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 Bennett Jones LLP 
 

Using the intranet: 
Bennett Jones LLP is one of Canada's largest law 
firms and is recognized internationally, with offices 
in Calgary, Edmonton, Ottawa, Toronto, Dubai, and 
Beijing. The offices vary significantly in size (from 
six to almost 500 people) and are geographically 
dispersed.  

Number of employees the intranet supports:  
Approximately 925 

Company locations:  
Calgary, Edmonton, Ottawa, Toronto, Beijing, and 
Dubai 

Locations where people use the intranet: 
Alberta and Ontario, Canada; remotely from the 
US, UK, Europe, Middle East, China, and India 

Design team:  
The in-house core project team was selected to 
represent the interests of lawyers (30 practice 
groups) and staff (14 administrative departments), 
directed by a small steering committee of very 
senior managers who met weekly throughout the 
project. The team had 12 people in all. 

Habañero Consulting Group was responsible for 
user experience and design (look and feel). 

V51 Consulting Inc. was responsible for solution 
architecture and building the intranet (in 
SharePoint). 

RBRO Solutions Inc. was responsible for integration 
between Interwoven Worksite (DMS) and the 
intranet. 

Members:  

In-house:  
Adeniyi Adebayo, National Director, IT; Brian Bawden, 
National Director, KM; Stephen Bowman, Managing Partner, 
Toronto; Lorene Cowburn, Office Manager, Edmonton; 
Karyn Highet, Intranet Coordinator; Andrew Lewis, Team 
Lead, Systems Development; Kindra McNish, Project 
Manager/Analyst; Shelagh Mikulak, National Director, 
Information Resources/Libraries; Aldona Oleinikas, KM 
Coordinator; Duncan Quarrington, KM Lawyer; Jim Smith, 
Team Lead, Applications; and Siobhan Walsh, Chief 
Administrative Officer 

Habañero: 
Kurtis Beard, Interaction Designer; Jonathon Kay, 
Interaction Designer; Kathleen Moynahan, Senior UI 
Designer; Benedict Ng, Interaction Designer; Bryanne 
Philibert, Project Manager; and Ben Skelton, User 
Experience Lead and Senior Information Architect 

V51: 
Akiva Bernstein, Business Analyst and Information 
Architect; Frank Gasparovic, SharePoint Developer; Nicolas 
Munson, Trainer; Vincent Pollard, CSS Developer; Debbie 
Rothstein, Project Manager; Matt Stark, Technical Architect 
and Lead SharePoint Developer; and Jason Viera, Quality 
Assurance Lead  

RBRO: 
Gerrick Denton, Systems Consultant, and Howard Russell, 
Co-CEO, Professional Services 

SUMMARY 
When the Bennett Jones team set out to redesign the intranet, their goal was to 
achieve greater efficiency and a better work product for less money. They faced the 
daunting challenge of wrangling a law firm's knowledge capital and making it simple 
to find, use, and update for the firm's 925 employees, including more than 400 legal 
professionals. They also wanted the tool to help build a cohesive culture across the 
firm's offices. Finally, they wanted to be ahead of the curve in technology use to help 
attract and retain the best legal talent available. 

The team recognized that the site’s main emphasis had to be knowledge sharing and 
management. In this busy law firm, the people with the most expertise had varying 
technical skills and little time to learn new tools. The designers thus knew they had 
to make knowledge sharing a routine activity, rather than an extra and complicated 
task.  

User experience was key to the site’s success. To that end, they worked with a user 
experience design company to identify requirements and discover cultural differences 
among the offices. 

The homepage features News and Announcements, including From the desk of 
announcements from key senior executives, such as Hugh L. MacKinnon, the firm’s 
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Chairman and CEO. The homepage provides firm news, as well as press mentions. 
Local news is followed by events around the firm. Employees are celebrated through 
the New Arrivals and Anniversaries sections. Anniversaries lists the honored 
employees, their departments, and how long they’ve worked at the firm.  

The side of the page includes news headlines, filtered for relevance through a news 
aggregator, and a fact of the day, along with a poll and list of popular links. The page 
also features recent firm photos, and invites users to share their own photographs.  

The straightforward homepage nicely summarizes new information and emphasizes 
the firm's recognition of its employees as great assets.  

The page provides clear navigational choices. Additional links appear at the top of 
the page, allowing users to access tools including a personalized list of links, forms, 
and templates, Web links, and firm blogs.  

The KSN tab, next to News + Announcements, displays the latest posting from The 
Knowledge Sharing News, the only firm-wide blog in BenNet, as well as a 
continuously updated listing of content added to Knowledge Bank in the last seven 
days. 
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Pictured: The homepage emphasizes news and employee information. 
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The site had to provide immediate access to essential information related to the day-
to-day work of the firm. One key to success was empowering lawyers to find 
precedents as quickly as possible, on their own. To this end, the site’s core is the 
Knowledge Bank, a repository for legal documents, research materials, clauses, and 
resources. Subject matter experts select the information and classify it by type, 
transaction, area of law, jurisdiction, and other parameters. 

The problem with many document repositories is that, as they grow, they become 
too difficult to use. Users often must navigate folder structures that make finding the 
right resources difficult. Bennett Jones' team members realized this, and knew they 
had to build a powerful and simple tool to ensure that employees could quickly find 
the right precedents.  

They started with AJAX-enabled auto-fill to help guide users in the right direction. 
With impatient users and more than 650 document types — as well as other robust 
categories — the designers realized that auto-filling suggestions could help expose 
category names and simplify user selections.  

Users start a Knowledge Bank search by entering a search query under Document 
Type, Transaction Type, or Area of Law. As a user types, matches related to the 
entry appear. In this way, users don't have to think to look under “statutory 
compulsory acquisition.” Instead, the option appears when users type "comp."  

Users can also browse by category. All categories are listed on the page, followed by 
the number of available resources in each. 
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Pictured: AJAX-enabled auto-fill helps employees quickly find the category they 
need from the Precedents search page. 
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Once the site returns initial results, a faceted classification does the rest. Like those 
often-used on e-commerce sites, the system lets users quickly reduce hundreds of 
results and locate the right documents in two or three clicks. Although team 
members worried that users might have trouble navigating the accordion facet 
structure, they’ve been surprised by its success. The tool has proven quite powerful 
— and quite popular as well. Users can also full-text search the results if using facets 
fails to identify the appropriate resource.  

