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The New World of Work
Social, political, economic and demographic trends are transforming the landscape of global commerce, but businesses are still challenged to achieve success according to traditional measures: profitability, market share, customer satisfaction and innovation. Over the past 50 years, information technology (IT) has played a critical role both in creating the conditions for change and in helping organizations adapt to it. As we move toward a world that is more fluid, less centralized and less certain about old assumptions and old models, IT is evolving in ways that will empower organizations, teams and individuals to realize their potentials in a new world of work.

Certainly much of the change in the world is driven by technological innovation: more powerful software and computing systems, the Internet and pervasive wireless connectivity. The proliferating use of information has been instrumental in achieving better outcomes for businesses and higher productivity for workers. However, in celebrating the success of these advances, we should not forget that the ability to adapt and innovate is fundamentally a human talent. Empowering people to work more efficiently and effectively in the “digital workstyle” of the new world of work should be at the center of any organization’s strategy as it addresses the coming era of rapid change and increasing global integration.
The Challenges of a More Connected World

As the world becomes more interconnected through systems and networks, the walls that isolated workers from information, organizational objectives, and each other will continue to fall. While removing barriers enables many exciting new capabilities, it also means exposing workers to a new world of uncertainties, a deluge of information, demands on attention, and new skills to master. Sustaining high productivity growth in the face of these new complexities is a critical challenge as the new world of work evolves of the coming decade.

Workers and organizations are already nearing the point of “information overload,” where the sheer volume of data and the complexity of the applications necessary to work with it threaten to overwhelm the powers of human cognition. According to IDC, a typical information worker in North America has seen the daily volume of business-related email increase by a factor of ten since 1997. The number of business-related electronic communications – email, instant messages, meeting requests – is projected to increase five-fold between 2004 and 2008.
These distractions have a demonstrable effect on the productivity and health of workers. According to a recent study by the Families and Work Institute, 56 percent of workers said they typically have to work on too many tasks simultaneously or are so interrupted that they find it difficult to get work done. Nearly one-third said they often or very often don’t feel they have the time to process or reflect on the work they do. Stress-related health problems among information work professionals are already a huge cost to employers. In the UK, for example, it’s estimated that stress accounted for nearly a third of all absenteeism and sick leave – by far the leading cause of missed work.  

The lesson here is that information workers’ tools need to evolve to meet the emerging challenges of information overload. A robust vision of information worker productivity can’t simply keep adding an endless proliferation of channels and features without also addressing prioritization, context, attention management, and better, smarter ways to visualize and control volumes of complex data. In a nutshell – simplification and insight.
The Central Role of Information Workers
The rise of IT as a driver and enabler of modern business has been accompanied by the rise of a new class of worker: the information worker. Information workers were initially those inside the organization responsible for the production, analysis and distribution of information: the writers, editors, financial analysts, planners and facilitators who were the first adopters of technology such as the word processor, the spreadsheet, email and presentation software. As IT spread across the enterprise and applications became less structured and more user-friendly, the tools and practices of information work came to be adopted by more and more roles within the organization. Today, information pervades every aspect of the modern organization, from executive decision-makers to customer-service representatives, skilled professionals like doctors and engineers, and those who work in the call center or the retail bank branch.
Advances in technology over the last two decades have transformed the world of work and commerce, driving wave after wave of economic growth and opportunity worldwide, dramatically changing many industries and opening new competitive opportunities for organizations small and large. Companies like eBay, Amazon, Wal-Mart, Dell, Jet Blue and Etrade – to name just a few – have transformed the playing field in all industries, from retailing to manufacturing to transportation and financial services.

As the business world became more information-intensive in the 80s and 90s, organizations which invested in their people and their systems benefited from the ability to adapt rapidly to change. A similar opportunity exists today. Earlier challenges involved in creating, analyzing and manipulating information are being replaced by newer challenges surrounding the use, understanding and management of information. IDC estimated that information workers spend up to 2.5 hours a day, or 30% of their work time, looking for information. Further studies from Ford Motor and AIIM suggest that information workers spend 15-25% of their time on non-productive information-related activities. 

