
TASKS 
MADE
A LITTLE 
BIT
MORE FUNCheckin and check it out

Creating a task based Intranet –
and making tasks a bit more fun

Jonas Bladt Hansen, Sydney, June 1st 2017



About Arla
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12,600+
OWNERS

19,000+
COLLEAGUES

14+ BL. KG.
MILK INTAKE

10+ BL. EURO
REVENUE

3 BRANDS

THE 4TH
LARGEST
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Arla in the world
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THE PROJECT



CheckIn (One Portal Programme)

27 June 20176

Main Deliveries & Main Objectives

August 2016 – April 2017August 2015 – June 2016September 2014– June 2015

20
16

2
New  global front page
Basic Intranet launched

Service Portals
(HR Portal, Travel, 

Policies)

Mobile news

Automated Forms & 
Workflows

10-15 Service Portals

Enterprise social

PHASE 1
ONE ARLA 
FEELING

PHASE 2
WORK SMARTER

PHASE 3
COLLABORATIVE 

WORKPLACE

Postponed/new Service 
Portals

CheckNow
Push 

Notification 
App

Dairy template



Where we came from
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GLOBAL
1 Channel

BUSINESS GROUPS
8 Channels

NATIONAL
4 Channels
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TOGETHER



Imagine

…your Intranet is a highway and you are working at the national traffic agency, responsible for 
signage. You are about to do the signage on the motorways out of Sydney. This is were people are
going:
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Wollongong
Newcastle
Canberra
Gold Coast
Logan City

Narooma
Jervai’s Bay
Point Hick’s
Lighthouse
Kosciuszko

Moruya
Bateman’s Bay
Wentworth
Blue Mountains
Katoomba

Hunter Valley
Jervis Bay
Royal National Park
Kangaroo Valley
Melbourne

National Park
Coffs Harbour
Walgett
Leura
Brisbane



Informing along the way
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Additional info needed
…you should also inform about
Speed limits
SOS spots
Gas stations
Rest areas
Radio stations
Roadwork
Exits
Distances
Tourist Attractions
…and much more



All this info but so little space
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But you only have that much space:



And your users do not have much time to keep attention
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…and only a few seconds to get attention!
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Welcome to our sign
We constantly strive to give 
you the best guidance you can get.
Our values are

- Simplicity
- Customer focused
- Responsibility
If you are travellling to Melbourne you should use this exit.

How signage looks most of the time
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Melbourne
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DOES ANY OF THIS SOUND 
FAMILIAR?
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CREATING A 
TASK BASED 

INTRANET



Web design for Homo Sapiens
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Behaviour to keep in mind when designing web pages



Our ambition
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WE DON’T WANT YOU TO 
THINK!Light pages

Intuitive UX
Task focused

When designing a task based Intranet



Two ways of thinking
System 1 & 2
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HIGH ENERGY 
CONSUMPTION

LOW ENERGY 
CONSUMPTION

REFLECTIVEINTUITIVE

SYSTEM 2SYSTEM 1



System 1 and 2
~95 % of our actions are intuitive/based on habits (System 1)
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REFLECTIVE

HIGH ENERGY 
CONSUMPTION

LOW ENERGY 
CONSUMPTION

INTUITIVE

SYSTEM 2SYSTEM 1



We are impatient
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91 % of users don’t go on 
to page 2 on Google 
search
https://www.quora.com/How-many-Google-searchers-go-to-
page-two-of-their-search-results

55 % of users leave a 
webpage after less than
15 seconds
http://blog.hubspot.com/marketing/chartbeat-website-
engagement-data-nj#sm.000012h3wzv9hwdv6spvcc1kzicff



We don’t read instructions
We muddle through
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CheckIn



Our challenge
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Welcome to our sign
We constantly strive to give 
you the best guidance you can get.
Our values are

- Simplicity
- Customer focused
- Responsibility

If you are travellling to Melbourne you should use this exit.

Melbourne

What we would
like to show from 
our department

What is 
important for the 
user to get the job 
done as quickly as 

possible



The Journey
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Purpose of CheckIn vs Old Intranet 

Tier 1
Help Desk

Tier 0
Self service

Tier 2
Personal support

15%

80%

5%

OLD Intranet CheckIn



What we needed
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A 
CONCE
PT

• A clean front page 
• Use conventions
• Clearly defined page layouts
• Eliminate distractions
• Support scanning



Where we started
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• Top Tasks analysis

• Workshops

• Usertesting

• Stakeholder management



CheckIn’s navigation
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The I need to… concept
Example: Finding the 
travel guideline…

My Workplace
(Old Intranet)

CheckIn
(New Intranet)

