Contents

Introduction . . . . . .. ... ... e e XXi
Chapter 1: Virtual Management . . . . . .. ... ... ... ........ 1
The Need for Virtual Management. . . . . . . . ... ... ....... 1

The Differences between Virtual and Traditional Organizations . . . . . 3

The Traditional Organization. . . . . . .. ... ... ........ 3

The Virtual Company. . . . . .. ... ... ... ... ....... 6

Managing the Virtual Team. . . . . . ... ... ... ... .. .... 11

Chapter 2: The Virtual Manager . . . . . . . . . . .. .. ... 17
Definition of a Virtual Manager . . . . .. ... ... .. ... .... 18

The Traditional Manager . . . . . .. ... ... ... ....... 19

The Virtual or Hybrid Manager . . . . .. ... ... ... .... 20

Skill Sets Required for the Virtual Manager . . . ... ... ... .. 28

General Management . . . . . . . ... ... 28

People Management . . . . . . ... .. ... ... ... ... 32

Communication . . . . . . . . . ... 36

Technical Knowledge . . . . . .. ... ... ... ... ...... 38

Decision Making . . . . . . . ... ..o 40

Problem Solving . . . . .. . ... ..o 43

Team Building. . . . .. ... .. ... ... ... .. ... . 44

Administration . . . .. ... L o oo 45

Skill Sets Required for the Remote Worker . . . . . . ... ... ... 46

General Management . . . . . . . ... ... ... 46

People Skills . . . . .. ... ... ... 47

xi



Managing Without Walls

Communication . . . . . . . . . . . . vt 48
Technical Knowledge . . . . . . .. ... ... ... .. ...... 49
Decision Making . . . . .. . ... ... 50
Problem Solving. . . . . . . . ... ... 50
Team Orientation . . . . . . . . . . . .. .. .. ... ....... 50
Administration . . . . . . ... 51
What Employees Want from a Virtual Manager . . . . . ... ... .. 51
How to Find Out What Your Team Members Need from You. . . . 58

Chapter 3: Creating and Managing

theVirtual Team . . . . . . . . . . . . o i e e e e e e 61
Virtual Work Locations. . . . . . . .. ... ... ... ... ... 62
Home Office. . . . . . . .. . ... ... ... . 64
Local Library . . . . . . . . . . ... .. .. 65
Local Community Center . . . . . . ... ... ... ........ 66
Caber Café or Coffee House . . . . .. ... ... ... ...... 67
Hotel. . . . . . . . 67
Onsite at a Client Location . . . . . ... ... ... ........ 68
Shared Office/Hoteling . . . . . . . . ... .. ... ... ... ... 69
Bus, Train, or Airplane . . . . . . . ... ... ... ... 70
Airport (or Other Transit Station). . . . . .. ... ... ...... 71
Small Local Office or Corporate Office . . . ... ......... 73
Creating the Virtual Team . . . . . .. .. ... ... .. ....... 73
Choose Team Members. . . . . . .. ... ... ... ....... 74
Interview Team Members. . . . . . .. .. ... ... ... .. 80
Consider the Team Dynamics. . . . . ... ... ... ... .... 85
Consider the Personalities of the Virtual Team Members . . . . . . 86
Evaluate the Abilities of the Team Members . . . . . . . .. .. .. 87
Defining Virtual Team Roles and Responsibilities . . . . . . ... .. 88
Understanding Interaction Styles . . . . . . ... ... ... ... ... 89
Interaction Styles and the Virtual Team . . . ... ... ... ... 90
Learning Styles . . . . . . . . . ... ... 92
Communication Preferences . . . . . . ... ... ... ...... 95
Managing a Team Split between Two Locations . . . . . . ... ... 96
Setting Goals and Objectives for Team Members . . . . . . .. .. .. 98
Managing Performance and Performance Reviews. . . . . . . . .. .. 99
Personal Development Plans . . . . . . ... ... ... ....... 100
Employee One-on-Ones with Manager . . . . . . ... ... ... .. 103
Virtual Coaching. . . . . .. ... .. ... ... ......... 104

