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Introduction 
An intranet is a strategic 
investment for any bank, 
credit union, or other financial 
institution. The constant flow 
of information and the need 
to follow processes in a tight 
regulatory environment means 
employees must be able to 
communicate efficiently and  
have easy access to knowledge. 
Here, the humble intranet can 
make a huge difference. 

Additionally, the pressure to deliver strong 
customer service, while also improving employee 
experience and raising productivity can feel like  
an elusive goal. But here again intranets play their 
part, supporting wider employee engagement  
and process improvement.

Over the last few decades, we’ve worked closely 
with our financial customers to deliver an intranet 
solution that works seamlessly for the financial 
industry. In doing so, we have uncovered various 
best practices that we’ve seen successfully applied 
by banks and credit unions. We’ve seen how 
carrying out the right approaches helps an intranet 
deliver clear value to organizations and employees. 
And supports great levels of adoption!

In this eBook we’ve detailed ten of the  
most important intranet best practices  
that will have a significant impact on your 
financial institution. We’ve also detailed the 
strategic areas where these best practices 
make a difference. 

Use this eBook as a checklist for your own 
financial intranet, as a talking point to kickstart 
conversations about improving your intranet, 
or to inform the features to include in 
requirements for a new platform. Wherever 
you are in your intranet journey, we hope  
you find these insights helpful in delivering 
a great intranet to the employees of your 
financial institution.
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The bigger 
picture: 
priorities 
for financial 
institutions 

Financial institutions have key 
strategic priorities that come  
with some associated challenges. 
By following the right best 
practices, a good financial intranet 
can help overcome some of  
these challenges. 

Prioritizing security  
and compliance
The financial services industry is heavily regulated 
and all banks, credit unions, and other financial 
institutions need to ensure they prioritize strict 
compliance with the regulatory environment. 
Systems and technology must also be as secure  
as possible to protect customer and employee data.

Challenges:
• Ensuring technology has the features and 

characteristics to meet required security 
standards and policies.

• Ensuring all employees access and follow 
compliance-related policies and procedures.

Driving great customer  
and member experience
Banks and credit unions exist to provide services 
to customers and members. Having an excellent 
customer experience is paramount in order to 
retain customers and attract new ones. However, 
in a volatile world where customer expectations 
are changing to want a more seamless, digital 
experience, and where there is constant pressure 
to deliver, maintaining and improving customer 
service can be challenging for financial institutions. 

Challenges: 
• Delivering great customer service in a volatile 

business environment with changing customer 
expectations.

• Ensuring frontline staff can access up-to-
date and accurate information about products 
and services.
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• Ensuring frontline staff are engaged and 
motivated, as happier employees equates  
to happier customers.

Retaining and  
attracting talent 
Like all organizations, financial institutions are 
finding it harder to retain their best people and 
attract new talent. They are experiencing the 
impact of what some have called “The Great 
Resignation” – an increasing trend for employees 
to voluntarily leave their position since the start  
of the COVID-19 pandemic. High employee 
turnover and not being able to fill positions can  
be highly disruptive for employees, and also impact 
critical areas like customer service. Conversely, 
keeping your best people and attracting excellent 
new staff puts you at competitive advantage;  
but how do banks and credit unions ensure  
that they are a great place to work?

Challenges:
• Engaging staff so they feel a sense of connection 

and community with their organization.

• Nurturing an organizational culture that makes  
a financial institution a great place to work.

• Delivering a strong employee experience across 
multiple locations and where people may be 
working remotely.

• Delivering an excellent employee onboarding 
experience that positively impacts employee 
retention.

Driving efficiency and  
raising productivity
Many financial institutions are under pressure to 
drive efficiency, raise productivity and reduce costs. 
A combination of the need to deliver better services 
to customers and members, a highly competitive 
commercial environment, and the increasing cost 
of doing business, means that productivity remains 
high on the agenda. Employees often don’t have 
enough time in the day to get everything done, and 
welcome improvements that make their working 
day easier. The good news is that there are plenty 
of opportunities to streamline processes and 

reduce time wasted, particularly in more  
traditional financial institutions who have been 
slower in leveraging technology to advance  
their digital workplace. 

Challenges:
• Having too many inefficient processes that 

rely on email, spreadsheets, or even paper-
based forms.

• Having multiple sources for documents and 
information with conflicting versions.

• Employees finding it difficult to find the 
documents, information, and applications  
they need to do their job, wasting hours  
of valuable time on fruitless searching.
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How 
intranets 
help.

How does the intranet and  
related best practices support  
the key organizational priorities  
of financial institutions? 