Results are returned as information "snapshots" that summarize key information, 
including the descriptive document name, file type, classification, date, and 
summary. 
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Pictured: Faceted search helps employees quickly find the right documents. An 
accordion structure on the side of the page lets users filter by information type.  
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Information pages about each resource provide further detail, including a full 
description, context, and any warnings associated with use of the document or 
information. Related documents are shown as well.  

Employees can attach a comment to any resource, making it easy to report 
something as simple as a typographical error or as significant as information about 
new legislation. The Add Comment button attaches the comment to that resource 
automatically. Knowledge Management (KM) team members review all added 
comments in case they need to fix a piece of information or respond to a comment.  

After some consideration, the team decided to allow anonymous comments. While 
users are always identified on the back-end, the team lets users publish comments 
without displaying their names. The team was concerned that more junior employees 
might be reluctant to comment on an item posted by someone more senior at the 
firm. Indeed, in practice, the team has seen very good comments by junior people in 
the firm, which were submitted with the name withheld, so they’re happy with their 
decision.  

Another handy piece of information on the page is endorsements. These 
endorsements arrive via other site tools that let users create personal My Stuff pages 
and let groups create team-specific Knowledge Bank Favorites lists.  

Anytime a group or individual saves a piece of content to their list, the user or 
group's name is associated with that piece of information. This acts as a "peer 
endorsement" of the resource, working under the assumption that anyone 
bookmarking a resource finds that resource valuable. This information is shown with 
the resource in the Knowledge Bank, letting users quickly assess the document’s 
"pedigree" — who wrote it, who submitted it, and who likes it. 
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Pictured: Information about each resource in the Knowledge Bank is 
accompanied by comments about the resource, as well as a list of 
endorsements, indicating which individuals or groups in the firm found that 
resource useful enough to bookmark. 

Team members realized that if it were difficult to share or create knowledge, users 
wouldn't do it. They therefore created tools to make it as simple as possible to add to 
the firm's Knowledge Bank. BenNet Books, for example, lets users assemble 
Knowledge Bank information into guides. To do this, they link resources together, 
like a book, and thus summarize information about complete topics or processes. 
Any user can assemble a guide, using a table of contents to link the list of resources. 
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Books are shared with all offices, and anyone can use or contribute to them, or 
provide suggestions for improvement.  

 
Pictured: BenNet lets employees group related resources and documents 
together. This lets employees summarize processes and procedures, linking 
closely related documents to one another in a simple but powerful way. 
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The impressive attention to detail on the site doesn't end in the Knowledge Bank. 
The rest of the site is equally well considered. Like a traditional intranet, the rest of 
the site includes information about policies, procedures, and forms. Team members 
created three main content categories: Policies, How Do I..?, and Forms + 
Templates. They developed a 12-category system for organizing this information, 
using the same organizational structure in the three site areas. They’ve found that 
users are successful locating the information they need with little or no training in 
how to use these areas. The structure enables people to find content without having 
to know what department is responsible for the content. The common structure 
makes information easy to locate, but also makes it easy to maintain.  

The How Do I..? section in particular has drawn praise from new hires and long-time 
employees for both its function and content. Creating these sections had the added 
benefit of helping the firm centralize and streamline data and processes, which had 
an end result of cutting down on paper costs. 
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Pictured: The How Do I..? section is set up in 12 easy-to-understand categories 
that let employees find the information they need without having to know what 
department is responsible for that information. 

The team encourages employees to engage with their personal profiles on the site, 
and has been impressed with the level of participation. In their profiles, employees 
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can add their own language skills as well as professional associations. The team 
initially created a list of 50+ languages to choose from, and was impressed to see 
employees have added more than 40 different languages to their profiles. The team 
even received feedback from users who were touched to see their own languages 
included in the selection list, making the team's initial research in compiling a 
comprehensive language list worthwhile. In addition, the list of professional 
organizations has expanded from 66 at the time of the initial release to 116 now.  

Further, junior lawyers and staff members can use the PeopleFinder to declare their 
availability by setting their status to green (able to take on more work), yellow 
(limited availability), or red (no spare capacity). This lets partners see who can take 
on more work. The system defaults to green (available) every Monday, encouraging 
junior employees to keep their status up to date; otherwise, they might be 
overwhelmed if they're already fully occupied, or miss out on an opportunity if they 
have free time. Availability status can be accessed and changed only by the 
individual (and his or her assistant). 
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Pictured: PeopleFinder is more than an employee directory. Junior lawyers and 
staff members can set their availability using the tool, and all employees can 
add language skills and professional memberships to their profile information 
(and many have). 

The team didn't forget the needs of the KM team, which is ultimately responsible for 
the resources on the site. When the team publishes information from the document 
management system to the Knowledge Bank, a database record is created, which 
allows the team to add metadata to classify documents according to the established 
taxonomies. Given the nature of the material, much of the categorization requires 
someone with a legal background. To this end, the system accommodates records 
that need multiple administrators.  
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The administration view's three panels show the Edit section on the left, data in the 
middle, and completion status and a list of tasks and comments on the right. This 
structure allows administrators to leave comments or tasks for the next 
administrator directly in the interface. 

 
Pictured: The Knowledge Management team's administration tool allows 
multiple administrators to work on reviewing or updating information about a 
single document or resource. Administrators can leave notes or a to-do list of 
tasks that need to be completed. 

The team built — through strong planning, user research, and smart, thoughtful 
design — not just a new intranet, but also a mission-critical work tool.  
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BACKGROUND  
Bennett Jones built the predecessor to BenNet, the firm's first intranet, in 2000. 
Although the firm desired robust functionality, it had hit a wall with its current 
technology platform. 

“In the mid-2000s, we found ourselves in a situation where we wanted to add new 
and more up-to-date functionality to make the intranet more interactive, but were 
unable to do so because of the limitations of the platform,” says Brian Bawden, 
National Director, KM. In fact, by about 2005, the licensor of the firm’s existing 
software stopped supporting the platform. With this as motivation, the firm began 
seeking alternative solutions.  

