
NINA PLATT, LAURIE SOUTHERTON & AMY WITT

Creating a Successful 
Law Firm Intranet

IN ASSOCIATION WITHPUBLISHED BY

N
IN

A
 PLATT, LAU

R
IE SO

U
TH

ER
TO

N
 &

 A
M

Y W
ITT

C
reatin

g
 a S

u
ccessfu

l L
aw

 F
irm

 In
tran

et



Contents

III

Executive summary ............................................................................................................VII

About the authors ..............................................................................................................IX

Chapter 1: Building the business case ................................................................................ 1
Introduction .......................................................................................................................... 1
What is a business case? ....................................................................................................... 1
Who should write the business case? ...................................................................................... 1
Elements of the intranet business case .................................................................................... 2
How to get decision makers to read your business case ........................................................... 6
Conclusion ........................................................................................................................... 6

Chapter 2: Governance and staffing .................................................................................. 7
Introduction .......................................................................................................................... 7
Who to include ..................................................................................................................... 7
Governance board ............................................................................................................... 7
Project team ......................................................................................................................... 8
Task force ............................................................................................................................. 9
Critical roles ....................................................................................................................... 10
Making good decisions ....................................................................................................... 10
Measuring success .............................................................................................................. 11

Chapter 3: Process models ............................................................................................... 13
Introduction ........................................................................................................................ 13
What makes an intranet successful? ..................................................................................... 13
Why do intranet projects fail? .............................................................................................. 14
Traditional models for intranet projects ................................................................................. 15
A new model for intranet projects ......................................................................................... 17
User-centred approach ........................................................................................................ 17
Conclusion ......................................................................................................................... 17

Chapter 4: Research – Critical for success ......................................................................... 19
Introduction ........................................................................................................................ 19
How to conduct user research .............................................................................................. 20
Indirect reviews ................................................................................................................... 20
Direct reviews ..................................................................................................................... 22



Contents

IV

External reviews .................................................................................................................. 25
When to use each research technique .................................................................................. 25
Deliverables of user research ............................................................................................... 26
Conclusion ......................................................................................................................... 28

Chapter 4: Case study – Research for a firm’s intranet redesign  ...................................... 31
Firm overview ..................................................................................................................... 31
Project overview .................................................................................................................. 31
Research plan ..................................................................................................................... 31
Summary of research methods and key findings .................................................................... 32
Usability test ....................................................................................................................... 34
Conclusion ......................................................................................................................... 36

Chapter 5: Design ............................................................................................................ 37
Introduction ........................................................................................................................ 37
Project plan design ............................................................................................................. 37
Requirements design ........................................................................................................... 40
Architecture design.............................................................................................................. 41
Categorisation and labels .................................................................................................... 42
Navigation and user interactions .......................................................................................... 43
Content design ................................................................................................................... 44
Visual design ...................................................................................................................... 45
Conclusion ......................................................................................................................... 47

Chapter 5: Case study – Redesigning the intranet at Baker Donelson  .............................. 49
Firm overview ..................................................................................................................... 49
Project overview .................................................................................................................. 49
Role of users in the design process ....................................................................................... 49
Pilot user group process ...................................................................................................... 50
Redesigning BakerNet ......................................................................................................... 50
Conclusion ......................................................................................................................... 55

Chapter 6: Develop .......................................................................................................... 57
Introduction ........................................................................................................................ 57
Why buy? ........................................................................................................................... 57
Why build? ......................................................................................................................... 58
Why do both? .................................................................................................................... 59
Portal versus intranet ........................................................................................................... 59
Vendor technology .............................................................................................................. 60
Pitfalls to avoid during development ..................................................................................... 62
How to create a test plan .................................................................................................... 64
Conclusion ......................................................................................................................... 65



V

Creating a Successful Law Firm Intranet

Chapter 6: Case study 1 – Developing a travel management system ................................ 67
Firm overview ..................................................................................................................... 67
Project overview .................................................................................................................. 67
Development ...................................................................................................................... 67
Lessons learned .................................................................................................................. 67
Conclusion ......................................................................................................................... 69

Chapter 6: Case study 2 – Developing an international law firm referral system ............... 71
Firm overview ..................................................................................................................... 71
Project overview .................................................................................................................. 71
Development ...................................................................................................................... 71
Lessons learned .................................................................................................................. 71
Conclusion ......................................................................................................................... 73

Chapter 6: Case study 3 – User-centric development of SharePoint intranet at 
Reed Smith ...................................................................................................................... 75

Firm overview ..................................................................................................................... 75
Project overview .................................................................................................................. 75
User input and persona development ................................................................................... 75
The design-build phase ....................................................................................................... 75
Communication and integration ........................................................................................... 76
Homepage content ............................................................................................................. 78
Overview of SharePoint environment .................................................................................... 78

