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Abstract 
This article presents the theoretical bases and the research process that sup-
ported the creation of a technological tool to manage daily work in the world 
of communications and to increase the quality of its products. A Chilean 
team investigated the role of communications in the strategic, journalistic 
and audiovisual areas. The goal was to identify its processes, actors, relation-
ships, environment variables and relevant performance indicators and to 
develop a common theoretical-conceptual framework with relevant quality 
indicators for evaluation and improvement. The main result of the research 
is a platform, Work Key, with separate components for the three areas. It also 
considers that each professional can “take their office with them,” thanks to 
synergistic components designed for smartphones and tablets. Its conclu-
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sions tend to contribute and establish interesting nuances in a discussion 
regarding the impact of technological changes and to supply new tools to 
face current difficulties in the communicative process.

Keywords 
Communications; platform; corporate communication; journalism and au-
diovisual production  (Source: Unesco Thesaurus).
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Work Key: un camino teórico-
tecnológico para ordenar los 
componentes ocultos de la 
comunicación
Resumen
Este artículo da a conocer las bases teóricas y el proceso de investigación 
que respaldó la creación de una herramienta tecnológica destinada a admi-
nistrar el trabajo diario en el mundo de las comunicaciones y a aumentar la 
calidad de sus productos. Un equipo chileno investigó la función de las co-
municaciones en las áreas estratégica, periodística y audiovisual. El objeti-
vo fue identificar sus procesos, actores, relaciones, variables de entorno e 
indicadores de desempeño relevantes y desarrollar un marco teórico-con-
ceptual común con indicadores de calidad relevantes para su evaluación y 
mejoramiento. El principal resultado de la investigación es una plataforma, 
Work Key, con componentes separados para las tres áreas. Considera tam-
bién que cada profesional pueda “llevar consigo el escritorio” mediante com-
ponentes sinérgicos pensados para smartphones y tabletas. Sus conclusiones 
intentan contribuir al establecimiento de matices relevantes en la discusión 
actual sobre los cambios tecnológicos, y entregar nuevas herramientas para 
enfrentar las actuales dificultades del proceso comunicativo. 

Palabras clave 
Comunicaciones, plataforma, comunicación corporativa, periodismo y pro-
ducción audiovisual (Fuente: Tesauro de la Unesco).
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Work Key: um caminho teórico-
tecnológico para organizar os 
componentes ocultos da comunicação
Resumo
Este artigo torna públicos as bases teóricas e o processo de pesquisa que 
apoiaram a criação de uma ferramenta tecnológica destinada a administrar 
o trabalho diário no mundo das comunicações e a aumentar a qualidade de 
seus produtos. Uma equipe chilena pesquisou a função das comunicações 
nas áreas estratégica, jornalística e audiovisual. O objetivo foi identificar seus 
processos, atores, relações, variáveis de contexto e indicadores de desem-
penho relevantes, e desenvolver um referencial teórico-conceitual comum 
com indicadores de qualidade relevantes para sua avaliação e aperfeiçoa-
mento. O principal resultado da pesquisa é uma plataforma, a Work Key, 
com componentes separados para as três áreas. Considera-se também que 
cada profissional pode “levar consigo seu ambiente de trabalho” mediante 
componentes sinergéticos pensados para smartphones e tablets. Suas con-
clusões pretendem contribuir para estabelecer matizes relevantes na dis-
cussão atual sobre as mudanças tecnológicas e oferecer novas ferramentas 
para enfrentar as atuais dificuldades do processo comunicativo.

Palavras-chave
Comunicações; plataforma de comunicação corporativa; jornalismo e pro-
dução audiovisual (Fonte: Tesauro da Unesco).
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Introduction
The significant changes that are experienced in today’s culture, such as the 
expansion of personal and social freedoms, increased nuances in judgments 
and understanding of the reality that surrounds us, as well as the ever clos-
er ties of belonging and construction of the community, derive significant 
challenges for communication, with which society has an active synergy: 
It not only modifies it culturally, but also influences it directly. The aware-
ness of this reality has generated a higher demand for specialized knowl-
edge, strategic diagnosis skills, and the design of professional solutions.

