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What makes an 
intranet great? 
A customer once asked us,  
“what makes a great intranet?” 
This got us thinking. 

It’s actually not a straightforward question because 
there are a lot of different elements that contribute 
to a successful intranet. Certain qualities are critical, 
such as an intranet being easy to use or having an 
extensive list of features. 

Specific features also make a difference. For 
example, a good intranet should have a compelling 
way to present news, while also having a smart  
way to deploy forms and workflows. 

What makes an intranet “great” will also be slightly 
different for every organization. Every intranet 
needs to support different processes or have 
a particular emphasis. One feature that is very 
important to one business may be less important 
to another. 

However, it’s also safe to say that there are  
some qualities and features that are fundamental 
for intranet success in every organization. 

In this eBook, we’ve put our heads together and 
listed the top ten elements that every intranet  
must have to be successful.

Not every suggestion made across the IC team 
has made the cut—there were some strong 
arguments for including analytics—but we’re 
confident we’ve captured the ten most essential 
elements. After twenty years of delivering high-
quality intranets, we’ve seen what works and 
what doesn’t. Time and time again, we see the 
must-have boxes to tick for intranet success.

Use this eBook as a starting point for evaluating 
intranet software or just as a prompt to think 
about ways to improve your intranet. Does your 
intranet have all the essential characteristics and 
features? What is your top ten? Use the points 
in this eBook to start a discussion with your 
stakeholders or wider intranet team. 

Whether you agree with us or not, here’s our 
view of the top ten essential elements that make 
an intranet great. 
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1  
Ease of use
Intranets are there to help employees find 
information they need, get things done, and stay 
informed. They’re designed to make life easier for 
employees—driving efficiency, raising productivity, 
and supporting wellbeing. And for an intranet to 
make the working day easier and be successful,  
it must be intuitive and easy to use.

Any intranet that requires additional cognitive effort 
to work out how to use it just won’t get used. It will 
suffer from low adoption. Employees already have 
enough on their plate. They’re time-pressured, 
may already be overloaded with information, and 
simply don’t have the patience to use a platform 
or application that makes their working day 
more complex. 

At a minimum:

• An intranet must have single sign-on (SSO)  
so users don’t have to remember a password  
just to enter the homepage.

• An intranet should not require any training for 
employees to use it successfully; they should 
“get it” straight away.

• Interfaces should be well-designed with good 
levels of usability to avoid confusion.

• There should be a level of consistency across  
the design to support ease of use.

• The intranet should be accessible for employees 
living with disabilities.

But ease of use isn’t just important for users. 
Administrators and content publishers must also  
be able to manage the intranet and its content. 
When this is straightforward and easy with well-
designed intranet software, it will help make  
your intranet more sustainable.
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In addition, IT teams don’t want to spend months 
fiddling with confusing intranet software trying 
to get things to work. An out-of-the-box intranet 
that requires little to no IT resources to implement 
greatly accelerates deployment.

Finally, content owners who look after sites  
or pages also haven’t got time to use a confusing 
system. To expect them to create and maintain 
their content above and beyond their main  
“day job”, an intranet software must be super  
easy for them to edit and manage their pages. 
Overall, ease of use always proves to be a 
significant factor for intranet success. 

2
Forms and workflows
Modern intranets drive efficiency by streamlining 
and simplifying processes and making it easier  
for employees to complete tasks. A key intranet 
feature that improves processes is embedded forms 
with an associated workflow. Here, employees can 
submit requests by completing a form which is then 
sent to the right person to approve, all through 
the intranet.

Forms and workflows work brilliantly for common 
HR tasks such a vacation requests, timesheets,  
and expenses reports, or for when someone needs 
to order a piece of new equipment. It can also work 
well for when people are reporting incidents, such 
as something in the office that needs repairing. Any 
process that requires approval or needs supporting 
information, like member service requests and job 
tickets, can leverage forms and workflows.

