
 

 

Digital Workplace 
A Maturity Model and Best Practices 
Implementation Roadmap 

Executive Summary 
The digital workplace integrates technologies, processes, and cultural elements to 
enable seamless work from any location, device, or time. 
The digital workplace is a dynamic ecosystem of technologies designed to enhance 
employee productivity, collaboration, and engagement in a flexible, secure, and 
user-centric environment.  

This guide outlines best practices for selecting technologies in key categories such as 
Collaboration Intranets, Unified Communications (UC), Virtual Desktops, and other 
relevant tools. It provides a structured approach to help organizations make informed 
purchasing decisions aligned with business goals, user needs, and technological trends. 
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Best Practices Buyer’s Guide for 
Digital Workplace Technologies 
The digital workplace is a dynamic ecosystem of technologies designed to enhance 
employee productivity, collaboration, and engagement in a flexible, secure, and 
user-centric environment.  

This guide outlines best practices for selecting technologies in key categories such as 
Collaboration Intranets, Unified Communications (UC), Virtual Desktops, and other 
relevant tools. It provides a structured approach to help organizations make informed 
purchasing decisions aligned with business goals, user needs, and technological trends. 

 

Understanding the Digital Workplace 
The digital workplace integrates technologies, processes, and cultural elements to 
enable seamless work from any location, device, or time. Key technology categories 
include: 

●​ Collaboration Intranets: Platforms that centralize internal communications, 
document sharing, and employee engagement (e.g., Microsoft SharePoint, HCL 
Connections, Simpplr). 

●​ Unified Communications (UC): Solutions that combine voice, video, 
messaging, and conferencing (e.g., Microsoft Teams, Zoom, Cisco Webex). 

●​ End User Computing: EUC refers to the technologies, platforms, and processes 
that enable employees to access and interact with digital resources—such as 
applications, data, and desktops—across devices in a secure, efficient, and 
user-centric manner.  

This guide focuses on best practices for evaluating and selecting these technologies to 
create a cohesive digital workplace strategy. 
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Knowledge Collaboration Intranet 
Intranets are internal, private digital platforms that serve as centralized hubs for 
employee communication, collaboration, and knowledge sharing within an organization.  

Often described as the digital backbone of the workplace, intranets facilitate the 
exchange of information, foster community, and streamline workflows by providing a 
secure, accessible environment where employees can connect, access resources, and 
collaborate effectively.  

Empowering Social Intelligence 
Modern intranets have evolved beyond static repositories into dynamic, social, and 
intelligent platforms that enhance employee engagement and organizational efficiency. 

At their core, intranets act as a single source of truth, housing critical resources such as 
company policies, HR documents, project updates, and departmental news.  

Platforms like Microsoft SharePoint, Simpplr, or HCL Connections enable organizations 
to organize content with robust document management features, including versioning, 
metadata-driven search, and access controls.  

This ensures employees can quickly find relevant information, reducing time spent 
searching for resources and improving productivity. For example, a marketing team can 
store campaign assets in a centralized intranet library, accessible to global team 
members, ensuring consistency and efficiency. 
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Maturity Roadmap 
A maturity model for adopting knowledge collaboration intranets outlines stages of 
organizational development in effectively implementing and leveraging intranet 
platforms for knowledge sharing, collaboration, and productivity. 

This maturity model provides a roadmap for organizations to evolve their intranet from a 
basic tool to a transformative platform, with clear milestones and measurable outcomes 
at each stage. 

 

Stage Capabilities 

  

0 - Ad hoc The organization has no formal intranet or uses basic, fragmented tools for 
collaboration. Knowledge sharing is disorganized, with minimal structure or 
strategy. 
 

●​ Use of disparate tools (e.g., email, shared drives, or basic intranets) with 
no integration.  

●​ Limited user adoption; employees rely on personal methods for 
knowledge sharing.  

●​ No governance or policies for content management or collaboration.  
●​ Basic functionality, such as document storage, with little to no 

searchability or interactivity. 

1 - Emerging The organization implements a basic intranet platform with some structure but 
limited adoption and functionality. Initial efforts focus on centralizing knowledge 
and basic collaboration. 
 

●​ A centralized intranet platform is deployed, often with off-the-shelf 
solutions. Basic features like document repositories, news feeds, or 
team sites are available.  

