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introduction

The boundaries of the workplace are shifting 
and are frequently less defined by organizational 
structures than by the value added to the business. 
As the work force becomes mobile, businesses 
embrace globalization and the speed to market 
becomes a better determinate of competitive ad-
vantage, collaborative solutions will play a more 
strategic role. Collaborative technologies can be 
defined as any application that allows more than 
two people to interact. Baltzan, Haag, and Phil-
lips (2006) describe collaborative systems as a 
technology-based set of tools that support the work 

of teams by facilitating the sharing and flow of 
information. Most organizations collaborate with 
other businesses or customers through a variety 
of applications including Electronic Data Inter-
change (EDI) and the World Wide Web (WWW). 
Collaboration tools create virtual workplaces and 
include of a wide variety functional information 
categories including: knowledge management, 
content management, online meetings, discussion 
groups, Weblogs, wikis, and so forth. Collabora-
tion tools are actually a subset of a much larger 
tool palate denoted as the tools of the information 
worker. This expanded tool collection includes: 
security tools, enterprise applications, portals, 

AbstrAct

This chapter examines the critical task of providing client support for virtual environments. The vast 
majority of information workers are not familiar with virtual solutions and need guidance on how to 
best utilize and integrate this technology into their day to day operations. A company’s ability to man-
age information effectively over its life cycle, including sensing, collecting, organizing, processing, and 
maintaining information, is crucial to the long term success in a global economy. Over the past few 
years, the case study organization has been actively engaged in building, deploying, and managing the 
procurement, education, and strategic direction for a Fortune 500 company. The success of the studied 
organization can be seen by reviewing the metrics as the collaborative content continues to grow by an 
average 28.08% per month and the usage rates have grown by 21% per month. This growth rate was 
accomplished by focusing on building communities of practice, physical and electronic training pro-
grams, promotional road shows, self-service procurement processes, templates, pattern libraries, and 
an evolving online environment that supports the business user every step in the learning process.
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office suites, client applications, process automa-
tion, and enterprise knowledge stores. Deploying 
collaborative solutions is different than simply 
implementing traditional enterprise applications 
which operate over structured data and generally 
focus on specific business processes. Collaborative 
environments operate over unstructured informa-
tion and can span several business processes and 
organizational boundaries. Since the need for 
virtual workspaces emerge when organizational 
collaboration occurs, the ability to predict demand 
is nearly impossible. More importantly, when 
the business need arises for a virtual workspace, 
the technology cannot wait or the competitive 
advantage may be lost. In this environment, self-
service or self provisioning is an imperative. The 
objective of this chapter is to lay out a framework 
for building a self-service environment for provi-
sioning virtual workspaces as well as providing 
the education to support such technologies. After 
reading this chapter, you should be able to:

• Describe the components of the information 
worker portfolio;

• Define the requirements for developing a 
client-support organization;

• Distinguish between management, measure-
ment, and governance of the information 
technology portfolio;

• Explain the role of self-service in deploying 
virtual work spaces.

bAckground

Virtual workspaces are generally designed for 
distributed teams which can be defined as groups 
of people that interact through interdependent 
tasks guided by common purpose, and work 
across space, time, and organizational boundar-
ies primarily through electronic means (Chudoba 
& Maznevski, 2000). In order to be effective in 
sharing information and working in an online 
environment, end users need to understand and 
develop knowledge sharing practices (Becerra-

Fernandez & Sabherwal, 2001). The background 
section will establish the foundational elements 
of information worker, virtual workspaces, and 
the criteria for success.

Knowledge or Information Worker

Peter Drucker was one of the first people to use the 
phrase “Knowledge Worker” to describe individu-
als that work with information instead the physi-
cal objects of labor. Today, many people use the 
term information worker in a similar reference to 
people that work with information vs. manual type 
activities. The value of information workers to an 
organization is their ability to gather and analyze 
information and make decisions that will benefit 
the company. They are able to work collaboratively 
with and learn from each other; they are willing to 
take risks, expecting to learn from their mistakes 
rather than be criticized for them (Rogoski, 1999). 
Information workers now account for as much as 
70% of the U.S. labor force and contribute over 
60% of the total valued added in the U.S. economy 
(Apte & Nath, 2004). Unlike the information 
worker of the 1970s, today’s expert has a much 
large collection of tools available. While most of 
these tools are not semantically connected, they 
do fulfill the basic functional requirements such as 
office automation, business intelligence, collabora-
tion, e-mail, elearning and search. Over the past 
few years, a collection of integrated applications 
are emerging to connect people, processes, and 
environments. Virtual workspaces or collabora-
tive environments provide enormous value to the 
business by reducing the barriers of information 
flow. The new economy thrives on producing, 
collaborating, and passing knowledge between 
partners, employees, and customers.

Virtual Workspaces

Virtual workplace environments allow people to 
work separately while still experiencing a mutual 
sense of presence. Working collaboratively over 
networks is ultimately about real communication 



 

 

11 more pages are available in the full version of this document, which may be

purchased using the "Add to Cart" button on the publisher's webpage: www.igi-

global.com/chapter/implementing-client-support-collaborative-spaces/21925

Related Content

Creation of the People as Technology Theoretical Concept
 (2023). Valuing People and Technology in the Workplace: Ethical Implications and Imperatives for Success

(pp. 37-68).

www.irma-international.org/chapter/creation-of-the-people-as-technology-theoretical-concept/321318

The Competency-Based Human Resource Management Model
Jorge Valdés Concaand Susana de Juana-Espinosa (2012). Human Resource Management in the Digital

Economy: Creating Synergy between Competency Models and Information  (pp. 187-207).

www.irma-international.org/chapter/competency-based-human-resource-management/62673

Knowledge Strategy: Its Mitigating Effects on the Organization
Joseph E. Kasten (2012). Human Resources Management: Concepts, Methodologies, Tools, and Applications

(pp. 119-133).

www.irma-international.org/chapter/knowledge-strategy-its-mitigating-effects/67150

Lucas Chuang, Eva Airways
Lucas Chuang (2007). Contemporary Chief Information Officers: Management Experiences  (pp. 106-113).

www.irma-international.org/chapter/lucas-chuang-eva-airways/7003

An Introduction to Structural Equation Modeling (SEM) and the Partial Least Squares (PLS)

Methodology
Nicholas J. Ashill (2012). Human Resources Management: Concepts, Methodologies, Tools, and Applications

(pp. 500-520).

www.irma-international.org/chapter/introduction-structural-equation-modeling-sem/67173

http://www.igi-global.com/chapter/implementing-client-support-collaborative-spaces/21925
http://www.igi-global.com/chapter/implementing-client-support-collaborative-spaces/21925
http://www.irma-international.org/chapter/creation-of-the-people-as-technology-theoretical-concept/321318
http://www.irma-international.org/chapter/competency-based-human-resource-management/62673
http://www.irma-international.org/chapter/knowledge-strategy-its-mitigating-effects/67150
http://www.irma-international.org/chapter/lucas-chuang-eva-airways/7003
http://www.irma-international.org/chapter/introduction-structural-equation-modeling-sem/67173