All this is time not spent doing tasks with specific value to the organization, such as personnel review, sales analysis, budgeting, forecasting, project planning, or interacting with customers. Organizations will benefit substantially when their skilled, experienced workers can devote more time to high value tasks, and less time and energy tracking down the right version of a document, doing rework to integrate feedback from team members who were not well-connected to the collaborative process, traveling or managing logistics to convene group meetings.
Microsoft believes that the ability of organizations to embrace change, uncertainty and opportunities in the global economy are directly related to the empowerment of information workers at all levels of the organization. Empowering information workers means more than just giving them more software and more training. It means making it easier for them to bring their unique talents, experience and judgment to bear in situations where they can make an impact. It means making collaboration with colleagues down the corridor or around the world as natural as working alone. It means making access to information secure, ubiquitous and unobtrusive. It means simplifying the process of turning mountains of raw data into actionable intelligence, and closing the gap between simple information and productive action.
Software is a central tool in this process. It can help doctors treat patients more effectively at lower cost; it can help retailers optimize and personalize the shopping experience while achieving fine-grained management control for maximum efficiency; it can help information workers in any role reduce the stresses of “information overload” and leverage unprecedented visibility into the vast storehouses of information into insight and action.

Microsoft is committed to helping organizations realize these benefits. Current and upcoming versions of Microsoft Office extend the traditional personal productivity suite of authoring and analysis tools to enable greater organizational productivity. As we move farther into the future, we are looking closely at the social, economic and demographic trends that our customers will face eight to 10 years out, along with promising developments in research and technology. While some of this thinking is not yet part of any formal product strategy, it is already informing the way we intend to approach information worker empowerment in the second decade of the 21st century.

Trends in the Workplace
Technology innovation doesn’t take place in a vacuum. The agile business deploys technology in response to changing conditions in the market, the workforce, the economy and society at large. While some aspects of the future will always remain uncertain until they happen, other trends clearly point toward the broader conditions and challenges that will define the business landscape in the coming five to 10 years.

