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Step Two DESIGNS

Intranet redesign

Success v Failure



Step Two Designs (www.steptwo.com.au) Intranets2011 (Sydney, May 11-13)

Step Two DESIGNS

Don!t despair, I will show 
you how to redesign your 
intranet and 
make it work for staff
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Step Two DESIGNS

An intranet will only be 
used if it s useful
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Step Two DESIGNS

How do we make it that 
way?
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Step Two DESIGNS

NOT by asking staff what 
they want
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Step Two DESIGNS

but by..finding out 
what they need
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Step Two DESIGNSIt!s more about"

# What info they need to do their jobs
# Understanding who your users are
# The environment in which they work
# Their daily tasks
# and what!s going to make life easier



Start with research
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Step Two DESIGNSFocus on key staff
 Frontline and operational

 Key business areas

 Information consumers

 Users rather than stakeholders

 Remote rather than central office staff

Who to include
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Step Two DESIGNS

When to start

At the beginning of the 
project before design or 
build
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Step Two DESIGNS

Conduct research in your 
user s working environment
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Step Two DESIGNS

What to ask
What to ask?
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Step Two DESIGNS

Don t ask staff what 
they want
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Step Two DESIGNSInstead ask them
 What do you do in your job?

 What does this involve on a day-to-day basis?

 What information do you need to do your job?

 Where do you currently get this from?

 How do you find out what!s happening?

 What are some of the frustrating or difficult tasks you 
have to perform?
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Step Two DESIGNS

How to get the info you 
need
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Step Two DESIGNS

Research techniques

Focus groups Staff and Stakeholder interviews Surveys

Contextual inquiry Workplace observation Remote research
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Step Two DESIGNS

Interviews
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Step Two DESIGNS

Planning needs analysis
# An hour for each interview

# Record sessions

# Protect the anonymity of staff

# 3 $ 5 days of research will identify most issues

# Same amount of time is required for analysis
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Step Two DESIGNSListen for:
# Issues 

# Quotes

# Areas of frustration

# Info sources and needs

# Tasks staff use the intranet for

# Communication channels

# Usability issues
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Step Two DESIGNSWorkplace observation

Workplace observation
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Step Two DESIGNS

This is the major information source for 
call centre staff
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Step Two DESIGNS

 there s no shortage of paper 
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Step Two DESIGNS

 and the rest of the paper.
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Step Two DESIGNSDiary study

Remote research: 
For staff you can t get to
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Step Two DESIGNS

Tips:
# Introduce yourself and make it personal

# Provide briefing notes

# Consider staff preferences

# Consider barriers

# Keep in touch
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Step Two DESIGNS
Online diary study
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Step Two DESIGNSOutcome: 
A clear picture of today



Making sense of the research
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Step Two DESIGNSInclude all available info
# Usage statistics (including search reports)

# Staff satisfaction

# Internal communications research

# Info sources and needs

# Corporate strategy

# IT strategy

# Intranet Review Toolkit
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Step Two DESIGNSStart by summarising interview results
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Step Two DESIGNSLooking for
 Main information sources and needs

 Major issues impacting staff!s ability to do their job

 Cultural or organisational issues impacting on 
intranet success

 Key business processes requiring support

 Opportunities for improving information management

 Frustrating tasks
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Step Two DESIGNSCompile the Ideas CollectedCompile the ideas 
collected
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Step Two DESIGNSIdentifying key tasks

What is the address for our Sydney office?

What positions are available at the moment?

How do I report an injury to a staff member?
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Step Two DESIGNS

Presenting findings to 
secure budget
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Step Two DESIGNS

Presentation to Executive
# Put yourself in their shoes 

# Where you are (intranet current state)

# Where you want to be (intranet future state)

# How you are going to get there

# Target what motivates them
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Step Two DESIGNSSummarising needs and recommendations
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Step Two DESIGNS

Quotes and stories

I might spend 20 
minutes looking for 

something

I might spend 20 
minutes looking for 

something

I look at the intranet lastI look at the intranet last

It is impossible to find 
out who does what in 

different areas

It is impossible to find 
out who does what in 

different areas

We risk legal 
ramifications when 

providing out of date 
information 

We risk legal 
ramifications when 

providing out of date 
information 
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Step Two DESIGNS

Little time and no 
budget?
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Step Two DESIGNS

Key learnings
# Intranets will be used if they are useful

# Take time to understand staff needs

# Generate a %wish list! of activities

# Understand executive motivations

# Manage stakeholder expectations

# Present findings to secure budget
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Step Two DESIGNS

Find five staff in your 
organisation that you don!t 
know what they do " .
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Step Two DESIGNSRebecca Rodgers, Step Two Designs
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