Appendix C

Information Technology Barriers to Telework


The General Services Administration (GSA) contracted with Booz/Allen/Hamiliton to conduct a study of home-based telework technology barriers.  The study is the sixth and final report submitted as part of Booz Allen's Analysis of Technology Barriers to Home-Based Telework.

The report was finalized and released in April 2002.  The study identified telework technology barriers and the results were used to propose solutions in order to make telework practical to Federal workers. 
Purpose of this analysis:  To specifically address barriers to implementation related to the information technology (IT) needed to provide teleworkers with an effective work environment in the home, and to maintain connectivity with the office.

The overarching finding from this analysis is that there are technology problems associated with Federal telework implementation, but that, today, no information technology barrier is preventing or impeding implementation.

The premise used to guide the analysis was that barriers due to information technology are impacting the implementation of home-based telework programs  by Federal organizations. The approach used in this analysis contained following elements:

· Assessment of technologies available to support home-based telework, including performance, functionality, user interface and cost issues. 

· Perspectives of Chief Information Officer and IT management in Federal organizations of potential technology barriers to home-based telework facing Federal organizations.

· Insights from telework coordinators concerning the actual impact of technology barriers on implementation and management of telework programs.

· Feedback from teleworkers and teleworker managers on the effect of technology barriers on overall teleworker effectiveness. 

· Review of "lessons learned" concerning information technology challenges and solutions through case studies of organizations with active telework implementation plans. 


Findings

· Organizations with established telework programs view top level                 commitment, communication, multi-disciplinary teams, conducting pilot programs, training and communication as critical to success.
· Security does not appear to present an insurmountable technical barrier.
· Access to computer equipment is not a barrier for home-based teleworkers, issues of performance, compatibility, equity, and IT support are a concern.
· Although it is the top technology related concern, access to network services is not currently a barrier to successful telework.
· Although not rated as a top barrier to telework overall, teleworkers' problems with technical support can present barriers to telework because they can seriously affect their performance.
· Although telecommunications does not present a significant barrier to telework, second phone lines and payment of those lines remain as needs for teleworkers.
Recommendations are primarily directed toward management behavior concerning technology issues impacting telework implementation.  

· Senior management of teleworking organizations should take a leadership role in promoting the adoption of home-based telework to ensure sufficient support by IT and other functional organizations.
· Information technology requirements for home-based telework should be factored into long range enterprise architecture and capital planning efforts.

· Federal organizations should consider technologies that can better enable telework implementation.

· Broadband residential services should be used to expand telework opportunities and improve overall quality of service. 

· Information security assessments should include potential vulnerabilities emerging from home-based telework.

· Effective IT training should be incorporated into Federal home-based telework programs.