Economic transformation: The transformation from a manufacturing-based economy to a services-based economy now underway throughout the developed world will accelerate. As cost pressures drain profitability away from activities that can readily be automated, outsourced or offshored, competitive advantage will accrue to those who can drive value with ideas: intellectual property, process innovation, strategic insights, and personalization of services. In this environment, winning organizations will find new ways to empower information workers with tools that amplify their human talents, connecting them organically to an information infrastructure that allows them to understand their role in the context of larger strategic objectives, find and collaborate with the right people, and make the best use of available data in their decision-making and work activities.
One World of Business. Political and economic dynamics are forging a single global market, a global workforce, global customers, partners, and suppliers. Collaboration across time-zones, across organizations, across firewalls will be commonplace. Organizations will be challenged to maintain the security and confidentiality of their IP in an environment of increasingly collaborative innovation and a nomadic global workforce of mobile and at-home employees, engaged through a variety of non-traditional employment arrangements. 
Always On, Always Connected.  The challenges of the “always on, always connected” world will be converting information into insights; managing time and staying focused on high priority tasks; finding the right information and connecting with the right people in an organization via the best channel; staying on the same page as colleagues; and managing the balance between work and family life. These kinds of challenges require a new generation of information work tools: ones that simplify rather than complicate, and automate many of the low-level tasks and decisions that currently clutter the lives and waste the time of information workers. 
The Transparent Organization. The systems that make organizations more agile also make them more accountable. Governments, markets and consumers are demanding visibility into internal processes to ensure that businesses are acting in compliance with their legal, fiduciary and public responsibilities, and that the vast warehouses of personal data being collected are not being used to compromise privacy rights. Balancing compliance responsibilities with confidentiality has already proven to be a tricky and costly proposition. New technologies can help by giving organizations finer-grained control over the collection, management and security of their internal data in ways that are less burdensome on the business. The result will not only be enhanced ability to manage in a regulatory climate, but also better insights into organizational processes: insights that can be used as feedback for continuous process improvement and optimization.
NetGen Meets Baby Boom. For those just barely catching up with the tools and practices of information work today, the value of some of these developments may seem elusive. But for the workers who will be delivering the innovations and productivity growth of tomorrow, this technology not only won’t come as a surprise, it will be a positive expectation. The “net generation” that’s coming of age today has lived its entire life in the digital age. They are rapid adopters of new information technology and are not only comfortable, but expect to work collaboratively with others. They multi-task in ways that seem unfathomable to many. Email, the Internet, vivid real-time interactive games, instant messaging and mobile devices are as natural to kids today as the telephone, television and ballpoint pen were to the previous generation. Given what we know about the sociological profile of netgens, many of these workers will probably find surprising applications for the new technology, resulting in exciting changes that we couldn’t possibly predict today.
Competing for Talent in a Shrinking Workforce: Because demographics show an aging, shrinking workforce in most of the developed world over the next 50 years, maximizing the productivity of the workers that are available is critical. Competition for talent will be fierce, and the ability to provide young workers with the kinds of tools and technology that meet their expectations and make their work productive and rewarding, while also providing older workers with accessible tools that leverage their experience and skills, will be a key competitive differentiator among employers. 
The Way We Will Work
As the ground shifts under organizations in the new world of work, it only makes sense that the tools information workers use in their jobs should evolve to meet new needs and provide new capabilities. The traditional authoring, analysis and communications tools remain relevant, but are no longer “good enough” on their own to enable information workers to maximize their contributions or adapt to the onslaught of new data.
Already, information work solutions are becoming more deeply integrated with network infrastructure, better able to support critical capabilities like information rights management, and expanding to provide richer communication and collaboration channels for teams and organizations.  Looking ahead to the next few years, we see opportunity in organizations of all sizes to maximize employee and workgroup impact, connect effectively with customers and partners, enable informed and timely decision making, and manage and protect information in today’s corporate environment. Microsoft is focusing on five major areas to provide workers and organizations with the means to compete and win in an environment of accelerated change. (See The Future of the Microsoft Office system sidebar at left for more details.)
As we move farther out, beyond the next generation of tools, we assume that technologies which today are in the earliest stages of research and development, or are part of costly and specialized applications, will begin to make themselves felt in the basic information worker toolkit. The information work applications a decade from now will build on today’s “connected productivity” tools by adding new layers of intelligence that will ease the burden on maxed-out information workers and provide unprecedented visibility, control and flexibility for organizations competing in a fast-paced, borderless world.
Pattern recognition, rich metadata to tag and track information and physical objects, new services-based standards for collaboration between organizations, advances in computing and display hardware capabilities, and self-administering, self-configuring software applications will combine to drive smarter, simpler, more pervasive and trustworthy information work solutions of the next 10 years. 
Reducing “Information Overload”: In terms of personal productivity, one consequence of being “always on” is the challenge of prioritizing, focusing and working without interruption. There used to be a solution to this problem: an executive assistant who would update the calendar, prepare materials for meetings, respond to routine communications, and handle all the administrative details that have since fallen directly into the lap of information workers. Today, software can handle some of this, but rarely with the kind of judgment and awareness of context typical of a real person. That’s all starting to change. 

Pattern recognition technology and adaptive filtering – using rules and learned behavior – will soon be able to provide information workers with intelligent software that can automate many of the routine details of work. This software will have the capability to “learn” the needs of the information worker, and deliver a range of integrated information based on inferred context. This next-generation technology will automatically know whose phone calls to let through and which emails to put in a priority queue, based on a user’s social network, hierarchy of business associates, and workload. As the software application learns (or is trained) the individual user’s work preferences, it will know, for example, that while writing a priority memo on deadline, a user should not be interrupted by phone calls or emails unless it’s a manager or spouse.

