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Abstract

A number of Australian companies have realized the relative quick gains
with low associated risks that can be achieved through the business-to-
employee (B2E) model. Employee Self Service (ESS) is a solution based on
the B2E model and it enables employee access to the corporate human
resource information system. This chapter looks at the development of a
human resources (HR) ESS portal and presents the findings of a case study
of three Australian organizations that have implemented an ESS portal.
A model depicting portal maturity is presented and analysis shows that
ESS portals can be categorized as first generation with an “Access Rich”
focus, second generation with a “Collaboration Rich” focus, or third
generationwithan “Application Rich” focus. The information and process
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focus of the ESS portal of three organizations will be presented and will
be used to place the organization into the portal development model
proposed by Brosche (2002).

Introduction

Approximately 320 of Australia’ stop companieshaveimplemented SAP's
ERPsystem (SAPR/3), and of theseapproximately 150 haveimplemented the
human resources (HR) modul e, with 33implementing the ESS component.
Thesecompaniesinclude Toyota, Westpac, RMIT, National AustraliaBank,
Siemens, Telstra, and Linfox (Hawking & Stein, 2002). Inrecent timesthere
hasbeen aplethoraof research associated with theimpact andimplicationsof
e-commerce. Much of this research has focused on the various business
model s, such asbusiness-to-business(B2B) and busi ness-to-consumer (B2C),
withtheimportanceof devel oping customer and partner rel ationshipsbeing
espoused. Therehasbeenlittleattention paid tothepotential of B2E systems
andtherolethat B2E systemscan play inimproving business-to-employee
relationships. Many organizationshaverealized therelativequick gainswith
low associated risksthat can be achieved through the B2E model.

TheB2E human resourcesEmployee Self Service (ESS) systemisclaimedto
incorporate” best businesspractice” andthereforethes gnificant growthinESS
systems(Webster Buchanan, 2002) isunderstandablewhenyou consider the
potential returnoninvestment of ESSapplications. Lehman (2000) saw ESS
transforminglabor-intensive, paper-based HR formstodigital-enabled forms,
allowinga50% reduction of transaction costs, 40%reductioninadministrative
staffing, 80% reductionin management HR duties, and a10-fol d speed-up of
HR processes(Workforce, 2001). Many of Australia slarger companiesand
publicsector organi zationsareimplementing ESSfunctionality asan adjunctto
their enterpriseresourceplanning (ERP) human resourcessystems, and this
chapter looksat casestudiesof threemajor Australian organizations, thepre-
eminent Australiantelecommuni cationscompany and two stategovernment
departments.
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From Traditional HR to ESS Portals

Thefunction of Human ResourceM anagement haschanged dramatically over
time. It hasevolved from anadministrativefunction, primarily responsiblefor
payroll, toastrategicrolethat can add val ueto an organi zation. Organizations
havenow realized theimportanceof thisfunction and areinvesting resources
into supporting Human Resource M anagement I nformation Systems(HRMIS).
Hamerman (2002) describes a model of how Internet technology can be
appliedto HR functions. HisEmpl oyee Rel ationship Management (ERM)
landscape presentscorporate, personal, and employeeelements(Figurel).
Hamerman (2002) views ERM suites as being platforms for information
delivery, processexecution, and collaborationintheorganization. Heseesthe
ERM suitebeing focused on organi zati on-wideissuesincluding recruitment,
development, retention, progression, and succession. WithintheERM suitesits
ESSfunctionality. TheESSallowsfor greater operational efficiency andthe
elevationof theHR functionfromareactingfunctiontoamorecrestivestrategic
function. TheHuman Capital M anagement (HCM) component signifiesthat the
human resource is a very important resource for modern organizations.
Hamerman proposesthe advantagesin empowering employeesthroughan
ERM suiteinclude:

*  multiplevaluepropositions,

*  consistent portal GUIS,

» alemployee24x7,

*  real-timedynamicinformationdelivery,and

* A comprehensivecollaborativework environment.

