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Conclusions

• Virtual teaming is now the predominant work unit for knowledge-centric work, and it 
must become a fundamental skill for managers and professionals.

• Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success. 

• Technology tools are still fragmented and incomplete. Selecting the right tools for the 
right purposes is critical to team success.

Source: Gartner Research
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Virtual Teaming — It’s Here!

• Through 2005, one of the highest predictors for success of Global 
2000 enterprises will be their capability to organize and skillfully 
execute knowledge work in the context of virtual teams (0.8 
probability).

• Through 2004, 80 percent of knowledge-related work in the Global 
2000 will be completed in the context of virtual teams (0.8 
probability).

Are You
Ready?

Virtual teaming is rapidly becoming the fundamental work unit for knowledge-centric work for 
Global 2000 enterprises. Globalization and network connectivity are driving and enabling 
enterprises to coordinate work across time, space and culture boundaries. Gartner estimates that 
80 percent of all knowledge work in global business will be executed in the context of virtual 
teams by 2004 (0.8 probability). And virtual teams are the bedrock of collaborative commerce, 
where organizations are increasingly inviting customers, suppliers, and business partners to work 
together in the virtual team context. But many virtual teams are dysfunctional and fail to achieve 
expectations and goals because of leadership failures, insufficient processes, mismatched tools and 
cultural risks, both enterprise and geographical. To compound the challenge of leading virtual 
teams is that technology tools are still fragmented, incomplete, and unintuitive. Most tools are 
geared for specific applications or are too rudimentary to truly support how people want to 
communicate and collaborate. Understanding these limitations and knowing how to select the 
right tools for specific team missions is a critical success factor. But there are distinct best practices, 
protocols, processes and leadership techniques that, if used, will go far to achieve high team 
performance. For most IT managers and professionals, learning how to lead and participate in 
virtual teams is now a fundamental imperative for surviving and succeeding in the connected 
economy.
Action Item: Develop personal knowledge of the skills, processes and techniques for leading and serving on 
virtual teams.
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Strategic Planning Assumption: Through 2005, one of the highest predictors for enterprise 
success of the Global 2000 will be its ability to organize and skillfully execute knowledge 
work in the context of virtual teams (0.8 probability).
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Why Virtual Teaming Is Inevitable
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distributed workforce

Conclusion: Virtual teaming is now the predominant work unit for knowledge-centric work, 
and it must become a fundamental skill for managers and professionals.
With the rapidly evolving global marketplace and worldwide communication systems, enterprises 
are finding themselves compelled to adopt strategies and tactics that scale business processes and 
value chains across international boundaries and time zones. Virtual teaming is a powerful 
technique to organize human resources from global venues, and to focus human effort in a rapid 
and flexible manner. Virtual teams can be mobilized quickly and empowered with information 
and authority to solve problems and deliver value to customers, irrespective of boundaries of 
time, distance or culture. The benefits of virtual teaming are compelling. Virtual teams can 
respond quickly to changing competitive or market factors. Data can be distributed 
instantaneously to team members, and collaboration between team members can be conducted 
synchronously or asynchronously, depending on the work product to be delivered or the problem 
to be solved. Verifone, a credit card reading device manufacturer, gained recognition in the 1990s 
by embracing a “follow the sun” virtual team strategy in product proposal development. A client 
proposal would be handed off to successive engineering teams during the course of a 24-hour 
work period, achieving a 300 percent productivity improvement as compared to a normal, eight-
hour cycle.
Action Item: Enterprises should consider virtual teams for business processes that span geographic 
boundaries, and that require rapid and flexible response.

Source: Gartner Research
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Strategic Planning Assumption: Through 2004, 80 percent of knowledge-related work in the 
Global 2000 will be completed in the context of virtual teams (0.8 probability).
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Conclusion: Virtual teaming is now the predominant work unit for knowledge-centric work, 
and it must become a fundamental skill for managers and professionals.
Virtual teams are defined as workgroups of interdependent individuals committed to a common 
purpose which conduct most of their work physically apart using a spectrum of communication 
tools, from simple e-mail to integrated collaborative applications. Virtual teams are employed for 
projects or work requirements that span geographic, organizational and sometimes enterprise 
boundaries. With the advent of global communication networks and sophisticated groupware 
applications, most managerial, professional and technical work can be completed successfully 
using a virtual team approach. In many cases, virtual teams are formed to complete a specific goal. 
Once completed, the teams are adjourned. However, virtual teams are becoming operational work 
units that work continuously as the primary organizational work unit. There are many types of 
teams that can work successfully as virtual teams. Sales and service teams are increasingly 
working virtually, as enterprises organize more around industry sectors and market segments vs. 
geographic territories. Executive teams, service teams and even administrative teams can work 
virtually. Success criteria of high-performance virtual teaming is common to both types.
Action Item: Enterprises need to evaluate current workgroup organizations and consider the benefits of 
reorganizing the groups into virtual teams to access valuable talent across geographic and organizational 
boundaries

