THE POWER OF THE
INFORMATION LAYER

By Bram Wessel & Gary Carlson

Imagine: A customer (or employee) comes to your website, app,
portal, (or other enterprise platform) looking for answers to
questions. Chances are you've invested quite a bit (millions of
dollars?) to provide your users with a great experience while they
search for the answers. You've likely worked with your design, tech,
marketing and sales, customer service, and even legal teams. And
probably still more.

We're curious: When you built your new systems, did each team
contribute from their own silos? With their own languages. And their
own systems? Did those teams and departments talk to each other?
Did you consider the answers to be a service that your company
provides to the users? Have you ever considered Information as a
Service? We do. And we call this your Information Layer.
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The Information Layer ‘ ‘

The Information Layer sits between and ties together your

company’s Technical Layer and Experience Layer to create a “MUST ORGANIZATIONS WERE MOSTI-Y CONCERNED
more complete overall engagement-not only for the end (OBSESSED?) WI-I-H -I-HE EXPERIENCE LAYER VERY

user/customer-but also for your organization itself.

FEW WERE THINKING ABOUT THE LAYER BELOW IT.

As organizations spend huge amounts of money with

marketing firms and digital agencies to build out experiences AS A RESULT’ WE HAVE HEARD (MORE THAN ONCE),

on websites, apps, kiosks, portals, digital services, and more,

Factor helps clients understand that the success of the ‘l JUST SPENT S15MM ON A NEW SlTE ROLLOUT

experience is fundamentally dependent on how the enterprise
manages, governs, and presents its information. The AND |T,S ALREADY BROKEN"
Information Layer liberates business owners, business
executives, and technology teams to focus directly on how - GARYCARLSON
customers, constituents, and users interact with, and get value
from, an organization’s information.

Three Layers of Digital Experience Six Services of the Information Layer

The Experi L —
€ Experience Layer Experience-Layer Technical-Layer

Services Services

The Information Layer | - Context-Rich Data

- Conceaptual Coherence

- Ul Framework

- Navigation Schema
- Ul Structure

The Technical Layer - Relationship
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What Role do Taxonomies Play What Role do Taxonomies Play?
in the Information Layer?

More and more there is an expectation that an enterprise is User Interface {
providing experiences that address the entire set of

interactions with a company. As a result, an organization needs

to be able to pull from multiple systems and data sources, which

are often sitting in different business units. But there is rarely

common language across those business units, which makes the

desired total experience difficult...if not impossible. CMS, DAM, PIM, .. {

- Information object models
- Attributes & Metadata

- Taxonomies

- Ontologies

- Governance rules

The Factor Transformation The Information Layer Transformation

“Factor helped us strategically define our business, operational and
BEFORE FACTOR AFTER FACTOR insights outcomes across sales and marketing, and architect an
information system that supports them. Using this as a blueprint,
we've grown our taxonomy and data management practice with our
business stakeholders and integrated it into the systems and
processes across our enterprise. One of the best measures of success
we have seen is that our business stakeholders now incorporate
taxonomy and data requirements into all programs, digital projects,
and marketing campaigns.” - a Fortune 50 Factor Client

OUTCOMES - CLIENT’S STRATEGIC PROBLEMS SOLVED:

v/ Adopt data-driven culture +/ Speed to business decisions
+/ Scalable & sustainable insights intodata / Competiive advantage
v Visibility & confidence in data
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“HUMANS FIND THEIR WAY THROUGH
INFORMATION ENVIRONMENTS SPATIALLY,

USING CONCEPTUAL LANDMARKS; THIS IS
WHY INFORMATION-DENSE EXPERIENGES
NEED TO BE ARCHITECTED.”

BRAM WESSEL
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The Human Factor

Our work is a mix of science + human understanding, our models are
derived from human experiences-the way people think, work, and engage.
Many of our clients have crafted their information around product features
and how to use them, while their customers are looking for information
relevant to their personal experiences. We help our clients create entirely
new vocabularies that model their customers’ goals, putting their products
in a more meaningful context.

For more than a decade, Factor has worked with clients to identify and
activate their Information Layers. With flexibility and one voice,
enterprises can successfully align across systems, audiences, and
workflows. By bringing this clarity, structure, and value to your enterprise
information, Factor helps put your information to work.
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