Theevolution of traditional HR to ESS portal shasbeen accel erated by the
convergenceof several organizational forces. Theinternal processof HRis
changingitsrolefromsupporttoamorestrategi cfocusintheorganization. The
rolehasdevel oped from being primarily administrative, to support, thentothe
roleof abusinesspartner. AtthesametimeHR isastable, reliablebusiness
process; has high recognition within the organization; and touches every
employee. ThishighrecognitiongivesHR arapidacceptancewhenbeinggiven
the*e” treatment. Another forceactingonHRisthe* addingvalue” imperative.
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Figure 1. Employee Relationship Management landscape (Hamerman,
2002)

Corporate, Job & Workplace

Personal & HR Self-Service

Employee Development & Staffing

Organizationsareinvolvedina“war ontaent” (Link, 2001), and organizations
seee-HR asanimportant technol ogical tool inwinningthewar. HR hasseized
this changein organizational focus and adopted the B2E model to further
enhancethebusinesspartner role.

Internet technol ogy continuesto shapetheway that HR informationisbeing
delivered to employees (Gildner, 2002). Therearethree maininformation
delivery platforms— Customer Service Representative (CSR), Interactive
VoiceResponse (IVR), and ESSWeb applications. CSRand 1 VR systemsare
used in 20-30% of employeeenquiries, with ESSWeb applicationsusedin
another 50% of employeeenquiries. The Customer Service Representativeis
still thedominant access method for complex transactions, with ESSaccess
replacing VR asthepreferred self-servicemethodinlargeorgani zations.

Many of theworld’ sleading compani esareusing ERPsystemsto support their
HRinformationneeds. Thisispartly duetotherealizationof theintegrativerole
HR has in numerous business processes such as work scheduling, travel
management, production planning, and occupational healthand safety (Curran
& Kellar, 1998). The B2E ESS model involvesthe provision of databases,
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knowledge management tools, and employee-related processes online to
enablegreater accessibility for employees(Deimler & Hansen, 2001).

B2E EmployeeSelf Service(ESS) isan I nternet-based sol ution that provides
employeeswithabrowser interfacetorelevant HR dataand transactions. This
enablesemployees real-timeaccesstotheir datawithout |eavingtheir desktop.
They canupdatetheir personal details, apply for leave, view their pay details
and associated benefits, view internal job vacancies, and book training and
travel. The benefitsof thistype of technology have been well documented
(Alexander, 2002; M cKenna, 2002; Webster Buchanan, 2002; Wiscombe,
2001). They includereduced administrativeoverheadsand thefreeingof HR
staff for morestrategicactivities, improved datai ntegrity, and empowerment of
employees. One report identified a magjor benefit as the provision of HR
servicesto employeesinageographically decentralized company (NetKey,
2002). Tangiblemeasuresincludereductionsinadministrativestaff by 40%, a
reductionintransaction costsof 50% (Wiscombe, 2001), and thereduction of
processes from two to three daysto afew hours (NetKey, 2002). A recent
study of theUK'’ stop 500firmsreveal ed that themaj ority of B2E ESSsolutions
were still at abasic level, and have focussed on improved efficiency and
electronicdocument delivery (Dunford, 2002). Ordonez (2002) maintainsthe
themeof informationdelivery in presenting ESSasall owing employeesaccess
totherightinformationat theright timeto carry out and processtransactions,
andfurther, ESSallowstheability to create, view, and maintain datathrough
multipleaccesstechnol ogies. Companiessuch asToyotaAustraliaarenow
extending thisfunctionality beyond thedesktop by providing accessto el ec-
tronic HR kiosksincommon meeting areas.

ESS: State of Play

The Cedar Group (2002, 2001, 2000, 1999) carriesout an annual survey of
major global organizationsinregardtotheir B2Eintentions. Thesurvey covers
many facetsof ESSincludingtechnology, vendors, drivers, costs, and benefits.
Theaverageexpenditurein 2001 on an ESSimplementation wasUS$1.505
million. Thiscostisbrokendown:

. Software—22%
. Hardware —18%
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* Internal implementation costs—18%
»  External implementation costs—17%
*  Marketing—10%

*  ApplicationServiceProviders—17%

L ooking at thiscost from an empl oyee perspective, we seetheaverage cost of
anESSimplementationrangingfrom US$32/employeefor alargeorganization
(>60,000 employees) to US$155/employeefor amedium-size organi zation
(7,500 employees). Thefundingfor theHR ESScomesfromtheHR function
inNorth Americanand A ustralian organizations, whereasthehead officefunds
thesolutioninEuropean organizations. Thestudy foundthat themaindriversfor
ESSareimproved service(98%), better information access (90%), reduced
costs(85%), streamlined processes(70%), and strategic HR (80%). Empl oy-
eescanutilizeavariety of applicationsinthe ESS, andthemainonesidentified
inthe Cedar survey are: employeecommunications(95%), pension services
(72%), training (40%), | eaverequests (25%), and many others.

