Smarter systems for a Smarter Planet.

The IBM Smarter
Government
Briefing Series

Briefing 3:
The Future of Citizen Engagement

Get Spetal’ Connected

Mike Handes (| @mikehandes

Social Business Innovation Lead, IBM
19/07/2011

L]

[ [THLL

[

[y
IIII

[l

| 2L |

TECHNOLOGY BEHIND BUSINESS ; .
= MIKE HANDES SOCIAL BUSINESS INNOVATION, IBM =




Agenda Iﬁf
%)

(il
=Inslght consumersy twitter ns n c a

S AGEnta’ . gnvernment—

|| ||
ﬂ- trnnspnr'ﬂnt pnrtaluil B“ﬂ mashup voutube facebook EIHH‘III'EE

- |BM hesgagms o collaboration

riorities

xperﬂs

s @NBIVHiCS S zimproving e
;i: increased E

\ |
P
i
e E=E




IBM's Government 2020 Report ..(.?

. . . . ik
Governments must simultaneously deal with the effects of six drivers that are reshaping our i|:||:ii

world, while building a foundation to promote the future prosperity of citizens [lwll

CHANGING DEMOGRAPHICS \

Median ages are rising in the
developed countries.

ACCELERATING GLOBALISATION
Countries and societies are becoming
more economically interdependent
across social, political and cultural
boundaries.

RISING ENVIRONMENTAL
CONCERNS
Societies and governments are

- becoming more attuned to what the

EVOLVING SOCIETAL RELATIONSHIPS
Today, governments are expected to
deliver results and value through
secure, private services that are
available anywhere at any time.

earth can provide and what it can
tolerate.

GROWING THREATS TO SOCIAL
STABILITY AND ORDER

' From terrorism to armed conflict to
pandemics to natural disasters, the
character of threats is changing.

\/

EXPANDING IMPACT OF
TECHNOLOGY

The adoption of the Internet is
remaking the landscapes of business,
healthcare and government.

Today’s imperative: Managing within the current global financial and economic crisis in a
way that begins to solve the above challenges and lay a foundation to build a better future.



The Current Environment for Governments i
[[Wiigy

" Investment Optimisation — further
reducing operational costs while
improving IT capabilities and capacity

= Economic Recovery and Altered
Priorities — stimulating the economy
through various programs and
executive priorities

* New expectations for government
— citizens looking for government
leadership in rebuilding the
economy, supporting their needs, and

keeping them informed



Current challenges have elicited a variety of responses

" Improving citizen access to critical
services through Web-based information
delivery and Web 2.0 participatory
government

" Increasing responsiveness by providing
constituents with a self-service model
for routine tasks, enabling employees to
focus on exception issues

" Providing better, faster service with online
forms tools that lead citizens through
complex government transactions

" Improving the ability to provide
interagency collaboration, especially in
complex emergency response situations
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Government Collaboration i

20 CENTURY GOVERNMENT 215STCENTURY GOVERNMENT

Non-government Organizations

Energy Other Countries
® Universities and Governments
State g Labor
Agriculture @ Education
Commerce ® Healthcare
Defense @ Treasury
Housing ¢ Transportation
® Private Sector Communities
Justice
GOVERNMENT GOVERNMENT

By thinking and acting in new ways, government leaders have the opportunity to
make policy decisions and develop plans that will make a lasting contribution to
the economic health and welfare of their communities.



3 big ideas to build one smarter planet ii'lln

& Instrument the world's systems
Smartphone shipments will outpace PCs by 2012

@ Interconnect them

Social networking accounts for 22% of all online time

& Make them intelligent

Social data analytics opportunity will grow to 1 Zettabyte by 2011

“‘Watson is the latest example of IBM's 100-year history of scientific discovery.”

- Sam Palmisano, Chairman and CEO of IBM T \ l
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More than 500 million active users i ..::

ll
50% of these users log in every day H

Users spend 700 Billion minutes a month on Facebook

More than 30 billion pieces of content are shared a month

* 140 Million tweets per day
* 460,000 - Average number of new accounts per day

* 6,939 - Current tweets per second record, set 4 seconds
after midnight in Japan on New Year’s Day

* Every day, 2 Billion videos are watched
You Tu be e 24 hours of video uploaded every minute
* More video uploaded in 60 days than 3 major \ l

Broadcast Yourself US networks created in 60 years N -l
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Australia Internet & Facebook Usage i

H User age distribution on Facebook in Australia
Australia x

................................ Pz =
10% 16-17 6% m

Internet Usage Statistics: s — B-24  26%
17.033.826 Internet users as of Aug/2009. 50 1% - ] - Ty i 25-34  26%m
Over 85% of R
new handsets will i ~ 7% 55- 64 59 =
have mobile Web 1 billion : 65-0 3% =

access by 2011 6%

YEAR  Users Population % | mobile Internet

2000 6,600,000, 19521900/ 3 users -

2007 14729191 20434176 704 worldwide a5 socialbakers
2009 16.926.015] 21262641 796%

