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How IBM has transformed into social
business
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@delphinerb
Over last 100 years, the world has come to know IBM through the IBMer
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@delphinerb

The IBM brand strategy today still leads with the employee
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Evolution of online marketing

@delphinerb

Experimentation

Value: Web as a promotional
vehicle

Primary Goals: Trial a new
media concept, gain eyeballs,
build brand and drive awareness

Measurements: Cost per
impression

Marketing Tactics:

- Branding - buttons,
banners

— E-mail - newsletters, list
rentals

1996-2003

Source: Toolbox

Direct Results

Value: Web as a direct results
platform

Primary Goals: Drive traffic and
lead generation

Secondary Goals: Thought
leadership and branding

Measurements: CPL, CPC,
brand measurements confirmed
through surveys

Marketing Tactics:
— Search ads

Lead generation — white
papers, webcasts

Branding - IMUs, larger
units, microsites

E-mail - list rentals

2004-2009

Relationship

Value: Web as a relationship
management platform

Primary Goals: Engaging
prospects and customers outside
of their Web site

Secondary Goals: Lead
generation, drive traffic, thought
leadership and branding

Measurements: Cost of sales,
customer retention, brand
penetration and measurements
from direct results stage

Marketing Tactics:
— Vendor communities
— Two-way ads
— Messaging connections
using trigger marketing

— Successful tactics from
direct results stage

2010-2015

IBM ..
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Employee-generated brand interactions are growing exponentially

2008 2009
Media Library:  Media Library:
25,000+ uploads 50,000+ uploads
Employee-produced content Beehive: 9,700,000+ downloads
50,000+ members BlueTwit:
= Corporate-produced content 100,000+ 3,000+ accounts
o co_nr_1ections Beehive:
= WikiCentral: 60,000+ members
5 5,000,000+ 500,000+ connections
c views/month BlogCentral:
S BlogCentral: 153 800+ entries
9) 2007 143,000+ entries {7 300+ blogs
> Media Library: 16,000+ blogs  wikiCentral:
(2] 2006 10,000+ uploads Bluepedia: 260,000+ users
=) AP . 4.000.000 3,100+ pages 600,000+ pages
" Media Library: i il 500+authors 10 000+ new
S 2005 1,000 uploads downloads IBM Forums: : esinanil;
— IBMers author 1BM Forums: BlueTwit: 1 500.000+ pBallges n;gn.
© IBM's Social 1,000,000+ First sign-up 20~ tepedia.
: o s eSS 7400 pages
‘D ideli 4 :
% Guidelines . 2008 1,000+ authors
3 Media Library: Smarter people Cattail:
w“— First upload series begins, s
o 2003 2006 2007 283 700+ visits 200000+ files
o ValUEE g Interwoven sunset; w3 editorial SJP broadcast:
- ECM deployed; community 75 912 visits
= Last online edition formed, 19 o planet 2009
Qo of Think Magazine; attend Global ~ jnp- oo ont: 1,141 1BMers
g 2002 2004 w3 Editorial board  community call g9 £4a.visjtgmemmCan:publish:to
O 1999 Interwoven Intranet vg dissolved . The-Quarter:  g,m paimisano’s N W3 hoomepage
LB S5iE depeyEa 2003 redesian Sam.Palmisano’s 218,187 visits oy acutive page: (only 40% are comms
of Think  ~12 IBMers Publishad deployge d executive page: Performance 80,000+ visits *  professionals) .
Magazine can publish#te™ Values book Launehied arid.got  Repart- - Scorecard: §2b7ar7115%lSJP_ta It
inted=="W3 homepage ‘ 25,000+ YISItS 194,615 visits 194,615 visits s + VISILS
1999 2002 2003 2005 2006 2007 2008 2009

Time (year)




Snapshot of IBM employee social computing activity
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Internal

Blogs -17,000 blogs
SocialBlue — 70K members

WikiCentral =1 million daily
page views

lnnovationJam — 4 Jams,
500,000 participants

Media Library — 14 million
downloads

External

gréater BV

onnection®

300,000+
25,000+

100,000+
200,000 +

370,000+

IEM .
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social media guidelines, education,

IEM



80s-90s

Online VM

Chat Forums

(1980s)

Launched
online
employee
portal, w3
(1996)

Launched
Lotus
SameTime
Instant
Messaging
(1998)

Launched
developer
Works

Communities

(1999)

IBM social media programs timeline

2001

Launched
first all-
employee
online

brainstorm,

WorldJam

2003/04

ValuesJam:
Employees
collaborate
to create
Values

BlogCentral:

All-
employee
blogging
platform on
intranet

developer
Works
blogs on
iIbm.com

WikiCentral
launched on
w3.

