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Executive Summary

Today’s business world is defined by distance: Information workers spread across a number of locations must interact
with each other while working with partners and serving customers around the world. And this separation of people
makes building relationships and fostering collaboration between groups difficult at a time when these interactions are
essential for a business’ success. How? The face-to-face meetings upon which business relationships have customarily been
built are impeded by the time and costs required to bring these scattered groups together. Given that businesses still need
their employees to collaborate internally and externally to create, market, and sell products, how are information
workers bridging the gap?

In July 2010, Citrix Online commissioned Forrester Consulting to study how information workers go about building
relationships and collaborating to get an understanding of how people feel these methods work. To explore this topic,
Forrester fielded an online survey of 797 US, European, and Australian information workers at enterprises and small
and medium-size businesses (SMBs) and conducted five in-depth interviews with individuals who work with others
and/or oversee the collaboration strategy for their organization. In conducting this research, Forrester found that
workers look to traditional methods for interacting with internal and external groups: email, phone calls, and face-to-
face meetings. They also indicate that they find face-to-face interactions most effective for collaboration.

What these results overwhelmingly show is information workers gravitate toward methods of working that they are
accustomed to and that help them make an interpersonal connection with their colleagues. As business leaders look for
solutions to help their distributed workforces stay connected, they must find tools that integrate with how workers do their
jobs while providing help in facilitating working relationships over distance.

Key Findings
Forrester’s study yielded the following key findings:

¢ The majority of information workers are no longer collocated with their colleagues. Most workers have co-
workers in different locations. Why? A sizable portion of the workforce spends time working at locations outside
of the corporate firewall like their home and client sites. Furthermore, the bulk of information workers tell us that
they spend at least some of their time working with people who aren’t employees of their company. And a

portion of these interactions happen internationally.

¢ To build relationships and collaborate, information workers rely on customary tools. While myriad tools are
available to help information workers transcend these distances, workers primarily use methods they have always
had: email, the telephone, and face-to-face meetings. This isn’t surprising considering that these are ubiquitous

techniques that information workers have used for years.

¢ Information workers require tools that feel natural. Information workers’ customary ways of collaborating are
entrenched in how they do their jobs. And in the case of in-person meetings, people find that they are better for
engaging with their colleagues because of the nonverbal way in which people communicate. So the priority of
those setting collaboration strategies is finding tools that fit into these workflows and give workers a way to
connect over distance in a manner that produces the outcome of the face-to-face meeting with which business
people are accustomed.
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Communicating Over Distance Is Essential In Today’s Business World

For discerning business leaders, being competitive in today’s marketplace means tapping and retaining talent —
regardless of location — who can help you innovate new products, open new markets, and find new revenue streams.
Furthermore, these workers need to interact with partners and customers in different locations around the country and
around the world. Consequently, this creates a business landscape where employees aren’t collocated with each other
and are separated from their partners and customers. But is this a prevalent phenomenon? In surveying information
workers in the US, Europe, and Australia, we find that it’s widespread.

¢ Workers spend their week in many different locations. Across the three regions we surveyed, the story was all
the same: A considerable number of information workers are working at locations other than corporate offices
(see Figure 1). While most work from one location during the week, 30% of business people work from multiple
locations.! And those working outside of the corporate firewall (e.g., from home or at a client site) are spending a
good deal of their working day there. For example, US information workers who work out of their homes spend
53% of their work week there (see Figure 2).

¢ They thus find themselves working with people in other offices. Because business is conducted from so many
locations, it is not surprising that the overwhelming majority of information workers — 81% — need to interact
with colleagues in different offices (see Figure 3). This story is consistent as we look across geographies, validating
the notion that business is done at more than a local level.

¢ Furthermore, most information workers deal with people outside of their organization. We tend to think of
those who work with people outside of the organization as limited to people in customer-facing professions:
marketing, sales, customer support, and professional service roles like consultant. However, this grossly
underestimates how widespread this activity is in business: 87% of information workers report that they spend at
least some of their time working with external parties (see Figure 4). With businesses needing to partner in order
to develop, create, market, and sell products, intercompany interactions necessarily move to other groups in the

organization like product managers.