Xii



Contents

Virtual Training . . . . . . . . . . ... ... 105
How to Make Virtual Training Successful . . . . ... ... ... 108
Online Training Tools . . . . . . . . ... ... ... ... .... 110
Chapter 4: Managing Global Teams. . . . . ... ... ... ....... 113
International Business and Global Marketspaces . . . . . . . ... .. 114
The Global Decision. . . . . .. ... ... ... ......... 114
Before YouStart. . . . .. ... o L 115
Time Differences . . . . . .. ... ... ... ... ... ..., 119
Managing Language Differences . . . . . ... ... ... . ... 122
Communicating Effectively with People for Whom English Is a
Second Language . . . .. . ... ... ... ... ... ... . 122
Translating. . . . . . . ... ... ... ... 124
Speaking Clearly. . . . . . . ... ... . ... ... ....... 125
Listening and Understanding . . . . . . . ... ... ... .... 127
Gestures . . . . . ... 128
Asking Questions . . . ... ... 129
Managing Cultural Differences . . . . . . ... ... ... ... ... 130
The Stages of Cultural Adjustment . . . . . . ... ... ... .... 133
Honeymoon Stage . . . . . . ... ... ... .. ... ... 133
Conflict Stage . . . . . . . . . . . . ... 134
Integration Stage . . . . . . . ... ... L. 134
Adaptation Stage . . . . ... ... 135
Building Teamwork in a Global Environment . . . . . ... ... .. 135
Chapter 5: OQutsourcing . . . . . . . . . . . . i it it it it n e 139
The Decision to Outsource . . . . . . . . ... ... ... ...... 140
Offshoring . . . . . . . . .. .. . ... .. 145
Offshore Outsourcing . . . . . . . . . ... ... ... ...... 146
Offshore Office . . . .. ... ... . ... ... ......... 148
Domestic Inshoring and Farmshoring . . . . . . . ... .. ... ... 149
Unique Challenges of Outsourcing . . . . . . ... ... ... .... 151
Managing Outsourced Projects . . . . . . . . ... ... ....... 153
Specific Project Outsourcing . . . . . . . .. ... .. ...... 154
Ongoing Business-Function Outsourcing . . . . . . . . ... ... 156
Building Relationships with Outsource Vendor Managers . . . . . . . 157
Importance of the Statement of Work and Outsourcing Contract. . . . 158
Introduction . . . . ... oo oo oL 160
Objectives . . . . . . v v e e e e 160

Xiii



Managing Without Walls

ProjectScope. . . . . . . ... 160
Periodof Contract . . . . . . ... . ... ... . ... ... 161
Specific Tasks . . . . . . . . ... ... 161
Schedule of Deliverables . . . . . ... ... ... ........ 161
Completion Criteria . . . . . . . . . . . oo v v 162
Feesand Payments. . . . . . ... . ... ... . ......... 162
Roles and Responsibilities . . . . . ... ... ... ... .... 164
Assumptions and Constraints . . . . . . . ... ... ... .... 165
Staffing. . . . . . .. . . . ... 166
General Provisions. . . . . . . ... ... 167
Chapter 6: Time Management . . . . . . ... .. .. .. ......... 169
The Importance of Time Management . . . . . . ... ... ... .. 169
Time Management for Virtual Managers and Remote Workers . . . . 170
Team Time Management . . . . . . ... ... ... ....... 172
Personal Time Management . . . . . . .. ... .......... 173
Meeting Time Management . . . . . . . . ... ... ....... 181
Time Management Tools . . . . . .. ... ... ......... 183
Tips on Speeding Up the Process for Time-Consuming Tasks . . . . . 183
Prioritizing Tasks . . . . . . . . .. ... 185
Forced-Pair Comparisons . . . . . . . .. ... ... ... .... 185
Chapter 7: Virtual Teamwork . . . ... ... .. .. ... .. ...... 189
Discovering Commonalities . . . . . . . . ... ... ... ...... 190
Creating Trust . . . . . . .. . ... 191
Understanding the Dynamics of the Team . . . .. . ... ... ... 193
Creating the Virtual Community . . . . . .. . ... ... ... ... 193
Team Member Interaction. . . . . . . . ... ... ... .. ..... 195
Virtual Communication . . . . . . . ... ... ... 197
In-Person Communication. . . . . . ... ... .. ........ 198
Virtual TeamDay . . . . .. ... . ... ... .. ........ 199
Sharing Best Practices . . . . . . . ... . ... ... ....... 200
The Brainstorming Process . . . . .. ... ... ... ...... 202
Making It Fun! . . . . . ... ... ... 207
Celebrationsand Rewards . . . . . . ... ... ... ... ..... 208
Chapter 8: Team Processes and Procedures. . . . ... ... ...... 211
Communication Process . . . . . . ... . ... ... ... ..., . 212
Stakeholder Groups . . . . . . . . ... . ... .. ... ... . 213