2005

Employee
self
publishing
platform,
IBM
Media
Library,
launched
on
intranet

2006

IBM hosts
Innovation
Jam for

employees,
clients, etc.

2007

Cattail:
social file
sharing

DogEar:
social

tagging

Fringe4:
Internal
social
networkin

g

2008

BeeHive:
Internal
social
network

BlueTwit:
microblog
ging
behind
firewall

2009

Lotus
Connectio
ns
establishe
d onw3
and
ibm.com

SocialBlu
e: Internal
social
network

@delphinerb

Twitter

2010 2011
BlogCentralfSocial
WikiCentral Business
BlueTwit, & IBM
SocialBlue, §tool
DogEar, launched
Cattail all
merge into Expert
Lotus Locator
Connectiong 3¢r0Ss
P.O.E.
Social domains
Aggregator
Ia%%chged Dep_loyed
Social
Expert Business
Locator Manager
launched orflrole
ibm.com
IBMers form
largest
employee
communities
on LinkedIn,
Facebook,
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IBM social media governance timeline

Launch the
Social
Business @
IBM Tool
_ Create Social
Social Business
Conduct Computing Management
Enterprise Guidelines Council
Risk 3.0 Host Social
Assessment IBM SVPs Business Jam
Legal Host Social Build Social
Update publishes Business Intelligence
Blogging Social Forum System for
Guidelines Computing Social Media always-on
(now called FAQs located on crisis and
Employees Social | All employee IBM | opportunity
Write Blogging Computing BCG Enterprise monitoring &
Guidelines Guidelines) Education Risk Map workflow

2005 2008 2009 2010 2011
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Social Computing Guidelines Living IBM Values in the Digital World

IBM supports open dialogue and the exchange of ideas: To learn, to contribute

IBM Social Computing Guidelines

Blogs, wikis, social networks, virtual worlds and social media

v'Be who you are

v'Speak in the first person
v'Use a disclaimer
v'Respect your audience
v" Add value

v'Don't pick fights

v'Be the first to respond to
your own mistakes.

v'Use your best judgment.

v'Don't forget your day job.

Listen

Additional Education

Core Education

Optimize Setting Up

Create

ADVOCACY

AT SCALE.

Build constituency
with more audiences,
through

the networks of these
advocates.

BELIEF.

Engage the
decision-maker
by forging a

shared belief.

CONFIDENCE

Increase their (
*  confidence

that their action
matters.

v

ACTION.

Spur the
decision-maker
toacton

that belief.

IEM .
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Social Business enablement program

Social Business @ |IBM
T Your
i i g Badges
Social Business @ IBM: Overview (FPO)

Overview Education Social Enablement Expertise Locator I Centennial Programs

Your Progress =™
Our digital strategy places IBM's most important brand resource. the IBMer, at the center of our

social business efforts. It seeks to focus IBMer interactions on concrete outcomes: enhancing

social presence. projecting expertise, driving innovation, and delivering business value

This site is intended to help you achieve your social goals more effectively whether you're a Creating Defining your
newcomer to social media, an expert seeking to project your expertise. or an active social busingess presence
practitioner who wants to engage in specific IBM programs. = Read less

Basic skill-building courses for using social tools and networks

Social Computing Guidelines

Time: 10 Minutes Mark Completed

‘Why IBMers Need Social Computing « .

