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Today in India: Two Parallel but Separate
Worlds — UCC and Social Networking.

Leading Global Practltloners Emerging Best Practices.
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Key Issues

1. What trends are driving UCC market evolution
and where are companies likely to gain
competitive advantage?

2. How will Social Networking impact business?

3. What are the emerging best-practice strategy,
Implementation and operational guidelines
for Business Processes to use Social
Networking?

Gartner




Evolution of Communications Technologies
Affects User Behaviour and Procurement.
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Unified Communications and Collaboration
Create Value From Better Business Process
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Unified Communications — Ultimately
Controls ALL Component Communications

Buy Unified Communications as a Portfolio of Contact Centre
Communications & IT Applications:

= PBX =2 IP Telephony and Softphone

m E-Mail, Calendaring and Directory

Services = Desktop Communications Business Process

. . n . Integratjon
m Voicemail = Unified Messaging ) o 7
= Separate Conferencing for D M dHe =3
Voice, Video and Web - Converged .
Conferencing and Collaboration Collaboration

m |[nstant Messaging > "Next-
Generation Dial Tone," Presence and
Status Services for All Communications

m Rich Presence Services (New)

m Assistant — Intelligent Agent With Notification
........... and the Vision Endpoint:

Management, Control, Analysis of All Communications Gartner
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UCC: Junction of 2+ Markets

CcC”

Communications Collaboration

Telephony E-mail Team/shared workspaces

Voice mail Web conferencing Wikis, blogs, filtering
Audio conferencing Instant messaging Social software and
- : analytics
Unified Messaging Presence

Expert location and context-

Videoconferencing aware applications

Directory

Call center Collaborative/real-time

authoring

11 UCII

Other collaboration tools

< >
Communicate Share Network Aggregate

- UCC represents a broad set of functions. Growing, evolving, changing, adapting.
- Few companies have the same requirements.

Gartner



Organizational Change Must Lead
Technology Change: NOT Lag Behind It!!!
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UC = Unified Communications CEBP = Communications Enabled Business Process Ga rtner@



Communications-Enable Your Business

The Business Process

ERP
Finance

Other People or
Management
<The Communications Process>

UC = Voice, messaging, IM/presence, conferencing, etc. Gartnel’;
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Communications-Enable Your Business
The Business Process
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UC = Voice, messaging, IM/presence, conferencing, etc. Gartne[@




The Machinery of Communications and IT
Virtualization Promotes Business Use of UCC
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Key Issues

1. What trends are driving UCC market evolution
and where are companies likely to gain
competitive advantage?

2. How will Social Networking impact business?

3. What are the emerging best-practice strategy,
Implementation and operational guidelines
for Business Processes to use Social
Networking?

Gartner




Social Networking - Driving Change in UCC
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Consumerization & Social Networking:
Creating Vast Collaboration Literacy

Most consumer collaboration on the Web
has a business cognate ...

Easily tap into their Keep informed of what friends Mobilize colleagues for
opinions and advice are doing and thinking projects and causes

Tag videos and &
postings that other =
people should see, g

Control what others
can see and know

about me
Tailor the platform with Share sites and links of Broker contacts to others
extensions and applications common interest with like interests/goals

Organizations have an unprecedented opportunity to tap

Into the vast consumer literacy around collaboration.
Gartner.



Business & Social Networking Facilitates
Aggregated Comms and Collab in Biz Process

T Gen 4
Gen 3 Aggregate
Business Gen 2 Network Tap broader
Value . audiences
Share Competitiveness
Aqility Work with more
Gen 1 Effectiveness Responsiveness context
C icat Process consistency  Decentralized decisions
ommunicate y izati
Resource Self organization Locate experts
Productivity optimization Trust/social capital Facilitate swarming
Cost avoidance Productivity Ecosystem engagement
E-mail Shared workspaces Blogs, wikis Expertise location
Calendar Web conferencing User-generated content  Universal
Audio conferencing  Instant messaging Activity streams dashboard
Voice/Telephony Presence Social profiles Social analytics
Discussion forums Documents Microblogging Co-editing
Video conferencing ~ Reporting Location
awareness
>
1980-2000 2000-2007 2007-2012 2010-2015

Gartner



The Evolution of 4th Generation Collaboration

Generation 1,2,3 Generation 4
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(Social and Business) Communities Drive the

