
Collaborating can make the difference between business 
success and failure. Market and competitive conditions 
change quickly and companies need to be innovative. You 
can’t thrive by using the same approach and solutions 
that your company used 20 years ago. That’s where 
Collaboration For Dummies, IBM Limited Edition, 
comes in . . . you discover new approaches to tackling 
collaboration projects, accessing information, and 
empowering your teams with the tools that help you 
succeed.

ISBN: 978-0-470-58233-6

Not resaleable

The collaborative approach 
enables people to look beyond

their own perspectives

 

Compliments of

IBM Limited Edition Discover how business
      collaboration
                   is changing

spine=
.144"

� Find listings of all our books

�  Choose from many 
different subject categories

�  Sign up for  eTips at 
etips.dummies.com

Collaboration

Laurie McCabe
Judith Hurwitz
Marcia Kaufman

A Reference
         for the
  Rest of Us!®

FREE eTips at dummies.com®

Explanations in plain English

“Get in, get out” information

Icons and other navigational aids

A dash of humor and fun

       Learn about the 
   new collaboration tools
                     available to you

Help people make better 
decisions with access to 
the right expertise and 
information 

Leverage the power of 
social networking for real 
business results 

Speed business processes 
and reduce errors with 
collaboration  

Maximize the value of 
relationships

C
ollaboration



These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



by Laurie McCabe, Judith Hurwitz, 
and Marcia Kaufman

Collaboration
For

Dummies
‰

ibm limiteD eDition

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies®, IBM Limited Edition
Published by 
Wiley Publishing, Inc. 
111 River Street 
Hoboken, NJ 07030-5774

Copyright © 2009 by Wiley Publishing, Inc., Indianapolis, Indiana

Published by Wiley Publishing, Inc., Indianapolis, Indiana

No part of this publication may be reproduced, stored in a retrieval system or transmitted in any 
form or by any means, electronic, mechanical, photocopying, recording, scanning or otherwise, 
except as permitted under Sections 107 or 108 of the 1976 United States Copyright Act, without the 
prior written permission of the Publisher. Requests to the Publisher for permission should be 
addressed to the Permissions Department, John Wiley & Sons, Inc., 111 River Street, Hoboken, NJ 
07030, 201/748-6011, fax 201/748-6008, or online at http://www.wiley.com/go/permissions.

Trademarks: Wiley, the Wiley Publishing logo, For Dummies, the Dummies Man logo, A Reference 
for the Rest of Us!, The Dummies Way, Making Everything Easier, Dummies.com, and related trade 
dress are trademarks or registered trademarks of John Wiley & Sons, Inc. and/or its affiliates in the 
United States and other countries, and may not be used without written permission. All other trade-
marks are the property of their respective owners. Wiley Publishing, Inc., is not associated with any 
product or vendor mentioned in this book.

LIMIT of LIabILITy/DIsCLaIMer of WarranTy: THe PubLIsHer anD THe auTHor MaKe 
no rePresenTaTIons or WarranTIes WITH resPeCT To THe aCCuraCy or CoMPLeTe-
ness of THe ConTenTs of THIs WorK anD sPeCIfICaLLy DIsCLaIM aLL WarranTIes, 
InCLuDIng WITHouT LIMITaTIon WarranTIes of fITness for a ParTICuLar PurPose. 
no WarranTy May be CreaTeD or exTenDeD by saLes or ProMoTIonaL MaTerIaLs. 
THe aDvICe anD sTraTegIes ConTaIneD HereIn May noT be suITabLe for every sITu-
aTIon. THIs WorK Is soLD WITH THe unDersTanDIng THaT THe PubLIsHer Is noT 
engageD In renDerIng LegaL, aCCounTIng, or oTHer ProfessIonaL servICes. If Pro-
fessIonaL assIsTanCe Is requIreD, THe servICes of a CoMPeTenT ProfessIonaL 
Person sHouLD be sougHT. neITHer THe PubLIsHer nor THe auTHor sHaLL be LIabLe 
for DaMages arIsIng HerefroM. THe faCT THaT an organIzaTIon or WebsITe Is 
referreD To In THIs WorK as a CITaTIon anD/or a PoTenTIaL sourCe of furTHer 
InforMaTIon Does noT Mean THaT THe auTHor or THe PubLIsHer enDorses THe 
InforMaTIon THe organIzaTIon or WebsITe May ProvIDe or reCoMMenDaTIons IT 
May MaKe. furTHer, reaDers sHouLD be aWare THaT InTerneT WebsITes LIsTeD In 
THIs WorK May Have CHangeD or DIsaPPeareD beTWeen WHen THIs WorK Was WrIT-
Ten anD WHen IT Is reaD.

For general information on our other products and services, please contact our Customer Care 
Department within the U.S. at 877-762-2974, outside the U.S. at 317-572-3993, or fax 317-572-4002. For 
details on how to create a custom For Dummies book for your business or organization, contact 
bizdev@wiley.com. For information about licensing the For Dummies brand for products or ser-
vices, contact BrandedRights&Licenses@Wiley.com.

ISBN: 978-0-470-58233-6

Manufactured in the United States of America

10 9 8 7 6 5 4 3 2 1

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Publisher’s Acknowledgments
We’re proud of this book; please send us your comments through our Dummies online 
registration form located at www.dummies.com/register/.

Some of the people who helped bring this book to market include the following:

Acquisitions, Editorial, and 

Media Development

Project Editor: Carrie A. Burchfield

Acquisitions Editor: Katie Feltman

Business Development Representative: 
Sue Blessing

Editorial Manager: Rev Mengle

Custom Publishing Project Specialist: 
Michael Sullivan

Composition Services

Project Coordinator: Kristie Rees

Layout and Graphics: Claudia Bell

Proofreader: Susan Moritz

Publishing and Editorial for Technology Dummies

Richard Swadley, Vice President and Executive Group Publisher

Andy Cummings, Vice President and Publisher

Mary Bednarek, Executive Director, Acquisitions

Mary C. Corder, Editorial Director

Publishing for Consumer Dummies

Diane Graves Steele, Vice President and Publisher

Composition Services

Debbie Stailey, Director of Composition Services

Authors’ Acknowledgments
The authors would like to thank the many IBMers representing the Lotus 

division who provided vision, content, review, and assistance to help 

make this book possible. We gratefully acknowledge the contributions of 

Kristen Lauria, Jean Staten Healy, Joanne Macdonald, Daniel Hauenstein, 

David Hsu, Douglas Heintzman, Konrad Lagarde, Ed Brill, Brendan Crotty, 

Bethann Cregg, Michael Walker, and Don Neely.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Contents at a Glance
Introduction ............................................................................................... 1
Chapter 1: Rethinking Business Collaboration ...................................... 5
Chapter 2: Putting Collaboration and Social Networking  

Tools in Context ................................................................................ 15
Chapter 3: Creating a Collaboration Game Plan .................................. 31
Chapter 4: Integrating Collaboration into Business Processes ......... 43
Chapter 5: Choosing the Right Collaboration Delivery Model .......... 53
Chapter 6: Ready, Set, Go! ...................................................................... 61

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Introduction

W 
e live in an era of unprecedented change. No one — 
either as individuals, teams, or organizations — can 

afford to sit back and conduct business as usual. Your ability 
to innovate as conditions and requirements change helps you 
stay ahead of the curve.

Your desire and collective capacity to grasp new ideas and 
information, from many different sources and people, are vital 
to creating and nurturing a culture of innovation. By refresh-
ing your collaboration approach, you can hear more voices, 
share more ideas, and benefit from the collective wisdom of 
your employees, partners, and customers to make better deci-
sions and improve outcomes.

So, welcome to Collaboration For Dummies, IBM Limited 
Edition. We’re very excited by the topic and hope our enthu-
siasm is contagious. As you begin reading this book, think 
about the type of environment that would bring down collabo-
ration barriers, empower more people to do their best, and 
to do it with more energy and passion. How can you create 
a culture of innovation that fosters the type of collaborative 
environment where new ideas can thrive?

About This Book
The concept of collaboration is about more than just tactics 
and tools — it’s a powerful strategic concept. Collaboration 
offers a fundamental opportunity to change the way you work 
and innovate. New outlooks and technologies abound that 
are making it fast, easy, predictable, and safe to gain incred-
ible value. That’s why we wrote this book. This book isn’t 
intended to be an exhaustive technical manual on implement-
ing a collaborative environment. Rather, we give you a taste 
of the concepts, approaches, and ideas that help you move 
quickly to embark on your collaboration journey and build a 
culture of innovation.
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Foolish Assumptions
Try as we may to be all things to all people, when it came to 
writing this book, we had to pick who we thought would be 
most interested in Collaboration For Dummies, IBM Limited 
Edition. Here’s who we think you are:

	 ✓	you’re smart. You’re no dummy, yet collaboration has 
changed so much in the last few years that you need to 
understand what’s out there that can make a difference.

	 ✓	you’re a businessperson who wants little or nothing to 
do with technology. You live in the 21st century and find 
that you can’t actually escape it. Everybody around you 
is talking about everything from social networks to online 
conferencing. You need to understand what all this can 
do to help your business.

	 ✓	alternatively, you’re an IT person who knows a heck 
of a lot about technology. This collaboration stuff isn’t 
about programming; it’s about something new that could 
change your value to the company.

Whoever you are, welcome. We hope this book helps.

How This Book Is Organized
This book is organized into six chapters. Chapter 1 gives you 
an overview on how collaboration is being redefined. Chapter 2 
helps you to put collaboration modes and tools into context 
and provides a definition of different types of collaboration 
and social networking tools. Chapter 3 gives you guidelines to 
establish a collaboration game plan within your organization 
in order to change the pace of innovation. Chapter 4 takes on 
the issue of business process and how it can work in tandem 
with collaboration. Chapter 5 looks at the different ways you 
can get collaboration solutions up and running in your busi-
ness. Finally, Chapter 6 sends you off into this new, exciting 
world of collaboration!

Also, to help add clarity to the discussion about some of the 
tools and technologies available, we added an insert at the back 
of this book with example images of a few of the technologies 
noted in this book.
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 Introduction 3

Icons Used in This Book
Every For Dummies book includes graphical icons in the mar-
gins to help highlight certain information. This book is no dif-
ferent. Here are the icons you see in this book:

 

When we give you information that saves you time, money, or 
stress, this icon shows up next to it.

 

Pay attention. The bother you save may be your own.

 

Some information bears keeping in mind. We flag points you 
may want to return to again and again with this icon. You may 
be sorry if this little tidbit slips your mind.

Where to Go from Here
Today collaboration and social networking tools help you 
share knowledge while borrowing from and building on the 
ideas of others. They provide the means to contribute to and 
harness the many viewpoints, ideas, and data points you need 
for meaningful innovation and business success. In times past, 
you would’ve needed an expensive, complex application to 
empower the kind of collaboration that leads to innovation. But 
the opportunities and tools of today offer much easier ways for 
any organization to take collaboration to the next level.

The time to move is now. Get your team engaged. Let your 
management know that if you collaborate in this way, you’ll 
free your team, your partners, and your customers to move 
ahead faster and more effectively than ever before. You’re 
surrounded by knowledge and wisdom, but it’s often buried 
and out of your reach. With a new collaboration focus, you 
can mobilize your company to embrace the opportunities and 
technologies available. In doing so, you’ll achieve a new level 
of business success while your competitors are still pointing 
fingers and trying to come up with a strategy.

If you want to find out more about IBM’s collaboration offer-
ing, visit www.lotusknows.com, where you can experience col-
laboration tools and further your learning by interacting with 
IBMers and IBM Business Partners.
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Chapter 1

Rethinking Business 
Collaboration

In This Chapter
▶	Getting a better understanding of business collaboration

▶	Looking at the benefits of more effective collaboration

▶	Taking a look at collaboration in action

▶	Seeing the big picture

I 
magine that you’re a project manager. You’re responsible 
for managing multiple projects, with teams located around 

the globe. Project teams often include employees, partners, 
and customers. In many cases, you need to bring in other spe-
cialists for help as needed.

Your job is a juggling act — you need to keep these projects 
running on time and on budget, but keeping everything and 
everyone coordinated is challenging. With everyone on the go, 
you sometimes waste time tracking down people you need or 
figuring out who has the right skills for a job. Everyone relies 
on e-mail to share documents, and more often than you’d 
care to admit, people use outdated versions of documents, 
resulting in mistakes and delays. When you need to create a 
progress report for senior management, it takes so long that 
much of the information is outdated by the time you turn it in. 
You may feel like you have to start every project from scratch 
because locating related work from previous projects is dif-
ficult. That’s where collaboration comes in.

In this chapter, you take a look at how and why business col-
laboration is changing and how new approaches can help you 
work better and gain great results.
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Understanding Business 
Collaboration

You want to find a better way to keep everyone on the same 
page and get the job done more efficiently. What if you could

	 ✓	Give everyone easy access to what they need, when they 
need it?

