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The case for social media 



 If 2007 was about social networks; 2008 is 
about social media.  

UK traffic to Social Networks / email Nov 2007!





Defining Social Media 

 ‘Social Media is a combination of 
things…. blogging, video blogs (vlogs), 
instant messaging and social 
networking’ 

SocialDesire.com 

 ‘Social media lets people rendezvous, 
connect or collaborate’  

Wikipedia.org/wiki/Social 





Top UK Websites Jan 2008 





People connectors 

People-Connector s  Examples Useful for Identifying & 

Finding This Kind of 

People 

Implementation in business 

People-Finders Facebook, LinkedIn, Orkut,  People meeting with selected 

search criteria, or by having a 

specified affinity with you 

Set up a just-in-time 

canvassing system, set up 

user groups, ‘intelligent’ 

advertising  

Social Network Mappers InFlow People connected with others 

in an organisation 

Set up group projects, 

horizontal rather then vertical 

work hierarchies  

Proximity Locaters DodgeBall People you want to meet who 

are physically in your 

proximity 

Enable serendipitous 

meetings within your 

company, provide new set up 

for work teams 

Affinity Detectors NTag (not free) People with whom you have 

shared interests who are 

physically in your proximity 

For use at conferences to 

enable attendees to ‘get to 

know’ and identify areas of 

interest  
 



Collaboration Tools 
Collaboration and 

Communication Tools 

Examples Useful for This Kind of 

Collaboration and 

Communication 

Implementation in business 

Wikis JotSpot Simple, quick collaboration on 

document drafting and idea 

generation 

wikis for small-group, ad hoc 

collaboration: BT, IBM, 

universities  

Forums Yahoo Groups Threaded, subscribable 

conversations among 

communities of practice and 

communities of interest 

Forums for communication 

among ad hoc communities for 

members both inside and outside 

the organisation 

Commercial Collaboration Tools 

(not free) 

Base Camp 

 

Project management: document 

sharing, discussions, scheduling, 

resource allocation, notifications 

 

Mindmaps Freemind Real-time consensus-building in 

meetings and conferences; Visual 

representation of complicated 

information 

Mindmaps projected on screens 

during meetings and conferences 

for instant documentation and 

resolution of misunderstandings 

VoIP Skype Simple audio and video 

conferencing 

Skype to enable free long-distance 

conferences  

Virtual Presence Vyew Real-time videoconferencing with 

screen-sharing, IM, document 

sharing, whiteboarding, and 

attendance tracking 

Vyew: to enable small-group 

videoconferencing, virtual 

meetings, and training when face-

to-face is too expensive or 

impractical 

Peer Production  - Customer co-development of 

products/solutions (gift economy) 

 

 



Social Sharing/Publication 

Social Publishing & Info-

Sharing Tools 

Examples Useful for Publishing & 

Finding This Kind of 

Information 

Implementation in business  

Journals Blogs, Podcasts Context-rich stories, reviews, 

and personal articles 

Pilot blogs among those in 

the company already 

maintaining some sort of 

'journal'6 

Social Bookmarkers Del.icio.us Links to others' stories, 

reviews and articles (for 

those who don't have the 

time or interest to write their 

own blog) 

Use del.icio.us to get 

standing notification of new 

articles on subjects of 

interest to your organization 

Photo Journals Flickr Personal photos and 

visualizations 

 - 

Memediggers Digg, Reddit Links to stories on 'hot' 

topics 

 - 

Product Evaluators Wize, ThisNext, Insider 

Pages 

Consumers' evaluations of 

commercial products and 

services 

Check what potential 

customers are saying about 

the competition 
 



Culture 

!! Technology immersed  

!! Early adopters 

!! Sphere of consumption 
and production 

!! Convergence of on/
offline life 

!! Flows of information 

!! ‘Of the moment’ 
interaction 



Ubiquitous Access 

 Like the telephone and e-mail: Social media 
offer simple and intuitive tools 

!!‘Casual users’: VoIP (Skype) newsgroups, 
forums and blogs 

!!‘Power users’: Wikis and more sophisticated 
co-authoring and collaboration tools 

 Mobile phone, wifi, iPhone:user ergonomics  



Not just for MySpace Teens 

 Social network demographics 

!!Proportion increase of visitors aged 55+ 
between October 2006 and 2007 



Growth of Networks!

!!1.8 million members London Facebook 
network Nov 2007.  "

!!Larger than Toronto (1.0m) and New 
York (0.6m). "

!!LARGEST Facebook group in the world"



Building business around 
social media  



Productivity 

 ‘Thanks Google.  You’ve turned me 
into the most efficient time-waster 
ever’  

(Seth Mnookin Wired Magazine) 



Boundaries to Access in 
Business 

!!Unfamiliarity 

!!Social awkwardness 

!!Complexity (extensive training)  

!!Ineffective interpersonal tools (e.g. 
user response)  

!!Knowledge and understanding about 
how to implement social media tools 



In Press 











Cool $$$ 

!!June 2004 5% sold 
valuation $10m 

!!May 2005 12.5% sold 
valuation $100m 

!!April 2006 5% sold 
valuation $500m  

!!Oct 2007 1.6% sold 
valuation $15b 



Value 

 Facebook 2004 - $10 Million 

!!Growth of non-college, non-US users 

!!Signing Microsoft ad deal 

!!Opening platform to 3rd party developers 

!!Microsoft investment 

 2008 - Private investor valuation $15 billion  



     