“At first we directed our attention primarily at prefabricated platforms ("intranet-in-
a-box"),” says Bawden. “However, after carefully assessing two such solutions, we 
decided that we would instead go with a custom solution, designed from the ground 
up to fit our firm and the way we do things, rather than acquire a prefab platform 
and try to fit the firm into the software.” 

Choosing “build’ over “buy” was especially important for serving the firm’s key 
revenue producers: attorneys. This approach was much more likely to give them 
ready access to the resources they need to properly service clients. And perhaps just 
as important, by designing and coding a custom platform, the firm was assured more 
control over the platform in the future. By deciding to build their own platform the 
team would be able to expand and improve the platform incrementally over time 
with no restrictions on features of functionality.  

The platform on which they built the new intranet was based primarily on SharePoint 
technology, a choice guided by two critical data points. 

“Firstly,” says Bawden, “SharePoint is not likely to disappear any time soon, and 
secondly, as a widely-used Microsoft product, there will be a significant developer 
community for the foreseeable future.” 

The resulting BenNet platform was a far cry from the 10-year-old predecessor it 
replaced.  

TIMELINE 

INTRANET TIMELINE  
Milestone Date Milestone Description 

Pre-2000 Pandell, the organization’s first intranet 
implementation 

2000–2010 BenNet (1.0) 

January 2008 Most recent redesign begins 

February 2010 BenNet (2.0) launches simultaneously in all four firm 
offices 
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INTRANET TEAM 

 
Pictured: The BenNet team: (top row, left to right) Shelagh Mikulak, Brian 
Bawden, and Adeniyi Adebayo of Bennett Jones; (row two, left to right) 
Kathleen Moynahan, Ben Skelton, and Bryanne Philibert of Habañero 
Consulting; (row three, left to right) Akiva Bernstein and Matt Stark of V51 
Consulting; (bottom row, left to right) Gerrick Denton and Howard Russell of 
RBRO.  
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GOVERNANCE 

Ownership 
Ownership for BenNet lies with the firm's Chief Administrative Officer.  

Two regional Intranet Coordinators, each responsible for two of the firm’s four 
offices, manage BenNet’s administrative modules on a day-to-day basis. 

The KM team manages BenNet’s KM modules, including the Knowledge Bank and 
practice group home pages. Each lawyer on the KM Team (currently there are three) 
has liaison responsibility for specific practice groups. 

Bawden says the division of responsibility seems to work well for the firm. 
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BENNET TEAM RESPONSIBILITIES 

Role Responsibilities 
Steering Committee • Provide overall governance and direction 

• Responsible for future development and 
enhancement 

Change Advisory Team • Review, assess, and prioritize proposed bug 
fixes and enhancements 

• Report to Steering Committee 

IT Department  • Provide internal project management 

• Coordinate with external developers 

• Oversee deployments of bug fixes and 
enhancements 

• In process of assuming greater development 
role from external developers 

Admin Team • Provide oversight of admin content and admin 
department pages 

Content Owners (Admin) • Update their sections and ensure consistency  

• Delegate some updates and changes to other 
members of the team/department 

KM Team • Provide oversight of KM content and practice 
group home pages 

Practice Group 
Coordinators • Work with KM Team to facilitate practice 

group’s use of BenNet functionality  

Curators 
(Practicing lawyers) 

• Keep one or more Knowledge Bank resources 
current 

USERS 
Everyone in the firm uses BenNet. This includes approximately 925 staff members, of 
which more than 400 are legal professionals. These users can be divided into the 
following groups: 

• Legal professionals: Provide legal services to clients of the firm. Includes 
lawyers (partners, associates, and counsel), patent and trademark agents, 
paralegals and law clerks, articling students (graduate lawyers serving what is 
basically an apprenticeship), and summer students (students who have 
completed a year or more of their three-year law degree) 

• Managers: Manage firm’s various administrative departments, including 
Systems, Accounting, HR, and Marketing 
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• Assistants: Provide secretarial and administrative services to legal 
professionals and managers 

• Support Staff: Work in the various administrative departments 

URL AND ACCESS 

ACCESS INFORMATION 
Item Status 

Default Status BenNet is set as each user's home page. Users can 
reset their home pages to something else, but the 
BenNet setting is persistent; when they log in again, 
the home page reverts to BenNet. 

Remote Access Users can access BenNet remotely using Citrix (secure 
login). This is an important feature as lawyers and 
senior managers frequently work from home — 
especially in the evening and on weekends, and when 
they travel. 

DESIGN PROCESS AND USABILITY WORK 

Project Goals 
To understand the Bennett Jones intranet’s evolution, it’s important to understand 
the overarching goals that guided the project. These included: 

• Foster the creation of a cohesive culture across all offices of the firm. This 
was especially critical because the firm had seen considerable growth, 
especially in its Toronto office, which had grown from 80 to 350 staff 
members since 2002. 

• Assume a leadership position in technology use in the practice and business 
of law. This goal was aimed at meeting imperatives that firm leaders felt were 
most meaningful to its clients: responsiveness in the delivery of truly 
excellent advice and work product, coupled with greater efficiency and cost-
effectiveness. 

• Capture and preserve the firm's knowledge capital. 
• Attract (and keep) the best and brightest lawyers. 
• Compete with other law firms. 
• Replace an existing intranet that no longer met the expectations of the firm 

and its personnel. 

A Custom Approach 
Prior to the redesign project the firm reviewed at least two off-the-shelf intranets, 
generically designed for law firms. The team quickly decided to design a custom 
intranet to fit the organization’s specific needs rather than force the firm to fit into a 
prefabricated intranet product. So, the new BenNet was designed from the ground 
up to meet the firm’s requirements.  

It was built in SharePoint 2007 and integrated with several databases (including 
WorkSite, a third-party document management system). The firm used three outside 
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developers (described in more detail below) to assist with the effort and split the 
project into three phases.  

“Phase One was ambitious,” says Bawden, “in that we insisted upon including a 
number of interactive features designed to emphasize knowledge sharing and 
encourage broad participation from the outset.” 

Unfortunately, in law firms — as in other organizations —considerable activity and 
effort are often expended to aggregate various knowledge resources into 
repositories, but once that is done, the repositories often lie fallow.  

“Knowledge, however, is a wasting asset,” says Bawden. “Without the means to keep 
those repositories current, they quickly become what one expert has dubbed 
‘knowledge landfill.’ Our mantra was that knowledge sharing and use of BenNet 
needed to become ‘part of the culture, part of the routine’ and those interactive 
features were an essential part of making that happen.” 

