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What is a Social Business?

Engaging

Transparent

Nimble
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DELIGHT CUSTOMERS 
to Create Exceptional Customer
Experiences

ACTIVATE THE WORKFORCE
to Create a Smarter Workforce

Leaders leverage social business for a competitive 
advantage…
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…by combining an enterprise social business strategy…

Source: “Get Bold: Creating a Bold Social Media AGENDA for Your Business” by Sandy Carter, ISBN: 0132618311, Copyright © 2011, IBM Press
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…with an enterprise social business platform

Source: “Get Bold: Creating a Bold Social Media AGENDA for Your Business” by Sandy Carter, ISBN: 0132618311, Copyright © 2011, IBM Press
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Electrolux: Cultural Shift

Goals:

eats strategy for lunch!

Approach & Results:

Engage all employees with 
corporate strategy

Engage all employees with 
corporate strategy Create common cultureCreate common culture

Provide more effective 
environment to share 

content and collaborate

Provide more effective 
environment to share 

content and collaborate

CULTURE

Communication Channel Effectiveness

AAA
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Asian Paints: Gaining Trust with Tippers and Experts

From dealers who sell paint to consultants on color and décor

Friends
Tippers

Followers

Transparent
& 

Open

Responsive
&

Consistent

Expertise

15%

Tippers:   
•Reseller Network
•Interior Design Firms
•Painters

GGG
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Social Executives Are Trusted More

Likelihood of trusting
CEO & leadership who openly 

communicate on Social*

Much more 
likely (31%)

More likely
(51%)

No 
difference 

(16%)

Less 
likely 
(2%)

* 2012 CEO, Social Media & Leadership Survey, BRANDfog, March 2012, p11

“The value in the future will not be holding information but sharing it”

GGG
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Justin Bieber
Twitter Followers: 7.4 Million
Reactions Generated: 294
Reactions per 1K followers:  0.04

Twitter Followers: 
86,000+
Reactions Generated: 
3,291
Reactions per 1K 
followers:  38

MASS INFLUENCER / 
TIPPER

Twitter Followers: 6,900+
Reactions Generated: 
1,281
Reactions per 1K 
followers:  186

38 186

0.04

Courtesy of DeepMile Corproation
Courtesy of DeepMile Corproation

Trust = reactions; not followers

GGG
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…identifying the targets for driving engagement

Networks can be Visualized Based on Interactions…

GGG
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CEOs Get Social!

Source: 2012 IBM CEO Study “Leading Through Connections 

Percent of CEOs using Social 
to Connect with Customers

Primary Channel for Engaging 
Customers within 5 Years

EEE
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Engaging to amplify rewards and motivation

• WOW story 
community

• 50K participants 
(out of 85K 
employees)

• 300,000 stories

• 260 added daily

EEE
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McDonald’s South Africa Transforms Engagement and 
Collaboration across the System

“Engagement with 
our People” initiative 
connects

•Head office

•Owner operators

•Restaurant managers

•Crew

EEE
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Colgate Generates Innovative Ideas Faster with Sametime

EEE

Improve time to 
market for new 

products

I.4M IM's
per month

Secure 
collaboration 
with 6,000 
partners

4,500 Online 
Meetings
per month

"We must collaborate in new ways as one global team… routinely 
and effectively, within Colgate, with customers and suppliers….“

- Ian Cook, CEO, Colgate Palmolive

Foster a 
global culture
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The 2013 Roland Garros experience goes social and mobile

EEE
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IBM Connections + Bunchball: Engaging with Integrated 
Gamification

SmarterCities “CityOne”

EEE
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NNN

30%

2 hours
20%

HR & Talent Management **

Increase speed to access knowledge
Increase speed to access experts

@ecomagination *

Produced thousands of 
new ideas not published 
before

* Source: How Social Intelligence Can Guide Decisions:, McKinsey Quarterly, 2012

Customer Service ** 

Increased customer satisfaction

** Source: Business and Web 2.0: An interactive feature, McKinsey Quarterly, 2011

Integrating social into workflow creates value across every 
level of your company
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Process: Making it easy to quickly locate expertise and solve 
business problems at LVMH

NNN

• Increase daily 
work productivity

• Realize financial 
savings

• No disruption to 
existing 
environment
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Show the Future Process at Dutch Tax

NNN
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Design for Reputation and Risk Management

DDD
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Comprehensive 
Analysis

Sentiment

Evolving 
Topics

Affinity 
Analytics

Analytics

AAA

Source: http://www.shu.edu/offices/loader.cfm?csModule=security/getfile&pageid=156753

25% 
increase in tuition

13% 
enrollment 
increase
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IBM Employee Experience Suite
Kenexa Talent Management Suite

IBM Customer Experience Suite

IBM Connections
IBM Notes & Domino
Social Edition
IBM Sametime

IBM Social Analytics Suite IBM Enterprise Content
Management

IBM Websphere Portal
IBM Web Content Manager

Social business excellence requires an enterprise social 
platform
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Rich social content and document management experience

Announcing Connections Suite V4.5!

• Integrated Document 
Management

• Integrated Activity 
Stream

• Integrated “Like” and 
@mention features

• Upgraded mobile 
interface
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Social Mail: Engaging employees to collaborate seamlessly and in
context by connecting them to people and communities…

…so they forget about managing email and just get work done!

Announcing Notes 9.0 Social Edition!

• Turns email 
notification into active 
participation

• Activity Stream with 
“Updates” widget

• OpenSocial Support

• Widgets & LiveText

• Connections Files 
integration
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Web-based editing for collaboratively authoring word 
processor, spreadsheet and presentation documents

Announcing IBM Docs!

• View and edit files via 
browser

• Real-time co-editing 
with multiple people

• Collaboratively share 
comments
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Mobility expands the reach of social and increases 
engagement with employees and customers

• Tightly-integrated 
software portfolio across 
industry-leading devices

• Secure off-line access to 
files

• Security and application 
management features

• Optimized mobile 
experiences via 
WebSphere Portal
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Leading social business in three dimensions

Dynamic
outcomes for our 
clients

Differentiated
social business engagement 
platform

Deep
ecosystem and 
industry expertise

Market Leader in Social 
Software Platforms, ranked 
#1, for three years running1

Bringing to market new, 
cutting-edge capabilities, 
including, gamification, 
video, compliance, project 
management and mobility

of the world’s Fortune 
100 companies 

Working with more than

#160% New!

Our market leadership…

1. Source: IDC: Number 1 position from 2009-2011, IDC Worldwide Enterprise Social Software 2011 Vendor Shares, 
doc #235273, June 2012.
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…provides unparalleled experience on how to achieve 
success

Learn from
CXO Studies

Define Business 
Value

Establish 
Strategy

Accelerate 
Adoption
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Follow me @  sandy_carter
http://twitter.com/sandy_carter

Subscribe to my blog
http://socialbusinesssandy.com

Available Now
ISBN-10:  0132618311
ISBN-13:  9780132618311