Strategic 
priority

Related intranet  
best practice

Prioritizing 
security  
and 
compliance

Provide the most secure intranet possible 
with the right level of control

Support a great employee experience  
by onboarding new starters

Ensure there is one source of truth  
for policies and procedures

Driving 
greater 
customer 
experience

Support great customer service with 
information for frontline staff

Improve processes with a hub for  
all digital forms

Give everyone an opportunity to 
contribute feedback and ideas

Drive a sense of community and purpose 
with intranet social features

Retaining  
and 
attracting 
talent

Break down silos across different locations 
through better communication tools

Support a great employee experience  
by onboarding new starters

Give everyone an opportunity to 
contribute feedback and ideas

Drive a sense of community and purpose 
with intranet social features

Driving 
efficiency 
and raising 
productivity

Help employees find information quickly 
with an intuitive mega menu

Break down silos across different locations 
through better communication tools

Improve processes with a hub for all 
digital forms

Transform specific business processes  
to save time and reduce costs

Ensure there is one source of truth  
for policies and procedures

Give everyone an opportunity to 
contribute feedback and ideas
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1
Help employees find 
information quickly with  
an intuitive mega menu 
When employees can’t find the information that 
they need quickly and effortlessly it can be a huge 
drain in productivity. Surveys have suggested  
that employees spend 1.8 hours per day searching 
for information, and some report this as being 
even higher.

Financial institutions rely on the efficient day-to-
day constant flow of information; an employee 
might need to access a compliance-related policy 
document, find product information to support a 
customer query, or find a link to an essential app. 
When there is poor findability, employees waste 
endless time on fruitless and frustrating searches, 
sifting through drives, emails, and asking colleagues 
for that one elusive document or  
piece of information. 

One of the main jobs of a financial intranet is  
to support strong findability and help employees 
access what they need. Improving findability usually 
requires several different approaches running in 
parallel, including providing a robust search facility 
and managing content effectively so it can more 
easily found. Another critical approach is to ensure 
there is an intuitive intranet navigation focused on 
the items employees need to use every day. 

Here, providing an intranet “mega menu” is  
the way to go. Mega menus provide quadruple  
the navigational space available as compared  
to a traditional drop-down menu. You can place  
the most popular links and frequently used 
resources on your mega menu for your branch 
employees so they can find what they need  
quickly and effortlessly.

A great intranet mega menu should also provide 
easy access to the documents, resources, and 
communication channels your employees use 
most, providing one click access to vacation 
request forms, HR benefits, IT support, tips, tools, 
and more. You can also add news feeds, images, 
widgets, and other dynamic content.

As a best practice, always keep your navigation 
menu labels simple and organize your mega menu 
in a way that is intuitive for your users. Meet with 
individuals from across your organization and  
ask them to find different resources while you 
observe, get feedback to see if any elements are 
missing, and look to see what items employees  
are accessing on your intranet. There are also  
ways to formally test your navigation to ensure  
it is aligned with the way your users think. 

2
Break down silos across 
different locations through 
better communication tools
Many financial organizations have multiple branches 
and offices spread across several different 
geographic locations. This can create silos which 
make communicating across a bank or credit union 
challenging, particularly with busy frontline staff. 
It can also be harder for staff from one branch to 
connect and collaborate with colleagues based at 
another location.

A successful financial intranet breaks down 
silos and facilitates easy communication and 
collaboration across the whole organization. There 
are several communication tools on your intranet 
that can help. You can set up organization-wide 
groups where employees can access information 
and discuss topics regardless of their location. 
You can also set up an employee directory with 
profiles where employees can easily find out more 
about each other and access contact details. You 
can feature profiles of employees from different 
branches to help staff get to know one another.
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A successful intranet is a central communication 
channel that everybody can access and will be  
the go-to channel for communicating to all 
employees regardless of the branch they work  
at. But employees are also busy reading emails,  
and often spend their day in systems like Slack  
or Microsoft Teams. Frontline workers may also 
access digital services via their mobile device. 

With Intranet Connections’ software, the Push 
communications extension has proved popular with 
our financial customers, where communicators 
can send and manage consistent messages across 
multiple channels (intranet, email, Slack / Teams, 
SMS) all from the within the intranet; this helps to 
drive connection, spread awareness, and ultimately 
communicate as one organization.

3
Improve processes with  
a hub for all digital forms
Financial institutions rely on multiple forms and 
related approval workflow to support a range of 
operational and customer-related processes. When 
forms are completed as PDF or Word documents 
and then emailed to the next person it’s both  
time-consuming and inefficient; steps get missed, 
emails get lost, and time gets wasted. People may 
not even be using the latest version of a form.