Xiv



Contents

Formal CommunicationPlan . . . . . ... ... ......... 214
Informal Communication Plan. . . . . . . .. .. ... ... ... 216
CommunicationRules . . . . . . ... ... ... ......... 217
Change-Control Process . . . . . . ... .. ... ... ... ..... 218
Resources . . . . . . . . . ... 220
Schedule . . . . . . . ... 221
Technical. . . . . . ... ... . 222
Organizational . . . . . . ... ... . ... ... ......... 224
Business . . . . ... 225
Scope. . .. 225
New Projects. . . . . . . . .. . ... 226
Maintenance . . . . . . .. ... 226
Catastrophic FailuresorEvents . . . . . ... ... ........ 227
Change Requests. . . . . . .. ... .. ... ... ........ 228
Defect-Tracking Process (for Technical Projects) . . . .. ... ... 230
Organizational Processes . . . . . . ... ... ... ... ...... 232
Client and Vendor Processes . . . . . . . ... ... ... ...... 233
Status Reporting Process . . . . . . . .. ... ... 233
Status Report from Team Members to Manager. . . . . . . .. .. 234
Status Report from Manager to Team Members. . . . . . . . . .. 234
Status Report from Project Manager to Client. . . . . . .. .. .. 236
Monthly Status Report to Senior Executives . . . . . . ... ... 236
Escalation Procedures . . . . . ... ... ... ... ... . ... . 237
Risk-Management Process . . . . . . ... ... ... ... ... .. 240
Identifying Risks. . . . . . . ... . ... ... .. 241
Documentation Processes . . . . . . . . .. ... ... 243
Process Management . . . . . . .. ... ... .. ... 245
Chapter 9: Virtual Communication . . . . ... ... ........... 247
Communication Complexities . . . . . . ... ... ... ...... 249
Toneof Voice . . . . . . . . . .. ... 249
Body Language . . . ... ... ... . ... ... ... ... 250
Which Communication Method to Use in Which Situation? . . . . . . 252
Effective Use of Email . . . . ... ... ... ... ... ..... 253
Effective Use of the Phone . . . . . . ... ... ... .. ...... 257
Effective Use of Cell Phones . . . . . . .. ... ... ... ..... 262
Face-to-Face Communication . . . . . . ... ... ... ....... 263
Project Meetings . . . . . . . . .. ... 265
Team Meetings . . . . . . . . .. ... 266

XV



Managing Without Walls

Chapter 10:

Chapter 11:

Chapter 12:

Weekly Status Reports . . . . . . .. ... ... ... 268
Presentations and Reporting . . . . . ... ... ... ... ... 269
Communicating Bad News . . . . . ... ... ... ... ...... 270
Virtual Politics . . . . .. ... ... ... .......... 273
Understanding Company Culture and Politics . . . . . ... ... .. 273
How Your Team Creates Its Own Politics . . . . . . ... ... ... 275
No Complaining About or Blaming Each Other or Other Teams . . 278
No Superstars or Superstar Behavior . . . . ... ... ... ... 279
No Reprimanding Anyone in Front of Others. . . . . . . ... .. 279
No Congratulating Individual Results in Team Meetings . . . . . 280
No Comparing Team Members to Each Other . . . . . . ... .. 281

No Derogatory Remarks about Team Members or Stakeholders . . 282
No Thinking or Assuming You Are Better than Someone Else. . . 283

Identifying Potential Troublemakers . . . . . .. ... ... .. ... 284
Nipping Trouble inthe Bud . . . . . . . ... ... .. ........ 286
Managing Conflict . . . . ... ... ............. 289
Recognizing a Potential Conflict Situation . . . . . . ... ... ... 291
Knowing When and Howto Act . . . . . .. ... ... ... .... 292
Mediating a Phone Conference . . . . . . . ... ... ... ..... 296
Proactive Conflict Management . . . . . . ... ... ... ..... 297
Change Management . . . . . . ... ... ... ... ........ 300
Removing a Team Member from the Team . . . . . . ... ... ... 304
Understanding Your Limitations and When to Ask for Help . . . . . . 307

Virtual Management of High-Risk and Catastrophic Events. 309

What Is a High-Risk or Catastrophic Event? . . . . . . ... ... .. 310
Planning for High-Risk Events . . . . .. ... .. ... ... .... 311
Planning for Catastrophic Events . . . . . . . ... ... ... ... .. 313
How to Recognize and Respond to a Potential Catastrophe. . . . . . . 316
Natural Disasters. . . . . . . . . ... ... ... ... ..... 316
Project or ProductIssues. . . . . . . ... ... ... ... .... 316
Personnel Issues . . . . . . . ... ... ... L. 317
Public Transport . . . . . . . . . . ... ... 317
Freak Accidents . . . . . . ... ... ... 317
Acts of Waror Terrorism . . . . ... ... ... ......... 318
Risk Management . . . . . . . ... . ... ... ... 318
Scope Management . . . . . ... ... ... 318

