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AbstrAct

This chapter examines the elements of the new Web 
2.0 technology base and reviews the lessons learned 
when implementing these technologies. Collab-
orative applications have made enormous inroads 
into the enterprise and bring unprecedented speed 
and transparency to communications. Researchers 
and practitioners alike are focusing on how col-
laborative applications can replace the one-way 
communications inherent to Intranet sites. This 
chapter is intended for individuals who are look-
ing toward the possibility of integrating these new 
technologies into the core communication medium. 
Unfortunately, there are still large barriers such as 
politics, turf battles, integration, and poor usability 
with the current product set. A company’s ability to 
manage information effectively over its life cycle, 
including sensing, collecting, organizing, process-
ing, and maintaining information, is crucial to the 
long term success in a global economy. The success 
or failure of this integration may very well create 
or lose a competitive advantage for the enterprise. 

What is missing is a framework or roadmap in 
which organizations can plan out their execution 
of We 2.0 deployment.

IntroductIon

Enterprises are being transformed from an old 
business model built around the command and 
control aspects information management to a new 
one where collaboration is the essential component. 
We are witnessing this transformation outside the 
enterprise with the success of Web 2.0 technologies 
like Wikipedia, YouTube, and Flickr. Yet, within 
the walls of the organization, progress is slow. 
This chapter will examine why the adoption rates 
for Collaborative and Social Software are low and 
what can be done to improve them. This research 
emerges from three Fortune 500 companies which 
the resulting methodology has worked to increase 
the adoption rates ten fold.

Traditional implementation methodologies fo-
cused on the hardware, software, and the associated 
functionality. Our research indicates that while these 
are important they do not lead to mass adoption of DOI: 10.4018/978-1-60566-106-3.ch037
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the application by the enterprise. Many functions 
that information workers perform are dictated by 
the business and current transactional systems like 
CRM, ERP, or accounting systems. Collabora-
tion and Social Software need to be integrated 
as situational applications and although they are 
optional, they are required to reach higher levels 
of performance. Members of complex teams are 
less likely to utilize collaborative tools in the 
absence of other influences such as executive 
encouragement, modeling collaborative behavior, 
creating a “gift” culture, training, supporting a 
strong sense of culture, assigning team leaders, 
building, and understanding roles (Erickson & 
Gratton, 2007). Our research indicates barriers 
to adoption including social issues, cultural is-
sues, awareness issues, educational issues, and 
political issues. This research will focus on the 
awareness and educational issues since most 
organizations implementing Web 2.0 will face 
these first issues first.

bAckground

Web 1.0 Intranets

The term Web 1.0 emerged from the research 
around Web 2.0. Basically, Web 1.0 focused on a 
read only Web interface while Web 2.0 focuses on 
a read-write interface where value emerges from 
the contribution of a large volume of users. The 
Internet as well as the Intranet initially focused 
on the command and control of the information 
itself. Information was controlled by a relative 
small number of resources but distributed to a 
large number which spawned the massive growth 
of the Web itself. Like television, the Web allowed 
for the broadcasting of information to a large 
number of users.

Inside the organization, the Intranet has 
changed the way organizations structure and 
operate their business. Specifically, the Intranet 
has centralized communications and corporate 

information as well as built a sense of community 
across organizational boundaries (McNay, 2000). 
Typical organizations will have office-based 
employees in various locations, telecommuting, 
and off-shoring staff. The traditional day by day 
communication landscape has changed from 
personal to electronic. The migration to electronic 
communications emerged as standards, technol-
ogy and infrastructure matured. This allowed more 
information sharing and community building to 
occur without a requirement of physical loca-
tion. Over the past several years Intranets have 
emerged as the key delivery mechanism for ap-
plication and business information. Intranets may 
be thought of as providing the infrastructure for 
intra-organizational electronic commerce (Chel-
lappa & Gupta, 2002). This allows organizations 
to utilize the technology to achieve its organiza-
tional goals and objectives. Web 1.0 allowed the 
organization to govern the information flow and 
focus on achieving the business goals.

Unfortunately, most technologies fail to deliver 
competitive advantages over an extended period 
of time. Investments in information technology, 
while profoundly important, are less and less likely 
to deliver a competitive edge to an individual 
company (Carr, 2003). This is especially true in the 
world of the Web 1.0 since much of the knowledge 
and information is disseminated all over the world 
as quickly as it gets published. Organizations are 
beginning to see that the command and control 
model is no longer effective at developing a high 
performance work force which opens the door for 
the next evolution in technologies as described by 
the Web 2.0 framework.

Web 2.0 defined

While Web 2.0 has been debated by researchers 
as to who and when the concepts emerged, little 
argument exists that the technology and demand 
has arrived. Unlike Web 1.0, this new technol-
ogy encourages user participation and derives its 
greatest value when large communities contribute 
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