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Five trends showing how social is changing the way we live and work

30 billion pieces of 
content are shared on 
Facebook each month

More companies 

NOW use social

internally
than externally

We are entering the 

Post-PC era  

with Apple expecting 
to sell 100M iPads in 

2013 and usage 

shifting from creation 
at desks to 

consumption on the 

move

66% of top financially 
performing companies 
leverage social in their 
business processes

Sources:  Twitter, Jeff Bullas; Pew Internet & American Life Project; IDC; LinkedIn; The Real Time Report; Regalix; CultOfMac; McKinsey

McKinsey estimate that 
social technologies could 
raise the productivity of 
interaction workers by

20-25%
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Four technology drivers for social business

Social

Mobile
Cloud

Analytics
Used by

Employees
Customers

Partners

(including analytics on 

unstructured textual data)

(especially for external 

collaboration with partners)

(staff are already used to 

it from the Internet)

(natural with Social
& dependent on Cloud)
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Three business drivers for social business

Pressure to build and share 
expertise for competitive advantage

Growing demand for 24/7 and mobile connectedness

Increasingly influential and vocal 
customers



© 2013 IBM Corporation6

Activate the 
Workforce
Improve productivity 

and unleash 

innovation 

Delight 
Customers/
Citizens
Increase loyalty, 
advocacy, and 

revenue

Create a 
Smarter 

Workforce

Create 
Exceptional 
Customer 
Experiences

Two sides to being a social business

With Pervasive Mobile Access
the default access mode for social solutions
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One end point

As social businesses evolve, they will need to

blend internal & external engagement
to optimize business processes

& customer experiences

Social 

Business 

Maturity 

Model

http://bit.ly/XaybDp 
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Social Business is a cross-organisational imperative being driven 

by Line of Business delivering tangible business benefits

Customer Service
Can achieve 5% reduction in 
customer defection rate 
increasing profits by up to 68% (2) 

Product Development

Can develop and bring new 
products to market in 1/3 time (3)

Sales
Can increase sales manager 
revenue by 40% and improve 
efficiency by up to 50% (1)

Marketing 
Can achieve 100% increase 
in market exposure (4) 

Source 1: VCC case study, Source 2:Bain & Co , Source 3: Cemex case study, Source 4. Amadori case study
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Integrating social collaboration into core business processes is 

creating new opportunities to make organisations work better

External Engagement: 
Services Delivery

Effective segmentation of 
by demographic enabling 
user engagement and 
feedback

Complaint Handling Process: 
Citizen/Customer Service

Find who can best help me 
address this urgent problem

Software Deployment 
Process: IT

Collaborate better with service 
providers to deliver better, 
cheaper IT capabilities

Talent Management 
Process: HR

Hire and retain talent that 
matches public service 
ethos

Delivery of Solutions: Planning

Use predictive analytics to gather insights 
into local needs by area/demographic
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Social businesses manage their networks of people
… to spread knowledge, expertise, ideas from peer to peer across organisational boundaries

IBM Research, General Technology Outlook, 2012

Saw Uvw Xyz of ABC Corp 
give a great presentation at 
the risk management event

Status: Working
Expert: Risk

“Status updates alone on Facebook amount to more 
than ten times more words than on all blogs 
worldwide”  - David Kirkpatrick, The Facebook 
Effect

Status: At conference

Influencer

Meeting
with ABC Corp's 
risk management
team tomorrow

Role: Advisor

Source: Gartner Group

Success comes from changing user behaviour

The right tools facilitate and encourage this behaviour change
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Information Overload: We need to change behaviour

“I want you to know 
this sometime, so I will 

send it to you now”

Email Model

“... and me”

“... and me”

“... and me”

“... and us too”“... and us too”“... and us too”“... and us too”
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The New Paradigm: Social Knowledge Sharing

“I want you to know 
this sometime, so I will 

send it to you now”

“I know I can 
discover what I need, 

when I need it”

Email Model

Social Media 
Model

“We share what 
we know”

“We share what 
we know”

“We share what 
we know”

“We share what 
we know!”