2010 17.033826 21262641 301 %M,

ook in Australia

Australia Facebook Statistics

male 4E%
. female 5404 m
General info

AR
Total Facebook Users: 10 031 300 TOP 5 brands in Australia 29 B
Position in the list: 17. : ;

Bubble 0' Bill Ice Creams 973 680 o . ‘
Average CFC: $1.21 UGG Australia 756 341 ——
46% T socialbakers

BONDS 548 735

Coca-Cola Australia 427 635 ) J
Pringles Australia 399 607 ‘ . I




Consumers with accounts on social sites

Percentage of consumers with accounts on social sites

Media sharing sites

=
Microblogging sites N 37 %
o99mg B 24%

N, 30%a
Blogging sites N 24%

2%

P 10%

Social bookmarking sites  [[INNEGEGEGEEN 12°:
A

I 5

No accounts [N 13%
P 20%

Motes: 1) Sample size N=1056. 2) Generation Y: People born between 1875 and 1992 (18 to 35 year clds); Generation X: Pecple born between 1965 and 1974 (36 to 45 year
olds); Baby Boomers: People born in or before 1964 (46 years olds and older).

Source: |IBM Institute for Business Value analysis. CRM Study 2011.

. 27 %
Wikis IR 22%
14

N 20%s
Social review sites [N 16%
I 19%

Il GenY
B Genx
| Baby Boomers
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Social networking sites IR 790
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Companies with a profile on a social site o

Percentage of companies with a profile on a social site

MN=349

Social networiing stes 7S 7 S
MN=347

Mecia sharing sits
M=343

Microblogging sits
N=343

wics
N=342

Blogaing sites
M=338

Soca eview sites
MN=339

. Have a profile/presence . Do not have a profile/presence . Don’'t know

Mote: Mumbers rounded to equal 100 percent.
Source: |IBM Institute for Business Value analysis. CRM Study 2011




facebook e Prefle Paibreods Acces

_ VicRoads Customer Service
“ Vv1C roads Product/Service

£l wall

Favorite Places

Which place do you like better?

= Info T : : = ] . s ; ESPN Zone at Disney's
Fhotos Boardwalk
: wall VicRoads Customer Service - Most Recent « Resort
Transactions Vate for this
hl Video Ella Gazzola Brookvale McDonald's
FAQs Hi, I'm trying to re-book my License test, and my friend told me about a cancelled Fast Food Restaurant
; test list which may be able to provide me with a doser test date. Is this available Vote for this
About and how would I go about booking a date through it? Nt - B Fonr Eorhes

17 hours ago

vicroads, vic.gov. au Location:

VicRoads Information Services PO AN k] Janet Manzano You need to keep on logging on the website and Sponsored Create an A
Box 1644... g ! choose reschedule booking. Itis just by chance to get cancelled Who S hed You ?
Mare bookings. Be ready like the next day or 2 s sl
peoplelookup. com
12 hours ago i :
Find anyone locally.

1 5458 VicRoads Customer Service Hi Ella, we currently don't have a Search 100% free and
people like thiz V ‘cancelled test list’ for drive test cancellations however; az Janet hag Basy

said, you may look for the next available drive test via our wehbsite

Create a Page http: ffgo. vic.gov.au/zfed12. As tests can be cancelled via tele. ..

Subscribe via R5S SEE I":Il:nrnel-I
about an hour ago
Report Page g 3 Foods Never To Eat!
Warning: These 3 “healtt
Share

foods”™ secretly give guys
a flabby belly. Avoid ther
like the plague! Click hers

Carl Reeson
hi there, i wondered if it was possible to discuss a licenceing issue

18 hintire san
13 nours ago

VicRoads Customer Service Hi Carl, I have sent a PM for further §
‘ info. Cheers, Cathy. Never wear glasses again

I'I|:lE".-'E5LIrgEI"'.-' JCom.au

\7
(4

18 hours ago
Blade free laser eye

surgery is approved for
SAS, top gun and
astronauts. Make your
glasses and contact
lenses a thing of the pas

Sandi Semmiler

I'm trying to make an appaintment to register our new frailer, but the phaone just
gives me the standard “we are experiencing a high volume of calls....” then hangs
up on me,..is there any way I can make an appointment online?? It really shouldn't
be so hard.

-

Hew Slots Game!
13 hours ago PEEEERETTTTE  Plav on Facebook today!

[ i



Home Profile Find Friends Accou

HEL P REMAME QOUR
TOWN FROM SPEED TO

SPEEDKILLS

f b Like ws o Facebook

it
B wal
i Info

Photos
- Welcome

' Facts

About

20,000 of you are now behind our
mission to let people know
Speedtils, Tha...

More

34,600

people like this

Create a Page
Subscribe via 55

Renort Pane

Rename Speed

Cause * Speed, Victoria, Australia

g Like

‘Like’ us to help
ren

ame Speed

-

Thanks for dropping by. If you and heaps of others 'Like' our cause, we'll change our
town name to SPEEDKILLS. So go on, help us put a stop to rural speeding and reduce
road trauma by passing the message onto your family and friends.

