Intranet Benchmarking Survey 2008

INTRANET TRENDS
Intranet Functionality (Tools and Applications)

The most popular intranet functionality in 2008 is the same as it was in 2007: document management, search and
news.

Intranet functionality that has increased significantly in popularity since 2007 includes: Expert Locators and Benefits
Management (Payroll) and Wikis. This is the case even with the stagnant or falling adoption rate for some of the
newer types of functionality.

Social networking adoption

Management support for social networking is declining. 30% of organisations said they have no interest at this time
to support social networking. This has increased from 25% in 2007.

Overall a greater percentage of organizations have considered their approach and many have chosen not to
support social networking within the organization.

Only 7% of organizations have deployed and are using social networking tools, with 41% of organizations
interested in adopting social networking tools, but have not implemented any as yet.

When asked what social networking tools they are likely to implement, the tools/functionality that have been in use
more widely around the world, and for a longer period of time, were most likely to be implemented — Bookmarking
(Shared bookmarks/ quicklinks), Discussion Forums & RSS Feeds. The research suggests that companies are
least likely to implement podcasts.

Adoption rates of Web 2.0 functionality such as Instant Messaging, RSS Feeds and Wiki’'s seemed to have
dropped or remained stagnant since 2007.

Collaboration

Collaboration is gaining in popularity with 51% of companies using an intranet as a collaborative work environment,
and 67% of respondents rating collaboration environments as valuable to extremely valuable in their day-to-day
activities.

Control and Governance was identified as one of the main challenges for intranet managers. 35% cited it as a high
priority to overcome — this increased significantly from 29% in 2007. The proliferation of collaboration tools such as
Sharepoint can be held accountable for this, they have caused havoc leading to an increase in the need to control
and govern content on the intranet.
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Challenges faced by intranet managers

70% of respondents stated that to “Improve internal communications” was the highest priority challenge they hoped
to overcome in the next 12 months. This was an increase of 11% from 2007.

The irony is that the top 3 challenges are the domain of communicators but IT depts. are generally in charge of
intranets and intranet budgets.

Top 3 challenges:

70% - Improve Internal Communications (highest priority)
62% - Improve Usability

58% - Improve Content Management

Intranet management and responsibility

It is widely accepted that the intranet is a communication and collaboration environment.

Yes, an intranet is a technologically driven solution, however its core basis, its purpose, its content and its aim is
not technological. Software and computers and servers may be required to operate an intranet however, the overall
responsibility, objectives and challenges of an intranet are not the domain of the IT department.

Whilst it is clear a great majority of IT depts. own the budget for the intranet, 66% of respondents thought that IT
should NOT hold the budget for the intranet.

DEMOGRAPHICS

Survey Respondents
455 respondents

1. Which region of the world are you in?

Africa 11 2%
Asia 33 7%
Australia/New Zealand 249 55%
Central or South America 9 2%
Europe/United Kingdom 42 9%
Middle East 7 2%
United States or Canada 94 21%
Other (not included above) 10 2%
Total 455 100%
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2. Which primary industry is your organization focu sed on?

Education 30 7%
Financial Services 62 14%
Government 35 8%
Healthcare 30 7%
Manufacturing 40 9%
Professional Services 58 13%
Recreation & Entertainment 3 1%
Retail 20 4%
Technology & Telecommunications 62 14%
Transportation & Logistics 17 4%
Travel & Hospitality 14 3%
Utilities 12 3%
Other 72 16%
Total 455 100%

3. Which of the following best describes the size a  nd type of business you represent?

SME 100 22%
SME 51-100 employees 52 11%
SME 101 — 500 employees 132 29%
SME 501 — 1000 employees 47 10%
Enterprise 1001 — 2500 employees 35 8%
Enterprise 2,501 — 5000 employees 37 8%
Enterprise 5001 — 10000 employees 21 5%
Enterprise 10000 employees 31 7%
Total 455 100%
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4. What area do you work in?

Administration
Communications
Corporate Strategy
E-business
Finance

HR

IT

Marketing

Other

Total

ABOUT YOUR INTRANET

5. How long did it take to implement your intranet?

Less than 12 months
12-18 months

18-24 months

24 months or more
Unsure, please specify
Total

29
48
22
27
11
10
229
33
46
455

242
64
20
20
48

394

6%
11%
5%
6%
2%
2%
50%
7%
10%
100%

61%
16%
5%
5%
12%
100%

More organizations are implementing their intranets more quickly: 77% were implemented in less than 18 months

compared with 72% in 2007.