Managing Communication Channels: Integrated channel management will combine new and existing technologies to provide a single point of entry to the socially-networked world, consistent across applications and devices. Voice, fax, structured data, ad hoc communications, real-time forums and asynchronous communication will all be integrated in a single view, with ready access to tools like speech-to-text and translation services. You may listen to your email or read your voicemail, depending on the circumstances. In a business setting, information workers will have all their task-based data – project notifications, meetings, line-of-business applications, contacts and schedule – accessible within a single view, whether they’re at their desk, down the corridor, on the road or working from home.

Presence: New software technology will facilitate an expansion of the notion of “presence.” At the moment, this idea exists only in rudimentary form, mostly in instant-messaging (IM) buddy lists where IM users can select an icon that indicates they’re in a meeting or out of the office. But presence has enormous potential that’s only beginning to be tapped. Presence information attached to documents or workflow processes could put readers in touch with authors, process owners and experts to rapidly resolve customer service issues or other process exceptions. Presence information can help route information to the best channel – desktop, cell phone, voice-mail, etc. – to reach its recipient, or give information workers a way to automatically indicate their availability status for different types of communication, without disrupting their focus to respond to an IM message or email. 

Team Collaboration: Already, software is enabling shared workspaces where workers can collaborate far more effectively than in the past. There is no longer a need for team members to manually update each other on progress, for questions about who has the latest version of a project, for sending documents around, because everything is in a single place for everyone to see and routine notifications can be automated. Over the next decade, these shared workspaces will become far more robust, automating more document lifecycle management tasks and archiving all the team resources surrounding the creation of documents, along with the documents themselves, in a single logical repository as a store of institutional knowledge.  
These repositories will capture “live” data as well as documents in ways that will benefit organizations dispersed across multiple time zones and geographies. Cameras in conference rooms will automatically capture video of most meetings and store the footage for later viewing by those who couldn’t attend, or by people searching for information on a topic covered at the meeting. A series of cameras in the middle of the table will be controlled by direction-sensitive microphones, which will locate whoever is speaking and display that person’s image. Anyone joining the meeting by videoconference will, similarly, have their image recorded when they are speaking. Notes taken on a whiteboard will automatically be captured electronically, e-mailed to the participants, and attached to the video of the meeting.

Inter-Organizational Collaboration: Software known as Web services is increasingly making it possible for businesses to share information with partners by creating a common understanding on how data is structured, shared and secured. This allows each company’s workers to treat the whole supply-chain process as though it’s under one roof. A worker could find out instantly whether a supplier has a part in inventory, what the price would be or how long the part would take to deliver. Employees won’t have to manually match purchase orders with invoices. They won’t have to print and mail bills. Exchanging information electronically will eliminate a vast amount of the information exchange in which information workers today are engaged.
Finding the Right Information: At one time or another, most executives have asked a question which isn’t easily found in the company’s data archives. Maybe a retailer’s CEO wants to know the profitability of a particular product, but the business only calculates profitability down to the level of departments. Today, a specialist still has to dig into the data manually. The work can be done, but it’s slow, hard and expensive. 

Over time, these systems will evolve to automatically organize and manage information. A new layer of context-sensitive services will provide users with more flexible and intuitive ways to manage information currently stored in rigid data taxonomies and file hierarchies. Information workers will no longer be frustrated by the “what folder did I put that in?” problem, or have to try to “think like the database” to get the right results from a search query. The software will use intelligence and context-sensitivity to abstract away these artificial constraints on the ability to search, store and retrieve information.

This new kind of intelligence will depend on extending the capabilities of metatags: the information that travels with data to enable search engines to find it under different conditions. Today, database designers need to try to anticipate all possible uses and contexts for the data when creating the tagging and taxonomies schemes. Inevitably, even well-constructed systems encounter limits. Think about trying to manage your database of digital music files, for example: inevitably there are a few tracks that don’t fit your existing “genre” categories, and there is no provision in your system for adding a new field. The more this happens, the lower the utility of your database, and the lower your confidence that a query will produce complete and responsive results. Future technologies like pattern recognition will help keep tags up-to-date, and supplement tags by recognizing the underlying meaning of a document, and providing it to appropriate parties based on need and relevance. This will completely change the way we think about finding information.