Favorite Places
Which place do you like better?

Brookvale McDonald's
Fast Food Restaurant
Vote for this

Filu
Restaurant
Vote for this

Mext - See Your Favorites

Sponsored Create an A

Apple iPads Only $24.877

Today Only: We Are
giving away 1,000 Apple
iPads at & 97% discount,
Click HERE to get yoursel
an Apple iPad for only
£24.871

3 Foods Never To Eat!

Warning: These 3 “health
foods™ secretly give guys
a flabby belly, Avoid ther
like the plague! Click here

Find Hidden Objects!

e Flay the new addicting
hidden object game on
Faceboaok!

Micolz Briggs played this.
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NSW Police Force

& Follow

Tweets

oy
L -4

PN

Favorites
nswpolice 150 Folice
Man charged over alleged armed robberies on buses — Eastern
Beaches

nswpolice 1150 Po

Search

H & About @nswpolice
NSW Police § About @nswp
@nswpolice Sydney, Australia 1,968 175 13,719
Official Twitter site of NSW Police Foree. Please do NOT Tweets | Following | Followers

report crime here. To report crime - Crime Stoppers 1800
333 0o0. In an emergency - Triple Zero (ooo).
http:/fwww.police.nsw.gov.au

You and @nswpolice

441
Listed

You follow accounts that follow @nswpolice - view

Following Followers Lists

http:/ffb.me/1ahG53gPf

A &=

You{{TD) |

Sea

NSW Police Force

TheNSWWPolice's Channel

Subscribe

L5 ]

NSW Police Force

= wan

i 1nfo

A0 Friend Activity
Photos

:| Motes

& Twitter

E" Questions
oA Video

Mare =
About
Welcome to the offidal Facebook

page of the NSW Police Force, We
encourag...

More

164 check-ns

49,880 ike this

Likes
22

NSW Police Force
Community
Contact Unit

7R &l a L RIBA

facebook

Search

a
ull
-
"

NSW Police Force |« ke

Government Organization

Parramatta, Mew South Wales

NSW Police Force - Most Recent +

NSW Police Force

Man charged over alleged armed robberies on buses — Eastern
Beaches

& man has been charged following an alleged armed robbery and three
attempted armed robberies on buses in Sydney’s Eastern Beaches ear!
year. About 9am on 31 ch 2011, & 21-year-old » g
approached by a man while travelling on a bus on Cowper Street, Ran

] 6 min

£ 2 people like this.

Share

Vanessa Barillaro they are getting desperate now
3 minutes ago

Jackie Warn

admin are we able to have follow up stories on the new recruits that came out of
the last dass? Would like to know how they are doing, if its what they thought it
would be etc, Also how are they going on the early starts and night shifts when its
just so so cold, Lol

£ Elenea Grunden likes this.

Karen Malone Saw one of them doing rbts near my house lol
11 minutes ago

Jackie Warn we have then coming into work sometimes, When you
ask about the cold nights they just shudder and wrap there jackets
around them mare. Lol

8 minutes ago
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Information Victoria

@InfoVic Victoria, Australia

Currentstate, local and federal government information
by web, phone or face-to-face

http:/hwww vic_gov.au

&) Follow L~

Tweets

Favorites  Following Followers Lists
InfoVic information
New era for tourist and herltage railways: New regulations designed

to improve the long term wviability of Victor... hitp://bit_ly/gnhYO8

InfoVic Information
Review of the 2010- 2[]11 Flood Warnings and Response interim
report: Interim report now available. hitp://bit_ly/09XI9]

InfoVic Information

Community Suppnrt grants Community support grants support
communities to develop infrastructure, improve people... http://bit_ly
fqdsiKH

InfoVic Information

Rowville Ral Study: The Rowville Rail Feasibility Study is an
Independent study investigating a 12 kilometre rai... hitp://bit_ly
/py80K]

ﬂ About @InfoVic

682 152 2,650 161
Tweets Following Followers Lizted
Similar to @InfoVic - view all

michellegrattan Michelle Grattan - Follow
Political Editor, The Age

.ﬂ MCEC MCEC - Follow
One of the largest & greenest venues in Australia. MC...

! pauljewson Paul Jewson - Follow
= Chef, coffee lover and busy scouting for a new restat...

v | 2w a | |

Following -

About Help Blog Moebile Statuzs Jobs Terms Privacy
Shortcutz  Advertizers Businesses Media Dewvelopers

Rezources @ 2011 Twitter




Socialise from your site and Social Media sites
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RELATED EXPERTS

RER2 8
Enable customers to qet 3 M L l T our Community

problems resolved quickly
F Most Active Discussions @ - m ‘ Drive innovation by supporting idea contribution

