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Nordic Semiconductor uses Telligent to create an improved development portal that integrates 
public community areas and private ticketed requests for customer support.
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Background

Nordic Semiconductor is based in Norway. It specialises in 

providing ultra-low power (ULP) wireless chips for use in 

consumer electronics like wireless PC peripherals, gaming 

controllers, sports and fitness sensors, toys, and advanced 

multi-media controllers and set-top box remotes. It is 

also one of the biggest providers of wireless short-range 

connectivity, especially for Bluetooth applications.

4 Roads helps organisations optimise their online presence 

and build powerful digital relationships. It has specialisms in 

consulting and building and maintaining online communities. 

It has been a Telligent partner since 2004 and Sitecore 

Certified Solution Partners since 2016.

4 Roads was asked by Nordic to overhaul its community 

pages - called the DevZone - and to replace its existing 

ticking system, which was called MyPage.

Challenge

Nordic Semiconductor serves an international customer 

base of technology businesses. It had more than 60,000 

registered users and more than 40,000 requests logged in 

a ticketing system it used as a way for customers to ask for 

specialist help with development projects.

The company also runs an online public community where 

developers could seek help and information from their 

peers about using Nordic’s products in their projects.

Managing the two platforms side-by-side wasn’t the most 

efficient approach. Users have two separate log-ins and 

there is no way to check if a case has been raised in the 

DevZone before creating a support ticket in MyPage. The 

ticketing system and the community needed to be upgraded 

and to be customised with a series of features to enhance 

the user experience. 

In taking on these upgrades, Nordic Semiconductor also 

wanted to reduce the demand placed on its team of support 

engineers. This would happen in two ways: by running the 

ticketing system and its online community through a single 

platform; and through enhancing the community so it would 

be easier for users to source information and development 

solutions from peers.

Solution

4 Roads came to the attention of Nordic  Semiconductor by 

answering questions the company posted on the Telligent 

community website. After further conversations around 

the ticketing redevelopment, 4 Roads was engaged to build 

Nordic a new platform to support this system and a new 

community site.

4 Roads started with a comprehensive discovery phase 

to extract all functionality from the existing DevZone and 

MyPage applications. This progressed into a UX phase 

where key components of functionality were designed.

Nordic’s existing community website had been built using 

the Django platform with Askbot Q&A forum and its 

ticketing system was custom-built and attached to the side 

of its Sitecore-powered website. The new single platform 

would be built by 4 Roads using the Telligent platform, with 

a specialist application for the ticket application built by 

extending the Telligent platform through supported APIs.

“We chose 4-Roads because of their extensive experience 

with the Telligent platform, which we had already decided 

to use,” said Eivind Sivertsen, Online Presence Manager of 

Nordic Semiconductor. 

“They also are a certified Sitecore partner and as we are 

relying on Sitecore for other new developments, this 

expertise will be of interest. The spirit of 4-Roads’ staff 

is always forthcoming and can-do, making them a very 

attractive partner for our projects.”

Features

The new interface was designed from the ground up to 

encourage users to create public support tickets before 

creating private tickets as many private tickets tend to be 

general questions, the answers to which would benefit the 

entire community.

Now, when a ticket - public or private - is raised from within 

the community, a support engineer is presented with a 

dashboard containing supplementary information. They are 

supplied with details on the user’s past cases, interactions, 

information about the user aimed at helping the speedy 

resolution of their issue.

The new Telligent platform supplies a great level of detail 

to Nordic about each user because it also pulls information 

from other sources and allows sharing of internal notes 

for the tech support staff. The higher level of integration 

allows tech support staff to stay more “in touch” with the 

community and have more educated ideas about current 

and coming trends.

Using Telligent’s Rule Engine, 4 Roads was also able to 

establish a series of custom rules for the Nordic community 

pages. This meant the semiconductor company could offer 

a unique and engaging range of features to its userbase to 

encourage wider participation.

These include gathering information on users’ voting, 

tagging of content, provision of answers, and whether these 

answers are rejected or accepted. These actions trigger 

the granting of privileges and the award of badges to users, 

which in turn enhances their status in the community. For 

instance, if a thread is viewed more than 1,000 times the 

originator and/or key contributors can be granted a reward.

A further feature added to the new sites was an enhancement 

to the community’s security credentials. The new sites run 

multi-factor authentication to provide users with additional 

peace of mind that their information and discussions are 

being kept secure. It also acts as an OAth identity provider 

for other systems in the Nordic ecosystem.

Launch of the new community website also gave Nordic 

the opportunity to update its branding. The refreshed 

appearance now ties into the main corporate site with a 

complementary look and feel.

Results

Moving from two platforms to a single system immediately 

removed the burden of Nordic overseeing and maintaining 

two platforms.

Replacing the existing ticketing system with an application 

that sits inside the community pages to facilitate sending 

private messages to Nordic asking for support, means 

engineers can now manage their workload more easily.

Using the old system, 56% of cases were public and 44% 

private. In the new combined community, 63% are now 

public and 37 % private. That’s a significant shift in burden 

from private to public. From a 12% difference to a 25% 

difference now – and all without the overall number of 

support cases growing. The number of support cases from 

1st February 2018 to 17th April 2018 is the same (99.7%) 

as the number of support cases from 1st February 2017 to 

17th April 2017.

The enhanced experience of the community also makes is 

easier and more attractive for users to take queries to the 

community rather than directly to Nordic. This further 

reduces the burden on the support team and reduces the 

need for additional resource to be continually added in this 

area.

Questions that arise in public forums - and cases that come 

in via private messages - are managed in a single location. 

Support engineers don’t have to jump back and forth 

between two systems.

Users now also have a single place for their profiles and 

reputations to be stored. They also benefit from a more 

conducive environment from which to access peer support. 

The enhancement to the user experience includes easier 

search, access to more content from which users can extract 

information, and more relevant information being served in 

search results.

For users, the shift to the new system is a seamless one. 

Before, they needed separate log-ins to access the ticketing 

and community systems. Now, they only need one log-in.

To make life even easier, when users first access the new 

system, they can log in with either set of credentials. After 

this, they can then merge their two accounts into a single 

account.

It was essential that the transition to the new sites was as 

simple as possible for Nordic and its community. To ensure 

a smooth transfer, 4 Roads took responsibility for the build 

and managed the move.

The migration involved porting all user information and 

ticking details from the two existing systems to the single 

Telligent system. This included transferring user scores, 

reputation details, 30,000 forum posts and all personal 

information. In total, there was more than sixty gigabytes of 

user information to transfer.

The migration involved porting all user information and 

ticking details from the two existing systems to the single 

Telligent system. This included transferring user scores, 

reputation details, 30,000 forum posts and all personal 

information. In total, there was more than sixty gigabytes of 

user information to transfer.

The Vision

After such a substantial overhaul and introduction of 

new features, the immediate future will involve refining 

the offering and making it work in the best way for 

support teams and the community. In addition, there will 

be continued training and support for Nordic’s support 

engineers on making it work in the best way for support 

teams and the community.

It’s expected that community involvement will increase 

because of a more rewarding user-experience being put 

in place. It’s also expected that engineers will be able to 

provide support in the most productive and efficient way 

possible.

“We’re definitely aiming to make further 

use of the applications inside Telligent, and 

in addition to the Q&A and blog we have 

plenty of ideas for “open” discussion forums 

and other content and groups to add value 

to the site. So, stay tuned…,” said Eivind 

Sivertsen.