¢ Interactions happen on an international scale. Forty percent of information workers report that they have co-
workers in other countries with whom they collaborate. Likewise, 26% of information workers say that the
external parties with whom they interact are in other countries (see Figure 5). Both points verify that businesses’
global nature doesn’t mean that companies set up branches in different geographies that never interact, but that
globally distributed teams still need to work together. Likewise, as businesses move into different countries, the
partners and customers they develop will be served by not only local staff but also employees in other locations

around the globe.

These numbers show that companies are broadly deploying their people, allowing workers to be where businesses’
partners and customers are. The downside, though, is that the distance this creates can disconnect workers from each
other, making it difficult to keep distributed groups on the same page and working toward common goals. This is
exacerbated by businesses emphasizing less travel because of the economic downturn, which finds some support among
information workers wanting to preserve their work/life balance by traveling less. As a solution, businesses are turning

to technology to keep their people connected.
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Figure 1
Information Workers Do Their Jobs In A Number Of Locations

iPl ease indicate where you \
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= Australia

Base: 797 global information workers

(multiple responses accepted)

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 2
Information Workers Spend A Good Deal Of Time Working Outside Of The Corporate Firewall
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Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 3
The Bulk Of Workers Collaborate With Colleagues In Other Locations

fiAre any oworkgrewhomyoa communicate with and collaborate with on projects, initiatives,
and otherwork-r el ated tasks | ocated in different

Respondents who answered fiyeso

Overall 81%

EMEA 82%

Australia 80%

Base: 797 global information workers

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 4
Working With Individuals Outside Of The Company Is Commonplace
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Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 5
Information Workers Spend Time Working Across International Boundaries

AYou mentioned some of youiWhich of the following be
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They are located in They are located in
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Base: 645 global information workers who collaborate with Base: 152 global information workers who collaborate with
colleagues in different offices people outside of their company and not in their office

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010

Collaboration Software Adoption Is Still In Its Infancy

A range of hardware and software solutions collectively described as collaboration technologies are available to help
business leaders keep workers connected without traveling. Forrester classifies these tools into four broad categories:
email and messaging; real-time collaboration technology (e.g., Web conferencing and videoconferencing);
collaboration platforms (e.g., team workspaces); and social software (e.g., social networks and blogs).

Businesses have been steadily implementing these solutions, even in the face of the recession, resulting in the majority
of businesses rolling out tools like Web conferencing and videoconferencing (see Figure 6). And from the perspective of
business leaders, these tools have been successful: The foremost benefit they realize from using collaboration

technology is travel reductions.? But how are information workers actually adopting these tools?

o To build relationships, information workers focus on a few methods. To communicate, establish a rapport,
and build trust, information workers gravitate toward three methods: email (95%), the telephone (93%), and face-
to-face meetings (84%) (see Figure 7). These figures dwarf newer communication technologies like video chats
and social networking tools, which ostensibly provide ways to help remote information workers establish
relationships.
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¢ Likewise, to collaborate, information workers rely on the same techniques. As we see with relationship
building, email (96%), phone calls (94%), and face-to-face meetings (88%) are the primary ways in which
information workers collaborate and share information (see Figure 8). This shows information workers are
lagging in their embrace of corporate-selected collaboration technologies. For example, while we see businesses
ramping up their spending on document collaboration technologies — particularly team document sharing sites
— information workers have not moved in large numbers to use these tools.’

o Availability of other collaboration technologies is an issue. Part of the reason for the low adoption numbers for
many communication and collaboration methods is information workers simply don’t have access (see Figure 9).
For example, of those who are not using Web conferencing, 49% say that one of the reasons they do not use it is
because the technology isn’t available to them. This indicates that as businesses implement more robust
collaboration technology portfolios, they have been slow to deploy them to their entire workforce. That said,
availability is only part of the story. Sizable proportions of information workers tell us that these technologies
aren’t necessary. For example, 27% of those who don’t use instant messaging for building a rapport say that one
of the reasons is that instant messaging isn’t necessary to interact with others.