	 ✓	Create up-to-the-minute progress reports for manage-
ment review in minutes, instead of hours or days?

	 ✓	Get your hands on relevant information and method-
ology from previous projects to give you a jump start  
on each new project?

	 ✓	Find key people with relevant expertise and skills within 
five minutes of kicking off the project?

Today, collaborating effectively can make the difference 
between success and failure. Market and competitive condi-
tions are changing quickly, and often erratically. Companies 
need to create an environment that inspires innovation and 
enables people to get things done better and faster.

On the surface, collaboration seems simple enough. After all, 
you’ve been collaborating with people all of your personal 
and professional life to find solutions, make decisions, and 
get work done. The dictionary definition is straightforward as 
well — collaboration means to “work jointly with others or 
together.”

In business, you typically collaborate to

	 ✓	Gather information to inform your perspectives, and get 
new ideas

	 ✓	Exchange your views and opinions

	 ✓	Make better decisions

	 ✓	Work to achieve a common goal

	 ✓	Master new skills

	 ✓	Get a job done faster

	 ✓	Help solve a problem

These materials are the copyright of Wiley Publishing, Inc. and any  
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 Chapter 1: Rethinking Business Collaboration 7

 

The power of a collaborative approach is that it enables 
people to look beyond their own perspectives to evaluate and 
incorporate fresh experiences, knowledge, and viewpoints 
from a wider variety of people and sources. Because more 
information exists in the world and people can readily con-
nect with one another across the globe, using traditional col-
laboration methods in traditional ways doesn’t always work.

While the need for a new approach and more effective collab-
oration solutions is clear, the answers aren’t always simple. 
Different types of approaches and tools are better suited to 
different situations and business requirements. Collaboration 
needs can be formal or informal, short-term or long-term — or 
a combination. Sometimes, you need to collaborate with a few 
close colleagues; in other cases, you need to collaborate with 
dozens of people — including partners, customers, media, 
and even people you don’t know. Given that so many people 
are now connected through the Internet, you potentially may 
even want or need to collaborate with thousands of people.

You may already realize that your team or organization needs 
to do something to improve collaboration capabilities but 
aren’t sure exactly where to start or how to best make your 
case. But, armed with a strong business case, a new context 

How collaboration builds a  
culture of innovation

A culture of innovation is built on 
more than just technology. It’s built 
on emotional investment, fueled by 
belief in the importance of the role 
individuals play in the process, and 
a shared interest in continual pro-
cess improvement. Innovative com-
panies are better equipped to adapt 
to change and respond to new chal-
lenges and opportunities.

Innovative cultures foster collabora-
tion. For instance, an assembly line 
worker can easily draw on other 

people’s experiences and contribute 
his own observations and recom-
mendations for process improve-
ments. Collaboration solutions help 
everyone share their ideas so the 
organization can discover and build 
on them. When collaboration is 
enabled, individual workers can do a 
better job, and the organization can 
harness ideas and input from across 
the organization and beyond to reach 
its full potential.
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for thinking about collaboration, and the right approach and 
solutions, you can take on the challenge, reap the rewards of 
a collaboration makeover and inspire a culture of innovation.

Connecting the dots with  
effective collaboration
Collaboration is like an engine that helps you get ahead of the 
curve and differentiate in the market. The most agile and suc-
cessful companies and professionals can engage employees, 
partners, customers, or even strangers through the steps of 
any given process as quickly and seamlessly as possible.

 

With the right solutions in place, collaboration helps you with 
the following:

	 ✓	Make better, faster business decisions and achieve 
improved outcomes: Better collaboration solutions help 
you get to the information and people you need more 
quickly and easily.

  For example, with the right collaboration tools, a primary 
care doctor reviewing a radiology image can instantly 
find and consult with a patient’s MRI technician, radiol-
ogist, and scheduled surgeon — and a remote expert if 
needed — to determine the best treatment options for 
the patient.

	 ✓	spark ideas and innovation: Many of you may spend 
more time hunting for information than acting on it. 
Tapping into viewpoints and information that already 
exist within and outside of the organization sparks the 
discovery process, enabling you to innovate and capital-
ize on opportunities you may otherwise miss.

  The right collaboration tools, for example, can help an 
R&D manager productively tap into thousands of employ-
ees, partners, and customers to generate ideas for new 
products or services ahead of the competition.

	 ✓	share learning, successes, and failures: Don’t waste time 
reinventing the wheel when you can learn from others 
what works and what doesn’t.
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 Chapter 1: Rethinking Business Collaboration 9
  A non-profit legal education organization built an online 

community to give legal professionals a place to learn 
together, share knowledge, and network — saving them 
countless hours of time-consuming searches to find infor-
mation relevant to their cases.

	 ✓	save time and money: Many companies need to reduce 
travel costs and do things faster. Solutions such as Web 
and video conferencing enable people to meet, share, 
and exchange ideas or pitch new offerings without having 
to spend gobs of time and money on travel.

	 ✓	get things done anytime, anywhere: Whether during 
your commute, on the plane, or waiting for a meeting to 
start, you want to use your time productively. Mobile 
capabilities let you check e-mail, schedule appointments, 
and connect with colleagues and customers, giving you 
the visibility you need when you need it.

	 ✓	stay connected and increase productivity: Unified tele-
phony and presence-awareness collaboration capabilities 
direct your calls to you.

  For instance, you can dial into a conference call from 
your home phone at 6:00 a.m., walk out the door, and 
transfer the call to your cellphone without interruption. 
When you get to the office, you can transfer the call to 
your office phone and initiate a video conference.

	 ✓	Increase customer retention: Vendors need to provide 
the high levels of service and experience that customers 
want, or those clients may take their business elsewhere. 
By fostering communities and listening to customers’ 
ideas and concerns, you can build trust and engagement. 
Real-time chat and remote support can help improve and 
speed the customer service experience.

	 ✓	grow the customer base: Take advantage of new collabo-
ration options to differentiate from the competition and 
win new customers.

  For instance, many younger consumers want an interac-
tive online shopping experience. By creating and partici-
pating in the interactive communities of customers, you 
can open the door to new growth opportunities.
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The possibilities to be more productive with collaboration 
tools are endless. Imagine if you could

	 ✓	Eliminate telephone tag by unifying phone, e-mail, and 
fax communications into a solution that could “follow 
you” anywhere

	 ✓	Cut the volume and time for resolving customer service 
calls

	 ✓	Harness relevant social media to tap into the current and 
future needs of your customers and prospects

	 ✓	Use a people directory to share experience, skills, cur-
rent projects, and interests of the members of your  
organization

	 ✓	Slash turnaround time for processing orders from weeks 
to days

	 ✓	Easily share your Internet favorites with members of 
your team

	 ✓	Hold a “back channel” conversation with colleagues 
while attending a live event

	 ✓	Test new business strategies on your target market with 
almost no investment or risk

	 ✓	Make your customer service staff become a key source 
for product innovation

	 ✓	Consistently beat your competition to market by a full 
year

	 ✓	Deliver your expertise anywhere in the world without 
stepping on an airplane

No longer business as usual

 

Today, major economic, cultural, generational, and techno-
logical changes are reshaping the world. Here are just a few of 
the seismic shifts that will only accelerate as you move into 
the future:

	 ✓	The information explosion: The amount of digital infor-
mation in the world grows by leaps and bounds every 
hour of every day. Are you ready to keep up with this 
growth? Can you get your hands on what you need, at 
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 Chapter 1: Rethinking Business Collaboration 11
the moment you need it? Or do you feel swamped by an 
information deluge — with insufficient insight into what 
it all means?

	 ✓	a flattening world and instant connectivity: New tech-
nologies are removing many of the barriers that once 
prevented people from easily connecting and sharing 
information. Is your organization ready to adopt the  
processes required to support the new culture of  
innovation?

  Billions of people are already connected to the Web, 
with huge increases forecasted. Put simply, the number, 
range, and diversity of people that you need to interact 
with is multiplying. Can you easily identify and connect 
with the people you need to make the best decisions?

	 ✓	The coming of age of a new generation, raised on new 
technology and collaboration solutions: How do you 
connect across the different collaboration styles and 
habits of baby boomers, Gen X and Y, and Millenials? 
Depending on your age, using social media — for dating, 
gaming, talking, and almost everything else — may be 
as natural as using the phone. Younger workers expect 
the same collaboration capabilities in the workplace. If 
you’re older, you’re quickly getting caught up in this too.

	 ✓	Massive demographic shifts: Middle-class economies in 
Asia are on a steep growth trajectory. You must be ready 
to take advantage of new labor and market opportunities 
that will emerge.

	 ✓	Changing job and skill requirements: The U.S. Department 
of Labor estimates that today’s learner will have 10 to 14 
different jobs by the age of 38! Will you be able to retool 
your workforce for new challenges and opportunities? 
What mechanisms will you need to share knowledge, 
train people, and spur innovation?

	 ✓	an increasingly mobile world: The International 
Telecommunications Union estimates that the number of 
mobile cellular subscribers reached 4 billion by the end 
of 2008. For many people, mobile devices are replacing 
PCs and notebooks as the devices of choice. Can you and 
your colleagues collaborate as easily from a PDA as from 
a desktop or notebook computer?
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Getting Personal Perks  
with Collaboration

If you believe that your company is bogged down with inef-
fective approaches to collaboration, you may want to try new 
approaches to get things done. You may even have already 
made the case to company management to highlight the stra-
tegic value of collaboration and the ways in which a culture of 
innovation can drive the organization to success. Indeed, from 
a corporate perspective, achieving better business results is 
often the driving force to revamp your collaboration approach 
and adopt new collaboration tools.

 

But collaboration tools don’t help if people don’t use them. 
Because most people are creatures of habit, they’ll want to 
know “What’s in it for me?” You may be in a role in which 
you need to motivate others to get on board. Luckily, when it 
comes to collaboration, you can entice people with some con-
crete benefits:

	 ✓	Improved work-life balance: The right collaboration 
tools can help you and your colleagues get things done 
faster and with fewer hassles. Check out the section 
“Seeing Collaboration in Action” for some examples of 
the right collaboration tools.

	 ✓	greater ability to get things done anytime, anywhere: 
How often have you been frustrated because you have 
the time to do something but aren’t able to get to the 
right information, or get to the right people, because of 
where you or they are? Many collaboration solutions can 
help you cut through location and device boundaries so 
you can put that time to work when you have it, instead 
of trying to catch up later.

	 ✓	an avenue for professional growth: Leading or contrib-
uting to improving your company’s collaboration capa-
bilities can give you visibility as a thought leader and 
positive change agent. By increasing your collaboration 
quotient, you increase your value in your current job and 
will be better equipped for new opportunities.
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Seeing Collaboration in Action
Consider the challenges that a regional road maintenance 
company in the Czech Republic faced. With 15 branch offices 
and 150 employees, the company has many projects under-
way or in the bidding process at any point in time. To support 
day-to-day project management and reporting requirements 
and to comply with specific ISO standards, employees need to 
create, access, and provide input into many documents.

For years, employees used e-mail and attachments to distrib-
ute and edit documents. But as the volume of documentation 
mounted, sending information via e-mail attachments became 
cumbersome and time consuming. With everyone editing and 
distributing everything by e-mail, version control was out of 
control. People wasted time just trying to figure out which 
document was the most recent one, which was infuriating. 
When people made mistakes because they were using incor-
rect or outdated information, the company lost money.

On the backend, e-mail overload put a strain on the company’s 
servers. Because the company stored documents on the e-mail 
server, on a shared server, and on local systems, proper infor-
mation backup was a major headache. In addition, the com-
pany couldn’t manage individual user access — everyone in the 
company could access everything — posing a serious security 
risk.

Recognizing the toll this was taking, the company set out to 
find a better way. The road maintenance company consulted 
with a partner to find a collaboration solution that

	 ✓	Was easy for people to access and use and integrated 
easily with their existing e-mail and office applications

	 ✓	Offered the version control users clamored for

	 ✓	Provided roles-based access for better document  
security

	 ✓	Was simple for IT to backup and manage

After a one-month pilot, the company was up and running 
with a new team collaboration solution in three months. The 
solution gave users one-click to existing office files, which 
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helped speed initial user adoption. All the company’s informa-
tion now resides in one centralized database, so employees 
can find what they need quickly and easily. The solution 
tracks changes and provides an audit history — putting ver-
sion control under control. Role-based user access and per-
missions strengthen document security and reduce the risk of 
users accidentally editing or deleting files.

The company has also dramatically cut e-mail traffic, reduced 
the strain on servers, and improved performance. With every-
thing in one place, IT can back up and restore data more 
quickly, leaving more time to focus on strategic issues instead 
of on basic maintenance.