Time: 45 Minutes ™ How to Complete Start

ASSUiore! taakes Wil 2000 18 00Ch CEMQOCY B8 you OOpinte Olhes Sesba

Social Computing Demystified
Time: 45 Minutes ™ How to Complete

Welcome to the Expertise Locator, below you can find resources fo track your social activity as well as
resources to expand your reach,

My social activity and tools (beta) Experts now posting
Congratulations! You 2 = Batty Patterson
Publish My Expertise and Build My Network R compeien Yous Expetine IBM Distinguished Engineer and Chi
. . N Locator Profile. Now you're in o8 Architect for IMS
Time: 45 Minutes Start course » ® How to Complete S DL [ION K1 Iopeshon: AR Betty Patterson works out of the B

IBM to our customers. Silicon Valley Lab.. more)

Digital citizenship Personal s Jim Kahio

- IBM Fellow

i . =N q L] W ™
Time: 45 Minutes Start course » = How to Complete IBM Fallow Jim Kahlo, a renowned

o . [ COﬂ'lIng soon: & exped n the mcropro.. more)
Communities and relationships Get your personalized
o social metrics = Padmaja (Padmaja) Patil
Time: 45 Minutes Start course » ®How to Complete S /s:

In Expertise Locator Project. !




_ _ @delphinerb
Evangelization: Blue IQ Ambassador program

Worldwide community of social
software evangelists passionate
about social networking

Volunteer their time and talent to
energize and enable every IBMer to
benefit from using social software,
both internally and externally

Fublshed on i 13, 2108
[ g Colaborate - Share
[ )
] S Socicl softwore
s Lead the way
aa
i Comeunity Success stodes S
s [ Bpetroness Business

Jumpstart
Engagemznts

woerznsiee BIUEIQ Ambassador Program Overview
t

1Q ambassador?
e socidl software exgsrts who hep (B indnadual employess, beam 20d communites with using [BM sacal saftwars, e need 3
ther tine and taent, to ergis and ensiie eviry 189 ensloyes in ceder for

 Dacoms pogular.. netweding with others with sinlae mtersst and passion
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Using social media to surface IBMers’ expertise

IEM .
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Surfacing experts: In our mass marketing...
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Surfacing experts: On our own domains

Meet the experts

Connect and
collaborate

Manage risk and
security

Turn information
into insight
24

AN

Ed Brill - Director of Product
Management. IBM Lotus

George Parapadakis -
ECM Business Value
Advocate

Calvin Powers - Security
Architect, IBM Tivali

Ed is responsible for IBM
Lotus end-user messaging
and collaboration. Contact
Ed and collaborate more
effectively.

e Options to connect

Calin's experience can help
you take a comprehensive
approach to security, risk
management and
compliance.

e Options to connect

COwer 15 years specializing in
ECM and leading the ECM
Strategic Innovation Council.
George can help you tum
content into strategic
advantage.

e Options to connect

How to participate

View

your profile on w3,
ibm.com and
non-1BM domains

Sign up

to create your profile

Enable business
service

Nrive enternrise
- is

O Meet the expens

022 ¢ F

_ Goanm Pumametne
e Options to

Grady Booch -
Research Scier

Recognized inte
software archite
engineering. an
development. G
you innovate an
your software d

e

Aveata Loy A vy (ammns g e Badeus Shadoen Dysmans  Dmat Ot L sstw
I Laade . N e L Vb Ag et et i el R Y n o
Pl i o BN ) -
wrty Acpaty - Y
e Faedd Lndie v e et Dumats & Lot of e 2 Aesng
Arvweis Boy n e Bahaee e A ey e Duprans /bt Arsarwmant rasee Seamey 0 an ..
T Aihindt Londes i 02 Lander e B2 Sotuan Leme o IV Sl eme . L.oe sea =de
Aore v noe ~ra "nte o Mee °
-

Interact
with people who
value your expertise

s
|
e ARFPELATEFA"
T =
B P o B B
. [ n- e
mmmm— = =
s
. [ ]
-‘-\‘

H’E._.

Grow IBM’s digital eminence

IEM .
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gregating experts’ social activity across Web on our own domain

800 1BM - Impact 2010
<[> ||+ B rttp imwwwibm comimpact20 ¢llar

IBM >ms Tour2010

Add your voice to 1 Tag your s #smartersystems.