The return on investment, or payback period, is likely to be quicker with those that have implemented their intranet

in a shorter timeframe.
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6. How long has your current intranet been up and r

Less than 12 months
12-18 months

18-24 months

24 months or more
Unsure, please specify
Total

7. How many iterations (redesigns) have you had of

1

2

3

4 or more
Unsure
Total

8. What technology underpins your intranet?

In house developed

Bespoke custom built

Out-of-the-box solution

Out-of-the-box with some custom development
Total

unning?

120
43
29
165
37
394
your intranet?

113

114

56

40

71

394
130
32
95
137
394

30%
11%
7%
42%
9%
100%

29%
29%
14%
10%
18%
100%

33%
8%
24%
35%
100%

A majority of respondents are opting to use established out of the box products/software rather than developing an
in house intranet. 59% of companies have an out of the box solution.
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9. What best describes your intranet:

A static information environment 150 38%
A collaborative environment 181 46%
Task or process based environment 63 16%
Total 394 100%

There is a great disparity between the evolutions of intranets. The maturity of these environments differs
significantly, 38% of intranets are considered static information environments in dramatic contrast to 46% that are
described as more mature collaborative intranet environments. Intranets seem to be one extreme or the other.

Whilst task-based intranets can deliver enormous ROI by streamlining current manual process, only 16% of
respondents described their intranets in this manner.

10. How valuable is the intranet to your organizati  on?

Extremely valuable 120 30%
Valuable 180 46%
Fair 71 18%
Poor 23 6%
Total 394 100%

The value of intranets is increasing amongst organizations.

76% of respondents rated their intranet in the valuable to extremely valuable category compared to 67% in 2007.
This is indicates a significant shift in the importance of an intranet in an organization. This finding is consistent with
the overall increase in popularity of tools and applications which increased by an average of 9%.
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11. Please rate the following intranet challenges.

The top figure represents the count of
respondents selecting the option. The
bottom figure is the percentage of the total
respondents selecting the option.

Consolidate IT infrastructure
Control and governance functions
Costs avoidance/savings
Document management
Enhanced security

Improve internal communications
Improve usability

Improve content management
Knowledge management

Lack of functionality

Meeting room scheduling

Project collaboration

Reporting features

High priority

95
26%
127
35%
118
33%
188
52%
112
31%
254
70%
224
62%
209
58%
192
53%
100
28%
43
12%
93
26%
93
26%

Medium
priority

154
43%
153
42%
169
47%
119
33%
153
42%
88
24%
104
29%
124
34%
124
34%
157
43%
82
23%
128
35%
154
43%

Low priority

79
22%
60
17%
55
15%
40
11%
76
21%
13
4%
26
7%
20
6%
37
10%
78
22%
180
50%
110
30%
86
24%

N/A

33
9%
21
6%
19
5%
14
4%
20
6%
6
2%
7
2%
8
2%
8
2%
26
7%
56
16%
30
8%
28
8%

70% of respondents nominated improving internal communications as their highest priority to overcome in the next

12 months.
The top 3 challenges nominated were:
70% - Improve Internal Communications

62% - Improve Usability
58% - Improve Content Management
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Although these challenges are usually the domain of communicators the reality is that people occupying those
positions are not generally in charge of intranets or intranet budgets. A higher % of information technology
departments own the intranet budget and manage day to day operations than any other part of the business. This
is problematic because the top three nominated challenges do not fall within the realm of information technology
departments.

The challenge of improving control and governance functions increased significantly for respondents from 35%
from 29% in 2007. One explanation for this may be the proliferation of collaboration tools such as Sharepoint.
Tools that allow multiple authors have caused great difficulties in managing content, leading to an increased need
to control and govern content on the intranet.

12. Who holds the intranet budget in your organizat  ion?

Marketing / Corporate Communications 59 17%
Business Divisions / Units 17 5%
CEO / Director 80 22%
HR / Operations 19 5%
Finance 15 4%
IT 142 40%
Other, please specify 24 7%
Total 356 100%

In 40% of companies, information technology departments hold the budget for the intranet representing a 10%
increase from 2007.

When we segmented our respondents to view only information technology departments the outcome was even
higher: 59% owned the budget for the intranet. When we segmented according to view other respondents only
19% of information technology departments owned the intranet.

Importantly although a majority of information technology departments own the budget for the intranet, only 34% of
the respondents agreed that this should be the case.
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13. In your opinion, who should hold the budget for the intranet?