“... and me”

“... and me”

“... and me”

“... and us too”“... and us too”“... and us too”“... and us too”

“It’s not information overload.

  It’s filter failure” - Clay Shirky
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Move from closed to open conversations to share knowledge
Access expertise and ideas while making it easier to reuse content & experiences

Conversations 
aren't just about 

status updates 

but also 
comments on 
content, etc.

Follow any 

person or 
content you 

are 

interested in
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But respond to the need for confidentiality and access control
Open sharing within controlled groups, with moderation & compliance controls available

Only available 

to Community 

Members
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With an aggregated Activity Stream for each user
Keeping them informed what is going across all their Networks & Communities

Open standards (OpenSocial) facilitate the 

aggregation of business events into the Activity 

Stream

Open standards (OpenSocial) facilitate the 

aggregation of business events into the Activity 

Stream

No Silos:
include multiple 

internal & external 

information sources

No Silos:
include multiple 

internal & external 

information sources
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Attention Management: Embedded Experiences
Keeping the User Focussed

● Read, act on your Activity Stream
➔ Repost, Recommend, Comment, ...

● Without switching context - avoid distractions
➔ Keep users focused on the work at hand
➔ Reduce switching among applications

● Standards Based (OpenSocial)
➔ Allow business applications to push active 

Activity Stream updates
➔ Enable workflow actions in context
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Attention Management: The Share Box
Share Status & Content without Context Switching

Share from 
anywhere

Share from 
anywhere

Create public 
status update, or 

target it to a group

Create public 
status update, or 

target it to a group

Attach a file (e.g. a 
photo) to status 

updates

Attach a file (e.g. a 
photo) to status 

updates

Third Parties and 
Business Applications 

can add sharing 
options

Third Parties and 
Business Applications 

can add sharing 
options
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Attention Management: Social Mail
Avoid the distraction of the Inbox

● Lightweight, social messaging
● Simple, elegant web mail & calendar
● Available wherever you browse
● Avoid the distraction of your inbox
● Keep users focused on the work at hand
● Reduce switching among applications
● Help users move to more appropriate tools
● Read, Search, Compose, Act in context...
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Attention Management: mobile access to better use travel time
Anytime, anywhere, on any device

Either via a Mobile Browser or a Mobile App.

from any Smartphone or Tablet platform
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Attention Management: all accessed directly from the desktop
Increase adoption by keeping the user in their familiar environment
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� Delivering a simplified, modern, integrated social user experience
� Access to existing business applications through web and social interfaces
� Mobilise access with comprehensive device and platform support
� Easy to integrate, develop and deploy business applications

Attention Management: even the email client becomes social

IBM Confidential
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People Tags
identify subject matter experts 

and help people with 

Questions find people with the 

Answers

Finding the people with the expertise to help through context

Business Cards
link from Content 

to the Experts on it 

● Who do they Communicate with a lot?
● Who is in the same Communities?
● Who is involved with the same Activities?
● Who Blogs about the same sort of thing?
● Who Tags their Files with the same topics?
● Who Bookmarks the same sites?

● Who do they Communicate with a lot?
● Who is in the same Communities?
● Who is involved with the same Activities?
● Who Blogs about the same sort of thing?
● Who Tags their Files with the same topics?
● Who Bookmarks the same sites?
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Reach colleagues in real time via any available mechanism
Easily escalate conversations: Presence, Chat, Audio Chat, Video Chat, Click to Dial, Multi-way 
chat, Send Images, Transfer Files, Share Screen, Online Meeting, Audioconference, Videoconference
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Reach people in real time, wherever they are working

Desktop 

Windows, Mac, Linux
Microsoft Outlook, IBM Notes

Mobile
iPhone, BlackBerry,
Windows, Android

Browser
IE, Firefox, Safari
Mobile Browsers


