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provides a very practical article on do’s and dont’s for
those who may be involved in such a project.

Editorial Board

We are very sorry to bid farewell to Marianne Barber,
who has been an extremely committed member of the
Board, including Guest Editing our theme on legal
research education. Marianne has been with us for too
short a time as Deputy Chair, but has been called to pas-
tures new as Chair of the BIALL Web Editorial Board.
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Correction
Privilege and Property: Essays on the
Copyright.

In the Autumn issue of LIM 10(3) on page 258 we
incorrectly attributed the book review to Lord
Drummond Young. It was in fact written by John St.
Clair. We send our apologies to all concerned.
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Using Wikis as Cost Saving Tools at
Field Fisher Waterhouse

Abstract: This paper, presented at the BIALL Conference in June 2010 by Anneli
Sarkanen, describes the process Field Fisher Waterhouse went through in utilising
wikis in the firm for knowledge management and knowledge sharing. It describes
the development of the project, the tactics used to encourage adoption, problems
encountered and the project’s planned future development.
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Introduction

This paper describes the process Field Fisher Waterhouse
(FFW) went through in utilising wiki software within the
firm for knowledge management and knowledge sharing. At
FFW we have a document management system (DMS), a
know how database with enterprise search and a new intra-
net (both subjects at recent BIALL Conference seminars
Rudman, 2009 and Jannetta, 2008) yet with an increased
need to provide opportunities to collaborate between our
offices, we considered using a wiki as a solution.

The project began tentatively in 2008, with the
Knowledge and Information Services (KIS) team trialling
various wiki software. At the time, the team had little famili-
arity with wikis, having only ever seen Wikipedia, but not
contributing to content. The team set up trials on
PBWorks' (the wiki software used for the BIALL How Do
12 wiki), MediaWiki? (used by Wikipedia) and Confluence by
Atlassian3. These trials allowed the team to see the benefits
of such software and how they could be applied at FFW.
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The benefits of the wikis were the solutions we were
seeking at FFW. We wanted something to allow for
increased collaboration, cross-departmental and cross-office
working which would provide for more dynamic content.
There was a desire to have something which would aid
departments or groups which were split geographically; an
example of this is the KIS team who are situated in the
practice groups across two buildings in London and in
Brussels. We also wanted a system which would allow for
knowledge sharing; our know how database is not suitable
for all types of knowledge, so we needed something which
would complement it, but not detract from it.

Project development

Management buy-in

Our wiki did not come free so, before the wiki project
could start, we required approval from the Board, both
in terms of the cost and also that it was a project they
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believed in for the benefit of FFW. The project was
approved and we have seen further demonstrations of
the importance of wikis to the management team
through a recent firm-wide initiative which directs groups
to consider if wikis and blogs are appropriate to what
they are doing.

Implementation

From the trials the KIS team conducted, Confluence was
chosen as the preferred solution and implementation
began in mid-2009, working with an Atlassian partner,
Noko.

Initially Noko hosted the wiki on their servers for
testing and it was then moved in-house. Once the wiki
was established, a single-sign-on (SSO) solution was
implemented, which allowed users to access it without a
username and password, an important feature for adop-
tion. SSO was also important to combat some technical
issues we had. When the wiki was moved in-house, we
encountered some obstacles with users accessing
Confluence, which delayed us promoting wikis fully to
the firm. We did not want to try to “sell” the wiki when
there were still bugs in the system. Once we had SSO,
the access issue was resolved.

FFW Intranet Home | FFW.com

@ Field Fisher Waterhouse

KnowledgeSearch | CRM System |

In the early days of the wiki, a number of test spaces
were created. These acted as a place for new users to
experiment with the wiki, as well as for the KIS team to
build their space so it could be used to demonstrate how
wikis worked. The FFW “brand” was applied to our wiki
spaces and templates were created to give some kind of
consistency across homepages. These templates helped
to create spaces quickly, so there would be minimal time
and effort spent when a new wiki space was requested.

Our wikis, where appropriate, were also integrated
into the intranet, with links from departmental pages to
their related spaces. Figure | shows a wiki space, being
used solely as a blog, integrated into the intranet.

Encouraging adoption

As with any new technology, use is not instantaneous and
time is needed to explain wikis to the business, allowing
people to understand the wiki concept, to see the
benefits of wikis and to understand that our wikis are
not like Wikipedia. At the time of writing, the wikis in
FFW are still in pilot stage and, although we have not
been using wikis for long, we have discovered some
methods to help adoption in a law firm.

