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ABSTRACT 

The paper’s purpose is to analyze the effects of technological and organizational features on intranet and portal usage. 
Technological features comprise common intranet functions such as collaboration, search engine, personalization, workflow 
and content management. Intranet organizational features were associated with intranet support team’s profile, existence of 
specific budget for the intranet project and relationship with users. The research model was based on TAM, TTF and on 
several checklists from intranet literature. A survey was conducted with intranet managers from 98 Brazilian and 70 
Portuguese organizations. Factor analysis revealed intranet integration features as a separate construct from technological 
features. The results showed that many analyzed intranets were at the basic stages. There was evidence that intranet 
integration and organizational features had more impact on intranet quality and usage than technological features.
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INTRODUCTION

Intranet is an appropriate tool to systematize explicit knowledge that is dispersed through departments. Intranets are 
organizational assets, and an important part of the structural dimension of the intellectual capital, as described by Stewart 
(1998). Nevertheless, the efficient usage of intranets is closely related to a wider comprehension of the contribution of 
information management to organizational performance. Intranets should be understood as a part of organizational context 
and its usefulness is influenced by culture, values and principles concerning strategic information management. Culture and 
user behaviors are the key drivers and inhibitors of internal sharing, and organizations should develop ways of stimulating 
people to use and contribute to information systems (Detlor, 2004). This explains why, despite the wide and varied set of 
features made possible by intranets, they have been used in most organizations primarily for basic information access, that is, 
the retrieval of corporate documents (Choo, Detlor and Turnbull, 2000). 

In an attempt to consolidate various departmental intranets, organizations are constructing corporate intranets or portals 
(Choo et al., 2000). A great contribution of portals is to integrate heterogeneous information sources, presenting a standard 
interface to users. According to the authors, a portal’s primary function is to provide a transparent gateway of information 
already available elsewhere, not act as a separate source of information itself. 

The paper’s purpose is to analyze the effects of technological and organizational features on intranet and portal usage. Using 
factor analysis, the technological features construct was split in two: intranet integration features and technological features. 
This paper is organized as follows. First, a short literature review about intranets and portals is presented. The following 
section discusses how the TAM - Technology Acceptance Model (Davis, 1989) and the TTF - Task Technology Fit (Goodhue 
and Thompson, 1995) were adapted to intranet’s context. Next, the research model is detailed. The data analysis section 
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describes the exploratory research where the model was empirically tested in 168 organizations. The last section discusses the 
limitations of this research and how the survey results can be interpreted.

INTRANETS, ENTERPRISE INFORMATION PORTALS (EIP) AND KNOWLEDGE PORTALS

According to Benett (1997), the ‘intranet’ concept started to be used around 1995 to refer to the internal usage of Internet 
technologies for corporate communication. Clearly, the advent of intranets was made possible by development of Web-based 
technologies. Internet and intranet basically use the same technologies, but their main differences are related to ownership 
and access (Marcus and Watters, 2002). Despite the technological similarities, intranet and Internet are distinct informational 
spaces due to their specific objectives, users and design styles (Nielsen, 2000).

The boundaries between intranet and portal definitions are not rigid. We may regard the portal as an ongoing project, 
allowing organizations to expand the capabilities and features delivered trough the intranet. Portals are evolving into more 
complex and interactive gateways, as they integrate in a single solution many information systems. They are becoming single 
points of entry through which users and communities can perform their business tasks, and also evolving into virtual places 
where people can get in touch with other people who share common interests. Due to this evolution from intranets towards 
portals, many organizations are using them as the major technological infrastructure of their KM (Knowledge Management) 
initiatives. 

The lists of portal features suggested by Delphi Group (2000), Terra and Gordon (2002), Firestone (2003) and Hazra (2002) 
were consolidated and used to inspire variables of the intranet technological feature construct. 

INFORMATION SYSTEMS ACCEPTANCE 

Perceiving intranets and portals as specific types of information system is a way of exploiting previous studies related to user 
behavior, technology acceptance and its organizational impact. One of the most referenced models of Information System 
(IS) adoption is the TTF (Task Technology Fit) model (Goodhue and Thompson, 1995). The model analyzes the linkage 
between IS usage and individual performance. According to TTF, a technology has a positive impact on individual 
performance when it is used and has a good fit with the tasks it supports. 

