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What can Business IT 
Learn From Wikipedia?
Technology & Methods for the Const-
ruction of an IT Information Pool
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Making the right decisions fast! Reviewing do-
cumented processes, systems and the organi-
sati on as a whole, recognising weaknesses on 
the spot, mediati ng ineffi  ciencies directly and 
initi ati ng transformati on for strategic IT quickly, 
based on sound informati on. That’s the theory, 
but unfortunately in most cases not the reality. 
There is an ubiquitous lack of reliable informa-
ti on regarding the status quo of IT, even though 
– or possibly because – large companies deal 
with hundreds of thousands of individual docu-
ments and the topic documents and document 
management is hugely expensive and ti me 
consuming.

Why is that and how can it be remedied? In ad-
diti on to an insuffi  cient methodical approach, 
many companies lack the will and the courage 
to consistently pursue a new strategy. In the 

following, we will have a closer look at Wikipe-
dia, analyse its success story and look at what 
can be learned from it in terms of business IT.

The German language version of Wikipedia to-
day features around 2 million arti cles at a very 
high level in terms of content – a true success. 
Virtually any search for specifi c informati on, in-
cluding scienti fi c research, now uti lises Wikipe-
dia. How did Wikipedia manage to organise 
such a high number of contributi ons, avoid 
confl icts for the most part and integrate the 
many authors into a standardised concept to 
achieve such a high informati on content?

When att empti ng to answer these questi ons, 
we should always disti nguish between 2 per-
specti ves: The informati on user and the infor-
mati on provider.

Technology and Concept for an IT In-
formation Pool

Information User Perspective
The most impressive aspects of Wikipedia for the informati on user are: 

• Despite the fact that there are over 2 million arti cles to choose from, any informati on sought 

is available instantly 

• The informati on content in each publicati on is generally very high and questi ons only very 

rarely remain unanswered

• All informati on is kept up to date at all ti mes 

• The arti cles have a standardised structure, which aides comprehension and they contain 

image material and forwarding links to related topics

• Informati on sources are clearly stated

The advantages for the informati on user stem for the most part from Wiki technology (see also 
“Wiki technology” later on) and less so from a methodical approach.



 Page 3 / 8

Wikipedia and Business ITWikipedia and Business IT

Information Provider Perspective
Within a company, the IT organisati on is the 
main informati on provider. IT, however, is fa-
cing an enti rely unmanageable amount of un-
maintainable documents for individual purpo-
ses. The traditi onal method of amassing 
increasing numbers of documents over years 
results in ineffi  cient mountains of documenta-
ti on that is virtually inaccessible. Despite enor-
mous eff orts by IT, results remain meagre. 
Overall informati on content is at best low and 
from the perspecti ve of the informati on user 
(practi cally) impossible to fi nd.

The questi on, therefore, is this: How did Wiki-
pedia manage to organise this incredible 
amount of informati on at such a high level of 
transparency using a completely heteroge-
neous team and keep Wiki up to date at all 
ti mes? Here, we have to disti nguish between 
the actual technology and the methodology 

approach of Wikipedia. While the success story 
for the informati on user is based more on the 
technology, that same success from the per-
specti ve of the informati on provider is mainly 
due to the methodology approach. 

The proliferati on of Wiki technologies is mainly 
due to the success of Wikipedia. The choice of 
tool no longer seems perti nent, as their basic 
approach is similar. In terms of methodology, 
however, there is sti ll plenty to be learned from 
Wikipedia. That is why we will be having a clo-
ser look at the methodology approach of Wiki-
pedia only, so we can make deducti ons in terms 
of how best to provide and ensure the quality 
of an IT informati on pool in a company. The Wi-
kipedia approach off ers a highly structured pro-
cess with help and support on all levels. 

We have found that the methodology approach 
is Wikipedia’s secret for success. This approach 
has allowed them to engage a large number of 
very diff erent authors over a long period of 

ti me for a common goal: The creati on of rele-
vant and interesti ng content for various inte-
rest groups – easy to fi nd and at a high level of 
quality. 

Learning From Wikipedia’s Methodo-
logy Approach

Here are the key characteristi cs at a glance: 

• As a general rule, anyone can publish informati on but the content should have relevance for 

the informati on user 

• Informati on is stored on the basis of a hierarchically structured model

• Redundancies are avoided and there are naming conventi ons, as well as a kind of central 

glossary

• Content is interlinked



 Page 4 / 8

Wikipedia and Business ITWikipedia and Business IT

Before any arti cle appears on Wikipedia, it 
must be ensured that no other publicati on 
exists under the same name or that maybe 
another user is currently working on an arti cle 
with the same topic. Full text searches help 
avoid redundancies.