In many organizations, some approval requests 
are done via email or sometimes even on paper 
forms! This is extremely inefficient and time-
consuming because:

• Requests easily get lost or delayed, leading  
to bottlenecks and frustration.

• Emails are sent to the wrong person.

• An “approver” sometimes has to go back to  
the requestor because they haven’t included  
the right information.

• Processes are often inconsistent when they  
are done this way.

• People have to copy information from a 
paper form into an email or system, wasting 
valuable time.

With intranet forms and workflows, you can 
eliminate all of the above. For example, using the 
Digital Form Builder on the Intranet Connections 
platform, teams can create bespoke forms that 
gather all the right information and are then 
automatically routed to the right approval manager. 
Intelligent features on the form can also mean that 
it is sent to different people to approve based on 
the information added, as well as trigger requests 
for additional information, for example on unusual 
or excessive claims.

Because the intranet is easy to access, it also  
means forms are easy to find for employees.  
You can even create a task or request center  
where all your company forms can be found. 

By using intranet forms and workflows it also 
means you can centralize and standardize any 
processes that still rely on email and paper forms, 
supporting productivity, and ultimately increasing 
the ROI of your intranet. 
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3
Available anywhere, any time 
An intranet is an essential platform that supports 
everyday work. Employees will rely on it to get to 
the apps they need to use, find the contact details 
of their colleagues, or get important information 
they need to carry out their role. 

Work now happens from anywhere and at any  
time. A modern intranet therefore must also be 
easily accessible from any location and be available 
at any time too. 24/7, 365 days per year. From 
anywhere with a connection.

Since the pandemic, there has been a huge 
increase in remote and hybrid working with 
employees working from home. Working hours 
are increasing flexible, as people fit working 
hours around busy lives. For example, employees 
caring for small children may work different hours 
from others. 

Some employees are also on the go, in the field,  
or on-site. Frontline employees working in a factory 
or sales staff visiting a client will also need to access 
the intranet.

Organizations are also frequently global, stretched 
across multiple time zones. Sometimes as one 
team are starting their working day, others are 
just finishing.

An intranet supports all these scenarios by being 
available anywhere, any time. This is usually done  
in different ways.

A cloud-based intranet will always be available 
and always on via the internet. However, some 
regulated industries, such as financial services, may 
require their intranet software to be on-premises. 
Here, easy access from anywhere can still be 
supported through VPN services.

For employees on the go, an intranet should also 
have optimized access through a mobile device, 
either via a mobile browser or through an app. 

This should cover both company-issued and 
employee-owned devices as well as both Android 
and iOS smartphones. 

And of course, the intranet must also have great 
performance so that it is always available. You 
should expect at least 99.9% up time reflected 
in Service Level Agreements. Extremely robust 
security is also a must-have, with your software 
supporting Single Sign-On and multi-factor 
authentication.

4 
One source of truth
A good intranet provides clarity for employees  
by being the “single source of truth” for information, 
content, and documents. It is always up to 
date, with accurate information on policies and 
procedures, and other core reference information 
that employees need to guide decision-making  
and get things done. 

A good intranet builds trust with employees, so  
it becomes the go-to channel for authoritative and 
definitive information and content. For example, 
it is the place to go to find the very latest and 
“correct” version of a document, such as a travel  
or an HR policy. 

Without an intranet that provides an effective 
“single source of truth” it becomes very difficult to 
find authoritative information. For example, there 
may be several versions of a policy in circulation, 
and it is very difficult to know which is the 
latest version.  

When there isn’t a single source of truth, three 
things tend to happen:

• Time gets wasted as employees tend to contact  
a person to check if the information or document 
they have found is correct.

• Employees rely on out-of-date information 
which can drive further inefficiencies but also 
be risky.
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• The problem gets worse as individuals hoard 
information for themselves, keeping documents 
on their own hard drive or in emails.

When you have one source of truth, it means 
employees are carrying out processes and 
making decisions with up-to-date and accurate 
information, reducing risk and supporting 
efficiency. 

