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Listen. Understand. Deliver.
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Nexus of Intranet Success
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1. Business requirements

2. User requirements

3. Best practices

4. Strategic planning

5. Governance

10 Steps to A Social Intranet

6. Information architecture

7. Wireframes

8. Design

9. Launch

10. Change management
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❶ Business Requirements
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 Business Requirement Gathering

 Interviews

 Surveys

 Focus Groups

 Workshops
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Heuristic Site Evaluation
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❷ User Requirements
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2 1 Terrible

 User Requirements Gathering

 Surveys

 Focus Groups

 Usability Testing
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Planning - Personas

C O N F I D E N T I A L 10
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❸ Best Practices
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Benchmarking
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HydroWeb Benchmarked Evaluation Scores

HydroWeb 3.5 4.5 5 7.5 2 3.5 4.5

IBM OnICE 8 9 7 8 9 9 8.5

Hydro-Québec 9 7 8 7 8 7 7.5

Terasen Gas Pipeline 9 9 6.5 9 5 8 8
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❹ Strategic Planning
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Planning – Strategy

Objectives 

Mission

Vision

Goals

KPIs
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❺ Governance
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Planning - Governance
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❻ Information Architecture
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Planning – Information Architecture
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➐ Wireframes
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Planning - Wireframes

C O N F I D E N T I A L
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❽ Design
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➒ Launch
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Roadmap/Blueprint
Current 

State

Archiving “old” 
sites/clean up

Rollout-
updated site 
appearanceStrategy

Governance

Content

Functionality

Phase I Phase II Phase III Phase IV Phase V Launch
Post-

Launch

Strategic Plan

Update 
Directory

Collaboration 
Strategy

Gov.  model 
confirm

Rollout DPE6

Assess CMS/Web Analytics Vendors

Requirements gathering

Review existing collaboration space

Review 
resources 
needed

Skills 
Assessment

Comprehensive 
content audit $

Content  pub. 
workflow  $

Design/IA/Usability

Assign roles

Staff – roles

Job descriptions

Strategic Plan 
Approved

Goals  -
measures, 
tacticsPlanning docs

ID Templates 
needed $$

Content gaps –
3rd party, new 
$$Assign roles to 
migrate content

DPE – training

Review/ 
Select 

CMS $$$

Archive plan

Ownership to 
fulfill gaps

Confirm pub. 
workflow

Confirm – job 
descriptions

Coll. Approved

Intranet vs. 
team site 
content

Final 
IA/templates 

/Test$$$
Implement 
design $$$

Complete site 
architecture 

$$$
Create 

Templates$$$

Training plan 
for CMS, etc. 
$$$

Protocols -
monitoring –
collaboration/R
e-wards

ID 
customization
Requirements$

Design guide 
$$$

Configure 
groups for 

permissions/ 
workflow

Ownership – fill 
content gaps

ID  Community 
Leaders

Review content 
/ workflows

Expectations for 
collaboration

Collaboration 
promotion plan

Cont.mgt.  
Plan–plan$$$

Implement 
content mgt 
$$$. 

Change 
Mgt./Communications

Implement  CMS structure 
,templates. site structure $$$

Review Change 
Mgt. Res. Chg. Mg. Plan 

$$$

Communication
s, Plan $$$

Schedule /Plan 
Training $$

Web.20   tools 
to use $$$

Review content 
/ metadata $$$

Policies for 
feedback forms. 
Email, alerts 
etc.

Intranet   Mgt. 
Policies

Advisory 
Council– soft 
launch

Key messaging 
for managers 

and executives

Messaging for 
employees

Promote  new 
site

Determine 
backups for 
editors, 
publishers

Test CMS, 
review

User 
Acceptance 

testing

Promote 
/reward 

collaboration
Monitor 
feedback

Monitor  stats

Monitor site traffic, functional issues

Conduct pilot 
launch Operational updates implemented 

as required

Use polls, 
surveys for 
feedback

Analyze site 
traffic, click 

streams, etc. 
against goals

Determine 
performance 
against goals

ID areas for 
consideration, 

revision, 
updates

Determine 
performance 
against goals

Share results to 
Advisory 
Council
Review next 
steps/areas to 
improve and 
update

Collaboration 
content

Create site wiki 
for input

Resource$$$

Gap analysis 

Conduct  CMS 
Training $$

Approval 
Change Mgt. 
plan

Roles –Change 
Mgt.

Roles , process 
for feedback 

Conduct   
Intranet 

Training $$ ID gaps, 
conduct 

usability tests 
$$$

Ensure backup 
plan for editors, 
publishers, etc.

Finalize internal 
support 
systems
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➓ Change Management
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1. Pre-marketing

2. Education

3. Orientation

4. Marketing

5. Training

6. Feedback loops

7. Governance

8. Incremental change

Change Management
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toby@prescientdigital.com

www.PrescientDigital.com

www. IntranetBlog.com

www.Twitter.com/TobyWard

www.Communexions.com

416.926.8800 

28

Toby Ward


