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You Need A Franchise Intranet
How A Franchise Intranet Enables
Business Growth
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So you want to grow 
your business?

Are you contemplating on expanding your 
business to other locations? As any business 
leader will tell you, expansion comes with 
increased pressure on good management 
skills and control.

Growing will challenge you to be 
a more organized leader

The franchise market is growing in every 
geography. In the UK alone, the franchise 
industry grew faster than the overall economy 
(10% since 2013).

But it doesn’t mean everyone is winning. 
44%  of franchised businesses say they are 
only marginally profitable. 

The important question is; How do you go 
from marginally profitable to very profitable? 

Disciplined processes, tools and methodology 
will help you go a long way in becoming more 
efficient and servicing customers better. This 
will show directly on the bottom line.

Franchise networks that are not properly 
tooled-up and lacking process discipline will 
struggle to expand and grow in line with 
market speed. 

Your franchise workforce is your most 
important knowledge asset

As you grow, no employee in your network 
should be left behind. Keeping your workforce 
trained should be your number one priority.

But let’s not forget how unique the franchise 
workforce is; more than half the workforce 
are temporary hires, and statistically, people 
don’t stay for long. The franchise sector has 
the highest attrition of any industry.

So how do you successfully train the workforce 
to maintain the knowledge built up over time, 
and ensure that know-how is not lost when an 
employee leaves?

To ensure this highly mobile workforce is 
trained to start servicing customers, requires 
a user friendly Franchise Intranet and 
knowledge available in the cloud.

The franchise business is growing.
Source: NatWest bfa Franchise Survey, 2015

The demand for franchise 
know-how has never been greater

46%

611K

#1

Growth of UK 
franchise sector 
in 10 years

People employed 
in franchise 
sector in the UK

Priority for 
franchise owners 
is operations, 
management 
& training
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Using technology to 
drive franchise knowledge 
and work flows

According to the IFA, increased use of 
technology is helping franchise owners 
improve bottom line and build better brand 
equity.

It seems obvious for any franchise business 
to use the Internet to connect with customers 
through digital marketing and increasing store 
footfall. 

What is less common, is using a Franchise 
Intranet as a way of connecting with franchise 
owners and suppliers – and to share critical 
information and expertise with staff. 

About 15 years ago, those who are today’s 
franchise leaders began leveraging the full 
potential of implementing an integrated 
franchise intranet to share knowledge and 
content.

Today those franchise leaders are high 
performers with established brands and well-
functioning organizations. You could be, too.

The O’Learys 
Story

A Franchisee Won’t Know, 
What It Can’t Find.

Anders Hall,
Co-Founder and Sales Manager
Chainformation

O’Learys is Sweden’s most expansive 
restaurant chain, with over 120 
locations around the world.

O’Learys is growing fast, opening 
new restaurants and maintaining a 
20-25% growth rate per annum.

Chainformation has supported 
O’Learys with a Franchise intranet for 
over 10 years. 

With its franchise intranet, O’Learys  
gathers all communications, 
operations and procedures under 
one roof, including;

   Faster, role-based 
communication 

   Digital franchise manuals

   Access to Marketing Design 
Templates and collateral

   Brand and Identity Guidelines 

   Integration with external recipe 
management tools

   Customer Loyalty Program 
Management and Mailing Features

   Access to preferred vendors, 
central discounts and procurement 
processes

   Single sign on  functionality for 
other web partners such as Mystery 
Shopping initiatives, e-Learning, 
online print shop and more

“
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1 Know-how drives 
 performance

A well trained workforce with access to know-
how in the digital space will work smarter, 
more efficiently, and at greater speed.

Everything starts with the franchise manual. If 
it’s mismanaged, you’re putting your business 
at immediate risk. Done right, it will allow you 
to own and copyright your concept, know-how 
and trade secrets. If furthermore cements 
the contractual obligations you task each 
franchisee to uphold. 

The manual not only reinforces the terms of 
the franchise agreement – it also enables you 
to secure quality standards, enforce what’s 
mandatory and drive consistency across your 
network.  It also provides you with a tool for 
upcoming audits, continuous monitoring and 
control.