With that in mind, the team spent a fair amount of time in requirements gathering.  

“Our greatest challenge was controlling the flow of great ideas,” says Bawden, 
“which can of course lead to ‘scope creep’ and delay of launch. It's always important 
to remember, as Voltaire said, ‘Perfect is the enemy of good.’” 

Partnering with Outside Agencies 
The firm partnered with a few outside agencies to augment its internal team’s 
expertise. Each agency was chosen to fulfill a specific project need and worked 
closely with the internal Bennett Jones team to ensure adherence to the project 
vision. 

“We recognized the complexity of the project from the outset and each agency had 
its primary role,” says Bawden. “We started almost simultaneously with V51 and 
RBRO, and engaged Habañero within a few months of project inception following a 
search for a top-tier user experience design firm.” 

The partner agencies for the project included: 
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PARTNER AGENCIES/RESPONSIBILITIES 
Agency: Habañero Consulting Group 

Overview Habañero Consulting provided user experience design (IA, 
user interface design, usability testing, and related 
requirements gathering) and intranet governance 
consulting. 

User Experience 
Consulting The project followed Habañero's recommended user-

centered design process. The internal team liked the fact 
that there was user involvement throughout the process, 
and there was close collaboration among the agency, the 
internal team, and end users throughout the project. 

“The research was incredibly important as it allowed us to 
grasp the cultural differences between the different offices, 
and determine how the intranet could make the lives of 
people at Bennett Jones easier,” says Ben Skelton, Partner 
and Practice Leader, Websites and eCommerce (Habañero 
Consulting Group). “I also really enjoyed our four-hour 
review sessions — we don’t often have the opportunity to 
collaborate with a client so closely on the design, which 
was a really intense, yet satisfying experience.”  

Agency: V51 Consulting 
Overview V51 provided technical consulting and SharePoint 

development (solution architecture, technical design, 
development, and quality assurance) and led the 
requirements gathering, IA, and functional specifications 
for knowledge management modules (for example, 
Knowledge Bank and practice group home pages). 

SharePoint Consulting V51 Consulting was engaged to define and document the 
KM module requirements as well as to develop the entire 
intranet in SharePoint. The internal team spent several 
months working very closely with V51 to analyze the firm’s 
knowledge management requirements. Following these KM 
workshops, V51 developed detailed wireframes for all KM 
modules (more than 300 pages). Habañero Consulting 
worked closely with V51 by providing heuristic reviews and 
feedback that went into the final revisions of the KM 
wireframes. With the exception of one portal section 
(forms and templates), all of the technical SharePoint 
development was outsourced to V51. 

Agency: RBRO Solutions 

Overview RBRO Solutions provided integration between the iManage 
WorkSite Document Management System (DMS) and the 
portal’s Knowledge Bank Admin module.  

Document RBRO's role was to work closely with the KM Team and the 
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Management System 
(DMS) Integration 

Firm's IT group to build a framework that enabled both 
users and knowledge workers to quickly identify important 
documents and easily submit them for review and potential 
publication to BenNet. The RBRO Team worked closely with 
V51 to develop a Web service synchronization process 
between the iManage WorkSite DMS and the portal’s 
Knowledge Bank Admin module. Key outcomes from this 
activity included: 

• Seamless integrations into the DMS that let users 
tag documents for submission. The process 
enforced the inclusion of the metadata required to 
make the documents relevant to other consumers. 
The system also ensured that users submitted only 
content that they were authorized to submit for 
inclusion in the portal experience. 

• A governing process, which ensured that ethically 
controlled documents from the live system were 
properly secured until vetted and cleaned by KM 
lawyers. 

• A synchronization process that communicated 
directly with the BenNet portal. 

• Link technology that let portal users obtain 
documents directly from the DMS via the portal. 
This let the firm maintain a usage history for 
WorkSite-based content via the DMS' core systems.  

Usability Activities 
With Habañero Consulting’s assistance, the internal team conducted several research 
activities throughout the project. These included: 

• Beta testing of new design. The intranet was first tested with a group of 
approximately 90 users in three of the four offices (all of the articling 
students and selected admin personnel) before it was released to the whole 
firm. 

• Card sorting. Card sorts were conducted with various members of the firm 
to help determine the overall intranet structure. The card-sorting exercise 
also let the team explore the different content types and functionality that a 
user might expect to find under each label. Through this process, they were 
able to test and refine the proposed global navigation labels.  
The intranet team also completed an internal card-sorting exercise to help 
determine the detailed structure of the How Do I…?, Policies + Benefits, and 
Forms + Templates modules. 

• Checking server logs or usage stats. The team conducted a review of 
available server logs and analyzed usage statistics to inform some of their 
design decisions. 

• Field studies (visiting and watching people in their workplace). Team 
members conducted a series of one-on-one interviews with partners, 
associates, administrative staff, and articling students across the firm. The 
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interviews were conducted in Edmonton, Calgary, and Toronto in boardrooms 
and occasionally in individual offices or workstations. 

• Researching usability or design through books, reports, or other 
resources. The team consulted the NN/g Intranet Design Annual and other 
published research to learn about best practices in intranet design. They also 
relied on the accumulated knowledge of the Habañero team, which specializes 
in intranet design. 

• Usability testing of design prototypes. The team conducted usability 
testing in-person in Toronto; they chose that office because the card-sorting 
exercises had been done in Calgary. 

Features for Work 
The result of all of this user involvement and research is an array of features that 
closely match the work habits of the firm’s employees. And, perhaps most 
importantly, the feature set helps employees enhance their interactions with other 
team members. The examples below illustrate different aspects of that collaborative 
work environment in action.  
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Pictured: Blogging is completely open at the firm. Anyone can start a blog or 
read and comment on any other. With 45 already in play, the tool has become 
a primary vehicle for communication and knowledge sharing at the firm. The 
firm so strongly supports blogging that it encourages users to think of the blog 
as a substitute for email conversations intended for a large audience or 
community of practice. In a legal environment such as theirs, the Bennett Jones 
users engage in blog conversations around important cases or new legislation, 
disseminate best practices, review new precedents, and so on. It makes sense to 
put these discussions in blog format as blogs are fully searchable and entries 
never disappear. To accommodate users who are less technologically inclined, 
the team also provides simple widgets that let users post blog entries, 
subscribe to notifications, and cross-post to multiple blogs. 
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Pictured: The landing page for one of BenNet’s 44 team workspaces — in this 
case, a lawyers' practice group. The left-hand navigation links to information 
relevant to the team workspace and supports collaboration among teams. This 
provides a simple means to cross-post meetings and events, projects and 
initiatives, and blog postings.  