Blogs i
Sori by: Ralivanos - og
» What i Electronic Data Interchange = LatestEntries ~
or EDI? (2 rephes) 10:30am i -
AI Iow custome rs to pr%n aga o = Sort By: Date | Title | Most Recommendations | Most Comments | Most Visis
v Implementing E01in a retail supphy f db k . VT Living "buddies" for new supplieérs deation Blog 2 yotes
chain ermaronment S reples) 901 3am ee ac Twaitar Bithy Created By Betty Zechman | Updated May & | Tags: newbies, contacts, buddies
" Fatabaok Effa =
» Aue thire altematives 1o EDIP (1 repy) N " ! More soothing music in the VT living stores ideston Biog Dvoles
Testerday 4 Zom e s Geogle Created By Ted Amado Updated May 4 | Tags customers, music, stores
W ED Favorites Dipa
v Acvantages | (3 rapies) Jarm 27 Cammnats Dalicinue Shumbisipon E Viral Marketing idea - Dancing elephants w=ation Slog ——
Created By Samantha Daryn Updated May 4 | Tags: viral siephants, guaity, chairs, marketing
View Al l.,-“-\ Myspace Mg, (334)
s i G ﬂ Becoming a supplier for VT Living
Created By Heather Resds | Updated May 4 | Tags: enboarding, how-to, suppler

Really enjoyed this articlel
Posted WWednesday 3:07:51

Two legged Chairs Great for the Back? ueation Blog 15 voles
Created By WP Admin Updated May 4 | Tags: chairs, 2-legged, back

Pt by Frank Adams

Viewing 1-5of 5 Previous | Next



Democratization of Data - Citizen Mashup .

Recycling i I I i
™ coea | | 1
®
= ||

Regional Performance

Kent®

= Helps citizens answer “How is my
region doing in increasing
recycling rates?”

County S5
Counil

usehold_recycling Total_househc”
704993578 2667467843
South West 99153477 2

= Explore recycling data by region
Challenge:

* Empower the community by
making government data
accessible via a single platform
in a format which can be
personalised and shared

‘ * View up to minute news on
""" — 2 : recycling

prot
jsh 70

= Built in 30 minutes

 biomess P&
— an’s arge® el
e :men E"F‘.”“Www —

City Performance

Solution: H I .t- H Kent Recycling Centres
" Helps citizens answer “How I —
= 570+ feeds of government data can | improve my city’s =TT
available for creating household recycling?” T S—

Deal CT14908  Monday to Saturday: 0810 - 162

customized mashups to put

o : * Find local recycling centres
citizens in control

and what they recycle

= Local news on city recycling
performance

Facts and figures

et
15 home to somg 585400 househalgs |y 2003,

#4753 313 tonneg g fut

Tesidents progyc s
ish, that «

g per householg

= Builtin 15 minutes L S e s e

How much oftis go tecycle?
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What is Social Government ? i

()
A Social Government Organisation embraces networks of el

people to create business value through collaboration
~ =

n i ifii
AN

* Asocial business is
— Engaged
— Transparent
— Nimble

* Nurtures networks of people
to create business value

* Embraces new technologies
and operational models to
improve business outcomes l

\



Drivers for Government Adoption of Social Initiatives i

Growth of
Knowledge
Workers

Changing
Demographic

Need to
Drive
Innovation

iy
\I

Net
Generation

Virtual /
Remote Work

Complexity
necessitates
collective

intelligence
Need to
Trend Improve

Towards Performance
On the Job \

Learning
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» 3200 staff and 700 field data collectors — economic, business,

Australian . . . o i
Bureau of environmental, population/demographic statistical outputs iil"il

Statistics | . 9 offices located in all capital cities across Australia

“With IBM Connections ABS can use business-
grade social software, straight out of the box.”

Challenges

* Recruiting quality staff Dale Chatwin, Director, Knowledge Management Initiative, ABS.

 Virtual teams are a reality
» Resource Constraints _ Benefits

¢ Online communities formed around
interests, technologies

* Increasing demands

® Information hard to find

* Security and = External collaboration _ _
confidentiality requirements » Best practices now emerging

» Speeding the induction process

Solution — IBM S » New staff familiar with social tools

« Enterprise-grade solution e Context, “why” rather than “how

: » Senior managers communicating
o L f work o
everage new ways of working with dispersed teams \ l
« Complement existing systems and via Blogs

not replace

N\ -

A1
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Centrelink is expanding the value of its Staff
Portal with social software and mobile access H',;“
[l