Source: Gartner Research



Copyright © 2001

Virtual Teaming: Tips, Tools and Techniques for High Performance

Page 4
Michael Bell
12J, ESC13, 11/01

These slides are for internal use only. External use of Gartner copyrighted material must be approved in writing by 
Gartner Vendor Relations. Please e-mail your usage request to quote.requests@gartner.com for approval.

Virtual Teaming: Risk Factors

Culture

Leadership

PeopleProcesses

Infrastructure

Caution!

Conclusion: Virtual teaming is now the predominant work unit for knowledge-centric work, 
and it must become a fundamental skill for managers and professionals.
The single greatest risk to virtual teaming is cultural barriers within the global enterprise. Cultural 
barriers include differing attitudes toward power and authority (United States vs. Europe); 
differences in tolerance of uncertainty and risk (United States vs. Asia); differing beliefs and 
customs relating to individual vs. group-related work (Asia tends to be more collectivist than the 
United States or Europe); and variations in low context vs. high context societies relative to 
communication styles. There are four other risk areas: 1) Leadership failure is typically acts of 
omission, rather than commission such as failure, to set a clear vision and purpose for the team’s 
charter, and failure to articulate a clear set of goals. 2) People management failures cluster around 
two key areas: recruiting team members with the right skills and propensities for the team’s 
mission, and setting and communicating expectations about team member roles, responsibilities 
and team protocols. 3) Process failures cluster around issues of work design, including task 
assignments and resource allocation. 4) Infrastructure failure typically is mismatching tools and 
administrative support for the nature of the team’s mission. 
Action Item: Virtual team leaders must be cognizant of the key risks to virtual teaming and forge strategies 
to mitigate. Special attention should be made toward cultural barriers — both corporate culture and global 
cultures.

Strategic Planning Assumptions: Through 2004, 75 percent of virtual team pilot project 
failure can be attributed to cultural barriers within the global enterprise (0.7 probability).

Source: Gartner Research



Copyright © 2001

Virtual Teaming: Tips, Tools and Techniques for High Performance

Page 5
Michael Bell
12J, ESC13, 11/01

These slides are for internal use only. External use of Gartner copyrighted material must be approved in writing by 
Gartner Vendor Relations. Please e-mail your usage request to quote.requests@gartner.com for approval.

Management Zone Social Zone Production
Zone

Formal Organization
- Leadership
- Governance
- Functional Staffs
- Operational Staffs

Community
of

Practice

Community
of

Practice

Community
of

Practice

Virtual
Team

Virtual
Team

Virtual
Team

Virtual
Team

INFRASTRUCTURE

The ‘Repertory Enterprise’ —
Teams vs. Communities

Conclusion: Virtual teaming is now the predominant work unit for knowledge-centric work, 
and it must become a fundamental skill for managers and professionals.
There’s a new organizational structure emerging in knowledge-centric, global organizations that 
parallels the traditional hierarchical structure. We call the structure the “repertory enterprise,” 
which consists of four distinct elements: the formal organization, communities of practice, virtual 
teams, and the underlying infrastructure that enables and supports the enterprise, including the 
extended enterprise. The structure operates very much like a theatrical production. Just like 
performers in the theater, knowledge workers gain social connections through communities of 
practice similar to guilds in the theater. The role of the communities is to provide a medium for 
learning, mentoring and personal development. Communities of practice are typically the 
feedstock of talent for virtual team sourcing. The formal organization shifts its focus on strategy, 
operational support, marketing, resource allocation, infrastructure and process management. 
Extending the theatrical metaphor, the formal organization is equivalent to the theater or studio 
front office, but the real work of the enterprise plays out in the context of virtual teams. 
Action Item: Consider supporting the formation and sponsorship of communities of practice as an essential 
companion organization to virtual team structures.

