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IBM 2008 CEO Study

The collective wisdom of 1,130 CEOs has led us to the five core
traits of the Enterprise of the Future
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Innovative Globally Disruptive Genuine,
beyond integrated by nature not just
customer generous
imagination

Organizations are bombarded by change, and many are struggling to keep up

CEOs view increasingly demanding customers not as a threat, but as an opportunity to differentiate

Nearly all CEOs are adapting their business models—two-thirds are implementing extensive innovations

CEOs are moving aggressively toward global business designs, deeply changing capabilities and partnering more

extensively

Financial outperformers are making bolder plays

. _.:. | CEOs can now assess how ready they are
for becoming the Enterprise of the Future.
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The Emphasis is shifting
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New Initiatives Increasingly Focused on Optimization

Business Optimization Growth
is 2 Times Faster than

Business Automation Customer
Business Profitability
Y > Dynamic Demand IS
Optimization " S hing "
A : - . Y / Y 4
$594B g1 Collaboration !_ {;7(3’22;32 : J K
5.1% CGR -. Agenda -@%& '-' g " ":
= 4 l' ]
l' " l'
2008 Business 'l ’
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Application il Supply Chain f
Agenda ERP &  Management
Financials

Includes Hardware;-Software and-Services ~Does-notinclude Networking, Printer, or Standalone Printer or PC Markets. CGRs 2006— 20011.
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The Evolution Of Collaboration

Document Centric
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Communications and Social Computing
...1 he Power of Participation
Connect

Discover

Execute

-~
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Social Computing at Work in IBM

Connecting and empowering IBM’ers so they can respond faster

Holds over 514,000 profiles and is
the hub of user requests and all
applications authentication for IBM.

Hosts 13,000 weblogs, 105,000

entries with >37,000 users and _—8
23,500 tags. Used by IBMers

as a source of ideas and
information sharing.

Home of over 457,000

! bookmarks with
8)» >1,000,000 tags. Serving a
contributor population of
16,000 with enterprise

.||Ii

® search access to all
IBMers.
Enables ad hoc collaboration rc. Houses 1,000 communities
with over 41,000 activities for .“ with over 267,000 unique
67,000 users. =) members.
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The ROl is represented across the following dimensions

Improved Growth

._ Through Innovation
T WS-

Faster Task Execution

Improved Efficiency

[ Increased Empowerment
| of Key Resources

o
)
)
)

Sample Benefit Areas & Value Propositions

= Faster response to customer facing issues

* Improved effectiveness of intra- and inter-company
communicatons

= Natural “economy” of finding and valuing ideas

= Locate the right person in context of work
= Quicker access to best practices in context of activity
= Ability to route and share information in resolving issues

= Reduced recruiting costs for expertise already
available in the company

= Reduced rework on overlapping projects

= Improved compliance via use of an integrated set of
tools versus disparate internet web applications

= Greater leverage of key experts across an organization
= Improved retention of younger employees
= Faster development of high performing resources




Enterprise Adaptability Services achieve increased innovation,
efficiency and workforce performance by applying social networking
technologies with organizational programs

Organic Talent
Optimization

Collaboration / Learning
Social Networking

Talent Enablers Increased

! Innovation

Reduced Risk

Foundation

Increased Speed
& Efficiency

Technology Social Capital Governance
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Social patterns, Semantic Content and Discovery

Analyticitools te understandland measure social pafterns
7 N

*VValue created by participation
«Search evolves to discovery
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Simple ROI Example: “Individual” Sales

Embedding collaboration into current process shows “role
interaction patterns” that are repeatable ROl models

Current State

g f -8

Customer Sales ™, Prodygt
*, pecialist
4
A
é “Known”
Colleagues
“Friend”

* Sales person knows limited number of people
at company

* Leads are putinto CRM system (eg, Siebel)

= Customer may ask friends

* Very one-to-one relationship and interaction

Future State enabled
Embedded Collaboration

g F

Customer
[}

)

sush”
E‘ Product
-xpert
CRM with

" Sales “Expert

Expertise Links

P
S i :
& s, Engine
¥ %
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Sponsore
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%
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Rewards

< For assisting
8 8 sale
‘.."'..