Your intranet can be used as a digital hub for all 
your organizational forms, helping to establish  
one source of truth and automating any workflows, 
both raising efficiency and minimizing risk. 
You’ll also have a digital record of all your forms 
submitted, which can be accessed centrally.

For example, you might create a Borrower  
Closing Disclosure Waiver form, creating all  
the necessary fields, allowing for the upload  
of supporting documents (which can be added  
to your centralized document store), and  
specifying any related workflow. 

Example: OE Credit Financial Union 
has 200 busy employees spread right 
across the United States. The team uses 
Intranet Connections’ multi-channel Push 
communications extension to send 70 internal 
communications messages per month  
across all the different comms channels 
accessed by employees. 

The result is not only a 9.5% increase in 
engagement in email-based communications, 
but a powerful analytics and reporting 
capability that allows the team to improve 
the performance of messaging, such as 
optimizing scheduling. The tool also allows 
for audience segmentation. Kristofer Stamp, 
Communications Manager, comments  
“The software lets us target our internal 
messages so we can send the right 
information to the right people and cut  
out any unnecessary noise.”
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Another useful form for financial institutions with 
multiple branches is a gas-mileage form. If certain 
employees are driving from branch to branch, 
they can complete a form directly on the intranet 
with how many miles they drove and an option 
where they can upload their gas receipts for 
reimbursement.

Overall, there will be multiple forms you can add 
to your intranet, covering compliance, customer 
or member services, employee services, HR forms, 
and more. Additionally, you can also store any 
printable customer forms on your intranet, so 
employees are always accessing the very latest 
versions. 

With Intranet Connections, the built-in digital  
form builder app gives you all the flexibility you 
need to create all your forms with choice over 
mandatory fields, different types of questions, 
design options, and more.

Example: Verity Credit Union used Intranet 
Connections’ software to digitize all their 
forms and make them easily findable on 
the employee intranet. Before, everything 
was paper based, with forms often getting 
misplaced during the approval process. 
Now with all forms online and all workflow 
automated, forms can be tracked by each 
department, and processes are streamlined 
and far faster.

4
Support great customer  
service with information  
for frontline staff
Banks, credit unions, and other financial institutions 
all want to deliver excellent services to their 
customers and members. An intranet can help by 
providing access to resources and information that 
customer-facing staff need to deliver great service.

An area of your intranet dedicated to the needs  
of tellers, contact center staff, and other front-line 
employees allows them to better provide up-to-
date information to customers and members, 
resolve any issues more quickly, and stay on top  
of any changes to products and services.

For example, an area of the intranet dedicated  
to customer-facing staff could include:

• quick links to all the different apps and tools  
that customer-facing staff use such as a rate 
spread calculator

• information on all the products and services 
offered to customers and members

• a community area where customer-facing staff 
can ask each other questions and get guidance 

• relevant training resources and videos

• any related processes and SOPs relating  
to customers.

It’s possible that not all your part-time staff  
(such as a weekend teller at a bank) may have  
a login or access to your intranet. In this case, 
always ensure you provide a terminal or kiosk  
that includes access to your employee intranet. 
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5
Support a great employee 
experience by onboarding 
new starters
“Employee experience” is an increasingly popular 
concept where organizations are focusing on 
taking a more consistent and strategic approach  
to all the touchpoints they have with their 
employees and making their organization a great 
place to work. One of the most critical “moments 
that matter” in employee experience is onboarding. 
Research from the Brandon Hall Group has 
suggested that a strong employee onboarding  
can improve retention by as much as 82%. 

Onboarding can be an overwhelming experience 
for a new starter. There are a lot of processes  
to complete and also things to learn; for example, 
in a financial institution there may be compliance-
related training that needs to take place. 

An intranet is a great tool to train and onboard  
new hires, making life easier for both your HR team 
and related support functions like IT, as well as  
the new starter, and making every new person feel 
more welcome. A new hire area of your intranet 
can provide all the necessary resources, checklists, 

welcome messages and more for your new starters. 
It can also link to other information on your intranet 
that gives the low down on how things are done at 
your bank or credit union. 

You can upload training videos directly to your 
intranet for employees to watch and study. With 
Intranet Connections', new hires can also then 
take an online test. For example, a credit union 
may wish to test employees on security standards 
and can create an online quiz to ensure training is 
truly embedded. You can also create “to do” lists to 
assign tasks to new hires, so everyone can keep  
on top of all the things that need to be done  
when a person joins.

