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Enterprise Business – 
Roadmap For Smarter Collaboration

Reduce
Infrastructure

Costs

Reduce storage needs
Consolidate servers

Spur 
Innovation

Capture knowledge
Innovate faster
Reduce search times

Reduce
Desktop

Costs

Free editors
Open source software
Open standards based Support 

Virtual
Teams

Access people anywhere
Share content easier
Reduce travel costs

Most knowledge about our 
business is not written 
down...
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QUIZ:  How Much Of Organizational 
Knowledge Is Tacit?

Tacit – knowledge within 
employees heads, and 
typically not written down

Codified or Externalized – 
knowledge that has been 
captured in print or 
magnetic format

Source: “Tacit Knowledge in Organizational Learning”, 
Peter Busch, Idea Group Inc (IGI), 2008

 10%

 20%

 35%

 More than 50%

 Answer:
 50-90%!
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Teams And Individuals Need To Leverage 
Tacit Knowledge

My team is investigating some 
new concepts... But the 

information is hard to find

I need to come up with a new 
investment opportunity...

Lotus Connections provides 
social computing services to 

leverage the tacit knowledge of 
your business

IBM
Service Oriented Finance 

Investment Banking

Service Oriented 
Finance VP 

Strategy
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The Knowledge Is Out There...
I need to come up with 

a new investment 
opportunity...

My team is evaluating a 
business proposal for 

profitability...
My city complains about 

an over-extended 
infrastructure...

My town only permits new building 
projects if they are “green”......

We should package 
loans for development 

projects...

I know an engineering firm 
that specializes in “green” 
development projects...
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Challenge:  Turn Tacit Knowledge Into 
Business Value

 Capture and search
tacit knowledge

 Keep tacit knowledge
current and vital

Unrecorded knowledge
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The Power Of Social Computing To Link 
And Discover
 Facebook, MySpace and LinkedIn

 Enables communities of       
geographically remote friends 

 Share life events
 eHarmony and Match.com

 Enables social networks for            
meeting and dating

 eBay and Craigslist
 Enables communities of people interested 

in buying or selling the same things
 Twitter

 Enables constant contact on                   
the go with friends



07 - Tacit Knowledge 9

Use Social Computing To Leverage Tacit 
Knowledge In The Workforce

 For every one person who 
contributes knowledge, many 
people consume and benefit 
from that knowledge1

 If social networks of workers 
can be broadened by 34%, 
business revenue will 
increase by 30%2

1 “Return on Contribution: Measuring the Human Benefits from 
Enterprise Social Software”, M. Muller, IBM.
2 “Information, Technology and Information Worker 
Productivity”, NYU, MIT, BU. June, 2007

Column 
1

Column 
2

Column 
3

0

0.5

1

1.5

2

2.5

3

3.5

4

Month

Shared  bookmarking service – 
near steady state usage

Social networking service – 
still increasing usage

# 
B

en
ef

ac
to

rs
 P

er
 

C
on

tri
bu

to
r

Expanding social network yields 
fresh, new information



07 - Tacit Knowledge 10

I've done a lot of research on 
environmentally friendly development.

I am willing to share my knowledge with 
others.  There could be business 
opportunities here...

IBM

Lotus Connections can 
help you connect with 
people who need your 
knowledge

Service Oriented Finance VP
Commercial Development Lending 
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DEMO: Make Yourself Visible
 Capture corporate personnel 

data and directory information 
in personal Profiles
 Optionally add background 

information to identify 
additional skills 

 Capture other personal 
information like close 
colleagues and daily status

 Use Tags as simple 
descriptors of personal skills 
and interests
 Useful for others to search 

and to easily find you

I'll start by 
updating my 
skill set...
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Communities Share Interests
 Collect knowledge and information 

from groups of people with a 
common interest, passion, or idea
 The group is called a 

Community

 Communities are loosely organized
 Voluntarily joined
 Unstructured
 Not necessarily defined by an 

objective or task
 

 The Community has many 
methods of capturing and sharing 
information 

We all have interests   
in commercial property 
development...

Commercial Property  
Development Community

Community 
members
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Capture Different Types And Forms Of 
Relevant Information
 Forums are virtual, open-

ended discussion rooms

 Wikis act as a shared 'white 
board' for idea generation with 
colleagues

 Make personal Files more 
broadly available by publishing 
them to the Community

 Bookmarks are internal or 
external references of interest 
identifiable by a URL

Bookmarks

Wiki

Files

Commercial Property  
Development Community

Forum
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DEMO: Contribute Tacit Knowledge

I've got ideas and 
research that others 

could use. I'll add it to 
our community...

Service Oriented Finance VP
Commercial Development Lending 

Commercial Property  
Development Community

Lotus 
Connections

Creates a bookmark 
to a good article... 

Uploads a file with 
my calculations... 

Joins the brainstorming 
on the wiki... 
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Personal Insights And Best Practices Can 
Also Be Captured

 Blogs capture personal 
insights for discussion and 
comment
 Add to those insights 

through feedback posted 
from readers

 Activities capture best 
practices for use by others
 Simple, informal day-to-

day task management
 Example: Steps to apply 

for environmental approval

My Blog

I should save
these steps for 
others to use...