Having a franchise manual is one thing. But 
your franchise manual is only as good as 
the way you communicate it. A successful 
franchise can only deliver a fully consistent 
experience to its customers, if there are clear 
guidelines, processes and job instructions to 
follow. 

Franchise employment is increasing but many work 
part time. Ensuring employees have access to know-
how is key to quality. 

Source: NatWest bfa Franchise Survey, 2015

CONCLUSION 

#1

As the franchise owner, always 
remember the importance of 
equipping your people with the 
right knowledge, at the right time. 
Multi-unit franchise networks can 
only perform consistently and in line 
with expectations, if the know-how 
is shared top-down and across. Your 
franchise manual should sit on a 
franchise intranet, available for all, 
across devices – not in a book shelf 
in the back office or lost on a server.

Fact is, that 9 out of 10 franchises that fail, do 
so because of a lack of access to knowledge 
about job procedures and mandatory 
business practices. 

Many of the leading franchise businesses have 
abandoned the traditional franchise manual 
and moved all know-how and operational 
procedures to the cloud. Not only does this 
make updating easier across the entire user 
base. For the user, it also provides with a 
more logical way of looking things up, and 
understanding what’s expected to successfully 
do a good job.
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2 Control of brand 
 and customer

Experts say that the customer experience is 
the next competitive battleground. Do your 
franchisees deliver what they say they will 
deliver and do they do this consistently? Is 
your customer experience brand compliant 
and is it properly executed? Moreover, is 
there consistency across all franchise outlets 
in every location? 

A successful franchise business will provide its 
franchisees a range of supporting programs 
including access to design templates, 
marketing assets and promotional material to 
create brand compliant marketing materials. 

You don’t want to give your new franchise-
partners too much flexibility in tinkering with 
the brand you’ve worked so hard to establish – 
instead give them the right programs from the 
start, so that they can be successful in driving 
your business vision profitably.

A well maintained franchise intranet does 
not only ensure real-time updates to staff of 
ongoing promotions. Powerful modules such 
as the media library to host design templates 
to help franchisees to stay in sync with brand 
image.

Consumers stopped 
doing business 
with company after 
experiencing poor 
customer service

Consistent ways of working means consistent 
customer experience and service.

With a franchise intranet in place, 
you can achieve brand compliance 
and tighter control. Furthermore, 
franchisees can easier learn about 
upcoming central promotions. 
Paperwork and promotion materials 
can be kept and shared. The franchise 
brand identity is kept intact.

89%
Higher Value 
on average of a 
company applying 
consistent brand 
approach

20%

CONCLUSION 

#2
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3 Take back important 
 time to grow

One of the most common growing pains when 
a franchise expands, is how much time they 
will suddenly have to spend on admin. There 
will be an ever increasing volume of phone 
calls, queries and requests coming in from 
the franchisees. In short time, you will find 
yourself allocating central resources to serving 
your new “internal customers”.

Many franchise leaders that were struggling 
with similar growing pains, turned to 
Chainformation for help, including Icebar 
by Icehotel, O’Learys, and Wayne’s Coffee. 
In short time, they implemented franchise 
intranets based on our platform, and saw a 
significant improvements in performance, and 
reduction in admin time.

O’Learys is one of those franchise leaders, 
a popular restaurant/sports bar with an 
American/Boston theme that rapidly grew 
from 20 to 100+ units. 

With the implementation of a franchise 
intranet, the restaurant chain operates faster 
and is equipped to expand from much of 
Europe and Singapore to the UAE.

The most important question you have to 
ask yourself is; how much time do you focus 
on growing the business profitably, and how 
much do you want to spend on admin?

If you are expanding, you need to focus on 
growing the business, not admin.

Within a month of implementation, 
it’s possible for a franchise 
anywhere in the world to benefit 
from Chainformation’s specialized 
franchise intranet. You will spend 
less time updating manuals, taking 
phone calls from the branches and 
managing requests, while still having 
total visibility and control of your 
operations.