The TAM (Technology Acceptance Model) was developed to explain and predict computer usage behavior (Davis, 1989). 
TAM has received substantial theoretical and empirical support from hundreds of studies, becoming a generally accepted 
cognitive model for predicting user IT acceptance (Detlor, 2004). TAM has two variables which influence attitudes and use: 
perceived usefulness and perceived ease of use. 

A combination of TTF and TAM into one extended model has proven to be superior to either the TAM or the TTF model 
alone (Dishaw and Strong, 1999). Therefore, the intranet quality construct presented in this paper will use concepts from both 
models, adapting them to the intranet’s context. For various reasons, the following TTF factors have not been taken into 
account for the development of the quality construct: TTF3, TTF6, TTF7, and TTF8. Authorization (TTF3) is not a critical 
issue for intranets, which are virtual environments that are usually accessible to all the users within the organization.  
Production timeliness (TTF6) and relationship with users (TTF8) were removed as they were beyond the scope of this 
research because intranet managers would be involved. Finally, reliability (TTF7) was eliminated from the quality construct 
due to the high predictability of intranet environment. As the number of users is known by the organization, it is easy to scale 
the system to support it in a reliable manner. 

On the other hand, the factors TTF1, TTF2, TTF4, and TTF5 were incorporated into the quality construct. The quality 
dimensions comprised by TTF1 (accuracy, novelty, level of detail) are fundamental because information retrieval is the most 
basic motivation for intranet existence. Analogously, locatability (TTF2) is also critical, because it will be worthless to have 
high quality information, if the user is not able to find or understand its meaning. Compatibility (TTF4) was retained because 
one of the greatest portal’s challenges is to integrate heterogeneous IS. Ease of use (TTF5) was chosen for being not only a 
TTF factor, but also a TAM concept. 

RESEARCH METHODOLOGY

The research model (Figure 1) explores the relationships between the existence of intranet technological, organizational and 
integration features, intranet quality and intranet usage.   
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Figure 1. Hypothetical Research Model

The research model has five constructs: intranet technological features, intranet integration features, intranet organizational 
features, intranet quality and intranet usage. The research model’s variables were translated into a Web-based questionnaire 
using Likert-type scales (0-10) with the extremes “totally disagree” and “totally agree”. The expression intranet was used in 
the questionnaires instead of portal in order to not confuse those respondents whose intranets were at the basic stages. The 
quality construct was based on TAM and TTF models, and its variables are in Table 1.

Variable Inspiration Question (Statement as it appeared in the questionnaire)

(q1)Quality of 
information

TTF1 The intranet maintains accurate and up-to-date information at an appropriate 
level of detail sufficient for users to carry out their tasks. 

(q2)Locatability TTF2 It is easy to determine what information is available on the intranet and locate it.

(q3)Meaning of 
information

TTF2 The exact meaning of information available on the intranet is either obvious, or 
easy to find out.

(q4)Compatibility TTF4 The intranet supports comparison and consolidation of information from 
different sources, without generating unexpected or difficult inconsistencies.

(q5)Productivity 
increase

TAM The intranet enables users to accomplish tasks more quickly, increasing their 
productivity. 

(q6)Job facilitator TAM The intranet makes it easier for users do their jobs. 

(q7)Job quality gain TAM The intranet enables users to improve the quality of their work. 

(q8)Usefulness TAM Overall, users find the intranet useful in their jobs. 

(q9)Ease of training TAM Users quickly learn how to operate the intranet to perform their tasks.

(q10)Ease of use TAM; TTF5 Overall, users find the intranet easy to use. 

Table 1. Intranet quality construct

The usage construct was conceived to evaluate how frequently users access intranet features. The questions allowed 
respondents to answer “not available” if the feature was not present on the intranet. This procedure was used to distinguish 
between absence of features and very low usage of existing features. The 11-point Likert-type scale was presented with the 
extremes “(0)–very rare usage (once a month or less)” and “(10)–very frequent usage (more than 5 hours per day)” in order to 

H4

H2

Technological Features Integration Features Organizational Features

Intranet Quality 

Intranet Usage

H1 H3
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guide respondents. Additionally, the middle of the scale (value 5) had a label “between ½ and 1 hour per day”. In the first 
version of the research model, technological features and integration features were one construct with 20 variables. However, 
after initial data analysis of questionnaires, factor analysis unveiled two factors, and one of them had its set of variables 
closely related to integration features. Tables 2, 3 and 4 presents the variables related to the intranet technological, integration 
and organizational constructs.  