Manager Self-Service (M SS) isused differently inthethreeregionsof the
survey. North American managersuse M SSto processtravel and expenses
(42%), European managersto processpurchaseorders(48%), and Australian
managersto process|eaverequests(45%). Employeeservicescanbedeliv-
ered by a variety of methods, and the Web-based self-service (B2E) is
undergoing substantial planned growthfrom42%in2001to 80% plannedin
2004.

Thetrendisforimplementing HRM I Sapplicationsfrom major ERPvendors
like SAP or PeopleSoft. ESSimplementati ons show overwhel ming success
measures, with 53%indi cating their implementati on wassuccessful and 43%
somewhat successful. Thevaluepropositionfor ESSincludes:

»  Averagecost of transaction (down 60%)

* Inquiries(down10%)

*  Cycletime(reduced 60%)

»  Headcount (70% reduction)

*  Returnoninvestment (100%in22months)
»  Employeesatisfaction (increased 50%)
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The culmination of the Cedar Group reports lists the barriers to benefit
attainment and critical successfactorsin ESSapplications. North Americaand
Australian organizationsbothlist cost of ownership/lack of budget asthemain
barriers, while European organi zationsperceivelack of privacy and security as
themainbarriers. Other barriersincludel ack of technical skills,inability tostate
businesscase, low HR priority,and HRM Snotinplace. Aswith other complex
I T application projects, executivecommitment, internal collaboration, and
availability of technical skillstoimplement theapplicationareall considered
important successfactors.

Web Portals

Theterm “portal” has been an Internet buzzword that has promised great
benefits to organizations. Dias (2001) predicted that the corporate portal
would becomethe most important information delivery project of the next
decade. Theterm portal takesadifferent meaning depending ontheviewpoint
of the participant in the portal. To the business user, the portal isall about
information accessand navigation; to theorganization, theportal isall about
addingval ue; tothemarketpl ace, theportal isall about new businessmodels;
andtothetechnologist, aportal isall aboutintegration.

Theportal wasdevel oped to address problemswith thelarge-scaledevel op-
ment of corporateintranets. Corporateintranets promised much but hadto
addressmultipleproblemsintheorganization (Collinsasreportedin Brosche,

Table 1. Portal generations (Eckerson, 1998)

Generation Descriptor Features

First Referential Generic focus
Hierarchical catalog of pages
Pull flow
Decision support

Second Personalized Personalized focus

Push and pull flow
Customized distribution

Third Interactive Application focused
Collaborative flow
Fourth Specidized Role focused

Corporate applications
I ntegrated workflow
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2002, p. 14). Ontheuser side, empl oyeesmust makeinformed and consi stent
decisions, and arebeingimpl oredto accessmultipleinformation sourcesonthe
Webh. Onthetechnol ogy side, intranet sitesinorganizationshaveproliferated,
resultinginanincreaseinsearch complexity for corporateusers. Early versions
of portals were merely Web pages with extensive document linkages, a
gateway to the Web. These early versions have been replaced by several
generationsof portals.

Eckerson (1998) proposed four generations of portals (Table 1) and that
portalscan beanalyzed by theinformation content, information flow, andthe
technology focusthat makeuptheportal . Just astheintranet proliferatedwithin
organizations, portalsarenow startingto multiply. Theportal management
system or the mega portal is being developed to take control of portal
proliferation with the aim to enhance business process convergence and
integration. Shilakesand Tylman (1998) coined theterm* Enterprisel nforma-
tionPortal” (EIP), and thisdefinitionencompassed information access, appli-
cation nature, and I nternet gateway that are apparent inthe second and third
generationsof organizational portals.

Oneareathat isbeing devel oped viaportal technology isemployeerelation-
ships. Wehavealready looked at ESS asan example of aB2E system; some
additional employee applications are M2E (Manager to Employee), E2E
(Employeeto Employee) and X 2E (eXternal to Employee). Takentogether, all
these relationships are considered part of the ERM strategy (Doerzaph &
Udolph, 2002). AnERM strategy ismade up of thefollowing components:

»  sdf-servicetechnology,

*  collaborationtools,

e  communicationtools,

*  knowledgemanagementtechniques,
*  persondlizationfocus, andlastly

»  accesstechnology.