Intranet front page

Corporate Center

Procurement

Systems & Tools

BCD Travel Portal

Travel Guidelines 
Database

Intranet Front page

”I Need To…” Handle 
Travel & Expenses

Travel Guidelines



CheckIn in headlines
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5 LANGUAGES

>200 EDITORS 100 % TASK 
BASED

31 COUNTRIES >100 
LOCATIONS

>500
NEWS CHANNELS



Where we ended
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The CheckIn front Page



The I need to navigation
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I Need to…navigation

Owned by Internal Global Communication

Maintained by our Intranet Manager

Criterias for the I need to…navigation:
• Solves a specific end task (Invoice handling, Travel booking, Expense claims etc)
• Links must be relevant to >80 % of the CheckIn target group (~8000 employees)
• Yearly evaluation of the I need to... navigation. Done by the Intranet Manager.
• Links <50 hits per week should be considered taken out
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How we would like the navigation to look 
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After review
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BUILDING
SERVICE 
PORTALS



Service Portals
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One Concept

A Service Portal is a site on CheckIn
where employees can get quick access
to tools, services and information 
offered by a business group, department
or area in Arla



Examples of Service Portals implemented
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HR Finance, Legal & IT Global Communication



PHASE 6 
REVIEW (EVERY 

YEAR)
PHASE 5

LAUNCH & HANDOVER
PHASE 4

TRAINING & BUILDING

PHASE 1
SERVICE PORTAL & GOVERNANCE PLANNING

PHASE 2
ESTABLISHING THE ORGANISATION

BUILDING A SERVICE PORTAL
STEP BY STEP

PHASE 3
DESIGNING THE SERVICE 

PORTAL

MEETING 1:
Introduction 
Workshop

MEETIN
G 2:

Project 
Alignment

TASK
Define the 

organisation

TEMPLATE
CheckIn vision 

& purpose

MEETING 3:
Defining the 

content

TASK
Approval of 
organisation

TASK
Prepare vision 

& purpose 
presentation

TASK
Define 

content &  
owners

TASK
Implemen-
tation plan

MEETING 4:
Designing the 
Service Portal

TASK
Get approval 

by key 
stakeholders

TEMPLATE
Service Portal 

Mock up2
hrs

1
hrs

2
hrs

1
day

MEETIN
G 5:

Training

MEETING 
7:

Training 
(optional)

MEETING 
8:

Front page

MEETIN
G 9:

Approval 
plan

2
days

TASK
Build the 

Service portal

TASK
Complete 
front page

2
hours

2
hours

1
hour

MEETING 
10:

Launch 
strategy & 
handover

TASK
Create 

Communication 
material

1,5
hours

MEETING
Plan review 
with Intranet 

manager

TASK
Review 

, 
update/d

elete 
content

1
hour

TEMPLATE
Launch 
template

TEMPLATE
List of content 

areas

TASK
Get 

Approval

1-4 weeks 2 weeks 1 week 1-4 weeks 1 week 2 weeks

1-4 weeks 1 week 1-2 weeks 2 weeks
1 week
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GOVERNANCE



How to make sure you don’t end up where you started

Welcome to our sign
We constantly strive to give 
you the best guidance you can get.
Our values are

- Simplicity
- Customer focused
- Responsibility

If you are travellling to Melbourne you should use this exit.

Melbourne



CheckIn
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Structure & Governance overviewCheckIn Intranet
Owner – Global communication

CheckIn Front Page
Owner: Global Communication

Instagram feed
Governed by: Intranet Manager

Service Portals
Owner:  Local department/Business 

Group

Banners
Governed by: Service Portal owner 

Team Sites
Owner: Infrastructure  

Phonebook 
Owner: HR

Employee Data (SAP)
Governed by: MDM

AD Data
Governed by: Infrastructure 

Operations

Search
Owner: Global Communication

Documents
Governed by: Team Site owner

Internal Team Sites
Governed by: Team Site owner

External Team Sites
Governed by: Team Site owner

Taxonomy
Governed by: Intranet Manager

Intro
Governed by: Service Portal owner 

Navigation
Governed by: Service Portal owner 

News Stream
Governed by: Service Portal owner 

Banners
Governed by: Intranet Manager

News Stream
Governed by: Intranet Manager

Navigation
Governed by: Intranet Manager

Monthly review

Arla Tube
Governed by: Intranet Manager

Check Bar
Governed by: Intranet Manager

Sub pages
Governed by: Service Portal owner 

Documents
Governed by: Service Portal owner 

User Profile 
Owner: Global Communication

Contact Information
Governed by: Intranet Manager

Basic Information
Governed by: Intranet Manager

Details
Governed by: Intranet Manager

Sponsored links
Governed by: Intranet Manager

User experience
Global Communication



CheckIn
Structure & Governance overview

Surface
Governed by: Intranet Manager

Skeleton
Governed by: Intranet Manager

Structure
Governed by: Intranet Manager

Scope
Governed by: Intranet Manager

Strategy
Governed by: Intranet Manager

CheckIn Intranet
Owner – Global communication

User experience
Owner - Global Communication

Scope
Purpose

Define which content and processes 
are handled and  what record 

management rules apply..

