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An Exceptional Web Experience...

Generates strong
customer & citizen
affinity

Has a wow factor --
memorable, compelling,
moments of truth

Is adaptable to 
changing markets

All built on a technology foundation you can trust
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Source: Pew Internet & American Life Project Tracking surveys (March 2000 –
September 2009)

Web Use Growing, Shifting

Anywhere, Anytime, Any Way...
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**IBM customer results.
“Best Practices In User Experience (UX) Design”, Forrester Research, Inc., September 2009

Exceptional Web Experiences:
Results that can't be ignored

•• 400% higher400% higher visit-to-lead conversion rate
•• 200% higher200% higher visit-to-order conversion rate
•• 41% lower41% lower page abandonment rate
•• 16.6% more16.6% more recommendations by customers for products and services  
•• 15.8% fewer15.8% fewer customers lost to competitors 
•• 14.4% repeat purchase14.4% repeat purchase interest by customers
•• 30% higher rating**30% higher rating** of self service web over Help Desk
•• 75% faster**75% faster** time to roll out new customer applications
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Cloud

Consumer

Access Business Information
Seamlessly integrate internal & external Applications & Services

Portals add personalization, integration, context, 
roles, agility, community groups, user site creation, 
etc, to help drive better business outcomes

Integrating

http://clk.atdmt.com/MRT/go/mcrssaub0970000034mrt/direct/01/
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Introducing...
IBM Project Northstar

The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision.  The information on the 
new product is for informational purposes only and may not be incorporated into any contract.  The information on the new product is not a commitment, promise, or legal 
obligation to deliver any material, code or functionality.  The development, release, and timing of any features or functionality described for our products remains at our sole 
discretion.
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Multi-year strategy to be the standard for customer-facing 
Web experiences

Portfolio alignment for simplicity and ease

Guide for organic and inorganic investments

Responsive to technology convergence and advances 

IBM Project Northstar
IBM's vision for exceptional Web experiences

AnalyticsAnalytics

SearchSearch

CommerceCommerce

MobileMobile

Portal Portal 
Web Web 

PlatformPlatform
Web Web 

Content/Content/
Rich Rich 

MediaMedia

SocialSocial
&&

UCUC

ExceptionalExceptional
WebWeb

ExperienceExperience

The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision.  The information on the 
new product is for informational purposes only and may not be incorporated into any contract.  The information on the new product is not a commitment, promise, or legal 
obligation to deliver any material, code or functionality.  The development, release, and timing of any features or functionality described for our products remains at our sole 
discretion.
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The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision.  
The information on the new product is for informational purposes only and may not be incorporated into any contract.  The information on the new 
product is not a commitment, promise, or legal obligation to deliver any material, code or functionality.  The development, release, and timing of any 
features or functionality described for our products remains at our sole discretion.

IBM Project Northstar
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WebSphere Portal & Lotus Web Content Management V7.0
Exceptional Web Experience Foundation

■ Seamless convergence of Web Portal & Web content 
management

■ Socially-Infused Web experiences with out-of-box Blogs & 
Wikis, Tagging

■ Community content value measurement enabled by Ratings
■ Ubiquitous Web experience development with new IBM 

Universal Hub Integration capability 
■ In-line business user content management via Rich Editor

enhancements & Lotus® Symphony™ integration 

■ Enhanced Web analytics support for greater 
insight into user behavior 

■ Virtualization support increases deployment/cost-
of-ownership flexibility 

■ Faster custom Web experience development with 
new WebSphere Portlet Factory V7.0

The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision.  
The information on the new product is for informational purposes only and may not be incorporated into any contract.  The information on the new 
product is not a commitment, promise, or legal obligation to deliver any material, code or functionality.  The development, release, and timing of any 
features or functionality described for our products remains at our sole discretion.
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Partners Visitors &
Members

Employees

One Platform – Many Different Business Needs
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Instant Messaging

Blogs

Mail

Experts Communities

Education

Peers

Personalised Content
Video

Web 2.0 + Collaboration + Social Tools
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Consistent presentation layer 
Unified display / layout / navigation
Application integration
Display simplicity to User

User specific personalization 
Individual layout and settings
Role-based view
Dynamic/Contextual content

Consistent programming model 
Separate application code from UI layout
Standardised Portlet API 
Eventing, interaction, security

Consistent administration model
User management / profiles 
Site management 
Hierarchical access control 
Customization, branding

Core Values permeate the behaviour of the portal 
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Customers
Partners

Employees

Context for Better 
Decisions
Delivering the right 
information in context 
to optimize business 
processes, 
applications, and 
productivity

Targeted for results
Use targeted tasks 
and functions as 
basis for
information and 
people interactions