There are several different features that help to 
ensure your intranet is the definitive, one source  
of truth, including: 

• A central policy and procedure library with clear 
ownership for each document and approval 
workflow to ensure everything published goes 
through the right process.

• Effective document management with version 
control so only the latest version is displayed.

• The ability to display who an intranet page 
is owned by and when it was last updated to 
encourage accountability for content.

• Content management lifecycle features that 
prompt content owners to regularly update their 
page and allow central intranet teams to ensure 
content is up to date—for example, a central 
dashboard to view the status of different policies.

The combination of all these features, as well as it 
being easy for content owners to update their page 
or document, plays a major role in making your 
intranet the trusted place to go to find information. 

Create single source of 
truth for your organization 
with our free “Establishing 
a single source of truth” 
template! 

5  
Library of apps 
One of the strengths of the intranet is that it 
supports many core processes and use cases 
within an organization. Internal communications. 
HR-related processes. IT support. Employee 
engagement. Employee onboarding. Customer 
service. Collaboration. Managing compliance.  
Even innovation. The list goes on. That’s why 
intranets have been around for twenty-five years 
and why modern intranets are still adding value.

One of the reasons why intranets support so many 
different processes and use cases is that they have 
such a wide variety of features and apps. Over 
the years, intranets have added more and more 
functionality, for example taking on collaboration 
and social capabilities. 

Today, strong modern intranet solutions have 
libraries of multiple apps and features that can 
be deployed and combined to support multiple 
different scenarios. For example, on the Intranet 
Connections platform, we have over 100 apps that 
can be used. Managing an event? Tracking assets? 
Coordinating communications across multiple 
channels? Celebrating employee birthdays? All 
these and more can be done using a mature 
platform like Intranet Connections. 

The reason why having a comprehensive library 
of apps is important is because it means you can 
choose to use the apps that are going to add 
value to your organization. Every business uses an 
intranet in different ways—you’re unlikely to want 
or need to use everything, but with a feature-rich 
intranet it means you can cherry-pick the apps  
that make sense for you.

It also means that you’re future-proofed and can 
turn on a new intranet feature if and when you 
need it, turning your intranet platform into a wider 
“digital workplace”.
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Another quality to watch for in an intranet platform 
is whether your tech provider encourages new 
app and feature requests from their customer 
community. There may also be opportunities to 
partner with them to build specific apps that are 
then launched across the main platform; in this 
way, the library of apps continues to expand and 
everybody wins. 

Of course, this is something that you are far more 
likely to get with a smaller or medium-sized provider 
of an intranet solution, like Intranet Connections.  
If you’re using SharePoint for example, you’re highly 
unlikely to see features suggested to Microsoft be 
developed into apps that are deployable. 

6 
News and events 
One of the most important functions of an intranet 
is to keep everybody updated about what’s going 
on in an organization in an efficient but also 
engaging way.

Sometimes it can be difficult to keep up with 
everything. Key strategic announcements. Updates 
from leaders. New product launches. Celebrating 
success with the winning of an award. New joiners 
and leavers. Reminders to complete training. A note 
that a key IT system is out of date. An event taking 
place at one of the offices.

 Want to learn more 
about the differences 
between SharePoint and 
other intranet providers? 
Download our free eBook 
all about “SharePoint 
Intranets: what you need 
to know”! 

All too often, these items are delivered across 
different channels, including email, in tools like 
Slack or Microsoft Teams, or even as a notice on 
the office noticeboard. Inevitably items get missed, 
but also ignored as one message after another 
arrives in someone’s inbox.

A great intranet delivers all the news people need 
in an engaging way—all in one place. Instead of 
having to look across different channels or trawling 
through their email inbox, everything can be 
found via the intranet. Stories are delivered via the 
homepage, with items less likely to be missed and 
more likely to get read.

Stories can also be more engaging with images 
and attractive formatting. Employees can also 
like, share, and comment on stories, making them 
more engaging.