However, certain communication processes continue to be carried 
out in a practically artisanal way, something that many communicators—even 
in highly industrialized contexts, and knowing that the quality of products 
can strongly vary due to this way of conducting them—consider inherent 
to these processes.

In addition, certain communication processes would highly benefit 
from using technological skills that are currently in disuse; this would al-
low the members of a team to work independently but also coordinately, 
to generate more contacts with different stakeholders, as well as to improve 
the general quality of its products.

The research team was aware that applying structuring method-
ologies to communication—a process full of nuances and subtleties—
might be reductionist, so the solution proposed aims to organize the 
elements of decision and production without affecting the creativity un-
derlying the process.3

Hypothesis and Objectives
In Chile there is a lack of systematization of communication-making process-
es and scarce methodical recording of its intermediate stages by the media, 

3	 This innovation was developed during Project CONICYT- FONDEF # D08i1082 “Information integration sys-
tem: derived products,” carried out in close collaboration with VTR, Codelco, Enersis, Endesa, Chilectra, and the 
Inter-American Development Bank.
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the audiovisual industry (particularly the independent) and by corporate 
communication agencies. This reality seems comparable to that of several 
countries, at least in Latin America, and even though they have strong sim-
ilarities, journalism, the audiovisual industry, and strategic communication 
present different realities and challenges.

In journalism, for instance, there is little systematization and monitor-
ing of the activities involved in the development of a news story. The gen-
eration of news story lists and reports depends solely on the skills of the 
people who execute them and who rarely have tools to support them to ver-
ify the completion of their stages or to measure the quality of the products.

Audiovisual production, on the other hand, requires systematizing an 
efficient management of available resources in order to comply with dead-
lines and budgets, among other things.

In strategic communication, the team detected no only a low degree of 
systematization but an almost exclusive dependency on the talents and pro-
cedures of those responsible, without any defined or recognizable process. 
This implies, in other words, inefficient lines of communication, uniden-
tified processes, and excessive dependence on the organizational memo-
ry of those responsible. Thus, management of corporate communications 
continues to focus on operational aspects with little technological support, 
which weakens its strategic nature.

Considering the above, the research team decided to delve further into 
these processes, recognize them and describe them in order to find their 
common elements and their interrelationships, so as to develop an ad hoc 
working tool that supports the development of strategies and the manage-
ment of information in all three fields. The resulting platform represents a 
technological solution that could be used independently in corporate com-
munication, news story budget and the production of an audiovisual fic-
tional or non-fictional creation, under a unique conceptual scheme and in 
a collaborative and expeditious way.
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Background
Although the idea of establishing a common framework in the administra-
tion of certain aspects of communications is recent, there is literature that 
allows a glimpse into its main elements in corporate communication, au-
diovisual production, and journalism.

Corporate communications—or strategic communications or corpo-
rate affairs (Tironi & Cavallo, 2003; Argenti, 2009)—, are in charge of man-
aging a harmonious relationship with stakeholders, that is, “those groups 
without whose support the organization would cease to exist” (Freeman & 
Reed, 1983, p. 89), a need that is increasingly recognized (Argenti, 2009; 
Calderón, 2011; Porter & Kramer, 2011; Tironi & Cavallo, 2003; Van Riel 
& Fombrun, 2007; Villafañe, 2013; Fleisher & Bensoussan, 2007). This ex-
ceeds the traditional concept of public relations, insofar as the challenge is 
not to send messages to a passive receiver, but a two-way exchange with a 
proactive partner (Argenti, 2009; Van Riel & Fombrun, 2007; Grunig & 
Hunt, 2000). This vision has enabled communications to reach the status 
of a strategic management tool, which includes monitoring the environ-
ment—that is, listening and analyzing possible partners and anticipating 
its consequences (Van Riel & Fombrun, 2007; Pellegrini, 2015).	

Gaining the support of interest groups becomes an essential element 
of the corporate strategy, but it is not possible to do it mechanically; appre-
ciation or reputation is built through what businesses say (the least credi-
ble source), what they do (which often contradicts the corporate speech, 
undermining its credibility), and what others say (the less controllable fac-
tor). Technological supports may contribute to the systematic management 
of the three aspects.