 

Pictured: The PeopleFinder feature lets employees easily indicate the languages 
they read, write, and speak. To date, 40 languages have been declared, making 
the firm more multicultural than the firm realized prior to having this snapshot. 
Firm members have even been “genuinely touched” to find their languages on 
the list, making the team glad they did their homework in compiling the master 
list, which offers more than 50 languages.  
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Pictured: Project details for a significant and impending change of court rules 
affecting the Firm’s Alberta offices. The project was created in the Projects & 
Initiatives section of the Commercial Litigation practice group’s homepage and 
cross-posted to the corresponding section on the homepages of other affected 
practice groups. Identifying the initiative in this way, for all to see, reassures 
those affected that the firm will be ready by the time the changes take effect, 
and allows interested parties to become involved.  
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Pictured: An example of How Do I…? content — in this case, how to identify a 
legal or business conflict. In addition to the explanation in the central panel, a 
Related Links widget in the right-hand panel lets users quickly find related 
policies and other content. There’s also a Questions widget that identifies the 
page’s owner, to whom inquiries may be directed.  

CONTENT AND CONTENT CONTRIBUTORS 
Content management is split into two different processes to accommodate the two 
types of content housed in BenNet: KM content and administrative content. These 
content types are not only distinctly different, but are dealt with in distinctly different 
ways by two different teams. 

KM Content and Knowledge Bank 
“KM content” generally refers to the practice resources that the firm’s legal 
professionals use every day to practice law and service clients. The KM team is 
responsible for gathering, processing, and publishing this content. Immediate access 
to the KM is considered mission-critical to the firm.  

This content serves the particular needs of the legal professional, whatever those 
needs might be in the specific instance. And these resources are housed in a system 
of repositories in BenNet’s Knowledge Bank module and include:  

• Precedents: Models or examples of contracts, court documents, and other 
drafting resources used as starting points to document new transactions or 
proceedings.  

• Research: Internal memoranda and other literature that discuss and analyze 
interesting or difficult points of law.  

• Clauses: Model language for specific provisions of contracts or other legal 
documents.  

• Firm Publications: Updates and alerts sent to clients, as well as articles, 
papers, and speeches by members of the firm. 

• BenNet Books: Selected Knowledge Bank resources, from the Precedents, 
Research, Clauses, and Firm Publications repositories, assembled into a 
familiar book metaphor with optional added narrative. Knowledge Bank also 
includes direct access to the catalogue for the firm's four library collections of 
print and electronic resources. 

KM Content Management 
The primary contributors of Knowledge Bank content are the legal professionals 
themselves. To facilitate the contribution process, a Share Your Work widget is 
prominently displayed in various Knowledge Bank locations.  

In response to suggestions from users, the team will be adding this widget to the 
BenNet home page as well. The Share Your Work widget creates a workflow that lets 
users submit content electronically and, at the same time, provides the KM Team 
with basic but essential information (metadata) about the content being submitted. 

Parsing the Contributions 
Not every contribution, however, is accepted for publication in Knowledge Bank. The 
Knowledge Bank was designed to be a "premium” content collection, meaning that 
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content is accepted only if a subject matter expert of suitable seniority vouches for 
it. This helps to ensure quality and consistency of new work product.  

“To that end,” says Bawden, “we track who submits the content and, before the 
content is published to the Knowledge Bank, a member of the KM team confirms that 
the submitter is a subject matter expert in regard to the content submitted. If not, 
the content is routed to a subject matter expert for review prior to publication.”  

“The process is not as onerous as it sounds,” he says. “If a partner in the 
Employment practice group sends us an employment contract, we publish it to 
Knowledge Bank. If a Tax partner sends us an employment contract, we ask an 
Employment partner to review it before we publish it.” 

To acknowledge contributions and provide feedback to content contributors, the KM 
team advises contributors whether their contribution has been accepted for 
publication (and if not, why not). For contributions that are accepted, contributors 
are apprised as to how the document or clause has been described and classified so 
that they can correct any errors or suggest improvements. 

The result is that the KM team must work closely with practice groups and 
individuals, on an ongoing basis, to generate contributions of premium content and 
assemble related content into BenNet Books. 

Contributions that are accepted are copied into a separate WorkSite library that was 
created for this purpose, and from there are published to Knowledge Bank using a 
specially designed Web service (described below). 

According to Bawden, using WorkSite offered many benefits, including that it let 
them track any circulation restrictions — or firewalls — both before and after 
publication to Knowledge Bank. Using WorkSite also let them create the unique Find 
the Children mechanism (described below). 

In that separate library, called DMS-KM, default access is read-only. However, 
because WorkSite is accessible to all personnel, the team was able to institute a 
"curator" program, granting edit rights to specific documents to individuals who 
accept responsibility, for a specified period of time, to keep those documents up-to-
date. 

Due to certain WorkSite limitations, users might not be able to add all of the 
metadata or use all of the taxonomies selected by the team to classify the 
documents (type of transaction, jurisdiction, and so on). To address this, they carry 
out these activities at the SharePoint/Knowledge Bank level, using a module that the 
team developed called Knowledge Bank Admin.  

DMS-KM and Knowledge Bank Admin 
One of the firm’s partner agencies, RBRO, was tasked with helping the Bennett Jones 
team develop a framework that would enable the firm’s KM lawyers to quickly 
identify important documents and easily submit them for review and potential 
publication to BenNet. The RBRO Team worked closely with V51 to develop a Web 
service synchronization process between the iManage WorkSite DMS and the portal’s 
Knowledge Bank Admin module. The key outcomes from this effort included:  

• Seamless integration with the DMS that lets users tag documents for 
submission. The process also enforces inclusion of the metadata required to 
make the documents relevant to other consumers of the information. In 
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addition, the system ensures users submit only content that they’re 
authorized to submit for inclusion on the portal. 

