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BEFORE NOW 

Inside company 
Multifaceted, large 

networks of stakeholders 

Why a Social Ecosystem is Important 
Today!  

Source:2010 IBM CEO Study 
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Social Amplifies the Ecosystem Impact 

65 million 
Tweets a day 

 500 million 
 Facebook users 

 80% 
 Companies use 

Facebook for 

recruitment 

 2 billion 
YouTube videos a day 

 1 billion 
iPhone apps 

in 9 months 

 200 million 
Blogs today 

 Daily 1 million 
New LinkedIn users 

Source: “Socialnomincs” by Erik Qualman 
Source: Jake Hird, econsultancy.com  



Source:   Get Bold.  Your Social 
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Engaging 

Transparent 

Nimble 

What is Social Business?    

Use of collaboration/social 

networking to enable global teams 
To work more effectively 

Outperformers 

57% 
MORE Underperformers 

44% 

28% 

Source: IBM CIO Study, 2010 

Note: Outperformers are derived from an analysis of the compound annual growth rate (CAGR) for 
2003-2008 EBITDA within industries. Outperformers represent companies above the median: n=203 
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Align Organizational Goals & Culture 

Gain “Friends” Through Social Trust 

Engage Through Experiences 

Network Your Business Processes 

Design for Reputation and  

Risk Management 

Analyze Your Data 

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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Focus on building the house … not the hammer! 
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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Align Culture 

• Water 

 

 Hear it from people they trust 
 See evidence 
 Experience it 

Beliefs 

Actions 

 
• Shared Vision 
• Easy way to start 
• Role models set an example 

• Hear it from people they trust 
• See evidence 
• Experience it 
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Carter  

 Source:  “Get Bold: Creating a Bold Social Media AGENDA for Your Business” by Sandy Carter, 
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IBM Case 

Study: 

 

Align 

Corporate  

Culture 

Social Computing Guidelines: 

 

 
 Spring 

2005 May 

2008 

Empower everyone to participate 

     Employees = brand ambassadors 

 

Build a culture for participation starting 

inside first 

 

 

Experiment.  A lot. 

    Gaming.  Jams. 

  

© 2011 IBM Corporation 
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Social Business, not social media.   
Your goals and beliefs are the 
most important step  
in becoming a Social Business.  
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Friends and Social Trust 

 

  Honesty  
 

Desire what  is  

best for the 

other 

Mutual 

understanding 

and  

compassion 

Care and Commitment 

Built over Time 

By Transparent, Open Communication 

What is 

a 

„friend‟? 

Social 

Trust 

Common interests, financial exchange, dislikes, 
relationships of beliefs, knowledge or prestige 

Source: “Get Bold: Creating a Bold Social Media AGENDA for Your Business” by Sandy Carter, 

ISBN: 0132618311, Copyright © 2011, IBM Press 



Friend Approach  
aka Brand Ambassador Strategy 

• Go where your friends go  

 

• Have a party with your 
friends 

A community isn‟t built,  
it‟s connected by offering and accepting 

78% 
of consumers  

trust peer  

recommendations1 

1Source: CIO Insider, January 2011 
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PRATT & WHITNEY 
F135 Engine  

• Aggressively promote F135 

program milestones, successes 
 

• Comprehensive lobby process 

 

• Consistent, integrated electronic 

communications 

• www.f135engine.com 

• Engaged and transparent “voice”  

 
www.f135engine.com 

 - 300,000+ visits 

 

http://www.f135engine.com/
http://www.f135engine.com/
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Overwhelming 

response!  
46,000 ideas posts 

1.5 million pages viewed 

Active postings by 50% of 

client organizations  

Lessons Learned 

 
Successes and Lessons Learned 

1,000+ companies participated 

20 Industries represented 

Jammers returned on average 8 times 

 14 immediate major opportunities identified 

  

“Invite” Your Friends to Your Party 

150,000 participants – business partners, clients, university 
researchers and IBMers – from 104 countries 

together for 90 hours of jamming 
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Know Your Tippers   

500 Billion 
# of consumer impressions  
shared on products & services 

16% of users generate 
80% of messages 

Source: comScore, Social Networking Phenomenon  
Source: sinotechgroup 

1. Share information with them 

2. Listen to them 

3. Involve them 



Source:   Get Bold.  Your Social 
Business Agenda by Sandy 
Carter  

 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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Green rules and regulations Flights/Network Disruption 

Not all forms of communication are created equal 

For establishing trust, video is better than audio 
and  audio is better than a chat window.  

The Hierarchy of Trusted Communication 
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Friends matter. In the next five years, 
consumers will increasingly rely  
on themselves – and the opinions of  
each other – to make purchasing  
decisions 
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N Europe = 2841 / Filter = None 

N Global = 2884 / Filter = None 

2
0

1
0

 

 

Integrated 

Interactive 

Identifying  
 

Engage Through Experiences  
What is an exceptional experience?   
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Integration 

Audi Super Bowl campaign: 

• Unique Twitter hashtag [#ProgressIs],  

• Facebook „Estate Sale‟ game,  

• Commercials on  YouTube.   

