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Best Practices (Categorized by themes)



Pain points and gaps (Search terms and analytics 
deep dive)



Intranet Survey



Recommendations and Next Steps

Agenda



Reviewed best practices from 
different academic sources and 
white papers - identified guidelines 
across 7 key themes.

Best Practices

Executive Summary
Introduction

Analytics Intranet Survey

① ② ③

Looked at existing usage patterns 
using the available analytics. 
Analyzed common search themes 
and keywords. 

Distributed a Survey through the 
intranet and TRS Loop. Received 92 
responses.

*Presentation and Report to be shared



Best Practices (Categorized by 
themes)



Pain points and gaps (Search terms and analytics 
deep dive)



Intranet Survey



Recommendations & Next Steps



Allow employees to customize their 
homepage with:


Widgets (e.g., calendar, tasks, 
news feed)

Frequently used tools or apps

Bookmarked or saved content

Personalized Dashboards

Customization and 
Personalisation 

Best Practices - Theme 1

Role-Based Content Delivery Smart Search and Navigation

① ② ③

Tailor content based on:

Job function (e.g., HR, IT, 
Marketing)

Department or team

Seniority level (e.g., new hires 
vs. executives)

Location (for global 
organizations)

Predictive search based on past 
behavior

Recently accessed documents 
or tools

Personalized quick links



Customization and Personalisation 

Best Practices - Theme 1



Corporate and Leadership 
Communications

Employee Engagement and 
Communication

Best Practices - Theme 2

Information about Core 
Functions

① ②
Employee-generated content

Announcements and messages 
from leadership

Public-facing information about 
the organization

News about industry and 
competition

Organization goals 

How well goals are met

Tools for supporting line 
functions

Information related to the work 
of line functions

Increase engagement with 
commenting or liking features 

Suggestions for process 
improvements, 
Recommendations for articles, 
Monthly challenges or photo 
contests, Ways to share 
content, etc.

③



Employee Directory

Employee Lookup and 
Organizational Awareness

Best Practices - Theme 3

Employee Search Organizational Charts

① ②

Promote organizational 
awareness and transparency

Integrate with existing lookup 
tools and communication 
channels

Encourage collaboration with 
Employee Search features

Combine with Employee 
Directory for efficiency

Provide employees with a clear, 
accessible view of reporting 
structures and team 
relationships

③



Employee Lookup and 
Organizational Awareness

Best Practices - Theme 3



Intranet teams should construct 
their information architecture and 
navigation based on:


The tasks that employees 
perform on the intranet

The terms they use to describe 
those tasks

Conduct Periodic Accessibility 
Audits and Usability Testing to 
identify and remediate issues

 Ensure it remains intuitive, 
meets evolving employee needs, 
identifies usability issues early, 
and improves overall 
engagement and productivity


Clear and Task-specific 
Information Architecture

Build the Intranet based on 
Employee Input and Feedback

Best Practices - Theme 4

Periodic User Research and 
Testing

① ②



Build the Intranet based on 
Employee Input and Feedback

Best Practices - Theme 4



Organizational Information

Centralized Repository or Knowledge Base 
of Organizational Information

Best Practices - Theme 5

Search and Navigation 
Features

① ②

Policies and Procedures

How-to-Guides and SOPs

FAQs and Troubleshooting

Glossary and Acronyms

Templates and Forms

Training and Learning Resources

Project and Team 
Documentation

Smart Search with filters and 
tags

Bookmarks and recently viewed 
content

Personalized recommendations



Centralized Repository or 
Knowledge Base 

Best Practices - Theme 5



A design system is a collection of 
reusable components, standards, 
and guidelines. It should include:


Typography

Color palette

UI components

Spacing and layout rules

Iconography and imagery 
guidelines

Establish a Design System

Consistency in Design
Best Practices - Theme 6

Ensure Responsive and 
Accessible Design

① ②

Apply consistent breakpoints 
and responsive behaviors.

Follow accessibility standards 
(e.g., WCAG) for color contrast, 
keyboard navigation, and screen 
reader support.

Use Templates and Layout 
Grids

③

Create reusable page 
templates for common content 
types (e.g., news articles, team 
pages, knowledge base entries).

Apply grid systems to maintain 
alignment and spacing across 
pages.



Consistency in Design
Best Practices - Theme 6



Ensure content is valid, up-to-
date, relevant and useful

Have frequent content audits

Streamline processes for 
content retention and removal


Centralized, distributed or 
hybrid model

Centralized or hybrid better than 
distributed model

Content Strategy

Refined content strategy and 
governance model

Best Practices - Theme 7

Governance Model

① ②



Best Practices (Categorized by themes)



Pain points and gaps (Search terms 
and analytics deep dive)



Intranet Survey



Recommendations & Next Steps



Intranet Hub 
Usage Analytics  





Sites



Intranet Hub 
Usage Analytics  





Sites Pages



TRS Home Site 
Analytics




  



Site Pages and 
Documents



TRS Home Site 
Analytics




  



Site Documents



Search Terms Analysis
Search Terms from June 2024- June 2025


456 unique Search Terms analyzed

Grouped into 22 categories






Tools

Okta

Corner-
stone

CAPPS

Payroll

incont
act

calen
dar

vmware

docus
ign

homer
oom

softw
are

vpn

harmo
n.ie

teams

Search Terms Analysis
Tools theme



“Other” Category



Best Practices (Categorized by themes)



Pain points and gaps (Search terms and analytics 
deep dive)



Intranet Survey



Recommendations & Next Steps



Survey
Top Tasks

Satisfaction and feedback about current 
design

What currently works and what doesn’t?

