
PLANNING AND BUILDING 
A POWERFUL INTRANET 
COMMUNICATION 
CHANNEL ON 
SHAREPOINT



“INFORMATION IS THE ‘LIFEBLOOD FOR ALL 
ORGANIZATIONS.’”

Forrester,  

The Enterprise Information Management Barbell Strengthens Your Information Value

FEW THINGS ARE ARGUABLY AS 
IMPORTANT TO A COMPANY’S SUCCESS 
AS INFORMATION. DESPITE THAT BELIEF, 
ONLY 13 PERCENT OF COMPANIES WHO 
RESPONDED TO A 2013 FORRESTER 
SURVEY THINK THEY TRULY HAVE A 
COMPREHENSIVE PLAN THAT ADDRESSES 
THEIR CONTENT AND THEIR DATA.

The issues are two-fold for many enterprises. Not only do many have a poor plan 

for managing information, often times the biggest problem is that there’s simply 

too much. The information overload stemming from email and other channels of 

communication can have real and consequential effects. Despite the abundance 

of information, its purpose is often lost on the enterprise audience. A survey of 

23,000 employees conducted by Harris Interactive confirmed this disconnect. 

Only 37 percent of employees say they know what their employer is trying to 

achieve and why they’re trying to achieve it. Additionally, only 20 percent say 

they see the connection between their job and their employer’s goals.



Employees are inundated every day with different kinds of messaging. Financial 

company Waddell & Reed struggled with the volume of information when trying 

to communicate with the life-line of its business: its financial advisors. Information 

was pushed to advisors through multiple channels, including daily emails and 

several separate internal portals. Though the messaging coming from important 

groups such as HR and leadership was timely and high priority, much of it went 

unseen or unread by the intended advisors. This presented a major obstacle.

Advisors for Waddell & Reed play key revenue-driving roles. Many advisors 

recruited by Waddell came into the business with high expectations for the 

information experience. Some of these expectations were set by previous 

employment experiences, where there was a clear need to accomplish work as 

quickly and effectively as possible.

An overload of information was not Waddell’s only issue. With two tiers of 

advisors, many of the internal messages contained content that was relevant 

to only one group. The two groups of advisors needed information tailored 

specifically to them in order to work productively in the field. The ill-targeted 

content caused employees to spend time hunting for information on their own, 

or involve a direct manager or the company’s home office.

Waddell chose DEG, a Kansas City-based digital marketing firm, to create a user-

driven, next-generation intranet to more effectively and efficiently communicate 

with its advisors – a portal to help them find the information they needed in a 

highly-regulated industry – when they needed it.

“ALLOWING EMPLOYEES WHO ARE CLOSEST 
TO THE CUSTOMER TO MAKE FAST, ACCURATE 
DECISIONS IS THE HALLMARK OF AGILITY. THIS 

EMPOWERMENT CORRELATES WITH HAVING 
SATISFACTORY COLLABORATION, DATA, AND 

MOBILE TECHNOLOGIES.”
Forrester report, 

How to Build a Technology Plan That Sustains Employee Engagement.



CLIENT PROFILE: WADDELL & REED

Founded in 1937, Waddell & Reed is among the most enduring financial 

planning and asset management firms in the nation, providing comprehensive, 

personalized financial planning and investment strategies for retirement, 

education, insurance and estate planning. The firm’s national network of nearly 

1,800 financial advisors provide guidance to individuals, families, business and 

institutional investors around the country.

THE ASK: 

Determine how to best cut through information clutter for advisors

Advisors received daily communications across multiple channels. They were 

expected to review emails in addition to finding forms, applications and other 

key information on two separate, disparate intranet portals, both of which were 

inconsistent and difficult to navigate.

DEG’s proven discovery process, based on industry-established best 

practices, identified Waddell’s organizational needs.

 

Intranets can serve as powerful tools for communication, enhancing teamwork 

by sharing information across organizations.

Build a targeted and highly visible Message Center through which 
advisors and leaders receive pertinent information and updates  
via the portal

Waddell needed a tool that would allow the two sets of advisors to receive 

pertinent communications at the moment they needed them. This would allow 

them to better support their revenue-generating role while complying with the 

policies of a heavily-regulated industry.

DEG implemented the Message Center to allow Waddell’s non-technical 

content owners to easily target content to the two different types of advisors – 

Classic and Choice. By serving the content to each group only as needed, the 

previous time-suck of sifting through irrelevant information was eliminated.  

The content essentially became personalized to each individual advisor role.



Intranets allow organizations to distribute information to employees on 

an as-needed basis; Employees may link to relevant information at their 

convenience, rather than being distracted indiscriminately by email.

Consolidate disparate portals into a consistent, easy-to-navigate intranet 
to find information more quickly and successfully

Intranets can help users to locate and view information faster and use 

applications relevant to their roles and responsibilities. With the help of a web 

browser interface, users can access content in any database the organization 

wants to make available, anytime and — subject to security provisions — from 

anywhere, increasing employees’ ability to perform their jobs faster, more 

accurately, and with confidence that they have the right information.