Marketing / Corporate Communications 83 23%
Business Divisions / Units 37 10%
CEO / Director 57 16%
HR / Operations 30 8%
Finance 6 2%
IT 121 34%
Other, please specify 22 6%
Total 356 100%

66% of respondents did not agree that information technology departments (IT) should hold the budget for the
intranet.

In contrast to the previous question’s findings, the majority of respondents believe that the intranet is not the natural
domain of IT.

When IT respondents were segmented and excluded 79% thought that IT should not hold the budget for the

intranet. Most respondents surveyed believe that the current owners of the intranet budget are not the rightful
owners.

14. Which area of the organization has overall resp  onsibility for the day-to-day intranet operations?

Marketing / Corporate Communications 98 28%
HR / Operations 30 8%
IT 192 54%
Other, please specify 36 10%
Total 356 100%

54% of IT departments have day-to-day responsibility for the intranet compared to 28% of marketing &
communications departments.

These results differed significantly when we segmented the data to exclude IT respondents: 36% said IT
departments should have day-to-day responsibility and 36% nominated marketing and communications.

This indicates that there is a tension between IT departments and marketing and communications departments for
control of the intranet.
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Over the past two years our analysis has demonstrated that North America has a more mature attitude to intranet
management. Intranet operation and budgets are better aligned resulting in more efficient management of the
intranet. The 2008 results clearly indicate that when intranets are owned by IT they are not necessarily positioned

to support the delivery of strategic communications objectives.

Non - _IT respondents:
36% Marketing Comms
13% HR Operations
36% IT

15% Other

IT respondents _only :
20% Marketing Comms
4% HR Operations
71% 1T

5% Other

15. Please validate the following statements:

The top number represents the count of respondents selecting the
option. The bottom figure is the percentage of the total
respondents selecting the option.

The day-to-day management of our intranet is cumbersome.

The day-to-day management of our intranet takes up a
disproportionate amount of resources.

The day-to-day management of our intranet would be better
managed by other parts of the business.

The day-to-day management of our intranet is well resourced.

Agree

93
41%
68
30%
89
39%
120
53%

Disagree

133
59%
158
70%
137
61%
106
47%

39% of respondents agreed that the day-to-day operations of the intranet would be better managed by other parts
of the business. When segmented to include only IT this figure increased 41% and fell to 37% when segmented to

exclude IT.
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16. Which of the following do you have available as applications/functionality via your intranet? Plea se rate
their popularity.

% ADOPTION %MOST %MOST

(Have available as POPULAR / POPULAR /
APPLICATION / FUNCTIONALITY applications/ VERY POPULAR | VERY

functionality on your | 2007 POPULAR 2008

intranet)
Benefits Management (Payroll Leave etc) 59% 51% 68%
Blogs 45% 30% 38%
Collaborative workspaces (project workspaces) 60% 48% 55%
Content Management 83% 54% 60%
Document Management 83% 64% 76%
Expert Locators 52% 26% 50%
Helpdesk / Support trackers 59% 47% 58%
Instant Messaging 36% 39% 40%
FAQ’'s Knowledge Based 74% 43% 59%
Meeting Room Booking 50% 43% 51%
News 86% 58% 71%
Polls / Surveys 64% 27% 37%
Presence Indicators 36% 34% 46%
Quicklinks / Bookmarks 70% 49% 59%
RSS Feeds A47% 34% 46%
Search 86% 56% 71%
Shared Calendars 60% 51% 60%
Timesheets 41% 46% 56%
Web Conference 37% 35% 40%
Wikis 40% 27% 48%

Intranet applications that deliver tangible benefits to the user are proving to be increasingly popular, in particular
Expert Locators and Benefits Management (Payroll). Other tools that have increased in popularity since 2007

include News, Search & Wikis.

Adoption of applications / functionality

2007 2008
Blogs 39 % 45 %
Help Support 69 % 59 %
Instant Messaging 49 % 36 %
In / Out Boards 52 % 36 %
Quick Link / Bookmark 77 % 70 %
RSS Feeds 57 % 47 %
Timesheet 57 % 41 %
Wiki 40 % 40 %
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The adoption rates of Web 2.0 functionality such as Instant Messaging, RSS Feeds and Wikis appear to have

fallen or remained stagnant.

Adoption of Instant Messaging has dropped by 13 %: its popularity remains nearly constant at 40 %.

RSS Feeds have also dropped in their adoption rate from 57 % in 200 to 47 % in 2008.

This survey shows that the only Web 2.0 collaboration application that has increased in its adoption is the Blog up

6 % from 39 % 2007 to 45 % in 2008.