Intranets are also a great place to promote events, 
and in some solutions like Intranet Connections, 
you can even use it for event registration, and 
then allow attendees to add a reminder to their 
personal calendar.

Another advantage of using an intranet for all  
your news is that communicators can get analytics 
on which news items have had the most reach,  
as well as engagement. This gives insights into  
how to improve the readership of news. 

An intranet can also give you more control over 
your news. Often when organizations use email,  
it ends up in chaos, with too many people sending 
messages, which can end up being overwhelming. 
Intranet news provides a way to coordinate 
messaging, focusing on the most important items, 
while ensuring people aren’t deluged with too 
many things to read at the same time.

A great intranet delivers all 
the news people need in an 
engaging way—all in one place.
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Of course, there are still employees who like  
to consume news via email and other channels  
like Microsoft Teams. A highly valued feature of  
the Intranet Connections platform is our Push 
communications extension that allows teams  
to coordinate news notifications across all their 
channels, including SMS, email, Teams, and Slack. 

7  
Social & collaboration tools 
A successful intranet is a lively and dynamic 
channel that encourages participation from 
everybody across the organization, supporting 
collaboration and discussion. Employees might  
be commenting on news, having lively discussions 
across different community groups, giving praise 
to their colleagues, or submitting feedback into 
strategic initiatives. They might be voting in a  
poll about how they feel about hybrid working  
or uploading photos to be considered for a  
“picture of the day” competition.

All this is enabled by a range of different social  
and collaboration tools and features that are 
threaded through your intranet. These include:

• Discussion threads and groups

• Commenting, rating, and sharing news  
and other content

• Blogs

For more information 
on how to use push 
messages in your internal 
comms, download our 
free “Do more with less” 
whitepaper.

• Polls and surveys 

• Community spaces with discussions, document 
libraries, and more

• Social networking capabilities

• Activity streams with #hashtags and @mentions

• And more: there are a wide range of social “apps” 
on the Intranet Connections platform.

All these social and collaboration tools can provide 
real value by supporting employee engagement. 
The intranet becomes a place that gives everyone 
a voice and helps to create opportunities for dialog 
where employees feel that they are listened to and 
their opinions are valued. This means leaders can 
better understand their workforce and leverage 
feedback, enabling better decision-making.

An intranet which is more social can also nurture a 
more positive organizational culture by establishing 
stronger connections between employees who 
might be spread across different locations. It can 
encourage a sense of community, especially 
important in the era of hybrid and remote working, 
and raise positive awareness of the diversity of your 
workforce in terms of both roles and backgrounds. 

Social and collaborative tools can also improve 
business processes. A famous article from the 
McKinsey Global Institute way back in 2012 
suggested that social tools can improve processes 
for knowledge workers by up to 25%. Social tools 
improve processes and collaboration through 
sharing knowledge, professional communities of 
practice, support communities for IT applications, 
and so on. 

People can ask questions and get answers from 
experts, discuss business issues, share ideas,  
and work together on specific projects, regardless 
of location or level of hierarchy.

For more information  
on how social tools add  
value download our free 
eBook “Social intranets: 
the complete guide”. 
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8  
Search 
A key job for a modern intranet is to help employees 
find the information, content, or document they 
need to do their job. They may also be looking for  
a link to an app or the contact details of a person.

Good intranets help employees find everything they 
need quickly and efficiently. One of the ways they 
do this is via a strong search that returns relevant 
items based on the search term entered. 

Employees can waste extraordinary amounts of 
time looking for the information they need, which 
is highly inefficient. Sometimes it’s also frustrating, 
especially when the search proves fruitless. In the 
end employees often resort to asking colleagues  
or giving up.

It’s especially difficult to find items when 
information and content is locked away across  
all the different apps, tools, and platforms that are 
used across an organization. Research conducted 
by Cornell University’s Ellis Idea Lab in 2021 found 
that employees waste as much as 59 minutes  
per day looking for what they need.

