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Agenda

� Case Study: The Problem
� Wikipedia and Knowledge Authoring
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Case Study

� Media/Yellow Pages Company
� Major migration to “CRM” and Billing 

software package
� Lots of terminology confusion

� Both business and IT

� Consolidation of 50+legacy systems and 
supporting business processes
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The Dictionary

� No definitive corporate dictionary existed
� Lots of legacy dictionaries around

sometimes contradicting  
� Some industry-specific jargon
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Objective: Clear Understanding
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Technology on a Shoestring

� Bonnie’s Law:
� “Use whatever is lying around”

� Plumtree Portal
� Studio: No custom development
� Enabled dev and testing to be easier, quicker

� Not without limits!!
� Development resources were not available
� Budget dictated using Bonnie’s Law
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Objective:

� ”Get the Business People to Author the 
Dictionary”
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Wikipedia and Knowledge 
Authoring

� Wikipedia is an open-source, free 
encyclopedia on the internet
� “Of the people, by the people, for the People”
� Anyone can contribute content
� Very little governance, basically to verify no foul 

language
� No verification of facts; It is supposed to govern 

itself
� Anyone can add a new entry or edit any other entry
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Quality of Content

� Who guarantees the content of Wikipedia?
� Self-governance seems to work

� Wikipedia is a recognized content source
� It is quoted frequently in articles

� If someone contributes something that is 
wrong, someone else comes along and edits it

© Bonnie O’Neil
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Can a Dictionary be a Wikipedia?

� Want users to contribute
� Word usage can vary across departments
� Want to capture dialects

� Business people should be an important source 
of business vocabulary
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Questions

� Is there or should there be an Authorized 
business vocabulary?

� If so, what is the source of this vocabulary?
� How will definition conflicts be resolved?
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Mistakes of the Past

� Data Stewardship Dictatorships
� It takes an Act of Congress to change a 

definition (or a Data Registrar)
� Too much governance
� Extensive resource allocation
� Analysis Paralysis
� Too many people involved
� Too long to change
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Our Solution: “Governance Lite”

� “Terms Team”
� Four Members

� Two Business Liaisons
� One technical person who had been heavily 

involved in the migration
� One consultant (yours truly)
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Governance Lite Process

� All terms begin as Candidates
� Terms Team approves it, changes its status 

to Approved
� Verifies that there are no conflicts
� Verifies that the definition is clear and makes 

sense
� Verifies that the definition has components of a 

good definition (see my article)
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Merging Definitions

� If one term has multiple instances of “word 
sense” (semantics), then the Terms Team can 
merge them and enumerate them

� Example: the word “Lost”
1. Fail to win (lost the game)

2. Fail to take advantage of (lost the chance for the sale)

3. Unsuccessful in retaining possession (lost my button)
4. To rid oneself of (lost 5 pounds)
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Wiki-Principles

� Anyone can change anyone else’s definition
� Add to it
� Enhance it in some way
� Correct it
� Make a comment about it

� The Dictionary should be able to evolve with 
the culture of the organization
� The culture at large gains new words and old 

words gather nuances over time
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Where We Differed from Wikipedia

� We wanted to have the pre-edited content 
available to see what the edit contained, for 
authorization purposes
� To trace what was added, and also where 

specific changes came from

� This enables governance
� We wanted to have a Status field only 

editable by the Governance group
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Technology Challenges

� We wanted anyone to be able to edit anyone 
else’s entry
� Except for the Status field
� Only the Terms team could Authorize a term

� Studio did not allow this: All or nothing
� You could edit other people’s entries but if the 

Status field was shown it must be editable
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Biggest Challenge: Tracking History

� Studio did not preserve changes
� This means we could not establish our governance 

policy as desired
� It could be done using the full Plumtree Portal 

Product, But:
� Added cost of development (Studio, development 

virtually free)
� Added time for development, testing and deployment
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Alternatives

� We tried adding a database trigger
� Apparently, Plumtree disabled triggers

� We explored copying the table nightly
� This would not guarantee that we would 

preserve all changes
� It is possible that the term could have been 

both created and edited on the same day
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Compromise

� When someone wants to edit an existing term, 
they have to create a new dictionary entry
� We were not thrilled with this, because we felt that 

editing an existing entry provides a person with the 
sense that they are adding to existing knowledge

� At the same time, it allows us to track the evolution of a 
term

� Different than wiki because it will then have 
multiple entries for the same term
� Wiki only has one entry for the same term but can be 

edited multiple times
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The Dictionary at Work

� The following example shows:
� Three entries of similar terms, with some 

conflicts
� One came from the COTS vendor
� Semantic Conflict

� What do the types of Prospect Codes mean?
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What was the Roll-Out Strategy?

� Build the portlet using Studio
� Test with Terms Team
� Advertise/PR
� Launch
� Monitor usage/Apply governance
� More PR!
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PR

� We had to let the company know the 
dictionary was there so they can use it

� We had to get people to add to the 
knowledge base

� Two-fold Approach:
� Advertising, Awareness
� Incentives!
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Include the Publicity

� Our client had a PR group; we engaged them to help us
� We had a contest: every time you entered a term gave you 

a chance to win one of two $100 gift certificates of brand 
merchandise

� We put posters up in each site
� “In the Know” online webzine had a front page article
� The article appeared on our portal the first time we 

launched
� Put the “Terms Dictionary” portlet on the internal Home 

Page
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Dictionary Challenges

� Some people entered the same term 
multiple times to get credit for the contest

� Some people entered nonsense terms just to 
be silly
� Very rare occurrences

� “Governance lite” provides a means for 
removing unwanted terms
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Next Steps

� Exploring a Wikipedia for general knowledge 
capture

� Technology challenges
� Doesn’t fit in with company’s standard guidelines for 

approved technology platforms
� Doesn’t fit in with how projects are managed with the 

standard portal templates

� Logical next step from Dictionary
� Capture Good Metrics
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Questions for Wikipedia use

� What is the purpose of the Wikipedia?
� Will it require Authorization of entries?

� Would it be permissible to have entries with
complete self-governance?
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Wikipedia and Classification

� Synonym rings?
� Taxonomy?
� Ontology?
� “Semantic Web”?
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Conclusions

� People are by nature lousy at documenting 
things
� Metadata efforts need to be aimed at 

encouraging people to document their work

� We need to create an easy way that people 
can document a discovery made when it 
happens
� Wikipedia is one way to do this

© Bonnie O’Neil

Thanks!

Bonnie O’Neil, PPC
24771 Westridge Rd.
Golden, CO 80403

Office: 303-642-3534
Cell: 303-725-1737

bonnie@westridge.net

Lowell Fryman,
EIS, LLC
14844 Fillmore Way
Thornton, CO 80602
Off/Cell: 
970-581-0769

lfryman@eisolutionsllc.com