Audiovisual production can lead to products or commercial goods, 
public and private, tangible and intangible (Stanton, Etzel, & Walker, 2007; 
Soto, 2015). Each project establishes a production process with unique fea-
tures. Audiovisual production involves the coordination of the financial, 
technical and human elements that will participate in the development of 
the project (Celery, 2001), but it has a central figure: the producer, who acts 
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as the administrator, ensuring the correct management of time and finan-
cial resources (Soto, 2013; Worthington, 2009). Its work is usually divided 
in two roles: a) the executive producer, who is the head of production, with 
a greater decision-making power (Sainz, 2014) and who has the last word 
( Jacoste-Quesada, 2004) and is responsible for funding, hiring equipment, 
marketing and distributing the product (Celery, 2001); and b) the general 
producer, the right hand to the executive producer, who must comply with 
the filming plan, coordinate the human and technical team, and stick to the 
budget (Celery, 2001). The coordination of the communication work aims 
to keep constant track of three fundamental stages: pre-production (bud-
get, equipment and services, locations, etc.); production (creative proposal 
and filming); and post-production (editing and sound) (Cabezón & Gó-
mez-Urdá, 2003; Worthington, 2009).              

Finally, journalists and newsrooms have followed well-known prac-
tices in news production (Becker & Vlad, 2009), with significant impact on 
their stories and editorial decisions. Editors select and prioritize, deciding 
the relevance of stories for their audiences. They coordinate journalists in 
their search, proposition and production of stories, establishing frames and 
focus. The stories and sources changes while journalists are working and the 
selection of stories to be published depend on personal experiences and in-
sights, making this a complex task (Puente, Edwards & Delpiano, 2014). 
Technology can support continuous communications and work between ed-
itors and journalists with tools designed for these tasks (Boczkowski, 2004; 
Pavlik, 2000). First, journalist teams need to coordinate (Puente, Edwards 
& Delpiano, 2014; Lamelas-López, Pont-Sorribes, & Alsius, 2016) in areas 
such as which story to select, how to set the agenda, which suggestions to 
consider, and which sources to investigate (Pellegrini et al., 2009; Pellegrini 
et al., 2011; Bernal-Triviño, 2015). Since most of the interactions between 
editors and reporters are based on informal conversations, useful informa-
tion is not always traceable to improve research and procedures. A tool that 
provides updated information and tracks could help them do so. Anoth-
er issue is sharing work with remote colleagues, as in a newscast made by 
reporters in different cities. Due to the impossibility of a meeting, editors 
are generally responsible of coordinating reporters, concentrating all flow 
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of information, and thus becoming the bottleneck of decisions and knowl-
edge. Furthermore, relevance is a key factor in news production (Harcup & 
O’Neill, 2001; Rudat, Buder, & Hesse, 2014) that will determine the final 
publishing decisions. All of these are tools that help to recognize that rele-
vant stories can improve quality and increase audiences, thus saving time 
and resources (Puente, Edwards, & Delpiano, 2014).

Even though industry and technology have provided multiple solu-
tions to support communications performance, there are few tools spe-
cialized for the early stages of production, and many of them work without 
interoperability, like social media (Diakopoulos, De Choudhury, & Naaman, 
2012; Poell & Borra, 2012; Westerman, Spence, & Van Der Heide, 2014), 
news media agencies, web-based search engines (Carlson, 2007), and net-
working (Harcup, 2015). However, technological tools are still not well artic-
ulated, as happens, for instance, with software, to produce stories in specific 
formats (Briggs, 2012; Gillmor, 2006; Bradshaw & Rohumaa, 2013), video 
and sound edition tools, paper layout, blogs platforms (Briggs, 2012; Chung 
et al., 2007), and content manager systems (like Wordpress or Joomla) (Thur-
man, 2008; Du & Thornburg, 2011).

Methodology
A series of in-depth interviews with news editors in press departments4, 
managers of strategic communications companies5, and executive produc-
ers of small audiovisual production companies6 allowed the team to select 

4	 Specifically, for the journalism aspect of the project, fourteen in-depth interviews were done to press directors, 
radio, TV and website editors. As a first validation process, we made twenty individual presentations to two media 
directors, ten editors, two press room-producers and six journalists, all of them followed by critical discussions. As a 
final step of validation, we applied several usability tests with undergraduate and graduate students from the School 
of Journalism of Pontificia Universidad Católica de Chile (UC) during a whole year. 