• A governing process that ensures that ethically controlled documents are 
properly secured from the live site until they are vetted and sanitized, if 
necessary, by the firm’s KM lawyers. 

• A synchronization process that communicates directly with the BenNet 
portal. 

• Link technology that lets portal users obtain documents directly from the 
DMS. With this, the firm can maintain a history of usage of WorkSite-based 
content via the DMS' core systems.  

“The challenge of any great system,” says Russell, “is to provide the average user 
with a simple method of submitting valuable content for the benefit of themselves 
and others.” And this system accomplishes that in spades. 

KM lawyers also have a critical function: to identify and label content that others 
create and augment the mix of valued assets.  

“The way in which the DMS was integrated with Knowledge Bank Admin met that 
challenge,” says Russell. 

Once the DMS was integrated with the Knowledge Bank Admin, rolling it out to users 
was simple. The DMS was already front and center, on each user’s desktop. Given 
their pre-existing comfort level with that aspect of the tool, even less technical users 
could take part in the knowledge-sharing process right away. This, in turn, led to 
wider adoption in less time. 

“For example,” says Bawden, “the success of the Curator program depended on the 
seamless integration achieved with the DMS.” 

Outside of the obvious knowledge-sharing benefits of the DMS and Knowledge Bank 
integration, the marriage of the two systems offered the firm other critical, yet 
ancillary benefits. These included helping the firm identify “children” and facilitating 
the Curator program. These functions are described below: 

• Find the Children 
In the ordinary course of the firm's business, precedents and other 
Knowledge Bank documents are copied and modified to create new 
documents, and the newly created documents, or children, are saved to 
WorkSite, the Firm’s DMS.  
Taking advantage of complete integration between BenNet and the DMS, the 
Find the Children feature can, at any point in time, identify all of the DMS 
documents that have been created from precedents and other Knowledge 
Bank documents, based on unique codes embedded in each knowledge 
resource in Knowledge Bank resource.  
“This ground-breaking mechanism enables us to not only track actual usage 
of knowledge resources,” says Bawden, “but to learn from it by comparing the 
children to the parent, and continuously feed improvements back into the 
system, achieving a critical goal that has long eluded KM practitioners.” 

• See Also 
Similar to the comment-and-notification mechanism, each Knowledge Bank 
resource has a See Also section associated with it. This information is used to 
record links to related documents, blog postings, CLE programs, and/or other 
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background material that might be helpful in facilitating the document’s 
proper use. 

• Curators and Periodic Review 
Significant documents in Knowledge Bank, such as model precedents, might 
be assigned a "curator" who is responsible, for a specified time period, to 
keep that document up-to-date, taking into account such things as new 
legislation and court decisions. A curator might be an established expert or a 
junior lawyer who will develop greater expertise in the particular subject area 
as a result of being appointed a curator. The curator’s identity is displayed 
with the document so that others know who has that responsibility. The 
curator will also be notified, along with the KM Team, of any comments 
posted on that document.  
When the curator or other senior lawyers undertake a review of a Knowledge 
Bank document, the date, reviewer names, and any relevant particulars are 
then displayed with the document. 

Administrative Content 
The other content type is referred to as administrative content: useful information 
about the firm, its offices, policies, programs, procedures (including necessary forms 
and workflow), benefits, history, news, and so on. 
Contribution and management of administrative content is done on the basis of 
distributed responsibility, and each and every admin page has an owner. On most 
pages, the owner is identified with contact particulars. 
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TECHNOLOGY 

TECHNOLOGY  
Category Technology Used 

Web Server Hardware and 
O/S 

Hardware: 

• ESX VSphere 4.0 Enterprise Edition Virtual 
Server with dedicated Intel Xeon CPU E7440 @ 
2.4Ghz (2 processors)  

• 4 GB of RAM 

O/S:  

• Windows Server 2008 R2 Standard 

Bug Tracking/Quality 
Assurance • Bugzilla as the primary system to log both 

feature requests and bugs 

Design Tools • Adobe Fireworks 

Site Building Tools • MOSS 2007 Enterprise Edition  

Content Management 
Tools • MOSS 2007 Enterprise Edition 

• iManage WorkSite DMS (extended by RBRO to 
push content to SharePoint — see Part I for a 
description of DMS-KM and its relationship to 
Knowledge Bank Admin) 

Search • MOSS 2007 Enterprise Search 

Other Functions • At the suggestion of V51, the team used 
Basecamp, an online project management tool, 
to foster communication among teams, track 
issues, and share files 

MOBILE 
Mobile access is limited for BenNet. And, like many large organizations 
experimenting with mobile intranet access, Bennett Jones is taking a watch, learn, 
and implement-in-stages approach. 

“For the first phase of BenNet, we made sure that our users could access the blogs 
and post comments on blog postings from their BlackBerrys,” says Bawden. “But we 
did not create a mobile version of the site for the first phase. Our plan is to observe 
how our users are using the site and, based on that information, to add mobile 
capabilities in a later release for some key mobile scenarios.” 

SEARCH 
The portal contains several search interfaces, including:  
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• A general portal search, known as Ask Ben, designed to help users find 
administrative content  

• Knowledge Bank search tools that help lawyers locate legal knowledge sets 
• A PeopleFinder search tool 

Ask Ben 
Ask Ben is configured using MOSS 2007 Enterprise Search. Currently, this is 
searching content only in SharePoint site collections. The team configured keywords 
and best bets to promote content that absolutely must be found. For users who still 
like to find KM content in Ask Ben, they provide one-click links to execute those 
searches in the Knowledge Bank search.  
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Pictured: A search results page, including best bets, of an employee search for 
the term “Blackberry” using the Ask Ben search feature. Ask Ben is another 
example of the user-centric approach to finding intranet information. Search 
tips are prominently displayed, as are links to Knowledge Bank searches for the 
same topic. 
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Knowledge Bank Search  
Unlike Ask Ben, the Knowledge Bank search is more customized to the organization’s 
needs. 

“Knowledge Bank search is much less out of the box,” says Bawden. “The majority of 
content in Knowledge Bank is stored in document libraries with a fair bit of metadata 
including hierarchical taxonomies not fully supported by MOSS 2007.” 