Looking at the Big Picture

 

When trying to implement a new collaboration approach, 
keep in mind a few guiding principles:

	 ✓	Don’t get dazzled by all of the bright and shiny objects. 
While it’s important to think about how things will inte-
grate and work together over the longer term, tackle the 
high-reward, low-risk areas first. This approach gener-
ates the results and goodwill you need to build on, and 
then phase in additional capabilities down the road.

 

 The best place to start is different, depending on where 
your organization is at today and where you need to go.

	 ✓	Think about attention management. Information over-
load and constant interruptions make it difficult to stay 
focused and get the job done. Make sure that the collabo-
ration tools you choose help people filter out the infor-
mation they don’t need and get just the information and 
resources that they want.

	 ✓	Keep your collaboration approach and technology 
choices flexible. Change is the operative word, and no 
one’s crystal ball can predict everything that can happen. 
Monitor trends, be agile, and be prepared to adapt your 
priorities as needed.
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Chapter 2

Putting Collaboration and 
Social Networking Tools  

in Context
In This Chapter
▶	Understanding different modes of collaboration

▶	Educating yourself about different types of collaboration tools

▶	Defining social networking and its role in business collaboration

▶	Finding the right tools for the job

A 
 long time ago, in a galaxy far, far away, getting a handle 
on business collaboration was pretty simple. You had 

phones, e-mail and calendaring, and document sharing. The 
more “advanced” among you may have used Web conferenc-
ing or instant messaging. You pretty much knew what tools 
to use when, and most likely, you were using them on a PC or 
notebook.

Fast forward to today. Personal use of social networks, such 
as Facebook and YouTube, is skyrocketing, and businesses 
have become very interested in how they can put use these 
tools to work. Many people use their cellphones and PDAs 
more often than their PCs. By tapping into new and better 
ways to collaborate, you and your team can reap real rewards 
in terms of efficiency, productivity, and innovation.

However, as collaboration options multiply, it can be difficult 
to sort through everything to figure out what approaches and 
tools help you get the best results.
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Because different situations require different kinds of col-
laboration approaches, this chapter looks at some basic con-
structs. We discuss traditional collaboration tools, as well as 
newer collaboration tools that fall into the social networking 
category. We take a bit more time here because while many 
people are beginning to recognize the potential power of 
social networking for business, they haven’t quite unraveled 
how they can use it in a business context. You also get some 
guidelines to help you determine which tools are best suited 
to the tasks at hand.

 

When it comes to collaboration, one size doesn’t fit all. Think 
about the situation, people, and goals first, then think about 
which solutions best fit the bill.

Collaboration 101
While it may be tempting to dive right in to all the cool col-
laboration tools that are available, first, you get a few basic, 
nontechnology collaboration constructs. Depending on the 
situation, the people involved, and your goals, the models and 
solutions that will work best to facilitate collaboration will be 
different. Before you decide what collaboration and social net-
working tools to use, take a step back and think about what 
you’re trying to accomplish.

Academics and organizational behaviorists have written vol-
umes about collaboration models, dissecting them an almost 
infinite number of ways. But we’re going to keep it simple and 
look at fundamental business collaboration models — teams 
and in communities — and how they differ.

 

These team and community collaboration examples illustrate 
both ends of the collaboration spectrum. In real life, collabo-
ration requirements are often blurred, and you need a mix of 
collaboration tools to get the job done.

Team collaboration
In the past, most business collaboration focused on team col-
laboration. You may have worked on many teams over the 
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course of your career to solve problems, analyze information, 
and complete projects. Teams bring together people with 
complementary skills that, combined, can help achieve better 
outcomes. Team collaboration tends to be fairly formal and 
structured and has the following characteristics:

	 ✓	Team members know each other and expect each other 
to fulfill assigned tasks. Teams can involve both internal 
employees and external participants. Each team member 
has a defined role and tasks.

	 ✓	Teams have clear interdependencies. For instance, say 
your company is planning a customer event, and you’re 
in charge of lining up external speakers. You can’t do 
your part of the job until the dates, venue, and budget 
for the event are determined. Each team member is 
responsible for contributing content to move the project 
through to completion.

	 ✓	Teams have set timelines and clear mandates. Some 
situations are extremely time-driven; all the sub-tasks 
need to get done in time for the actual event. In other 
cases, the time window may be a bit more flexible — say 
if your team needs to select and implement a new payroll 
solution — but you’re still driving toward a time goal to 
complete the task.

Community collaboration
Community collaboration is typically less formal and struc-
tured than team collaboration. The main goal is usually to 
share and build knowledge and spark new ideas. The commu-
nity is more likely to come together to effect change, rather 
than to complete specific projects or tasks.

Members go to online community sites to ask questions, get 
advice, and exchange ideas. Through increased interaction 
and information exchange, people in a community gain more 
knowledge, leading to more ideas and action on those ideas. 
Although outputs are trickier to measure than those from 
more-focused team projects, community collaboration is vital 
to the process of learning, discovery, and innovation. See 
Image 1 at the back of this book for an example of a commu-
nity homepage.
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You know the group is a community and not a team when

	 ✓	Members are drawn to the community because they 
share a common area of interest. Members may or may 
not know each other. Membership can be open or closed.

	 ✓	Communities don’t typically focus on completing a spe-
cific project, but they can serve to help effect change. 
People in your neighborhood, for example, may be part 
of a community crime watch program to help make the 
neighborhood safer.

	 ✓	Time lines are open-ended. The community evolves in an 
ongoing way.

Not all teams are created equal
Many different types of teams exist 
with different collaboration needs. 
One of the most significant ways in 
which teams differ is the degree to 
which team members depend on 
each other for success.

On a high school football team, for 
instance, players rely heavily on 
each other to win the game. Players 
depend on each other to do what 
each does best — passing, running, 
blocking, kicking, and so on, to win 
the game.

On the swim team, however, although 
each swimmer may excel at a differ-
ent stroke, all swimmers share the 
same basic skill: swimming. And, 
while each swimmer wins or loses 
each race on her own, the combined 
performance of the entire swim team 
determines whether they’ll win the 
state finals.

The same is true in business. Say 
you’re part of a legal team repre-
senting a class action lawsuit. No 

one superstar can win the case on 
his own. Team members must rely 
on each other to do their jobs to 
research, edit, file briefs, select the 
jury, line up witnesses, and go to 
trial. A regional sales team, on the 
other hand, functions more like the 
swim team. Individuals can achieve 
goals in a fairly independent way, 
but everyone has to perform to meet 
the regional sales goal.

Different degrees of team inter-
dependence require different col-
laboration approaches to get the 
best results. A very interdependent 
team benefits more from collabora-
tion tools that help them get to know 
each other, leverage each others’ 
expertise and skills, and build trust. 
A less interdependent team benefits 
more from tools that help everyone 
upgrade their sales skills so they can 
do a better job and get better sales 
results!
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	 ✓	Although someone (or an organization) has to create the 
community, members are most likely to be treated as 
equals.

	 ✓	Members join communities because they want to get 
something (knowledge, insight, and so on) from the 
group. Each member usually decides what, where, how, 
and when they want to contribute. But, people who con-
tribute more to a community will likely gain more status 
in it.

Tools for Collaboration  
and Social Networking

In the physical world, collaboration tools can be very simple. 
Sometimes all you need is a cocktail napkin and pen. Other 
times, you need more. Maybe you need a shared space to 
work in so you sit around a conference table to see and 
talk to each other. You look at shared documents or other 
media, such as a video clip, or sketch ideas on a white board. 
Collaboration occurs naturally. People in the room know 
what’s going on and can contribute accordingly. You’ve cre-
ated a space to interact and pulled in several tools to help you 
do this more effectively.

Toastmasters — an early community
Toastmasters International was 
formed way back in 1924. This group’s 
goal is to help people become more 
competent and comfortable with 
communicating and public speak-
ing. Participants meet weekly for 
an hour or two to practice and learn 
skills. There isn’t an instructor; mem-
bers critique and help each other 
improve.

This tried-and-true system is still 
at the heart of Toastmasters. But 
today, Toastmasters can also use 
online social networks to connect 
with members more often and to 
provide more resources to them. 
For example, people can start a club 
online, use the site to conduct club 
business, and get and give advice on 
a wide range of topics, from giving a 
speech to membership building.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies, IBM Limited Edition 20
The same construct holds true in the virtual world. The dif-
ference is that it can be confusing to sort through the growing 
array of technology-enabled collaboration tools. To help you 
get a better handle on this concept, we group collaboration 
tools into two main buckets:

	 ✓	Traditional technology-enabled collaboration tools

	 ✓	Online social networking tools

 

Vendors are updating traditional collaboration tools, such as 
e-mail, with new social capabilities, such as integrated chat 
and tagging. The fusion of more-traditional collaboration tools 
with social networking can help make it easier and more natu-
ral for people to bridge the gap and start taking advantage of 
social networking. Keep in mind that these distinctions are 
getting fuzzier, as indicated in Figure 2-1. But as you head into 
the future, these distinctions will become less important.

Traditional
collaboration

tools

Convergence
of collaboration

tools

Social
networking

tools

Figure 2-1: Convergence of traditional and social networking collaboration 
tools.

Traditional collaboration tools
Most traditional collaboration tools were initially created to 
help businesses streamline team collaboration scenarios. 
In their original iterations, many of these tools predate the 
Internet. Over the years, however, vendors have been revamp-
ing them to take advantage of the naturally collaborative, 
participatory nature of the Internet. As vendors blend social 
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networking capabilities into the mix, these tools can extend 
far beyond their original purposes, morphing into much more 
powerful collaborative solutions.

Many tools can be labeled “traditional collaboration tools,” 
but in this section, we highlight the main ones.

E-mail
Many companies have their own e-mail systems, built on some-
thing such as IBM Lotus Notes or Microsoft Exchange. Some 
companies also use hosted e-mail services, and many individu-
als use Internet e-mail services, such as Gmail and Yahoo! 
For better or worse, people now use e-mail for many different 
things — to share documents and information, schedule meet-
ings, coordinate events, and services, and so on. 

Calendaring solutions
Companies often use internally managed group calendar 
systems, or they can use a hosted service. Most of the time, 
they use the calendar functionality that comes with whatever 
e-mail solution they’ve chosen. Shared calendars help people 
to schedule meetings and avoid conflicts.

Document sharing and management
This tool can range from setting up a shared drive on a server 
for team members to post and share files to a more structured 
type of virtual workspace that helps people manage and orga-
nize documents and facilitate group authoring and version 
control.

Project management systems
These systems can be used collaboratively to assign and track 
tasks, milestones, team responsibilities, and so on.

Conferencing
Conferencing began with audio conferencing over traditional 
phone lines, but voice-over Internet protocol technology now 
allows you to conduct voice conferences over the Internet, 
as well as use services such as Skype. The Internet has also 
given rise to Web conferencing tools that let you easily pre-
sent slides and documents, conduct demos, and share files 
and desktops across the Internet. Video conferencing enables 
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people in two or more locations to interact via two-way, simul-
taneous video and audio transmissions, in real time.

What is social networking?
In the early days, information on the Internet flowed mainly in 
one direction. A relatively small number of providers created 
the vast majority of content. For the most part, everyone else 
passively consumed it exactly the way they served it up.

But the Internet and how you use it have evolved with the 
advent of online social networking, which people also refer to 
as social computing or social media. Online social network-
ing encompasses many Internet-based tools that make it 
easier for people to listen, interact, engage, and collaborate 
with each other. Social networking tools have evolved with 
the second generation of Web development and Web design, 
which is often described as Web 2.0. The advent of newer 
Web 2.0 technologies makes it easier for Web designers and 
developers to build much more interactive social networking 
sites that are designed around users and facilitating communi-
cations, information sharing, and collaboration.

 

The impetus behind social networking is that the Internet 
should empower everyone not only to consume content but 
also to actively contribute and customize content and tools 
to better meet their needs. By making it easier for everyone 
to interact and engage, social networking tools transform 
the Internet from a one-way street to a two-way information 
superhighway. These tools help people build and foster com-
munities of interest and make it easier for people to connect 
with other people and their ideas and expertise.

For instance, if you’re deciding whether to see a new movie, 
you used to rely on movie reviews published by critics in news-
papers or on television or radio. Maybe a friend of yours had 
already seen the movie and told you what they thought of it. 
Today’s online communities enable everyone to add their cri-
tique into the mix. You can choose which movie to go to based 
on a much broader and more diverse range of reviewers.

With personal use of social networks such as MySpace and 
YouTube skyrocketing, businesses have become very inter-
ested in how they can use social networking tools to work more 
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effectively together. By tapping into new and better ways to 
use these tools to collaborate, you and your team can reap real 
rewards in terms of efficiency, productivity, and innovation.

 

Social networking tools come in many shapes and sizes, but 
they’re all about people and community building. From a social 
networking perspective, value comes from having more people 
participate, so tools must be easy for everyone to turn on and 
use. By extending collaboration and input to more people, 
social networking tools can also shift the decision-making pro-
cess from an autocratic one, where a handful of “select” people 
calls the shots, to a more democratic one that considers collec-
tive input from a wider, more diverse community.