• „Re-think Luxury‟ message with a multi-platform 
campaign 

•   

http://twitter.com/audi
http://apps.facebook.com/estatesale-tm/
http://www.youtube.com/watch?v=3snyXTNmFm8


Source:   Get Bold.  Your Social 
Business Agenda by Sandy 
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ISBN: 0132618311, Copyright © 2011, IBM Press 
 

420  
Followers 

790  
Tweets 

B.U.s PR / MR 

3,058 
mentions 

Content Activation Plan 

SMEs 

Monitoring & 

Engaging  

Coordinated Dialogue 

54 
Comments 

3,000 
Clicks on 

bit.lys 

Videos & 

whitepapers 

most popular 

Target Site List 

Social Business Manager 

180  
Retweets 

Owns  

6 lists 
603 

Following 

Listed 43 
times 

Integrated:  Social Business Manager 
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Aggregated data is consolidated and 

shipped to the water control boards in 

the local regions 

Use your iPhone – take 

a picture 

 

Upload:  water level, 

flow rate, trash level 

Interactive: Mobile Crowdsourcing 

   Copyright IBM Corporation 2010. All rights reserved. creekwatch@almaden.ibm.com 
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Interactive:  Volvo Virtual Gifting 

5.3 million Volvo-branded 
checkins 
 
1.3 million Volvo-branded 
virtual goods (including a 
steering wheel, a wheel, 
the Volvo iron mark, and 
the S60 vehicle) 
 
20,000 clicks to “See the 
S60 in Action”  
 
Click-through rate (CTR) 
of 1.5% 
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Interactive: Social Gaming 

../../../Local%20Settings/Desktop/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Documents%20and%20Settings/Administrator/Local%20Settings/Documents%20and%20Settings/Administrator/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Local%20Settings/temp/2150_Innov8_ShortTrailer_101107.wmv
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Identifying:   Building relationships drives 
business value 

../../../Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/Temp/Local%20Settings/$Sandy/2009.%20MUMBAI%20TAPEI/FABERGE_CUTDOWN_small.wmv
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Several core points: 
 
•Virtual gifting will become mainstream 
 

•Social Gaming will become “the” currency 
 

•Everything is mobile  
 

•Put a ring on it. Engagement is Queen! 
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Network Your Processes 

Which of your key global processes would 
improve with social added in? 

 
  What "social processes" do you need to 

enable cultural/social transformation? 

Effective Efficient 
Competitive 
Advantage 
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Product  

& Service 

Development 

Marketing, 

Customer 

Service 

Deepen client 

relationships 

Drive 

operational 

effectiveness 

Workforce 

optimization 
Operations, 

Human 

Resources 

Traditional Business 

A Social Business 

 'Push' marketing via 

traditional channels 

 Control over brand 

image and brand 

communication 

 Builds trusted relationships and 

increases sales through relevant 

messages across all channels 

 Drives brand advocacy through 

communities and dialog 

 Invest in R&D 

 Generate new ideas 

internally 

 Test ideas in market 

 

 Shares insights to generate break-

through ideas and speeds time to 

market, gaining market insight and 

readiness 

 Email and phone based 

communication 

 Knowledge kept in silos 

 Reaches out to professional 

networks to respond faster with 

business decisions to new 

opportunities, saving money 

 

Social Enable your Processes 

Entry Point 



Source:   Get Bold.  Your Social 
Business Agenda by Sandy 
Carter  

 Source:  “Get Bold: Creating a Bold Social Media AGENDA for Your Business” by Sandy Carter, 
ISBN: 0132618311, Copyright © 2011, IBM Press 
 27 

Social Enable  - Product Development    

Product Development Process 

Reqmts  
& Concept 

Definition  
& Plan 

Develop 
& Qualify 

Ramp Up 
& Launch 

Life Cycle 
Mgmt 

OLD PROCESS: 

SOCIAL ENABLED PROCESS:  COACH 

Crowdsourced  Bags 

Add Crowdsourcing! 
• 6 million engagements 
• 8.5 mins with the brand 
vs avg 1.2 mins 
• Brand awareness 
increase in ages 12-24 
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Social Enable Your Marketing 

OLD PROCESS: Direct Mail, eMail, Telephone, Advertising, PR, Events 

SOCIAL ENABLED PROCESS:  IBM 

Live Chat Mobile / promo  
     campaign 

Virtual  
Events 

Lead Conversion Lead Nurture Lead Generation 

Add in Social! 
• Live person chat ROI = 56X 
• 10% more registrants per 
event at low/0 cost 
• 40% of promo registration 
target achieved in 72 hours  

© 2011 IBM Corporation 
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Social Enable  - Customer Service 
 
OLD PROCESS: Traditional phone, on line support, call center reporting 

SOCIAL ENABLED PROCESS:  Zappos!   

