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1 Focus on the 
frontline



of the US workforce are frontline staff

State of the American Workplace Report 2017, Gallup
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Focus on the frontline

• The evolution of devices and connectivity 

has ‘opened the door’ for frontline staff to 

access organisational platforms and tools – 

everyone now has at least a mobile phone 

• However, traditionally, intranets catered for 

staff who were desk bound – with frontline 

staff in many organisations not able to 

access the intranet 

• The broader focus on the digital workplace 

and digital employee experience enables new 

opportunities for engaging frontline staff 

with your intranet
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Frontline research – building the picture

• Environment

• Devices and platforms

• Purposes of intranets

• Content 

• Comms 

• Culture 

• Collaboration & social 

• Activity
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What information, systems and technology 

do you need to access for your role?

What daily activities do you carry out as 

part of your role?

What information is missing for you to be 

able to do your job efficiently?

Some questions to ask

What types of news and communications 

are important to you?

Some questions not to ask

What do you like about the intranet? What 

do you dislike about the intranet?

Would you use the intranet more if it did A 

or B or C?

How do you think our intranet should be 

improved?
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Focus on the frontline - putting it together

Research
Org strategy

Business outcomes

Issues

Opportunities

Insights

Recommendations
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Focus on the frontline – Key takeaways

• Understand the scale of front-line staff within your organisation 

• Are these staff a current focus of your intranet, digital workplace or DEX? 

• Build a picture of your frontline staff – conduct research 

• One-one interviews 

• Workplace observations 

• Group workshops 

• Develop recommendations to guide future initiatives – utilising your insights, 

issues discovered and potential opportunities



2 Mobility is a 
mindset





of US adults will own a wearable device in 2019

eMarketer Report, Nov 2018

22%









?



? ?



Mobility is a mindset – Intranet purposes

• Communications, Culture and Social – staying connected no matter where you are 

• Activity – Receiving and actioning focused notifications?







Mobility is a mindset – Key takeaways

• True mobility is not just re-designing your current intranet for a smaller screen 

• Identify opportunities to engage staff with a ‘mobile first’ intranet or digital 

workplace 

• For mobile, focus on a smaller number of high-impact functions 

• Leverage mobile strengths: 

• Communications, Culture and Social – staying connected 

• Activity – Receiving and actioning focused notifications



3
Consider a 
product 
management 
approach



of IT projects fail to meet their original goals

Pulse of the Profession 2017, Project Management Institute

31%
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Typical intranet project

• One-off activity to deliver small or large outcomes 

• Requires a business case to get funding (can take 

months, or years to get approval) 

• Extra resources are brought in for the project, and 

then they leave after delivery  

• “Business as usual” between projects, where nothing 

changes or improves 

• Solution may not have clear ongoing ownership or 

resources

Product management approach

• Ongoing process of improvement 

• Major and minor releases are planned (typically with 

version numbers) 

• Ongoing resources are in place to fund activities (at 

least the minor changes) 

• Clear ownership and management 

• Ongoing resources are in place to support the 

constant improvements to the product
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What is a “product”?

In the real world, we know what a “product” is. 

Think of the iPhone for example. 

• It’s a clearly-defined “thing” that’s sold 

• There’s a company that owns and sells it 

• It’s has associated services, including support 

• It’s under continual development, with new features added 

over time, plus big new releases 

• It has a version number 

• We take for granted that it gets better over time 

• It’s something that we want to use 
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“Digital workplace products”

Within our organisations, we often don’t think of things as 

products in the consumer sense. Yes, there are “products” that 

we purchase from vendors, but they’re not provided as products 

to staff. 

A fundamental recommendation from Step Two is to shift 

thinking towards delivering true “products” that sit on the 

underlying platforms. 

These digital workplace products would then follow best 

practice “product management”, a set of methodologies for 

maintaining and improving solutions over time. 

This also allows things to be “chunked”, breaking a huge set of 

needs and issues into multiple products that can be managed in 

parallel.
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Example digital workplace product lifecycle

Research and 

discovery

• Understand staff 

needs and pain 

points 

• Review strategy 

• Identify opportunities

Insights and 

ideation

• Validate needs and 

issues 

• Prioritise based upon 

objectives

Design and iterate

• Take a user centred 

design approach to 

move concept to 

design 

• Define, design, 

iterate

Implement

• Build and test as you 

go 

• Plan the launch and 

change management 

activities

Launch

• Launch the product 

to staff 

• Identify and measure 

success 

• Feed learnings into 

subsequent 

research phases

Continuous 

improvement
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Digital workplace products: best practices

• Products have a lifecycle with a series of ongoing 

releases that fit within the broader digital workplace 

roadmap 

• Each release will focus on one or many objectives 

to deliver improvements, new features, 

functionality and services  

• Products may have a set of supporting services 

provided to the organisation to enable successful 

adoption and use of deployed products. This includes 

the intranet or digital workplace team, 

communications teams, change management and IT 

support practices  

• Products require ongoing funding to ensure they are 

continually measured against objectives, evaluated by 

the organisation and improved on a regular and 

ongoing basis 

• Each product has a product or business owner who 

ensures the product meets the objectives and 

represents the customers and staff to an 

implementation team 

• Products deliver quantifiable and measurable 

objectives, aligned to staff and organisational needs 

and the digital workplace vision 

• Examples of objectives include increasing 

efficiency, ensuring compliance
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Product management approach

1. Enterprise front door

Deliver a single entry point – an ‘enterprise 

front door’ – that allows staff access to all of 

the digital tools they need to easily and 

effectively do their job. 

