GETTING MORE VALUE OUT OF CONTENT

Key success factors in auto-classification
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KM — the downside of success

The “runaway train”
of content overload

Iﬂ(now How do we re-establish control and deliver true value to users?
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The content explosion... and the Google effect

e Content is easy to create and e “Digital natives” are now firmly
revise in the working world...
 Most of it is unstructured ... and now everyone expects

e It's going to get worse to find everything in a few clicks
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Why can’t our intranet be like Google?

* Nearly everyone hates their enterprise search!

e “| use the public “Google” to find our content, because | can’t find any of it
using our internal search”

e “We still rely on emailing documents because we can’t find it on the intranet”
 Google isn’t set up to effectively search enterprise content
e SharePoint search is limited, and also often not tuned properly

e Users expect to find answers across different systems — “an integrated
view of what we know”

R



The promise: information richness and reach

Richness
(in depth
knowledge)

Biknow

New reality: rich content all
the time — but only if you can
find what you need ... in a

manageable format

Traditional /

compromise —
richness only
“in person”

Reach (easy real-time access)
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But “Cognitive Computing” is not yet reality in
most enterprises...

e Tools that recognize and extract content themes, and route them to
the right people in context

* Practical applications are costly, complex, and remain elusive

However...

e Auto-classification is a practical, immediate step forward for almost
everyone -- immediate value for managing content overload

| know
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*Source: Jeanie Daniel Duck: The Change Monster ()



What is auto-classification?

Building an effective
taxonomy (or ontology)

Better
Auto-tagging content “Findability”

to that taxonomy and Insight

Linking content
together — discovery
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Taxonomy remains the fundamental building
block of content curation and findability

Taxonomy means...

A common language for key concepts

-

Increased search precision
Enhanced content discovery
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Ontology Example:

Houston In
Wikipedia

Biknow

1T, DUl SlavVy USalels woele
2ar the city worked on
ouston was granted

ame the county seat of
inity established a
sayou.[20]

the Texas inland

il War, Houston served
of Galveston.2'! After
ld accept more

as.

hort were accelerated.2]
Texas petroleum

nip Channel. By 1910,

id a large part of the

nan. By 1930, Houston
sus Bureau reported

Country
State

Counties

Incorporated
Mamed for

Government

* Type
* Body
* Mayor

Area

* City

* Land
* Metro

Elevation

FPopulation {2010) [3]

- City

+ Estimate (2018)

* Rank
* Density

* Urban
* Metro
* Demonym

-l [rp———

United States
Texas

Harris, Fort Bend, Montgomery

June b, 1837
Sam Houston

Mayor—council
Houston City Council
Sylvester Turner (D)

627 sq mi (1,552.9 km?)
595.59 sgq mi (1,552.9 km2)
10,062 sg mi (26,060 kmZ)

BO ft (32 m)

2,099,451

2,303 4827

US: 4th

3,660/sq mi (1,414/km=)
4,844 332 (Tth U.5)
6,313,158 (5th U.S)
Houstonian!1]
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Auto-classification is very different than traditional
manual tagging

Taxonomy - what are we | Rules — what determines

. . ) ) Result
going to call things? tagging?

Manual | Scope limited by tagging | Judgment of tagging staff High-level categories
workload and the setup | (or end users) v for browsing, with
of CMS tools guestionable quality

Automated Deep ontology with Programmed rules based Content drill-
alternative terms, lateral | on occurrence, frequency, ¥ down, enhanced
relationships restrictions, etc. search, related

terms



Huge benefits from getting this right

Cost and quality

Curation and records
management

Content discovery and
integration

Search effectiveness

e Manual classification - time consuming
e Quality/consistency challenges

e Expose content by topic - “spot the ROT”
 |dentify sensitive/compliance content

e Business value from combining structured and
unstructured data across sources

e Tagging helps with relevance and search refinement
e Expanded browsing to related topics
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Example: Making sense of a huge repository

Electric power utility - multiple facilities/locations Enable access for key business use cases
* Business areas
e Equipment and technical standards
ﬁ .
* Locations
* Types of content (drawings, etc.)
 Vendors and customers
—
Understand what content exists and start to
curate it
—
> 1 million documents across intranet and Leverage the taxonomy for useful business
records management applications (adding structure)

Biknow
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Example: Improving patient care for seniors

@ D f , Fall Risk . ﬂ

|dentify individuals at
rISk and prevent Risk Inducing Risk Inducing
. Symptoms &Conditions % Dirueg Farnily
1Nt 1 Envirgnmental mvirenmenla
\ I nJ uries / Factor Factor Mt pg'dEE““—;‘:t Cokon
LV, Reaciion
Transitory — - E“I— Angiotensin
Balance ot €lCaE —m -f'I:II-' qucartcér- Il Receptor
Disorders [ A Antagonists
Outdoor Indoor :
om0 3 Elderly
Content auto-classified Tripping Tripping Side Eice =3
Hazards Hazards Broader 4 |:I P Broader
. : v, Reaction
against the ontology I_nuzr.'flﬂh'/
" . V7 '-.!,-|||I:,'.! 1M
for “Fall Risk izt P
y 2 Bt mpErtfnsi\lE Member of
s G e _ Heart Disease
Mentions oy without Brand
Heart Failure