Spotting Trends for Business Intelligence: Pattern-recognition technology and other sophisticated algorithms will sort through the millions of gigabytes of data to identify trends that a human analyst may miss. Information that displays meaningful correlations (according to the system’s business rules) will be bubbled up to analysts and automated systems in the business, where it can be acted upon. The software will ensure that actions which result in changes to other work processes will automatically ripple through those systems, making the entire business more agile and responsive to information that can affect the bottom line. For example, a trucking company could optimize the speed and fuel efficiency of their fleets with software that automatically combs through GIS, weather and traffic data and overlays them with cargo weights and the driving styles of individual drivers to determine the best route and schedule for each shipment.

Software will help correlate information on products, companies, or anything else that a worker might typically seek. Over time, software will “learn” what information an information worker uses and will adjust its searches accordingly. It also will let the user correct any misimpressions the software has about what he wants to see.

In the new world of work, business reports won’t just be a static collection of numbers that reflect the judgment of whoever gathered them. Instead, every report will be an entry point into whatever issue is being addressed. The report will contain links to all the underlying data, plus the tools for navigating through all the reports that were summarized in the report. No longer will a manager have to make a bunch of phone calls about an anomaly. If, say, a revenue number on a summary includes some data point that is well outside the norm, the software will automatically flag the outlier. 

Using Insights to Optimize Structured Workflow: What is true of structured data systems is also true of structured business processes. Today, computers usually can’t spot a problem within a structured process unless given very specific conditions. In fact, many applications will repeat or propagate the error (e.g., a duplicate record in a database that’s off by one letter) until something happens to bring it to the attention of a human operator (e.g., the customer complains about receiving duplicate mailings). Applications are also unlikely to notice process failures that lay outside closed systems – for example, a wrong telephone number listed on a website causing a zero response-rate to a promotional offer.

In the decade ahead, information worker tools will take a more holistic view of workflow, providing data and metrics on highly specific activities to make it easier and faster to spot points of failure. Smarter workflow tools will use pattern recognition and “preponderance of evidence” logic to learn to identify process exceptions with fuzzier edges (repeated customer complaints over the same service issue, continuous under-estimation of inventory orders on particular SKUs, etc.) and route them to the right place for resolution. This can considerably reduce the frustration, lost time and error-rate resulting from broken processes and systemic breakdowns.

For the information worker, an integrated environment that understands the information required for success will help focus attention on top priorities, and provide insight into patterns that they might otherwise take days to see, or even miss altogether.

A Peek Into the Future
These technologies and trends in isolation are interesting indicators of new capabilities. The following sections provide a more complete picture of how these advancements in software and hardware technology will combine to create new opportunities for business to lower their costs, while increasing value to customers and shareholders.

Scenario 1: Control and Process Automation: Health Care

With spending on healthcare just in the United States projected to reach $1.9 trillion in 2005, improving productivity and efficiency in the delivery of service is critical as an economic priority for patients, providers and payers. It is also key to improving healthcare outcomes, extending access and saving human lives.

Already, information technology is making a difference. Instant messaging, email and rich application-sharing environments diminish the need for travel and face-to-face consultations; mobility solutions enable convenient access to information at a patient’s bedside, and tools for better information management enable more efficient form design, team workspaces and presentation of data from closed legacy systems in better-integrated, user-friendly formats.
Electronic medical records are the first front in the battle for improved medical productivity. It’s estimated that the widespread use of standardized electronic records by itself could save 20% of the total of all healthcare costs, reduce the alarming number of medical mistakes, and drastically improve the quality of the nation's healthcare. But the transition from paper to digital data is only the beginning. New information work technologies will drive numerous innovations to help doctors, patients, hospitals, payers and government agencies provide higher levels of care at lower cost.
Automating and Speeding Tasks: Pattern recognition technology will automate many of the mental steps that workers themselves must now perform. What documents do I need for my 1:00 pm consultation? Is this blood test the most current? “Smart documents” and advances in “presence” discussed elsewhere in this whitepaper will enable a user to identify others in the health-care system that have, or need, to be consulted regarding a decision, and then automatically determine the quickest way to contact them.