¢ But information workers make it clear that older methods are most effective. In asking information workers
about the effectiveness of the techniques they use to build relationships and collaborate with others, we find
general disappointment (see Figure 10).While information workers find face-to-face meetings effective for
relationship building (78%) and collaboration (72%), they find the other tools wanting. And in a repudiation of
the notion that younger employees are different, Gen Yers’ opinions of these technologies align with those of
their older counterparts.

It is clear that across geographies, there are ubiquitous communication and collaboration methodologies that
information workers are comfortable using. But these approaches have their limitations: sending emails creates
overloaded inboxes, phone calls require people to be at their phones and available to talk, and face-to-face meetings are
limited by travel restrictions. And collectively, none of these methods scale well to facilitate the transfer of information
and ideas between large groups. So the question becomes, how do business leaders get the collaboration tool set in the
hands of their employees in a manner that makes the technologies effective and essential tools for their workforces?

Page 9



Forrester Consulting

Making Collaboration Work For The 21st Century’s Distributed Workforce

Figure 6
Business Leaders Embrace Collaboration Technologies

“What are your firm'’s plans to adopt the following collaboration technologies?”

(Respondents who said they have implemented or are expanding/upgrading existing impleme ntations.)

Email 94%
Emallclendrig o
Web conferencing 62%
Team workspaces 60%
Instant messaging 58%
Videoconferencing 54%

Base: 921 North American and European enterprise and SMB information and knowledge management decision-makers
(multiple responses accepted)

Source: “The State Of Collaboration Software Adoption,” Forrester Research, Inc., April 2, 2010
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Figure 7
Email, Phone Calls, And In-Person Meetings Are How Workers Build Relationships

fiHow do you communicat e, establish a rapj
interact with on your job?bo

Email 95%

Phone call 93%
Face-to-face meetings
Audio conference

Text messaging
Web-conference
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Video chat

Base: 797 global information workers
(multiple responses accepted)

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 8
Information Workers Turn To Email, The Telephone, And In-Person Meetings For Collaboration

AfiHow do you work, collaborate, and share in-
in your job?o
Email 96%
Phone call 94%
Face-to-face meetings 88%

Audio conference

Text messaging
Instantmessaging session
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Web conference
Videoconference
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Video chat

Base: 797 global information workers
(multiple responses accepted)

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 9
For Many Collaboration Techniques, Information Workers Don’t Have Access

AfYou said that you dondt wuse the following method
rapport, and building trust. Why is th

The method is Itis not necessary Itis not a I have I have not
not available to use the method convenient alternatives to received
to interact with method for using this adequate
others usto use method that are training
as effective
Face-to-face 9% 20% 43% 23% 1%
Phone call 6% 24% 24% 33% 0%
Email 8% 13% 28% 38% 3%
IM session 35% 27% 17% 21% 4%
Videoconference 50% 22% 20% 12% 3%
Web conference 46% 23% 17% 15% 6%
AiYou said that you dond6t use the following metho
sharing information. Why is that?o0
The method is Itis not necessary Itis not a I have I have not
not available to use the method convenient alternatives to received
to interact with method for using this adequate
others usto use method that are training
as effective
Email 7% 27% 43% 30% 0%
Phone call 6% 23% 48% 31% 2%
Face-to-face 10% 17% 42% 20% 1%
Audio 33% 28% 21% 21% 3%
conference
Text messaging 26% 29% 29% 20% 1%
Web conference 49% 22% 17% 13% 6%

Base: 797 global information workers

Note: Responses of “other” are not shown.