Social networking tools
Social networking tools give you another, very powerful way 
to collaborate. The first wave for social networking tools has 
been in the consumer space, spreading like wildfire. Social 
networking tools let you share your opinions and experiences 
with the rest of a community. You can also build communities 
based on common interests, causes, and concerns.

In your personal lives, you may use social networking to share 
recipes, photos, and ideas, keep friends updated on your life, 
and even find a spouse. Or you may use it to help promote a 
political agenda or nonprofit cause.

Here’s a sampler of social networking tools that have rapidly 
entered the mainstream:

	 ✓	blogs: Blogs are sites that people set up to post informa-
tion and opinions about events, ideas, or anything else 
they want to discuss. Blogs can include links to other 
related sites, photos, videos, and sound, as well as text.

  Blogging platforms, such as Wordpress and Movable 
Type, are sites that give users the tools they need to 
easily publish and edit their posts using a graphical 
editor. Blogging platforms let you save posts under cat-
egories and label them with tags (keywords) for easier 
searching.

	 ✓	Mashups: Mashups let users combine multiple informa-
tion sources and/or services into a new tool that meets 
their needs. For example, you could mashup a contact 
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management application with Google Maps to get direc-
tions before a sales call. For more information on mash-
ups, see Chapter 4.

	 ✓	Micro-blogs: Micro-blogs are blogs where people can 
share very short snippets of information. Using Twitter, 
the most popular public micro-blog site, users post text 
messages, called “tweets,” of 140 characters or less, 
from a computer or a cellphone. Other Twitter users can 
“follow” your posts, but you can decide whether you 
want to let them follow you.

	 ✓	Multimedia sharing sites: People can post, share, rate, 
and comment on videos, pictures, and audio and other 
media. Think YouTube for videos, Flickr for photos — 
although there are many more in both categories. You 
can also create and post audio podcasts that people can 
download to their iPods or MP3 players. While some 
people focus on these sites for personal use, others use 
these sites for professional purposes. For instance, in 
January 2009, the U.S. Congress and YouTube launched 
Congressional YouTube channels, giving each member of 
Congress the opportunity to create his or her own video 
posting channel.

	 ✓	real simple syndication (rss): RSS refers to a family 
of Web feed formats that can be used to publish things 
that people update frequently, including blogs, news, and 
video clips in a standardized format. You can subscribe 
to RSS-enabled blogs and other online content so when 
something new is published, it comes to you automati-
cally, rather than your having to go out to the site and 
see what’s new. Most blogging services automatically 
create RSS versions of blog posts.

	 ✓	social bookmark and tagging services: Services, such as 
Delicious and Diigo, let you store your bookmarks online 
and share them with people you know and other people 
interested in similar subject areas. Tagging lets you add 
your own descriptive tag terms or keywords to provide 
context on a blog, article, podcast, video, or other Web 
content. A tag cloud is a box containing a list of tags with 
the most prominent or popular tags presented in a bigger 
or brighter font than those of less popular ones.

	 ✓	social networking sites: Social networking sites, such as  
Linked In, Facebook, or MySpace, connect people with 
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common interests into a virtual community. They can 
be organized around personal, professional, or organiza-
tional interests and be either private or public. You can 
create a profile, share pictures, photos, videos, and other 
information and use the site to stay in touch and make 
new connections.

	 ✓	unified communication tools: These tools take advan-
tage of new technologies to integrate communications 
from many sources to streamline communications. For 
instance, a unified messaging system lets you access mul-
tiple phone lines, e-mail, fax, and instant messaging from 
one place.

	 ✓	Web portals: Web portals let you pull together content, 
processes, people, and services into a single, integrated 
and personalized dashboard. For instance, popular con-
sumer portals such as Yahoo! and Google provide search 
engines and e-mail, news, stock prices, information, and 
entertainment content in one place. Check out Chapter 4 
for more information.

	 ✓	Wikis: Wikis are collaborative Web sites that anyone can 
add content to or edit existing content. Wikipedia, for 
example, is a public encyclopedia where millions of visi-
tors and contributors work on millions of articles each 
year. Companies also create private wikis to share staff 
knowledge, communicate information and post policies, 
and brainstorm about new ideas or projects.

Grasping the Power of Social 
Networking for Business 
Collaboration

Social networking has already had an enormous impact on 
people’s personal lives. As people use these tools and expe-
rience the benefits, they ask how they can derive the same 
types of benefits in their business lives. Maybe your manager 
is asking you “What are we going to do with this social net-
working stuff?” While it’s relatively easy — and low risk — for 
people to experiment with many different sites and tools for 
their own personal use, determining the right route to take for 
business social networking is an entirely different matter.
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To be successful with social networking in a business setting, 
you can’t just load up employees with more tools. You need 
tools that help tackle specific problems and demonstrate 
obvious and measurable benefits. This section covers those 
benefits.

Making information easier  
to find, share, and use
Wikis, blogs, and shared communities can help move informa-
tion and conversations out of e-mail and off employees’ hard 
drives — making it easier to find, share, and use. For instance, 
instead of sending e-mails and documents back and forth, you 
can use wikis, Web meetings, and other tools to streamline 
creation of a meeting agenda.

Enhancing the body of  
shared knowledge
You can extend a wiki or community to customers or partners 
who can augment and extend the benefits of the knowledge 
pool. Say that you’re a software vendor, and you create a 
community to actively encourage customers to provide fixes, 
work-arounds, and other tips to problems. While internal sup-
port still needs to validate that a fix works, a customer may 
have a better solution to a problem or come up with one more 
quickly than your internal support team.

Locating the right person  
at the right time
With more people working remotely, and in more dispersed 
locations, finding and reaching the right person can take way 
too much time. Sometimes, you have trouble even figuring out 
who that person is, Other times, you may know who the right 
person is, but you can’t connect with them because of location 
or time-zone hurdles.
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Internal online profiles help users to find the people and 
expertise they need with the right context. Users can search 
for people within an organization according to their team, 
location, interests, and responsibilities. Now, users can 
quickly identify and connect with the people who have the 
expertise they need, when they need it.

See Image 2 at the back of this book for an example of an  
internal online profile.

Putting context around information
What if you could make the information you find more rel-
evant and/or useful to the next person who’s looking for 
something similar? You can use social bookmarking to save, 

Setting a precedent with  
social networking

A nonprofit continuing legal educa-
tion institute’s charter is to provide 
the legal community with the most 
up-to-date, relevant information, 
techniques, and practices. The 
institute wanted to create an online 
learning and collaboration service 
that would take this mission to the 
next level by expanding the opportu-
nity for cross-learning and business 
development.

With the help of a business partner 
and leading collaboration vendor, 
the institute deployed an integrated 
platform to give members access 
to services, such as profile sharing, 
instant messaging, blogging, wikis, 
RSS feeds, widgets, task planning 
and execution, virtual meetings  
and Web conferences, online docu-
ment sharing, tagging, and directory 
services.

Attorneys can use the solution to 
meet other lawyers in the com-
munity, locate experts in specific 
areas, ask and answer questions, 
showcase their expertise among col-
leagues and clients, and prepare for 
and follow up on any of the institute’s 
seminars. The solution also provides 
members with real-time news feeds 
from legal news, blogs, and commen-
tary sources and pulls in information 
from court cases and enforcement 
actions from Web sites, such as the 
U.S. Department of Justices.

Ready access to a wealth of problem- 
solving information and expert 
legal analysis helps lawyers settle 
cases more quickly and with better 
outcomes. By sharing their own 
expertise and experiences, they can  
also build their own careers and 
reputations.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies, IBM Limited Edition 28
share, and organize links to blogs, podcasts, articles, or other 
content that you’ve found helpful. And you can tag content to 
help classify or group relevant content together. Bookmarking 
and tagging let people enhance the search, exploration, and 
learning process.

Sparking innovation
Social networking tools can foster information sharing, help-
ing ignite and accelerate innovative new products, services, 
and ideas. For example, a company’s research scientists can 
set up an online community to share and discuss insights and 
ideas in real time with both internal colleagues and outside 
experts around the globe.

Bringing order to chaos
Portals, for instance, offer companies a way to pull a great 
deal of tools, services, and content together in one place. 
Corporate portals can bring a consistent look and feel to what 
otherwise may be a confusing jumble of information and pro-
vide access controls to information and services.

Mapping the Right Collaboration 
Tools to the Task

Even if you’re comfortable using Facebook, YouTube, and 
other services in your personal life, you may be wondering 
whether social networking tools are relevant for your busi-
ness. The answer is a resounding yes.

Different types of collaboration tools are better suited to 
different types of users, situations, preferences, and require-
ments. You need to take all these things into account to make 
sure that you pick the right tool or tools for the job. Ask your-
self and your team the following questions:

	 ✓	Do you have formal goals and objectives as output? Are 
these goals defined? Is the group responsible for making 
decisions? Or are the goals more focused on learning and 
brainstorming ideas?
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	 ✓	Do you have specific deadlines, outcomes, and resources? 

Or is the collaboration more loosely structured and 
open-ended?

	 ✓	Who and how many people need to be involved? Is it a 
small group or dozens of people? Do you need to involve 
partners, customers, or other people who aren’t part of 
your company?

	 ✓	Do you need to involve remote workers and mobile employ-
ees? Are users more likely to use a cellphone or a PC?

	 ✓	Does everyone involved have clearly designated areas that 
they’re responsible for? Or is participation more ad hoc?

	 ✓	How interdependent are people on each other for group 
and individual success?

	 ✓	Do you need to collaborate on a short- or long-term basis?

	 ✓	Do you need to collaborate in real time?

After you think about and answer these questions, you can 
benchmark and compare tools to determine which maps best 
to your collaboration needs and objectives.

 

Want more ideas? Consider these tips:

	 ✓	Select an integrated solution that brings several tools 
together in a unified way. Many of the solutions available 
let you start small, with one tool, such as instant messag-
ing, to connect with the people you need to talk to in real 
time. Then you can add new tools — to enable mobility 
and unified communications when you need them — in 
an integrated fashion.

	 ✓	Choose flexible solutions that integrate with what you 
have and that you can add to and scale as your needs 
change. Look for solutions that offer an incremental 
approach so you can start off small and add new func-
tionality as you need it.

Other Key Considerations
Social networking is becoming an increasingly useful tool in 
the corporate world. The benefits to be gained from using 
social networking tools in a business setting are significant 
but different than in a consumer scenario.
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Both social networking and traditional collaboration tools 
help more people share more information with other people. 
In a business setting, you need to have proper safeguards 
for security and identity management to protect confidential 
information and intellectual property. Think carefully about 
what information needs to stay in the company, or within 
a small group or department, and what information can be 
shared with others — be it customers, partners, or another 
group of constituents. Then select tools designed specifically 
for businesses that include advanced security capabilities and 
safeguards to help ensure that people have the right level of 
information access.

 

Keep in mind that the line between traditional collaboration 
and social networking is rapidly blurring. Vendors are con-
tinually refreshing traditional tools with new social capabili-
ties. These solutions can offer a more seamless path from an 
e-mail- and document-centric culture to one that’s more par-
ticipative and collaborative.

 

An abundance of publicly available, free collaboration and 
social networking tools exists on the Web. But most were 
designed for consumers, not businesses. Enterprise collabora-
tion and social networking solutions, on the other hand, are 
built from the ground up for business use. They include secu-
rity and governance features to help protect company data 
while providing opportunities for you to meet your business 
goals.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Chapter 3

Creating a Collaboration 
Game Plan

In This Chapter
▶	Performing a collaboration self-assessment

▶	Understanding a collaboration game plan

▶	Knowing the elements of successful collaboration

▶	Getting started on your plan

I 
t’s time to take action and make collaboration work for 
you, formulating your game plan for getting results that 

make a difference to you and your business. The question you 
need to ask is “How can I use collaboration to become more 
innovative, productive, and successful than ever before?”

We expect that you, along with your business associates and 
partners, have the knowledge, creativity, information, and 
processes to do your job well. However, you may not have 
everything you need in the right place and at the right time. 
In addition, you may be missing out on quick access to knowl-
edge experts that would enable you to incorporate new and 
creative approaches to your work, pushing your achievement 
to even higher levels.

In this chapter, we discuss how to assess your current col-
laboration capabilities and evaluate how well these capabili-
ties align with your personal and business goals. In addition, 
we consider how you can create a plan to ensure that in the 
future you have the tools you need to successfully implement 
a collaboration plan to help you transform the way you work 
and innovate for the future. 
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Defining a Collaboration Game 
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Identifying Success Factors for 
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Assessing Your Current 
Collaboration Capabilities

Before you can embark on a collaboration approach that 
allows you to capitalize on the knowledge and the creativity of 
your team, you need to assess where you are today. Consider 
your priorities, and understand where you have gaps in your 
ability to achieve your goals. Whether you work for a small 
independent organization, you work out of a small home 
office, or you’re part of a large disconnected organization, 
this assessment process provides a good foundation for your 
future success with collaboration. Regardless of the size and 
shape of your business, it’s likely that you’ve already identi-
fied some aspects of your business that could benefit signifi-
cantly from more-effective collaboration. 

