards ~ Standardy sluzieb
~ Assessment and ~ Vyhodnotenie spatnej
feedback vazby
09.45 | Communication and Ms Janet Kyle 09.45 | Kemunikacia a klienti: Ms Janet Kyle
Customers:
methods ~ Schopnosti aktivneho
~ Active listening skills pocuvania
~ Communication ~ Komunikaéna etika
etiquette _ o
~ Dealing with Difficult ~ Jednanie so zlozitymi
Customers zakaznikmi
10.45 | Coffee Break 10.45 | Prestavka na kavu
11.15 | Positive Motivation of Staff | Ms Janet Kyle 11.15 | Pozitivha motivacia Ms Janet Kyle
~ Change, technology personalu
and the impact on ~ Zmena, technoldgia a
motivation dopad na motivaciu
~ Management style ~ Styl manazmentu
~ Achion pranning for ~ Akéné planovanie na
motivation mickvacili
~ Communication - Wonmunikisia
~ De\{elopment activities ~ Rozvojavé aktivity
~ Praise .
~ Ocenenie
~ Involvement / " i =14
consultation ~ Zatlenenie/konzultacia
12.30 | Lunch 12.30 | Obed
Annex E — Training Programmes / VVzdelavacie programy 7/8 Final 29-June-07
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Kipna zmluva
¢. 070531/2

Kupujuci :
Sidlo:

Zastupeny:
ICO:

Bankové spojenie:

Cislo uétu:
a .

Predavajuci:
Sidlo:
Zastupeny:
ICO:

IC DPH:
Oddiel:

Bankové spojenie:

Cislo uétu:

uzatvorena v zmysle § 409 a nasl. zakona &. 513/1991 Zb. v zneni neskorsich predpisov

Zmluvné strany

Urad geodézie, kartografie a katastra SR
Chlumeckého 2

821 12 Bratislava

JUDr. Stefan Moyzes, predseda

166 266

Statna pokladnica

7000063046/8180

Softline Services, a.s.

J.Hagaru 9, 831 05 Bratislava

Ing. Marian Goga, generalny riaditel
35 826 304

SK2020261056

Sa, vliozka €.: 3422/B

Tatra Banka, a.s.

2622253845/1100

CL I
Predmet zmluvy

Dodavka projektora s technickymi parametrami uvedenymi v prilohe ¢.1. Priloha & 1 je
neoddelitelnou ¢astou tejto zmluvy.

Dodavka sluzieb nevyhnutnych k zabezpeceniu zaruéného servisu.

Dodavka sluzieb a nahradnych dielov nevyhnutnych k zabezpeceniu pozaru¢ného servisu,
udrzby a oprav prostriedkov vypoctovej techniky podfa bodu 1.1 tohto ¢lanku.

CL. 1.

Termin a miesto plnenia predmetu zmluvy

Termin plnenia predmetu zmluvy podla bodu I.1 je do 3 pracovnych dni od podpisu tejto

zmluvy.
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Miesto plnenia zmluvy: sidlo kupujuceho.
CL L.
Cena za predmet zmluvy
Cena za predmet zmluvy podla bodov I.1 al.2 je 114.632,70 Sk s DPH a obsahuje vSetky

naklady suvisiace s realizaciou aje platna pocas celej dodavky predmetu zmluvy podla
bodov I.1. a |.2.

lll. 2 Ceny za predmet zmluvy podla bodu 1.3 budu fakturované podla platnych cennikov

V. 1

Iv. 2

VL. 3

predavajuceho.

CLIV.
Platobné a dodacie podmienky

Cenu uvedenu v ¢lanku Ill.1, zaplati kupujuci predavajucemu na zaklade faktury najneskér
do 21 dni od jej doru¢enia kupujucemu.

Faktura bude vystavena po prevzati a odsuhlaseni kvality dodavky.

Nezaplatena &ast' dodavky zostava majetkom predavajuceho az do jej uplného uhradenia.
Okamihom uhrady prechadza do vlastnictva kupujuceho.

CL V.
Zarucna doba, sluzby, zaruéné a pozaruc¢né podmienky

Zaruéna doba na predmet zmluvy zacina plynat diom jeho prevzatia kupujucim od
predavajuceho, ¢o je potvrdené na prisluShom preberacom protokole a je 36 mesiacov.
Zaruka na lampu projektora je 90 dni.

K strate zaruky dochadza v nasledujucich pripadoch:

- ak je tovar zjavne poskodeny vonkajSim alebo neodbornym zasahom,

- v pripadoch, Ze zavada bola spésobena padom, alebo uzivanim kupujlcim v rozpore so
zasadami, popisanymi v uzivatelskej prirucke,

- v pripadoch, Ze zavada nebola spésobena samotnym zariadenim (skrat, Zivelna pohroma
ap.),

- ak je porusena garan¢na nalepka na zariadeni,

- ak je z nahradného dielu odstranena alebo poSkodena identifikatna bezpecnostna
nalepka.