The access technology can encompass employee interaction centers like
hotlines, Hel pdesksor enterpriseportals.

General Motorsisoneof theleading HR portal sintheworld and they have
proposed threegenerationsof HR portal (Dessert & Colby, 2002). Thethree
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Table 2. Generations of HR portals (Dessert & Colby, 2002)

Dimensions 1% Generation 2"? Generation 3™ Generation
User Static Web Dynamic Anywhere Access
Stickiness High Usage Personalized Analytics
Search Robust Search Dashboard
Communications | News Unified Messaging E-Learning
& Collaboration | Chat Targeted Push vs. Pull E-Culture
Jobs Role Based Broadcast Media
Information Online Publications | Dynamic Publishing Online Publishing
Access Links Native Web Apps Int Content
Launching Pad Content Integration b/w Functions
Services Travel Expenses Life/Work Events Role Based
Payroll Communities Online Consulting
E-Procurement E-Health
Technology Web/App Servers | Content Management Federated Services
Unsecured LDAP Wireless
Basic Login Int E-Mail, Chat, IM, Multi-Media
Broadband

phases are presented in Table 2 and are presented in five organizational
dimensions.

A conceptual model of portal architectureisproposed by Brosche (2002, p.
19) and depictsaportal having core, key elementsand specialization compo-
nents.

The componentsproposed by Brosche (2002) can befurther categorized as
having aninformationfocus, technology focus, or aprocessfocus. Wecan
further combine Eckerson generations with the Brosche portal model and
analyzeanorganization’ sportal by itsinformationfocus, processfocus, and
technology focus, and categorizeit asbeingfirst, second, or third generation
(Figure3).

Accessrichreferstoaportal that isastaticinformation disseminationtool
wheretheinformationis* pushed” totheuser. Thiscould beaportal where
minutes, memos, and noticesare posted and“ pushed” totheuser. Thecontent
rich portal hasinformationthat isposted by usersinatwo-way flow. Inthis
portal informationis*pulled” fromtheportal by theuser andthereal issuesare
all concerned with content management. Theapplication-rich portal elevated
the portal to be more than an information tool; it becomes a fundamental
processtool wherebusinessisconducted. Using thisproposed categorization
of portals, wewill analyze ESSportal sof threemajor Australian organi zations
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Figure 2. Conceptual model of the corporate portal (Broche, 2002)

Core
Information Aggregation
Information Integration

Information Personalization

Key Elements
Web Services
Interfaces
Push and Pull
Search Tools
Security

Taxonomy

Specialization
Decision Support
Collaboration

Mobile Support

Figure 3. Portal generations by Brosche categories

Portal Generations First Second Third

ACCESS CONTENT APPLICATION
Portal Categories RICH RICH RICH
Information Focus Static Dynamic Integrated

Aggregated Personalized Analytics
Process Focus Single Multi All

HR Forms HR Publication HR Application
Technology Focus Unsecured Content Management Wireless

Web Servers Broadband
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by analyzingtheir informationand processfocusof their portal. Thisanalysis

will thenallow usto substantiatethe applicability of Broche' scategoriesof
portal devel opment.

Research Methodology

Themoveto B2E ESSportal sisdetail ed through theuseof acasestudy. Case
study research methodol ogy wasused, asthe chapter presentsan exploratory
look atimplicationsof ESSimplementations. Yin (1994, p. 35) emphasizesthe
importanceof asking“what” when analyzing information systems. Yingoes
further and emphasi zestheneed to study contemporary phenomenawithinreal -
lifecontexts. Theethicor outsider approachwasusedinthiscasestudy. This
approach emphasi zesan analysisbased upon an outsider’ scategorization of
themeaningsand reading of thereality insidethefirm. Theanalysisisbased
upon objectivemethodssuch asdocument analysis, surveys, andinterviews.
Assumptionsthat weregleanedintheanal ysisof maturity of portal devel opment
werequeriedandclarified by interview. Wal sham (2000, p. 204) supportscase
study methodology and sees the need for a move away from traditional
information systemsresearch methodssuch assurveystoward moreinterpre-
tative casestudies, ethnographies, and actionresearch projects. Severa works
have used case studies (Chan & Roseman, 2001; Lee, 1989) in presenting
information systems research. Cavaye (1995) used case study research to
analyzeinter-organizational systemsand thecomplexity of information sys-
tems.