5	 For the corporate communication aspect of the project, ten in-depth interviews were done to Vice Presidents of 
Communications. As a first validation process, we made a survey send to fifty large companies (public, private, 
national, and transnational), and institutions (public, trade associations, and NGOs.), that were leaders in their 
respective sectors and had a formal Communications Department with a Vice President in charge. Thirty-three valid 
answers were received. As a final step of validation, we applied several usability tests with the companies associated 
to the project: Codelco, Endesa, Chilectra, and Enersis. 

6	 For the audiovisual production aspect of the project, 11 in-depth interviews were done to independent producers 
and film directors in the Chilean audiovisual industry. As a first validation process, we made a survey of ninety-nine 
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the crucial processes of each of the areas studied: news publishing, strate-
gic communications management, and production—from script approval 
to broadcasting—of audiovisual products. 

In all three of them, the research team focused on the decision-mak-
ing process, which was modeled to enrich the information content they 
are made of and to introduce indicators and control mechanisms to man-
age them more effectively. In order to do so, the team used the engineering 
methodology of process modeling, which reveals the essential elements of 
a given activity, helping to recover the vision and control of the whole pro-
cess. This was conceived to solve the deficiencies of disaggregation and the 
scarce systematization of the production of communications, reducing its 
human and material costs and imbricating them in the new social and tech-
nological context.

Thus, the Work Key platform has an interdisciplinary perspective, 
grouping engineering, design, and communication. This perspective cross-
es almost all the technological project. It combines software development, 
project management and design skills (including interfaces, user experi-
ence, and branding) with disciplinary knowledge about different commu-
nication activities.

For each of the processes, the team identified the following levels 
through the sequential application of SIPOC7: 1) Components, such as 
objects, personal relations or abstract entities such as orders or decisions 

other independent producers and film directors. As a final step of validation, we applied several usability tests to two 
audiovisual projects during four months of execution (pre-production, production, and filming).

7	 SIPOC analysis is a tool used to define all the elements relevant to a processes improvement project before it starts. 
It helps to differentiate a complex process and is typically used during the measurement of Six Sigma’s DMAIC 
methodology (Define, Measure, Analyze, Improve, Control), a set of techniques and tools for process improvement 
developed by Motorola and in use since the late 1980s. To summarize, this method looks to explain five basic as-
pects: 

	 - What does the process do? (P: process) 
	 - What inputs does the process need to be carried out? (I: input)
	 - Who provides these inputs? (S: supplier)
	 - What is the result of the process? (O: output)
	 - Who is the recipient of these results? (C: customer)
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(it was also determined if these activities can be split into independent ac-
tivities or if they are sub activities, which may derive in different represen-
tations of a same process). 2) Actors and recipients, including the main 
internal and external participants and the reasons for differentiating their 
access; the outsider input provider—concepts or materials—that precedes 
the process. 3) The adequate evaluation and Key Performance Indicators 
(KPI), especially those that may eventually be deployed in a dashboard.

The platform also defines access privileges for each type of internal 
and external user and evaluate their consistency. RACI8 matrices with the 
identified elements were created, as well as flowcharts using BPMN9 nota-
tion (Ko, Lee, & Lee, 2009) to synthesize the modeled process. Results of 
the sequential implementation of the above methodologies were contrast-
ed and validated through a new series of interviews with opinion leaders 
and outstanding professionals. 

Following the Project Management Body of Knowledge (PMBOK®)10 
methodology, work was split into five phases: beginning, planning, exe-
cution, control, and closing. The programming and design activities were 
based on the Scrum11 methodology, which allowed the iterative and incre-

8	 The Responsible, Accountable, Consulted, Informed (RACI) matrix assumes that any activity has one and only one 
person responsible for it, and that it must be executed by one or several people, or by some system. It is also possi-
ble that it will be necessary to consult or inform other people, different from the person responsible and the ones 
executing it. For each activity, the members of the organization are explicitly identified according to their positions 
with their corresponding role:

	 - The person in charge of overseeing the correct completion of the activity (R: responsible) 
	 - One of several people who participate in executing the activity (A: accountable)
	 - One of several people who are consulted as part of the execution of the activity (C: consulted)
	 - One of several people who are informed on the result of the activity (I: informed)
9	 Business Process Modeling Notation (BPMN): Initially developed by the Business Process Management Initiative 

as a standard for representing processes, it is specifically designed for representing the sequence of activities and 
messages that flows between different participants.