An important lesson for the business IT 
Information Pool: Redundancies must be 
avoided – that doesn’t apply just for Wikipedia, 
but also for business IT. It is important to check, 
whether the same informati on already exists 
before an arti cle is created, as the scope of Wi-

kipedia is virtually limitless. In a company, the 
approach is reversed because the scope is pre-
scribed by the stakeholders. That means that 
when building an informati on pool, the aim is 
to identi fy and fi ll informati on gaps. A clear 
structure and dedicated editors will specify 
what exactly is needed where. Then a decision 
has to be made on a case by case basis of 
whether the informati on should be newly ge-
nerated or if existi ng informati on is usable. Im-
portant for long term success are structure and 
naming conventi on.

Wikipedia recommends a methodology approach of 8 steps for the creati on of new arti cles (in-
formati on):

Check the Article Name

1. Check the arti cle name

2. Check content relevance

3. Gather references

4. Select a perti nent ti tle for the arti cle (lem-
ma) and a creati on locati on (name space)

5. Write the arti cle

6. Preview and summary

7. Classifi cati on

8. Monitor the arti cle

For more details on how to create an arti cle please read htt ps://en.wikipedia.org/wiki/Wikipedi-
a:Your_fi rst_arti cle, which we will look at in the following. Our main point of interest here is what 
deducti ons we can make in terms of business IT.

Wikipedia is not asking anyone for arti cles, all 
authors contribute voluntarily. That is why the 
following principle applies with regards to rele-
vance: Arti cles are suggested and quality crite-
ria are applied to decide their approval or refu-
sal. That may even include arti cle deleti on in 
retrospect.

An important lesson for the business IT 
Information Pool: As we all know, business 
IT operates quite diff erently: There is hardly 

any voluntary writi ng and documents are ge-
nerally created in response to requirements. 
But sti ll – there is something to be learned 
from the “check relevance” approach of Wiki-
pedia: Superordinate quality and requirement 
criteria are indeed needed. Relevance must be 
completely detached from individual docu-
ments for a single purpose and overarching ob-
jecti ves and approaches for the benefi t of the 
stakeholder (ITSM, governance, audit/revision) 
must be formulated.

Check Content Relevance
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Select a Pertinent Title for the Article (lemma) and a Cre-
ation Location (Name Space)

Wikipedia requires references and sources. 
That means that any non-trivial statements in 
an arti cle must be documented by reputable 
sources. 

An important lesson for the business IT 
Information Pool: The following should in 
any case apply for the IT informati on pool: In-

formati on should be stored centrally and not in 
parallel at two or more locati ons. Where the 
same informati on is relevant for multi ple loca-
ti ons, its source is to be referenced instead of 
stati ng it multi ple ti mes. These references 
must be clear and verifi able for every informa-
ti on user.

Gather References

Wikipedia states the importance of choosing 
the right lemma (ti tle) under which an arti cle is 
to be saved before it is actually writt en. That is 
why Wikipedia provides unambiguous naming 
conventi ons that are mandatory for the enti re 
platf orm.

An important lesson for the business IT 
Information Pool: Much underesti mated 
success factors for informati on management 
are overarching, unambiguous and binding na-
ming conventi ons for informati on.

Write the Article
When comparing Wikipedia arti cles with docu-
ments from business IT, the former oft en feel 
much more standardised, more structured and 
clearer. They all follow the same structure and 
principle. How does Wikipedia achieve that? 
Wikipedia off ers its authors plenty of help and 
support for the creati on of new arti cles, inclu-
ding explanatory videos. An important compo-
nent here are the sample templates provided 
for specifi c topic areas and a kind of styleguide 
for writi ng. 

An important lesson for the business IT 
Information Pool: For business IT purposes, 
we can extrapolate the following two points: 
Topic-specifi c sample templates and a stylegui-

de are the fi rst key point – that includes meta 
data (introducti on of stakeholders, purpose 
and release notes), responsible, accountable, 
version and feedback blog.

Really important here are direct help and sup-
port for creati on and for methodical procedu-
re, i.e. content support to prevent redundan-
cies and to ensure opti mised informati on 
density. In our experience that also includes 
close communicati on between editor and SME, 
consistent use of methodologies, templates 
and format templates, standardised formatti  ng 
and regular review.
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Preview and Summary
Wikipedia has very strict versioning rules. Each 
new saved instance is a version, for which the 
author is stated as responsible. Wikipedia also 
insists on an abstract or summary of each arti c-
le.

An important lesson for the business IT 
Information Pool: The basis for any publica-
ti on of informati on within business IT should 
be a so-called “golden source” versioned ac-

cording to strict rules. Each version should 
have exactly one accountable and defi ned re-
lease rules must be applied. We recommend 
implementi ng a release procedure with at least 
three steps: Content release by a second SME 
(4-eyes principle), followed by an editorial re-
view (structure, language, format, ...) and fi nal-
ly approval for release by the accountable.