A multiplecompany casestudy waschoseninanattempt toidentify theimpact
of an ESSimplementation and the associ ated devel opment across both the
privateand public sector. Thecasestudy companieswerechosen becausethey
areleading Australian organizationswith along, mature SAPhistory and had
implemented SAPESSmodule. Initially informationwascollected asaresult
of thecompany’ spresentation at theESSforuminJune2002. Interviewswere
conducted firstly by e-mail with managers from the organizations. These
predetermined questionswerethen analyzed and enhanced, and formed the
basisof theinterviewssupported by observationsthrough accesstothe ESS
system. Project documentation and policy documentswereal sosupplied. The
nameof oneof thecasestudy organi zationshasbeenwithheld dueto conditions
set in the case study interview. The analysiswill ook at the information,
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process, and technol ogy aspectsasderived fromthe Brochemodel and will
alsolook at implementationissuesindevel opingtheHR ESSportal .

Case Study

Private Sector Organization (Auscom)

Auscomisoneof Australia’ sleading companies. Auscom’ svisionistobea
world-class, full-serviceorganization by delivering company-wide process
improvement, productivity gains, and cost efficiency (AuscomVision, 2002). It
wasprivatizedin 1997 and currently has40,000full-timeemployees, 20,000
contractors, 2,000 information systems, and 50,000 desktops (Greenbl at,
2002). Intheyear ending June2002, it had AUD$20 billion of salesand aprofit
of AUD$3billion. Thecompany operationsaredividedinto several business
units: retail, wholesal e, infrastructure, and corporatecenter. Thislast unitis
responsiblefor theHR processeswithinthecompany and had full responsibility
forthel T strategy underpinning the ESSimplementationinitiatives, aswell as
theend-to-end project management of theimplementations. Oneof theareas
that Auscom had analyzed and felt wasableto better deliver their visionwas
HR. Theexisting HR systemwascost bl oated, processfragmented, and had
poor data access. Auscom wanted to explore the strategic aspects of HR,
especially theconcept of “ employer of choice,” andinstigated PeopleOnline’
inMay 2001. Initially the project wasto bedevel oped in three phases:

*  Phaselintroduced ESSto providesimpleHR employee-based transac-
tionsand information search facilities. Phase 1 had two components,
MyDetails, thesimpleemployeeHR ESS, and PeopleSearch, theinfor-
mation search component.

*  Phase2wouldintroduce workflow for both HR and non-HR pro-
cesses.

*  Phase3wouldprovideaccessto corporate-wideapplications.

Phase 1 wasrolled outin May 2002 and Phase 2 was scheduled to berolled
outin November 2002 with Del oitte Consulting theimplementation partner.
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Detailsof thebenefit metricswerenot avail abledueto commercial inconfi-
dence. Thebusinesscasefor Phase 1 identified four groupsof benefits:

e quantifiablecost savings,

* increaseddataintegrity,

*  enablingprocessre-engineering, and
* e-enablingtheworkforce.

Four monthsafter theimplementation, an external organization carriedout a
review and analyzed thebus nessrequirements, performance, implementation,
and project management of PeopleOnline. An analysis of the review is
presented withreferencetotheportal generationsinFigure2.

Government Organization 1

Victorian Department of National Resources & Environment (NRE)

TheNRE wasformed from six state government organizationsand employs
approximately 5,000 staff at morethan 200 diverselocationsacrossVictoria.
TheNREisresponsiblefor preservingand managing Victoria svast weal th of
natural resources, including major oil and natural gasfields, substantial mining
and agricultural resources, aswell asoneof theworld’ s(On Sun, 2000) largest
depositsof brown coa . TheNRE must balancethe need for development and
wealthgenerationwiththeobligationto protect theland anditsresourcesfor
sustainability andlong-termbenefits. Ondiscussing theimportanceof I Tinthe
strategic plan, Secretary Michael J. Taylor of thedepartment commented:

“The information revolution is inescapable. Managing IT strategically in
NRE is the department’s response to that revolution.” (NRE, 2003)

NREfirstimplemented SAPR/3in 1999to supportitsHR function (Shone,
2002). Priortothis, NRE wasusing another HR systemwith acustomized ESS.
Oneof themajor benefitsthe department noti ced with theimpl ementation of
SAP sESSwasthereductioninpayroll processing, whichwaspartly achieved
throughtheintroduction of onlinepaydlips. Therewasimproved dataintegrity,
not just withthe useof ESSbut dueal sototheintegrativenature of the ERP
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system. Dataonly needed to beentered onceand empl oyeescouldthenensure

the accuracy of their own data. Staff were also ableto apply for leave and
overtimeelectronically, and apply and receiveapproval for training courses.