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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Figure 10
Outside Of Face-To-Face Meetings, Information Workers Don’t Find Collaboration Tools Effective

AThinking about the methods you ffkibki commboutatke met h
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(9 or 10 on a scale of 1 [not at all effective]to 10 [extremely (9 or 10 on a scale of 1 [not at all effective]to 10
effective]) [extremely effective])

Face-to-face meetings 78% Face-to-face meetings 2%
Phone call Phone call
Email Email

Instantmessaging session Team documentsharing site

Videoconference Video chat

Web conference Instantmessaging session
Team documentsharing site

Video chat

Videoconference

Web conference

Audio conference Audio conference

Text messaging Extranet

Extranet Social networking tools

Social networking tools Text messaging

Base: 797 global information workers

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010

Information Workers Need Tools That Provide Natural Ways To Collaborate

When making collaboration technology decisions, the fundamental thing business leaders must comprehend is
information workers have entrenched ways of building relationships and collaborating. Thus, when new collaboration
tools are introduced in a business, the employees must see the technologies’ benefits over those of what they currently
use — or they will continue to default to older ways of working. This suggests the first thing business leaders need is a
real understanding of what draws information workers to their customary collaboration methods: email, phone calls,
and face-to-face meetings. So what is the draw? In talking to workers, we find that:

¢ Email is ubiquitous, making it the foundation of business communications. Regardless of company size, the
first collaboration technology businesses provide their people is email.> Why? Thanks to the Simple Mail Transfer
Protocol (SMTP), email is a federated collaboration technology that allows information workers to send text
communications and transfer files to anyone with an email account. Because email is typically furnished to all
staff members, every employee can collaborate asynchronously. So for information workers, this naturally
became the default way to share information with others.
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“When I'm fielding a request from someone I have a relationship with, I typically send an email or leave a
voicemail, but nothing fancier than that.” (Market researcher in the telecommunications industry)

“My external communications are almost completely email-based. I don’t use the phone that often.” (Analyst
relations employee in the software industry)

o The telephone provides a reliable platform for real-time discussions. Like email, the telephone is also a
fundamental communication technology businesses provide their people. Also like email, any telephone can call
any other telephone thanks to Public Switched Telephone Networks (PSTN), removing the compatible
technology barrier to intercompany communications. So information workers look to the phone because it has a
small learning curve — they use phones in their personal lives — and when paired with email, the phone provides

a platform for real-time conversations about documents and other content.
“Most of my meetings are over the phone.” (Executive at a financial services company)

“I like the phone because I can answer a dozen emails in a 5-minute phone call.” (Analyst relations employee in
the software industry)

o Face-to-face meetings provide the greatest context for interactions. Despite the travel and costs associated with
in-person interactions, it is how information workers prefer to meet.®* Why? There is a perception that face-to-
face meetings allow for deeper engagement: When we asked why it was important that everyone see each other in
a meeting, information workers told us that reading body language (78%), building trust (73%), and establishing
arapport (65%) were the top reasons (see Figure 11). So for information workers, meeting in person is necessary
for laying the foundation of a business relationship and the most effective way to ensure that everyone

understands the information being conveyed.

“I prefer face-to-face [meetings] certainly because . . . I think it’s a good way to do business if you can . . . there’s a
lot of body language and things that can be read.” (Market researcher in the telecommunications industry)

For business leaders trying to augment their collaboration technology portfolio, the message is clear: Information
workers have come to view email, the phone, and face-to-face meetings as natural collaboration methodologies because
they are intuitive, readily available, and engrained in typical workflows. Newer online collaboration technologies can
provide ways for information workers to manage more interactions and more information with distributed parties, but
they are not widely adopted. Gaining wider user acceptance requires newer technologies becoming more natural to use,

like the traditional methods workers currently use.
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Figure 11
Information Workers Want To See Each Other To Build Business Relationships

iYou said it is important for everyon
Why is that?0o

Read body language 78%

Build trust 73%
Establish a rapport

Ensure thatthey are paying attention
Encourage participation

Ensure thatl am talking to the right person

Provide context for the meeting

Ensure thatl am paying attention

Base: 536 global information workers who feel that it is important to see one another during a meeting
(multiple responses accepted)