When a user executes a keyword search in Knowledge Bank, the search is executed 
across multiple content types, using different search scopes for each content type 
and targeting different metadata depending on the type. Results are displayed either 
by date or relevance or some other criteria depending on the content type. Copies of 
documents from the enterprise DMS are also stored in SharePoint and indexed for 
search purposes.  

“With Knowledge Bank, as indicated, we implemented faceted classification in 
combination with search,” says Bawden. “Interestingly, the most efficient means of 
finding a precedent is to begin with faceted classification (for example, choose a type 
of agreement), and apply other filters as applicable, using full text search if needed 
only as a last resort.” 

Conversely, the most efficient means of finding an article, memo, or other research 
item or firm publication is to begin with full text search, using faceted classification 
only as a last resort. However, this approach is not the most obvious path, and team 
members know they need to work on this. 

“We think we will need to adjust the interface to make this more obvious,” he says. 
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Pictured: Search results in Knowledge Bank can be quickly refined to include 
only the most relevant results using a filtering control that appears in the left-
hand panel. This tool has proven to be both effective and popular, as users 
generally need to apply only two or three filters to reduce a result set of more 
than 1,000 to a list of fewer than 10. In this example, the user has applied only 
two filters from different categories — a document type of 
"agreement/undertaking" and a transaction type of "emissions trading" — to 
reduce a long list of documents to a more manageable number, and with this 
narrowing in place, he can now "search within results" or apply additional filters 
to reduce the list even further.  

PeopleFinder is configured in the same way as Knowledge Bank search in that it 
offers an intuitive, browser-refined interface. 

“We anticipate we will incorporate into BenNet a more sophisticated search engine, 
capable of concept searching and able to apply taxonomies (for example, FAST, 
Recommind, or Autonomy) in the foreseeable future,” says Bawden. 

RESULTS AND ROI 
The golden rule concerning return on investment (ROI) is: benefit is in the eye of the 
beholder. And nowhere is that more true than with BenNet. Sometimes intranets 
return quantifiable results (though not often) and sometimes they result in softer 
impacts such as increased use or user satisfaction. BenNet falls squarely in the 
latter. 

“Ours is not an intranet that readily lends itself to dollars-and-cents calculations of 
savings or benefits,” says Bawden. “Nevertheless, we believe that we have achieved 
an enormous return on our investment because BenNet creates a sense of 
community, disseminates information, and breaks down barriers of time and distance 
between offices — and because it has clearly been embraced by lawyers and staff 
alike.”  

“In that vein, perhaps the most immediate success of the new BenNet has been 
PeopleFinder,” he says, “closely followed by BenNet Books, the How Do I…? module, 
and blogs.” He breaks down how each of these modules has returned value for the 
firm as follows: 

• PeopleFinder 

“We can see that PeopleFinder receives an enormous amount of use on a 
daily basis,” says Bawden, “but our awareness of the success of PeopleFinder 
is also, in part, anecdotal.” 

The team has received considerable praise for PeopleFinder’s effectiveness 
from personnel in all groups and departments, but most notably from busy 
partners (who, he says, rarely take time for such things). The tool’s 
effectiveness extends beyond such things as staffing new projects and 
transactions for clients to helping users get to know their colleagues, 
especially in other offices. 

“We have also received numerous suggestions for expanding the scope of 
PeopleFinder with additional information, which we take as an indicator of its 
penetration and success,” he says. 
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One measurable way the firm can gauge the tool’s success is by tracking the 
self-declaration of languages and professional memberships contained in the 
staff profiles. And that activity has yielded great results. 

“Our people have declared proficiency in more than 40 different languages 
(other than English),” says Bawden. “And we expect that number will increase 
somewhat — perhaps to as many as 45. For professional memberships, we 
started with a pick list of 66 professional organizations, which has increased 
to 116 as a result of requests from users who wished to declare their 
memberships in organizations that were not initially on the list.”  

• BenNet Books 

BenNet Books is a big hit at the firm. 

“The introduction of BenNet Books has caused considerable excitement 
amongst the lawyers,” says Bawden. “We now have 34 books published and 
many more in preparation. We expect the pace of creation of BenNet Books to 
quicken, as more people see them and realize the possibilities.” 

BenNet Books might be described as a successful marriage of traditional KM 
material with context and process, with the result that the firm can deliver 
workplace learning while facilitating creation of work products that are 
consistently of the highest quality.  

“BenNet Books moves us measurably closer to the ultimate goal of knowledge 
sharing — that ‘we all know what we each know,’” he says, adding that “one 
of the interesting observations about BenNet Books is that, instead of the 
traditional approach of submitting one precedent at a time, contributors are 
teaming up and assembling and submitting 50 to 100 (or more) precedents at 
once, so as to populate a complete BenNet Book.” 

• How Do I…? 

The How Do I…? module has garnered a great deal of praise from both new 
hires and “old hands” at the firm. Not only for its functionality, but also for 
the vast amount of information about processes and procedures it contains.  

“The task-oriented presentation makes people feel that the answers they 
need are literally at their fingertips,” says Bawden. “Numerous suggestions 
received through the BenNet feedback widget indicate that people are delving 
into it in detail, and administrative personnel have reported a dramatic 
decrease in the number of questions they receive by phone or email.”  

Another side benefit of the module was derived from the process of 
developing it. The development process prompted the firm to centralize data 
and streamline administrative processes across the firm.  

“This resulted in making staff more efficient (and using less paper, which of 
course benefits the environment),” says Bawden.  

• Blogging 

And if BenNet Books is a good indication of participation, then participation in 
blogging is the definitive sign of success in participation.  

“The uptake on blogs has been nothing short of remarkable,” says Bawden, 
“especially for a population that previously was largely unfamiliar with 
blogging.”  
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One of the blog features lets users, through a simple widget, subscribe to any 
or all blogs and choose to receive email alerts of blog postings on an 
immediate, daily, or weekly basis. Prior to the BenNet launch, the team made 
what turned out to be an important decision: to presubscribe everyone to 
their respective practice group or departmental blogs to receive daily email 
alerts of blog postings.  

“We felt that if we wanted people to go to the effort of blogging, we needed to 
provide them with an audience,” he says. “And presubscription created that 
audience.” 

In more than six months since launch, less than one percent of the firm’s 
personnel have unsubscribed to blog alerts. 