Wikipedia arti cles are sorted according to a hi-
erarchically structured category system, in 
which arti cle content is linked with existi ng ar-
ti cles. Finished arti cles can furthermore be 
checked automati cally for common mistakes 
using an auto-reviewer (external tool).

An important lesson for the business IT 
Information Pool: The classifi cati on of ar-
ti cles in a central, hierarchical category system 
is one of the key diff erenti ators of Wikipedia in 

comparison with business IT documentati on. 
While Wikipedia uses a hierarchical, multi -le-
vel system, traditi onal business IT largely fore-
goes any overarching structure for informati -
on, even if some areas within the company use 
hierarchically structured fi le systems. Once the 
informati on is appropriately structured, busi-
ness IT should always employ an editor (infor-
mati on manager), who understands the enti re 
concept and can assist in the use of tags and 
aliases.

Monitor the Article
Wikipedia arti cles have relevance and are mo-
nitored and read criti cally on an ongoing basis, 
whereby any feedback goes directly to the au-
thor, who will then work changes immediately. 
In extreme cases, arti cles can also be deleted 
by administrators. Wikipedia off ers so-called 
“mentoring” for new authors.

An important lesson for the business IT 
Information Pool: Without periodic feed-
back from the informati on user to the informa-
ti on provider, reliable statements regarding 

the quality of the IT informati on pool would be 
impossible. In a worst case scenario, the infor-
mati on provider would conti nue making avai-
lable informati on at high cost, which the infor-
mati on user would not be able to fi nd or the 
informati on content of which would in his view 
be insuffi  cient. Important tools here could be 
blogs and dashboards with rati ngs for accoun-
tables and responsibles. 

SMEs are for the most part no poets – it should 
therefore not be the task of the SME to prepa-

Classifi cation
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re the informati on in such a way as to adhere to 
required standards. A “mentoring” in the sense 
of editors off ering support is therefore advisab-
le to bridge the gap between IT knowledge and 
editorial processing. These editors are available 
for off ering advice to authors and carry out the 
editorial review of publicati ons.

The success of Wikipedia since 2005 has signifi -
cantly contributed to the breakthrough on the 
market of Wiki technologies. There are various 
eff orts underway to further improve the Wiki 
concept. Some of the traditi onal editorial work-
fl ows, for example, are being supplemented on 
tool level and Wiki functi onaliti es are being im-
plemented as add-ins for traditi onal web por-
tals. Individual tools feature improvements in 
the form of video and audio plugins. Compu-
ter-generated databases have been created on 
Wiki basis, which can be modifi ed and impro-
ved by web users. These Wikis are for the most 
part highly structured and rely heavily on tem-
plates. The basis of all tools, however, conti nu-
es to be a so-called “hypertext system” for web 
pages. One thing that all Wikis have in common 
is the community-based working on content 
and text. In contrast to specifi cally defi ned 
workfl ows of editorial systems, they rely on the 
philosophy of open access. The fact that the 

system can be modifi ed by anyone is a consis-
tent implementati on of one of the original 
ideas behind the “worldwide web”: the 
knowledge of the collecti ve outweighs that of 
the individual. This apparent strength also 
holds some danger, which, however, can be li-
mited with the help of methodology and tech-
nology. When an arti cle is modifi ed because it 
is available for open access, the predecessor 
version can be reinstated at any ti me.

The success of Wikipedia is in part due to the 
fact that content is interlinked and never stands 
alone. 

Depending on the Wiki tool used, there are 
other advantages as well, including the use of 
centralised content in additi on to hierarchically 
structured informati on. Rati ngs and blogs 
channel feedback directly to the informati on 
provider.

Proper Use of Wikipedia Technologies
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Wiki technologies are its basis and off er all the 
necessary functi onaliti es. Why is it then that 
informati on management in business IT is for 
the most part in no way as good as that of Wi-
kipedia? 

The decisive factor here is the methodology 
approach. Although the Wikipedia approach 
would have to be expanded and adapted for 
business IT, it nevertheless poses a model to as-
pire to in many areas and off ers an excellent 
basis to work with.

There are, of course, diff erences. An IT informa-
ti on pool for a company must be much more 
target oriented. It will be primarily driven by 
the requirements of key stakeholders and not 
arbitrarily by interest-driven, volunteer en-
gagement of many authors. Business IT additi o-
nally must deal with the issues of informati on 
hiding. 

We can nevertheless conclude that Wiki tech-
nology, as well as a more comprehensive me-
thodology approach are key elements for the 
creati on of a company-wide IT informati on 
pool, which in itself is essenti al to achieve spe-
cifi c company objecti ves. Based on an informa-
ti on pool, for example, the eff ecti veness and 
effi  ciency of IT management can be signifi cant-
ly improved, IT transformati ons achieved and 
cloud services can be integrated. 

The IT Information Pool as a Success 
Story
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