“No company today, no matter how large or how global, can innovate fast enough or big enough
by itself. . . . Wikinomics reveals the next historic step—the art and science of mass collaboration where
companies open up to the world. It is an important book."—A. G. Lafley, CEO, Procter & Gamble
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Chapter9. THE WIKI WORKPLACE
Unleashing the Power of Us

When Robert Stephens graduated from the University of Minnaseith a degree in computer science
in 1994 he wanted to start business consultancy. The problem was that good consultants cost a lot of
money to hire, and Stephens had little, so he went into computer repsiead.
Stephens recognized early in hisnigre that the deit-yourself crowdis a dying breed. From
coping with the annoyance of computer viruses asmyware to the trauma of setting up a home
network, a growing number afonsumers trade cash for peace of mind by having a technician do the
job.SLIKSyaQa |yasSN G2 GKAa 02y a dexnfddiseRisaichmaBny g1 a D
that helps consumers navigate the increastognplexity of electronic gadgetry.
From very humble origins, Geek Squad grew and grew. Th@00i, the company waacquired
by consumer electronics giant Best Baffer nearly a decade of profitable operations. Stephens had 60
employeesat the time, and was booking $3 million in annual revenue. Today Gge&d has grown to
MHZnnn aSNIBAOS | 3Sy imaralatheyiRisiodzgldRlS Naarly $Hhillion. ilzeides dz
from over 700 locations ONRP &4 b2NI K ! YSNRAOI X yR NBlingzNy& PHynN
At age thirtyseven, Stephens is now leading the company in a bold efiariove Best Buy away
from products and into services. Best Buy anticipdtiggrdouble-digit Geek Squad revenue growth in
2007 as theservice offering benefits from volume and scale. CEO Brad Anderson degctib&LIK Sy & Q &
AYLI OG &d KdzZZ3SXZ | yR &l @ athe KW NS N&IT  {20d3NIKESY NI AKG S Gic
0dzA f RAy3a | ONRaa 2dzNJ O2YLJ yeé dé
Sephens is also teaching the old guard a thing or two about how totlisenew universe of
collaborative technologies to get the most out of Besdzé Q& SYLX 28SSad &S] { | dz
wikis, video games, and dlinds of unorthodox collaboration technologies to brainstorm new ideas,
manage projects, swap service tips, and socialize with their peers. él@y contribute to product
innovation and marketing. And all this makések §uad a great place to work, and contributes to its
stellar servicdNBE O2 NR® 2 SQf f 0O2YS o6F O] G2 (K2 ahgpothesi@a NA Sa aK:
Just as the new Web is revolutionizing media, culture, and the econdmig reshaping
organizaions and workplaces in a profound way. Ppevduction and cocreation are not just happening
in online communitiesand networks like MySpace, Linux, and Wikipedia. Increasingly emplayees
using blogs, wikis, and other new tools to collaborate and fosch hoc communities across
departmental and organizational boundaries. G&xjuad is just one of many examples in this chapter
that signal the rise abpenness, peering, sharing, and acting globally as fixtures of the futnigplace.
The result is a nundy of deep, longerm transformations in the culturestructure, process, and
economics of work. We are shifting frootosed and hierarchical workplaces with rigid employment
relationships toincreasingly selbrganized, distributed, and collaborative humaapitalnetworks that
draw knowledge and resources from inside and outsidefittme.
For people who toil away at desk jobs today, this prediction mégiund outlandish. But as we
explaingl in Chapter 2, a generation gbung people areentering the vorkplace with a radically
different philosophy ofwork. As eighty million young people in the United States alone enter the
workforce they will bring higitechnology adoption, creativity, social connectivityn, and diversity to
the companies they work foand increasinglytp the companies they found themselves.
w20SNI {GSLKSyaQa DSS| {ljdzad R Aand demogapiics are SE I Y L.
coming together in a radical workplace meritocrdlegt is rewriting the rules of engagement at Best Buy
andshowingthe world how the new wiki workplacean produce superior bottorine results.



