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A problem of design – Defining the 
problem and forming a solution in 
terms of context, content, form

Key Components: purpose, trust, 
knowledge base

Lesson learned and applied

Overview
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Challenge/Opportunity

“We are living in a time when no 
organization can succeed on its own.”

Hesselbein & Whitehead, 2000
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Structural Model

Domain – The common ground – the knowledge 
base that defines a set of issues, creates a common 
identity and legitimizes the community

Community – A group of people who care about 
the domain

Practice – The shared practice developed by the 
people in order to be effective in the domain.

Wenger et al., 2002, pp. 27-40
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Context



HARVARD | BUSINESS | SCHOOL

Readiness – Critical Success Factors

Partnering mindsets and capabilities
Supportive context and leadership 
endorsement
Technology platform
Strategic alignment
Realistic expectations for return on 
investment

Saint-Onge and Wallace
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Purpose: The Community Draw

Need to know
Need to contribute
Need to make a difference
Need to take action; accomplish 
something
Need to belong
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Trust

“Complex knowledge-based production 
requires high levels of diffuse 
cooperation resting on a strong 
foundation of trust.”

Heckscher and Adler, 2006, p. 1
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Content
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Touchstone

“We’re drowning in information, but 
starved for knowledge.”

O’Dell and Grayson
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Knowledge Architecture

Knowledge 
Access

Knowledge 
Exchange

Communities 
of Practice: 

Productivity

Knowledge 
Repositories: 

Accessibility
Learning

Contribute New Knowledge

Place Information in Context

Saint-Onge
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Collaboration

“… collaboration is not about debate or 
discussion – it is about dialogue.”

Dialogue
Trust
Common goals
Empathy
Openness
Collaboration skills

Groff and Jones, 2003., p. 57-63
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Form



Phase I

Phase II
Evaluate 

Purpose & 
Direction

Evaluate 
Purpose & 
Direction Grow

Community
Grow

Community

Establish
Community

Establish
Community

Launch 
Community

Launch 
Community

Establish
Community

Components

Establish
Community

Components
Define 

Community
Project

Define 
Community

Project

Checkpoint
Progress & 

Value

Checkpoint
Progress & 

Value

Sub-
community

Sub-
community

Expand
Community

Expand
Community

Community Development Process Model



HARVARD | BUSINESS | SCHOOL



HARVARD | BUSINESS | SCHOOL

Deb’s $0.02

Be clear on the value proposition from all 
perspectives
Resource the community with people, 
content, and tools
Remember who “owns” the community 
One size doesn’t fit all
Close counts; pilot approaches
Technology as enabler, not driver
And….