Here's my 
opinion...
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 F. Adams

Comments And Ratings Assess The Value 
Of Shared Knowledge

 Used particularly with Blog and Wiki entries 
 Ratings give immediate sense of value of the captured 

information 
 Comments provide an additional method to capture and 

add insight, evaluation and thought
Four “good” Ratings 
gives a sense of value 
of the material

Frank's Blog

Four people Commented – 
means more information 
captured



07 - Tacit Knowledge 17

Tags Are Descriptors Assigned To People 
And  Information

 Tags are assigned by 
people
 “Folksonomy” as 

opposed to predefined 
taxonomies

 Particularly useful to 
search unorganized 
content

 Tag Clouds provide visual 
representation of tagged
descriptions

Tag Cloud

bailout banking bear_market bull_market

cash collapse commercial construction 

credits credit_report deposits depression 

development dollar economic economy
Europe finance financial green

investment Japan loans markets mortgage
property recession wall_street

A lot of people assigned 
the “banking” tag...
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Traditional Keyword Search Not Always 
Useful In Finding People Or Information

 Crawlers search text by keyword
 Keywords may have different 

meanings in context
 Popular use of words may change 

over time
 Not appropriate for non-textual 

context

 Results may or may not be relevant
 Users forced to examine each 

search result 
 Some relevant content may not be 

found
 Time-consuming and inefficient

Source: http://www.apec-iap.org/help/UserGuide/
Help_for_General_Public.htm. 

Example

Tags are easier and more 
effective – adds context 

and filters results

http://www.apec-iap.org/help/UserGuide/Help_for_General_Public.htm
http://www.apec-iap.org/help/UserGuide/Help_for_General_Public.htm
http://www.apec-iap.org/help/UserGuide/Help_for_General_Public.htm
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Tagging Reduces Search Times By 32% 
Compared To Predefined Taxonomies
 People-generated Tags 

versus predefined Taxonomy
 Research measured time to 

locate content
 Used unstructured data 

(photos) of intentionally 
ambiguous content

 Across the board, Tags 
yielded faster time to locate 
content
 Averaged 32% faster
 For particularly ambiguous 

pictures, Tags yielded 
results 8 times faster
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DEMO: Search Results Lead To Discovery 
Of New Information and Expertise

Service Oriented Finance
Investment Banking

Eureka!
These results are just 

what I need!
I have an idea already 
for a new investment!

Lotus 
Connections

Search on Tag 
“green”...

Search results

Discovers expertise 
in another division...

Leads to a community 
with related content...

Leads to more related and 
valuable information...

Investment Banking  
Community

Bookmark
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With Connections, Loosely Coupled Data 
Leads To Multi-Dimensional Results

Example search:  
“green”

Profile

Community

Wiki

Bookmark ...

Blog

Check result Who saved the 
bookmark?

She belongs to a  community 
that looks interesting...

The community wiki 
has relevance...

Another person wrote 
something good, let's 
look at him...

Files

Activities

Profile

✔Each result leads to more connections!
✔Leads to discovery of new information 

and people
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DEMO: Search In SharePoint Does Not 
Yield Useful Information

Service Oriented Finance
Investment Banking

These results are not 
useful... I have to look 

at each one at a time... 

SharePoint

Search on Keyword 
“green”...

Search results

Green zone...

Green thumb...

Green Briar Lane...

Mr. Green...

Mr. Green...

Green paint...

Green color...
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Connections Provides Multiple Ways To 
Track And Monitor Information

 Use Feeds to keep a constant 
'pulse' on current information

 Watchlists keep tabs on Tags 
and People
 Monitor new information 

marked with selected Tag
 Monitor new information 

submitted by a person

 Notifications let you see when 
others change or update files

Monitor a 
person

Monitor a 
topic (Tag)

Monitor the 
latest Blog 
changes...

Track and monitor   
changes to specific content
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Dashboard Gives Instant View Of People 
And Information Updates And Changes

■ Immediately see when 
experts add new 
information

 Build personal social 
networks to track 
individuals

 Keep tabs on data 
that's most vital at the 
current time

Track new-found 
expertise and recent 
colleagues

Immediately see 
latest bookmarks 
added

Fully user configurable – modify column 
size and number, add or remove widgets 
(including 3rd party widgets)

“My Page” Dashboard

SharePoint Has Nothing 
Comparable...
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DEMO: Use “My Page” Dashboard To 
Better Monitor New-Found Information

Investment Banking

I want to monitor this 
information closely...

Search results

Monitor 
experts

Track new 
BookmarksLeads to more related and 

valuable information...

Leads to Commercial Banking 
community with related content...

Track new 
Community 
information

Discovers expertise 
in another division...
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An Investment In Lotus Connections Has A 
Very Rapid Return
 Independent analysts indicate information workers spend 

about 2 hour per day searching for information1

 Assuming that Connections make searching 32% faster, 
workers gain 8% in productivity...

 ... or a savings of $12,000 per year per person!
 Lotus Connections list price: $110 per person per year

The ROI on Lotus Connections is 
weeks instead of years

1Source: Accenture, 2007. http://www.businesswire.com/portal/site/google/index.jsp?
ndmViewId=news_view&newsId=20070104005159&newsLang=en 

SharePoint does not support Tags out-of-the-box...

http://www.businesswire.com/portal/site/google/index.jsp?ndmViewId=news_view&newsId=20070104005159&newsLang=en
http://www.businesswire.com/portal/site/google/index.jsp?ndmViewId=news_view&newsId=20070104005159&newsLang=en
http://www.businesswire.com/portal/site/google/index.jsp?ndmViewId=news_view&newsId=20070104005159&newsLang=en
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Social Computing Capabilities For The 
Workplace

Capabilities Lotus Connections Microsoft 
SharePoint

Skills and Expertise of Individuals Profiles Less Function

Collective Wisdom of Like-minded People Communities No

Discussion, Ideas, Unpublished Information Blogs, Wikis, and Personal 
Files Yes 

Value Indicators (e.g., critiques or evaluations) Ratings and Comments No

Best Practices for Common Tasks Activities No

References to High Value Content Shared Bookmarks No 

Dynamic Information Descriptors Tags No 

Track People and Content Feeds, Watchlists, 
Notifications, Dashboard

No Watchlists or 
Dashboard

Interconnected services for multi-dimensional 
discovery Yes No
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