Chapter 7: Rollout ........................................................................................................... 79
Introduction ........................................................................................................................ 79
Step 1: Rollout strategy and plans ........................................................................................ 79
Step 2: User involvement ..................................................................................................... 82
Step 3: Communication ...................................................................................................... 83
Conclusion ......................................................................................................................... 84

Chapter 7: Case study – Rolling out ommni at O’Melveny & Myers LLP  ............................ 85
Firm overview ..................................................................................................................... 85
Project overview .................................................................................................................. 85
Rollout phase ..................................................................................................................... 85
Conclusion ......................................................................................................................... 86

Chapter 8: Measure and maintain  .................................................................................. 87
Introduction ........................................................................................................................ 87
Key metrics ......................................................................................................................... 87
Plan for changes and upgrades ........................................................................................... 89
Create a maintenance plan ................................................................................................. 90
Maintenance plan examples ................................................................................................ 91
Tips for measuring .............................................................................................................. 92



Contents

VI

Keep users involved ............................................................................................................ 94
Conclusion ......................................................................................................................... 95

Chapter 8: Case study – Measuring and maintaining an intranet at Torys ......................... 97
Firm overview ..................................................................................................................... 97
Project overview .................................................................................................................. 97
Importance of measurement ................................................................................................ 97
Portal governance model ..................................................................................................... 98
Lessons learned .................................................................................................................. 98
Conclusion ......................................................................................................................... 99

Chapter 9: Conclusions .................................................................................................. 101
Summary .......................................................................................................................... 101
Important takeaways ......................................................................................................... 101

Index ............................................................................................................................. 105



VII

Building or redesigning an intranet or 
portal is challenging, and doing it without 
a plan is close to impossible. Creating a 
successful intranet, like any big project, 
starts with making a good business case 
in your firm. 

Chapter 1 of Creating a Successful 
Law Firm Intranet begins by outlining the 
key elements of an intranet business case. 
Writing a good business case is critical to 
getting the support necessary to make an 
intranet project successful. A good business 
case includes: 

Identifying the situation or current problem; 
Describing the project; 
Describing a potential solution; 
Providing a cost and benefit analysis; 
Identifying an implementation timeline; 
Identifying critical assumptions and  
risks; and
Conclusions and recommendations. 

Chapter 2 defines the importance of 
governance. There are two types of 
governance – project and long-term. Before 
starting an intranet build or redesign, it 
is critical to identify and communicate 
the criteria that will govern the roles, 
responsibilities, decision-making, success 
measurements and accountability of all 
members of the project team. Once the 
intranet is launched, these same things need 
to be addressed, especially if members of 
the team change.

This section of the report describes:

Who needs to be involved; 
What roles are critical to staff; 
How to make good decisions; and 
How to measure success. 

Chapter 3 addresses the process models 
to follow for a successful intranet project. 
Redesigning anything is a big endeavour. The 
good news is that it can be made simpler by 
breaking the process into phases. The most 
effective approach to redesigning a firm’s 
intranet/portal is to use a five phase process:

Research; 
Design; 
Implementation; 
Rollout; and 
Maintenance. 

This chapter provides a methodology and 
guidelines that firms can use to create a 
successful intranet within their organisation. 
It also analyses why intranet projects fail. 

The following chapters include detailed 
information about these five process phases 
that are critical to any successful software 
and technology project. 

Chapter 4 on the research phase explains 
how to collect data, research a firm’s use of 
their current intranet and research the current 
processes a firm uses to share knowledge 
and complete administrative tasks. This 
chapter also details the types of data to 
collect and how to analyse and compile 
the information to be useful throughout an 
intranet redesign project.
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Chapter 5 looks at the design phase 
and explains the five areas – requirements, 
project plan, architecture, visual and content 
– in detail. This chapter also describes the 
role users play in the design of a firm’s 
intranet. Working with users to validate and 
test design deliverables aids the intranet 
development team to build the right things.

Chapter 6 on the development phase 
begins with a discussion of build versus 
buy when it comes to technology tools. 
This chapter provides an overview of some 
key tools that are important to a law firm’s 
intranet and details the five pitfalls to avoid 
during development.

Chapter 7 covers the rollout phase and 
outlines how to plan a successful intranet 
rollout to the users in a firm. This chapter 
describes the three steps to a successful 
rollout and five communication ideas to put 
into the rollout strategy.

Once an intranet site is launched 
within a firm, it is critical to measure its 
success. Chapter 8 on measurement and 
maintenance describes what to measure and 
how to plan for changes to a firm’s intranet 
for the future.

Chapter 9 draws conclusions from the 
best practices described in the report. 
By following these best practices, firms 
will be able to create a successful intranet 
management team, design a successful 
project plan and use the methods described 
in this report to successfully develop, launch 
and maintain their intranet into the future.

Even though the examples and case 
studies contained in this report are specific to 
law firms, the information and methodology 
in this report will be beneficial to anyone 
who is responsible for the creation of an 
intranet in any business or organisation.
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