An intranet search can help give employees back 
their precious time. An intranet centralizes the 
most essential items an employee needs to do 
their job; an intelligent search then allows them 
to find exactly what they need with strong levels 
of relevancy and also the ability to filter answers 
on further parameters including content type, 
date, and custom tags that are specific to an 
organization. There will also be a powerful people 
search, which we describe in the next section  
on the “Employee Directory.”

An intranet with good “findability” also complements 
the search with navigation that delivers a mega-
menu that can provide deep links into the content. 
When a good information architecture is defined 
for your intranet, it also means employees can 
browse for items too. The ability to provide 
attractive and useful landing pages for different 
areas of the intranet also guides users towards 
lower-level pages and the information they need. 

The overall result is a satisfying search and 
navigation that ensures good findability, reducing 
wasted time and employee frustration.

9  
Employee directory
When asked which is the most visited area of  
the intranet, many teams tell us it’s the employee 
directory or people profiles. This is a searchable, 
central directory of every employee in the 
organization that includes their job or business  
title, contact details, a photo, and a description  
of that person’s role. 
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But an employee directory in a modern intranet 
is much more than just a glorified phone book. 
It should also include more information about a 
person’s experience, qualifications, background, 
and interests. 

A profile might also include details of their expertise 
and specialist areas of knowledge, as well as useful 
details such as their ability to speak a language, 
for example. In this way, the employee directory 
is much more like an internal LinkedIn, where you 
can have a more complete, 360-degree view of 
a person.

A comprehensive employee directory also comes 
with an accompanying people search function that 
allows you to find the right person using different 
criteria, for example, by team, role, and so on.

The employee directory should have the capability 
to be based on and updated with information from 
your HR system of record, perhaps with data that 
might already be linked to your Active Directory 
data. This is essential in order to ensure profiles are 
authoritative and up to date; employees can then 
complete their own additional profile data such,  
as interests and areas of expertise. 

The advantages of the employee directory are 
obvious. It allows people to find and contact the 
people they need with information that is up-to-
date and trusted. It also helps them locate experts 
and specialists, useful for answering question and 
sharing knowledge. 

The employee directory also enables people to 
get to know the person behind the job title, find 
common points of interest, and discover interesting 
facts about them. It helps support connecting and 
personal networking that in turn supports better 
communication, collaboration, and engagement. 
And it helps new employees introduce themselves 
to their colleagues. 

With employees distributed across different 
locations, as well as potentially seeing each other 
less face to face with increased remote and hybrid 
working, the employee directory remains an 
absolute must-have intranet feature.

10
Personalization 
Personalization is an important intranet feature  
that ensures every individual employee can  
view content that is relevant to them. 

For an intranet to have good adoption and be 
valuable, relevance is important. However, that’s 
not always easy to achieve in an organization with 
a highly diverse workforce with employees spread 
across various locations, a wide range of roles,  
and different interests and preferences. 

Personalization helps to deliver content and 
experiences that are relevant to each individual, 
based on their profile. While everyone can see 
content that is of interest to the entire workforce,  
a person who is based in your New York office 
should be the only person to sess any news and 
content that is specifically relevant to New York. 
Meanwhile, a person based in California will only 
see California office news and not things intended 
for New York. 

The advantages of the employee 
directory are obvious. It allows 
people to find and contact 
the people they need with 
information that is up-to-date 
and trusted. It also helps them 
locate experts and specialists, 
useful for answering question 
and sharing knowledge. 
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The extra ingredient:  
a great team  
We’ve covered the top ten elements that 
every intranet should have, but there’s 
also an extra ingredient we need to add 
to the recipe. The intranet software that 
you choose is critical, but behind every 
great intranet there’s always a great team 
that make all the difference. The team that 
contributes to your intranet is essential 
for success.

