
FTOC 01/29/2011 12:24:14 Page 7

CONTENTS

Acknowledgments ix

Preface xi

Introduction 1

PART I THE EVOLVING SOCIALWEB 27

Chapter One The Social Enterprise: A New Source of

Competitive Advantage 29

PART II ON BECOMING A SOCIAL

ENTERPRISE 37

Chapter Two Toward a Comprehensive Digital Business

Strategy 39

Chapter Three Building Enterprise-Wide Engagement

Capability 59

Chapter Four Developing a Digitally Driven Company:

Culture, Structure, and Leadership 87

vii

CO
PYRIG

HTED
 M

ATERIA
L

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



FTOC 01/29/2011 12:24:15 Page 8

PART III ACROSS THE BUSINESS UNIVERSE 109

Chapter Five Marketing, Sales, and Service, Step 1:

Organize Around Customer Engagement 111

Chapter Six Marketing, Sales, and Service, Step 2:

Converse with Your Customers 135

Chapter Seven Innovation: Commit to Openness,

Speed, and Crowds 155

Chapter Eight Strategy Execution: Capitalize on What

Your Organization Already Knows 176

Chapter Nine Human Capital: Expect Real-Time

Resumes and Create a Twenty-First

Century Workplace 192

PART IV THE FUTURE OF THE SOCIAL

ENTERPRISE 219

Chapter Ten Next 221

Notes 237

Index 251

viii Contents

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om