10	 See the Project Management Institute (PMI), an organization founded in 1969 to achieve significant improvements 
in project management. One of its most visible products is the Project Management Body of Knowledge (PMBOK), 
an internationally recognized standard for managing projects (IEEE, ANSI). Its first edition was published in 1987.

11	 Scrum is a work model that defines a set of practices and roles for the development of technological applications. 
The development is split into work cycles with periods no greater than seven days, where programming efforts are 
focused on limited objectives, under permanent evaluation, until a functional version of the platforms is achieved.



1061Palabra Clave - ISSN: 0122-8285 - eISSN: 2027-534X - Vol. 21 No. 4 - Octubre de 2018. 1050-1074

mental development of the Work Key platforms, establishing successive 
short-term goals.

The leading team interacted as a stable team in order to provide a 
central focus for the development of the project and boost its common el-
ements. Its work was based on the association, confrontation and valida-
tion of ideas and methodologies in order to achieve an innovative solution 
that would share a common theoretical design.

Results 
The first phase concluded with the elaboration of the theory that under-
pinned the operative decision. For this, quality criteria related to the com-
munication processes of the three areas were defined and operationally 
incorporated in the models and platforms. In addition, relationship models 
that include essential components—a system for recording internal sources 
or stakeholders and their interrelations, as well as pending issues and antic-
ipation of events—for each communication process were developed. These 
aspects were included in an integrated model of actors, interrelations and 
essential components of communication processes. Finally, the process-
es were reviewed, adapted, developed and scanned through quality defini-
tions. They were also linked to the KPIs that would influence their higher 
quality and the evaluation of their decisions and participants. 

The first resulting scheme (Table 1) shows that the platform for the 
additional objectives proposed requires certain inputs.

Table 1. Inputs required to reach the objectives
Convergence 

platform
Internal 

collaborative 
module

External 
interaction 

module

Position module Anticipation 
module

Evaluation 
module

Works from 
a generic 
theoretical vision.

For members of 
the organization 
who are required 
to participate 
in the delivery 
of data or 
knowledge.

For relations with 
stakeholders and 
citizens.

Convergence 
place for all 
inputs needed for 
the process. 

Pending 
problems are 
established and 
developed.

Aims to create 
a tool that 
contributes to the 
development of 
a quality control 
system.
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Source: Own elaboration.

In addition, five different access levels were detected and established, 
as to flexibly adapt the platform to different operational situations (Table 2). 

Table 2. Operational levels and their specification

Convergence 
platform

Internal 
collaborative 

module

External 
interaction 

module

Position module Anticipation 
module

Evaluation 
module

Three modules 
for areas that 
could interact 
to be used 
by different 
communication 
media, 
production 
companies or 
non-media 
companies.

Differentiated 
access according 
to the users’ 
needs.

Incorporates 
their concerns, 
suggestions and 
perspectives.

Establishes the 
basis for a system 
of registration of 
stakeholders, 
sources of 
information 
or suppliers 
and their 
interrelationships.

Anticipatory 
events for both 
the questions 
and the 
interaction of the 
platform can be 
foreseen.

Incorporates 
almost automatic 
evaluation 
mechanisms, 
integrated into its 
own processes, 
through the 
quantification 
of some key 
variables (based 
on the VAP-
PUC method for 
journalism).

To be used 
when companies 
require the use 
of information 
for their strategic 
positioning.

Fosters 
interactive 
participation 
and the 
exploration of the 
environmental 
platforms.

Generates key 
ad hoc KPIs 
and control of 
the intended 
goals, set by the 
corresponding 
responsible 
person.