Strategic Planning Assumption: By 2005, global enterprises will explicitly adopt 
communities of practice and virtual teams as the primary organizational structure to 
develop and deploy knowledge workers to respond to an increasingly volatile business 
environment ( 0.7 probability).

Source: Gartner Research
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Strategic Imperative: Virtual teams must be formally integrated into the business processes 
and organizational design of the enterprise relative to sourcing, employee recognition and 
rewards, and product development and delivery processes.
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Conclusion: Virtual teaming is now the predominant work unit for knowledge-centric work, 
and it must become a fundamental skill for managers and professionals.
Gtech is a global company which develops, installs and operates robust transaction processing 
systems for national, state and municipal clients. The enterprise works on a project basis, and it 
determined that traditional “siloed” organizational structures impeded customer service and rapid 
project delivery. To streamline the project design and delivery process, and to improve customer 
focus, Gtech adopted a horizontal “repertory enterprise” organizational structure. First, it adopted a 
three-zone structure, including the management zone, represented by the corporate leadership 
council and enterprise group, affinity groups (communities of practice) and virtual teams (the 
project development and delivery zone). Virtual teams are integrated into the design and delivery 
process through a three-part horizontal structure: customer solutions, which is the marketing 
organization; the deliverable group, which bounds the virtual teams that form around client 
installations; and the sales group, which is geographically organized and manages customer 
relationships. The team format is both virtual and colocated. Where possible, teams of 
multidisciplined professionals sit together in team clusters at the enterprise campus in western 
Rhode Island, and in international locations. Other team members are matrixed into the teams on a 
virtual basis including system engineers, application developers and project support personnel. 
Results: The structure is faster, more agile, and more responsive to customer needs, and employee 
morale has been improved!

Source: Gartner Research
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Strategic Imperative: Virtual teaming is built on a foundation of purpose, trust, 
empowerment and accountability. The absence of any of these guiding principles inevitably 
leads to team failure.
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Purpose
Trust

Empowerment
Accountability

Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success. 
In a traditional hierarchical and authoritarian environment, employees respond to external cues of 
power and authority. In a virtual team environment, traditional practices of “command and 
control” do not work. In virtual teams, the principal dynamic that marshals and unifies human 
effort is clarity of purpose. Purpose typically originates in enterprise leadership vision or strategic 
intent , but it is typically up to the virtual team to define its purpose in how it will support 
enterprise goals. Purpose brings clarity to team roles, project tasks, priorities and resource 
allocation. The second critical foundation principle is building and sustaining a sense of trust 
within the virtual team. Trust is about building a sense of confidence in the team, grounded in 
principles of fairness, consistency, honesty, reliability and matching words with actions. The third 
foundation principle is empowerment. A virtual team must be empowered by management to 
plan and execute the fundamentals of the team mission. The fourth principle is the notion of 
accountability. Virtual team members must commit to the team’s purpose and follow through on 
their respective accountabilities to fulfill the team’s mission.
Action Item: Enterprises must focus on clarity of purpose, insist on team empowerment, be explicit on 
building trust and insist on team member accountability as the guiding principles of successful virtual 
teaming.

Source: Gartner Research
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
Purpose, when clearly expressed and reflected by strong leaders, inspires ordinary people to do 
extraordinary things. Purpose resonates, it drives excellence, it calls to people’s spirit and it 
connects disparate people through a common bond. Yet, most managers and team leaders 
undervalue not only the need for purpose, but also its power. Some mistake it for the immediate 
goal of a project, some are unable to convey a purpose large enough for others to step into, some 
think that purpose is synonymous with financial metrics, others fail to recognize the fragility or 
purpose, and still others underestimate the vigilance with which they must keep purpose alive 
and resonating. In the context of virtual teams, a well-articulated purpose is not only energizing 
but also mandatory. It bonds disparate and dispersed people — each contributing competence, 
interest, commitment and learning — and becomes the logical connective tissue in a work setting 
that lacks physical cues (e.g., body language, functional titles, office locations and rank). Without 
physical cues and boundaries to serve as symbols, purpose brings focus and clarity to people’s 
roles and serves as a compass for team direction and effort. In other words, a well-crafted purpose 
helps team members understand their roles, their collective impact and how they will make a 
difference.
Action Item: Define a clear and compelling purpose for the team’s mission. Link individual roles and 
responsibilities to the team purpose, and show how it links to overall enterprise goals.