Variable Question
(t1)Categorization Intranet’s content is indexed according to a classification schema.  
(t2)User indexing Intranet allows the user to index the documents he/she wants to publish.
(t3)Search Intranet has an integrated search engine. 
(t4)CMS Intranet allows the control of the document lifecycle just like a CMS (Content Management System). 
(t5)Workflow Intranet offers workflow resources. 
(t6)Communities Intranet supports the creation of discussion lists and/or communities of practice. 
(t7)Customization Intranet has areas where the content is customizable according to user’s preferences.

(t8)Notification
Intranet alerts users about special situations, notifying them of process flows and publication of new 
content. 

(t9)Single sign-on Intranet provides single sign-on function to all information systems. 
(t10)Security Intranet allows users to specify the access level to any information. 
(t11)E-learning Intranet offers e-learning resources. 
(t12)K-map Intranet provides access to a knowledge map. 
(t13)Administration Intranet provides an environment that helps its management.
(t14)Dev. Tools Intranet provides development tools to deploy intranet applications. 

Table 2. Technological features construct

Variable Question
(i1)ERP-legacy Intranet provides access to business systems such as ERP, CRM and legacy systems. 
(i2)BI Intranet provides access to BI (Business Intelligence) tools.  

(i3)Documents
Intranet provides access to corporate documents such as manuals, product information and project 
reports.

(i4)External sources Intranet provides access to external sources of information such as news feeds. 
(i5)Groupware Intranet provides access to groupware features.  
(i6)SPOA Intranet is the unified entry point for all information systems (Single Point of Access-SPOA)

Table 3. Integration features construct

Variable Inspiration Question
(o1)Support team Guruge (2003) Intranet is supported by a multidisciplinary team.  

(o2)Project Info-Tech (2003)
Intranet development is guided by a project plan that provides a landscape 
for future deployments. 

(o3)Budget Info-Tech (2003)
Intranet development costs must obey a specific budget which is sufficient 
to assure sustainable evolution of the intranet.

(o4)Server log Hazra (2002), Marcus 
and Watters (2002), 

Guruge (2003)

The organization analyzes Web server log to evaluate intranet usage. 

(o5)User meetings Info-Tech (2003), 
Terra et al. (2002)

The organization conducts surveys and/or user meetings (focus group) in 
order to evaluate the intranet.

(o6)User suggestions Info-Tech (2003) Intranet has a section where users regularly post their suggestions.

Table 4. Organizational features construct
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From September to November-2006, the questionnaire was applied in four Brazilian and Portuguese discussion lists: 
competitive-knowledge, intranet-portal, the list of the Brazilian KM Society (SBGC) and the list of the Portuguese KM 
Society.  Survey invitations were sent by e-mail in the discussion lists. The four lists had together at the time approximately 
1,500 members, but it is hard to predict the response rate as a person could be member of more than one list. Only one 
answer per organization was allowed. The survey invitations were targeted to the intranet manager. When this function did 
not exist in the organization, the invitation suggested forwarding to the KM leader, to the CIO (Chief Information Officer) or 
to the HR (Human Resource) manager, in this order.

DATA ANALYSIS 

Descriptive Statistics 

Ninety eight Brazilian organizations and seventy Portuguese organizations took part in the survey. Among the organizations, 
17% were related to government, 14% to the information technology sector, 11% to the banking industry, 8% to chemical 
and petroleum industry, 6% to the utilities sector, and the rest is distributed across 15 industries. Among the respondents, 
42% were from the IT department (webmasters, intranet leaders, CIOs), 18% were from the HR (Human Resource) 
department, 11% were KM project leaders, and the rest was from other departments (communications, research and 
development). All intranets had more than 2 years of deployment, 85% of organizations had more than 100 employees, and 
59% of the organizations had more than 500 employees. The following table shows the average of the variables related to 
technological features. 