Elite | IT Helpdesk | My FFW |

My FFW Home How We Work Departments

FFW Intranet Home Page > FFW Groups > Blegs > DR Elog

Dispute Resolution Blog

Dashboard Dispute Resolution Blog

Dispute Resolution Blog Home

Welcome

Business Services

&2 Added by James Mullan, last edited by James Mullan on Sep 02, 2010 (visw change)

& Tuesday, 16 November 2010

Offices FFW Groups A-2Z

Hella Anneli

FFW Intranet [

& Edit

g Add + £ Tools ~

Welcome to the
Dispute
Resolution blog.
I'm

the internal
communications
partner for the
Dispute
Resolution team
and will be
using this blog
to keep you up
to date with
news and to
hear your
comments.

Previous blog posts

& Proposals for reform of civil
litigation funding and costs

&) Mew international law guides

& Inadequate proceduyr

Proposals for reform of civil litigation funding and costs
La: ad Nov 1 09:55 by -'-n'\gln Sarkangn

La blog, cos on
The Ministry of Justice has published a consultation, seeking views on implementing a package
of Lord Justice Jackson's proposals for reforming conditional fee arrangements and other
aspects of civil litigation funding and costs, The consultation opened 15/11/2010 and closes on
14 February 2011,

See: http:// . justice.gov.uk/consultations/jackson-review-151110.htm

Edit

Posted at Nov 16, 2010 by £ Anneli Sarkanen | G 0 comments

[& wednesday, 10 November 2010
w guides

by Anneli Sarkanen

New international la
as ged Nov 10, 2

s: gr blog, interngtionsl lgw

& Local ntranet

Figure |: Wiki space being used as blog — Dispute Resolution blog
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Test spaces

We set up test spaces to get to grips with the technology
and the KIS team were the first to do this and then illus-
trated the functionality to others. The KIS wiki space has
since become one of the most developed, containing a
whole host of information, from contact details for sup-
pliers to know-how on enquiries and it contains a blog to

flag up new items of interest (Figure 2).

Demonstrations

We gave demonstrations to practice groups and to
business services. To date we have demonstrated to all
business services groups and most fee earning groups.

These demonstrations worked on two levels:

I. For the users to query things they did not

understand and for us to put their concerns at rest.
2. For the KIS team to get an insight into how wikis are

perceived.

At these demonstrations, the wikis were not forced on
the groups, nor were any spaces set up without an
approach from a group first. The demonstrations allowed
the groups to think about them and consider in their

own time how they might use this technology.

Intranet integration

Embedding the wikis within the framework of the intra-
net was important to get people to adopt them. It shows

Dashboard

Added by §83. last edited by Japmas Mullan on Jun 16, 2010 (yigwchangs)

(=] Investigate usage data tools for research

# 3 Linkedin training for partnars and fes
aamers
\5] Linking Mint to intranet content

Latest news

] kmark =
L] Eookmarks & Wednesday, 25 August 2010
® 13 Books, Journals and other Reasource:
# {3 Budgat Lexis Lll:lrar\lr enhancements
® {3 Enquiry ti
O e P
~ L - 2 Kathryn recently sent me a imen iling th gnhancements to Lexis Library. Quite useful - talks
" M?'—M about how the Practice Area pages look better and include content specific RSS feeds (the employment one
{3 LIS incentives & meatings looks very good now), mentions Appeals Tracker and new c y {including a | on
2 43 LIS pr - discrimination law). Although 2009 update, much of the updates have passed me by so useful to read.
2] Google training for business seryice: f
and secrataries Posted at Aug 25, 2010 by /4 anneli Sarkanen | 07 0 comments | Edit
1 Intranet usabili &3 tin:
=] Investigate new d to L
information databases = Tuesday, 24 August 2010

Page restrlctlons on Confluence

how the technology works within existing infrastructures
(Arconati, 2010) and gives seamless access. Being on the
intranet, the wikis were also much easier to find and for
users to stumble across.

“Stealth” adoption

This tactic involved moving essential content into a wiki
space or page, thus people began accessing and using the
wiki without realising it. Users can become comfortable
with the wiki, before using it for their own project.

Woatercooler moments

One of the recent ways of getting wikis adopted is using
chance meetings with people to discuss their current
work and see if a wiki could offer help. In a meeting with
the fraud team, we realised how a wiki would help with a
current project they had; this enabled them to have one
place to access all relevant material, whether stored on
the DMS or on the internet. This space has grown con-
siderably over the past months and is an excellent
example of how the wikis are being used.