!! SHARED interests; 
connections;  

 locations 

!! MUTUAL assistance and 
support  

!! ORGANIC interconnections, 
interdependence, 
interrelationships,  

 linkages, feed-back and tie-
in’s 

Benefits 





Stickability of Social Media 

  Web site Registration Facebook App Install 

User Actions Required to 
Accomplish Registration 

Select Registration Button, 
Enter E-mail, Enter & Re-
Enter Password, Enter other 
app related profile data 

Select Add Application, 
Select Continue 

Source of New Users Cost Per Click Advertising 
(typically $0.25 to $1.00 to 
get a visitor). 
Cost per impression 
advertising, search engine 
optimisation, PR, offline 
davertising, Blogs 

Friend Invites, Friend 
Newsfeeds and minifeeds 

Cost to users Sign-up/subscription costs Free  

Site Reminders Bookmarking (<1%) Profile page 

Post Registration Marketing 
Methods 

email email, newsfeed, profile 
page, friends’ interactions 

Opt-Out Rate 50% to 75% < 1%  

Hurdles to Re-using 
Site/App 

Remember email/password
  

Find appl/icon on Profile 
Page and Click 

 



Research and Case Studies 



Cultivating a presence 



Case Study One 



Banned all SNSs 

!!Computer programmers wanted a 
‘creative’ and ‘engaging’ environment  

!!Convergence of work and digital spaces 

!!Value added to corporate activities 

!!Part of co-networking  

!!Direct client contact  



 ‘Being able to reach out to the right person for 
expertise and knowledge - this is one of the 
primary values of any knowledge-based worker’ 

    Ross Dawson IT commentator 2007 

Valuable to valued networks 



IBM Institute for Business Value 2008 



Working Networks   

 More than just Facebook ‘friends’?  

   

  ‘working those networks can  

  mean the difference between  

  making it and not making it.’ 

  Wired Magazine January 2008  

   

 Facebook Groups: IBM, Saatchi & Saatchi, 
BT, Google, PayPal, Government, e-petitions 



Case Study Two: Campari 



 Campaign headed by ReadWrite.com 

!!Branded Website  

!!Flickr 

!!MySpace 

!!YouTube 

!!Deli.cio.us 



Campari Brand Website 



Flickr 



YouTube  



Top Line Results  

!!170,000 Page Views 

!!13.5% from social media sites 

!!3,000 ‘Friends’ 

!!2,500 Comments 

!!92,000 Click-through’s on brand image 



A New Set of Organising 
Principles 

!!Possibilities of new social objectives 
for customers; clients and employees  

!!Provision of new services and practices 
that are ‘unfamiliar’ in a business 
context 



Future Business Format 

!!Online routines will become standard 
practice. 

!!Structured, hierarchised, and complex 
strategies will need to evolve to take 
advantage of new social media  

!!Represent rich mines of data - build user 
profiling 

!!New ‘social marketplace’; what people do, 
what they like, how they respond and 
communicate 



CPR 

!!Communication 

!!Participation 

!!Reciprocation 

 Success is dependent on the structure of 
social media and points of access with 
clients 



Futures 



For the Clients 

 ‘When people get to a site they want not 
only to see something.  They want to do 
something’  

(Lash and Wittel (2002) Shifting New Media) 

!!Create user experience as part of brand 
experience 

!!Emphasise interactive engagement  

!!Cultivate long-term relationships 



!!Facilitate new networks 

!!Capture/promote company brand, 
identity, product, and service 

!!Ensure loyalty 

!!Sustain attention 

!!Client and employee participation  



New Site Features   

!! Blogs 

!! Comments 

!! Reviews 

!! Ratings and votes  

!! Tagging 

!!Questions/answers 

!! Recommendations 

!! Favourites 

!!Media presence tools 

!!Mobile presenting 

!! Social apps… 



Strategy 

!!Bridge potential connections between clients 

!!Align organisational context to invigorate 
and support networks 

!!Eliminate communication restrictions 

!!Access to information  

!!Nurture key ‘connectors’ 

!!Create visible networks of links 

!!Encourage both clients and employees to 
create own networks  



Control and Regulation 

!!Follow a social interaction design 
approach - anticipate and influence 
client needs 

!!Responsive to variations in social 
practices - essential to client 
integration and organisation 



What might this look like for 
banking? 



Business synergy   

!!Individuals like to engage with services and 
give opinions e.g. Amazon, eBay, 
TrustedPlaces 

!!Opening up, value added service 

!!Provide client led insights and opportunities  

!!Ultimately bringing business closer to clients 















The Personalised Banking 
Experience 

!!Exclusivity: You add and subtract your 
services 

!!Connect to our business resources 

!!Create your own business media centre 



To Sum Up   

!!New forms connectivity 

!!Role of user-led networks  

!!Personalised information 

!!Anywhere, anytime accessibility across 
devices  



Any Questions? 