Expands the 
sources of 
information and 
enrich the variety 
of topics and 
perspectives.

Corporate Media Audiovisual industry

General strategy Organization’s mission/vision Journalism mission/vision Production company’s mission/
vision

Communication strategy Corporate strategy Editorial guidelines Project guidelines

Product Action plan News story list Project

Byproduct Record History Gantt chart budget

Task Specific action Delegation Specialized action

Source: Own elaboration.
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The general strategy sets the organization’s corporate goals. It answers 
the question “What is it looking for?,” while the communication strategy 
establishes its goals and seeks to support the fulfillment of the organiza-
tion’s strategic objectives from a communications perspective. The prod-
uct is defined as the element or outcome that the organization provides to 
different audiences, and the byproduct is defined as a unit that is part of 
the product developed by users. Finally, tasks are the operational and spe-
cific action within a byproduct.

In addition, the definition of different levels of interaction established 
as the strategic, tactical and operational domains was another underlying 
aspect in the development of platforms considered crucial for their usabili-
ty and to achieve the goals set for the project. The first belongs to the scope 
of management decisions and includes planning and setting objectives for 
the organization with horizons of several years. Its actions—although not 
limited to it—are mostly strategic decision making and obtaining informa-
tion from the platform, and its main contribution are strategic indicators. 
The tactical scope involves planning in terms of time and resources for the 
organization, making decisions about the processes to be executed in 
the medium and short terms. Its main actions are deciding to execute the 
processes, communicating with the team, and assigning and coordinating 
work , as well as obtaining and generating information. Its main contribu-
tions are tactical and strategic indicators, as well as task and team moni-
toring tools. As for the operational level, it mainly deals with short-term 
decisions and actions. The platform constitutes its workplace, executes the 
work/process and submits reports and results, and its main tasks are estab-
lishing a network with the boss and/or colleagues. Its main contributions 
are operational indicators, storage of related material, and the reflection of 
the conducted work. 

Finally, a profile of recipients was defined (Table 3).

The definition prepared by Work Key established some common mod-
ules for all three platforms and some specific for each of their domains. The 
functionalities of the shared modules are shown in Table 4.
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Table 3. Profile of recipients

 Strategic Tactical Operational

Audiovisual production Owner/Executive producer Executive producer/
Director

Section leaders
People in charge

Corporate communication President/Corporate government Corporate affairs manager Communicators

Journalism Director/General editor Editors Journalists

Source: Own elaboration.

Table 4. Modules common to all platforms

User module Stakeholders 
module Strategy module Organization module Evaluation 

module

Includes the necessary 
tools for participants to 
work and interact in the 
platform.

Identifies 
and indicates 
relations between 
organizations 
and their relevant 
audiences.

Based on each 
organization’s 
strategy.

Incorporates basic 
organization data.

Based on the 
significant KPI 
for the strategic 
objectives. 

Has all the 
functionalities of social 
intranets: messaging, 
forums, notifications, 
comments, assignments 
of tasks, etc.

Offers visualization, 
analysis and 
monitoring tools 
for each of them.

Guides users 
to create the 
communication 
strategy.

Generates the working 
environment (work 
structures, corporate 
image, document 
library, colors, 
source management, 
environment monitoring, 
anticipation tools).

Allows evaluating 
the products, 
processes, and 
actions.

Attributes the work 
to teams, generating 
different accesses and 
authorizations for each 
one of them.

Sets the 
communication 
objectives.

Has panels of 
control, indicator 
establishment and 
follow-up.

Warns about actions or 
events that require the 
attention of the user.

It enables generating 
the corresponding 
products for the 
three scopes.

Source: Own elaboration.

The matrices prepared for each of the platforms have common and 
differentiating elements, as shown in Figure 1. 
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Figure 1. Platform structure

Source: Own elaboration.

The specific functionalities are the ones that provide a differentiated 
profile from the common communication logic established in Figure 1, as 
shown in Figure 2.