GEEKS, WIKIS, AND GLOBAL DOMINATION
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Ghostbusters, Men in Blacknd Dragret. Geek Squadgents carry a special agent badge and dress in

black pants, white shirts, Black clipon tie, and white socks with polished black shoes. All agents get
special titles like Mission Controllers, Special Agents, and Black Ofise ferioustech guns. To top it
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Together with the outfits and Geekmobiles, the James Bond titles fastsense of fun and
ANNBEGSNEYOS Ay |y 20KSINBYEACEORREYIREZE PO KRONLIIRESS
Ge¢KSe 32 2 ¢medendakh dag thd di&a Geekmobile, they carry a bablgeit would
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Stephe/a ® a! ASy G a S @S ywitBileir GeRSQuadNjBckets, Kuad lpkdple/walk up to them
andaskthenlj dzZSa G A2y a ®¢

Geek Squad has got a lot of things right. Its brand, its systembugi®iess model, and its
relationship with Best Buy are all parfo { ( S Ld&t-Bg-se®@ai plan for world domination of
computer serviced. Take theBest Buy acquisition, for example. The potential for synergies was
obvious® Most service offerings in the computer industry are in shambles. fodt customers dread
wading their time getting bounced from call centar call center. If Best Buy could turn the tech service
into a sleek, profitableand growing line of business, it would not only delight Best &isgomers, who
could then count on quick and reliable serjiét would benefit shareholders with increased revenue
and earnings growth. Certainlit, was all upside for Stephens, who stood to gain access to a natural
launching pad for a national computer services offering. Indeed, the custoesponse has been so
great that Geek Squad precincts have nlogen stationed in nearly every Best Buy location across the
United Statesand Canada.

The real Geek Squad secret sauce, however, is the people and o & O2f f 62N> G S ¢
and retain talent longer, betterand more efficientlyi Ky y@o2Reé St asSzé¢ KS al éa
ability to retaintalent has to do with the branding and the fun workplace ethos tB&phens has
cultivated. Part of it has to do with traditional things likeK A NA y 3 (i &€¢ 6 Sad LIS2 LK

But branding and smart hiring aside, Stephens has learned to erfdaggents in a continuous
process of innovation and improvement thi¢eps the agents motivated to perform at their highest
level. In fact,Stephens is full of great stories abotitet myriad ways his agents are theiving force
0SKAYR Ayy20FiA2y Ay . Sail aredwa@sisurgriSngddimn OBeasory thal R K 2 &
tops our list is the one about howeek Squad agents instinctively started using online multiplayer
gamesdo stay in touch as the organization grew from 60 to 12,000 employees ithjest years.

The ironic part of it is that Stephens had spent considerable timee&fiodt building an elaborate
internal wiki for exactly that purpogeto helpkeep all of theagents in the loop and to gather their input
into the businessBut the wiki was slow to take off, and Stephens was perplexed. He was ddarpitsg
on the agents to use the wiki to communicate, but, at first, fefsthe agents bothered. Geeks are
supposedo love wikis, so what was thgroblem?

