
Build a Digital 
Workspace Strategy 
 Ensure people spend less time 
searching and more time getting work 
done while working remotely. 

E X E C U T I V E  B R I E F  
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Analyst 
Perspective 
If IT builds the digital 
workspace alone, the digital 
workspace will fail to 
achieve the desired 
benefits. 

The most important aspect of implementing a digital workspace is organisational change 
management. You’re directly changing how people work. If you don’t work with them, they will 
(perhaps irrationally) revolt against you. The ability of people to take advantage of the 
technologically remote work capabilities directly relates to the culture of their team and the 
organisation. 

Digital workspace apps can improve employee engagement and evolve IT strategy. If you don’t 
properly resource the digital workspace project and plan your implementation strategy, it can 
completely backfire. 

In order to truly take advantage of these advertised benefits, IT needs a strategy that is supported 
by the whole department and relevant business units. Infrastructure and Operations needs to work 
with Enterprise Apps teams. The Service Desk and Tier 2 support teams need training to ensure that 
Tier 3 can focus on projects that deliver business benefits. The digital workspace strategy will result 
in a program of projects, and these projects must be structured to enable early value delivery. 
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Executive Summary 

Your Challenge Common Obstacles Our Approach 

IT has been tasked with building a digital workspace. 
You have to figure out: 

• What a digital workspace is. 

• Why you’re building a digital workspace. 

• What type of digital workspace you want. 

Unfortunately, a digital workspace is more complicated 
than the typical infrastructure project. 

You can’t just buy and implement a solution. 

• Remote work creates challenges that cannot be 
solved through technology alone. 

• Workspaces need to integrate with systems of 
record, management systems, and security 
systems. 

Focusing solely on technology risks building 
something the business doesn’t want or can’t use. 

 

 

 

 

 

Address these items in your digital workspace 
strategy: 

• Desired benefits of the workspace. 

• Who needs to be involved, and what their 
involvement looks like. 

• Policies and guidelines that need to be defined. 

• How users and departments will be impacted. 

• Work that can be reasonably accomplished. 

Our Insight 

Building a smaller digital workspace doesn’t mean that the workspace will have less of an impact on the business. As you right-size this project for your 
organisation, you must include organisational change management regardless of the size of the project. 
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This research is designed to help organisations who 
are looking to: 

 

Your challenge 

• Achieve the benefits promised by digital workspace marketing: improved employee 
engagement and productivity. 

• Better support remote workers by connecting them to the information, apps, people, and 
services they need to work more productively. 

• Prioritise which systems of record, management systems, and security tools to 
integrate with a digital workspace. 

• Build or improve an employee experience platform and monitor it’s performance over 
time. It’s an ongoing cultural shift. 

Source: McLean & Company, Engagement 
Survey Database, 2015-2019. N=133,990 

Many organisations implement a 
digital workspace in order to improve 

employee engagement. 

Research shows a clear relationship between 
high engagement scores and high performance: 

91% 
91% of engaged employees 
regularly accomplish more 
than what’s expected in 
their role … 

41% 
… compared to only 
41% of non-engaged 
employees. 

The challenge is to actually improve 
engagement instead of building another 

roadblock for workers. 

Definition: Digital Workspace 

A digital workspace is an app, or collection of apps, that takes the things a person needs to do their 
job and makes those things available to them digitally. Workspaces are usually one of three types: 
team-centric, all-encompassing, or intranet site replacement. Refer to the next page for more 
information. 



5 With 5 

There are different types of digital workspaces you can buy or build 
Pick the right one for your organisation based on the desired benefits beyond increasing employee engagement. 

Before you can build a digital workspace, 
you need to know why you’re doing it 

 
Securely deliver all apps, information, and 
data to any device, anywhere, at any time. 

All-Encompassing 
Digital Workspace 

The workspace app connects with apps, which can 
be SaaS-based, virtual and hosted on-prem or in the 
cloud, or a thick app on the device. The workspace 
app also connects with file sharing tools and 
systems of record. 

E.g. Citrix Workspace and VMware Workspace ONE. 