6
Ensure there is a single  
source of truth for policies  
and procedures
Compliance and following due process is critical 
in any regulated financial institution. Employees 
need access to up-to-date policies and procedures 
relating to interactions with customers and a wide 
range of internal processes. Employees must be 
confident they are accessing the very latest version 
of a policy or procedural document; if they are 
working with an old version of a policy document 
that is not up to date, they could be exposing  
a bank or credit union to various risks.

Your financial intranet is the best place for a  
trusted and easy-to-access policy and procedure 
library, where employees can easily find all the 
information and documents they need. This acts 
as one source of truth and significantly reduces 
the risk of employees using out-of-date policy 
documents that might be stored on email or local 
hard drives. Policies can also be surfaced through 
your intranet search. 

There are various intranet features that can help 
support a robust policy and procedure library with 
built-in policy lifecycle management, including:
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• the ability to set and assign policy revision dates

• build automated policy approval workflows

• and create policy publishing delegation. 

These features all help policy owners ensure they 
keep policies up to date and means the intranet 
remains your one source of truth for procedural 
information.

Intranet Connections’ software also includes  
a powerful employee attestation feature that 
ensures all your employees have read and agreed  
to a policy, with reporting to track progress which 
can also be shown to external parties who might  
be monitoring compliance. 

Example: InTouch Credit Union has over 
200 employees spread across 21 branches. 
Employees were finding it hard to find all the 
documents they needed to get work done and 
there were doubts as to whether employees 
were using the very latest versions. 

InTouch used Intranet Connections to create 
an intranet where everyone can access 
essential documents and information. All 
policies, documents and forms have robust 
version control built into the intranet with 
every file uploaded, and employees know that 
only versions accessed through the intranet 
should be used. Granular permissions also 
ensure only the right department can upload 
the policies they are responsible for. 

Meg Yates, Senior Marketing Representative, 
comments “This simple policy of only having 
employees’ access and use documents that 
are stored on the intranet has eliminated any 
rogue, out-of-date documents from being 
used at the Credit Union. It also has saved our 
employees hours of time, not having to locate 
and confirm they are using the right version 
of each document.”

7
Provide the most secure 
intranet possible with the  
right level of control
Banks, credit unions, and other financial institutions 
have a strong commitment to ensuring their 
systems are as secure as possible, including 
protecting all their customer and employee data. 
A financial intranet must have extremely robust 
security. It’s critical to provide an intranet that 
ticks all the necessary security boxes and ensures 
you are truly in control; it must not only meet the 
standards required by your IT team and any other 
compliance-related stakeholders, but also earn  
the trust and confidence of employees too. 

For example, Intranet Connections offers on-
premises installation so that financial organizations 
can choose to host all their data in-house to meet 
any security or regulatory requirements. We’re one 
of the few intranet solution providers that still offer 
“on-prem” as an option. Of course, customers 
can also choose to secure cloud hosting, with the 
data residing in Canada. Our server infrastructure 
also adheres to the SOC II framework and related 
security best practices. 

There will also be specific intranet features that 
also help organizations execute security policies. 
These include being able to apply highly granular 
user permissions across the intranet, covering areas 
such as who can administer the intranet or who is 
able to update specific policy documents. There 
might also be a requirement to restrict access to 
certain sites or documents. 

Applying two-factor authentication (particularly 
using an authenticator app) and integrating an 
intranet with a system like Azure Active Directory 
(AAD) also provides even more robust security and 
can align authentication policies with those already 
applied to your network. For example, if a person 
leaves your company, they will automatically have 
their access to the intranet denied.
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8
Give everyone an  
opportunity to contribute 
feedback and ideas
Intranets are not just for top-down communication. 
They also provide an opportunity for everybody 
across your bank or credit union to have their say 
by contributing feedback, sharing ideas or giving 
feedback. When you give all your employees a 
voice it not only provides valuable input into solving 
issues or in shaping initiatives, but also helps your 
workforce feel they are being listened to. This 
supports an open and transparent organizational 
culture as well as good employee engagement.

For example, in a financial organization you can 
ask employees for their opinions on new initiatives 
and ideas to support great customer service. Those 
who work in your branches will often be closest 
to customers and employees will have valuable 
insights which can lead to improvements. You 
can also ask for feedback on specific strategic 
initiatives or thoughts on new ways of working. 
And in times of change – for example during the 
pandemic – you can use the intranet as a “check-
in” to get feedback on how people are doing and if 
there are changes that need to take place. You can 
even use your intranet to seek ideas for improving 
the intranet!