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010

Tools Must Fit How Information Workers Do Their Jobs
The tools that are brought in for information workers must:

o Create the sense of a shared office among distributed workers. Information workers are only going to be more
spread out in the coming years: Forrester projects that 43% of the US information workforce will telecommute at
least part-time by 2016.7 And for workers strewn about the map, this creates a sense of disconnection with their
colleagues: They miss spontaneous interactions that can lead to innovations or address customer needs. This
need is not easily fulfilled via email or over the phone, opening the door for newer technologies that can help

these workers feel constantly connected as if they were still collocated.

“[Because I work remotely] I'm missing the chatter. I don’t always get if people are overworked through email or

phone, [like if] I could walk around.” (Executive at a financial services company)
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¢ Follow information workers wherever they go. The distributed and mobile workforce has created an influx of
new technologies that allow business people to do their job on the go: We found that 67% of information workers
use laptop computers, 40% have smartphones, and 7% use tablet computers or netbooks (see Figure 12). Workers
are embracing these tools because they allow them flexibility in where and how they work, allowing them to
maintain a work/life balance in an increasingly busy world. Business leaders must support this working style to
keep their workers productive and happy, meaning that the collaboration tools that are deployed must work
across a range of devices and be supple enough to fit into an employee’s workflow.

“We need to be able to meet with [financial advisors], talk with them, based on the tech they like. Some want to
be on phone; others want to [use a consumer VoIP service].” (Executive at a financial services company)

e Make a worker’s job easier, not more difficult. In the end, information workers are looking for less complexity
in this complicated business world. This means that new collaboration technologies should be intuitive, and they

should also make it simple to find information and make connections over distance.

“With the video, it will hopefully be seamless to present documents . . . the purpose is to get work done and
collaborate and hopefully these technologies will enable that.” (Market researcher in the telecommunications

industry)

“If I could get information about what people are working on and what their areas of expertise are easily, that

would be helpful.” (Executive at a financial services company)
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Figure 12
Information Workers Use A Wide Range Of Computing Technologies

fiwhich of the following devices do you use at least weekly for work? o

I

Desktop computer 71%

Tablet computer/netbook (e.g., Dell Streak,

iPad, Samsung Galaxy) %

-

Base: 797 global information workers
(multiple responses accepted)

Source: A commissioned study conducted by Forrester Consulting on behalf of Citrix Online, August 2010
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KEY RECOMMENDATIONS

Helping information workers stay connected in this global business environment is a balancing act: finding solutions that
align with how workers currently do their jobs while offering them new capabilities to engage over distance. This means
that you must begin the development of a collaboration technology strategy by understanding the people in the
organization who are collaborating and the outcomes you want to achieve from collaboration — a methodology Forrester
refers to as POST (people, objectives, strategy, and technology). To put this in action, Forrester recommends that you:

e Talk to members of the workforce to get an understanding of how they collaborate. The foundation of any
collaboration technology plan should be built on what employees actually need to do their job. This means doing
an open and honest assessment of what is and what is not working regarding your business’ communication and
collaboration methods. To do this, we recommend surveying employees to get a sense of how they communicate
and collaborate. This will also allow you to segment the workforce so that you can identify categories of
collaborators. You should augment any formal survey by observing a subset of employees as they do their job to
get a sense of where they struggle to collaborate in their workflow. Taken together, this should allow you to identify
the basics of what your workers need.

e Map out the business objectives for collaboration. The mistake that many businesses make is confusing
executive mandates to “be more collaborative” for an actual goal. Collaboration is just a means to an end; you have
to understand what it is you are actually trying to achieve. To do so, the business should set up cross-functional
groups to lay out what the business would like to accomplish and determine how enhancing the way people work

together can facilitate this. This group should include executives, mid-| | GGcGcNcNIENENIIIIEEEEE
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