What content do employees want to see?

Recruitment for usability testing

Outline of questions

Survey

92 Responses in 2 weeks

Results



Survey Results
Top Tasks



Survey Results
Top Tasks



Survey Results
Finding Information



Survey Results
Ease of Navigation



Survey Results
Satisfaction with the content



Survey Results
Search Functionality on the Intranet



Survey Results
Current Challenges on the Intranet

Other:



Survey Results
Current Challenges on the Intranet - Other

Search Functionality : 

 “Typing in key words in the search option doesn’t seem to produce what Im looking for”

“search engine doesn’t pull up what I’m looking for. Example: Recognition”

“I sometimes have problems finding things that aren’t related to the Health Division”

“search brings up irrelevant items”

“Searching for information is difficult and i usually cannot find what I'm looking for. I get outdated information 
which ends up in me asking someone in my department instead.”

Navigation and Content Organization:

 “Megamenu organization is confusing. Have been using it for years and it still confuses me every time”

“Finding what I'm looking for is not always intuitive in regard to location”

“Content / navigation is poorly organized, and includes too many links to restricted content (links should 
either be hidden or labeled restricted based on user privileges)”




Survey Results
Current Challenges on the Intranet - Other

Outdated and Irrelevant Content: 

 “Search function pulls up outdated and irrelevant results”

“some of the landing pages are out of date”




Survey Results
What would make the Intranet more useful to you?

Improve Search Functionality

Improve Navigation and 
Organization

Feature Requests

①

②

③



Survey Results
What would make the Intranet more useful to you?

Improve Search functionality: 



 “improved search functions especially for various k2 platforms (purchasing, supply, print, etc)”



“Ability to search by key term and find what Im looking for quickly, without having to navigate to a specific page.”



“Making search results more filterable, such as per library/division”



“A search feature that results in suggestions for locations of the information needed.”



“The search results can be overwhelming, so improving that would help. The quick links at the top of the pages are very 
useful”



“Having a search engine that can return results for what you are looking for. For example, I was trying to find employee 
time policies, and the search could not bring up the results.”




Survey Results
What would make the Intranet more useful to you?

Improve Navigation and Organization: 



 “Improved megamenu, improved navigation”



“Layout of information.”



“Better searching or organization of the data. Being newer to the agency, it's been hard to know where to look for things. 
I have enjoyed the links being shared in Loop which have allowed me to save them for easy access”



“The mega menu should be for entire agency accessible links, all exclusive collab page links should be moved to their 
respective division's collaboration page. Have one place to find certain content, not numerous so that it's difficult to find 
and update.”



Survey Results
What would make the Intranet more useful to you?

Improve Navigation and Organization:



“More consistency in navigation, the most accurate information marked as being current, better search options, an 
easier to use dropdown menu of categories, for the dropdown menu to automatically close when you click on a link to go 
to a new page”



“ Navigation and content should be more dynamic and tailored for each user (management vs non-management, IT 
users vs IMD users, etc); “



Survey Results
What would make the Intranet more useful to you?

Feature Requests:



 “A page dedicated to travel. That has instructions on how to get access to Concur, what forms you need for your travel 
request, our travel itinerary form in PDF format, all the how to documents, links to our Concur videos.”



“More dynamic content. I could see the TRS Loop being on this site and not in email.”



“Maybe a top-visited pages? Not sure. A better way to manage shortcuts/bookmarks? Currently I have a ton of 
Chrome bookmarks, not sure if I should be leveraging something inside Sharepoint such as a Favorites that would be 
easier.”



“How to page for employees (much like the new hire toolkit) would be helpful. Could include how do I make a 
complaint, how do I separate employment, how do I reset my CAPPS password, how do I transfer departments, etc.”



“Directory to help one find what one needs or a more useful search functionality.”






Survey Results
What would make the Intranet more useful to you?

Feature Requests:



 “An alphabetical list or some type of crosswalk. Sometimes its difficult to know which heading/tile something is listed 
under.”



“utilize APIs and integrate content from other systems (e.g. on the home page, display my open ServiceNow tickets, 
required Cornerstone training, my open requisitions in PAVES, etc); 

utilize usage metrics to drive content placement (most accessed should be within one click from the home page with 
minimal scrolling). “





Best Practices (Categorized by themes)



Pain points and gaps (Search terms and analytics 
deep dive)



Stakeholder Interview & Survey



Recommendations & Next Steps



Define Scope for Redesign (visual and functional): 



 - Remain on SharePoint, Re-do the intranet homepage and other landing pages 
focusing on content reorganization, design refresh and improvements in information hierarchy



 - Integrate external tools for enhancement, introduce personalization along 
with AI tools integration



- Shift to another CMS platform like Drupal

Limited Scope

Moderate Scope

Extensive Scope 

Next Steps for consideration



Rethink Information Architecture and Content Organization

Employee Task-based  Vs Organizational Structure-based information 
architecture

Role-based Content Delivery

Improve Search Functionality


Next Steps for consideration

Revise Content Update Strategies - potentially consider refining Governance Processes




Next Steps for consideration



Next Steps for consideration



Next Steps for consideration



Thank you!

UX Team at TRS
November, 2025