Add Twitter & Blogs! 
• Employee Tweets and TwitPics 
• CEO blog & Twitter  



Source:   Get Bold.  Your Social 
Business Agenda by Sandy 
Carter  

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

Business processes are the 

“soul” of your company – to truly 

be a social business, you must 

embed social into your soul. 
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Reputation Management  

 

VS 

 

Crisis Management 
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Design for Reputation and Risk 
Management 

Have a plan and a team 

• Develop a Disaster recovery plan!!! 

Be proactive and fast! 

Be transparent with 2 way 
dialogue 

• Don‟t try to manipulate 
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Align Organizational Goals & Culture 

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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Sharing 

CRISIS 
HITS 

Mainstream 

0 Hour 

Hour 6 

Hour 12 
Hour 18 

Blogs 

Hour 24 

Search 

Editorial 

Proactive and Fast 

Micromedia 

http://www.thedailygreen.com/cm/thedailygreen/images/p9/digg-logo-heart-lg.jpg
http://images.google.com/imgres?imgurl=http://www.isical.ac.in/~clia/2008/images/google_logo.jpg&imgrefurl=http://www.isical.ac.in/~clia/2008/index.html&usg=__sSUaMN0KVfLiiYfHE1-fQDURoeo=&h=1500&w=3600&sz=277&hl=en&start=2&tbnid=o78WRIXSFwEmKM:&tbnh=63&tbnw=150&prev=/images?q=google+logo&gbv=2&hl=en
http://images.google.com/imgres?imgurl=http://ec.mashable.com/wp-content/uploads/2007/06/technorati_logo.JPG&imgrefurl=http://mashable.com/2007/06/19/blogging-toolbox/&usg=__o-WhFCV-I5XKTp_jZbPY6iauH8k=&h=74&w=246&sz=4&hl=en&start=6&tbnid=KJi2kk2MWKGKJM:&tbnh=33&tbnw=110&prev=/images?q=technorati+logo&gbv=2&hl=en
http://images.google.com/imgres?imgurl=http://ec.mashable.com/wp-content/uploads/2007/06/technorati_logo.JPG&imgrefurl=http://mashable.com/2007/06/19/blogging-toolbox/&usg=__o-WhFCV-I5XKTp_jZbPY6iauH8k=&h=74&w=246&sz=4&hl=en&start=6&tbnid=KJi2kk2MWKGKJM:&tbnh=33&tbnw=110&prev=/images?q=technorati+logo&gbv=2&hl=en
http://images.google.com/imgres?imgurl=http://l.yimg.com/ds/orion/us/y_news/logo/ynews.gif&imgrefurl=http://buzz.yahoo.com/publisher/y_news/Yahoo-News?page=7&usg=__M_hDvPOSq5vwLxLUi6a0Ig9tyiU=&h=115&w=154&sz=9&hl=en&start=3&tbnid=oJIzkheVt8EyVM:&tbnh=72&tbnw=96&prev=/images?q=yahoo+news+logo&gbv=2&hl=en
http://images.google.com/imgres?imgurl=http://www-sop.inria.fr/members/Sylvain.Pion/images/delicious_logo.jpg&imgrefurl=http://www-sop.inria.fr/members/Sylvain.Pion/&usg=__91ltA5upgkKnpQEwRJhYlU1PoJU=&h=119&w=401&sz=6&hl=en&start=3&tbnid=7jTPGw0GY6FOiM:&tbnh=37&tbnw=124&prev=/images?q=delicious+logo&gbv=2&hl=en
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Example: Proactive 

 Example:  

2 Way Dialogue 
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Reputation management is 2.0. 
 
Plan for recovery! 
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BLOGS 

DISCUSSION FORUMS 

TWITTER 

NEWSGROUPS 

FACEBOOK 

Source Areas 

 Dimensional 
Analysis 

 Filtering 

 Voice 

 

 Keyword Search 

 Dimensional 
Navigation 

 Drill Through to 
Content 

 Relevant Topics 

 Associated Themes 

 Ranking and Volume 

 Relationship 
Tables 

 Relationship Matrix 

 Relationship Graph 

COMPREHENSIVE 
ANALYSIS 

SENTIMENT 

EVOLVING TOPICS AFFINITY ANALYTICS 

Business Drivers 
Customer Care Corporate Reputation 

Campaign Effectiveness 

Competitive Analysis 

Product Insight 

MULTILINGUAL 

Analyze Your Data 
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Social analytics is the new black! 
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Align Organizational Goals & Culture 

Gain “Friends” Through Social Trust 

Engage Through Experiences 

Network Your Business Processes 

Design for Reputation and  

Risk Management 

Analyze Your Data 

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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Available August 2011 

Order advance copies NOW: 

ISBN-10: 0132618311 

ISBN-13: 9780132618311 
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Follow me @  sandy_carter 
http://twitter.com/sandy_carter 

 

 

 

Subscribe to my blog 

http://socialmediasandy.wordpress.com/  

 

 

  

The World Changes Fast! 

http://twitter.com/sandy_carter
http://socialmediasandy.wordpress.com/
http://twitter.com/sandy_carter
http://socialmediasandy.wordpress.com/
http://socialmediasandy.wordpress.com/