Intranets have a variety of different tools that  
can be used to seek feedback. Discussion groups 
can be used to discuss ongoing issues in more 
depth. Commenting on news and blogs can 
seek very specific input on a new initiative or 
problem, requested by your organization’s senior 
leaders. Quick polls are a popular app on Intranet 
Connections where you can get a quick sense 
of employee opinion on different topics. The 
Ideas Share Exchange application on Intranet 
Connections’ software is also an excellent way 
to invite employees to share ideas. Using a 
combination of these tools can make your intranet  
a platform where everyone contributes.

Example: INPACT is a network of accounting 
firms that uses Intranet Connections as a 
secure platform for communications across 
the network, but also for individual member 
firm intranets with content that is private 
for each company. Occasionally member firms 
may actually be competing against each 
other. Here the granularity of permissions 
has proved essential. The intranet can grant 
individual users the right to view certain areas 
based on their firm, their division within that 
firm, and their level of seniority within that 
division. This has allowed INPACT to operate  
a highly secure intranet ecosystem that allows 
INPACT members to collaborate as a network, 
but still operate as independent firms.
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9
Drive a sense of community 
and purpose with intranet 
social features
Employees sometimes feel disconnected from 
the organizations they work for and from their 
colleagues. This is particularly the case when 
employees are distributed throughout scattered 
branches and locations, or where a high proportion 
are working remotely. 

An intranet is a great channel to help employees 
feel a stronger connection to the organization 
they work for and foster a heightened sense of 
community. Here various social and communication 
tools can be used. Senior leaders can provide 
blogs in more authentic and relatable ways to 
discuss your organization’s mission and purpose. 
Employees can provide thanks to their colleagues 
and provide praise for doing great work, fuelling 
highly valued peer-to-peer recognition. News 
stories can share success stories from all parts 
of your organization or celebrate staff who have 
reached tenure milestones. Intranet Connections’ 
software even includes an app to celebrate 
employee birthdays! Collectively, these intranet 
features can make a difference in driving a sense  
of connection. 

It’s also easy to create community or fundraising 
sites on your employee intranet to encourage 
employee involvement in local causes or charities. 
Using your community site, employees can actively 
participate by hosting and promoting fundraising 
events for your organization. It’s also easy to 
add registration pages, donation links, upcoming 
events, and more. You can provide updates on your 
intranet home page about how much money is 
being raised or provide inspiring stories about how 
volunteers are making a difference. This can really 
help employees feel proud of the organization they 
are working for.

10
Transform specific business 
processes to save time  
and reduce costs
Intranets have evolved to become highly flexible 
and adaptable platforms with a wide range of  
apps and features that can be used for various 
business processes. A good intranet platform 
should add value to any financial institution by 
doing the heavy lifting on various key business 
processes, saving time, reducing errors, and more. 

Example: PIMA Financial Credit Union has  
over 150 employees spread across 7 locations. 
One of the objectives for a new Intranet 
Connections-powered intranet was to help 
improve employee engagement. This has 
successfully been achieved through various 
different intranet capabilities including 
centralized social forums, but also extensive 
blogging from the Executive Team. There 
is a weekly blog from the CEO, Nathanael 
Tarwasokono, another from the Vice President 
of Human Resources, Beverly Armendariz,  
and many blogs from various other credit 
union executives.

Ryan Sonneberg, Community Stewardship 
Officer, comments “The goal of deploying 
our intranet, Dwight, has always been to 
help our team members feel more connected 
and appreciated. A nice benefit of having 
connected, happy team members is this 
generally translates to connected, happy 
credit union members.”
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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

This has the potential to reduce costs as sometimes 
you don’t need to purchase an alternative 
technology solution, supporting even better ROI  
on your intranet software.

Intranet Connections has over 100 out-of-the-box 
apps, including a “Company Store” feature. It can 
be used as an inventory management tool to 
track and replenish supplies, equipment, branded 
and promotional material, and tech equipment. 
For example, you can upload photos of branded 
material, such as information brochures, and 
employees can then click the photo to order more 
when your branch is running low. To help control 
costs, you can have one company store for the 
entire organization, or have separate company 
stores tailored to each department.

For each store, one or more cart managers 
can decide if the purchase is necessary before 
submitting the order for fulfilment. Another great 
way to use this feature is by including branded 
items such as hoodies, shirts, stickers, etc. for 
employees to order for themselves or for their 
family members. 

Even if this use case is not applicable for your 
organization, there will be other specific business 
processes where your intranet can add value. 

We can’t wait to see how you take your financial 
intranet to the next level with IC!
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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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