Specific

“Eriend” External
Commun it% "' sales Experts

Expertise, instant messaging, document retrieval integrated into CRM
system (list of experts and related documents shown when done
entering lead)

Sales person can simply click to reach expert

Collaboration enabled with customer

Company sponsors “product-related” community to foster consumer-to-

consumer interaction on “products”
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Simple ROI Example: “Individual” Sales
The role interactions are enabled by collaborative

components that contribute measurable ROI

Contribution to ROI Element

Role Interaction Enabling Components Conversion | Revenue per .
Cost of Sales | Time to Sale
Rate Customer
Sales « *Expertise engine
+Integrated Instant Messaging into
Product and Sales core CRMto show experts and H H M H
Experts documents in context
Sales <« «Instant Messaging
Customer «Community Tools M M M

«Full social networking capabilities
Company enabling customer-customer
Facilitated Customer interaction M H M

. «Companysponsored events
Communlty «Analysis of community interaction

I Baseline Collected |

I Future State Calculated I
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ROI Example: Compliance
The current interactions are 1-to-1 within offices and known

support staff

* Supports many traders on a desk
= Approvals can cover many products and

markets
= Varying levels of experience
‘---n--nunlllunn....b 8 " Only know feW experts
* Few “helpful” data sources for more
Desk Trader Compliance, elaborate trades
* Requires Compliance % = Advice not retained
approval to make a
trade

* The value of trades
can decrease by the
minute

‘
.
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* Legal department engaged to

make rulings on many new
areas of compliance

* |nternal counsel can be heavily

CLegaI | reliant on external counsel
ounse = Much of the external advice is
not saved
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ROI Example: Compliance
The application of the collaborative capabilities has a

measurable impact on cost, revenue and risk

Policies; Advice

History, etc
€renennnnnnns = Automatically identify and ‘Cost
e connect to experts
Desk Trader Compliance, = Save past advise
. R L) .
fReven ue® Quicker approva|s e .: “‘ = Improved content aCC984COSt ‘RlSk
‘Risk = More reliable m - - - I
responses Expertise & Wil %, -
fTrade Volume Engine § Jomprance 5, o
& Workspace “
N
& 4 “‘ Expertise
“ Engine
. Compliance “‘
Experts = Connect to expert

' Rewards internal counsel with ‘COSt
Key Roles: For Sharing X i nain
*Trader ""' ° pe'rts'e ° g ° i Cost
=Compliance -** = Retain historic advice ‘
Specialist & Internal " Age advice fory o |
*Internal Counsel 4>"External Counsel currency

=External Counsel Collaboration

Counsel  External -
Selection Gounsel | Have select counsel integratedy ¢ ;¢

Criteria into firm collaborative platform

Lotus. software



ROI Example: Compliance
Role Interaction Pattern components and ROI

. . Decision Trades / External | Violations | Revenue / Compl
Role Interaction Enabling Components .
Speed Comp Counsel $ / Fines Trade Turnover

*Quicker approval with compliance
Trader < portal H M H
Compliance *More “self-service” with advice

retention

«Expertise engine
Comp < *Reuse and expert rewards H H H H M
Comp Experts +Retain and search advise

*Expertise counsel engine
Comp A *Historic advice repository with M H M M
Internal Counsel rating, etc.

«Content aging

-Legal Extranet
Internal « «Integrated Unified Communications M H
External Counsel «Lawyer and response rating
Baseline Collected
Future State Calculated I
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Key Lessons

= Make it easy to contribute to and leverage social content
— Build social and collaboration capabilities into applications
— Plugins
— Lots of linkages
= Get to critical mass fast
— Target deployments
= Think about social currency and rewards
— Leverage pattern based ROI cases

Learn from others
Watch the public laboratory
Allow the culture to evolve

— Balancing control with freedom

— Teaching good judgement is always the best route to security and compliance
= |t takes new skills to manage in a culture of innovation
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Thank you
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Linking people together

home ~ profile ~ people ~ photos ~ hivebs ~

m featured

230 watts on a CMsg
I1BM Solar cell technology
breakthrough

Dougias Heintzman

Douglas is
Working on a presentation for

the Institute for public

m E hivebss

create hiveh | viewall (1]

administration canada on the
enterprise use of social

computing. Lotus Strategy Team

Created: June 16, 2008

ﬂ m events

creake event | your invitz

the facts
Bl Pages | Fringe

Director, WPLC (Lotus) Strategy
Somers, MY US

degheintz@us.ibm.com

Phone: E5{- 1-914-766-1193 &
Joined Beehive: February 7, 2008
Last login: June 16, 2008

tions | view all (2)

Firefox Download Day 20038
Tuesday, June 17, 2008 1:00:00 AM

{Te change the facts and your photo
abowve, edit your Blue Pages profile.)