So, take a step back and assess your personal and business 
goals as well as your current collaboration capabilities by 
answering the following questions:

	 ✓	What collaboration tools are currently used throughout 
your organization? Who’s using these tools, and how are 
they being used?

	 ✓	Have attempts at improving collaboration failed in the 
past?

	 ✓	Can internal and external contributors easily access 
and contribute information and engage in the dialogue? 
Can they collaborate anytime, anywhere, and from any 
device?

	 ✓	Are collaboration roadblocks, such as delayed opportu-
nities for communication and input, impeding business 
progress?

	 ✓	Do you need to improve customer satisfaction or speed 
up contract negotiations?

	 ✓	Do you have the solutions you need to apply the best 
brain power, information, and processes to tasks?

	 ✓	What could you save in time and resources if you were 
collaborating more effectively?
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	 ✓	Are your current collaboration methods helping to drive 

the best business results and set you apart from the  
competition? 

	 ✓	Can your teams gain access to the right subject matter 
experts when and where their knowledge can be most 
helpful? 

	 ✓	Does your approach to collaboration enable you to accel-
erate and improve decision making?

 

Your assessment doesn’t need to be complicated to be effec-
tive. It can be as simple as thinking about what works well 
(and what needs improvement) in your current interactions 
with co-workers, business leaders, customers, and partners. 
In addition, you don’t need to be in an advanced technology 
or digital media business to think that collaboration technol-
ogy can help you. Even if you have a “low-tech” business but 
spend a lot of time contacting people on the phone or by 
e-mail, chances are good that you can use collaboration tools 
to become more efficient and effective.

Take a look at an example of the assessment process 
in action. Liz, a planning director for the Department of 
Education in a large city, was responsible for developing 
partnership relationships between local businesses and the 
schools across the department’s district. This new program 
was only one of a growing list of projects that came under 
her area of responsibility, but she was constantly fielding 
phone calls from business leaders about the program, and it 
was taking her focus away from other priorities. The goal of 
the partnership program was to match up business leaders 
who wanted to help the schools by donating time or products 
or by providing summer jobs for high school students. The 
Department initiated a job freeze, so Liz and everyone in her 
office were working very long hours. Her assessment high-
lighted the following:

	 ✓	Identifying personal and business priorities 

	 •	Need	to	create	an	effective	business/school	part-
nership to make a positive difference for the  
community

	 •	Learn	more	about	the	technology	of	collaboration
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	 •	Show	positive	results	quickly	to	help	build	my	

resume and look good at my next performance 
review 

	 •	Improve	my	work	efficiency,	so	I	can	work	out	at	
the gym more consistently

	 ✓	Assessing where the gaps are

	 •	My	team	wastes	time	on	missed	phone	calls,	
searching for phone numbers, and locating people 
who spend a lot of time away from the office.

	 •	Our	organization	is	both	a	facilitator	(developing	
partnerships between business and school leaders) 
and a bottleneck (all the person-to-person connec-
tions depend on the planning team). 

Now that Liz has a good understanding of the issues, she can 
create a collaboration game plan. 

Defining a Collaboration  
Game Plan

 

A collaboration game plan helps you align your collabora-
tion capabilities with business objectives and determine how 
to fill the gaps that keep you from reaching your goals. The 
team needs to select the right tools and delivery options (see 
Chapter 5 for more information) and decide which tools to 
implement first.

A collaboration game plan spells out where your company 
is today, where you want to go, and what you need to do to 
get there. Many people begin by identifying one project as a 
starting point before applying the solution to many different 
areas of the organization. However, if you begin with a high-
profile project and then are very public about your success, 
the demand for new uses of collaboration tools is likely to 
quickly expand across your company. You need to be ready 
with a long-term plan that supports different types of users 
and different project requirements. From the simplest begin-
nings, the use of collaboration tools can spread across your 
company and become a key differentiator for your business.
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A collaboration game plan is meant to be fluid and should be 
refreshed as your personal and business priorities change. 
Wherever and however you begin, choose an open and stan-
dardized approach that provides you with the flexibility to 
change as needed.

In following the example from the preceding section, Liz, the 
planning director, identified some gaps in her current methods 
of collaboration. Although she successfully solves problems, 
responds to community stakeholder issues, and is an excellent 
decision maker, she wants to lead her team to the next level in 
collaboration. The team regularly uses some basic collaboration 
tools, but they could accomplish more with a better efficient col-
laboration style. By beginning with just one project — creating 
business/education partnerships — the planning director devel-
oped a collaboration plan to fill the gaps. The essence of the plan 
follows:

	 ✓	Create an online portal to jumpstart the process of build-
ing partnerships between businesses and educators. 

	 ✓	Provide an environment where business leaders who 
have money, time, or products to offer can identify 
the needs of various school leaders. Let some of these 
matches take place organically and facilitate the interac-
tions between them with online form submissions.

	 ✓	Incorporate blogs, twitter feeds, personalized profiles 
(directory identifying people showing photos and areas 
of expertise), and digital media into the portal site to a 
fun and dynamic environment that generates excitement 
in the community. Make it as easy for people to access 
these tools from their PDAs as from their desktops.

	 ✓	Phase in some capabilities to evaluate how the environ-
ment is being used and not overwhelm the community 
with too many features at once. Plan to include e-mail/
presence awareness capabilities — identifying whether 
someone is online and available to receive instant  
communication — in the future.

Guess what? The success of the Web portal created by Liz’s 
department has been huge! The teachers, community leaders, 
and students all benefited from the ability to connect more 
easily. Overall, the right connections are being made in a 
timely manner and business processes are running more effi-
ciently and accurately.
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Identifying Success Factors  
for Effective Collaboration

You probably already have most, if not all, of the skills you 
need to use collaboration tools successfully. However, you may 
need to think differently about how you use these skills. And, 
you need to consider the collaboration skills, practices, atti-
tudes, and resources of your target collaboration community.

Collaboration tools work best if they blend right into every-
one’s daily work environment without specific requirements 
for in-depth training. You want to make sure your collabora-
tion tools are in the right place at the right time and that they 
are a good fit for your team or organization.

Taking stock of the factors in this section will be critical to the 
success of any collaboration project.

Organizational/cultural
What are the existing attitudes regarding sharing of informa-
tion and collaboration styles in your organization? Think 
about how collaborative your team or organization is today. 
Some of the key things to think about include the following: 

	 ✓	When you work in a team to get something done, are 
members treated more like peers, or does a definite 
pecking order exist?

	 ✓	How much of the measurements and rewards centers on 
team success and how much on individual performance?

	 ✓	Do people generally feel upbeat about working together? 
Or would they rather do things solo? 

	 ✓	Has top management established an open process for 
providing information on the short- and long-term goals 
of the organization? 

	 ✓	Does your team/organization have an existing process 
for sharing ideas and feedback on products, solutions, 
customer issues, and business process? 
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	 ✓	How are various teams in your organization impacted by 

deadlines? Is quality, safety, or security compromised 
because of pressure to meet deadlines? 

	 ✓	Do you already use some online community-building 
tools (such as wikis, bookmarking, and tagging) to share 
and learn? 

Depending on how you answered, you may have a business cul-
ture that will be eager to try new collaboration tools or one that 
may be more resistant. You need to know where you are so you 
can implement new collaboration tools in a nondisruptive way 
and demonstrate benefit quickly. 

 

Start small so as not to disrupt the status quo and turn people 
off before you can show results. 

Strong leadership can be very important in moving the ball for-
ward. The focus, attention, and attitudes of your leaders — be it 
team leaders, influential individual contributors, or CEOs — help 
set the tone for collaboration within your team or company. 

If you’re leading a team, the best way to engage others is 
by example. Build a group of collaboration supporters that 
includes executives and other formal and informal leaders. 
Where to look? Good candidates include

	 ✓	People with project management backgrounds: These 
people may have experienced the pain of ineffective 
collaboration and have a lot of good ideas to improve 
things. 

	 ✓	big thinkers: These people like to think strategically 
and love to scan the horizon for what’s new and test and 
evaluate new things. 

	 ✓	subject matter experts: People who want to build per-
sonal knowledge and skills and want to strengthen their 
own reputation for expertise in an area.

Governance
Every organization has its own set of policies, industry regula-
tions, and checks and balances to ensure that the business 
achieves its desired outcomes. These principles and rules 
define the governance (collective behavior in relation to 

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies, IBM Limited Edition 38
employees, customers, partners, and society) of an organi-
zation. Organizations establish policies to define areas of 
responsibilities and to identify who makes decisions and how 
they are made. 

If you have an IT department in your organization, the imple-
mentation and controls established within IT will be an integral 
part of the governance approach. Many of the emerging social 
networking tools (Twitter, Facebook, and LinkedIn) are free and 
available to anyone with an Internet connection. You should 
consider the risks when you combine your organization’s inter-
nal collaboration environment (designed to support file shar-
ing, e-mailing, and other capabilities) with social networking 
tools available in the open environment of the Web.

Individuals within the company need to have a common 
understanding of the type of information about the business 
that can be shared publically. Providing employees with 
guidelines for external use of information can prove to be an 
excellent safeguard of the company’s critical resources. Even 
one instance of publically providing secure information or 
violating a code of ethics can put your organization or others 
at great risk.

 

Consider guidelines for appropriate use of collaboration tools 
when you develop your collaboration game plan. Public social 
networking tools may be the best solution for enhancing col-
laboration with an open and growing community. However, if 
you need collaboration tools to share critical information with 
customers and provide you with a record of your interactions 
for regulatory purpose, then a secure enterprise collaboration 
tool would be more appropriate.

Ideally, you may want to blend an enterprise solution with 
public social networking capabilities to ensure that your col-
laborative environment enables creativity and innovation along 
with the right combination of flexibility, security, and control.

People
Collaboration tools should be a natural extension of the way 
you currently interact with people. You want everyone to feel 
comfortable. However, there may be some people in your 
group who are resistant to change, and you need to figure out 
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how to engage them. Old habits die hard, and many people 
want to keep their existing modes of collaboration. 

On the flip side, you may also have some workers who are 
advocates for change within the organization and are chomping 
at the bit to do things differently. These change advocates may 
be so comfortable with the use of social networking to enhance 
communication in their personal lives that business communi-
cation and collaboration seems inadequate without it. 

 

Begin with a group that has a compelling need to make a 
change because of personal and business goals, and then pro-
mote your success. You don’t need to be a “techie” to want to 
find better ways to engage with your team or your customers, 
gain more work/life balance, and be more successful on the job.

Technology
Although it’s helpful to start with a small, high-profile project 
so you can quickly illustrate the benefit of a new approach to 
collaboration, you don’t want to be shortsighted in your use 
of technology. You’re likely to find the benefits of your col-
laboration tools so compelling that you’ll want to start on a 
new project right away. 

But don’t forget to assess your technology needs and  
constraints:

	 ✓	Connectivity and bandwidth requirements: Can your 
infrastructure scale to support your collaboration envi-
ronment, including an expanded use of mobile, wireless, 
and wired devices?

	 ✓	security issues: These issues need to be given top pri-
ority. You need to ensure authentication and access 
controls are in place. You want to reap the benefits 
of increasing the volume and diversity of information 
shared across your business without compromising 
security. You can establish role-based identity manage-
ment controls to set appropriate limits on the transfer 
of sensitive information. Collaborative environments 
are designed to get many people involved, so you need 
to maintain control over the sharing of documents that 
should be limited to a select few.
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	 ✓	Integration and interoperability: Build the foundation 

with an open standards approach so you can easily add 
new capabilities using the best available tool, regardless 
of vendor or operating system requirements. An open 
standards approach provides you with more flexibility to 
reuse resources and content as you expand beyond your 
early projects. You may want to extend existing interfaces 
with real-time collaboration features (for example, IM). 
Or add real-time chat to a customer service portal and 
then go to desktop sharing to troubleshoot a problem.

