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Enterprise social software is about:

Driving innovation into products faster

Enabling employees to be more productive, more 
knowledgeable, faster

Harnessing the knowledge of the wise, before they retire

Being more responsive to customers, with knowledge from 
subject experts you may or may not know
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IBM has over 340,000 employees – almost 50% are mobile

IBM Locations
Mobile Employees

• 168 countries

• 2,000 locations

• 140,000+ remote

<<<  64+ acquisitions since 2002  >>>
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TacitTacit ContextContext ExplicitExplicit

"I need someone to "I need someone to 
explain this to me" explain this to me" 

"I need to find "I need to find 
information"information"

"We need a "We need a 
place to place to 

collaborate"collaborate"

People Places Things

Employees need ….
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Critical success factors for enterprise social networking

Does the team have the skills necessary to collaborate effectively?

(e.g. technical, communication, people, business, etc)

Skills

Do we have a method to collaborate?Mechanism

Do I want to be approached?How do I approach this person?Access

Why will I cooperate with this 
person?

Am I motivated to work with this person?Motivation

How can I develop my reputation 
as a trusted partner?

Will this person help me?Benevolence  (Trust)

How can I advertise my expertise?Is this person competent?Competence (Trust)

How can I become more known?How do I know who is out there?Awareness

Contributors
I am someone

Seekers
I need someone

Critical Success Factors
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More than just a “way to collaborate”
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Enterprise Social Software - Business benefit areas

Faster response to customer facing issues
Improved effectiveness of intra- and inter-company 
communications and collaboration
Greater hit rate / faster time to value on innovations

Improved Growth 
Through Innovation
Improved Growth Improved Growth 

Through InnovationThrough Innovation

Faster Task ExecutionFaster Task ExecutionFaster Task Execution

Improved EfficiencyImproved EfficiencyImproved Efficiency

Increased 
Empowerment of 

Key Resources

Increased Increased 
Empowerment of Empowerment of 

Key ResourcesKey Resources

Faster ways to find experts and information
Reduced recruiting costs for expertise already 
available in the company
Reduced rework on overlapping projects
Common collaboration platform and tools saves 
infrastructure costs; enables metrics by task and by 
person for better decisions

Greater leverage of key experts across an organization
Improved retention of younger employees
Faster development of high performing resources
Easier to build “reputation capital”

Faster access to critical information and experts
Faster response to customer facing issues
Real time collaboration on tasks
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Why individuals use Social Software                             
”It’s all about me”

Stay Informed

Socialize with my co-workers, 
peers, and friends

Consume Expertise/Knowledge of 
Others 

Share Information

Connect with Co-workers

Re-connect with People

Find Experts

Find Information/Answers

Organize Myself

Build my Reputation
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“BlueIQ” … driving Social Software use in IBM

Identify best practices, use cases and 
tools – by role, by task

Generate “buzz”

Share the vision

Communicate success stories

Make it easy to get started

Share tools, enablement materials, best 
practices

Tap key influencers as early adopters

Grassroots evangelism
Drive change tops down, bottoms 

up, sideways….encourage 
experimentation
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“BlueIQ” Approach  

Resource Center (wiki)

IBM Infrastructure

Internal
Awareness
Campaign

Community 
of Experts

“Ambassadors”

Targeted 
“JumpStart”
Consulting

Success Stories

Community Center of Excellence

Mentor

Communicate

Consult

Educate

Deploy
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“BlueIQ” Resource Center  (wiki)
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“BlueIQ” Ambassadors Program Overview

Clinics – “The Doctor Is 
In” –help individuals get 
started 1:1

“Lunch & Learn”
sessions - teach 
individuals, teams and 
communities how to use 
social software. 

“Jumpstart 
engagements” -
internal "consulting" to 
help teams identify use 
cases, recommend tools 
and enablement 
materials, and capture 
success stories
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IBM’s Web 2.0 portfolio

Internal &External 
Collaboration

User 
Feedback

P2P 
Learning

Idea 
Sharing

Team 
Spaces

Insight

Virtual Worlds

Enterprise 2.0 Enterprise 2.0 
@ IBM@ IBM Ad Hoc 

Communities

Expertise 
Location

Social 
Networking

Knowledge 
Mgmt

Reputation

Personas

Content 
Sharing

Products

Services

Research

Innovations

Internal tools

Future 
Products
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“BlueIQ” uses Lotus Connections  

Communities
Create, find, join, and work with communities of people who share a common interest, 
responsibility, or area of expertise

Blogs
Use a weblog to present your idea and get feedback from others; learn from the 
expertise and experience of others who blog

Dogear
Save, organize and share bookmarks; discover bookmarks that have been qualified by 
others with similar interests & expertise

Activities
Organize your work, plan next steps, and easily tap your expanding professional 
network to help execute your everyday deliverables, faster

Profiles
Quickly find the people you need by searching across your organization using 
keywords that help identify expertise, current projects and responsibilities
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Lotus Connections is already at work in IBM

Communities
IBM hosts over 1800 online communities.  IBM forums have 147,000 members and over 1 
million messages.

Blogs
IBM’s BlogCentral has 47,772 blog users (owners and commenters) with 107,188 entries and 
108,844 comments, as well as 24,156 distinct tags. There are 1,544 active (10 entries or 
more) individual blogs and 1,088 group blogs.

Dogear
IBM’s internal Dogear system has 364,351 bookmarks with 917,500 tags, and a user population 
of 11,600 users.

Activities
IBM’s internal Activities service contains 41,200 activities, 313,000 entries and 67,400 
registered users.