See the appendix for more examples. All vendors and products listed alphabetically by vendor’s name. The sample list of products are provided 
for illustrative purposes only. Inclusion does not reflect an endorsement by Auditel or ITRG. 

Create one place for workers to find the 
information, people, and services they 
need to be productive. 

Intranet Site 
Replacement 

These web-based digital workspaces are centered 
around information needed by users and 
communities of users. They pull information from 
relevant sources such as calendars, systems of 
record, and enterprise content management 
systems. 

E.g. eXo platform, Igloo, and Twine. 

Help teams work together more 
effectively, no matter their location. 

Team-Centric 
Workspace 

These workspaces enable teams of people to 
virtually meet and to manage their work. There are 
often integrations with apps, systems of record, and 
storage systems that enable each group. 

E.g. Microsoft Teams, monday.com, and Walkabout 
Workplace. 

OR OR 

https://www.citrix.com/products/citrix-workspace/
https://www.vmware.com/ca/products/workspace-one.html
https://www.exoplatform.com/
https://www.igloosoftware.com/
https://www.twineapp.com/
https://www.microsoft.com/en-ca/microsoft-365/microsoft-teams/group-chat-software
https://monday.com/
https://www.softwarereviews.com/products/walkabout-workplace
https://www.softwarereviews.com/products/walkabout-workplace
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Don’t rely on a digital workspace tool to fix 
all remote work challenges 

Remote Workers Love 
Flexibility, but Are Isolated 

Managers Don’t Know How 
to Manage Remote Workers 

While 70% of US companies offered remote work to employees 
in 2017, only 7% made it available to most workers, and only 

3% of unionised companies offered it. 
Source: GlobalWorkplaceAnalytics.com, 2017 State of Telecommuting in the US Employee 

Workforce. 

There’s a good chance that the managers in your company are 
unprepared for leading a remote team. This poses a challenge 

for employee engagement. 

“…. about 70% of the variance in engagement 
among workgroups can be attributed to their 

manager.” 
Source: Gallup, State of the Global Workplace, 2017 

For digital workspaces and remote work to improve 
engagement, managers need to be adequately supported. Your digital workspace strategy needs to help employees take 

advantage of these benefits and support them through these 
challenges. 

40% say it is a flexible 
schedule 

30% say it is the ability to 
work from anywhere 

22% say it is unplugging 
after work 

19% say it is loneliness 
17% say it is collaborating 

and/or communicating 

Source: Buffer, State of Remote Work, 2019. 

Digital workspaces are cited as a tool to improve the experience 
of telecommuting. It’s important to consider what remote 
workers are already saying: 

Largest Benefit Largest Challenge 

https://buffer.com/state-of-remote-work-2019
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It takes a lot of effort to integrate different 
information and management systems 

• The minimal implementation time for SAP S/4HANA, 
ServiceNow Service Management, and Salesforce Service 
Cloud takes on average 5 to 6 weeks. 

• The average company implementing SAP S/4HANA with a 
third party and vendor spends on average 30+ weeks, 
whereas it spends 66.5 weeks working with just a third party 
and no vendor. Those extra weeks are spent customising the 
platform and adapting business processes. 

• Many digital workspace solutions have out-of-the-box 
integrations with common systems of record and with 
common IT management and security tools. 

• Out-of-the-box integrations of digital workspace apps and 
your systems will take effort to implement and train people 
on how to use. 

Out-of-the-box integrations may 
not support your customisations. 
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Sources: SoftwareReviews, SAP S/4HANA (N=89), 2019; SoftwareReviews, ServiceNow Service Management (N=66), 
2020; and SoftwareReviews, Salesforce Service Cloud (N=98), 2020. 

https://www.softwarereviews.com/products/sap-s-4hana
https://www.infotech.com/software-reviews/products/servicenow-service-management
https://www.infotech.com/software-reviews/products/salesforce-service-cloud
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You always need to be able to do 
these things 
Especially when people aren’t working on your network 

We can’t forget 
about security 

• Disable access to corporate data because the device is lost or stolen. 

• Offboard a remote user. 

• Ensure the device and applications have received the latest patches. 

• Allow the user to access file shares. 

• Distribute installation files. 

• Onboard a remote user. 