CONCLUSION 

#3

On average, workers spend 20% of their time — or an entire day out 
of their week — searching for information.

The Benefits of Enterprise Social for IT Professionals, Microsoft, 2014
“
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To grow, you can’t afford 
gambling with know-how 
To grow seamlessly, no 
employee should be left behind

Franchises are an integral part of our 
economy. In the US alone, 50% of retail sales 
occur at a franchise or chain store. In the UK, 
the franchise market is worth 16 BGBP. 

Growth is great but when there is growth, there 
are new problems that must be dealt with: 
Training, brand consistency, communication, 
delivery, and much more. And the more you 
grow, the less time you have for admin.

Study after study shows that providing a 
consistent customer experience from location 
to location, is the most critical component in 
building a successful franchise. 

It’s easy to say; “Let’s go digital” and implement 
digital documents across a SharePoint. But a 
well maintained franchise communications 
model requires more.

Only a searchable, role based Franchise 
intranet that is linked to every vital part of 
your franchise network, will get you full scale 
efficiency.

For a franchise to be geared for growth, it must 
implement a role based franchise intranet to 
distribute know-how, maintain control of its 
brand identity and all of the components of its 
operation. 

With all tools and processes in one single 
platform across all devices, your staff will do a 
better job, and moreover, it will provide your 
customers with a more consistent, satisfactory 
experience. Users will be able to tap into your 
preferred vendors, access discounts and 
other useful tools.

Study after study shows that 
providing a consistent customer 
experience from location to location, 
is the most critical component in 
building a successful franchise. 

All to ensure that the work carried out by your 
franchisees is to your exact specifications, 
consistently over time. And isn’t consistency 
what it’s all about when you’re building a 
franchise?

Today’s franchise intranets work across all 
devices and can be used out of the box. At 
the cost similar to a monthly cell phone bill 
per unit, new stores and staff have all the 
information they need to work effectively. 

In a modern franchise, no employee should 
have to be left behind – always tapped into the 
right know-how.

It’s easy to say; “Let’s go digital”. 
But a well maintained franchise 
communications model is not a 
series of PDF’s, or a SharePoint 
repository. 

Having a powerful Franchise Intranet 
that combines all the tools and 
processes in one single platform, 
will allow your people to do a better 
job, and give your customers with a 
consistent, satisfactory experience.
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Do you need a franchise intranet?
Here’s your 10 point check list.

I have a franchise manual 
but few of my employees 
use it

I currently spend more 
than 5 hours a week 
responding mails and 
queries about operations 
and procedures

I have difficulties training 
my employees about new 
operations procedures

I struggle to share 
information or build 
awareness about 
upcoming promotions and 
marketing programs to my 
franchisees

Many of my franchisees 
do not buy from preferred 
vendors

If you tick at least three of the boxes below, you should explore how a franchise 
intranet can help your business operate smarter.

I have an intranet but it’s 
difficult to update and few 
people use it day-to-day

I don’t have a way of 
exchanging ideas or sharing 
best practices across my 
franchisees

My franchisees are not sure 
what qualifies as a “job well 
done”

We send to many emails 
and don’t have a way of 
checking who has read 
what, and when.

I don’t have a significant 
budget for intranets or 
training. I need something 
affordable that was built for 
the franchise industry

I ticked three boxes or more and would like to learn more about what a 
Franchise Intranet can do for my business.



About Chainformation

Chainformation is a leading 
developer of franchise intranets 
that helps equip workforces with 
timely, relevant and critical know-
how. Clients include franchise 
and retail chains such as O’Learys, 
Wayne’s Coffee, and Colorama. 
With over 2,500 store locations 
served, Chainformation handles 
nearly half a million logins every 
month. The company was founded 
in 2000 and is headquartered in 
Malmö, Sweden.

... A franchise intranet that improves the daily 
operations and is built according to the unique 
requirements of the franchise industry.”

Christian Bellander

Chief Operating Officer, 

O’Learys

“