Figure 2. Specific functionalities of Work Key

Source: Own elaboration.
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Table 5. Compared matrices
Corporate communication Media journalism Audiovisual industry

Products
Main Action plan News story list Project

Byproduct Action News story Budget

Internal co-
participation 

module

Definition of participating 
areas

Corporate affairs 
management

Corporate government

Press department
Media corporate 

government

Production company 
Suppliers

Clients Funding institutions

Definition of people

President
Board

Managers: corporate affairs, 
general, financial areas

Section leaders
Professionals

Employees

Directors
Editors

Journalists
Photographers

Director
Producer
Assistants

Technicians
Section leaders
Operations staff

Definition of access levels
Strategic level
Tactical level

Operational level

Media level
Section level

Participant level 
(individual)

Planning
Management of artistic 

resources
Execution

Definition of content General strategy
Corporate affairs strategy Editorial guidelines Management of audiovisual 

projects

Stakeholder 
interaction module

Definition of stakeholders Stakeholders module: file, 
maps, evaluation of relations

Providing topics/data
Source management

Evaluation form

Application
Suppliers

Clients

Definition of issues

Affairs management 
(unplanned events, action 

plans)
Management of objectives

Definition of types of 
access (to the platform)

Intranet
Other areas (requests, 
warnings and crises)

Audience: Intranet 
“citizen” data

Audience: applying to the 
production company

Intranet

Strategy module Definition of issues

Planning and execution 
of the corporate affairs 

strategy: objective, KPI, plan, 
action/action/task media 

management
Sponsorship management

Crisis management
Management of an unplanned 

event

Development of a news 
story: proposal of topics

Approval
Media’s news story list

Product management: 
applications, project being 

executed
Project management: 

budget, activities, filming 
plan, team, tools

Organization 
module Ways of keeping records

Incidentals module
Exploration module: issue 

management, warnings and 
crises management

Monitoring module
Anticipation list

Drafts of news stories

Control and budget versions
Control and Gantt chart 

versions

Evaluation module Information qualify and 
usefulness

Action approval (corporate 
government)

KPI: strategic, tactical, 
operational

It evaluates: corporate 
affairs strategy, action plans, 
actions, warnings and crises 

management

Evaluation of a news story: 
journalistic added value, 

execution and approval of 
a news story

Evaluation of the news 
story list, scoops, issues in 

the agenda
Evaluation of the media

Execution and compliance 
with the Gantt chart

Execution and compliance 
with the budget

Review and approval

Source: Own elaboration.
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In addition, the objectives that optimize processes were defined and 
their potential impact on the areas of production, distribution and consump-
tion were evaluated. Collaborative work through the web, quality-control 
mechanisms, enrichment of the elaboration process, and the introduction 
of other stakeholders in the productive process are the objectives that were 
considered as having an impact on production. On the other hand, chang-
ing consumption patterns and redistributing materials, orders and relation-
ships by using mobile devices have an effect on production, distribution 
and consumption. 

Finally, the Work Key platform was built through WK modules, con-
taining the common elements (i.e., design, strategy, user, stakeholders, 
reports, services) and the modules specifically structured for the function-
alities and features described above.

Conclusions
The Work Key platform was defined based on three types of communi-
cation processes: corporate communication (Work Key Corp), manage-
ment of news story lists (Work Key News) and audiovisual production 
(Work Key Clap).

The most significant contributions were aimed at designing an or-
ganizational strategy that permeates all levels, knowledge and stakeholder 
management, and incident and crisis management. Its main objective was 
to improve the information and performance possibilities in terms of cor-
porate governance. Its specific goal was to contribute to making and updat-
ing strategic decisions, anticipating crises and risks, and focusing the KPI 
through conceptual and practical leaps between the tactical/operational 
levels (KPI output and outcome) and the strategic levels of KPI.

Work Key News aimed at organizing news processes through story 
tracking that allowed collaborative participation and efficient modifications 
throughout its development. Its main focus was on the decision-making 
process in the media, particularly with regard to supporting the role of di-
rector/editor manager and the mobility of his/her relationship with the 
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journalists working in each story. The team is convinced that the figure of 
the editor is nowadays more important than ever, since he or she is respon-
sible for selecting and prioritizing news within the framework of unique, 
recognizable and valuable editorial guidelines in an environment where so-
cial sources without criteria of order are abundant.