6-Month Prediction Markets Pilot - Start Date
TED
Monday, July 07, 2008 9:00:00 AM

beehive counters

R
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m about you

add more

s EDEORSEBE -

events ~

Welcome Douglas [logout]
your account

about beeshive

feedback

tools

iTypetolookup person | o Lookup

m’ El connections

add-a connection | import from fringe | view al (24)

m’ m photos

add photo | view al (4)

Lf{ the buzz

add.comment | next page
On June 16, 2008,

Douplas Heintzman's status message changed

& Onlune 16, 2008,
Pouglas Heintzman added Scott Smithasa
connection

. On June 16, 2008,
Douglas Heintzman added Bob Pulver as-a




Micro Blogging

BlueTwit
Search
Channels

Tags

UserList

Lotus. software

Eogin

IBEM BlueTwit

DGHEINTZ's Stream
D=Ll Reset § Older §S

DGHEINTZ

\Working on a presentation for the Institute for public administration canada on the
centerprize use of =coal computing.

Monday, June 16, 2008 3:50:02 PM

DGHEINTE

Freparing a presentation for IPAC in Totonto on Enterprise use of Scocial computing
technalogy

Monday, June 16, 2008 3:41:55 PM

DGHEINTZ

In Heildelberg preparing to present to BASF. Everyone really wants to understand
labout Global workforce optimization. Cultures of Innovation etc... Lots of inquiries
labout Connections nad hte ROI of Social Computing.

[Tuesday, June 10, 2008 2:21:01 PM

DGHEINTZ
I'm now using the Sametime plugin for Bluetwit posting from inside of Notes .01
[Thursday, June 05, 2008 2:55:20 PM

DGHEINTZ
ISubmitted:
[Thursday, June 05, 2008 2:54:37 PM

With friends replies




A Social Dashboard

Search

Dogear
Recent Bookmarks =

( specifications - Goolag Scanner
Jefirey Yang | Today 10:55 PM | Details

M rRiv Blackberry - Lotus Connections - waki
Fred . Pycko | Today 10:52 PM | Details

- 280 Slides - Create & Share Presentations Online
Miguel A Estrada | Today 10:47 PM | Details

Viewing 1-3 of 408821 bookmarks

Communities

My Communities ~

{*} Lotus Social Software Community
& ;' '-‘\'*;;r Deuglas Heintzman | Today 10:57 FM
o f" ’,i Feeds | Bookmarks | Forums
B8

Social Software

@% Douglas Heintzman | Today 10:56 PM
*

ok

‘ Feeds | Boogkmarks | Forums

Lotus Quickr Community
O Douglas Heintzman | Today 10:56 PM
.‘ Feeds | Bookmarks | Forums

Viewing 1-3 of 7 communities

o
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#7226 %

Previous | MNext

+ 720 x

Frevious | Mexd

Profiles #2720 %

My Profile =

Douglas Heintzman | profile | edit
Director, WPLGC (Lotus) Strateqgy
'SOMERS United States
Tel(Office): 1-914-766-1193
E-mail: doheintz@us.ibm.com

Search By: | Name [w]| ||

Blogs #2200 x

Latest Blog Entries

Software Trends - Interview of Bill McDermott, CEO of SAP
agranate@us.ibm.com | Teday 10:18 PM | Details {3 oo

“ Using Skype within IBM

Dale Rebhern | Today 9:56 PM | Details {3- b L))o

B If you received an e-mail from Ed White, be sure to follow the link

Fred Clarke | Today 8:51 FM | Details {_3' o Jo
Wiewing 1-3 of 100 blog entries Previous | Next
Activities + | 2| %
My Activities =

# June 2008 + Monday, June 16, 2008
S M T WTF S5 1 new responses to your posts
t2 3 45867 [E£ view new entries in your high priority activities
8 g 11 12 13 14 @mn —
15 16 17 18 19 20 21 e
2223 24 25 26 27 28
28 an

¢ DRAG THE WIDGETS TO
ADD THEM TO THE PAGE.