Strategic Planning Assumption: By 2006, successful leadership of high-performing virtual 
teams will be a primary factor for determining succession and advancement within globally 
distributed enterprises (0.8 probability). 

Source: Gartner Research
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
Perhaps the greatest threat to virtual teaming is a breakdown in trust between team members, and 
between the team and the enterprise it serves. There are four bulwarks that create and sustain trust: 
1) Dependability: Enterprises can anticipate how individuals will perform and behave, and they are 
certain about people meeting deadlines and appointments. 2) Consistency: Team members are 
treated with respect, processes are consistently applied, and protocols are applicable to all. 3) 
Congruency: Perception and reality are matched. Things are what they seem; team members walk 
the talk. 4) Mutuality or Reciprocity: Teams have an “all for one and one for all” attitude. Individuals 
win because the team wins. In the context of virtual teams, there are four specific success factors 
that align with these trust principles: 1) Competence and Ability to Perform: Trust dissolves when team 
members lose confidence in an individual’s ability to contribute and execute against assigned tasks. 
2) Personal Integrity: This is fundamental to maintaining trust. 3) Commitment: This measures team 
members’ support of the team’s purpose and goals. Commitment failures violate the principles of 
congruency, dependability and mutuality. 4) Transparency: This is about trust in data and 
information. There are no hidden agendas or coverups in a transparent information environment. 
Transparency aligns with the principles of congruency and dependability. Action Item: Embrace the 
principles of trust (competence, integrity, commitment and transparency) as the foundation of virtual team 
culture.

Tactical Guideline: Virtual teams must be built on the foundations of trust, including 
dependability, consistency, congruency and mutuality. 

Source: Gartner Research
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
The most critical stage in the life cycle of the virtual team is the initialization phase where the 
critical factors are assembled and integrated that set the tone and prospects for the team’s success. 
Step 1 involves an explicit process of solidifying executive sponsorship and support for the virtual 
team project. Virtual teams need an executive champion who will provide resources and political 
“air cover” as the team conducts its business. Other constituents need to be identified, including 
suppliers, consultants and other resources critical to the team’s work. Step 2 is critical to assuring 
team cohesion and efficiency. The team needs to set forth a clear statement of its purpose and its 
attendant goals. In Step 3, team members are recruited. In Step 4, the team’s infrastructure is 
established, including communication systems, applications, administrative support and budget. 
Step 5 is a cardinal rule in virtual teaming. Always bring the team members together in a face-to-
face introductory session to develop a personal rapport that will establish the basis of trust as the 
team begins its work. Finally, in Step 6, the team needs to hammer out protocols, including 
communication processes, work procedures, roles and assignments.
Action Item: Enterprises need to institute a step-wise team startup process similar to the one described 
above, set forth a clear team purpose and bring the team members together in face-to-face meetings.

Strategic Planning Assumptions: Through 2004, virtual teams that focus on the team 
initialization process, including the establishment of clear purpose, socializing the team 
with an initial face-to-face meeting and developing explicit team protocols, will improve the 
likelihood of team success by 30 percent (0.8 probability).

Source: Mastering Virtual Teams (Duarte & Snyder, 1999)
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Tactical Guideline: Virtual team leaders need to insure that the principles of effective distant 
communication are embedded in the team’s communication process to include availability, 
context (synchronous whenever possible) and sender prioritization.
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
Effective and explicit communication protocols are the bedrock of high-performance virtual teams. 
Distant communication presents distinct challenges in the communication process. In face-to-face 
communication, those transmitting a communication control the exchange. In distant 
communication, which is usually asynchronous, the receiver controls the exchange. In face-to-face 
communication, context is rich and explicit. In distant communication, context must always be re-
established. In face-to-face communication, gesture and body language greatly amplify meaning, 
tone and intent. Body language is lost in distant communication. Organization consultant Martha 
Haywood sets forth four rules for effective distant communication. 1) Team members must 
identify when they are available for receiving and responding to communication, and these rules 
must be respected by team members. 2) Team members must explicitly replenish context in their 
communications relative to intent, relevance, situation, purpose and others. 3) Team members 
should strive to meet regularly on a synchronous basis to maintain rapport and continuity. 4) 
Senders must take responsibility for prioritizing communications as urgent, important, routine or 
informational only. 
Action Item: Virtual team leaders need to establish explicit communication procedures that embody the four 
principles of effective distant communication — availability, context, synchronous communications 
(whenever possible) and prioritization of messages.

