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Enterprise Social Software (ESS)

Enterprise 2.0 in 2010:
Maturity, New Tech, and a Cross-Border View

Portable Contacts

From http://blogs.zdnet.com/Hinchcliffe

http://www.enterpriseirregulars.com/13838/ten-emerging-enterprise-2-0-technologies-to-watch/



Enterprise Social Software (ESS)

e Search

e Links

e Authoring
* Tags
 Extensions
e Signals

McAfee, Andrew, P. "Enterprise 2.0: The Dawn of Emergent Collaboration" (MIT Sloan Management Review), Spring 2006, Vol.47, No.3



Project Scope
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The Enterprise Social Software Market

Enterprise Social Software

Revenue**
e ESS 14.9% revenue $900.0
growth in 2010 58000
$700.0
* Estimated 15.7% 7 so000
revenue growth for £ ss000
201 1 g $400.0
E $300.0
$200.0
$100.0
$0.0
2009 2010 2011*
Year * Estimated

**Gartner: Market Trends: Convergence Restructuring the Enterprise Social Software Market, Worldwide, 2010



Why does it matter?

e Knowledgeis a
competitive advantage

e Social media usage
surpasses porn on the
Internet (Reuters, 2008)

e “Build it and they will
come”
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Research Questions

WE DEFINITELY ———x

NEED A FACEBOO!
LIKE SOCIAL
SOFTWARE

IN OLUR COMPANY
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FIRST: YOU HAVE
TO BE A
ENTERPRISE 2.0
NOWADAYS...

2, i ] \“

AND SECOND: I
WANT TO KNOW
WHICH OF THE
CHICKS HERE ARE
SINGLES
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geek and poke

What are the key barriers to
adoption of Enterprise
Social Software?

What strategies have
implemented to mitigate
these barriers?

What can we learn from
successes and failures in
implementing Enterprise
Social Software &
Knowledge Management?
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Bridging KM and Social Software




Key attributes of the Enterprise

Silos, silos, silos
“Process”
So many tools!

Information
asymmetries

Quick access to
“experts”




Barriers to ESS Adoption

Unclear Goal/Purpose

“You get to the YAQ- Yet Another Queue problem. You don’t want to give your users yet another
gueue that they need to check”
- Jeffrey Abbruzzi, Williams -Sonoma

Generational Gap

“You can’t assume that everyone in the organization understands the value of social software...
not everyone is on Facebook”

- Gia Lyons, Jive Software

Lack of Executive Support

“A lot of the companies we spoke to said that they encouraged collaboration... we move the
discussion to metrics... If you are not prepared to measure it, it doesn't matter to you.”

- Kathryn Everest, Jive Software



Barriers to ESS Adoption

Lack of Ownership

“The Sales team did not see a lot of value in the system... they saw their role as selling and
being on the field”
- Debbie Cheng, Chevron Energy Solutions

Incentive & Reward Structures

“Product and project managers were heavy users, whereas developers were not interested in
doing what they saw as the manager’s job.”

- Larry Wagner, SonicWall

Concerns about sensitive information

“Even if the solution will only be used within walls, there is a lot of anxiety about the kind of
information that gets out there”

- Brad Dedrick, Model Metrics



Model for Enterprise Social Software
Adoption

Top-Down Carrot/Stick

Target Define a Specific

Find a Champion Audience Use Case

Bottom-Up Carrot/Stick
Approach

Adoption as
a Lifecycle




Find a Champion

“We want people who are heavy
adopters...someone who is respected, who can
create a follow the leader mentality...”

—  Brad Dedrick, Model Metrics

“They are the number one advocate, in charge
of the entire platform...”
—  Gia Lyons, Jive Software

“They're young, and used to Facebook; they
were the [key] content contributors to
Chatter..”

— Debbie Cheng, Chevron Energy Solutions

“We’re looking for someone who is well-

respected and well-networked....we need

someone who really understands the culture...
—  Kathryn Everest, Jive Software

”



Define a Specific Use Case

e “.identify a bunch of
departments or use cases...
pick a couple of areas where
you really want to focus and
then branch out from there...”

— Jason Rothbart, Salesforce

I'VE HEARD
YOU'RE NOW AN
ENTERPRISE 2.0.
HOW IS IT GOING? 4

e

I DON'T HAVE TO
GO TO THE
WATER COOLER
TO TALK SHIT

e “If something works really {, a0 A o Rl

well, then | think it sticks and
becomes more of a standard
as opposed to formal [full

scale implementation] B ) 1L 0 | h n
projects...” e

— Mark Egan, VMware




Understand Your Target Audience

“Technology companies [typically]

have very sophisticated end users

who are tuned into the technology.”
— Mark Egan, VMware

“Because we're all here on-site, some

of the peer communication aspects

of Yammer don’t feel needed by us.”
— Jeff Abbruzzi, Williams-Sonoma

“We have customers who are not
worried about adoption because of
their culture and the age of their
workforce...”

— Gia Lyons, Jive Software

INTERNET?
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Find Right Mix of Bottom-up & Top-down

“In our culture, it’s kind of hard to

top-down say this is a tool for B A by
collaboration...these things catch —
on at a grassroots level” Sy

///-- M) ANTERPRISE 2.
SYSTEM
— Mark Egan, VMware i f a DOESNT 60
ONLY 10% OF
THE
COLLEAGUES
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“Mandating what people use isn’t

necessarily where we want to l)): Al
go...we want to see things emerge
that are truly useful.”

— Jeff Abbruzzi, Williams-Sonoma
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up and top-down.” YOU ALSO NEED

WHO ISN'T
USING IT?
I WANT
NAMES!

LOGS!
THE RIGHT ATTITUDE
— Gia Lyons, Jive Software



Approach Adoption as a Lifecycle

“Adoption seems to happen in waves...the
technique and strategy that was successful
for wave 1 doesn’t work in wave 2 and
doesn’t work in wave 3...”

— Kathryn Everest, Jive Software

“In the beginning, there is a group of people
that just get it [adoption] done...[but] you
can’t assume everyone in an organization
understands the value of social software.”

— Gia Lyons, Jive Software

“Our marketing team has pulled together a
very detailed playbook with detailed
strategies based on the disposition of the
people you are trying to get onboard.”

— Jason Rothbart, Salesforce

“There will be a plateau as people get use to
it, but then we would like to see a gradual
increase as the use cases are refined...”

— Brad Dedrick, Model Metrics
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Closing Remarks

“...these are not
competitive benefits
you can buy; the [ESS]
platform enables it, but
you have to be willing
to do things differently.

”

— Kathryn Everest, Jive
Software
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Thank You & Questions

Top-Down Carrot/Stick

Target Define a Specific

Find a Champion Audience Use Case

Bottom-Up Carrot/Stick

Approach
Adoption
asa
Lifecycle