Today, nurses spend only 25% of their time engaged in face-to face patient care; a majority of their time is administrative or information seeking. Adaptive filtering based on machine learning and pattern recognition will soon be able to automate a great number of those actions, simplifying tasks like scheduling, record retrieval and status reporting.

New options for data input will make it easier and more natural for healthcare professionals to interact with information systems. These will include natural language and speech recognition for data input and dictation, biometric authentication for security and single sign-on, digital motion-capture tied to surgical instruments, and “smart” medical environments that can record and adjust environmental conditions.

Real-time Remote Monitoring: Next-generation monitors, or even ingestible or implanted RFID (radio frequency identification), devices, could provide rich real-time information on patient health, monitor the quality and regulate the release of medication, and communicate with other IT devices in inpatient or outpatient environments to reduce errors, assist nurses and clinicians, and provide data for more accurate diagnosis and treatment. Outpatients also could be monitored remotely, with care dispatched automatically in the event of an emergency.
From the patient’s perspective: Upon arriving at the clinic or hospital, the patient will use a biometric identifier to grant access to his confidential electronic medical record. The hospital staff, equipped with handheld devices, will be able to access all relevant information about the patient at the point of care, and the software will highlight any precautions – such as allergies or drug interactions – to reduce the chance of error. As the nurse takes readings with instruments, the data will automatically be entered into the patient’s record without requiring time-consuming entry by hand, and the associated risk of error. Doctors will easily be able to compare specific patient information to the records of millions of others in the system to zero in on a likely diagnosis and recommend clinical best-practices based on evidence. All across the hospital, systems will communicate with each other behind the scenes to coordinate tests, reserve operating rooms, assemble teams, and track resources. These systems extend from the doctor’s handheld device to the insurance company’s payment systems and to the patient’s choice of pharmacies to dispense prescriptions, all behind a robust shield of encryption and security at the document/data record level, and privacy protection for the consumer.
The Virtual Operating Theatre: Rich, remote presence – voice, video, data and real-time application sharing – already is being used to deliver better healthcare in areas where medical professionals are scarce or unevenly-distributed. Technology is appearing today to support virtual operating theatres, where doctors can perform procedures remotely using natural-gesture interfaces to control servo-operated instruments while monitoring conditions in real time over the network. Similar technologies could also be used to enable doctors to collaborate on procedures in real time from remote locations. The motion data captured by these applications could also be used in training the next generation of healthcare professionals in vivid and detailed ways.

Privacy and Security in the Healthcare System: Keeping patient information confidential and secure has been one of the major stumbling blocks in the adoption of networked IT solutions for healthcare and public health. Evolving information rights management (IRM) technology will address this challenge by enabling rights management of content at a more granular level. Individual sections of documents, cells of spreadsheets and fields in data records could be tagged as hidden to users who lack proper security credentials. This will enable the maintenance of a single document for public and restricted audiences, and a single set of IRM policies that operate transparently to end-users by relying on credentials implicit in the user’s identity management profile.
Biometrics will play an increasingly prominent role in the security and privacy policies of future information work tools, avoiding the inconveniences and compromises of password-based systems. As these tools evolve, authentication will become less of an explicit declaration of credentials (e.g., providing user-name and biometric). Instead, applications will gather biometric information implicitly in the course of routine interaction with the system and use pattern recognition that relies on a preponderance of evidence to authenticate users without intruding on their workflow.
Over the next decade, the kind of sophisticated applications and computing horsepower that enabled researchers to sequence the human genome and advance medical science through genomics and proteomics will come within reach of mainstream providers, small labs, clinics and pharmacies. The migration of these tasks from highly specialized and expensive systems to the standard information work platform will bring the promise of individualized therapy within reach and create new high-value IW roles for mainstream professionals.