Spbésob uplathovania reklamacii v zaruénej lehote bude prebiehat nasledovnym spésobom:
po pisomnom nahlaseni poruchy vzmysle bodu V.3 na nizSie uvedenom servisnom
stredisku bude do 24 hodin kontaktovat servisny pracovnik predavajuceho zodpovedného
pracovnika kupujuceho, ktory zavadu nahlasil. Pri nahlasovani poruchy uvedie povereny
zodpovedny pracovnik kupujuceho udaje v zmysle ¢lanku V.3. Nahlasovanie poruch kupujuci
vykonava v pracovnych dioch v ¢ase od 8.00 do 16.30 h na servisné stredisko v Bratislave.
V tom istom ¢ase predavajuci vykona servisny zasah. Pocas zaruénej doby budu bezplatne
odstranené zavady zariadeni opravou chybného komponentu, jeho vymenou, pripadne
vymenou celého zariadenia tak, aby prevadzkyschopnost zariadenia bola zabezpecena
minimalne v tom istom rozsahu ako pred poruchou.

Pozaruény servis bude vykonavany 5 rokov po uplynuti zaru¢nej doby.
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V. 3a) Kupujuci sa zavazuje bez zbytoéného odkladu nahlasit’ predavajicemu vzniknutd poruchu
pisomne, faxom alebo e-mailom na adresu predavajliceho:

Softline Services, a.s., J.Hagaru 9, 831 05 Bratislava
fax Cislo: 02/49214370, e-mail: servis@softline.sk

b) V hlaseni o poruche musi okrem iného byt uvedené:
- datum a ¢as
- typ zariadenia,
vyrobné cislo,
- miesto poruchy,
- kontaktna osoba, tel. &islo,
- struény popis poruchy,
- meno a podpis zastupcu objednavatela.

Formular pre hlasenie poruchy je v prilohe €.2 tejto zmluvy.
Zodpovedni zastupcovia zo strany kupujluceho su:
Ing. Sokagova, Ing. Spetkova
Cl. vI.
Sankcie a uroky z omeskania

VI.1 Ak je predavajlici meska s plnenim predmetu zmluvy, zaplati kupujucemu za kazdy den
omeskania zmluvnu pokutu vo vyske 0,05% z ceny chybajlcej Easti predmetu zmluvy.

VI.2 Pri oneskorenej uhrade faktury je predavajuci opravneny fakturovat kupujicemu urok
z omeskania vo vySke 0,05% z fakturovanej ceny za kazdy deri omeskania.
CL v

Zaverecéné ustanovenia

VII. 1 Vztahy neupravené touto zmluvou sa riadia ustanoveniami Obchodného zakonnika a
inymi zavaznymi predpismi.

VIl. 2 Akékolvek zmeny tejto zmluvy, alebo jej dodatky, musia byt vykonané pisomnou formou a
podpisané obidvomi zmluvnymi stranami.

VIl. 3 Tato zmluva je vyhotovena v $tyroch rovnopisoch, z ktorych kazda zmluvna strana dostane
po dva rovnopisy.

VII. 4 Zmluvné strany svojim podpisom potvrdzuju, Ze tato zmluvu si podrobne prestudovali a
s jej obsahom suhlasia bez vyhrad.

VII. 5 Pripadné sudne spory sa budu riedit podfa slovenského pravneho poriadku pred vecne
a miestne prislusnym sudom kupujuceho.

VII. 6 Zmluva nadobuda platnost i u¢innost’ diiom podpisu. Uzatvara sa na dobu neuréitu.

VII. 7 Jej ukoncenie je mozné len dohodou alebo vypovedou v zmysle tejto zmluvy. Vypovedanie
zmluvy musi byt vykonané pisomnou formou a musia v fiom byt uvedené dévody.
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Vypovedna lehota je Sest mesiacov a zacina plynut od prvého dina kalendarneho mesiaca
nasledujiceho po doruéeni vypovede druhej strane.

V Bratislave dna: ...................... V Bratislave dna: .........cc.coeoen...

predavajuci kupujuci

Ing. Marian Goga
generalny riaditel
SOFTLINE SERVICES, as..
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Priloha ¢.1

Typ produktu Projektor

Trieda produktu Ultra prenosny

Zobrazovacie zariadenie Reflexny LCD panel

LCD PANEL

Typ Reflexni LCOS displej, aktivni TFT matice
Velikost a pocet Jhlopﬁéka 0,7” (15 x 11 mm), 3 panely
Pomér stran 4:3

Nativni rozliSeni 1400 x 1050 (SXGA+), 1470 000 pixeli
OPTIKA

Svételny zdroj

Lampa NSH 180 W

Hodnota F a ohniskové vzdélenost objektivu

F1,85 - F2,5; =21,7 - 35,8 mm

Zoom a jeho ovladani 1,7x motorizovany

Ovladani zaostfeni Motorizované automatické zaostreni
Posun objektivu 9:1 (pevny)