entrelink

Staff Online T

SEARCH
S prera— o

Staff Online

PHOHEBOOK. o seaRch

73 AUGUST 2005 type, then precs enter | LR A kepmerec | Go |
ress Direclory Resources
— i (hams  mytesks ot s mumsis | maisshilm  dsfsesr @ lokssnh s desden sime
ABCDEFGH g e Extamal PR
( ) { ot | Help
Il JKLMNOP \ / Solect "
- Profiles Search Frofles My Frofile Edit My Profilz = 3
GRS TUVWX EeReferane \ehate 50,
Y Z o Fullcy de Profile for Phillip Bower =
essage - - Pl Bowor . Repaort to chain
Salat IT Wanagar and Dighicstion Architect "
b —3 T Employes number 71331170
My Toals e @) GO T Manager ard Digtizalion ELEN SKRZECZER
- Newisooin - Aechilmct 131840198 PM Rob Doughty
Select Tanl =] Centrelink Update, 21 July 2008 onie . 20 ,ﬁ Prome "o Ay AR CCannce
G0y NEEKE B BETORIC BUlleUn S 1a0e 10 Al BIMRIOYeas, 010vIdNG INTOFANSTEN 0N ROJRLE, R NFams 1 Communties Mame: Fhillip Bower © Phillip Sawer
and initialives 2cross he husiness ead more GO, Blogs Flowr Sth 3 Breen
Fogear Ofics Caralng Chizhalm Centrs
Ufica number 02 E1E60808
Access Card Lead Advisor appointed oere z0.1 oe awze P telephong number  S0808 S:h:’n:':“':?”
Hinister for Homan Senices, Hon Joz Hockey MP announced on Wednesday the appointmert of Mabile number: 0421370553 Sam"m‘mw
EeH  piobal sirateoy and tec ol ey acdvisars Broz Allen Hamilion 25 the Lead Advisor o e Cffice of Ex Tags Zor e J— eople managed
En number vy
fepass Cand et mare Select | Frafila Tags T afics smsil philip. bewe e entrlink. gov. su
= tags below ndcats this Allemsts szl Fhillip BomenrMNZ0/CE04
Message from Jeff VWhalan, 18 July 2006 vare s 205 GO, e
My ressane this week includes the announcement of 112 new Dopuly ChieT Execullve, Chied airm aboutiie | ReporingSwuctws | Background
Infarmaton Oficer and he develapment of the Ausiralisn Bouernment Heslth and Social Serices e
Suggestion Box Peoess Gard read more. e :f::::::n Show: | FUll [6port 1o chaln | Same mManager  PEOale Manages
eathe
i . portal Hams & smplayee information Cantact informatien
nnovation is what Select .
makes a difference! peieD - Fhillie Bower Fhane; 1261950608
GO, IT Manager and Digii=ation Architact PRl bosErepanirs n oo an
¥ Viaw all curient bannsrs Debwork blews Updete p—
Anthony #F D onnor arthonyEeentreink gov.ay
To Refresh Hewsflash, Press CrhFs
= Foste: o 07 at 050 M EST
e Fostect 10 g aFMES -
Matenal I avau
Forimpacts on tesling cea Netvork Mows Undale 20070152 Rl u
Tact- 10 August 2007 - 2 67pm EST IUp— BlackBerry
Therz has been an ugert maasage from the Miniatar =5
o i . Profles
Phillip Bower
IT Manager and Digitisation Architect
“Ofice Gial phlip BoWEr@EenreRk goval
Lenal infarmation Personal email: Phillip Bower/NSO/CSDA
Office # 02 61550808
Australian Governmer Ledsl Informaton lobile #:
] Fax # 02 61550525 3 N
[ P Centrelink
o Gancrament o s
Building: Caroline Chisholm Centre e
Floor: Sth 3 Green

“Services Oriented Collaboration (SOC)’



Foraign Affairs and Affaires dtrangéreset il
I* International TradeCanada  Gommerce infernalional Ganada Cﬂ[lﬂ.dﬂ.
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Foreign Affairs and International Trade Canada  F&il 0! WA A (]
international.gc.ca ' . (el

Improving organisational effectlveness through
implementation of Social Business platform Y

The need:

* Working in partnerships

* Reaching out to new markets

* Developing innovative products and services, and
* Bridge the growing generational gap in communications and ways of working

The solution:
= |IBM's Social Business solution - IBM Connections

The benefits:
* Increased organisational effectiveness by reducing time locating information/expertise
* |Increased work quality by enabling the creation and discovery of online communities

* Gained the power of collaboration that contributed to the development of global policy \
“on-line” with access to self-help support and live moderators ‘




IBM's Enterprise Social Business Platform — IBM Connections ,ﬁ

MK
Capabilities in IBM social software [

Home page | - Profiles
See what's happening across your = Find the people you need
social network .1._

Blogs I VVikis

izather and priaritize community Create web contenttogether
ideas, present your own ideas, and
learn from others

Social Analytics

Work with people who share
common interests and experise

Communities
Work with peaple who share
comman interests and expertise

—
o

il -

Activities
Organize your work and tap your
professional netwaork

Social Everywhere
Social networks are befter when
you can connect at anytime and

fram anywhere. Bookmarks

Save, share, and discover
bookmarks

Files
Fost, share, and discover
documents, presentations, images,

F'49 Al
) =B

and more. Forums _

Exchange ideas with, and benefit
Social from the experise of others
Stay in touch with your social
network




Home  Profile Find Friends Account

facebook

Bl wall
T Info

Photos (18)
E| Motes
Ao Friends

Married to

Taemar Handes

Friends (151)

Adam Brown

Marty Buckley

Josh Vanmanen

Mike Handes

i Portal & Emerging Technology Lead at IBM # Studied Computer Sdence at University of
Technology, Sydney il Lives in Sydney, Australia W Married to Taemar Handes # From Sydney,
Australia B Born on June 25, 1971 & Add languages you know  #* Edit Profile

Share: [5] Status Photo ¢]] Link '3¥ Video == Question

What's on your mind?