Then one day Stephens asked a deputy director of counterintelligahcerporate how things
GSNBE 3J2Ay3 Ay (GKS TFASIRY GVOK2NNBESIORHA &IKR&SKS =
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Curious, Stephens prodded him to reveal more details. So the dejnatytor sheepishly told him
thatit KS& € LJ I & . I éadhis@&veryGufcdd have 128/peoply Snibiltatedusiyi fighting
eachotherinn GANIidzt £ SY@ANRYYSyi(>é &l AR (KSsoRwamBoOl 2 NP ¢
that we can talk over the Internet while we arammingt N2 dzy R FAIKGAYy I dé { G SLIKSY.
himself from timetotmeA 8 4 GKS | 3Syida GFdzyd SIFOK 20KBWME al @A
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collaboration and Failed to notice what the agents were already doing. While | had my fteach
R2AYy3 GKAA Ay LIND Lioddbaies, the agenthad elfigynizédioline gnipiobialiha
the most effective and efficient collaborative2 2 f G KIF 6 Qa Ff NS Re& 2dzi GKSNB ¢
Stephens says that the agents now have up to 384 colleagues simultanptayshg at any one
GAYSP G¢eKIeaNR GKSEPONPRKRFASYI (1&EEBNE GFf1AYy3 &K
Stephens said. Geeédguad agents had just unofficially added another collaboration tool tq#iette.
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get the agents to hack Battlefield 2 into a Geek Squad video game that he caforusaining and
recruitment.
By this tine we were about halfway through our interview wittephens. He had a lot more
stories, each more compelling than the laktturns out that for the Geek Squad agents, bottoim
communicationsvas just the beginning. Next up was product development, asatientsapplied their
intimate knowledge of customers and technology to desigrardwinning products for Best Buy.
It all started when Best Buy decided to produce a new line of prileddel goods in China. They
asked Stephens if he would allow thempat the Geek Squad logo on some of the devices. Stephens
told Best Buy thahe would do it, but only on one condition: Best Buy had to observe cetadtity
criteria, a bit like Martha Stewart or Ralph Lauren would. &dve all, Stephens insisted thiie Geek
Squad agents should desigrem. No products would be released with Geek Squad logos without the
I 3 S yppraval.
Best Buy agreed, but no doubt wondered if Stephens was crazioléHéhe product developers
y2i G2 020KSN) KanNJoyH2 RISENEYSWA DY SIENBS 6 K2 SAff SE
RSaA 3y as Stepliels ralliédAttie dagents to put sketches of potential products onwvifie.
Hundreds of them did, and many more spent time providing feedi?agk G KS RSai3daya d a¢KS
to debug, they love to criticizéi, I dzy ¢ = FyR GSIFNJ ARSIF& LI NIZé al AR {i
Two months later the agents came back with a unique and pragiatid &8 K RNA @S> g KA OK
electronics market is about as close to a commod#yyou can get. And yete agents did something
clever. Theirdesigy I 6 f SR (KS Ffl akK RNAGS G2 F2fR Ayid2 AdGaS
The agents knew that customers were always losing the cap, so a cdplessvould be convenient.
They also knew that nobody ever tsutheir flash drives on their key chams/ 2 i 06 SOl dz& S G KSe@
want to, but becauséhe plastic rings are too thick and too hard. So the agents desigrkdtadrive
with a thinly reinforced loop that slides easily onto a key rifige design was goodso good, in fact,
that in June 2006, Geek Squa®® y | LINBaUGA3IA2dza DSNX¥YIYy RSaA3aAy | 6 NF
FglF NR F2NJ SYaAySSNAy3Is @2dz 1y2¢6 A0Qa 3I22RzZ¢ al AR
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Stephens said that a few weeks before the ngtar Warsmovie was set to come out in the theaters,
the agents were predictinghat business would pick up. Why would business pick up, Stephens
wondered? Because IT workers are the people you tenskee lining up atnidnight to get advanced
tickets. They end up staying up too late, and tiext day they call in sick. Then, when problems occur in
the workplace, theibosses call Geek Squad!
Stephens thought this was hilarious (and so did we). Baiaigentshad more. They suggested the
company fabricate an excuse note thatwdrkers could download up to a month ahead of time. They
calledtheda @ Yy RNR YS G LINBIjdzSt AGA&aZ¢é | yR S@Sy SadlofAakKSR



Next, Geek Squad sent out a press release ptiadi@a mass wave af LINB Ij dzStf A G A adé L ¢ |
students, they claimed, would be reportimgass illness on March 28 (the day after ®iar Waranovie
was released)n the meantime, they posted the downloadable excuse notes on their $ifebThey got
over eight hundred thousand downloads, and a day |&®&phens was on th€oday ShowStephens
OFffta Al GaiGKS yOHISINIISIAIS yiZ¥S & yRS K Afa GKS FIFO4G GK
from the Geeks.
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purpose that is growing within the Geek Squagents. There is a new, deeper level of-sslhreness of
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thing is certain, however. When is comesai@hestrating emploge collaboration, Stephens has a new
rule: First observel Y R G KSy AYLX SYSyiGd® aLQY RS (tiihgdto detf NI A R
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RISE OF THE WIKI WORKPLACE
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connectivity, fun, and diversity into the workplad&ut are ideas behind the wiki workplace really new?
There has long ke recognition that organizational bureaucracy impedesovation, agility, and
success. Walk into a typical office less thaceatury ago and one would expect to see long rows of
desks, regimentedh army fashion, with typists clicking away from nin€fiteet all under amanagerial
StK2a GKIFIG 02NNRBgSR KSI ganficentrdidiictdre. i KS YAf AdF NBEQa O
For half a century there have been successive theories and attempit®dothe creativity of
human capital. Most of these management theoriesre predicated on the view that computers could
change the ways organizatiomsork. In 1962, Douglas Engelbart wrote an extraordinary papétled
G! dAYSYGAYy3 1dzYly LyGaSttSOGY hé explahgdOfdwlielentrdnic CNJ Y S
workstations could augemt the thinking and02 YYdzy A OF A2y a | oAfAGASE 2F 4
g 2 NJ S Ninebre of tenSvork was big in the eighties, and empowerment and netwonkiexg big
in the nineties’ But what has really changed?
The record shows that corporationsive become networked in the send@t they build business
webs with partners on a platform of informatiotechnology. While this is a huge development,
fundamental changes in thiaternal structure and management of organizations have been illusive. Jeff
t FSTFSNI 2F {GFyF2NRQA DNI RdzZl S { Q&opl@tiave Bpkculatelzd A y S & &
about how the advent of computers was goingcttange the workplacae the distribution of information
would delayer andlecentralize organizations and magement. Except for relatively few organizations
GKAA KFayQd NBIFffe 200dz2NNEB R exist. Bossebl Bitlz&peEt toobé NI R A
bosses. Command and control isalive a8t t ®¢ ¢2 t FTSTFSNE (KA A& able NI &
dissatisfactionn the workplace today.
However, the new business environment, the Net Generation, andifeof the new Web are
finally beginning to change all this. Most largeanizations today are geographically dispersed. This
fuels a need fopeople to communicate and work together while being separated by giesténces.
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Networking technologies allow companies to run cohesive getentralized operations by linking
employees in virtual teams and communitigfspractice.