Profiles
IBM’s internal BluePages application provided the basis for Profiles. BluePages holds over 
579,988 profiles and serves 1.1 million searches per week. It’s the hub of user requests and 
all applications authentication for IBM.

Status  2Q2008

Data as of April 2008
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Easily access a 
person’s 
communities, 
blogs and 
bookmarks

Find people by 
name, expertise, 
or keyword to 
locate someone 
with the 
experience and 
knowledge you 
need

Reporting chain 
view to see the 
structure of 
your 
organization

View 
experience, 
skills and past 
projects

Lotus Connections: Profiles (internally known as “Blue Pages”)
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Lotus Connections: Communities

See what 
communities are 
new, popular, or 
active

Tags help you 
find the 
community you 
need by filtering 
content

Tools for finding, 
joining and 
creating 
communities
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*Source: IBM Global Technical Services Knowledge Community of Practice Business Impact 
Survey 2007 completed by approximately 2,300 respondents.

IBM Communities of Practice - benefit from Social Software

IBM social software benefits acknowledged by 
% of survey respondents 

87%

84%

84%

77%

74%

42%

60%

65%

65%

0% 20% 40% 60% 80% 100%

Increased skills

Accessed experts quicker

Shared know ledge w ith others

Reused assets

Increased productivity

Improved personal reputation

Increased sense of belonging

Increased sales

Improved customer satisfaction
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Lotus Connections: Blogs - blogging platform open to all employees
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Exchange 
viewpoint and 
share perspectives 
to increase 
innovation

Easily create blogs 
to  share 
knowledge with a 
wide audience

Keywords can be 
used to search 
within a blog or 
across multiple 
blogs
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IBM’s Blogging policy & guidance

Policies based on IBM’s
Business Conduct Guidelines

Apply internally and externally

Available on ibm.com
“blogging guidelines”
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Filter 
bookmarks  by 
"tagging" them 
with as many 
keywords as 
you want

Subscribe to 
your 
coworkers' 
bookmarked 
web pages

Centrally 
store your 
bookmarks 
and share 
them with 
others

Lotus Connections: Dogear – organizing and sharing bookmarks
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Dogear Adoption Trends –
Bookmark Types and Contributors

Growth in Bookmarks
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New Posters Cum posters

2/3 of the bookmarks are external public 
sites and 1/3 are intranet sites

Less than 2.5% of bookmarks (extranet 
or intranet) were marked private

Cumulative number of contributors drive growth in 
bookmarks

Net new contributors may not increase as significantly with 
reuse of bookmarks

Does not include “lurkers” that take advantage of other’s 
dogears (typically 3x contributors)

Dogear Contributor Growth (New vs. Cumulative)

364,351 total bookmarks   
February 2008



22

Lotus Connections: Activities

• Great for task-oriented, 
ad-hoc activities

• Create a shared collaboration
space to share documents, 
post messages, and manage
To-Dos

• Capture common work
practices for your organization 
with Activity templates

• Organize informal processes
by gathering links to relevant
information, resources and
applications in Activities
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Success Stories -- Activities Example: Tele Sales 

Sales prospecting and customer-facing 
interactions

Adapted Lotus Connection Activities and Notes 8.0 
as a new way to track to-dos, contacts, and 
communications for sales prospecting and client 
touches

Hours spent with client prospects increased by 50%

Number of client touches increased by 500-600%

Helping other Tele-sales members learn and improve 
this process

Helping other Tele-sales reduce phone-tag and 
voicemail in favor of email and online touches

Jeannette Browning,
Tele-sales / Inside Brand Sales Specialist
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Success Stories – Example: Tech Sales

Improving individual productivity & accessibility as a 
Subject-Matter Expert

• “One of the things I’ve learned when you get really good at being an SME 
as people think I have, the disadvantage is that they think that I’m the only 
expert. I can get inundated with email messages & calls asking for my 
explicit and my tacit knowledge. 

• The beauty of social software is I am able to put my knowledge in an 
explicit form. Because I can do that with my blogs, my bookmarks and my 
files in cattail, I have greatly reduced the number of requests in phone calls 
and messages. I’m thrilled that people can get to my knowledge without 
me being a roadblock. They can capture or learn what I’ve learned without 
interrupting me at all. 

• My advice: Share as much as you possibly can in your social environment 
so that you get less email messages and phone calls. But, if you do get 
inundated, be sure you have a community to direct folks to - teach them 
that there are more people like you out there.”

Gia Lyons

America
Lotus Technical Sales

&
SME on Lotus Connections
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Atlas (a.k.a “Small Blue”)
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Atlas brings together SNA and Social Networking
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And shows you how to get there
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Shows you the social network of a topic
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Helps you manage your own network
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Beehive
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Mashup example:   IBM Travel Maps 

IBM locations service

Yahoo map

IBM Approved Hotels 

Hertz locations 

Local information 
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Try the Lotus Connections suite in “Greenhouse”
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® IBM Confidential

You can see the 
main functions 
before you sign up
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Cattail – file sharing technology in Bluehouse
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Many Eyes – data visualization

Try it on:  www.alphaworks.ibm.com
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In summary, what does enterprise social software do?

Breeds diverse social networks

Promotes out-of-your-inbox thinking 

Enables non-disruptive expertise consumption

Organizes the flow of ad hoc collaboration

“I found your profile…”

“I just read this blog about a new idea…”

“Wow, the answer is right here in her bookmarks!”

“I’m going to save this chat to our activity.”



37

“It's not what work you expect 
Employee #123 to accomplish per 

person-month of work.

“It's the work you never expected 
would happen, that suddenly 

creates new business.”



38Enterprise social software. Unleash the power of us. 38