Multiple unstructured

. . SOCIAL WORKER NOTE VISITING NURSE REPORT
information sources

ELECTRONIC HEALTH
RECORD

Fatient: Mary Jones

Access to M. Jones House M. Jones complained she was

is poorly lit. Uneven carpet in dizzy during the visit.

hallway and stairs.
Rlknow

Diag: 111.g/ Hyper. HD W/OF
Prescription: Diovan HCT
DOB: 01/09/1945




So why isn’t everyone doing it?

e Enterprise taxonomy is “sliding” on the Gartner hype cycle
(implementation effort?)

 Economics — number of documents, number of people to manage

* It is challenging to implement initially — so what are the lessons
learned?



Key challenges along the way

Taxonom Dee :
Y Classification Testing Governance
development
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Taxonomy development requires investment

SME review

Human
judgment
- what'’s
important?

Existing systems
+

Search log review
+

External models

+
o I ”
Concept mining

Biknow

Business buy-in
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Open source ontologies can be helpful
REEEP | e | soursesm | mmmerccren | EER—Tm—

- | e ——
' o REEEP Climate
Smart Thesaurus:
e Linksto
synonyms and
related terms
* Multi-language
e Multi sector

| Clean Energy Datasets - free for re-
use

Inculde clean energy datasets including
actors, project outcome documents,
country policy reports and more than
1600 clean energy terms from our
thesaurus into your website or application
by using reegle's Linked Open Data

facilities. Datasets are published using
the Open Government Data License for
public sector information and are

e T[agging tools

- therefore free for re-use.
e AT A P P

REEEP tools using datasets provided on data.reeep.org:

REEEP ‘Climatetagger @ I_
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With manual tagging

e Business Functions
* Finance
e Human Resources...

-

axonomy will be deeper than you think

With auto-tagging

e Business Functions
e Human Resources

e Benefits (..only in HR context...)
e 401K (Retirement plan, 457 plan, ...)

e Health Plan (Health insurance,
...Cigna,...Medical insurance,...)

.
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“Alternative labels” for taxonomy terms drive the ru

¥ Enterprise Shared Services EAP s

* Executive and Board

+ Human Resources Concept Class

~ Benefirs
COBRA
Discount Programs n Preferred Labels
E4AF ) Create a preferred lohel
FMLA EAP en U
FSA
> Health Insurance Alternative Labels

HIPAA Creote an aiternative label

Content Server Classification » 7-0516 e &

Megative evidence * Emergency Action Flan  en

Megative evidence * Expenditure Authorization Procedure  en
Megative evidence * Project EAP  &n

Required Site * */hr/™ en

SharePoint Site URL > */hr/bene/Pages/BenefitsVendorLinks.aspx  en &
W Synonym » Employee Assistance  en

Synonym » Employee Assistance Program  en

€S
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Classification rules drive auto-tagging

FINAL rules — aggregating to create the final score

Rollup of

individual TITLE rules — terms/synonyms in the document title
rule scores

BODY rules —terms/synonyms in the document body

m NEGATIVE rules — do not tag if certain phrases are found
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Rules development will require iteration

L 4 Re-classify
<‘ and review
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Classification process may be time-intensive

Alternative approaches to classification processing

Tags are used in the search index Tags are added to the underlying
only —and not added back to the content repositories

source documents e Many benefits, such as structured

 Simple, quick browsing and other Ul features
e But does not affect underlying  But, more complex to build and
content manage

Full write-back classification takes time
(~20K documents per hour)
Need to plan updates carefully!

=
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Implies strong governance process...

Ongoing monitoring Action planning
\ \

"

User feedback ‘,’_j‘ﬂ

Search logs

Suggested changes to * Re-classification
taxonomy and rules schedule and scope

Tag frequency ~—~

Biknow
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... and the right organizational follow-up

New and enhanced KM staff roles

KM Leadership

S L L

Curate Push Enrich Link
What’s the  Who should What What can we
best content  receive it “related share from
in each and when? knowledge” other
category? is relevant?  ontologies?

Biknow
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Planning an auto-classification project

How it will be
used (business
scenarios)

Business case
e Volume
* People
e Use cases

Current state

* Taxonomies
* User surveys
* Search logs

Biknow

Main taxonomy
facets

Specific search
functionality

Technology
selection

Implementation and
testing

Governance

Plan for ~ 6 months for a large

APQC 2018 — Iknow LLC
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enterprise

25



Closing thoughts

e This does require investment and commitment, but...

e Challenges can be overcome, and there are many
proof points

 Huge benefits from getting this right — for users and
for KM professionals
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