17. What percentage of staff are actively using the intranet?

<20% 33
30% 24
40% 30
50% 34
60% 26
70% 40
80% 52
90% 35
100% 28
Unsure 29
Total 331

10%
7%
9%

10%
8%

12%

16%

11%
8%
9%

100%

A majority of organizations would like to see their intranet being utilized by over 80% of the workforce.

Implementation figures show that only 35% of organizations have achieved 80-100% usage.

SOCIAL NETWORKING (WEB 2.0) TOOLS

18. Does management support the implementation of s ocial networking strategies?

Yes 107
No 86
No, but discussions are in place 78
Unsure 60
Total 331

Management support for social networking strategies has declined in the last 12 months.
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The survey results suggest that despite the hype surrounding social networking and social media, organizations
are reticent to embrace the technology. In the last year companies have increasingly opted not to support the use

of social networking technologies as a workplace tool.

32% of organizations supported the implementation of social networking strategies in 2008 compared with 42% in

2007, This represents a 10% decline in management support in the last 12 months.

26% of organizations indicated that management did not support the use of social networking strategies in 2008

compared with 13% in 2007.

When segmented to exclude IT, 38% indicated management support of social networking strategies. This
suggests that when non IT parts of the business are engaged in intranet and electronic communication,
management within that organization is more likely to be more supportive.

19. What best describes your organization's positio n on social networking (Web 2.0) tools as an intern
communication medium?

We have no interest at this time 100
Interested, but have not implemented any tools 137
Begun a trial, but have no specific plans to deploy 27
Have a limited deployment for a specific purpose 45
Already deployed and are using 22
Total 331

al

30%
41%
8%
14%
7%
100%

In 2008 there was an increase in the number of organizations with no interest in social networking as an internal

communication tool.
In 2008 30% of organizations had no interest in social networking tools compared to 25% 2007.

Australian respondents were less likely than the rest of the world to use social networking tools for internal
communication.

35% of Australian companies said they had no interest in social networking compared to the rest of the world

which was 25%.
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20. Would you be interested in implementing any of the following social networking (Web 2.0) tools on your
intranet?

Top number is the count of respondents

selecting the option. Bottom % is Yes No No, but Already Unsure
percent of the total respondents plan to implemented
selecting the option.
Blogs 99 101 26 45 57
30% 31% 8% 14% 17%
. N 114 61 36 46 71
Bookmarking/Linking 35% 19% 11% 14% 290
Discussion Forums 126 55 36 66 45
38% 17% 11% 20% 14%
104 74 43 48 59
RSS Feeds 32% 23% 13% 15% 18%
L 102 70 35 45 76
Wikis
31% 21% 11% 14% 23%
Podcasts 80 109 36 14 89
24% 33% 11% 4% 27%

Each of the social networking tools listed declined in popularity since 2007.
Social networking tools that are more likely to implemented are those that are an established tool eg.

bookmarking, discussion forums & RSS feeds. The survey suggests that companies are not likely to implement
podcasts.

21. What type of blog(s) would be relevant to your organization?

CEO blog 137 42%
External blog 48 15%
Internal blog 154 47%
Project team blog 163 50%
We do not use, or plan to use blogs 74 23%
Other, please specify 14 4%

Organizations view internal Blogs and CEO as the most relevant type of Blog. External blogs have not gained any
popularity since 2007.
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22. What types of blogs does your CEO contribute to ~ ?

We have regular internal blog communications from the

CEO 42
External blogs 17
Both internal and external blogs 33
We do not utilize blogs 230
Total 322

13%
5%
10%
71%
100%

CEOs have increased their rates of blogging in 2008, both internally within the intranet and externally through other

websites. In the last 12 months, CEO usage of blogs has increased by 6% to 29%.

23. Is your intranet used as a collaborative work e nvironment?

Yes 167
No 160
Total 327

Collaboration has increased in popularity with 51% of companies using the intranet as a collaborative work

environment compared to 48% in 2007.

24. Please rate the value of these collaborative wo  rk environments to your day-to-day activities:

Extremely Valuable 39
Valuable 74
Fair 42
Poor 8
Irrelevant 4
Total 167

51%
49%
100%

23%
44%
25%
5%
2%
100%

Greater importance is being placed on the intranet as a collaborative work environment and this trend looks likely
to continue. 67% rated collaboration environments as valuable to extremely valuable in their day-to-day activities

compared with 49% in 2007.
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ABOUT YOU

26. What is your age range?

<20 0 0%
21-25 22 7%
26-31 60 19%
32-37 74 23%
38-43 63 20%
44-49 49 15%
50 52 16%
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