●​ Limited user training and inconsistent adoption across departments.  
●​ Basic governance (e.g., content ownership, access controls) is 

established but not fully enforced.  
●​ Search functionality and user experience are rudimentary. 

2 - Managed The intranet is actively used as a collaboration hub, with consistent adoption and 
integration with business processes. Knowledge sharing becomes more 
structured and measurable. 
 

●​ The intranet supports advanced features like wikis, discussion forums, 
and team workspaces.  

●​ Integration with other enterprise systems (e.g., HR, CRM, or project 
management tools).  
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●​ Clear governance policies, including content lifecycle management and 
user roles.  

●​ Moderate to high user adoption, with regular training and onboarding 
programs.  

●​ Analytics and reporting tools track usage and engagement. 

3 - Optimized The intranet is a strategic asset, fully integrated into daily operations and driving 
organizational efficiency. Collaboration and knowledge sharing are embedded in 
the culture. 
 

●​ Advanced features like AI-driven search, chatbots, and automated 
workflows.  

●​ Seamless integration with external tools (e.g., Microsoft Teams, Slack, or 
ERP systems). High user engagement, with employees contributing and 
consuming content regularly.  

●​ Robust governance, including automated content archiving and 
compliance checks.  

●​ The intranet supports innovation, such as idea management systems or 
crowdsourcing. 

4 - Transformative The intranet is a dynamic, intelligent platform that drives organizational 
transformation. It fosters innovation, agility, and a highly collaborative culture, 
positioning the organization as a leader in knowledge management. 
 

●​ AI and machine learning enhance personalization, content 
recommendations, and predictive analytics.  

●​ The intranet serves as a digital workplace hub, integrating all 
collaboration and productivity tools.  

●​ Knowledge sharing is proactive, with communities of practice and 
cross-functional innovation hubs.  

●​ Continuous improvement through user feedback and iterative 
enhancements.  

●​ The intranet supports external collaboration (e.g., with partners or 
customers) securely. 
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Unified Communications 
Unified Communications (UC) is a category of digital workplace technologies that 
integrates multiple communication channels—such as voice, video, instant messaging, 
email, and collaboration tools—into a single, cohesive platform to streamline 
interactions and enhance productivity.  

By consolidating these channels, UC enables seamless real-time and asynchronous 
communication across devices and locations, making it a cornerstone for remote, 
hybrid, and on-site workforces.  

UC platforms like Microsoft Teams, Zoom, Cisco Webex, and RingCentral are pivotal in 
fostering community and knowledge collaboration, addressing the evolving needs of 
distributed teams.  

Core Components of Unified Communications 
Unified Communications encompasses a range of integrated tools and functionalities 
designed to unify communication workflows: 

●​ Voice Communication: Includes Voice over IP (VoIP) calling, enabling 
high-quality voice calls over the internet. Platforms like RingCentral offer 
cloud-based telephony, replacing traditional phone systems, with features like 
call routing and voicemail-to-email transcription. 

●​ Video Conferencing: Provides high-definition video meetings for face-to-face 
interaction. Zoom and Microsoft Teams, for example, support large-scale video 
calls with features like virtual backgrounds and breakout rooms, enhancing 
remote team engagement. 

●​ Instant Messaging and Chat: Enables real-time text-based communication, 
often with group chat and file-sharing capabilities. Cisco Webex’s chat 
functionality, for instance, allows teams to share documents and maintain 
threaded conversations. 

●​ Collaboration Tools: Integrates with tools like shared whiteboards, document 
co-editing, and task management. Microsoft Teams, for example, embeds 
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Microsoft 365 applications, allowing users to co-edit Word documents during 
meetings. 

●​ Presence and Status Indicators: Shows real-time availability (e.g., online, busy, 
away), streamlining communication. For instance, Zoom’s presence indicators 
help users know when colleagues are available for a quick call. 

●​ Unified Messaging: Combines voicemail, email, and chat into a single interface, 
accessible across devices. RingCentral’s unified inbox, for example, consolidates 
messages for streamlined access. 

●​ Integration with Other Systems: UC platforms connect with enterprise tools like 
CRMs (e.g., Salesforce), intranets (e.g., SharePoint), or employee feedback 
platforms (e.g., Qualtrics), creating a seamless digital workplace experience. 