Interaction and Ideas
Enabling people to 
virtually interact and 
collaborate for dynamic 
decision making

Portal as the Front-End of BPM
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Portal SOA foundation elements:●IBM WebSphere Portal 
Integration and collaboration11

Composite applications33

Process portal services44

Federation services55

Offline use of services66

Real-time access & decisions22
Extensible Portal Framework for SOA
The foundation for user interface and user interaction

Extensible Portal Framework for SOA 
The foundation for user interface and user interaction
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Composite Applications
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Process Workflow and 
Dynamic User Interface

Business
Components Content

Composite
Application

User Interface

Domino
ERP
JCR
…

Community
& Roles

Composite Applications
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Pre-built Extensions enable companies to quickly create composite portlets
applications that leverage data and processes from multiple backend systems via SOA

.Net

SAP

SAP and Siebel

Oracle

Web Service

Composite Applications in WebSphere Portal
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Real-time access & decisions22

Process Portal Services
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Receive
Request

Order Handling Process

Check
Account

Ship
Order

Check Order
Policy

Check
Order

Customer Order 
History

Customer
Orders

Order History Service

Customer Account 
Info

Customer
Account

Account Info Service

Customer
Order

Order 
Status

Customer
Order

Order Handling Service

Call Center
Portal

People

Process

Information

People, Process and Information
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Page
Instance 1

At runtime, each time a user selects 
a task, a new task page instance is 
dynamically created within the 
portal and presented to the user.

This page instance is associated 
with a page context that can be 
parameterized by the task list 
portlet.

The task page instance exists until 
the processing of the task is either 
aborted or successfully finished.

Launching of multiple page 
instances allows switching between 
the task page instances without 
changing the portlet programming 
model. 

Task List
Portlet

Hidden
Pages

Content
Root

MyPortal Administration Task Page
Definitions

Approve Request
Page Definition

Book Flight
Page Definition 

My
Tasks

approveRequest

Task Page Instances
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The Spatial Information eXchange (SIX), is the official 
source of NSW's geospatial information, possessing the 
most comprehensive, accurate and reliable spatial data 
for the State

Implementation Objectives
• Merge 3 existing portals/websites into 1
• Design new taxonomy, design, & navigation
• Create composite applications using enterprise web 

services as building blocks
• Utilise Profiling capabilities to target specific 

audiences with different functions and content

Business Objectives
• Provide greater responsiveness
• Remove barriers to find/access spatial data
• Reduce paperwork between agencies
• Streamline Government services
• Reduce transaction time

"Building this channel took one month. Prior 
to SIX, such an initiative would have taken 
closer to a year to deploy"

Premier’s Gold Award in 2008 for 
‘Achieving the business vision’.

NSW Department of Lands
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Centrelink and Dept of Human Services
Centrelink is Australia’s welfare services delivery agency
Centrelink is part of the Department of Human Services
6.5 million customers (1/3 of Australian population)
Administers more than 140 different products and services for 
25 government agencies 
14+ million online transactions in 2008

Centrelink Customer Portal
Access to 40+ Services, Advanced Search Engine
Single Sign-On, Web Content Management, Personalization, 
News, Re-use of SOA Applications/Services 

Department of Human Services Portal
Federated Identity Management between: Centrelink, Medicare 
and Child Support Services
Federated Search across all site as well
Aggregated News via RSS 

Business Services / Partner B2B Portal

Staff Portal
Employee Services Portal + Social Software
Task Management / Business Process Management

http://myaccount.centrelink.gov.au

http://myaccount.humanservices.gov.au

Citizen Services 2.0
Centrelink and Department of Human Services deliver multi-channel government human 
services for the Australian Government
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Online Usage Growth

New Levers

Revenue Digital Process eMarketing

Strong Payback
• Increased Revenue:

• 4x increase in cross sell and 
• Massive adoption of BPay (far exceeding target)

• Cost Reduction:
• 2x uptake in straight through digital processes
• Massive adoption of e-Statements

• Increased Customer Satisfaction:
• On mass adoption of email alerting functionality
• Huge swing in NPS moving 29bps

25%
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Online IVR Agent

GE Capital – A/NZ
Business Transformation - Online engagement
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WebSphere Portal…a strategic technology for business 
Personalized

Secure

Role Based

Over 300 million named users –
1 in 6 people worldwide with internet access is
a named user in a WebSphere Portal application

7th straight year of leadership (Gartner)

#1 market share for 8 straight years

http://clk.atdmt.com/MRT/go/mcrssaub0970000034mrt/direct/01/
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Mike Handes
Portal & Emerging Technology
Lotus Software, A/NZ

601 Pacific Highway
St Leonards NSW 2065

Tel: +61 402 090 923
mhandes@au1.ibm.com

Thank You
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