Other Measures of Success 
Bawden cites some other measures that point to the new BenNet’s success. These 
include: 

• Extensive use of the Share Your Work widget, producing more content for 
Knowledge Bank, which arrives in a steady stream 

• Extensive use of the BenNet feedback widget, yielding a wealth of suggestions 
for improvements and new features 

• Employees’ ability to simply start using BenNet, with little or no training 
(especially the lawyers, who rarely attend training), which is evidenced by 
minimal Help Desk calls 

• Practice groups actively seeking assistance from KM lawyers in using BenNet’s 
features and functionality to develop practice group resources 

• More robust response to clients (in particular in context of RFPs), who 
increasingly want the law firms they engage to show evidence of efficiencies 
created through the use of technology  

• More robust response to our recruiters, who have been increasingly queried 
by law school graduates about our technology. The same applies to potential 
lateral hires (that is, established lawyers from other firms), who are looking 
for a high level of practice support from technological tools 

LESSONS LEARNED  
As with all intranet project teams, the Bennett Jones team can claim some sweet 
victories and some painful lessons learned.  
“Throughout the course of the BenNet project, we did some things right and some 
things wrong,” says Bawden. “Fortunately for us, the things we did right 
outnumbered the things we would do differently next time.”  
Team members learned many lessons, including: 

• Solicit support and involvement from senior management. “To start 
with, we cannot overemphasize the benefit of having significant management 
buy-in and involvement throughout the planning and execution phases of 
your project. Even the most well-run projects will hit a bump or two in the 
road (we had our share), and when this occurs you want management on 
your side, instead of having to spend precious time bringing them up to speed 
and trying to secure their support.” 
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• Dedicate an internal project manager. “The second thing we cannot 
overemphasize (and one thing we initially failed to appreciate) is the 
importance of having an internal project manager who can spend all of 
his/her time focusing on the project. The internal project manager must 
comprehend an enormous amount of detail and must work closely with any 
external project managers. This is especially critical for projects such as ours, 
where we engaged different organizations to help with the user experience 
design and development.” 

• Articulate goals and guiding principles. “Take time at the outset of the 
project to write down the goals and guiding principles for your intranet, and 
review them with senior management. This will help make difficult and/or 
political decisions easier, and can be extremely helpful when the team is 
tasked with determining which features to include in the current phase and 
which features to push off to a future phase.” 

• Invest in user experience design. “Fortunately for us, some key members 
of the Steering Committee understood the importance of user experience 
design. Putting a significant amount of effort and resources into user 
experience design will mitigate risks around user adoption. Put more simply, 
it's the investment that will help you realize the larger investment. Many 
people in our organization do not have any desire to use technology for the 
sake of using technology: they simply want to find the information they are 
looking for and complete the work they need to do. We put considerable effort 
into making things visually appealing and simple to use and engaged user 
experience experts who were charged with this key responsibility. It really 
worked out well for us, and we would recommend that others make the 
investment in user experience design.” 

• Involve users. “When designing features and functionality, always look for 
ways that you can get users more involved and engaged, as part of their 
normal routine, in the key elements that lead to a robust and healthy 
intranet. In our case, knowledge sharing is critical to the success of BenNet, 
so we went out of our way to develop functionality that would, without a lot of 
effort from our users, support knowledge sharing. Enabling users to attach 
comments to specific resources, providing a place for users to store their 
‘stuff,’ and blogging are good examples. 
“Usability testing is a great way to improve an intranet, but is also a 
phenomenal way of obtaining buy-in from key stakeholders in the 
organization.” 

• Be inclusive. “Identify all of your stakeholders, ideally from the outset, and 
make them feel heard (which is not the same as trying to please everyone). 
Reach out for input using techniques such as card sorting and usability testing 
and communicate regularly. To paraphrase Lao Tse: ‘The best leader makes 
the people think it was their idea.’ In addition, treat every member of the 
team as a peer and encourage junior people to speak up. You will be 
surprised where some of the best ideas come from.” 

• Don't take shortcuts. “In some instances in the design process, we went 
directly from requirements to mock-ups (i.e., omitting wireframes). We feel 
that, in most of those instances, the omission of wireframes actually slowed 
the process by glossing over important questions (e.g., where is a particular 
set of data coming from?) that ultimately had to be answered. We would not 
do this again.” 
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• Improve business processes. “Building an intranet, as it turns out, is a 
great opportunity to improve business processes, and you will identify many 
things in the course of the project that can undoubtedly be improved. Be very 
selective — if it's broken and you can fix it, then fix it; if it’s broken but it 
would take too much time or effort to fix, acknowledge it and consider 
addressing it post-launch; if it works but could be better, ask yourself how 
important it is to fix. Your goals and guiding principles will be helpful in 
making some of these challenging decisions.”  

• Manage the paper. “Be prepared for a tsunami of documentation: 
requirements documents, wireframes, mock-ups, minutes of meetings, etc., 
and multiple versions of each, from multiple organizations and authors. We 
did a reasonable job of keeping track of the paper, but it took a lot of effort 
and next time we would provide our internal project manager with a records 
clerk, whose primary task would be to capture and organize all of the 
documentation (including successive versions) in our DMS. 
“We didn’t have a dedicated Business Analyst assigned to the project to 
capture detailed requirements. The wireframes we created had notes attached 
to them, but it would have been useful to capture detailed requirements at 
the same time. Towards the end of the user interface design phase we did use 
a wiki, where we uploaded the mockup and/or wireframe and had the team 
capture requirements — this worked well, but we should have done it 
sooner!” 

• Don’t skimp on the timeline. “This project was successful because Bennett 
Jones was willing to spend so much time working on the project. Clients are 
often not able to dedicate such a large team and so much time to a project.” 

• Include the technical architect along the way. “The Technical Solution 
Architect (from V51) was at every user experience design meeting, which was 
incredibly helpful and resulted in a final intranet that really respected the user 
experience we tried to create.” 

 
And one last thing to keep in mind when undertaking this type of project: 

• It’s a lot of work. “We underestimated the amount of work that was 
required to complete the project! We underestimated the scope that Bennett 
Jones would want to include in their initial launch (especially with the size and 
complexity of the Knowledge Bank area). They took on an incredible amount 
of functionality for the first phase of an intranet.”  
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