Mike Handes

Just completed a 15.28 km run with RunKeeper
Curation 1:13:51 | Calories Burned 1234

Average Pace 450 f km | Average Speed 12.41 km/h | Elevation Climb 181 m

E Saturday at 1:47pm via RunKeeper - Like - Comment - Track your fitness

£ Michael Cameron likes this.

AR Michael Cameron Mice run!
L .':',;_.- Sunday at 10: 11am - Like
\Write a comment...

Mike Handes

Apart from being mesmerised by my own extremely active eyebrows and incredibly
nude head, I thought the messaging was pretty dear. Pretty good for a single
take don't you think :-)

http: /w2 loadedtech. com.auflj/6822/2011-07-03/AL73

3 big ideas to build a truly Customer Centric Business

Today's business dimate has created a demanding landscape
where people and companies are more connected, workforces
are more distributed, and technology is making collaboration
aaciar

# Edit Profile

People You May Know See All

Matt Ponsford
13 mutual friends
8 Add Friend

Barry Wiech
158 mutual friends
¢l Add Friend

Sponsored Create an Ad

Am I Cute?

You be the judge! Clidk
HERE

Apple iPads Only $24.877

: Today Only: We Are
aiving away 1,000 Apple
iPads at a 97%: dizcount.
Click HERE to get yourself
an Apple iPad for only
£24.87!

be2 Mature Single Dating
be2.com.au

Looking for & serious
relationship? Meet elegant
mature singles in your
area today. Register now
for free at be2!

Win a trip to space
< RN [t's Virgin Monev'’s



Ii{TE-A Connections

Home Communities

Profiles Home My Profile

L\@ English ¥ | Handes, Michael B.
Blogs Bookmarks Activities Files Wikis

| Help | w3 Home

Edit My Profile

| Feedback

| Support Forum | Log Ou

Handes, Michael B.
Woarking with IBM PR
in advance of my
appearance on Sky
News tomorrow!

Today 1:42 PM  clear

What are vou working on right now?

Profile Notes!

[Click to enter notes about
Handes, Michael B.]

Tags v=
My tags far this profile:

aptrix

avaya

pasketball

blueig

blueig-ambasador

Handes, Michael B.

IBEM employee, Regular

IBM Australia Ltd

IBM Sales & Distribution, Software Sales

Social Business Innovati

Solution Representative - Brand Specialist: Lotus.Web Experience
601 PACIFIC HIGHWAY ST LEOMNARDS , N3W | Australia

Building: MH | 61-2-9354-8643

mhandes@aul.ibm.com

Local Time: 3:01 PM

(= Send e-mail | [E3] Download vCard

» Contact Information
~ Background

" The Board

What are you warking on right now?

i

Handes, Michael B. Warking with IBM PR in advance of my appearance on Sky
Mews tomorrow! Today 1:42 PM
ReShare | (2 comments)

Stokes, Michael A. Today 2:25 PM
What's the topic & time for the appearance 7

Handesg, Michael B. Today 2:59 PM
“Unleashing your collaborative potential® @2pm 2morrow

Write another comment...

BluePages-to-Profiles
pilot
(2) Details
& Opt out
(#| Discuse the BP-Profiles pilot

Wiew this Profile in BluePages

Report to chain z

o Stevens, Andrew
*-0 Best, Anthony A.C.
-9 Gorry, James

-m Handes, Michael B.

Full repori-to chain
Same manager

Show all (172}

My Links v

Partal



[IiiTEA Connections

Home Communities

Profiles Home My Profile

Edit My Profile

English ¥ | Handes, MichaelB. | Help | w3Home

Blogs Bookmarks Activities Files Wikis

| Feedback | Support Farum | Log O

Handes, Michael B.

Working with IBM PR
in advance of my
appearance on Sky
News tomorrow!

Today 1:42 PM  clear

What are vou working on right now?

Profile Notes!

[Click to enter notes about
Handes, Michael B.]

Tags =
My tags for this profile:

aptrix

avaya

pasketball

blueig

blueig-ambasador

Handes, Michael B.