Government Organization 2

NSW Department of Housing (DoH)

The Department of Housing in New South Walesaimsto assist peopleinto
lower cost housing when their needscannot be met by privatesector housing.
Themissionstatement of thedepartment reflectsthisfocus:

“The purpose of the New South Wales Department of Housing is to work
in partnership with the community to supply and sustain safe, decent, and
affordable housing for people on low incomes, and to enable people in
need to create environments where they live with dignity, find support,
and make sustainable futures”. (DoH, 2002/2003)

It has approximately 130,000 properties across NSW and employs about
2,300 people. Theinformation technology driversfor the DoH ESS portal
include(King, 2003):

*  replacetechnol ogy of unsupported legacy systems,
*  enablebest-practiceHR processes;
» deliverinformationto support modern peoplemanagement; and

*  empower employeesthroughtheprovisionof ESS, M SS, and workflow
processsystems.

It is important to consider that the terms information, processes, and
technology areparamount inthestatement of DoH’ smaintechnol ogy drivers.
TheESSproject wasdevel opedintwo phases, withthefirst phasebeingrolled
outinApril 2003 after aproject length of 11 months.
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Discussion

Information Focus

Informationfocusor stickinessreferstotheability of the ESSportal todraw
andretaintheuser. In AuscomtheMydetail sapplicationdid provideenhanced
stickiness, but PeopleSearch did not. Thereview team found that the needs of
super/power usersin switchboard/reception who use Peopl eSearch exten-
sively had not been analyzed enough in theinitial business requirements
analysis. Therewasal so aproblemwhen cost considerationscreated ascope
and softwarechange, and project requirementsof thespecial power userswere
not re-visited after thischange. Therewasal so an operational problemwhere
servicelevel agreementsdid not have adequatetime/penalty clausesand/or
metricsbuiltin, thereby causing performance problemsto beneglected. The
implementation of the Phase2 ESS portal |ed tothereductionfrom40to0 16
HR systemsand the savingsof AUDS$5 million per year (Fleming, 2003).

InNREthe ESS portal hassix employeeinformation categories: employee
details, leaveinformation, payroll, training, recruitment, and résuméinforma-
tion (Shone, 2002). Earlier versionsof thesoftwarewereprimarily information
browsing applications, whereasthisversion allowsemployeesto read and
amend amultitude of information. Overtime hours, bank details, taxation
details, andleavedetailsareall live. Oneof themajor benefitsthey noticed with
theimplementation of SAP' sESSwasthereductionin payroll processing
whichwaspartly achieved throughtheintroduction of onlinepayslips. There
wasimproveddataintegrity, notjustwiththeuseof ESS, but al sotheintegrative
natureof theERPsystem. Dataonly needed to beentered once, and empl oyees
couldthenensuretheaccuracy of their owndata. Theleavedetailsinstigatea
workflow request that istransported viae-mail to supervisors.

InDoH, Phase 11ooked to extend informati on accessand di sseminationacross
theenterpriseto allow employeesto processpayrol | information, personnel
details, andfinancial posting and reporting (King, 2003). Bothemployeesand
managerswereableto accessinformationfromtheportal, but theinformation
flowwasmainly directedtotheemployee.
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Process Focus

Thisdimensionlooksat theextent that the portal reachesout to other areasof
theorganization, andtheextent that the portal enablescollaborationand cross-
integration businessprocessoperations, likee-procurement, travel expenses
authorization, payroll, time, and HR datamanagement. In Auscomtheservices
provided by thePhase 1 project werelimited to HR typedataincluding payroll.
Theextensionintoother areasof theorgani zation and acrossbusinessunitswas
achievedinPhase2. ThePeopl eseach component enhanced communications
by providing a one-stop search facility in the whole organization. It was
important that this communication tool should have been aligned to the
corporate intranet look and feel. The process focus of the NRE portal
emphasized traditional HR businessprocessesand activities(Shone, 2002).
Themorestrategic HR processesof recruitment and trai ning werepresent, but
there was no employee scheduling. Cross-functional processes were not
accommodated greatly except for theability toenter the SAPR/3 systemtodo
maintenance tasks. Staff were also able to apply for leave and overtime
electronically, and apply andreceiveapproval for training courses. TheDoH
was again focused on the traditional HR processes, with the only cross-
functional processbeingfinancial posting andreporting (King, 2003). This
entailed some degree of collaboration into other functional areas of the
organi zationwithresultant problemsof |ack of integrativebusinessprocesses.

