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How to Build an Engaging, 
Effective Healthcare Intranet



COVID-19 is a disruptor
that prompted intranet’s 

inclusion on this year’s survey



COVID-19 drove clicks
Likely due to your homepage  intranets 
used homepage and content features to 
drive attention to evolving COVID-19 news.
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Your COVID-19 info began with...

• Action plan

– How your hospital or system is addressing the 
crisis for employees and front-line staff

• Building changes

– Department changes, building closures, and 
testing sites

• Census updates

– Patient volume and capacity; treatment of 
COVID-19 in the community

• Staffing and/or care changes

– Pivots in staff coverage; elective care changes
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Your COVID-19 info evolved...

• Benefits

– Changes to time off, flexible scheduling, or work-
at-home guidelines, if applicable

• Job expectations

– How roles and responsibilities have changed 
inside your facilities

• Safety protocols

– New sanitization and safety measures, including 
limitations to visitors and patient intake

• Public messaging

– How your system is addressing the pandemic for 
your community 
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COVID-19 drove an increase in intranet traffic

COVID-19, 
Beginning of quarantine



The State of Modern Healthcare Intranets

Results from Geonetric’s 2020 Healthcare Digital Marketing Trends Survey  
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Most popular CMSes for healthcare intranets
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78%

2020 Geonetric & eHealthcare Strategy & Trends Digital Marketing Survey

survey participants are either neutral or 
dissatisfied with their intranet platform
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Laggard Average Leader Overall L/L Delta
Search Capabilities 1.11 1.30 1.48 1.28 0.37 
Login Using Network ID/Password (or auto-login) 0.98 1.14 1.60 1.20 0.62 
Policies and Procedures 0.95 1.15 1.42 1.15 0.46 
Ability to Access from Home 0.58 1.24 1.37 1.03 0.79 
Health System News 0.72 1.09 1.28 1.01 0.56 
Employee Directory 0.52 1.26 1.16 0.96 0.63 
Document Management 0.72 1.14 0.91 0.92 0.19 
HR Applications 0.71 0.88 1.28 0.92 0.56 
Ability to Access from Mobile Devices 0.65 1.02 1.07 0.90 0.42 
Department Sites 0.67 0.98 0.67 0.79 -
Organization Chart 0.40 0.63 0.87 0.61 0.46 
Calendar and Events 0.36 0.57 0.94 0.59 0.58 
Cafeteria Menu(s) 0.32 0.45 0.97 0.54 0.65 
File Sharing 0.32 0.49 0.84 0.52 0.52 
Online Forms/Process Digitization 0.44 0.41 0.69 0.50 0.25 
Application Launcher 0.03 0.72 0.68 0.44 0.65 
Employee/Service Appreciation Notices 0.10 0.45 0.68 0.38 0.58 
Team/Committee Communication and Collaboration 0.24 0.63 0.16 0.35 (0.08)
Multi-user Concurrent Document Authoring/Editing (0.19) 0.03 0.37 0.04 0.56 
Board Extranet (0.31) (0.16) 0.09 (0.15) 0.40 
Messaging Capabilities (0.43) (0.13) - (0.20) 0.43 
Social Networking (0.43) (0.45) (0.32) (0.40) 0.10 
Personalized Dashboards (0.55) (0.54) - (0.40) 0.55 
Other Extranets (0.80) (0.60) (0.22) (0.58) 0.58 
Video Chat (0.82) (0.64) (0.48) (0.66) 0.33 
Classified Ads (0.83) (0.63) (0.97) (0.79) (0.14)

Popular intranet features
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Intranet user expectations are 
primarily influenced by external 
websites and popular apps. 

When users are disappointed, it 
impacts satisfaction and task 
completion.

— Nielsen Norman Group

Source: Nielsen Norman Group: Intranet Usability Guidelines, 3rd Edition



Your intranet should be 
the digital front door
for your employees



Case Study
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About Avera
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KnowledgeNet Overview

• Available at all Avera facilities

• Originally launched 
December 2014. New 
version launched August 
2021.

• Millions of visits to the site 
each year

• Home of resources, news 
and access to many tools 
and applications
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Governance and Oversite

• Core governance team of internal communications-
focused staff

– Standing weekly or bi-weekly meetings

– Review of requests, resources, data, opportunities, etc.

• Consultation with additional discipline partners

• Senior leadership input

• Guidelines and documented governance
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Why the change?