Maturity Roadmap 
A maturity model for adopting Unified Communications (UC) outlines stages of 
organizational development in implementing and leveraging integrated communication 
platforms (e.g., voice, video, messaging, and collaboration tools) to enhance 
productivity and connectivity. 

This maturity model provides a roadmap for organizations to evolve their UC adoption 
from fragmented tools to a transformative communication ecosystem, with clear 
milestones and measurable outcomes at each stage. 

 

Stage Capabilities 

  

0 - Ad hoc The organization uses disparate communication tools with no integration or 
strategy. Communication is ad hoc, and UC adoption is minimal or nonexistent. 
 

●​ Reliance on standalone tools (e.g., traditional phones, email, or basic 
chat apps).  

●​ No centralized UC platform; tools operate in silos with limited 
interoperability. Inconsistent user experience, with employees using 
personal or unapproved tools.  

●​ No governance or policies for communication tools.  
●​ Limited IT oversight, leading to security and compliance risks. 
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1 - Emerging The organization adopts a basic UC platform, consolidating some 
communication tools but with limited adoption and functionality. 
 

●​ A UC platform is deployed, supporting basic features like voice calls, 
instant messaging, or video conferencing.  

●​ Partial integration with existing systems (e.g., email or calendars).  
●​ Limited governance, with basic policies for usage and access.  
●​ Inconsistent adoption across teams; some employees still rely on legacy 

tools.  
●​ Basic training provided, but user awareness and engagement are low. 

2 - Managed The UC platform is widely adopted and integrated into business processes, 
enabling seamless communication and collaboration across the organization. 
 

●​ UC platform supports advanced features like screen sharing, virtual 
meetings, and team collaboration spaces.  

●​ Integration with enterprise systems (e.g., ERP, HR platforms, or 
productivity suites).  

●​ Clear governance policies, including user roles, security protocols, and 
compliance measures.  

●​ High adoption rates, with regular training and onboarding for new users.  
●​ Analytics track usage, performance, and issues (e.g., call quality, 

downtime). 

3 - Optimized The UC platform is a strategic asset, fully integrated into daily operations and 
driving efficiency, collaboration, and innovation. 
 

●​ Advanced UC features like AI-driven transcription, virtual assistants, or 
automated call routing.  

●​ Seamless integration with external tools and third-party applications 
(e.g., Slack, Salesforce).  

●​ High user engagement, with employees relying on UC for most 
communication needs.  

●​ Robust governance, including automated compliance checks and data 
retention policies.  

●​ UC supports strategic initiatives like customer engagement or global 
team collaboration. 

4 - Transformative The UC platform is a dynamic, intelligent hub that transforms communication and 
collaboration, driving organizational agility and competitive advantage. 
 

●​ AI and machine learning enhance UC with features like predictive 
analytics, sentiment analysis, or automated workflows.  

●​ UC serves as a digital workplace hub, integrating all communication and 
collaboration tools.  

●​ Proactive communication culture, with seamless internal and external 
collaboration (e.g., with partners or customers).  

●​ Continuous improvement through user feedback and platform updates.  
●​ UC supports innovation, such as real-time brainstorming or global virtual 

events. 
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End User Computing (EUC) 
End User Computing (EUC) refers to the technologies, platforms, and processes that 
enable employees to access and interact with digital resources—such as applications, 
data, and desktops—across devices in a secure, efficient, and user-centric manner.  

As a foundational category within the digital workplace, EUC encompasses solutions 
like virtual desktops, Desktop as a Service (DaaS), desktop application management, 
and endpoint security, designed to empower employees while maintaining 
organizational control and compliance.  

EUC facilitates community and knowledge collaboration by providing seamless, secure 
access to tools and data, supporting flexible work models like hybrid and remote work. 

Core Components of EUC 
EUC integrates several key elements to deliver a cohesive user experience: 

●​ Virtual Desktops and DaaS: Solutions like Microsoft Azure Virtual Desktop, 
Citrix DaaS, and VMware Horizon Cloud provide cloud-hosted desktops, 
enabling employees to access applications and data from any device, such as 
laptops, tablets, or thin clients. These platforms use high-performance protocols 
(e.g., Citrix HDX, VMware Blast) to ensure low-latency access, even for 
resource-intensive applications, supporting seamless collaboration across 
distributed teams. 