Variable Average
(t1)Categorization 4.9
(t2)User indexing 4.5
(t3)Search 4.9
(t4)CMS 4.5
(t5)Workflow 4.5
(t6)Communities 5.1
(t7)Customization 5.2
(t8)Notification 4.3
(t9)Single sign-on 5.3
(t10)Security 5.8
(t11)E-learning 4.9
(t12)K-map 4.3
(t13)Administration 6.0
(t14)Dev. Tools 5.3

Table 5. Average of technological variables

The technological means indicate that, for the organizations that participated in this survey, there was still a considerable road 
ahead to be covered in the evolution from intranet to knowledge portal. Some features usually required in portals obtained a 
weak response, as seen in workflow (t5), knowledge map (t12), notification (t8) and e-learning (t11). The surprise was the 
lower than expected response of the categorization (t1, t2), search engine (t3) and content management (t4) features. This was 
a critical revelation because it implied that the participants were not giving appropriate attention to issues related to non-
structured information management. 

Variable Average
(i1)ERP-legacy 6.3
(i2)BI 5.7
(i3)Documents 7.8
(i4)External sources 6.7
(i5)Groupware 5.9
(i6)SPOA 5.1

Table 6. Average of integration variables



                                                                                       Effects of Technological and Organizational Features on Intranet and Portal Usage

Proceedings of the Fourteenth Americas Conference on Information Systems, Toronto, ON, Canada August 14th-17th 2008 6

The means of integration construct (Table 6) were better than technological ones. Integration variables are related to features 
that are usually required in basic intranets, according the classification schemas proposed by Terra and Gordon (2002), 
Chadran (2003), Marcus and Watters (2002). Table 7 shows the results of the organizational feature construct.

Variable Average
(o1)Support team 4.9
(o2)Project 5.1
(o3)Budget 5.5
(o4)Server log 5.2
(o5)User meetings 3.9
(o6)User suggestions 5.4

Table 7. Average of organizational variables

Table 7 shows that there is little organizational support to the maintenance and development of intranets. The intranet team 
does not have the ideal multidisciplinary profile (o1), sufficient budget (o3) and formal planning (o2). Moreover, the results 
suggest low interaction between intranet team and users (o5 and o6). As the number of persons in the intranet team is usually 
less than necessary, it is natural to suppose that there is not enough time or availability to listen to the users. If we consider 
that human and financial resources are indicators of the importance of an area or a project within the organization, we may 
conclude that the intranet team lacks strategic visibility. This conclusion is similar to the one obtained by Breu, Ward and 
Murray (2000) in two detailed case studies in British organizations. The authors pointed out that the absence of clear 
responsibility for the intranet is one of the main reasons of intranet’s stagnancy as an ordinary support system that does not 
bring any strategic impact to business. 

Variable Average

(q1)Quality of information 6.0
(q2)Locatability 5.9
(q3)Meaning of information 5.9
(q4)Compatibility 4.7
(q5)Productivity increase 6.6
(q6)Job facilitator 7.0
(q7)Job quality gain 6.8
(q8)Usefulness 6.9
(q9)Ease of training 6.7
(q10)Ease of use 6.9

Table 8. Average of intranet quality variables

Intranet quality attributes (Table 8) showed relatively better results than technological, integration and organizational 
features. This result implies that, in spite of its technological and organizational limitations, intranets are still perceived by its 
users as useful and easy to use. It is relevant to emphasize that the variables related to perceived usefulness (q5, q6, q7 and 
q8) and to perceived ease of use (q9 and q10), inspired by the TAM model (Davis, 1989), obtained better averages than the 
quality attributes inspired by the TTF model (Goodhue and Thompson, 1995). This suggests that intranets need a better fit to 
organizational processes. 

The low response of the attribute “consistent consolidation of different information sources” (q4) indicates that the 
integration between intranet and corporate systems (technological variables i1, i2, i3 and i4) is superficial and frequently 
occurs only at the access level, generating conceptual divergences among systems. 
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Variable Average N.A.