Inanalyzingtheportal sfor their information content, all threeESSportal sdid
enhanceinformation stickinessasthey provided thefull rangeof typical “ pull”
ESSfeatures: personal details, pay, leave, bank, and benefit packages. They
alsoprovided arangeof personalized* push” features. Thistypeof ESSsiteis
somewhere between afirst-generation “access-rich” sitewith predomi-
nately “pull” features (static Web, high usage) and asecond-generation
“content-rich” site.

Inanalyzingtheportalsfor their processfocus, theinformation providedtothe
user waslimitedto HR- or employee-based information. Therewasno across-
function processinformation, businesstransaction information, or product
information provided. Theprocessfocusof theportal wouldindicatethat the
portal wasimmatureandstill first generation. All portal sdemonstrated moder-
atecommunicationsbut limited collaboration features, again anexampleof a
first-generation* access-rich” HR portal. TheDoH portal wassomewhat more
advanced with theability to accessfinancial reports, demonstrating cross-
processcollaboration. Asorganizationsmoveto moreadvanced portalslike
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Auscom Phase3and DoH Phase2, itisexpected that morecollaborationwill
beused. The Auscom representativetouched uponthiscollaborationfocus
when hecommented onthedifficulty of devel opingtheinterface betweenthe
corporateandtheHR portal. Itisalmost anecessity tohavealineof delineation
betweenthefunctional areas.

Conclusions

Compared to other e-business solutions, B2E portalshavearelatively low
impact on the organization, employees, and processes. Therisksof aB2E
portal areminimal, asit providesaWebinterfaceto an existing systemand
improvesdataintegrity, asemployeesareresponsiblefor much of their own
data. ESSportal sdo promiseto provideextended functionality into and across
theorganization. Wecananalyzetherelative positionsof Auscom, NRE, and
DoH portal maturity by referringto Table 3.

Auscomdevel opeditsfirst-generation portal tobeprimarily aninformation pull
application, withthemainfocusontraditional HRforms. Littlecollaborationor
communication applicationswere developed in thefirst release. The next
versionof theportal |ooked at theonlinerouting of standard HR transactions,
onlinerecruitment, talent management, and an enhanced emphasisontraining.
Thisdevel opment would movethe Auscom portal intothe* content-rich” and
partidly intothe“ application-rich” phases. Auscom seemstobemovinginthe
right direction. There seemsno doubt that thetechnol ogy existsto movean
organization like Auscom from first-generation “ access-rich” to second-

Table 3. Portal generations by Brosche categories

Portal Generations | First Second Third
Portal Categories | Access Rich | Content Rich Application Rich
Information Focus | Static Dynamic Integrated
Aggregated | Personalized Analytics
Auscom
NRE
DoH
Process Focus Single Multi All
HR Forms | HR Publication | HR Application
Auscom DoH
NRE
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generation“ content-rich” and ontothird-generation* application-rich” por-
tals. TheDoH portal seemstobelocatedinBroche' s“content-rich” phase,
ready for theimplementation of additional applications. TheNRE portal still is
placedinthe“access-rich” phase, but isdevel opingthecollaborationfocus
of aPhase 2 portal.

Whilethetechnol ogy exists, organizationsseemto beslow inmovingtothe
moredevel oped cross-process, integrated functional portal. Itispossiblethat
thebusinessprocessesthat would beutilizedinan*® application-rich” portal do
not existintheorganizations. Portal development must follow thebusiness, not
lead thebusiness. What isnot vagueistheunderstanding that ESSportalsare
informationdelivery platformsthat havemuch potential todeliver not only cost-
focused savings, but themoreimportant strategic HR benefitsbeing sought by
modern organizations. Therecent Cedar Report (2002, p. 1) commented on
theimportanceof high performanceworkforcesand theneedfor enterprise-to-
employeesolutions.

Major Australian organizationsareexploringtheuseof ESSportal s, andthese
modern e-enabl ed applicationsset thestagefor other Australian organizations
tobeaggressivefollowers. Wewill watchwith greatinterest themarchto ESS
and thentheadvancement to HR/corporate/enterpriseportals.
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