As tools, applications and information proliferate, staff 

increasingly need to have access to an easy to use, mobile 

friendly enterprise front door which provides a personalised 

and integrated experience across the suite of digital 

workplace products and services. 

Objectives

Recommendations

• Execute a user centred design process to deliver a revised information 

architecture and key templates for a new intranet 

• Deliver a personalised staff intranet front door that understands the 

needs of major staff groups and surfaces relevant policies, procedures, 

content, services and applications

Improve efficiencies

Increase engagement

Ensure compliance
Better healthcare

Save time
Improve culture

Increase usage Lay groundwork
Reduce costs

Improve collaboration

1. Enterprise front door – Releases

Modern intranet homepage

• Strong branding and design is in place to 

foster organisation culture and identity 

• Homepage is used as a primary 

communication channel to reach all staff 

• Homepage supports social engagement 

and cultural activities via content and news 

features 

• Major organisational initiatives are 

spotlighted 

• News is regularly published, in a format 

designed for online consumption 

• A comprehensive range of news is 

published, covering corporate, cultural and 

operational topics 

• News is presented on the intranet 

homepage in an effective, flexible and 

sustainable way 

• Staff directory, policy and procedures and 

e available directly from 

• Quick-links to common items are available 

• Common applications and forms are 

available to access directly from the 

homepage 

• Mobile access is possible via corporate 

devices 

• Mobile access is possible via BYOD 

devices 

Rich intranet homepage

• Key organisation-wide metrics are surfaced 

on the homepage based on underlying 

enterprise data 

• User’s recent documents are listed 

• User’s recent applications are listed 

• Listing of ‘my collaboration spaces’ 

• Key tasks can be be completed directly on 

the enterprise front door 

• Links for areas which are not mobile 

accessible are clearly identified to users 

• Mobile access is possible via personal 

mobile devices 

Targeted and personalised 

homepage 

• Communication is tailored based on 

logged-in details, to deliver relevant news 

based on geography, department or role 

• Users can personalise the list of quick-links, 

applications and forms surfaced on their 

homepage 

• Targeted data and metrics are surfaced 

according to a user’s profile 

• Links and areas which require additional 

levels of security authentication are clearly 

identified to users 

• Collaboration activity, relevant to the 

logged-in user, is is surfaced via an activity 

stream
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1. Enterprise front door – Releases

Modern intranet homepage

• Strong branding and design is in place to 

foster organisation culture and identity 

• Homepage is used as a primary 

communication channel to reach all staff 

• Homepage supports social engagement 

and cultural activities via content and news 

features 

• Major organisational initiatives are 

spotlighted 

• News is regularly published, in a format 

designed for online consumption 

• A comprehensive range of news is 

published, covering corporate, cultural and 

operational topics 

• News is presented on the intranet 

homepage in an effective, flexible and 

sustainable way 

• Staff directory, policy and procedures and 

universal search are available directly from 

the homepage 

• Quick-links to common items are available 

• Common applications and forms are 

available to access directly from the 

homepage 

• Mobile access is possible via corporate 

devices 

• Mobile access is possible via BYOD 

devices 

Rich intranet homepage

• Key organisation-wide metrics are surfaced 

on the homepage based on underlying 

enterprise data 

• User’s recent documents are listed 

• User’s recent applications are listed 

• Listing of ‘my collaboration spaces’ 

• Key tasks can be be completed directly on 

the enterprise front door 

• Links for areas which are not mobile 

accessible are clearly identified to users 

• Supports all common mobile devices 

• Mobile access is possible via personal 

mobile devices 

Targeted and personalised 

homepage 

• Communication is tailored based on 

logged-in details, to deliver relevant news 

based on geography, department or role 

• Users can personalise the list of quick-links, 

applications and forms surfaced on their 

homepage 

• Targeted data and metrics are surfaced 

according to a user’s profile 

• Links and areas which require additional 

levels of security authentication are clearly 

identified to users 

• Collaboration activity, relevant to the 

logged-in user, is is surfaced via an activity 

stream

2. Staff intranet – Releases

Intranet fundamentals

• An appropriate platform and technology 

stack is in place for the new staff intranet 

• A user centred design process is executed 

to deliver a revised information architecture, 

visual design and key templates for a new 

intranet  

• Frontline clinical staff are included in testing 

the new IA and UX 

• Intranet templates and all new functionality 

follow a mobile first design and 

implementation approach 

• Existing intranet content is audited to 

understand which content may be 

migrated, which content needs to be re-

written and any key information gaps 

New intranet is deployed with high-priority 

• Key corporate services information – 

including HR (People and Culture), IT, 

finance and facilities 

• Services catalogue 

• Policy and procedures 

• Effective intranet governance is established 

• Effective intranet search is deployed 

Local content

• Local sites and content for hospitals and 

major departments is available with 

information relevant for staff within those 

areas 

• Key role pages are available – e.g. 