• Feedback and data indicating need for change

– Employee survey, data trends, ongoing resources requests

• Evolving needs of the organization

– Site structure didn’t support growth and changes

• Supported by leadership 

• Maintain commitment to keep site resource and topic 
focused (not departmental)

• Modernize site for better mobile device experience



Goals 
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Goals of the Overhauled Intranet

• Enhance user-centered experience by organizing, 
categorizing, and labeling content in a way that’s 
meaningful and accessible to employees

– Represent the breadth of tools, resources, and initiatives 
available on KnowledgeNet

– Focus on employees’ needs over departmental needs

• Create a content strategy to deliver information that:

– Enhances employees’ daily work

– Empowers employees as brand champions

– Encourages more engagement 



Research



geonetric.com

Employee Surveys

• Feedback from recent 
enterprise-wide internal 
communications survey

• Intranet-specific 
enterprise-wide survey

– 970 participants

– Pop-up on KnowledgeNet
site for 2-3 weeks

• Key Stakeholder Intranet-
specific survey

9%
1%

2%

8%

41%

5%
2%

9%

23%

Access HR/benefits

Access patient education
materials
Access policies and
procedures
Access staff training

Access tools, resources, and
apps
Get COVID-19 updates

Get IT support

Other

Read news
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Card Sorting Exercise

• 33 participants across 
various areas – nursing, 
technical, support, 
physicians

• Insight into where 
content should live in 
the structure

• Interactive experience 
online

– Sent invite via email
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Similarity matrix: Example
• Darker blue = Similarity in grouping
• Lighter blue = Less similarity in grouping

Highlighted here, are IT-related tasks that 
frequently were found in IT-related named 

categories or groupings
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Yellow = Clinical/patient 
education, resources

Orange = patient 
satisfaction, quality

Pink = IT, IT resources, 
Tech help

Blue = Mission, who we 
are, mission resources

This diagram uses 
color to show us 
the similar 
groupings among 
participants

Dendogram: All participants
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Data and Analytics Review

• Traffic analytics using our Intranet tracking software, ANGELFISH

– Users reaching major service areas such as IT, HR and Education but 
sometimes exiting to search for specific tools or assumed-related items

• Focus on site search data

– High volume of site searches for specific tools that didn’t have an obvious 
home on the site or were deep in the site

• Heat-mapping

– See interaction/engagement trends on home page and other key pages
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Conclusions from Surveys, Data and Card Sorting

1. Users visit KnowledgeNet frequently and use it to find a variety 
of resources, native and off-site

2. Most users found value in tools and apps, news, topical 
resources areas (HR/benefits, educational materials, IT needs, 
etc.)

3. Users would like to see improvement with site search, 
navigation, links to tools, and mobile site access

4. Users think about resources in a topical, related fashion, not by 
department ownership

5. Different users expect to access tools in different ways



Navigation
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Avera KnowledgeNet Redesign: 
Proposed Navigation v3 (not final)

KnowledgeNet

A-Z Resources 
& Tools

A-Z directory of 
global tools, links, 
apps, and 
resources needed 
by Avera 
employees.

Mission 
Resources

Because this is 
such a vital part of 
your employee 
experience, keep 
Mission 
Resources as-is.

IT Support

Because this is 
such a vital part of 
your employee 
experience, keep 
IT Support quick 
and easy to 
access.

AMG & Clinical 
Resources

Combine any 
existing 
clinical/patient 
content and 
AMG content 
for one section, 
found here.

Human 
Resources

Link to HR landing 
page, with a 
prominent CTA for 
HRNow, but also 
links to other HR 
or related 
locations.

Education & 
Training

Build out Education 
& Training – with links 
to any necessary 
apps – and also 
include custom links 
to patient education, 
clinical 
resources/AMG, etc. 
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Avera KnowledgeNet Redesign: 
Secondary Navigation v3 (Not final)

Secondary 
Navigation

COVID-19 
Resources

Local
Intranets

List of facility intranets, as today. For 
future consider a location strategy 
and custom location profile to 
represent each facility and provide a 
consistent way to display links, 
related facility news, access to 
SharePoint sites, etc.

SharePoint Sites
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Wireframe

https://xd.adobe.com/view/91939702-f432-4e0f-51b6-cac5d9848ea8-e7a2/?fullscreen


New KnowledgeNet
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App-like design
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Engagement-Focused Home Page Elements
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Area Landing Pages



Rollout & promotion
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Road show
Audiences

• Roadshow: leadership groups & key 
stakeholders

• Users with administrative access 

• Stakeholders with ownership in specific 
tools/platforms

• Colleagues who may field questions on 
new site – HR & IT

• Leaders

• All employees – KnowledgeNet, employee 
forums, daily huddle tool, emails

Timeframe

• Stakeholders: periodic touch points 
throughout project

• Other audiences: 1 month before launch



Results
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Results

• Feedback from employees and leadership has been positive

• Positive data and usage trends showing growth and 
increased engagement in key areas

• Renewed interest in site – requests for additions, 
overhauling content, etc.

• Dramatic increase in traffic to previous existing topical 
resources now in the Hubs area
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+173%
Increase in Resource & Tools 
traffic vs previous non-
dynamic version of page

+77%
Increase in employee 
card interaction. +69% 
card sends

+10%
Increase in news story views 

+5.4%
Increase in overall site 
page views

Results



Questions?



Sign up for a Free

Intranet UX Assessment

www.geonetric.com/intranet-ux
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White paper 

Selecting a Healthcare Intranet Platform
A Guide for Marketing & I.T.

geonetric.com/selecting



Thanks for attending today’s webinar!