Benefits

We have really started to experience the benefits of the
wikis, although it is still early days.

Browse v A

Annali Sackanan

[ News aggregators
® T3 social media demos to business units and
business services depts

Lo Projec
T3 LIS SWOT Analysis
® T3 Online databases
® 3 sandbox
3 Trainee seats
& T3 Training
® {3 Using wikis 35 cost saving tools at FEW

Should you wish to make any page so that just the Library team can view it, you'll want to use the
Restrictions option for the page. Click on Tools > Restrictions. Select to either restrict viewing or editing the
page. Then choose Group and find Information Services Team. This will restrict the pages (either viewing
or editing, depending on the option you chose) to just the lbrary team, including Jan, plus James and Jane,

Posted at Aug 24, 2010 by 4 anneli Sarkanen | (0 0 comments | Edit

|& Friday, 13 August 2010

London IS + Brussels IS meeting - August 26 2010
Last changad Aug 13, 2010 15:01 by Jan Grillat
Dear all,

I added a wikipage under KIS (http:// f W] ) dedicated to our
meeting in August (and hopefully with some extra pages of nl:her future meetings...} : in which I developed a
suggestion timetable. Do not hestitate to comment / change or other. If you do rhmk that WIKI is not the

Figure 2: KIS home page
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Greater productivity

For the KIS team, the wiki has become invaluable. We
have used it to draw together all information relating to
our suppliers and databases into one space. Previously
this information was in various documents and emails
and in people’s minds. It was difficult to locate and work
out what the latest position was on a particular matter.
Now there is one page for one database, with infor-
mation ranging from our account managers’ contact infor-
mation to relevant terms and conditions. We have seen
this as a time saving measure and it has increased our
productivity.

Project management

We have also found the wiki useful for managing a
project. A page will be dedicated to the project which
will contain all the relevant information e.g. those
involved, latest stages reached. We found that before a
meeting took place we would discuss the project online.
When it came to meeting face-to-face, these online dis-
cussions had already given us a rough agenda to follow
and some solutions partially worked out. The wiki is cer-
tainly not a replacement for meetings, but it has made us
more productive when meetings do take place.

Team communications

The blog functionality has proven useful for communi-
cations amongst teams. Some wiki spaces are dedicated
blogs (Figure |. The Dispute Resolution blog) and some
use the blogs within an existing space (Figure 2. KIS wiki
space). Several have been set up and are used regularly in
the teams, including employment, dispute resolution, pro-
fessional regulatory and those interested in the gas indus-
try. They have provided a way of keeping teams up to
date without flooding their inbox with emails and as a
central storage point for any of these updates.

Library knowhow

The KIS team are using the wiki to store know-how
related to enquiries. Before the wiki, we did not store
answers to enquiries which would potentially be useful in
the future; the knowhow database did not seem appro-
priate and the KIS team do not have colleagues near
them to ask. Having these pages saves time when answer-
ing repeat enquiries. These pages are much like the
BIALL wiki but more appropriate to our own resources.

Points to consider

Whilst we have seen the benefits of the wikis and had
successes, there have been issues we have come across
and the process of implementing wikis has not all been
plain sailing.
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Barriers

We have found that having any sort of barrier to the wiki
hinders adoption. One barrier is low visibility: whilst the
wiki was on our own servers, it was not visible on the
intranet. Integrating the wiki in the intranet overcame
that visibility problem. Another barrier is the request for
a username/password to access the wiki. Such a facility is
available on external wikis like the BIALL wiki, but as this
wiki is internal and most of our systems are IP recog-
nised, the expectation was not there. The sign-on
requirement became a barrier as people thought they
were entering a space they were not allowed to enter, or
would not be able to access. The SSO solution overcame
that barrier and this greatly increased the use of the wiki.

“Empty wiki syndrome”

Empty wikis do not attract users. Content is needed for
people to begin using them. When the KIS team has set
up a wiki space for a department, we populate it with
basic information or give it a structure before promoting
it.

Measuring success

We have discovered that it is very useful to have statistics
and a reporting function for the wiki, to see how much it
is being used. What we have not determined is when we
consider a wiki project to be successful. Is it the first blog
post or the 50th? From the limited reporting function we
have (Figure 3) we can consider them a success, but we
have not defined our parameters for “success”.