Taking the First Step
One of the most important factors to developing a collabora-
tion game plan is in knowing where to begin. Look for quick, 
easy entry points with fast payback. Just a few examples 
include the following: 

	 ✓	A central place for people to share documents — clearing 
up e-mail clutter and reducing the strain on e-mail servers

	 ✓	Unified communication solutions that know what phone 
numbers you’re at and automatically forward the calls to 
the phone line you have access to

	 ✓	Tools that aggregate content from external sources — 
like an RSS reader — to help cut down on information 
overload

	 ✓	Instant messaging to see wether someone is available 
and to ask a quick question

	 ✓	Web conferencing to help people cut down on business 
travel — saving the company money and giving employ-
ees more time with family and friends

	 ✓	Bookmarking and tagging to share valuable information

	 ✓	Capabilities for blogging so subject matter experts can 
easily provide insights on topics that encourage discus-
sion, education, and innovation

 

The benefit of collaboration lies in the ability to involve a 
broad cross-section of people. Keep this in mind when you’re 
rolling out or piloting a collaboration project. You need to 
look for the pacesetters in various teams, functions, and  
countries and adapt your approach to engage them.
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Take some time to also consider what areas you can address 
that give you the best returns on chronic problems. Setting 
reasonable and flexible goals is also important here. You 
should start with what you know makes a difference and dem-
onstrates results, and then build from there. Always keep in 
mind that with collaboration one size does not fit all.

Identify opportunities that have good odds for success.

Improving products and services
Seek opportunities where enhanced collaboration would make 
a big difference to product or service quality or help you 
deliver goods and services more quickly to customers. For 
instance, an insurance company that relies on independent 
agents moved its quoting system from a phone- and paper-
based system to the Web. Now agents can log in and do every-
thing they need to get a customer quote — and in a fraction 
of the time it used to take them. In addition, several company 
experts established a blog on various insurance issues as 
a way of engaging customers and prospects in an open dia-
logue. This enabled company business leaders to spot market 
trends earlier and adapt their product to more closely meet 
needs of the market.

More-efficient people
Seek out opportunities to make people more efficient. For 
instance, officers in a police department in a midsize city had 
to drive back to headquarters and use the wired network to 
download and file completed electronic police reports. The 
department installed wireless hotspots throughout the city 
along with a system of Web portals and electronic forms that 
give officers a much more convenient way to file reports and 
access law enforcement databases and records.
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Chapter 4

Integrating Collaboration 
into Business Processes

In This Chapter
▶	Explaining business process

▶	Connecting collaboration and business process

▶	Improving business process outcomes

▶	Making collaboration operational

▶	Giving business process a collaboration makeover

O 
ver the years, organizations have increased productivity 
and created more-efficient workflows by automating busi-

ness processes. They analyzed manual processes to identify 
repetitive tasks that could be handled more effectively by apply-
ing technology. This efficiency transformation often focused on 
decreasing the number of people required to complete a busi-
ness process. These process transformations helped businesses 
cut costs, comply with business rules, and efficiently handle 
their day-to-day affairs in a predictable manner.

The right collaboration tools can help a business tap into 
new sources of innovation, sharpen competitive advantage, 
and serve its customers more effectively. In addition, each 
individual has more power than ever before to make a posi-
tive impact on business results. To be most effective, an 
organization should tie collaboration tools into the day-to-day 
business activities that generate orders, ship products, send 
invoices, and create new leads and opportunities.

In this chapter, you take a look at the link between collabora-
tion and business process and find out the approaches avail-
able to make this link work most effectively.
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Defining Business Process
Business processes are the steps or activities required so you 
can deliver products or services (outcomes) to your customers 
or stakeholders. These processes can consist of a few manual 
steps handled by one person or a complex set of manual and 
automated activities that require input from multiple people 
inside and outside the organization. In addition, business pro-
cesses increasingly depend on multiple types of data (such as 
structured data in relational database formats and unstruc-
tured data in document formats) that typically reside in discon-
nected locations. Although many business processes — such 
as creating orders or ordering a bill of materials — may be 
similar across many businesses, the way you integrate your 
business processes impacts the quality of service you deliver 
to your customers and helps to define and differentiate your 
business. Even in highly automated environments, efficient 
business processes depend on effective information sharing 
and collaboration among employees, customers, and partners.

Every business has numerous business processes and varying 
ways that information flows, be it casual or formal, efficient 
or congested and ineffective. Collaboration tools can be used 
to help ease the congestion in business process workflows 
when the hang-up is due to ineffective collaboration. (Refer 
to Chapter 3 for more information on identifying gaps in your 
collaboration style and creating a collaboration game plan.)

Even if you have well-established and highly automated busi-
ness processes, what happens when you need to make a 
change based on new customer preferences or a competitive 
threat? Collaboration is essential to ensuring that informed 
decisions can be made by the right group of people wherever 
they are located.

Connecting Collaboration  
and Business Process

Many businesses require communication between workers in 
the field (such as technicians servicing appliances in the home, 
utility service representatives restoring electrical service after 
a storm, emergency medical technicians attending to an auto 
accident victim, and sales engineers providing a quote to a 
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business prospect). In the past, a company incorporated a lot 
of downtime into its business process. Problems encountered 
in the field (even in emergency situations) may not be resolved 
immediately. A phone call back to the home office or to an 
expert on call could take place from the field, but transfer of 
complex information was probably going to have to wait until 
the field worker traveled back to a central location.

Collaboration and business process
Imagine that you’re a department man-
ager in a property and casualty insur-
ance company. The success of your 
business depends on the referrals of 
a large network of independent sales 
agents. These agents have always 
been the first point of contact with new 
customers, and you and your team 
have to make sure that agents receive 
timely rate quotes so they can close 
new business. In addition, your depart-
ment works closely with the underwrit-
ing team to make sure the rate quotes 
are both competitive enough to win the 
business and conservative enough to 
be a profitable investment.

Lengthy manual processes had pre-
viously been accepted as part of 
doing business, but no longer. Your 
company waited too long to auto-
mate its business process, and your 
business suffered. Even your most 
loyal independent agents wrote less 
business with your company, and 
time-consuming, error-prone pro-
cesses drove them elsewhere. You 
lost business to insurance companies 
that provide efficient, online quotes.

You wisely met with your executive 
team and got management to fund the 
technology to automate this important 
business process and implement a 

system to facilitate effective busi-
ness and online collaboration. Your 
department eliminated many of its 
manually intensive practices, and 
now agents request quotes and file 
error-free claims over the Web and 
receive a quick response. The easy-
to-use tracking system monitors the 
status of requests and views related 
policies. Agents can chat online with 
underwriters using a secure instant 
messaging service. Both the under-
writer and the agent can locate the 
policy they need to review, provid-
ing them with information needed to 
timely solve the problem.

The agents who are often out meet-
ing with clients are very happy they 
get the answers they need by using 
mobile devices as well. Customers 
are receiving a far superior quality of 
service by using Web-based options 
for bill paying and customer service 
interactions. In addition, claims can 
now be entered via electronic forms 
with the ability to pre-populate data 
from existing backend systems. This 
change helps to reduce costly data 
entry errors, cuts risk to the insurance 
company, and speeds claim return 
times.
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Today, service providers, customers, and all business pro-
cess stakeholders have adjusted expectations toward more 
of a real-time response to all types of questions and problem 
situations. The power of the individual to make a difference 
and add value to business processes is a key outcome of the 
emerging use of collaboration and social networking tools on 
the job. Workers now have tools that enable them to access 
expertise, make more informed decisions, and take relevant 
actions based on relevant input obtained when and where 
they need it most.

It’s not just real-time access to information that has impacted 
collaboration styles and business process. Collaboration 
resources can be used in many ways to make small but impact-
ful changes to traditional business processes. One additional 
possibility is to integrate collaboration tools like expert profile 
identification, e-mail, instant messaging, and presence aware-
ness directly into your business applications. This change 
could allow a business analyst to reach the expert on his 
team, get his questions answered, and solve problems right 
from within the application he’s working in. See the sidebar 
“Collaboration and business process” for a case study that  
illustrates how some of these changes take place.

Enhancing Business  
Process Outcomes

The benefits of both collaboration and process automation 
are clear. These two concepts can come together while creat-
ing an environment that fosters innovation. You can start in 
many ways. Here are some examples:

	 ✓	A company has a process that requires that a customer 
service representative respond to a customer complaint 
within one business day. To ensure that this process was 
achieved and customer needs were handled in a timely 
manner, a process was set up so that an e-mail was auto-
matically sent to the customer with an offer to conduct 
an online chat to resolve the issue.

	 ✓	An innovative airline wanted to make sure that it was 
able to fix customer issues before they gained momen-
tum in public social networking sites. The airline set up 
a process to monitor negative comments on these sites. 
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Management set up an automated process for fielding 
customer complaints. When a customer complained, the 
customer service desk received an alert that triggered 
the appropriate response to ensure the customer was 
heard and the problem was handled in a timely fashion.

	 ✓	A manufacturing company created a business process to 
trigger an online meeting between members of a quality 
assurance team if a problem was spotted either on the 
factory floor or when a product return was found in the 
order processing system.

	 ✓	An insurance company provides agents with electronic 
forms so they can complete customer insurance applica-
tions on the spot during client meetings. The use of elec-
tronic forms eliminates errors by permitting entry of only 
the right kind of data (such as numbers versus letters) 
leading to a faster response to insurance policy applica-
tions. This technology will enable the agent to do more 
business and increases customer satisfaction.

All these examples have one thing in common: The teams 
used collaboration technologies to make business processes 
more responsive and information more readily available. 
Done correctly, the combination of collaboration and process 
automation can save money and time, increase customer loy-
alty, and spur innovation.

Making Collaboration 
Operational

Many companies that already recognize the benefits from 
using some collaboration tools (e-mail, calendaring, instant 
messaging, and web/video conferencing) will see far greater 
positive impact to team productivity and creativity by ensur-
ing that these tools are able to work together. When an 
individual has a single point of access to people, business 
applications, and resources across the enterprise and the 
Internet, they can eliminate redundancies in the workflow and 
make well-informed decisions faster.

Sometimes these tools provide good value alone, but it just 
doesn’t go far enough. For example, communication tools like 
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Web conferencing may help you to get your message across 
to a potential client, but you may not close the deal because 
you’re lacking some important information. If you have cre-
ated a unified communication and collaboration solution, you 
should be able to reach the expert you need in real time and 
have him help you make the sale.

But what are the underlying technology approaches that you 
can use to help facilitate this connection? In this section, we 
describe some of the specific technologies and tools you can 
use to integrate collaboration into your business process.

E-mail, calendaring,  
and messaging
The foundational tools included in most collaborative environ-
ments are e-mail, calendaring, and messaging. Many businesses 
depend on these solutions to have a single point of access to 
people, schedules, business applications, and resources across 
the enterprise and the Internet. With an increasingly mobile 
workforce, effective collaboration solutions should provide 
instant access from a variety of devices. When these tools work 
together, companies find that productivity is enhanced and 
business decisions are made more quickly.

Integrated unified communications
Unified communications and collaboration solutions enable 
people to add value to your business process through enterprise 
instant messaging tools, presence information, Web and video 
conferencing, and built-in Voice over IP capabilities that can help 
you meet your real-time collaboration needs. See Image 3 at the 
end of this book for an example of unified communications solu-
tions. You can simply select the person from the contact list to 
initiate a chat, call, send a file, or start an online meeting.

Mashups and how they work
Mashups are part of the overall social networking trend to 
empower users with a more interactive and participatory Web 
experience. New tools and services make it possible for non-
technical users to create and share mashups.
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With the advent of well-architected Web environments and 
open standards–based software, it is possible for people to 
create mashups. Mashups give you the potential to connect 
workflow and people in a more meaningful way — without 
having to hire an army of programmers. By using mashups, 
you can gain quick access to the information you need to 
drive business decisions — all via an easy-to-view Web inter-
face without requiring extensive IT involvement.

Some mashups can be quite simple. You may have seen the 
mashups that combine directions from a Web mapping service 
to a real estate company’s site that gives prospective home 
buyers directions to different open houses. But mashups are 
evolving well beyond these fun consumer-oriented services to 
those that can provide value as part of a business process.

For example, imagine that you’re a sales leader and want 
to foster a good relationship with a customer who’s think-
ing about buying a new product. What if you could create 
a link between your Customer Relationship Management 
(CRM) system and social networking sites such as Twitter or 
LinkedIn? You would be able to reach out to that customer 
and let him know about a new capability that he was waiting 
for and also see what he’s saying about your company and 
products. You may discover that another customer was a 
member of a LinkedIn community that turned out to be a rich 
source of leads.

Automating business  
processes with forms
Almost every organization creates forms to help collect data 
and manage business processes. Traditionally, forms have been 
paper based. A single business process, such as completion of a 
mortgage form, can involve significant complexity based on the 
specific answers and information given. The requirements of the 
process may change depending on a particular answer.

For example, the mortgage department of a financial organiza-
tion required a customer to complete up to 15 different forms 
to initiate the process of executing a specialized mortgage. A 
first-time borrower may need to provide more details than an 
experienced one. An underage candidate may require addi-
tional signatures from parents, or an applicant who didn’t 
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quite meet the base-income requirements may need an addi-
tional cosigner to validate her submission.

The bank implements an electronic mortgage application 
system that enables applicants to fill in required forms from 
the comfort of their home via the Web. The smart forms auto-
matically deliver the sections of each form that a candidate 
needs to complete based on her information. After the sub-
mission is received by the bank, the system can cross-check 
the applicant’s data with that on file.