OBRAZ A ZVUK

Svitivost 2 500 lumeni

Uniformita jasu 85 %

Kontrastni pomé&r

1000 : 1 (pln& zapnuty/plné& vypnuty)
1500 : 1 (pln& zapnuty/plné& vypnuty) v rezimu Domaci kino

Projekéni vzdalenost

1,2 - 9 m (min. 3 m/max. 4,9 m pro obraz o thlopfi¢ce 100 palcii —
254 cm)

Velikost obrazovky Uhlopticka 40” - 300" (81 x 61 - 610 x 457 cm)
Hodnota digitalniho zoomu Ix - 12x

Rozsah korekce lichob&Znikového zkresleni

Vertikalni: +/-20° (automatick&/ru¢ni)
Horizontalni: +/-20° (ruéni)

Kompatibilita digitdlniho signilu RGB

D-SXGA+/D-SXGA/D-XGA/D-SVGA/D-VGA

Kompatibilita analogového signdlu RGB

UXGA/SXGA+/SXGA/XGA/SVGA/VGA

Barevné videosystémy

PAL/PAL-M/PAL-N/NTSC/NTSC4.43/SECAM

HD/komponentni systémy skenovani

1080i/10351/720p/575p/5751/480p/480i

Horizontalni rozlideni video

550 TV radki

Frekvence skenovani

Horiz.: 15-100 kHz, Vert: 50-100 Hz, Takt: 170 MHz

Rezimy displeje

Standardni, Prezentace, Kino, Doméci kino, sSRGB

Zdokonaleni obrazu

12bitova digitalni gama korekce

Vestavény reproduktor

1,0 W RMS, monauralni

KONEKTORY

Digitalni RGB/Digitalni video/Analogovy RGB
vstup |

DVI-I 29pinovy, kompatibilni s HDCP

Analogovy RGB vstup 2

Mini D-Sub 15pinovy (komponentni/SCART pfes kabel adaptéru)

Analogovy RGB vystup

Mini D-sub 15pinovy

S-Video vstup

Mini-DIN, 4 koliky

Kompozitni videovstup 1x RCA
Stereo audio vstup 3,5 mm’ stereo mini-jack x 1|
Konektor mysi USB typu B

Servisni port/ovladéni projektoru

Mini-DIN, 8 kolikii

MECHANIZMUS

Piedni zdvihovy mechanizmus

Mechanicka patka, maximdlni zdvih obrazu 11,9°

DALSI SPECIFIKACE

Rozmeéry (§ x vx h)

266 x 114 x 336 mm

Hmotnost 4,6 kg
Napdjeni 100-240 V stf., 50/60 Hz
Hladina hluku Normalni rezim: 30 dBA

Tichy rezim: 27 dBA

Provozni prostfedi

+58E+35 9,
20 a7 85% relativni vlhkost

Zaruka

3 roky (90 dni na lampu)




strana 6

Priloha ¢.2

Softline Services
Fax: 02/49214370

POZIADAVKA NA SERVISNY VYKON
UGKK SR

Poradové &islo: ....eeennnn...

Predmet vady

Vyrobné ¢islo

Charakteristika (popis) vady

Kategoria vady znemoZiiujica prevadzku / vazna / ostatné /

Pozadovany termin
odstranenia vady

Predkladatel’
meno, tel.&islo, org. jednotka, atvar

Datum / ¢as podania

Podpis

InStrukéna Cast’: )
Vyplituje zodpovedné osoba za stranu UGKK SR. Po vyplneni odoslat’ na servisné stredisko Softline Services.
tel: 02/49214380 fax: 02/49214370 e-mail: servis@softline.sk

RieSenie poziadavky:

Prijatie poziadavky Riesenie poziadavky
Datum/Cas: Datum/Cas:

Meno: Meno:

Podpis: Podpis:
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REGISTERS OF SCOTLAND cn
Executive Agency UD

Information about Scotland's land & praperty

13.30 | Introduction of New GCCA 13.30 | Uvod do novych sluzieba | GCCA
Services and the viacuéelovy kataster
Multipurpose Cadastre

15.00 | Introduction of New GCCA 15.00 | Uvod do novych sluzieb a | GCCA
Services and the viactgelovy kataster
Multipurpose Cadastre :

16.00 | Finish 16.00 | Zaver

Distribution/(Koépie): GCCA (Ms Sokacova) / UGKK (p. Sokacova)

CFCU (Ms Matsusova) / CFCU (p. MatstSova) )
Office of the Government of the Slovak Republic (Mr Kubala) / Urad viady SR (pan Kubala)

Annex E — Training Programmes / VVzdelavacie programy

Final 29-June-07



	a
	b
	c
	d
	e
	f
	g
	h
	i