Health care is an industry that has heretofore run predominantly on human expertise. Clearly, though, there are ways in which IT tools are converging to enable medical professionals to spend more productive hours applying their skills to problem-solving, help healthcare information workers feel more empowered and in control of their time, and make collaboration and communication with colleagues easy.
Scenario 2: Driving Profitability in a Retail Environment 
One thing every business has in common is a focus on driving revenue growth and profits. In the years to come, software will be transformative, helping to reshape how industries grow the bottom line and differentiate the way they do business with their customers. With innovative new technologies, companies will realize improved ways to monitor and take advantage of market trends, find new ways to meet consumer needs, and be able to tailor experiences to match the expectations of individual customers.

The retail industry provides a great example for how this could come together. Emerging technologies like RFID, collaboration, seamless mobility, biometrics, location awareness and predictive analytics will be ubiquitous. Retailers will be empowered to drive value in key areas of their business by streamlining operations, maximizing employee efficiency and differentiating the customer experience. 

Customer shopping experience: Walking through the parking lot towards the store entrance, Anita flips open her smart phone and glances down at her shopping list. She enters the store and is immediately welcomed and recognized on the store’s wireless network as a “loyalty shopper.” Her list is organized to match the specific store’s layout. Moving through the store, she is able to see a real-time tally of the items in her RFID-enabled shopping cart and can quickly locate any item she needs. Promotions customized to her product preferences, purchasing patterns and physical location in the store are offered at the most relevant moments. 
Posters and signage of the past are replaced by low-cost, flexible displays hanging above the aisles, or wrapped around pillars. Shelf labels are digital full-color, interactive strip-displays offering a wealth of information.  If the customer is curious about a new product, she can use her handheld device to take a photo of the barcode or read the RFID tag to obtain user reviews, product info or even allergy alerts. Should she need assistance from anyone, help is only a click away. Once she has found and bagged everything she needs, checkout is as simple as crossing the payment threshold as she exits the store. Her smart phone displays her cart total as well as discounts she has received. Payment is confirmed with a click of a button and she’s out the door.

Employee experiences: Todd, the store manager, moves through the store with his pen-enabled mobile device in hand. With high-speed wireless networks, real-time data and a host of collaboration tools at his fingertips, he no longer needs to be tethered to the back office. He is aware of “high value” customers entering the store or looking for assistance. He can monitor the location and availability of store employees and review the flow of customers. Throughout the day, Todd receives system-generated suggestions for new promotions or inventory placement; acting on these in real-time is a seamless experience. With access to corporate data, regional trends and shared workspaces, decision making becomes streamlined and coordinated. Tasks are automatically sent out to employees and he can effortlessly communicate with them in a variety of ways. Forms are shared in his collaborative workspace and store inventory layouts (“plan-o-grams”) can be altered and updated across multiple systems in response to customer buying and movement patterns. Price changes coming from corporate headquarters are immediately reflected on the electronic shelf labels, and inventory as well as supply chain can be monitored and reviewed in real time. 

Meanwhile, Billy, the floor clerk, receives information relevant to his role and location on the floor. Some tasks are system generated automatically, and some may come from his manager. An “out of stock” or “low stock” alert from the shelves sends him to the backroom with a map of where the needed item is located, as well as a map indicating its designated aisle and shelf location. Verifying the identity of that item is as easy as confirming the match on his RFID-enabled PDA. Movement of items from loading dock to checkout is automatically tracked, keeping inventory systems up to date. With better information and better tools for collaboration, employees on the floor will be empowered to provide better customer assistance with easy access to product information. Scheduling lunch breaks, initiating employee communications, researching training opportunities and reviewing performance history will all be achieved from work-flow centric work-space portals.