IBEM employee, Regular

IBEM Australia Ltd

IBM Sales & Distribution, Software Sales

Social Business Innovati

Solution Representative - Brand Specialist: Lotus.\Web Experience
G601 PACIFIC HIGHWAY ST LEOMNARDS | NSW |, Australia

Building: NH | 61-2-8354-8643

mhandes@aul.ibm.com %

(=) Send e-mail | [83] Download vCard

Contact Information
Background
The Board
Recent Posts =

Communities Bookmarks Blogs  Activities Files  Wiki

50 Facts about Customer Experience « Return on Behavior Magazine
created by: Michael B. Handes | Jul 8

@ big ideas to build a truly Customer Centric Business
created by: Michael B. Handes | Jul 7

Facebook opens its APl in hopes of eclipsing MySpace
created by: Michael B. Handes | Jul 4

IEM Connections vs. Microsoft Sharepoint: Social Personal File
Management
created by: Michael B. Handes | Jun 28

Local Time: 3:01 PM

BluePages-to-Profiles
pilot
(2) Details
# Opt out
(| Discuss the BP-Profiles pilot

Views this Profile in BluePages

Report to chain i=

@ Stevens, Andrew

T

*-0 Best, Anthony A.C.
-9 Gorry, James

-m Handes, Michael B.

Full report-to chain
Same manager

Show all (172}

My Links =

Puartal
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YARDI. CHETAN A

8

1BM Sales & Distribution, Software ... "I ull

Solution Sales I ""

Asia Pacific Executive - Web Experi... "I II

India I||"|||

Last Communication: "IIII"

Thursday, 15 April 2010 2:13:3% PM

The number of unique people that are being contributed to
your extended social network by this person is: 541

Show by Country Show by Division
I rdia [174] I scC [272]
B 'nited States [172] B SWG [105]
W 5ingapore [35] icBs [11]
|Germany [6] IGTs [7]
|United Arab Emirates [6] |RES [5]
IChina [4] l1ES [3]
|Great Britain [4] IcHG [2]
|Hong Kong [4] IITD [1]
IMzlaysia [4] I15TG [1]
JAustralia [2] A [124]
|Erazil [2]
|Canada [2] ﬁ H
l1srael [2] i
|Hungary [1]
|1taly [1] il
|Mexico [1] Handes, Michael B.

INetherlands [1]
INew Zealand [1]
|South Korea [1]
|Swaden [1]
|Switzerland [1]

A [115] 3 ; \-“, “
- \.P 4 :

IBEM Sales E Distribution, Soft...
Solution Salas

Ics Sales Leadar, AfNZ
Australiz

& + B US Pacific: Sur aj_ = B o ﬂ% i




Recommendations anyone?

Do You Know =

20w

Mike Deggs

| Invite to connect | Remaove

* You have used the same tag

* You share some colleagues

* ou are in a community
together

+ You share some files

* You sfl}re activities

* They share files with you

Who Connects Us? e

You

Matt Howard

Mike (MIKE) Deagags

* How are you and Matt
Howard connected

* “'ou are colleagues
* ‘vou share 2 activities
* “tou share 3 files

¥ How are Matt Howard
and Mike (MIKE) Deggs
connected

Recommendations =

Collaboration
Agenda for
Insurance

1 related person
WebSphere Portal
Accelerators
Toolbox

1 related tags

Victoria Healthcare
Industry Community
1 related person
APIOT SWG
ENABLEMENT
Community PUBLIC
1 related person

Lotus UC2 Sales
Leader Community
2 related people

Previous Mext

vy
®
a
[ [T

Recommendations E=

[o?

Previous M

|7 IBM WebSphere

Portal Demos Site

1 related tags

1 related person
Workplace Forms

1 related tags

My Top Ten Plugins
for Lotus Notes 8
Sidebar

1 related person

The CM5 Matrix -
cmsmatrix.org - The
Content Management
Comparison Tool

1 related tags

Optus: $9.99 to use
iPhone as modem

3 related peocple

e
i

A




Tangible Business Benefits of Web 2.0 ..

Measured
. Relevant Purpose
Benefit P
300/ * Increase in speed of access to corporate knowledge
o * Increase in awareness of internal and external communications

Reduction in communications costs

Reduction in travel costs

Increase in employee satisfaction

Reduction in time to publish for policy/products/services
Reduction in marketing costs

Increase in customer satisfaction

20%

157 * Reduction in overall operational costs
° » Reduction in customer support costs \

* Source: McKinsey Global Survey on Web 2.0 Adoption
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Listen, Learn, Measure, Take Action



Applying analytics: Social Insight Inside the Organization

* Consumer / Employee Insight

 Assess sentiment, affinity & evolving topics

. .
* Weigh employee interest & engagement e e, e, e
175
Sentiments
150
Available dimensions:
Concepts +
Select one or more rows and then click on the Filter By Selected Values' button to narrow result set: 125
Class Name Count Negative Positive
-
[0  COMPENSATION AND BENEFITS 68 8.8% 26.5% g( 100
D JOB, WORK, REWARDS 614 9.4% 28.8% 4
F LEADERSHIP 17 0% 29.4%
75 . i p
[] = PROCESSES AND RESOLRCES 180 6.1% 6.7% | Topic 90 : balancers behavior changing
culture importance individual job life
means motivation PEFSON points positive
understand valued ......
Filter By Selected Values Clear Selections (All selected)
T —— =
407
200 0
- 08/01/2009 07/13/2009 08/24/2009 10/05/2009 1115/2009 1212712009
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What are folks saying about your agency, policies, issues? .ﬁ

www.tactweet.com 44

TACTweet is a Cloud Service That Enables Anonymous Monitoring of Open Source Social Network Site
If you would like to acquire a production or pilot version of TACTweet for your own organization, please call Global Techn

m TACTweet Display m TACTweet Display m TACTweet Display

Feed
*

| Veterans Administration

et vow J|_Fesst |

dle
Search: Veterans Administration L0

Spokeo

SucklItOlivia ... on the lawn of Veterans

Administration for €A Time for
Heroes, € & June 12 benefit for the
Elizabeth Glaser... http://dlvr.it/ WTF&8
14 minutes ago - reply - retweet - favorite