(u0)General usage 5.7 0%
(u1)Structured information sources 5.6 23%
(u2)Non-structured information 
sources 6.3 3%
(u3)Collaboration 6.4 20%
(u4)e-learning 4.5 33%
(u5)Knowledge map 4.1 40%
(u6)Search tools 5.6 20%
(u7)Workflow 4.9 31%

Table 9. Average of intranet usage variables

The intranet usage construct (Table 9) includes the “N/A column” (not available), in order not to confound the low usage of 
an existing feature with the non-availability of that feature. There was a concentration of answers in the middle of the scale, 
indicating a daily usage of the intranet from ½ to 1 hour. This level of usage reinforces the perception of portal not as a 
critical and essential system, but as a support system confirming previous studies of Breu et al. (2000).  In some features, 
such as e-learning (u4), knowledge maps (u5) and workflow (u7), the high proportion of missing values led to the exclusion 
of these variables in subsequent analysis. On the other hand, access to non-structured information sources (u2) and 
collaboration (u3) appeared as the most popular features of portals. As identified by the literature review and by this survey, 
access to non-structured sources is one of the most basic and common features of intranets, as shown by the very low 
percentage (3%) of non-availability. A surprise was the lower than expected value of non-availability of search tools.     

The final part of the questionnaire asked which department(s) were responsible for the KM initiative. This question allowed 
multiple responses, as more than one department can take charge of KM; therefore, the sum of percentages is over 100%. 
Only the option “no department is responsible for knowledge management” did not allow multiple answers. As shown by 
Figure 2, the Information Technology (IT) and Human Resource (HR) departments appeared as the main leaders of KM 
initiatives. 
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It is interesting to report that few organizations (12%) have created a specific department for KM. This option may be 
partially explained by organizational pragmatism and the need of reducing costs.  Indeed, the creation of a specific KM area 
does not appear as a trend in this survey.  This result has implications for the intranet team, since the absence of a CKO 
(Chief Knowledge Officer) may limit the capacity of obtaining top management support for intranets.

Reliability and Validity Tests 

It was necessary to perform reliability and validity tests because the exploratory research model was designed by adapting 
previous validated models, such as TAM and TTF, into portal’s context.  In order to specify a model that represents the 
Brazilian and Portuguese realities, it was necessary to verify if the relationships among variables are equal in both groups. 
Therefore, a Levene’s test (equality of variances) was performed (Hair, Tathan, Anderson and Black, 1998). In spite of tiny 
differences in some variables, the tests concluded that using a single model to understand the Brazilian and Portuguese 
realities would be possible.

In this research, factor analysis with varimax rotation was used to validate a scale by demonstrating that its variables load on 
the same factor, and to drop proposed scale items which cross-load on more than one factor. Factor analysis was applied,
resulting in only one factor for each construct. Reliability analysis (Tables 10 to 14) also revealed adequate index for all of 
the constructs and none of the variables were deleted. Previously from reliability analysis, the items e-learning (u4), 
knowledge maps (u5) and workflow (u7) were dropped from the intranet usage construct due to a high level of missing 
values.

Construct Variable Factor 
Loading

Inter-item 
correlation

Alpha if item 
deleted

(t1)Categorization 0.594 0.6898 0.9391
(t2)User indexing 0.800 0.7886 0.9363
(t3)Search 0.780 0.7996 0.9361
(t4)CMS 0.733 0.7104 0.9385
(t5)Workflow 0.736 0.7846 0.9364
(t6)Communities 0.553 0.6467 0.9404
(t7)Customization 0.796 0.7860 0.9364
(t8)Notification 0.768 0.7764 0.9367
(t9)Single sign-on 0.600 0.5868 0.9420
(t10)Security 0.707 0.6813 0.9393
(t11)E-learning 0.567 0.6549 0.9402
(t12)K-map 0.666 0.7389 0.9377
(t13)Administration 0.592 0.6570 0.9399

Intranet technological 
features

Cronbach’s Alpha = 
0.9426

(t14)Dev. Tools 0.677 0.6864 0.9391

Table 10. Reliability analysis for the technological construct

Construct Variable Factor 
Loading

Inter-item 
correlation

Alpha if item 
deleted

(i1)ERP-legacy 0.864 0.7382 0.8167
(i2)BI 0.781 0.7394 0.8159
(i3)Documents 0.628 0.6232 0.8406
(i4)External sources 0.646 0.5254 0.8560
(i5)Groupware 0.641 0.6732 0.8288