THE PLATFORM

Before the project began, Waddell was running two separate portals on 

SharePoint 2003 using Microsoft SharePoint licensing agreements. Through 

the discovery process, the SharePoint 2010 platform was recommended and 

chosen for housing the new portal. This decision was made over the option of 

SharePoint 2013 because of the timing of Microsoft’s release to market for the 

new version. DEG’s FUSE Portal Solution, a proprietary product offering, was 

chosen to seamlessly integrate with the SharePoint platform and efficiently 

handle many use cases related to targeted communications.

Platform Challenges

While many organizations have embraced SharePoint as their long-term 

intranet solution, they continue to struggle with implementation and ongoing 

user engagement, especially with the rise of easy-to-use external social 

channels. SharePoint is often marketed as an enterprise content management 

tool that is easily adopted by business users. Unfortunately, many features 

seem overly complex to non-technical employees and users without 

SharePoint experience. For publishing key content frequently, Waddell needed 

content management tools that could be used with little or no technical 

training. This would allow non-technical staff members to publish new content 

multiple times per day.



The Result

Building on SharePoint’s inherent features, DEG leveraged the proprietary 

Fuse Portal Solution to simplify and streamline home page content 

management and implemented this with Neudesic Pulse, a best of breed 

activity stream solution. Based on a diligent discovery process which included 

user interviews and persona modeling, DEG also provided the creative 

direction for the portal’s design.

Waddell’s two existing portals, which had become stagnant “link farms,” were 

evaluated during the discovery phase led by DEG. The most useful features 

were prioritized and consolidated into one consistently branded, easy-to-use 

new intranet solution.

TECHNOLOGY  
HIGHLIGHTS

MICROSOFT 
SHAREPOINT 
2010: 
Portal platform

NEUDESIC 
PULSE:   
Enterprise social collaboration
platform

DEG FUSE PORTAL 
SOLUTION:   
Home page Message Center and  
custom, people centric web parts 

BEHIND THE DESIGN: STRATEGIES & TACTICS

The following highlights several additional key strategies and tactics leveraged 

by DEG and Waddell & Reed during the design and implementation of this 

new intranet.



DISCOVERY PROCESS FOR STRATEGIC RECOMMENDATIONS

DEG highly recommends clients begin the process of building a portal or an 

intranet after an initial Discovery Phase. This planning and research phase 

allows the client to build a solid foundation for a well-thought intranet and 

communications strategy. This approach helps keep the business consumer 

front-of-mind and aims to make the end solution as easy-to-use, intuitive, and 

simple as possible.

Waddell and DEG partnered to complete a Discovery Phase for its portal 

design. The process included goal and associated metric definition as well as 

an agreed-upon list of metrics for measuring portal success. DEG and Waddell 

arrived at these measurement standards after an analysis of Waddell’s technical 

landscape in addition to a combination of interviews with business consumers 

and key stakeholders.

Personas were later defined to better visualize users and their various goals and 

behaviors. Behavior patterns including attitudes, goals, and challenges were 

defined based on the interviews conducted. Understanding user behavior is 

essential for constructing accurate models for future features and functionality.

The features and functionality were then further defined using context scenarios, 

which put the data-driven persona characters through real-world use cases 

to ensure tasks and goals could be completed effectively with the new portal 

solution. During this phase of discovery, an audit of current tools and features 

assists in identifying “gaps” in what’s currently available for each persona.

QUICK STATS 
 (SINCE DEPLOYMENT)

7,814  
Search Queries per month average 

257  
Search Queries per day average



These gaps, or needs of the user, become part of the Requirements Definition. 

This part of the discovery process is where all research is considered and 

organized into an actionable project scope, prioritizing requirements in a 

strategic roadmap of recommendations. These recommendations can include 

features, platform options as well as budgeting and schedule guidelines.

IMPLEMENTATION OF THE MESSAGE CENTER  

AS A HOME PAGE NEWS STREAM

Corporate communication emails were not always viewed or acted upon 

by Waddell’s advisors, which is a challenge in the highly-regulated financial 

industry. Waddell wanted to ensure its advisors were finding content more 

quickly and in one common place instead of many.

To help combat platform concerns surrounding native SharePoint software, 

DEG implemented the proprietary Fuse Portal Solution that allowed a non-

technical team to post content to the new portal quickly, easily and in a format 

that was visually pleasing. It also allowed the team to target content based on 

user credentials and areas of specialization. This helped ensure the relevancy 

of content to each advisor audience.

“DEG did a good job of making SharePoint not seem like SharePoint, between 

the responsive design and the Message Center,” Brian Cody, Waddell’s 

Assistant Vice President of Interactive Media said. “The advisor portal DEG 

implemented is a huge leap forward from what we had.”  