Xvi



Contents

How to React to and Manage a Catastrophic Event . . . . .. .. .. 320
Evaluating the Catastrophe . . . . . .. ... ... ... ... .... 322
Minimizing the Damage . . . . ... ... ... .. .. ....... 323
Keeping Team Members and Stakeholders Informed . . . . . . . .. 324
Communication Methods . . . . . ... ... ... ... ... ..., 327
Phone Calls: Landline and Mobile . . . .. ... ... ... ... 327
Pager. . . . . .. 328
Text Message via Pager, Phone, or PDA . . . . . ... ... ... 329
Instant Messaging via Phone, PDA, or Computer. . . . . . . . .. 330
Online Chat . . . . . . . .. . ... ... 330
Email. . . . ... o oo 330
Conference Calls: Audioor Video. . . . . . ... ... ... ... 332
Onsite Meetings . . . . . . . . . . . ... 333
Managing the Aftermath . . . . . ... ... ... ... ... .. .. 334
Lessons Learned and Best Practices. . . . . . ... ... ... .... 335
Chapter 13: Virtual Management and Communication Tools . . . . . . . 337
Collaborative Tools . . . . . . .. ... ... ... .. ... ..... 339
Integrated Virtual-Management Tools. . . . . . . ... ... ... 340
Online Meeting Tools . . . . . . . . ... ... ... .. ..... 341
Document-Management Systems . . . . . . . ... ... ..... 342
Online Scheduling and Time Tracking . . . . . . ... ... ... 343
PDAs and Smartphones . . . . . ... ... ... ... 344
IMand SMS . . . . . .. 345
Video Conferencing . . . . . . . . . . ... ... ... 346
Phone Conferencing . . . . . . . .. ... . ... ... ... ..... 347
Chapter 14: Virtual Leadership . . . . . . .. .. .. ... ... ..... 349
Leading the Virtual Team . . . . . . . .. .. ... ... ....... 350
Maintaining Professional Integrity . . . . . .. ... ... ... ... 351
Controlling Your Emotions . . . . . ... ... ... ... ...... 353
Professionalismat All Costs . . . . . ... ... ... ... ..... 355
Prejudice in the Workplace—Intentional and Unintentional . . . . . . 356
Inspiring Others . . . . . . . . . ... .. ... ... ... . ... . 358
Appendix A: Virtual Skill Set Checklists . . . . .. ... ......... 359
Skill Sets Required for the Virtual Manager . . . . ... ... .... 359
General-Management Skill Set . . . . ... ... ... ... ... 360
People-Management Skill Set . . . . . . . ... ... ... .... 361

Xvii



Managing Without Walls

Communication Skill Set . . . . ... ... ... ... ... ... 362
Technical Skill Set . . . ... ... ... ... .......... 364
Decision-Making Skill Set. . . . . ... ... ... ... ... .. 365
Problem-Solving Skill Set . . . . . ... ... ... ........ 366
Team-Building Skill Set. . . . . ... ... ... .. ....... 367
Administrative Skill Set . . . . . . . ... .00 368
Personal Qualities . . .. ... ... ... ... ......... 369
Required Skill Sets for the Remote Team Member . . . . . . . .. .. 370
General-Management Skill Set . . . . ... ... ... ... ... 370
People-Management Skill Set . . . . . . . ... ... ... .... 371
Communication Skill Set . . . . . . ... ... .. ........ 371
Technical Skill Set . . . . ... ... ... ... .. ....... 372
Decision-Making Skill Set. . . . . ... ... ... ... .. ... 374
Problem-Solving Skill Set . . . . . ... ... ........... 374
Team-Orientation Skill Set . . . . . ... ... .......... 375
Administrative Skill Set . . . . . . ... ... oo 0L 376
Personal Qualities . . . . . . ... .. ... ... ......... 377
Appendix B: Reports and Documentation. . . . . ... ... ...... 379
AppendixC:CaseStudy. . . . . .. .. ... ... i 399
Company Background . . . . . . . ... ... ... ... ... 399
The Business Decision. . . . . . .. ... .. ... ... ....... 399
The Virtual Solution. . . . . .. ... ... ... .. 399
The Virtual Team’s Operations . . . . . . . ... ... .. ...... 400
Communication . . . . . . . . . .. ... 401
Personnel Management . . . . . . ... ... .. ......... 403
Outsourced Operations . . . . . . . . . . .. ... . 404
Offshore Outsourcing inIndia. . . . . . ... ... ........ 404
Inshore Outsourcing in Chicago. . . . . . ... ... ... .... 405
Contracted-Out Work . . . . . ... ... ... ... ... ... 405
Benefits . . . . . . ... 405
Challenges . . . . . . . . . . . . .. 406
LessonsLearned. . . . . . .. ... ... ... ... ......... 407
Index .. e e e e e e e e e e e e e e e e 409

Xviii