Intranet integration 

Cronbach’s Alpha = 
0.8576

(i6)SPOA 0.591 0.6100 0.8415

Table 11. Reliability analysis for the integration construct
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Construct Variable Factor 
Loading

Inter-item 
correlation

Alpha if item
deleted

(o1)Support team 0.806 0.6999 0.8599
(o2)Project 0.860 0.7782 0.8463
(o3)Budget 0.756 0.6472 0.8685
(o4)Server log 0.771 0.6632 0.8659
(o5)User meetings 0.843 0.7568 0.8517

Intranet
organizational 
features 

Cronbach’s Alpha = 
0.8818 (o6)User suggestions 0.730 0.6155 0.8749

Table 12. Reliability analysis for the intranet organizational construct

Construct Variable Factor 
Loading

Inter-item 
correlation

Alpha if item 
deleted

(q1)Quality of information 0.825 0.7795 0.9437
(q2)Locatability 0.805 0.7579 0.9447
(q3)Meaning of information 0.818 0.7738 0.9441
(q4)Compatibility 0.731 0.6724 0.9488
(q5)Productivity increase 0.870 0.8335 0.9413
(q6)Job facilitator 0.889 0.8579 0.9402
(q7)Job quality gain 0.885 0.8530 0.9404
(q8)Usefulness 0.882 0.8474 0.9407
(q9)Ease of training 0.844 0.8006 0.9428

Intranet quality 

Cronbach’s Alpha = 
0.9489

(q10)Ease of use 0.731 0.6694 0.9483

Table 13. Reliability analysis for the intranet quality construct

Construct Variable Factor 
Loading

Inter-item 
correlation

Alpha if item 
deleted

(u0)General usage 0.674 0.4580 0.6545
(u1)Structured information 
sources 0.659 0.4361 0.6618
(u2)Non-structured 
information sources 0.679 0.4644 0.6495
(u3)Collaboration 0.675 0.4536 0.6539

Intranet usage

(Cronbach’s Alpha = 
0.7013

(u6)Search tools 0.696 0.4810 0.6424

Table 14. Reliability analysis for the intranet usage construct

Convergent and discriminant validities were also analyzed, but for reasons of space, are not presented in this paper. All 
constructs obtained sufficient scores in convergent and discriminant validities. 

Path Analysis

Nomological validity assesses the relationships among theoretical constructs, confirming significant correlations. According 
to Babbie (1999), path analysis, also called trajectory analysis, is a technique to understand the relationships among variables 
and it is based on regression analysis, showing through path coefficients how intense the relationships are. The regression 
coefficient is the linear correlation between the observed and model-predicted values of the dependent variable, and a large 
value indicates a strong relationship. 

Those constructs marked with ** indicate that the relationship is significant at the level of 1%, and those marked with *** are 
at the level of 0.1%. The bigger the regression value, the greater is the influence of the independent variable on the dependent 
variable, as shown in Table 15. Amos 4.0 was used to perform the path analysis. Once the t-value is computed, the software 
uses a table of significance to test whether the ratio is large enough to be significant
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Constructs

Independent Dependent Regression
Std. 

Error t-Value Sig.

Organizational features*** (H3) 0.45 0.07 6.11 0.45

Integration features*** (H2) 0.33 0.07 4.54 0.33

Technological features (H1)

Intranet quality

0.08 0.09 0.98 0.08

Intranet quality*** (H4) Intranet usage 0.63 0.06 10.58 0.63

Table 15. Path coefficients of the research model

The model analysis revealed that integration and organizational features had a greater impact on the perception of quality 
than technological features did. From the research model (Figure 1), only Hypothesis 1 (H1) was not confirmed by path 
analysis. This is an interesting conclusion, because it suggests that the respondents perceive intranet quality as a concept, not 
only restricted to the information system itself, but also related to the organizational context that makes it work. 