Applications can be automatically routed to applicable teams 
within the organization who need to review the data held 
in the form. Review teams can approve specific items perti-
nent to their department (for example credit checking) and 
securely add digital signatures and forward to others along 
with relevant attachments. The application travels through 
the approval process according to a predefined checklist that 
outlines all the steps and signatures that need to take place 
before approval is final.

In the meantime, applicants can monitor the progress of 
their application via the Web site and get quick alerts upon 
approval or on the need to provide additional details. Now the 
automated process uses a combination of electronic forms 
and collaboration tools to increase staff efficiencies, applica-
tion accuracy, and customer satisfaction.

Portals: Giving order to chaos
Most organizations don’t lack information. In fact, most com-
panies are drowning in information from hundreds of sources, 
both internal and external to the company. Too often, the 
answers to important business questions are trapped inside 
these information sources. People spend a lot of time open-
ing up files on hard drives and servers, searching e-mail, and 
looking on the Web to pull together the sources they need to 
get the information required to do their jobs.

A Web portal can help pull this together for you, gathering 
content, processes, people, and services together in one 
place, with an integrated look and feel that meets the needs of 
the visitor to the site.
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Portals offer companies a way to provide individuals with 
personalized and appropriate access to the information they 
need to do their jobs. In doing so, they also help solve the 
information overload problem — serving as an expeditor and 
filter to get each person to the resources they need quicker 
and with fewer detours. For example, portals can be designed 
to vary based on an individual’s role in the business, giving 
the business analyst, senior management, sales representa-
tive, or customer representative customized access to the 
information they need in a format that’s most useful to people 
in their position.

Often portals are designed to be sufficiently flexible so, within 
the parameters of a specific role, users can personalize the 
portal by customizing their own view to show information spe-
cific to their interests or needs. A user may choose to incorpo-
rate specific performance metrics and dashboards to help them 
digest the data they need. In addition, the portal can incorporate 
alerts and tools to help users take action when it really matters 
and before a small problem becomes a major one.

Giving Your Business Processes 
a Collaboration Makeover

No company should let cumbersome and inefficient business 
processes hold them back. You have many options, but you 
don’t need to try everything at once. The purpose of collabo-
ration is to make things easier.

How do you make collaboration real? Here are some of the 
questions that get you started in the right direction:

	 ✓	What is the end game, or what does success look like for 
this collaboration effort?

	 ✓	What value could collaboration add to your existing busi-
ness processes?

	 ✓	What are the bottlenecks that keep your team from 
achieving a rapid response to an opportunity or a threat?

	 ✓	Can you adjust your current business processes to incor-
porate collaboration tools such as social networking, online 
collaboration, instant messaging, or instant meetings?
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	 ✓	Do you have an effective and secure way to share the 

right information with your internal and external teams?

	 ✓	Can you easily adapt your business process to accommo-
date new business requirements?

	 ✓	Can you instantly identify new team subject matter 
experts when a new problem surfaces and get the infor-
mation you need — when you need it?

In the example that follows, you look at a team that needed to 
get value from collaboration very quickly in order to improve 
its business process.

A package delivery company faced intense competition that 
seemed to be getting worse every day. Sean, a product devel-
opment manager, was asked to head up a task force charged 
with finding new ways to expand the company’s overall ser-
vice offerings. The group would be working with the sales 
team to evaluate new channels of distribution for existing 
services.

The task force didn’t have the time to sort through multiple 
information sources and reports prepared from different 
applications to get the answers they needed. A supportive IT 
department created a Web portal to provide a secure way for 
the financial and product development analysts to take key 
data and documents and bring them together for meaningful 
analysis. Some of this information was very sensitive, so IT set 
up secure access for the task force members.

The portal provided a unified place that represents informa-
tion on customer buying patterns, the types of new busi-
nesses that the company has created over the past five years, 
and the resulting revenue. In addition, it’s easy to incorporate 
market and competitive information gathered from online 
sources into the portal. The task force also has access from 
within the portal to a dynamic company directory that makes 
it easy to identify the expertise of individuals across the 
globe. It makes the research process faster and more produc-
tive when staff can easily fill in gaps in your own knowledge 
by soliciting opinions in an open environment.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Chapter 5

Choosing the Right 
Collaboration Delivery 

Model
In This Chapter
▶	Evaluating the approaches to more effective collaboration

▶	Figuring out the most beneficial delivery options

▶	Blending approaches to collaboration

I 
n the good old days, you had only a few viable models for 
collaboration — you either picked up the phone to talk to 

someone or you forwarded documents around to a team via 
e-mail. A lot has changed in a short amount of time. The good 
news is that you have a lot of choices, depending on what 
type of collaboration you’re embarking on and the nature of 
your team. The bottom line is that there’s no right answer to 
how you deliver collaboration.

In this chapter, we explain different approaches to delivering 
collaboration and explain how you weigh the benefits of each 
option.

Evaluating Delivery Models  
for Effective Collaboration

Understanding which collaboration tools are right for you 
is an important first step to selecting the right collaboration 
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delivery model. Your approach to collaboration may depend 
on traditional tools such as e-mail and conference calls. 
However, many companies are including emerging social 
networking tools in their overall approach to collaboration. 
Making sure all these approaches work in unison with the 
right level of security and governance requires some advance 
planning. In fact, many companies implement a portal to pro-
vide a consistent platform for leveraging their chosen mix of 
collaboration tools.

Your choice of delivery model is also going to depend on the 
number of people involved in the collaborative process. You 
want to make sure that your environment provides the ability 
to interact with the right experts and collaborators. Why is 
this so important? The nature of a collaborative environment 
can be extremely fluid. For example, you may start a project 
with a team of 3 or 4 people, and as the project evolves, you 
may need to include 20 internal employees, a team of outside 
experts, and several hundred customers. Your collaboration 
delivery model needs to have the flexibility to adjust to your 
changing requirements.

You have four main delivery models to consider, and a grow-
ing number of organizations find a hybrid approach offers the 
greatest flexibility:

	 ✓	On-premise deployment

	 ✓	Cloud-based services

	 ✓	Appliance-based services

	 ✓	Hybrid approaches, combining multiple models

On premise
The traditional delivery mechanism for collaboration is to 
have a server environment on premise within your own 
data center. If the collaboration needs of your teams are 
adequately supported with an on-premise solution, this may 
be the best approach for you. However, change often happens 
when we least expect it, and you should be aware of how addi-
tional delivery models can help. The good news is that it isn’t 
an either/or decision that your organization has to make. You 
can combine a traditional on-premise approach with cloud- or 
appliance-based solutions.
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Cloud computing
Cloud computing is the next stage in the evolution of the 
Internet and is a computing model that lets you access soft-
ware, server, and storage resources over the Internet in a 
self-service manner. Instead of having to buy, install, maintain, 
and manage these resources on your own computer or device, 
you access and use them through a Web browser.

The cloud provides the means through which everything — 
from computing power to business processes to personal 
collaboration — will be delivered to you as a service wher-
ever and whenever you need. What this means to users of 
the technology is that they can choose to allocate additional 
resources on demand and just as easily deprovision those 
resources when they’re no longer needed. This characteris-
tic of the cloud is described as elasticity, the ability to pay 
only for services you use, and the ability to reduce capital 
expenses for IT infrastructure. The cloud can also enable col-
laborators to work in new ways, by easily using collaboration 
tools outside their individual firewalls.

Cloud computing also shields you from many of the complexi-
ties of managing a technology infrastructure; as a user, you 
see only the self-service interface to the computing resources 
you need. And, you can expand or shrink services as your 
needs change. Collaboration delivered through the cloud can 
be integrated with existing on-premise applications for e-mail, 
conferencing, and various business applications.

There are three types of cloud computing models covered in 
this section.

Software as a Service
The most widely used cloud service is Software as a Service. 
While you access these services from your browser, the soft-
ware, processing power, and storage all reside in the cloud. 
Social networking sites such as Facebook and LinkedIn are 
cloud-based services. See Image 4 at the back of this book for 
an example of a cloud service.

Your company may already be using Software as a Service if 
you use products like IBM’s LotusLive Collaboration Services, 
Salesforce.com, or Intuit Quickbooks Online.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies, IBM Limited Edition 56

Infrastructure as a Service
Infrastructure as a Service gives you access to resources like 
storage or server capacity on demand. You can easily provi- 
sion up or down depending on your workloads. Amazon.com’s 
Elastic Cloud is the most well-known Infrastructure as a 
Service provider.

Platform as a Service
If your company is looking for a lifecycle platform for building 
applications, you may consider using Platform as a Service. 
Google’s Appengine, an example of a Platform as a Service, 
can be used to build an entire application.

Cloud-based services: Software  
consulting firm

A social software consulting firm 
needed to leverage the knowledge 
of a wide variety of industry experts 
to meet the needs of a broad set of 
customers. The company provides a 
mixture of business consulting and 
technical consulting and support 
to its customers. Each consulting 
engagement required types of col-
laboration. Some projects required a 
small team of employees and experts, 
while others required hundreds of 
individual participants to actively 
work on a project.

The company began using a cloud-
based collaboration platform to host 
meetings, share files, and perform 
simple project management with 

both employees and collaboration 
partners. The cloud delivery model 
provided this company with many 
benefits. It saved time and money 
by increasing online meetings and 
decreasing IT costs for support and 
infrastructure. Having the latest 
interaction on project plans and 
supporting documents in one place 
meant that everyone was review-
ing the same information sources, 
improving the quality of results. The 
cloud-based system also helped the 
company keep track of a directory 
of experts that included profiles of 
business knowledge and related 
research that could be called upon 
for project assistance.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



 Chapter 5: Choosing the Right Collaboration Delivery Model 57

Appliance-based computing
An effective delivery model for collaboration solutions is the 
appliance — a prepackaged combination of hardware and 
software designed for a specific function. These appliances 
are “purpose-built” to meet the collaboration needs of an 
organization, as well as many other business purposes.

Appliances can also provide peace of mind for businesses 
with limited or no IT staff because vendors and/or their busi-
ness partners provide day-to-day systems support, main-
tenance, and backups over the Web. Many companies take 
advantage of terminal services, so they can connect remote 
workers easily and don’t need to worry about upgrading PCs. 
Because appliances are purpose-built, they make more effi-
cient use of technology and can minimize both acquisition 
and ongoing support costs. The appliance approach can be 
used in conjunction with traditional, on-premise deployments, 
and cloud-based solutions.

On premise: Scientific  
research provider

A provider of scientific research to 
global pharmaceutical companies 
wanted to create a more efficient and 
productive way to provide research-
ers and scientists with up-to-date 
information on research and educa-
tional opportunities. Management felt 
that by building a more collaborative 
environment between the scientific 
community and the company, it could 
increase the value of the services it 
provided to the companies that finan-
cially supported their work.

To accomplish this goal, the company 
implemented an on-premise based 
collaboration environment. It created 

a Web 2.0 social networking plat-
form that includes a Web-based user 
interface, support for wikis, document 
management, user profiles, blogging, 
and shared bookmarking. In addition, 
the environment was designed to 
provide secure access to information 
because of the sensitive nature of the 
company’s research.

What was the impact of this col-
laborative environment on partici-
pating scientists and researchers? 
Researchers and scientists can 
download new research materials, 
ask and answer questions online, and 
find people with common interests.

These materials are the copyright of Wiley Publishing, Inc. and any  
dissemination, distribution, or unauthorized use is strictly prohibited.



Collaboration For Dummies, IBM Limited Edition 58

Business application server appliances come preconfigured  
with all the hardware and software components required to 
run a specific business application (such as collaboration tools, 
accounting, or CRM) packaged together in one box. Most ven-
dors build their appliances with industry-standard hardware and 
operating systems, such as Linux or Microsoft Windows, and 
integrate databases, security, storage, virtualization, and other 
technologies as necessary to provide a complete solution. As 
a result, users can set up an appliance in a matter of minutes, 
instead of the hours or days which it would take to source, 
install, integrate, and tune all these parts on a general-purpose 
server. As important, the appliance vendor (or a business part-
ner) provides remote system management, monitoring, updates, 
patches, support, and backup over the Internet.

Hybrid approach: Global  
relief organization

A global nongovernmental disaster 
relief organization needed to be pre-
pared for unexpected events any-
where in the world. It operates in 
more than 100 countries in order to 
be able to dispatch aid anywhere it 
is needed. However, the organization 
was having problems keeping track of 
what resources were needed at which 
locations, where the right experts 
could be found, and effective ways to 
communicate across geographies.

To handle its many different collabo-
ration requirements, the organization 
has implemented a hybrid approach. 
It has some on-premise collaborative 
systems for its larger offices. In its 
remote facilities where inconsistent 
connectivity and limited access to IT 

support is a concern, the organiza-
tion has implemented prepackaged 
appliances. When the organization is 
mobilizing to support disaster recov-
ery, it uses cloud-based services.