Misconceptions

We have encountered the assumptions people make
about wikis and how they view them. From our demon-
strations to practice groups, we have found there are a
number of preconceptions people have about wikis
and we needed to be prepared to respond to them.
Common ones we found were that they were confused
with Wikipedia, or were social places like Facebook. Our
Atlassian partners Noko suggest we do not use words
like “social” or “wiki” when selling wikis to the business
as they generally have a negative impact (Attewell, 2010).

Future developments

Our use of Confluence is not even a year old, and we are
looking to the future. Some things we are looking at
include better reporting and statistics, upgrades by
Atlassian which will provide additional or alternative func-
tionality and features, archiving of wiki spaces which are
no longer used, integrating the wiki in our enterprise
search and the use of RSS from the wiki to feed into our
intranet.
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Activity for week starting 24 May 2010

e

Period: month | week | dav Week: << Previous | Now | Next >>
See also: Global Confluenc
.
Nice peak! Vil

This graph shows how many times pages and blog posts have been viewed over the current time pened.

Top contributor!

24 May-2010 25-May-2010 - M sy 27-May-201 26-May 2010 20-May-2010 30-May-2010
1
150
"”
50
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&= Comment =e= Page -+ Blog posts

This graph shows how many pages, blog posts and comments have been created or

ed over the current time pericd.

Most active content (Edits)

Most active contributors (Edits)

1 ﬁ Knowledge and Information Services Home (48) 1. g Nexis sians contract with News Interpational (3) 1. Anneli Sarkanen (27)
2. 5] Using wikis as cost saving tools at FEW (16) 2. |&] Foreign company searches (2) 2. lames Mullan (S)

3. |2 Slide $ - Conclysions (Anneli & James) (13) 3. |5 GoToMeeting (1) 3, Rochelle Jolliffe (2)
4, E 1gn: Taris 1 nternational (13) 4, l;- in L Atten ) (1) 4, Claire Tavior (1)

5. |&] Google v Westlaw (6) 5. [E GoT ing organ (1) 5 Jon Matthaws (1)

6. |&] GoToMeeting (S) 6. |&] Journal passwords - London (1)

7. |£] Eareign compan L (s) 7. |£] Schedule » GoToMeeting (1)

8. |E] LIS Projects 2010-2011 (4)

9. (2] Journal passwords - London (4)
10. |&] Stide 1 - Why & How (Apoeli} (3)

Figure 3: Reporting function

Conclusions

The use of wikis at FFW has so far been successful. We
have seen the benefits of installing them, even though we
are still in the pilot stage, and we have identified problems
which colleagues planning to introduce this technology
should be aware of. Our most successful wiki has been

Footnotes

'http://pbworks.com/
http://www.mediawiki.org/wiki/MediaWiki
3http://www.atlassian.com/software/confluence/
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within the KIS team, but other wiki spaces are developing
well. Adoption remains a key topic and all manner of
tactics can be used to encourage this. The wikis have
complemented our existing systems and now we are
looking to integrate them further within our enterprise
search tool and intranet. VWe have seen increased pro-
ductivity and more efficient use of time through the
wikis.
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When Free and Easy Isn’t an Option:
Intranet 2.0 at the Bar Council of
Ireland Law Library

Abstract: At the BIALL Conference in June 2010 John Duffy presented a paper
recounting his experiences of installing a bespoke desktop library interface for all
the barristers, with customisation available and utilising VWeb 2.0 tools.

Keywords:

Introduction

The Bar Council of Ireland Law Library is a private
library owned by the barristers of Ireland and funded by
their individual membership subscriptions. It serves the
day-to-day information needs of about 2,500 prac-
titioners, based mainly in Dublin but also working on the
various circuits throughout Ireland. The print collection
runs to some 130,000 volumes and the Library &
Information Service employs 33 staff.

The Web 2.0 revolution has brought new ways of
looking at the relationship between users and content, devel-
opments that many libraries have been following closely.
From the literature on the subject it can almost seem as
though institutions which are not making use of these new,
mostly free, technologies are somehow lagging behind.
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For the Law Library the biggest obstacle was the firewall
and the nature of our business. Law is a highly competitive
sector, where an important part of the information pro-
fessional’s job is to keep our users ahead of the curve on
legal information: to provide it quickly, intuitively and on a
24/7 basis. Web 2.0 is ideal for this kind of activity but, for
us at least, having it out on the public web in a Web 2.0
application was never an option. All content must be kept
exclusive to fee-paying Law Library members.

So why bother?

The easiest option is just to ignore it all and to continue
on a Web 1.0 basis and leave Library 2.0 to the academic
and public libraries. The Law Library has a decades-long
commitment to online materials and makes a variety of
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