Source: Martha Haywood, Managing Virtual Teams (Artech House, 1998)
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Strategic Imperative: Virtual teaming requires an explicit strategic sourcing strategy, 
including sourcing policies, processes, skills database, capacity assessment and planning, 
and employee performance metrics to motivate virtual team participation
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
Virtual teaming on an ad hoc basis can create conflicts with traditional organizations. As virtual 
teaming becomes a mission critical format for work delivery, it is essential that the enterprise 
establish an explicit strategic sourcing policy and process for staffing and sustaining virtual teams 
that optimize human resource (HR) deployment and reconciles manpower needs between 
traditional organizations and virtual team requirements. Success criteria for virtual team sourcing 
include policies and procedures for allocating manpower to virtual teams, a sourcing process that 
includes resource planning, human resource allocation, capacity assessment, a skills database and 
performance metrics that motivate and reward virtual team participation. Increasingly, virtual 
teams will be sourced from affinity groups or communities of practice, although resource planning 
and allocation to virtual teams will continue to be the responsibility of line and staff management. 
The key to virtual team sourcing is to ensure that eligible team members have established 
availability targets in their annual work plan, and that time allocations are budgeted and tracked. 
The greatest source of conflict with virtual teaming is competing demands for employee time 
between commitments to the reporting organization and to the virtual team. The sourcing strategy 
must anticipate and reconcile these competing demands. Action Item: Establish an explicit sourcing 
strategy for virtual teams, including policies, procedures, processes, a skills database, time reporting, and 
performance metrics and rewards.

Source: Gartner Research
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Conclusion: Virtual teaming is fraught with risks, and thus requires distinct best practices, 
processes, leadership techniques and protocols to ensure success.
Social scientists have studied group behavior for decades and have identified a distinct pattern in 
team formation, growth, production and adjournment. Recent evidence confirms this life cycle 
applies to virtual teams as well. It is important for team leaders and participants to recognize the 
patterns of team dynamics and plan (anticipate) accordingly. Phase 1 is the forming or start-up 
phase. This is a slow, deliberate process as the team gets organized, recruits members and gathers 
information. Phase 2 is the launch or “storming” phase. This is a perilous phase in the early life 
cycle, when team members are building trust, establishing protocols, assigning roles and setting 
forth the team game plan. Phase 3 (the “norming” stage) is the most productive stage in the life 
cycle, where most progress and accomplishment occurs. Phase 4 is the test or checking phase. This 
is also a turbulent period for the team, when results are being reviewed and critiqued, and when 
schedule pressures are bearing on the team to wrap up. Phase 5 is the delivery and wrap-up 
phase. The team could adjourn at this stage or reactivate with a new assignment, but at a higher 
level of cohesion and sophistication.
Action Item: Team leaders and members should be cognizant of the predictable team life cycle, and anticipate 
and prepare for periods of group stress at both the early and late stages of the team’s assignment.

Strategic Planning Assumption: Through 2004, virtual teams will follow a predictable life 
cycle, including periods of turbulence at both the forming stage of the team and toward the 
completion of the team’s assignment (0.8 probability).

Source: Virtual Teams (Lipnack & Stamps, 1997 — adapted from Tuckman)
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Conclusion: Technology tools are still fragmented and incomplete. Selecting the right tools 
for the right purposes is critical to team success.
The primary variables in selecting a groupware application are social presence (to what degree 
does the application facilitate human interaction) and information richness (to what degree does 
the application provide for a multiplicity of information medium, such as text, graphics, audio, 
video, voice and archival retrieval). Many virtual team tasks can be achieved successfully with 
simple e-mail applications. Exchanging information, informing, reporting and brainstorming can 
be completed within most of today’s groupware offerings. However, as the team’s work requires 
increasing levels of problem solving, the need for higher levels of social presence and information 
richness is required. Notice that audio and video conferencing are high in social context, but only 
fair in information richness to the degree that persistence is limited (the capability to record, edit 
and retrieve work sessions is cumbersome). Integrated collaborative applications such as 
TeamWave Workplace, InfoWorkplace and Mitre’s Collaborative Virtual Workplace are early 
entrants into the integrated collaborative environment space and are expected to become more 
popular in the future, with increases in bandwidth, standardization and interoperability. 
Negotiating is best conducted in a face-to-face context given the contentious nature of 
negotiations. 
Action Item: Enterprises need to be cognizant of the nature of the communication interchange and select the 
appropriate communication medium for the session.