This hybrid approach to delivering 
collaboration enables employees 
and volunteers to have access to 
collaborate effectively wherever 
they are located. To help mobilize 
the right resources, the organization 
maintains a sophisticated directory of 
experts covering fields ranging from 
medical to construction to insurance 
and relief support. The organization 
has taken advantage of social net-
works to alert the broader commu-
nity about conditions and requests 
for assistance at disaster sites.
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Hybrid approaches
The hybrid approach is a combination of on-premise, cloud, 
or appliance models (see the three previous sections for more 
information on these specific models).

Often the decision regarding the best option to deliver cloud 
services to your organization isn’t clear cut. Although you 
may have the technology resources available in house to 
provide on-premise collaboration services, you may find the 
ease of use and flexibility of cloud or appliance collaboration 
services worth considering. You may have established an on-
premise collaboration solution for use throughout your orga-
nization, but when your business situation changes quickly 
you decide to use the appliance model to add additional col-
laboration services for your new satellite offices. The hybrid 
delivery model enables companies to extend their existing 
investments in traditional collaboration tools by incorporat-
ing cloud- and appliance-based tools.

The ability to choose the delivery model that meets your 
needs, whether it’s an on-premise, cloud, or appliance-based 
need, means that you have flexibility and choices that organiza-
tions have never have had before. Now you can easily move 
between delivery models when your business demands a dif-
ferent approach. For example, you may need to quickly ramp 
up a project with three different collaborators that can be done 
most efficiently with a cloud delivery model. At the same time, 
you will be able to use existing on-premise tools that can work 
in concert with the cloud. Organizations that want to deploy a 
specialized collaboration solution to small field offices may find 
that an appliance offering is the most cost-effective solution.

Weighing the Most Beneficial 
Delivery Options

Before you decide which delivery option is the best choice for 
your needs, start by assessing your company’s situation. Ask 
yourself the following questions:

	 ✓	Is your collaboration team stable, or does it frequently 
change in size? For example, does it consist of five people 
who work together on a set of predictable projects every 
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year? In a situation like this, many organizations will benefit 
from an on-premise collaboration platform. However, if you 
need to add outside experts without compromising your 
internal security, you may want to consider cloud-based 
services in combination with your on-premise solution.

	 ✓	Is your collaboration effort subject to change on a 
moment’s notice? Is the size and complexity of the 
team unpredictable? If your on-premise environment 
is designed for massive scalability, you may be all set. 
However, many organizations can’t afford this cost. 
Cloud-based solutions that can provide organizations 
with capacity, collaborative applications, and even secu-
rity at a moment’s notice are worth considering.

	 ✓	How technical is the support organization? Many organi-
zations with limited technical support staff are looking at 
appliances or cloud-based collaborative solutions.

	 ✓	Does the collaboration need to be highly secured 
because of the sensitive nature of the information? What 
type of governance requirements does your organization 
need to follow? Organizations that manage highly sensi-
tive information may consider an on-premise solution as 
their top priority. However, these same organizations are 
beginning to look to cloud solutions to securely expand 
their collaborative environments to external scientific, 
educational, and governmental communities.

	 ✓	What type of end-point devices (desktops, laptops, mobile) 
do you need to support, and what activities will people be 
using them for? Whether you’re using on-premise, cloud, or 
an appliance, you need to ensure that you have predictable 
and secure access for a variety of devices and situations.

Organizations are comprised of many different teams with 
different collaborative requirements. The great news is that 
you have options and can choose the delivery model that best 
suits your needs, your budget, and your current collaboration 
objectives. Your business requirements can remain stable and 
constant for years and suddenly be transformed by market 
events. Collaboration can help you seize opportunities that 
occur in rapidly changing market environments.

Don’t let concern over collaboration delivery models stand in 
your way. Understand that you have options to get the infor-
mation you need by collaborating inside and outside your 
company firewall. It’s time to take action to make collabora-
tion happen for you!
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Chapter 6

Ready, Set, Go!
In This Chapter
▶	Getting people on board

▶	Taking an incremental approach

▶	Keeping the big picture in focus

▶	Joining the conversation and seeking out experts

▶	Getting going!

I 
t is important to keep collaboration in context with the 
economic, social, and demographic shifts that are compel-

ling companies to re-evaluate how they do business. Effective 
collaboration tools can help you bridge geographical and 
organizational boundaries and prosper in a world of change. 
Collaboration provides great value to teams as well as to indi-
viduals and gives your organization the power to build on the 
volumes of information available to innovate and differentiate.

 

Focus on the big picture and think about refreshing your col-
laboration approach in a more holistic and strategic way. 
Keep in mind a few best practices to help you get the most 
value from your efforts and ensure a smooth landing.

Get People on Board
People provide the heart, soul, and brain power that fuel 
effective collaboration and successful businesses. Therefore, 
it’s critical to help your team understand how new collabora-
tion approaches and technologies will not only benefit the 
business but also help them to more easily accomplish tasks, 
achieve their own professional goals, and improve their work-
life balance.
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While the organization may assign very specific business goals 
and metrics to any type of new collaboration endeavor, you 
may also need to motivate people who aren’t fully engaged. A 
well-planned collaboration approach can help individuals to 
share their expertise, shine in their jobs, and spur innovation — 
all of which increase the odds of achieving the organization’s 
goals.

 

For some people, inertia is a powerful force. People tend to 
use the tools that they know — even if they are ineffective. 
They may need some guidance to understand the value of 
making the switch to a more effective collaboration approach. 
Above all, remember that your collaboration efforts can go 
a long way toward leveraging the power of information and 
people. So give thought to how you can make it easy for 
people to make the transition and see the value.

 

To help increase adoption of your collaboration plan, think 
about targeting people in your organization who are thought 
leaders and are open to trying new things. These pacesetters 
will be more eager to experiment with new solutions and can 
become evangelists for innovation and change. And, in the 
absence of a predefined collaboration plan, these employees 
may already be turning to consumer-oriented tools they have 
found themselves.

So, if you decide, for example, that creating a wiki or blog (see 
Chapter 2 for more on these tools) would be a good way to 
help stimulate new ideas and spark the discovery process, get 
these evangelists involved from the outset. Seek their input 
in selecting the tools and adding features that they want. 
Because they often set the pace, they’ll encourage viral adop-
tion among others who don’t want to get left behind.

Take an Incremental Approach
One of the great benefits of implementing a collaboration road 
map is that you don’t need to do everything at once. You can 
make great strides if you can remedy a nagging pain point or 
remove a roadblock with a new collaboration tool. After you 
start getting results, you can build on them to incorporate 
additional tools and capabilities.
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You may find it useful to conduct a pilot program with new 
social networking tools. Chapter 5 discusses a software-as-
a-service solution as a fast and easy way to begin. You don’t 
need to make a capital expenditure to buy any hardware, and 
everyone can access and use the tool through a Web browser. 
If the pilot doesn’t work out after a few months, you can turn 
off the subscription and try something else.

For instance, you may want to use wikis, blogs, and other 
forums (all discussed in Chapter 2) to bring more voices into 
the conversation and make information more accessible. Be 
ready to demonstrate how this approach can help people 
make new connections, discover new information, and gener-
ate the new ideas and culture of innovation that will move the 
organization forward.

Keep the Big Picture in Focus
Each organization needs to rethink its collaboration strategy 
from its own unique vantage point. Each company starts at a 
different place in terms of the collaboration solutions already 
in place, what’s working for it today and what’s not, and how 
far and fast it needs to go to get to where it needs to be in the 
future.

Social networking technologies (discussed in Chapter 2) and 
collaboration tools can be engines for creativity and discov-
ery and innovation that facilitate collaboration in ways that 
were never possible before. However, social networking initia-
tives face much better odds for succeeding if they integrate 
and work with more-traditional team collaboration tools in a 
complementary way. As you consider and evaluate new tools, 
look for what will integrate well within your current environ-
ment, both from a technology perspective and from a behav-
ioral view.

 

Over the longer term, your collaboration initiatives will be 
much more effective if you take a holistic approach. You’ll 
want the flexibility to phase in new capabilities. And you’ll 
want to ensure that you have the proper security and access 
safeguards in place to protect intellectual property and 
comply with auditing and regulatory requirements. Develop a 
clear view of the big picture goals, and then break them down 
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into manageable, achievable objectives and activities that will 
mesh together as you implement them.

 

View your collaboration strategy as a work in progress. The 
rate of change in the world is accelerating at an unprece-
dented pace. Stay abreast of economic, business, and industry 
trends, and be ready to recalibrate your approach to meet 
new demands and take advantage of new opportunities and 
new ways of working.

Join the Conversation and  
Seek Out Experts

When the topic is collaboration, don’t think you need to go it 
alone. Many new social networking tools make it easier than 
ever to harness the wisdom of individuals and crowds. If you 
want to dig deeper and learn more, you can get on the Web 
and monitor or join communities and forums that are discuss-
ing different types of collaboration tools and strategies. You 
can easily read related case studies and find out from other 
people with similar goals and issues:

	 ✓	What’s worked for them, and why?

	 ✓	What hasn’t worked, and why not?

	 ✓	What would they do differently?

	 ✓	How have they engaged people in new collaboration 
approaches?

	 ✓	What were some of the unexpected business benefits dis-
covered through collaboration?

Sign up for webinars and listen to podcasts to get more infor-
mation and guidance in this area. If you’re not already using 
an RSS feed (discussed further in Chapter 2), you may wish 
to start today so you can get this information automatically, 
instead of having to manually search for it. Many great tech-
nology companies exist in the market that can provide you 
with guidance and best practices. In addition, some profes-
sional consulting firms have documented best practices based 
on proven experience that can also provide assistance.
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Especially with the advent of SaaS-based collaboration (covered 
in Chapter 5) solutions, it’s easier than ever to try a new tool on 
your own. But because collaboration is a work in progress, it’s 
likely that you’ll want to integrate that tool with another collabo-
ration solution or add it to a business process. Therefore, we 
recommend that you seek out experts and advisors, both within 
and outside your company. Talk to your IT manager or CIO, as 
well as nontechnical colleagues who have been involved in eval-
uating and selecting collaboration solutions before. Look for con-
sultants, systems integrators, and solution providers that have 
already helped companies with similar needs and objectives. 
Discover the types of tools and solutions they’ve implemented 
successfully in other organizations.

If you work for a large company or department and have 
complex requirements, you may not be able to get everything 
you need from one vendor. Vendors that work within a larger 
ecosystem will be more able to help you tap into the tools and 
resources you need to accomplish your goals.

Regardless of the size of your business or organization, seek 
out companies that can help you to integrate new tools with 
existing solutions in a flexible, incremental manner so you 
can add new capabilities as your needs require and as your 
budget allows. This type of approach will help ensure that you 
get the most value from your collaboration makeover.

 Check out IBM’s interactive site, www.lotusknows.com, where 
you can experience collaboration tools and technologies and 
interact with IBM staff and business partners to further your 
learning about how your organization can benefit from  
collaboration.

Get Going!
Collaboration is the only business activity that every 
employee engages in, every day. Whether you’re an accoun-
tant or sales manager, a construction engineer or a criminal 
attorney, an entry-level team member or a CEO, the ability to 
collaborate effectively will have a huge impact on how well 
you can do your job. Your organization’s collective success 
rests on streamlining and enhancing the level of collaboration 
that will accelerate your ability to achieve innovative business 
results.
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The right collaboration approach can enable you to stand on 
the shoulders of those you collaborate with, building on their 
ideas while sharing your ideas. By harnessing the power of 
collaboration, you can achieve a potential that wasn’t pos-
sible before.
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A Picture Is Worth a Thousand Words

Image 1: A community homepage in IBM Lotus Connections (see Chapter 2).

Image 2: The profile feature in IBM Lotus Connections makes it easy to quickly 
find people with the expertise you need (Chapter 2).
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Image 3: A Unified Communications and Collaboration client, such as IBM Lotus 
Sametime, makes contacting coworkers and customers easier by integrating a 
variety of tools: enterprise IM, presence information, Web and video conferencing 
and built-in Voice over IP capabilities (see Chapter 4).

Image 4: IBM LotusLive (a cloud service) provides a cost-effective way to 
collaborate with zero infrastructure installed at your location (see Chapter 5).

A Picture Is Worth a Thousand Words

(For more information on collaboration software from IBM, visit www.lotus.com.)
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Collaborating can make the difference between business 
success and failure. Market and competitive conditions 
change quickly and companies need to be innovative. You 
can’t thrive by using the same approach and solutions 
that your company used 20 years ago. That’s where 
Collaboration For Dummies, IBM Limited Edition, 
comes in . . . you discover new approaches to tackling 
collaboration projects, accessing information, and 
empowering your teams with the tools that help you 
succeed.
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