Register « Login « Find IBM SmarterSystems: [E3 | |

v
1BM SmarterSystems Tour 2010

O Bogs OTweets ®All Lastest  Mos

Search - A This site provides real-time updates of all social activity
surrounding SmarterSystems Tour 2010, including tweets,
blog posts, and conference photos & videos. To join the

) drakoeo: Eros #smartersystems consoquat ultricies ut vel turpis. In quis conversation, just include the hashtag #ibmimpact in a tweet.
g ©ementum mauris. Vestibulum id turpis forem. htip://oit y/Olir8k
. 314108 via swootoeck Register to share your social channels

and include your blog posts «

mick87: Sed at ipsum id. Eros consequat ultricies ut vel turpis. In qu
‘elementum mausis. Vestibulum id turpis lorem. Integer aliquet venenatis.
3408

e

Live stream title 13pt; 12:050st (current time in halvatica 11)

bugs3y: ¥smartersystems Eros consequat ulticies ut vel turpis
In qu elementum mauris. Vestioulum id turpis orem, Integer aliquet
venenatis pulvinar. Etiam.

214108 via switerbony

mick87: Sed at ipsum id. Eros consequat ultricies ut vel turpis. in qu
elementum mauris, Vestibulum id turpis lorem. Integer aliquet venenatis.
31408

bugsdy: Sed at Ipsum Id. Eros consequat uitricies ut vel turpis. In qu orran 44 €3
elementum mauris, Vestibulum id turpis lorem. Integer aliquet venenatis.
/408

mick87: Eros consequat ultricies ut vel turpis. In qu elementum mauris.
Vestibulum id turpis Integer aliquet venenatis pulvinar. #smartersystems
via wab

bugs3y: Eros consequat trices ut ve turpis. In qu elementum mauris.
Vestibulum id turpis lorem. Integer aliquet venen. #smartersystems etiam.
314108 via UberTwitor

Previous

Michelle Miller, Speaker

bugs3y: Sed at Ipsum Id. Eros consequat ultricies ut vel turpis. In qu
‘elementum mauris. Vestibulum id turpis lorem. Integer aliquet venenatis.
b Michelle Miller, Speaker

E bugsdy: Eros consequat uirices utve urps. I qu slementuem maus
o | Vestibulum id turois lorem. Intecer aliuet venenat's #smartersvstems. Michelle Miller, Speaker

Load

AboutIBM  Priv: Termsfuse  1BM Fe

16
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Surfacing experts: On third-party platforms (First ever Slideshare network)

:;, slicddashare  +om: come csanss evory Movs JsLoAn # Luanvth

IBM Expert Chanpel

¥ B "

IBM
| | Uaerrsarw Lo Faalured =rasen

IBEM

Expart

Channel ‘

"wan
" ' 1 2
T
L} r
N30t Tha BV Fapert Srorned be coadzoec 't he ASK "q th I lr
> weeway b ek o e s b e 0pen Soll
Burhein b seanys A ar weparts ard
PIONTIA BAre renns car aeren R e iy p
? ke meredees peveaTaieree cecartechs 2o

dircetrrhsarize relsstyrrdreisrn B

peodsng IS e At Boos b oare

eI e e eri Dy IBM
SREEAR b O b e ST L I E

RALEYL SR |
VNaais

Username delphREB

B Lik=

[# Poston wall

[:=] Private message

-EE- @ Style your profile

Hame IBM
Location London, London, United Kingdom

Industry Technology / Internet

Ahrart Nalnhine Romu-Rnntann ic WAAW Sarial

@
.0.. e
3N

”ert' Network

:%Slideshare HOME GOPRO CHANNELS EVENTS | UPLDAD 4 r

L o, M 'I‘”m*

m " |
Analytics Mewsfeed Presentations [

Presentations (7) Edit uploads

Foursquare for

Tapping the power of
business social med...



http://www.slideshare.net/delphrb
http://www.slideshare.net/delphrb
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Move from ...to helping

telling people people
about experience
a Smairter a Smairter
Planet... Planet

IEM .



IBM 100 Social Campaign example @delphinerb

The Celebration of Service social conversation

Celebration of Service participants worldwide uploaded over 1500 photos on ibm100.com.

Gresntang #IBM100 #progress —
TheAtlantic 7 F
IBIN's First 1[!] \‘haﬂ Aﬂawly llisstrated Timedine hitp:heatin te
ACERTO by Galesismadngal

‘;&«.