World of 4th Generation Collaboration

'Mark Gargan
on Local
) Inbox (16)
..ﬁ Drafts
=1 gent
]> Fallow Lip
=0 All Documents
LA Junk
ﬁ Trash

%’ChatH\stnw
i\f’iews
=) Folders

Archive

Enwiranment enetgy climate ibm callege custamer
environment meeting operations plan recruiting sales

T Mew ~ &1 Reply ~ <:<',]
.
& E-mailand IM |-
-

(] Frank Adams 4K

& Pierre Dumont Re: @1 Plans and Profress 11272005 14:29 3K

= Pierre Dumont Fw: Q1 Plans and Progress - Aggregated Plans 11i12/2005 14:31 ELY

=] Minh Li Fuy: Py Updates PromationsiOffers onWebsite 17M3/2005 13:38 4K

-5 Frank Adams Mortage Promotions 17i12/2005 13:57 1K

& Gardner Raynes  Refinancing Green Conservation Enviranment 1701202005 14:24 2K
energy climate ibm

(] Minh Li Green Conservation Ervironment energy climate ibm 170 2/2005 16:13 gk
custamer

= Pierre Dumont Extension on Low Rate Offer 17/112/2005 21:36 1K

b3 HNatalie Olmos Invitation: Planning for Madrid {Jan 24 01:00 PM EST) 04:01/2006 19:04 2K

= Thom Frankel Invitation: Weekly staff meeting (Jan 24 04:00 PM  09:/01/2006 15:54 2K
EST in Room 511)

] Simone Dray “Meet ZetaBank™ campaign 09i01/2006 18:46 55K &

o) Dan Misawa Re: Q1 Plans and Progress - Plans for Dan's Team  09/01/2006 19:15 4K

& Minh Li Re:"Meet ZetaBank" campaign Green Conservation  0901/2008 19:32 GOK &

P2

ower Rate

Re: "Meet ZetaBank™

Thom Frankel

&=
Toals e
£ ' Frank Adams Mew initiatives are posted
5 other bail &= Gardner
&= Peter Bro
Blogs
Follow Up ~ Keywords
Remove Flag IBM Thinks G (2
~ Who ~ Due v Subject Mo s ac
U7 Gardner Rayne Fiefinanci (3)
[ Frank Adams Green Co Mare - Tags + Author
= Pierre Dumon Fw Q1F
Green ini
More - Tags =
New (1)
q ¥ More - Tags * Author =

Profiles

Minh Li/renovations
Department of Business Accounts
China

Vijay Nehry/renovations
Department of Business Accounts

Lotus. |Connections

Tag Cloud

energy

more

green-initativ¥ environmental

green news marketing globalization

@ Build
@ Update Spring Plan (2}

@ Spring college

iting

Activity [ -
sharing | -

g event (2)

E-mail goes social

(1

-

Bookmark
sharing

Keywords

energy environment go-green-
U.S. Eny|initative green enviroment go-
green
How Going G

Collaboration
Goes Contextual

Gartner



Key Issues

1. What trends are driving UCC market evolution
and where are companies likely to gain
competitive advantage?

2. How will Social Networking impact business?

3. What are the emerging best-practice strategy,
Implementation and operational guidelines
for Business Processes to use Social
Networking?

Gartner




Prediction:

By 2014, social networking.services will
replace e-mail as the primary vehicle for
Interpersonal communications for 20% of
business users.

By 2015, 40% of large enterprises will have
a corporate "Facebook," for circulating
both business and personal data. -_.. ..



Prediction:

By 2015, Internet-supported social
processes will influence at least 80% of
consumers' discretionary spending.

Gartner



Prediction:

By 2014, more effort will-go into
redesigning existing applications to
make them social than deploying
discrete social software products.

Gartner



Your Action Plan

Plan strategically, but as needed, respond tactically.

 Plan for UCC: Evaluate CEBP

- Inventory your current UCC environment; identify gaps in
business need and your UCC portfolio.

 Update Your Knowledge of Social Networking Favourites

- Survey business units for use of external collaboration services;
identify opportunities for piloting Social Networking overlays.

 Support Your Business Processes with Social
Networking

- Create a process for identifying and fulfilling business needs for
new UCC services complete with social networking support.

Gartner
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