. jobgeni #jobs #career File Clerk -
w‘?’;-.- Veterans Affairs, Veterans Benefits
Administration - Portland, OR
http://ow.ly/1dfwWe0
about 1 hour ago - reply * retweet - favorite

LindnerCtrHope Mental healthcare
reform for Veterans Administration
being pushed.. Details here: http://ow.ly
/ShITW

about 1 hour ago - reply * retweet - favorite

L L

-

Join the conversation

© 2008-2011 Global Technology Solutions, Inc. - Patent pending

e vow J|_Feset |

Search: CIA

CBSnews A new report suggests
Pakistan has arrested five people who
helped the CIA find Osama bin Laden
http://bit.ly/jOzBb5

14 hours ago - reply - retweet * favorite

Twordle
Spokeo

20+ recent retweets

BreakingNews More from WPost: 35-40
people have been arrested on suspicion
of working for CIA on bin Laden raid
http://wapo.st/jjDERz

2 hours ago - reply * retweet - favorite

10+ recent retweets

cnnbrk Official: Pakistan arrested
informants who led CIA to #bin Laden
http://t.co/pfkHIXm

11 hours ago * reply * retweet - favorite

Join the conversation

© 2008-2011 Global Technology Solutions, Inc. - Patent pending

Feed
*

Search:

Y

1

| Natl Geo Intel Agency

Fiternow J|_Fese |

National Geospatial Intelligence Agency

Twordle
Spokeo

YuuriiSeoup Sailing Directions (Planning
Guide) Arctic Ocean 2004 (National
Geospatial-Intelligence Agency
Publication): http://amzn.to/jTkGZM

14 hours ago - reply - retweet - favorite

heycameraman RT @OmahaUSACE:

The National Geospatial-Intelligence

Agency created a chart/map showing
the flood extent around the area of..
http://fb.me/D4hAbZLb

18 hours ago - reply - retweet - favorite

EMCDO_HQ RT @OmahaUSACE: The
National Geospatial-Intelligence Agency
created a chart/map showing the flood
extent around the area of... http://fb.me
/D4hAbZLb
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The IBM Social Business Agenda Methodology iy

Vision Roadmap Solutioning
Exploring the art Discussing the art Pragmatically detailing business
of the possible of the probable and technical requirements

Workshop 1 Workshop 2 Workshop 3

\
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Overcoming Social Business OBSTACLES .

Lot’s of hype * Vision that quickly shows the broad
value of social business

No context — “it's what my kids do”
* |dentify salient business activities and
It's not for business drivers to make sale

® Creates business scenarios that are
meaningful to Government

Security, compliance...

* There’s no real benefit
* Share existing visual demonstrations
* Purchased but not going to be used that show value

* Build tangible business case

* Provide foundation for adoption \
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Home

Solutions -

Services - Products - Support & downloads - My IBM ~

Australia [ change ]

T

Welcome [ IBM Sign in ] [ Regizter ]

Social Business Exchange

SOCIAL BUSINESS EXCHANGE

The IBM® online education series on the
topic of social business

Overview

We're here to help

ﬁ
o
= oo
m W
T E
1)

m o
5@
Lo =1
=
32
in
B e
+
in

0 Call me
0 Online text chat
‘V' E-mail us

Or call us at:
1800 308 066
Priority code:

101 HIG6VY

YWelcome to Social Business Exchange where you can register to receive all the latest case
studies, analyst recommendations, thought leadership from IBM, webcasts, event invitations,
self assessments and hands-on demas around IBM Collaboration Solutions.

Every three weelks ar so, vou'll receive an email with a new resource to extend yvour knowledge
and help you develop your skills around cultivating Excepticnal Webk Experiences and

Exceptional Wark Experiences.

Register for Social Business Exchange now, selecting a stream that suits you, regardless of
the stage you're at. If you're not sure which stream to choose, please review the stream

descriptions provided below.




Next Steps....

* Register for Social Business Exchange

* Receive the IDC whitepaper "Becoming a Social Business: The IBM Story"
which explores IBM's internal evolution to a social organisation

* Complimentary assessment of your organisation's current collaboration capability
— utilising an online assessment tool

* Engage with IBM on building your Social Business Agenda

iy
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THANK YOU

| |
[HLH]
;

Mike Handes Sydney, Australia
Social Business +61 2 9354 8643
IBM Software Group ~ mhandes@aul.ibm.com
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