Additionally, the “intranet integration features” construct had a more significant impact on quality than technological 
features. This conclusion reinforces the hypothesis that the evolution from intranets to knowledge portals is actually a step 
towards the integration of corporate information systems. A recommendation to intranet managers is to give priority to 
investments on making more systems accessible through the intranet, instead of deploying more advanced features. The 
model analysis also confirmed that intranet quality had a positive impact on intranet usage, indicating that investment on 
quality would probably result in a more intensive usage.

CONCLUSION

This survey aimed to reach a wide number of organizations, producing a broad view of intranet quality and usage. Users were 
not directly involved in this survey as the target population was intranet managers and KM leaders. The questionnaire 
instructions recommended that the respondents should have their users in mind while answering. Although the respondents 
were not totally impartial, as they were involved in the subject of the evaluation, they were very skeptical, as indicated by the 
low means obtained in many variables. It is important to report that many of the respondents have found the model quite 
useful as a diagnosis mechanism for their portals. Some respondents have commented that the questionnaire has helped them 
in identifying strengths and weakness of their portals initiatives, increasing the benefits of using intranets to support KM 
practices.

The knowledge portal is a goal to be pursued, but is still far from being fully achieved by the studied organizations, because 
the KM features are deployed in a limited manner and scale. Despite the existence of collaboration features, the intranets 
analyzed in this survey are more adequate to support information management than KM. Basic features like collaboration, 
security, infrastructure management and integration to information systems were available in a large number of organizations 
and were deployed in an advanced stage. On the other hand, advanced features, such as workflow, knowledge maps, 
notification and e-learning, were missing. 

Furthermore, the lack of human and financial resources delays the evolution from intranets to enterprise portal. If the existing 
organizational conditions do not change, organizations may not experience a sudden improvement of technological features
because the intranet team will not have the necessary resources to deploy new features. 

Another conclusion that sounds like a warning to organizations is that intranet support teams have less human and financial 
resources than recommended. As the existence of a KM department is not a reality for 88% of the respondents, it is 
reasonable to wonder how intranet’s budget decisions compete with other IT and HR projects. In most of the analyzed 
organizations, intranet management is near to amateurism and the daily usage of intranet is between half-hour and one hour, 
emphasizing intranets as support systems. 

A critical issue identified by this research was the low level of interaction between intranet teams and users. The results 
demonstrated that users have few formal mechanisms to express their opinions, and most of the organizations prefer to 
understand users through the analysis of web logs, not through meetings and evaluation surveys. This aspect of intranet’s 
organizational features deserves attention, since “organizational features” have a strong impact on “intranet quality”, 
according to the path analysis. In summary, the advice to intranet managers is the following: before looking for technological 
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problems in the intranet, identify deficiencies in the intranet team (number of persons, their skills, financial support). This 
analysis will probably result in the identification of the needs of structuring a long-term plan for the intranet, finding ways to
involve users and developing the skills of the intranet team.  

These conclusions are similar to those obtained by the Australian researchers Barker and Robertson (2005) in a survey that 
involved 284 organizations. The authors concluded that intranet teams usually do not have the necessary skills to produce a 
good intranet. The Australian research revealed that only 31% of the teams have someone with Library Science background, 
and 52% of the team members have background on information architecture and usability, which are considered fundamental 
aspects to assure a good intranet. According to Barker and Robertson (2005), only half of the studied organizations had a 
content management system and 42% of the participants have considered that the human and financial resources dedicated to 
intranets are poor or very poor.

Factor analysis emphasized the importance of the integration factor in the set of intranet’s technological features. Perhaps 
intranets and portals are the front-end and the most visible part of an information systems integration movement that will 
certainly require a long-term organizational effort. These assumptions need to be analyzed in the future, since the 
technological evolution may allow the deployment of advanced features on a larger scale, altering significantly the 
relationships between technological features and the user’s perception of quality. 

At least, the positive perceptions of intranet quality attributes provide some hope. In general, intranets were considered useful 
and easy to use by the users. The model analysis revealed that intranet quality has a very intense influence on usage, 
reinforcing the importance of monitoring quality factors, such as information accuracy, perceived usefulness and ease of use. 

The technological potential of intranets and portals is certainly very promising. However, it is hard to convert the promise 
into reality, since information system success requires the combination of technological and organizational variables, and the 
intranet team does not always have top management support or background to deal with these multiple dimensions. 
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