Not since the advent of the barcode has technology promised to change – and improve – retail operations so broadly. Today, digital information is the driving force behind the change and we’re working with many of our retail industry partners and customers to explore some of these concepts, helping to define an exciting roadmap for innovation over the next 10 years.
Microsoft’s Commitment to Information Workers
The new world of work will transform the way individuals work, by providing them with rich tools that help them peer through the haze of data and content to find what is relevant to them and to their work. Individuals will more clearly see how their work connects not only to their company, but to the entire value chain, and the organization will be able to look back through these rich relationships of information to better understand how to make the organization functions even more productively and effectively. 
We can imagine that at the executive level, insights gleaned from business intelligence will help leaders better manage people and processes because they will know precisely what is important, and how various parts of the organization contribute to success. The new world of work will see software play an important role in replacing the complexity of the workplace with context sensitive views that help individual contributors, managers and executives pay attention to those things most important to their success, and give them better ways to take meaningful action. 
The new world of work promises to bring clarity to chaos and create new prospects for innovation by helping reveal new opportunities for partnerships that cross company and industry boundaries, and make the most of the skills and insights of the workers employed within the enterprise.
In a new world of work where collaboration, business intelligence and prioritizing scarce time and attention are critical factors of success, the tools that information workers use must evolve in ways that do not impose additional burdens of complexity on workers who already feel the pressure of ubiquitous access and ever-rising expectations of productivity.
Microsoft believes that yet another advance in information worker productivity will come from integration, simplification, and a new breed of software applications and services that extend human capabilities by automating low-value tasks so people can focus on providing higher-value analysis of complex data.
The best and surest way to achieve these benefits is through a designed approach to software development that leverages our learning and experience as the enabler of information worker productivity over the past quarter-century, and is responsive and accountable to our customers. 
Microsoft has been there for the information worker over the past 25 years and will continue to put Information Worker empowerment at the center of its product philosophy in the years to come. We believe firmly that the promise of the digital workstyle and coming advances in smart, simple, pervasive and trustworthy technology points us onward to a more human-centric world of innovation and productivity. 
###
The Future of the Microsoft Office system


In designing upcoming versions of the next-generation productivity platform, Microsoft is developing new capabilities in five key areas:


Individual Impact: The next versions of the Office system products, servers and services will enable information workers to focus on the tasks they’re trying to accomplish and help users create more effective professional documents. Improvements in extranet access and laptop synchronization will make it easier for mobile and offline users to access information from work. And an expanded task management system will help users manage personal, team and project tasks.


Collaboration: Instant messaging, telephony and conferencing will converge in an environment that gives information workers easy and flexible access to all of their communications tools, with a secure infrastructure that archives the entire collaborative process in one place. Collaborative workspaces will be simple to set up and use with co-workers, partners and customers to create documents, work on projects and find and use relevant business information.  


Knowledge Discovery and Insight: Better data visualization and analysis tools will expose the trends, patterns and exceptions buried in mountains of data, so information workers can find what they need from across different repositories and intelligent searches. These tools will also enable information workers to locate and connect people with certain expertise across organizations, bringing people, systems and data into alignment faster to respond to challenges and take advantage of competitive opportunities.


Enterprise Content Lifecycle: Businesses will be able to efficiently collaborate to create, track, manage and distribute content securely to customers, partners as well as to those within the enterprises. They will be able to standardize on a single integrated architecture for content and document management that includes central control distribution, access, and retention policies. This means they can give information to everyone in the organization and reduce the risks of non-compliance and misinformation.


Information Solutions and IT Fundamentals: Open XML standards and out-of-the box rapid development tools will empower corporate developers to build and extend applications that incorporate business system information and integrated workflow. It will be easier for organizations to provide self-service and electronic forms applications. Real-time feedback technology will improve quality on an on-going basis to both applications code and online help content. Security threats, privacy and software updates will all have new methods in place for improved security, reliability and manageability.
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