QUICK STATS 
 (SINCE DEPLOYMENT)

900+   
Message Center messages,  
averaging one to two per business day

2,704  
Favorites saved

1,148  
Likes submitted on pages

Through the new Message Center feature, content was easily posted and 

targeted to users, personalizing the messages each could see. Additionally, 

advisors could further personalize their experience by interacting with the 

Message Center content, even marking it in a “My Saved Messages” tab. This 

user-driven customization on Waddell’s home page allows advisors to “save” 

information, which helps drive return visits and increased engagement and use 

of the portal. Personalization is also available through “Favorites,” which live in 

the same place on every page of the portal. Following the typical web reading 

“F-shape” pattern, the location placed the feature in the first place users’ eye 

would look.



Mega-Menu Best Practice

Following best practices, 
a mega-menu was 
implemented to reduce the 
number of clicks needed 
to find content. Diligence 
during the discovery 
process helped to create 
a strong, user-driven 
information architecture 
for Waddell’s new advisor 
portal, making it easier for 
its advisors to navigate and 
find the information they 
need.

This data led to 
implementing the mega-
menu from the top 
navigation menu on 
Waddell’s new portal that 
displayed the results driven 
by the card-sort research 
and also eliminated clicks.

Kevin Farrell, Managing Principal of the Leawood, Kansas, Waddell division of 

51 employees with 37 advisors, found the previous portal experiences to be a 

challenge for communicating effectively with his team.

“Other big-name firms, had one nice, neat place for its advisors to go to, one 

entry point,” Farrell said. “At Waddell before, that was not the case. We had to 

toggle back and forth between multiple sites with different navigation and not a 

clear purpose for either of the sites.”



QUICK STATS 
 (SINCE DEPLOYMENT)

9,361   
Pageviews per day

5,309   
Visits per day

999   
Users per day

The Message Center’s dynamic content is displayed in a consistent format so 

Waddell’s advisors can easily scan and digest the main points of the content. 

These interactive features contributed to Farrell’s “extremely positive 

experience with the portal.”

“[I] hate storing emails and documents on my hard drive, and I expect instant 

access to information like in the advisor portal,” Farrell said.

“NOW THE ADVISORS SEE THAT THIS IS FOR ME. 
THIS IS MY ONE SPOT VERSUS HUNTING AND 

PECKING AROUND THE VARIOUS SYSTEMS.” 
Brian Cody, Waddell’s Assistant Vice President of Interactive Media



User-driven customization 
features on Waddell’s 
advisor portal home 
page allow reps to “save” 
information the way they 
want right on the home 
page, driving return visits 
and creating the habit of 
visiting the advisor portal 
more often.

MOBILE-FRIENDLY, BRANDED MASTER PAGES

Designing a consistently themed, mobile-friendly site increased usability for 

advisors resulting in a 250% increase of mobile and tablet usage. To increase 

usage, an intuitive design built around the user’s needs was considered.

QUICK STATS 
 (SINCE DEPLOYMENT)

4,571    
Total mobile sessions 
October 2013

11,536    
Total mobile sessions
May 2015

252   
Percent increase



CONCLUSION

If information is the “lifeblood for all organizations” the way Forrester says it is, 

it needs to be treated as such. This is accomplished through proper planning 

and giving the necessary attention to the workers consuming and using the 

information across an enterprise.

Following DEG’s comprehensive Discovery Research of Waddell & Reed’s 

specific business needs, DEG developed a tailored digital workplace to 

combat the information overload its employees were experiencing. With a 

focus on proper management of the content and data, the solution helps to 

actively engage Waddell’s revenue-generating employees.

DEG was also able to consolidate what had been separate, disparate portals 

into a single solution, powered by DEG’s proprietary Fuse Portal Solution.  

The easy-to-use feature set and accessibility by non-technical employees 

allowed Waddell to more effectively communicate with its employees while 

also creating a stronger brand and culture for its advisors, in-office or remote.

Through the prominently placed Message Center on the portal home page, 

Waddell was able to streamline content delivery to its different customer-

facing advisor groups. The ability to deliver key company messages further 

enabled the advisors to perform their specific jobs and tasks more effectively. 

Best-practice optimizations led to a statistically significant increase in mobile 

usage and helped drive consistent return visits for Waddell.

Overall, the planned design and implementation of SharePoint, with features 

added in key areas of the portal, contributed to an improved view of the 

financial firm by both veteran and millennial advisors as well as contributed to 

creating a more engaged and informed workforce.



ABOUT DEG

DEG is a full-service digital agency purpose-built to meet clients in the 

moment with relevant and data-driven marketing, commerce, and collaboration 

solutions. As a nationally recognized agency partnering with sophisticated 

marketing tools, DEG has the expertise, talent, resources, and entrepreneurial 

spirit to empower your company to reach its full potential. One of the fastest 

growing companies in America, DEG can be found at www.degdigital.com and 

on Twitter @DEGdigital. 