●​ Desktop Application Management: This involves the centralized management 
of software applications, including deployment, updates, versioning, and 
licensing, to ensure consistency and compatibility across user devices. Tools like 
Microsoft Intune, VMware Workspace ONE, or Citrix Endpoint Management 
streamline application delivery, ensuring employees use the latest software 
versions without manual intervention. For example, Intune can push updates to 
Microsoft 365 applications across a hybrid workforce, maintaining uniformity and 
reducing compatibility issues. 

●​ Endpoint Security: This focuses on securing devices (endpoints) that access 
organizational resources, including laptops, smartphones, and tablets. Endpoint 
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security solutions, such as Microsoft Defender for Endpoint, CrowdStrike Falcon, 
or VMware Carbon Black, provide threat detection, encryption, and device 
compliance checks to protect against cyber risks. These tools are critical in 
remote and hybrid environments, where diverse devices and networks increase 
vulnerability. 

●​ Collaboration and Productivity Tools: EUC integrates with unified 
communications platforms (e.g., Microsoft Teams, Zoom), collaboration intranets 
(e.g., SharePoint, Simpplr), and enterprise social networks (e.g., Yammer, 
Workplace by Meta) to enable communication and knowledge sharing within a 
secure, managed environment. 

Maturity Roadmap 
This maturity model provides a roadmap for organizations to evolve their EUC adoption 
from fragmented systems to a transformative digital workplace, with clear milestones 
and measurable outcomes at each stage.

 

Stage Capabilities 

  

0 - Ad hoc The organization uses basic, uncoordinated EUC solutions with minimal 
standardization or strategy. End-user computing is fragmented, and support is 
reactive. 
 

●​ Disparate devices and software with no centralized management (e.g., 
personal laptops, standalone apps).  

●​ Limited IT oversight, leading to shadow IT and security risks.  
●​ Manual support processes with inconsistent user experiences.  
●​ No formal policies for device management, software deployment, or data 

access.  
●​ Minimal virtualization or cloud-based solutions. 

1 - Emerging The organization adopts basic EUC solutions with some standardization and 
centralized management, but adoption and functionality remain limited. 
 

●​ Basic device management tools (e.g., MDM for mobile devices, SCCM 
for desktops) are implemented.  

●​ Partial standardization of hardware, operating systems, or applications.  
●​ Basic virtualization (e.g., VDI for specific teams) or cloud-based apps 
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introduced.  
●​ Limited governance policies for device provisioning, software updates, or 

security.  
●​ Inconsistent user adoption and minimal training provided. 

2 - Managed EUC is centrally managed and integrated into business processes, supporting 
consistent user experiences and operational efficiency. 
 

●​ Centralized EUC management with tools like MDM, VDI, or endpoint 
management platforms.  

●​ Standardized devices, operating systems, and applications across the 
organization.  

●​ Integration with enterprise systems (e.g., identity management, cloud 
services).  

●​ Clear governance policies for provisioning, updates, security, and 
compliance.  

●​ Regular user training and proactive IT support, with analytics to monitor 
performance. 

3 - Optimized EUC is a strategic enabler, fully integrated into operations, delivering seamless 
user experiences and driving efficiency and innovation. 
 

●​ Advanced EUC features like AI-driven support, automated provisioning, 
or personalized workspaces.  

●​ Full virtualization or cloud-based EUC (e.g., Azure Virtual Desktop, 
Citrix).  

●​ Seamless integration with collaboration tools (e.g., Microsoft Teams, 
Slack) and enterprise systems.  

●​ Robust governance with automated compliance, patch management, 
and data protection.  

●​ High user satisfaction, with self-service options and minimal IT 
intervention. 

4 - Transformative EUC is a dynamic, intelligent platform that transforms user productivity and 
organizational agility, positioning the organization as a leader in digital workplace 
innovation. 
 

●​ AI and machine learning enhance EUC with predictive maintenance, 
personalized configurations, and automated support.  

●​ EUC serves as a digital workplace hub, integrating all productivity and 
collaboration tools.  

●​ Seamless support for global, remote, and hybrid workforces with 
zero-downtime environments.  

●​ Continuous improvement through user feedback and iterative 
enhancements.  

●​ EUC supports innovation, such as BYOD (Bring Your Own Device) 
policies or IoT integration. 
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