 

A digital workspace, if properly implemented, can help with these items. 
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Take a user-centric approach to ensure 
your workspace actually empowers 
people – and does so securely. 

Our approach 

1. Build business ownership into the project 
from the start 

2. Right-size your digital workspace based on 
what people expect from IT 

3. Leverage the digital workspace as part of 
larger programs in digital transformation and 
enterprise service management 

The Auditel difference: 
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Benefits of our approach 

IT Benefits Business Benefits 

• Navigate the evolving digital workspace marketplace 

• Right-size the digital workspace for IT’s role 

• Clearly communicate the level of involvement you need from the 
business 

• Design a workspace that meets users’ needs 

• Take a flexible approach to implementing the digital workspace 

• Improved productivity and engagement for remote workers 

• More easily access business processes and enterprise services 

• Reduce the need for employees to be in the office 

• Provide greater flexibility to where and when people work 
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Measure the value 

Track the value as you create a 
more resilient workforce 

• Costs may increase depending on the solution you build. Communicate the benefits to 
stakeholders to ensure they see the value. 

• Productivity means different things to different business units and different functions. Work 
with business units and functions to track the impact of the digital workspace. 
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Digital Workspace 
Benefits 

Real Estate Cost

% of Business Functions Operating

Employee Engagement

In Phase 1, we will help you to identify 
benefits and metrics that are relevant to 
your stakeholders. 
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Our methodology for building a digital 
workspace 

OO 

1. Identify the Digital 
Workspace You Want 

to Build 

2. Identify High-Level 
Requirements 

3. Identify Initiatives 
and Roadmap  

Phase Steps 

1. Identify the digital workspace’s direction 
2. Prioritise benefits and define a vision 
3. Assemble a team of digital workspace 

champions 

1. Design the digital workspace’s value 
proposition 

2. Identify business unit requirements 
3. Identify the scope for information, 

technology, and service providers 

1. Identify initiatives 
2. Organise initiatives into phases 
3. Estimate effort with Scrum Poker 
4. Build a timeline and tie the phases 

to desired business benefits 

Phase Outcomes 

Vision and mission statements 
Mission statement 

Metrics 
Project and operational roles 

Value proposition diagrams 
Policy requirements 

Organisational and people requirements 
Process and service requirements 

 

Phased implementation plan 
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Insight 
summary Right-sizing doesn’t mean cutting organisational change management 

Building a smaller digital workspace doesn’t mean that the workspace will have less of an impact on the business. As you 
plan and build your digital workspace, you must work with the business to help them adapt their practices as you adapt 
yours. 

Plan with the business 

Build business ownership from the 
start. Service providers should be 
involved as well, but the business 
owner has to come from a value 
generating part of the business. HR 
isn’t close enough to the heart of the 
organisation; you need someone 
closely associated with value. 

Involve users early & 
often 

Involve users early and often. You’re 
going to be changing how they 
collaborate and how their processes 
work. As you’re documenting 
requirements, get some subject 
matter expertise from the people 
who will be impacted. 

Use a phased 
implementation 

Take a phased approach to gathering 
requirements and to building the 
digital workspace. The business 
won’t have answers to all of your 
questions right away, so plan to give 
them time without planning to hold 
up your project. 

Focus your effort on the problem 

Only pursue benefits that solve a problem your 
stakeholders care about. Tie metrics to stakeholder 
drivers, and tie functionality to their needs. 

Clearly communicate expectations 

Clearly communicate to the business what you need them 
to do as part of building the digital workspace. Use a RACI 
chart. 
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Each step of this blueprint is accompanied by supporting 
deliverables to help you accomplish your goals: 

 

Deliverables Key deliverable: 

Executive 
Presentation 

Template 

Concisely explain key project 
components to senior 

stakeholders 

Sample Value 
Propositions 

Analyse user needs to ensure that 
your digital workspace provides real 

user value 

Policy Templates 

This project may result in new 
expectations around flex-work, 
enterprise mobility, IT security, 

and compliance. Start a 
conversation using our template 

library 

This strategy template will help 
you to quickly build an effective 
approach to digital workspaces. 

Digital Workspace 
Strategy 
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