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Introduction

This publication is part of a continuing series
on innovative workplace solutions that started
with The Integrated Workplace:  A
Comprehensive Approach to Developing
Workspace.

What is WorkPlace 20•20?

The workplace can be a powerful catalyst for achieving your business goals.
WorkPlace 20•20™ is the process that helps you create a specific solution to
meet your organization’s unique challenges. Developed by the General
Services Administration’s (GSA) Public Buildings Service, WorkPlace 20•20
uses Integrated Workplace principles to help drive decisions about work
strategies and processes, space, furniture and technology based on an
organization’s mission, business goals, and the nature of work. 

WorkPlace 20•20 helps organizations achieve success by:

• Addressing their mission and strategic business goals,

• Supporting the “nature of work” – how, when, where, and why work is
done, and

• Producing high-performance environments that improve productivity
and support organizational change in an environmentally responsible
way.

WorkPlace 20•20 creates new, value-added partnerships between GSA and
its customers by engaging them in up-front analysis of their business
objectives and work processes to better integrate them with their workplace
decisions.  Business strategy, organizational function, decision support and
measurement are the key elements of the process.  WorkPlace 20•20
solutions integrate occupant needs, organizational processes, space and
technology to create healthy, flexible environments and work strategies that
enhance user satisfaction, help attract and retain valued employees, improve
organizational performance, and reduce operation and life cycle costs.

How does WorkPlace 20•20 “work”?

The WorkPlace 20•20 process (shown below) provides an integrated approach
for defining business goals and linking these to workplace solutions that can
meet present and future needs.  The process provides consistent, reiterative
analysis for checking the design solution “fit” and post-occupancy analysis to
document benefits and lessons learned.
WorkPlace 20•20 focuses on the suitability and
effects of both the physical space and work
strategies to arrive at the best workplace
solution, always balancing the three major
elements of people, process, and place (Duffy,
1996). Change management is an explicit element of
this process.

Rigorous measurement is also crucial to 
WorkPlace 20•20.  Through pilot projects, the process is being used to explore
how goals are met and how the physical space affects organizational
performance and individual and group behavior.  This “B

3
” (business + behavior

+ building) focus on cause and effect is unique.  Only by addressing both the
business and spatial needs of the occupants
can the best workplace solutions be realized.
Measurement results can be used to inform
future changes and to modify the process
model, making it a tool for improving service
delivery and capturing institutional knowledge.

WorkPlace 20•20 can give you a clearer vision
of your workplace requirements, develop office
space and work strategies that enable
individual and organizational peak
performance, and provide solutions that can
adapt to the new business challenges of the 21st

Century.

1.
Engagement

● Customer Vision
Session

● Value Proposition

● Balanced
Scorecard
Definition

● Identify key
issues and
drivers

0.
Exploration

● Preliminary
Customer
Research

● Project Context
Development

2.
Diagnostics

● Define needs

● Evaluate existing
situation

● Understand nature
of  work

● Determine
resources

3.
Concept
Development

● Factor variables and
uncertainties

● Develop
organizational
alternatives

4.
Scenario
Development
& Refinement

● Compare and
contrast scenarios

● Refine and/or
eliminate strategies

5.
Scenario
Evaluation
& Selection

● Choose most
effective strategies
using Balanced
Scorecard

● Define final
scenario and
requirements

6.
Document
& Design
Translation

● Requirements
translated into
design concepts
and project plan

7.
Project
Implementation

● Design

● Construction

● Commissioning

● Training

8.
Measurement

● Post-Occupancy
Evaluation(s)

● Lessons Learned

● Research

“Providing superior
workplaces for the
federal worker at
best value to the
American taxpayer
is the mission of the
Public Buildings
Service. How we do
this is crucial to our
success.”

Joseph Moravec
Commissioner

GSA Public Buildings Service