Structure
Purpose

Make sure that the global and local 
information arcitecture is aligned 

and fit together.

Strategy
Purpose

Defines the purpose and vision wit 
the Intranet and focuses on the 

users needs.

Skeleton
Purpose

Defines the menus and web parts 
offered on CheckIn

Surface
Purpose

Brings everything together visually: 
Look/visual design of CheckIn. 

Must be alilgned with Arla´s CVI



CheckIn
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Purpose – Frontpage

CheckIn Frontpage
Owner – Global communication

Navigation
Governed by: Intranet 

Manager/Local content owner

My Location
Purpose

Local navigation tab. Every office 
location in Arla can get their own 

and link to local content.

News Stream
Governed by: Intranet Manager

Team Site news
Publisher: Team Site owner

Purpose
Inform about Team Site specific 

news

Banners
Governed by: Intranet Manager

Instagram feed
Governed by: Intranet Manager

Instagram feed section
Purpose

Get consumer insights by showing 
photos from our consumers 

interacting with Arla´s brand.

Arla Tube
Governed by: Intranet Manager

Banner section
Purpose

Promote globally relevant 
tools/information/portals

Arla Tube section
Purpose

Keep Arla´s employees up to date 
with Arla´s latest commercials.

Global News 
Publisher: Global Comms

Purpose
Inform about globally relevant 

news about Arla.

National news
Publisher: National office

Purpose
Inform about nationally relevant 

news. 

BG/CC news
Publisher: BG or CC

Purpose
Inform about Business 

Group/Service Portal news

About Arla
Purpose

Info about Arla´s vision & strategy 
and quick access to other tools and 

information about Arla.  

Our Organisation
Purpose

Quick access to the different 
Service Portals and other 

information about the organisation

I Need to…
Purpose

Give Arla´s employees quick 
access to the most used tools and 

information in Arla.

Check Bar
Governed by: Intranet Manager

Check Bar (Sidebar)
Purpose

Deliver quick access to most used 
tools such as search, phonebook 

and Team Site documents.

CheckIn Intranet
Owner – Global communication

User experience
Global Communication



CheckIn
Purpose – Service portal*

CheckIn Service Portals
Owner – Local department

Intro
Governed by: Service Portal owner 

Navigation
Governed by: Service Portal owner 

News stream
Governed by: Service Portal owner 

Banners
Governed by Service Portal owner 

Service portal banners
Purpose

Highlight globally relevant sections 
of the service portal.

Subpages 
Governed by: Service Portal owner 

Service Portal news stream
Purpose

Show news related to the Service 
Portal (Business Group/Corporate 

Center news).

Service Portal subpages
Purpose

To make all the information, 
documents and tools available by 

using a standard template.

I Need to…section
Purpose

Quick Access to tools & 
information related to the Service 

Portal (Subpages) 

Intro section
Purpose

Short info about what the Service 
Portal offers to Arla´s employees.

Documents
Governed by: Service Portal owner 

Documents 
Purpose

To make globally relevant 
documents available and easy to 

find. 

CheckIn Intranet
Owner – Global communication

*See presentation about Service Portals to get more detailed information about the purpose and content

User experience
Global Communication
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CheckIn Governance

One document that describes
everything that should be done during
a governance review



Escalation model
If you did not agree with us
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Intranet Manager

Internal Comms Director

SVP Corp Comms

Steering Committee

User testing (A/B) 
mostly prevents the 
escalation of 
discussions
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RESULTS



Results
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78 %
of all navigation 

activity is initiated 
through the I need 

to…navigation

80 % 
visit CheckIn daily or 
at least a couple a time 

per week

User satisfaction
increased from 62 

(Bottom of lowest peer 

group) to 68 (Top of 
medium peer group) 

primo 2016. 

….we are just at the 
beginning of the 
journey

Main reason to visit 
Visits to solve specific 

tasks has increased 
from 45% to 80 %
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KEY 
LEARNINGS



Key Learnings

• Identify the core tasks in the business and prioritise
• Ask: ”What’s in it for the user”, and then ”How” and ”Why”
• Make sure you have a clear concept when you approach your stakeholders
• Use mockups to show exactly what you mean
• Be as data driven as possible and discuss your findings with the users to verify and or get a deeper

understanding
• Make compromises if you need to, but make sure that they know you will evaluate and can revise later
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@Bladt77
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THANK YOU