Intranets are absolutely a team effort.  
Of course, there core team who work with 
it every day are very important. That might 
include a person who manages the intranet 
from day to day, a person in IT who sorts 
out any issues, and perhaps communicators 
who prepare much of the content.

But there’s a wider team also. Your 
community of publishers who maintain 
their pages even though it’s not their day 
job make a difference. And then there are 
your users who might contribute by adding 
comments, using the different tools, giving 
feedback, and making suggestions.

The team at your intranet software vendor 
are also very important in helping you to 
launch your intranet, sort out any problems, 
and also keep adding on adding features. 
Here at Intranet Connections, supporting 
our customers is at the heart of everything 
we do, and we’re proud to partner with 
some amazing teams at our customers’ 
organizations.

We strive to be part of your intranet team  
to ensure every intranet is successful, and 
we would be proud to help you, too.

When your intranet supports personalization, 
it also means that internal communicators can 
target messaging to different groups, such as 
managers, customer-facing staff, or those working 
in a particular division. New starters can also get 
information about tasks they need to complete as 
part of your employee onboarding program. 

Usually, personalization is fed by profile data from 
your HR system of record, for example that might 
then be informing your Active Directory data.

The ability for an individual to configure their 
intranet experience to suit their needs and interests 
is also a popular feature. For example, they might 
want to add their own favorite links to their 
homepage to access the apps they use every day. 
They may want to subscribe to different topics 
and newsfeeds, so these also show up on their 
home page. 

In this sense, the intranet becomes a highly relevant 
experience configured to how each individual 
wants, making them far more likely to return every 
day to find the stories, content, and links that are 
important to them. 
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About Intranet 
Connections
Intranet Connection has been building  
the modern employee intranet since 1999. 
Our software connects workers to their 
organization and with each other. 

Adopting our purpose-built software has  
led to measurable successes for our customers 
including cost efficiencies, productivity 
increases, turnover decreases, and better 
employee experiences. 

IC’s modern and secure intranet solution  
is revenue-boosting and packed with  
one-of-a-kind features, such as our Push 
messaging extension. But it’s our team of 
experts who set us apart—they provide  
hands-on support and best practice guidance 
to our customers every step of the way. From 
onboarding through optimization, we’re the 
intranet partner you’ve been hoping to find.

Ready to see for yourself? Request a tailored 
demo and free trial to see how easy better 
employee experiences can be.

IC benefits: 
• Power right out of the box 

• Built with security and compliance in mind

• Purposeful integrations

• On-premise or cloud-based solutions

Request Demo
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“ Our time-cost savings since moving to IC is incalculable 
for us. We have eliminated sending 15 to 20 company-
wide emails daily and avoided recreating well over  
850 documents on our intranet. Talk about cost savings!”

•  RYAN SONNENBERG, COMMUNITY STEWARDSHIP OFFICER,  
PIMA FEDERAL CREDIT UNION BNA

“ With IC’s intranet software, we saw an 81% employee 
adoption from 800+ employees in the first month,  
a 30-minute reduction in company communication  
per person/day, and a 55-minute reduction in accessing 
department resources per person/day. That’s a total 
monthly time savings cost of $400,000!”

• ANGIE YATES, PROJECT MANAGER, SUMMIT FUNDING

“ What we enjoyed the most was the collaboration with the 
internal team and the folks at IC. The project kept us on 
task to meet our timeline. The project also inspired us to 
add a few final touches (logos, branding, and colors) and 
to add more value to our offerings. We might not have 
thought of those things prior to the project meetings.”

• GENIE BRIGGS, SENIOR VICE PRESIDENT OF MARKETING, POINT BREEZE CU

“ With IC, we were able to improve upon our old company 
intranet in almost every way. Having a system that’s 
intuitive and not intimidating for the average person  
to administer is powerful.”

•  DAVID LIMERO, VICE PRESIDENT AND INFORMATION TECHNOLOGY MANAGER,  
FLORENCE BANK
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Phone: +1 (604) 924 9770 
Toll Free: +1 (844) 924 9770
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