Strategic Planning Assumption: Through 2004, collaborative tools will become more 
integrated and Web-enabled by combining text with synchronous and asynchronous voice 
and video streaming capabilities, using knowledge management features, and increasing 
levels of persistence, scalability and extensibility (0.7 probability).

Source: Mastering Virtual Teams (Duarte & Snyder, 1999)
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Tactical Guideline: Recognize that collaboration is a process requiring different tools at 
each stage. Focus on collaborative applications during the design and data collection stage. 
Shift to project and workflow tools during the processing and action stages.

These slides are for internal use only. External use of Gartner copyrighted material must be approved in writing by 
Gartner Vendor Relations. Please e-mail your usage request to quote.requests@gartner.com for approval.

Design Data
Collection Processing Action

➤ Problem analysis
➤ Planning
➤ Process design
➤ Discussion

➤ Databases
➤ Data warehouse
➤ ERP systems
➤ Documents
➤ Focus groups
➤ Surveys
➤ Discussion

➤ Queries
➤ Reports
➤ Analytical tools
➤ Decision support
➤ Discussion

➤ Project mgmt.
➤ Deliverables
➤ Discussion

• Goals
• Norms
• Business rules
• Roles and 
responsibilities

• Document mgmt.
• Enterprise info.
• Web-based info.
• Rich media

• Productivity tools
• Data analysis tools
• Group decision tools
• Application sharing

• Project mgmt.
• Workflow mgmt.

Collaboration Process:
Required Tools

Conclusion: Technology tools are still fragmented and incomplete. Selecting the right tools 
for the right purposes is critical to team success.
Collaboration typically follows a four-stage process —design, data collection, processing and 
action. At each stage, applications need to include success factors for that stage. In the design 
phase, the application should assist in setting goals, forming norms, creating business rules, and 
assigning roles and responsibilities. In the data collection phase, the collaborative application 
should import data from a number of sources and in a number of formats. In the processing phase, 
analytical tools (i.e., statistical packages, database queries) and productivity tools (e.g., calendars, 
contact lists and task lists) should be provided, in addition to group decision tools (e.g., 
questionnaires, polling applets). In the action phase, applications should include project 
management and workflow management tools. Throughout each of the four phases, discussion 
support is needed to facilitate exchange, dialog and structured interaction. Participants should be 
able to hold synchronous and asynchronous conversations, and there should be a level of 
persistence to record and index conversations for retrieval.
Action Item: Recognize that collaboration is a complex process and that no single tool will serve all needs at 
each stage.

Source: Bill Brock, How Companies Collaborate Sharing Work Online (Caucus Systems White Paper, 6 Nov. 2000)



Copyright © 2001

Virtual Teaming: Tips, Tools and Techniques for High Performance

Page 16
Michael Bell
12J, ESC13, 11/01

Strategic Planning Assumption: By 2005, collaboration application vendors will integrate 
discrete functionality into a suite of collaborative applications that will span three major 
domains — document management, project/resource management, and collaborative 
workspace; this convergence will lead to vendor shakeouts, mergers and consolidations, 
with only best-in-breed vendors surviving (0.6 probability).