In the case of Work Key Clap, it was discovered that, due to the mobili-
ty of its work teams, the greatest need to optimize the coordination, planning 
and execution of audiovisual production was in independent audiovisual 
production companies. The proposed platform allows better management 
of time and resources and aims to develop an efficient organization of peo-
ple working at each stage of the projects. Its fundamental concept focused 
essentially on the executive producer, considered as the origin and the end 
of each production, in a structure of circular layers that characterizes this 
activity. The research team decided not to include the stages of authorship 
(mainly those related to the development of the idea and the script) to re-
spect the creativity and uniqueness of that part of the project.

Work Key Corp must continue to advance in the development of uni-
versally recognized performance indicators for corporate communication, 
allowing better management of its role and legitimacy within organizations, 
as well as its relations and consideration of stakeholders.

Work Key News faces the challenge of constant change in the news ac-
tivity. The platform seems to have significantly improved the work relation 
between geographically distant participants and the internal relationships 
within the news generation process, as well as source management and the 
rapid incorporation of key performance indicators based on the Journal-
istic Added Value method (Pellegrini et al., 2011) (tested in several coun-
tries over two decades) in an original and collaborative way.

Work Key Clap creatively incorporated a new perspective for the pro-
ductive process in the audiovisual field, but there could be a barrier to adapt 
to such an innovative change in a professional environment used to work 
with computers but not with specific tools.
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In general terms, it is worth noting the potential impact of modeling 
all communication processes involved with a common perspective and a 
theoretical framework. This is a theoretical support that did not previous-
ly exist and that generates a flow of new knowledge to support future proj-
ects, as well as the definition of transversal skills to prepare professionals 
for multitask work.

The main challenges of intangible management covered by this proj-
ect are processes affected by soft variables and by uncertainty about the en-
vironment that continuously affects the management of communication. 
Therefore, it is very important to avoid reductions in such complex process-
es that are full of nuances and subtleties. This platform represents a helpful 
solution that handles the mechanical and routine aspects of the three in-
dustries, but in no way seeking to replace aspects of authorship or creativity. 
The team also sought to support those processes that involve a large num-
ber of actors that need to be coordinated, whereas it can only serve mar-
ginally to support actions where a single actor is involved, since in that case 
the margin of creativity is greater.

The existence of new technologies allows and requires great changes 
in the different aspects of the generation and diffusion of the contents of 
communication and information and in the management of its intangible 
byproducts. It allows the construction of networks and virtual environments 
that emulate the processes of information collection and dissemination, 
hitherto conducted through various personal methods. It is also possible to 
add elements of interactivity, incorporate new stakeholders, and real-time 
exchange of background and perspectives.

Real-time collaborative work in a network is not a common initiative 
in the field of communications, much less attempting to have a common 
structure of interrelations for various types of products. Although the stra-
tegic objectives of each of the Work Key products are the same, the con-
text of use and the ways in which users are faced with an online web-based 
technological tool, their cognitive approach to the platform and their objec-
tives are different. Therefore, it is important to point out that the solution 
is based on constantly tested hypotheses reformulated by communicators, 
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designers and engineers and that their variations were iteratively validated, 
by real users, throughout all their development phases.

The interdisciplinary work was a constant challenge that required a 
correct interaction between the disciplines to generate an internal infor-
mation flow as to achieve the project objectives and produce results. The 
platform and equipment structure of each phase had to be adapted to meet 
the needs derived from a greater understanding of the processes and great-
er precision of the end user.

A future and no less important general challenge is to integrate these 
kinds of systems into normal work routines. The starting point to achieve 
that goal is to recognize the need to systematize the communication profes-
sional processes, but it is also necessary that the tool is considered friendly, 
useful and daily applicable by people working in the covered fields.

From the very beginning, the design of the graphical interface of this 
platform considered the incorporation, in a friendly way, of not only one 
particular user, but of multiple users working simultaneously, interacting, 
accessing contents and diverse sources of information, and generating new 
products that have an impact on other decision-making processes.

It is important to note that Work Key has proved to be a valuable 
learning tool. The underlying methodology allows professionals and uni-
versity students to perform tasks under certain systematizations that facil-
itate and incorporate certain work habits that undoubtedly contribute to 
the quality of the resulting product.
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