Information for managers, ESL staff, 

Aboriginal workforce etc 

Site consolidation

The Regular Dose content is migrated into 

• Education portal content is migrated into 

the new intranet with the previous Education 

portal website retired 

• Research portal content targeted at WSLHD 

staff is written for and published onto the 

new intranet 

• Any remaining content from the prior 

intranet is re-written or migrated into the 

new intranet  

Enhanced capabilities

• On-page content changes according to the 

logged-in user and is targeted to their 

specific needs 

• A universal search capability is deployed 

encompassing results from intranet content, 

staff directory, services catalogue, policy 

and procedures, applications and forms

Product management approach
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1. Enterprise front door

Deliver a single entry point – an ‘enterprise 

front door’ – that allows staff access to all of 

the digital tools they need to easily and 

effectively do their job. 

As tools, applications and information proliferate, staff 

increasingly need to have access to an easy to use, mobile 

friendly enterprise front door which provides a personalised 

and integrated experience across the suite of digital 

workplace products and services. 

Objectives

Recommendations

• Execute a user centred design process to deliver a revised information 

architecture and key templates for a new intranet 

• Deliver a personalised staff intranet front door that understands the 

needs of major staff groups and surfaces relevant policies, procedures, 

content, services and applications

Improve efficiencies

Increase engagement

Ensure compliance

Better healthcare

Save time

Improve culture

Increase usage Lay groundwork

Reduce costs
Improve collaboration

2. Staff intranet

Introduce a new staff intranet which 

addresses intranet fundamentals and user 

needs, consolidates disparate websites 

and encourages sustainable content 

management and governance practices. 

The district’s new intranet will embrace a mobile first, clinician 

first approach with ‘ease of use’ as a north star – 

acknowledging time poor staff and striving to drive efficiencies 

in usage. 

Objectives

Recommendations

• Conduct a technology platform review and selection process to select 

an appropriate digital workplace platform which can address the key 

recommendations and issues 

• Audit and review all intranet content to determine content that should 

be migrated to a new platform, content that should be rewritten and 

existing information gaps 

Consolidate disparate staff websites into a single staff intranet 

om The Pulse, The Regular Dose and the 

Improve efficiencies

Increase engagement

Ensure compliance

Better healthcare

Save time

Improve culture

Increase usage Lay groundwork

Reduce costs
Improve collaboration
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Strategic options and DEX Roadmap
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Strategic direction – Potential roadmap options

Intranet fundamentals

Now 

• Enterprise front door 

• Staff intranet 

• Staff directory 

• Internal communications channel (News 

fundamentals) 

Next 

• Business process improvement (Simple forms) 

• Services catalogue 

• Policy and procedures 

Later 

• Collaboration and social 

• Business process improvement 

• Internal communications channel

Now 

• Enterprise front door 

• Staff directory 

• Internal communications channel (News 

fundamentals, Rich internal communications and 

Targeting) 

Next 

• Staff intranet 

• Business process improvement (Simple forms) 

• Services catalogue 

• Policy and procedures 

Later 

• Collaboration and social 

• Business process improvement

Enterprise front door and rich 

communications

Now 

• Enterprise front door 

• Staff directory 

• Internal communications channel (News 

fundamentals) 

• Collaboration and social 

Next 

• Staff intranet  

• Services catalogue 

• Policy and procedures 

Later 

• Business process improvement 

• Internal communications channel

Collaboration first

OR

OR

Now

Next

Later

Internal communications channel

News fundamentals 

Mobile news delivery 

Simple targeting 

Channel consolidation 

Rich communications channel 

Sophisticated targeting 

Enterprise front door

Modern intranet homepage

Staff directory

Fundamentals 

Rich identities

Services catalogue

Basic catalogue

Enterprise front door

Rich intranet homepage

Staff intranet

Intranet fundamentals 

Local content 

Site consolidation

Staff directory

Enabling collaboration

Services catalogue

Advanced catalogue

Policy and procedures

Discovery

Collaboration and social

Clinical 

Engagement and social

Business process improvement

Simple forms

Enterprise front door

Targeted and personalised homepage

Staff intranet

Enhanced capabilities

Staff directory

Complete identities

Policy and procedures

Access and compliance

Collaboration and social

Working together 

Realtime collaboration 

Continuous improvement

Business process improvement

Complex forms 

Self-service applications

Delivered within 12 months

Delivered within +12 months

Delivered within +12 months

Western Sydney LHD Roadmap - Enterprise front door and rich communications

Example roadmap – Enterprise front door and rich communications



Consider a product management approach – Key takeaways

• Start thinking about your digital workplace as a series of products 

• Identify a product/business owner for each of your digital workplace products 

• Link products to quantifiable and measurable business objectives 

• Deliver a series of releases for each product which deliver on these business 

objectives 

• Help to drive a culture of continuous improvement



Focus on the front-line1

Mobility is a mindset2

Consider a product management approach3
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