These slides are for internal use only. External use of Gartner copyrighted material must be approved in writing by 
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“Sweet
Spot”

Project/ Resource
Mgmt.
➤ Niku
➤ Microsoft Project
➤ eProject.Com
➤ involv

Document Mgmt.
Content Mgmt.
➤ Lotus’ Domino.Doc
➤ Open Text’s Live Link
➤ iManage

Collaborative 
Workspace
➤ Lotus Quickplace
➤ eRoom Technology
➤ Practicity
➤ SiteScape Enterprise Forum
➤ Groove
➤ Ikimbo Omniprise 

Criteria
➤ Scalable
➤ Persistent
➤ Flexible
➤ Extensible
➤ Secure
➤ Intuitive
➤ Supportable

Tools: Many Approaches, Much 
Confusion

Conclusion: Technology tools are still fragmented and incomplete. Selecting the right tools 
for the right purposes is critical to team success.
Groupware vendors are approaching interenterprise collaboration from different angles, often 
blurring existing technologies and markets, and causing end-user confusion. For example, 
document management vendors have begun augmenting their core library services with support 
for threaded discussions, real-time chat and group calendaring/scheduling to support 
collaboration centered on documents or other content. Likewise, project and resource management 
vendors are expanding their traditional software offerings to provide varying degrees of 
collaborative process support around projects. Niku, for example, markets xNiku, an extranet 
application that enables service providers to collaborate with partners, suppliers and customers to 
form virtual project teams. Some products are designed as digital workplaces for team-based 
collaboration (e.g., eRoom, Lotus Quickplace), while others enable collaboration on skills and 
expertise location. 
Action Item: Whatever the application, users should apply a consistent criteria in selection to ensure that the 
application will scale, that information is persistent (i.e., can be retrieved and sorted), that the application is 
extensible and flexible, that it is reasonably intuitive to operate, and that it is secure and supportable by the 
enterprise’s IS organization. Select the collaborative application that aligns with the team’s predominant 
need —document-centric, discussion-centric, or project-management-centric.

Source: Gartner Research
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* PSA —
Professional
Services
Administration

IS Project and Resource 
Collaboration Applications

VisionariesNiche Players

Challengers Leaders

• MS Project
2000/Central

CA Super-
Project •

As of 2/01
• Kidasa 
Milestones

Ability
to 

Execute

PeopleSoft PSA* • 

• Turbo-
Project

Primavera
SureTrak • WSG Empire •

Welcom •

Scitor • 

Opus360 • 

• Artemis
Primavera

TeamPlay •

Niku/ABT* •

• Bus.
Engineelabor •

Planview •

• Systemcorp

Quickarrow • Acc’t/4 •

Novient • 
Changepoint •

Evolve •

Portera •

SME Invision •

• Pac. Edge • Inovie

Augeo •

Planisware • 

• Critical Path
eProject •

OnProject •

PSA*

Completeness of Vision

Conclusion: Technology tools are still fragmented and incomplete. Selecting the right tools 
for the right purposes is critical to team success.
Gartner forecasts the market for enterprise process and resource collaboration (PRC) applications 
of $1 billion in 2001, growing to $2 billion by 2004, driven by Microsoft Project 2000 and 
application packages offering advanced new features extending project management to support 
multiproject views and online analytical processing (OLAP) analysis, management “dashboard” 
alerts, collaboration with external services providers (ESPs), workflow, project-based document 
and knowledge management, estimating and more. For higher-end PRC packages, budgeting 
from plans and online time (and expense) reporting should be well-integrated, and interfaces with 
enterprise resource planning (ERP) financial/HR systems should be available (or feasible). 
Resource profiling and allocation to project activities should be possible through the tools. 
Structured and unstructured information should be made accessible, indexed and searchable. An 
open, Internet architecture is necessary to provide a Web portal for interenterprise teams. 
Discussions, e-meetings, e-mail and calendaring support are important differentiators. A 
professional services administration market segment further facilitates administration of 
consulting practices, supplementing project planning and resource allocation with engagement 
opportunity tracking and invoicing capability.
Action Item: For complex projects, select applications with project management and collaborative 
functionality.

Strategic Imperative: To meet expectations for reliable project delivery in a complex 
multiproject environment, virtual project and resource collaboration applications with 
functionality well beyond scheduling and online communications are vital.

Source: Gartner Research
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Recommendations
• You will likely serve or lead a virtual team — prepare for it.
• Watch out for the risks.
• Support affinity groups, such as communities.
• Remember the foundation principles of virtual teams: purpose, trust, empowerment and 

accountability.
• Bring your team together initially and embrace the four principles of effective 

communication.
• Help your IS organization establish an explicit sourcing strategy.
• There is no single tool that will serve all the team’s needs. Select wisely: Use different 

tools for different needs.