Competitive pressws, meanwhile, are making organizations leazed more agile, more focused
on the customer, and more attuned to dynamiompetitive strategies. This means firms are less
hierarchical in structur@nd decisiormaking authority than they used to be. Buaiso meanghat they
will be less likely to provide lifelong careers and job security, amte in need of continuous
reorganization to maintain or gain competitiaglvantage.

At the same time, the nature of work itself is changing. Work has becomoe mgnitively
complex, more teanbased and collaborative, momependent on social skills, more time pressured,
more reliant on technologicatompetence, more mobile, and less dependent on geography. Many
employees are already given far more autonomy to decicbw and wherethey want to work. A
growing number of firms are decentralizing thdecisionmaking function, communicating in a petr-
peer fashion, ancembracing new technologies that empower employees to communieatgly and
openly with people ingie and outside the firm.

The continuous flow of new technologies into the workplace has lzekay source of change in
the way that we work. For members of generatidrand earlier, the most definitive workplace changes
began with therapid convergence hieeen office telephone systems and computer networksnail
enabled employees to share information far more efficientlgn they could with typewritten memos.
Clientserver computer architecturegave them access to company data that used to be guarded
jealouslyby senior managers. Cell phones and BlackBerrys gave staffibititg to work on the move
and spend more time out of the office.

Finally, today, a younger generation of workers is embracing Walrbased tools in a way that
often confounds oldr generations bupromises real advantages for companies that adapt their style of
working. Tools such as blogs, wikis, chat rooms, gegveer networks, and persondroadcasting are
putting unprecedented power in the hands of individuadrkers to comminicate and collaborate more
productively. This irturn is driving a new revolution in workplace collaboration of a qualitatively
different nature.

Having matured quickly in the last three years, these weapons of m@ksboration enable
employees to engge and cocreate with more peopi@e, more regions of the world, with a richer, more
versatile capability setand with less hassle and more enjoyment than any earlier generation of
workplace technology. Employees can act globallyttootting across orgamational silos and
connecting with customers, partners, suppliers, addi K SNJ LI NI A OA LI yiGa GKI G
SO02aeaiSYo 2 Kihcle&mgly YogeNBolrce (n&uBe of these tools means that this new
infrastructurefor collaboration is accedse to a much wider base of people ahdsinesses so wide, in
fact, that there are very few barriers to adoptiéor organizations of any persuasion.
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imaginea world without Google or mobilphones. The Net Gen has experienced these inventions and
breakthroughsas part of their birthright, unlike earlier generations who have hadatitapt or
acclimatize to instant messaging and the iPod. Having been nourishddstant messaging, chat
groups, playlists, pedn-peer file sharingand online multiplayer video games, they will increasingly
bring a new collaborativeethos into the workplace. Working together and sharing thaiowledge
across organizational boundast in much the same way ahey swap songs and videos over the
Internett will be perfectly normalfoiil 2 Y2 NNR 6 Q¥ 62 NJ] F2 NOS o

Of course, the new workplace is about much more than wikisaher technologies, just as wikis
are about much more than WikipeaddiThe Net Gen also has a unigue set of formative experiences that
shapetheir sense of workplace norms and values. When asked about the experigmatetefine their
worldview, members of the ¥&en talk about thdall of the Berlin Wall, the Rio Earth Samt, and 9/11.
All of this adds upo a profoundly different attitude and approach to work and a unique gkt
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