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H&R Blockôs Intranet: DNA
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ÁWho is H&R Block

ÁQuick stats about our intranet 
program

ÁMeasurement

ÁBenchmarking

ÁBalancing user needs 

ÁAssessing (and growing) program 
maturity

Á Intranet Tour

ÁKey Take-Aways



About Me



Who is H&R Block?



H&R Block By the Numbers



What is DNA?



What is DNA?
Why is Tax+?



H&R Block Intranet Users?

ÁTax Office (6000 stores)

ÁBlock Advisors (350 stores)

ÁFranchise Tax Office (4000 stores)

ÁFranchisees & their partners

ÁField Leaders 

ÁCorporate associates

ÁSeasonally Separated

ÁPermanently Separated

ÁContractors

DNA serves all associates, with the following 9 profiles:



Portal Performance: Usage
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Á Everyone visits every day: Fluctuation in unique 

daily visitors (pink line) was consistent with staffing 

changes throughout the past 13 months.

Á During the off-season, each user visited the site ~2 

times per day, viewing ~3-4 pages per visit.

Á During tax season, visits increased while views per 

visit decreased slightly.

Avg Visits Avg Views 

Oct 2.0 3.2

Nov 2.1 3.8

Dec 2.1 3.8

Jan 2.9 3.6

Feb 3.0 2.9

Mar 2.9 3.0

Apr 3.0 3.0

May 2.0 3.4

Jun 2.0 2.9

Jul 2.0 3.2

Aug 2.0 3.0

Sep 2.0 2.9

Oct 2.1 2.9



Our Intranet Team

Á Business Owner:  Corporate 

Communications

ÁProgram Manager

ÁProject Manager

Á Information Technology Partners

ÁSenior Business Analyst

ÁLead Developer

ÁOffshore Developers: 2 full-time

ÁOffshore QA: 1 full-time

Á Content Contributors: ~200

Á Design team: Chemistry



Intranet Stats

Å Most Recent Redesign: Summer 2014

Å Number of Associates served: ~90,000

Å Peak Views: 1.5 million per day during Tax Season 2016

Å Capabilities:

ï Single Sign-on 

ï Star Ratings 

ï Consistent look/feel with curtain navigation

ï Accessible from the internet

ï Mobile optimized

Å Technologies used:

ïOpen Text Content Management System

ï LifeRay portal

ï Lithium Communities

ïGoogle Search Appliance



DNA Survey: Why?

ÁEstablish internal baseline 

for measuring

ÁBenchmark report to 

compare DNA to over 232 

other intranets 

ÁGenerate dialogue & build 

consensus on DNA roadmap
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DNA Survey: How?

ÁWeb-based survey

Á7 minutes to complete

Á4286 responses

ÁDistributed via DNA news 

article

Á4147 associates signed up 

for a chance to win $25 

ÁGave away 20 of these 

through our corporate 

recognition program
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What Did We Achieve?

Á#4 out of 232 participating intranets

Á#1 in several categories

ÁDifferences among profile groups

ÁAbility to prioritize future enhancements

ÁAbility to sound really smart with 

executives/business partners about 

changes that need funding

ÁTakes us out of ñROIò discussion and 

into discussions about how best to 

resolve the problems they want to solve



DNA Tour & Discussion

Á Single Sign-on

Á Home Page, Workspace & Targeting

Á Documents 

Á News 

Á Alerts

Á New & Noteworthy

Á Mega-Nav

Á Search

Á Content Pages:  

Á Section, Sub-section, General,                  
Star Ratings

Á Communities

Á Business Continuity



Single Sign-on



Home Page


