
WHO IS BIOGEN?

Biogen is one of the world’s leading 
biotechnology companies, with a focus 
on developing therapies for serious 
neurological, autoimmune and rare 
diseases. Since 1978, the company’s work 
in biologics and small-molecule drug 
discovery has led to the world’s most 
extensive portfolio of multiple sclerosis 
therapies and innovative new treatments 
for hemophilia patients.
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Biogen breathes new life into its 
employee portal with Community Cloud
As a leader in biotechnology, Biogen 
discovers, develops, manufactures, and 
commercializes innovative therapies for 
people living with serious neurological 
and autoimmune diseases. But on the 
employee side in early 2013, Biogen’s HR 
systems were mostly inefficient, stagnant, 
and complex. Biogen was looking for a new 
HR portal to allow employees to find HR 
information faster, empowering them to 
focus on changing patients’ lives.

“We had distinct needs in different countries 
and we were looking for a flexible platform 
that could change and grow along with  
the company. We needed a system that 
was state of the art, and that gave us 
the ability to scale and make changes as 
needed”, said Adriana Bokel Herde, Vice 
President of People Services. That’s when 
Biogen turned to Community Cloud to 
launch a fully integrated and customized 
HR portal to centralize all of the company’s 
employee resources.

The overarching goal of the Biogen 
community was to save employees time  
by minimizing the number of clicks required 
for an employee to find what he or she 
needed.  For Jimmy Zhang, People

Services Lead at Biogen, the process 
towards that streamlined experience  
began with smart search functionality. 

“We wanted to eliminate unnecessary  
clicks, so we drastically enhanced the 
search capabilities”, Jimmy said.

Now, employees can get to relevant 
information faster using the robust, 
predictive content delivery strategy. As 
an employee types their query into 
the intranet search, a drop-down list 
automatically refreshes with knowledge 
articles highlighting the most relevant 
answers to their search. Each knowledge 
article contains a sidebar with links to 
frequently asked questions related to the 
article’s topic to connect employees with 
information faster. 

These links can expand in the same window 
without loading another page, putting 
additional information right at employees’ 
fingertips. The sidebar also contains a 
prominent button above the Q&A links 
to give employees easy access to related 
actions. For example, a knowledge article 
on Biogen’s employee award program 
includes a button to nominate fellow 
employees for the award.

All of these integrated features serve 
to introduce maximum efficiency for 
employees looking for HR-specific 
information. “We want employees to  
spend less time searching for information. 
Instead, we actually want to help 
employees save time.

Now, people spend about 2.5 minutes  
on average in the portal. The average 
number of clicks is down to 2.1 before 
exiting the portal, and that’s exactly 
what we’re looking for”, said Jimmy. The 
efficiency improvement is huge when 
compared to the 15 minutes employees 
spent on average getting their questions 
answered before Biogen launched  
Community Cloud.

“In addition to building smart search 
in the backend, we also have location 
search and profile- and permission-based 
results. We can really narrow the results 
employees see based on role and location 
so they can get to the answers they need 
immediately”, said Jimmy. This further 
customizes the experience by displaying 
results  and options specific to each 
employee’s particular work area or people 
management responsibilities. Biogen also 
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CHALLENGE

Old employee intranet  
was inefficient, stagnant,  
and complicated.

Biogen needed a flexible 
system to grow along with  
the company and adapt to suit 
varied needs across  
global community.

SOLUTION

Community Cloud centralizes 
all HR resources in one easy-to-
use platform.

Robust, predictive search 
function helps employees get 
answers and take action faster.

Smart links direct employees to 
external resources from within 
the centralized platform.

RESULTS

Reduced average number 
of clicks within portal to 2.1, 
exactly as desired.

Refocused staff effort to support 
Biogen’s business instead of 
solving HR issues. 

SALESFORCE CUSTOMER SUCCESS STORY: BIOGEN

Increased  
portal efficiency  

to 

2.1 
clicks

Decreased admin  
work by 

25%

utilizes this specificity to serve up banners 
that streamline access to everything from 
timely regional paperwork to employee 
reminders about deadlines or events in a 
particular Biogen office.

The Top Services feature works to 
integrate the external services that 
Biogen employees might need, like 
time tracking, financial reporting, and 
more. “The community is a one stop 
shop for information. It is the one place 
that will link employees to the proper 
transaction center for the services they 
need, which sometimes means redirecting 
them to external applications”, Jimmy 
said. The Biogen employee community 
also seamlessly integrates frequently 
used applications like Workday all in one 

place, so that both internal and external 
resources are immediately available on the 
homepage: “improving the user experience 
for employees and managers, which is our 
main focus,” said Adriana.

Biogen has seen the effectiveness of 
helping employees find information faster 
since launching the employee community. 

“70% of total usage is attributed to the 
portal, because people find the services 
they need and exit immediately”, said 
Jimmy. Additionally, that streamlined 
employee experience has freed up huge 
amounts of HR time. “With the newfound 
time, HR is much closer to the business 
than before. We are also able to offer 
more services to the HR community since 
the processes are more efficient and 

employees and managers are empowered 
to perform tasks themselves,” said Adriana.

Community Cloud was the key to creating a 
one-stop shop for all Biogen employees’ HR 
needs. Within four weeks of launching the 
portal, 7,000 of Biogen’s 8,000 employees 
were already active users. “Salesforce and 
Community Cloud are key to supporting 
the critical HR need to be more transparent 
and consistent with information, and to 
provide one single point of contact so 
people can find reliable information quickly,” 
said Adriana. “Salesforce really helped us 
strive in our business, while allowing us 
to be creative enough to get exactly what 
we needed. I’ve used a lot of different 
systems in the past, and I can tell you that 
Community Cloud is the most dynamic 
and most flexible,” said Jimmy.

 “Salesforce and Community 
Cloud are key to supporting 
the critical HR need to 
be more transparent and 
consistent with information, 
and to provide one point of 
contact so people can find 
reliable information quickly.”

Adriana Bokel Herde, Vice President of People Services