B hown age 17 Favosne S Aetseet ) Raply

miattkrantz e <
309 ?50 ﬁ, Find cut how IBM has lasted 100 years {any why so many ather
1 :omparmes crash and bum): hitp fusat kyimDNZE3 2ibm 5§
Hours
Euvrope 1000 Doys Giobal Mentions Count for 16
1 EBU 1 91 P Chck 204 et zo0m i Dot Cicko 00m ot
3 3 25000
- Tllrkly! b
Hours ) North mgﬁ_ 2000
North America : | Imq - 15000
8 J7|’/_.;.Igerla [J' . e
: Libya 1
S ‘ Saudi
™ e J* Arabla | o0 s
P.Inurllniadl : o *raan n ik son o ™~
000
000
°°° |
o
Fed Ma’ Apr 1t May Jun

130,578

Hours
South America

l The sentiment expressed in the Celebration

of Service social conversation
was notably high, with the conversation classified as

4% "very positive"”, 15% "positive", and 0%

negative.
IBEM .




Another campaign example

*Wimbledon — LHR campaign — video

IEM .



Social Media measured —report Metrics @delphinerb

Social Media KPI #1 Social Media KPI #2

500

Informa i

Smarer et tion . Center

| S infrastr  PYamt (Sun)

o ||somee o ucture ¢ 10%
- S, (Ewcg Infrastr
® Smarter Traffic VMwa... ucture

(1BM)
31%

100

i
0 —_ 2= 4
J"m 09 Feb-09 Mar-09 Apr 09 Mw 09 Jun-09 Jul-09 Aug-09 Sep-09 Oct-09 Nov-09 Dec-09

4% Volume
Size of half circle

Sentiment
M Positive
" Neutral
M Negative

Social Media KPI #3

Relationship
Width of connecting li

Sentiment (how to measure)

HP UX IBM AIX IBM Power  IBM system i, AS/400, Linux Sun SPARC Sun Solaris
Systems serles Enterprise



Evolution of social KPIs
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Objective Metric Measure
Generate awareness -Traffic from social -# of clickthroughs
-Reach and impressions -# of visits

-# of viewers (reach by tgt audience)
-# of impressions/freq of exposure

Set the agenda

-Volume of voice

-Social assets published

-Views of social assets
-Sentiment

-# of keyword mentions

-# of assets

-# of visits to assets

-% positive/negative/neutral

Beat the competition

-Share of voice
-Sentiment
-Competitive wins

-% of mentions (versus competitors)
-% positive versus competition
-TBD: Competitive wins

Build advocacy

-Non-IBM advocates
-Outcome of activity

-# of Champions recruited
-# of influencers reached
-Quality of social activity/influence

Increase thought leadership and
influence

-IBM SMEs
-SME social eminence
-Preference for IBM

-# of SMEs recruited and active

-Reach, authority, respect, influence, of SMEs, competitive

wins
-Leads and Brand health monitor?

Develop community

-Network growth
-Engagement
-Community sentiment

-Growth in # of members

-Comments, responses, likes, re-mentions, ratings

-Community value and SAT

Transform the business

-Market insights

-ldeas for business transformation, product innovation, new

markets, etc.

Capture leads
Earn revenue

-IWM registrations
-Validated lead revenue

-# of conversions/registrations
-$ from VLR and Win revenue

IEM .




http://www.youtube.com/watch?v=Y|MTx4b6bLw&feature=player embedded#!
Stop at 1.09

IEM .


http://www.youtube.com/watch?v=YjMTx4b6bLw&feature=player_embedded

Thank you

Delphine Remy-Boutang
@delphinerb

founder & CEO

the social bureau
www.about.me/delphineRB
My Social Media Blog
Linkedin

Slideshare

Facebook

My Social Media daily News

You have two choices:

You can continue to lock
yourself behind facile
corporate words and happy
talk brochures.

Or you can join the
conversation

The ClueTrain manifesto


http://www.about.me/delphineRB
http://delphrb.wordpress.com/
http://uk.linkedin.com/in/delphrb
http://www.slideshare.net/delphrb
http://www.facebook.com/delphine.remyboutang
http://paper.li/DelphRB/1294153640