» Twitter

&

@ Cattail

) Atlas Profile =
_I




Sharing ideas and perpestives

Lotus Strategy Team

Locate entries

All Entries [ || @

=Previous | Next=

What is the best way to do CRM in the giant w3 social networking world? =
Alan Lepofsky Today 3:21:53 PM

‘Our team spends a great deal oftime speaking with customers. Thatinvolves direct customer visits, at conferences, via executive breifings, and more. Today we were talking
about how we can best capture and share this information. If | go visit custermer X, how many other IBMers across the world have probably had contact with that customer?
Shouldntwe all know what everyone else knows?

‘Should we just create a blog entry, using a format like:
Custorner Mame:

Date:

Location:

1BMers present:

Customers present:

Summary:

What do you think?

0 Comments
ROI and Social Computing o
Douglas Heintzman Today 1:14:30 PM computing
strategy
Most people kind of intuitively understand that people, and by extension crganizations are more productive when there exists communication and collaboration roi
infrastructure that allows them to interact with each other. Itisn1the kind of thing that people spend a lot of time worrying about. Itis a “dial tone issue” Can you imagine lotus
an organization that didn't have any phones of any kind. You dont spend a lot of time doing costjustifications on getting phones. sacial

The emergence of social computing infrastructure has the potential of allowing greatideas, where ever they may originate in the world, to be discovered, iterated, refined, turned into goods and
services and be tailored to a certain geography or demographic. This technology has fremendous potential especially when it comes to protecting, or making durable, the organization’s tacit.
information base and harnessing and leveraging user created content. It does also have some real cost o it. The software and servers and support cost real money. Even more daunting is
the management of the cultural changes that are an inevitable outcome ofthe adoption of Social computing technology.

In a climate where budgets are tight, where energy costs are higher than anticipated, and there are many other projects competing for limited IT dallars, it is important to look at the ROI
question. The ROl case for business automation technology is getting comparatively less attractive largely due to the success those technologies (ERP, Supply chain management, etc) have
had had simplifying business processes and driving cost out of the business. So itis into the environment of diminishing returns of IT on cutting cost cut of the bottom line, increased global
competition, technological disruptions and the raw potential of collaborative value creation by leveraging the extraordinarily cost effective communication and data transmission, that the ROI
case far Risness Ontimization (larnelv collaharatinon and social comootinnl must he concidered
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B postaneniry

B create anew biog

Y] sutiscribe to entries
] sutscribe to comments

More

wune 2008
Sun Mon TueVWed Thu Fri Sat
i I T IS e |
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Related Blogs
You're my blog, Blue!
Ryan A. Boyles

elesar's - The KM Blog
Luis Suarez




Sharing and socializing content

(ot Cattail  Upload a File... |& Find a person...
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ﬁ My Home

Ay Buddies
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Az an Owner
','_'__'l Create & new collection

| Lotus Strategy Presentations

As a Contributor
As a Reader

My Tags

lotus Lotus siraten,
Strategy

Douglas Heinteman
Director, WPLC {Lotus)
Stretegy

Meore sbout Douglas. ..

Recent Events:
By Date
By Type
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My Files

Files Shared With Me

Files | Share With Others

| [ Feeds... | T Feedback &) Help ~

| page i_i_-jnfl | |

Type | Visib| File Name
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|l Search fora file containing...
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Social Computing ROI

Social computing roi.odp

2.0 computing Lotus Strategy Social Web

Lotus strategy presentation

LotusStrategy 06 2008 =short version.odp

lotuz strategy

Lotus Strategy Presentation Long version

LotusStrategy2008v2e.odp
lotus Strategy

Lotus Strategy Presentation for Analysts Dec. 2007
Lotus deck for Analysts 1219 2007.0dp

Lotus Strategy

Lotusphere Strategy Presentation

INV1TT vZodp
Lotus Strategy

Lotus Strategy Analyst update charts Dec 2007

Lotusphere preview for analystz odp
Lotus Strategy
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