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Background
Content authoring is an important and valued skill at Suncorp. For the most part content authors and site owners take on the content authorship role on top of their current role. The current job descrip- tion remains unaltered and as such there is no formal recognition of the role they take in making products, services and information available to their fellow staff members. Furthermore, when the team member leaves the organisation or moves roles, their authoring activities are not necessarily visible to the recruiting manager, and as such this important function is not replaced. this important function is not replaced.

Call to action for content authors or site owners
Have your work in this acknowledged and formalised by adding it to your performance goals and development plans.

Process for adding content authoring or site ownership to your performance goals and development plans
Read through this document, decide which authoring responsibilities fit within your remit and mark them down.1


Discuss the idea with your manager and show them the types of goals you would like to add in to your performance review and/or the type of professional development you would like to undertake.2


Having decided the appropriate responsibilities with your manager, add them to your current performance goals and/or development plan.3
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Site Owners




Site owners are those managers with the authority to determine how the intranet and the digital work- place can be used to support their part of the organisation. Site owners have the ultimate responsibility for the online content. They ensure there are suffcient content authors with appropriate training for their area. This includes assigning temporary resources to cover absences by their content owners and authors. It is the responsibility of the content owner to ensure that all content is handed over prior to an absence, including handing over content permanently in the event that an author changes roles or leaves the organisation.


Performance Goal for Site Owners
Ensure that site and content for the XYZ team is managed, specifically that the goals and objectives of both the team and our internal customers are met. Specific measures:


Bi-annual or quarterly survey of end-users (internal customers, staff that use the site) and stakeholders within the team to see how the site is performing for them and act upon feedback and measure improvements.

Look at search and site analytics, statistics, report on key performance indicators (KPIs) and act upon measures accordingly.
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Performance Goal for Site Owners (continued)

Mentor and train the team/ a particular team member in relation to content authoring and proper use of online channels to drive business unit/ brand/ programme goals and imperatives.

Lead efforts around the creation of a new site navigation (information architecture or classification schema), ensuring that user-centred design principles are adhered to, and users are actively involved throughout the process, including definition of the final solution.

Redevelop the department/ project etc. site, key activities (can be used separately or as part of a site redevelopment) including:

Carry out a site audit in preparation for migration to SharePoint Online and/or to align with department changes, a new programme etc.

Work closely with key stakeholders to understand their needs and involve them in planning and problem solving.

Managing the site landing page to maintain a proper balance of content and tools.

Add, delete, amend, archive content and maintain existing content to ensure it is accurate, up- to-date and aligned with the department and organisational goals.

Ensure content is owned and will be managed ongoing. Coordinate the efforts of content owners.
Achieve sign-off from management and/ or content owners.
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Performance Goal for Site Owners (continued)

Ensures the content meets the business requirements and governance guidelines, that it is owned and reviewed on a regular basis for relevancy, ownership and that it meets the needs of the end-user.

Conduct research to understand the needs of end-users and stake holders, translate research into actionable outcomes (business objective and site deliverables and actions).

Move beyond an understanding of the basic technology platforms at play to demonstrate expertise in one or more areas search, SharePoint Online, Yammer, Video, multi-media production and use etc.

Communicate actively with all main stakeholder and user groups.

Create and provide introductions and training to users of all different levels (including average users, content owners, news authors, group owners)



Development Plan Inclusions

Attend all training sessions conducted internally by the Channels Team to raise digital capability.

Participate in the digital initiative of another expert team (e.g. one run by Channels) to improve digital competency (across the board or in a particular area). This could include writing content, carrying out user research, undertaking research and analysis to arrive at a content classification framework, design the site and page layouts, creating the site itself, training new authors, managing change and communications or working across activities.

Undertake specific (external) training, this could be around analytics, software such as SharePoint Online or related Offce365 applications (Yammer, OneDrive, Teams, Power BI etc,) or user centred (UX) design.

Attend or speak at a digital workplace conference. Join a professional body.
Enter into a mentoring relationship, either internally or externally.
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Content authors




Content authors are responsible for the compilation and publication of relevant content for their area. They are part of a large and important community of practice that ensures that the needs of the business areas are represented across the organisation, and equally that end-user needs are understood and met.


Performance Goal for Content Authors
Continuously improve the site and content for the XYZ team, ensuring that the goals and objectives of both the team and our internal customers are met, through the following:


A bi-annual or quarterly survey of end-users (internal customers, staff that use the site) and stakeholders within the team to see how the site is performing for them and act upon feedback and measure improvements.

Monitoring and acting upon data such as and site analytics, statistics, and reporting against key performance indicators (KPIs).


Mentor and train the team/ a particular team member in relation to content authoring and proper use of online channels to drive business unit/ brand/ programme goals and imperatives.
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Performance Goal for Content Authors (continued)

Lead efforts around the creation of a new site navigation (information architecture or classification schema), ensuring that user-centred design principles are adhered to, and users are actively involved throughout the process, including definition of the final solution.

Redevelop the department/ project etc. site (or part thereof), key activities (can be used separately or as part of a site redevelopment) including:

Carry out a site audit in preparation for migration to SharePoint Online and/or to align with department changes, a new programme etc.

Work closely with key stakeholders to understand their needs and involve them in plan- ning and problem solving.

Managing the site landing page to maintain a proper balance of content and tools.

Add, delete, amend, archive content and maintain existing content to ensure it is accu- rate, up- to-date and aligned with the department and organisational goals.

Ensure content is owned and will be managed ongoing. Coordinate the efforts of content owners.
Achieve sign-off from management and/ or content owners.

Ensures the content meets the business requirements and governance guidelines, carry out regular reviews ensure content is relevant and that it meets the needs of the end-user.
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Performance Goal for Content Authors (continued)

Conduct research to understand the needs of end-users and stake holders, translate research into actionable outcomes (business objective and site deliverables and actions).

Move beyond an understanding of the basic technology platforms at play to demonstrate expertise in one or more areas search, SharePoint Online, Yammer, Video, multi-media produc- tion and use etc.

Communicate actively with all main stakeholder and user groups.

Create and provide introductions and training to users of all different levels (including average users, content owners, news authors, group owners).

Improve XYZ process, establish online workflow, automation and/ or join several processes together.

Be an active member of the authoring community (provide introductions and training to users of all different levels, share success stories, failures, lessons learned etc.)

Be an exemplar digital practitioner, attend workshops, consume and act on statistics, read and research in the area, participate fully in the organisation’s online community, take pride in and measure the effectiveness of the online offering for both the business and for end-users.



Development Plan Inclusions

Attend all training sessions conducted internally by the Channels Team to raise digital capability.

Participate in the digital initiative of another expert team (e.g. one run by Channels) to improve digital competency (across the board or in a particular area). This could include writing content, carrying out user research, undertaking research and analysis to arrive at a content classification framework, design the site and page layouts, creating the site itself, training new authors, manag- ing change and communications or working across activities.

Undertake specific (external) training, this could be around analytics, software such as SharePoint Online or related Offce365 applications (Yammer, OneDrive, Teams, Power BI etc,) or user centred (UX) design.

Attend or speak at a digital workplace conference. Join a professional body.
Enter into a mentoring relationship, either internally or externally.

Undertake up-skilling and deep knowledge in a particular area and share this with the organisation in some way, such as conducting expert sessions, creating online resources, making a blog or vlog, contributing to the digital workplace support site.
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