
Index

# (octothorpe), 4, 33, 127

A
Acronym tags, 129

Activity measures, 140�144

Adding a pulse, 91�93

Allen, Paul, 52

Altimeter Group (company),

140, 151

Amazon.com, 125

APIs (application programming

interfaces), 121

Apple (company), 122

Archiving inactive groups, 133

Automation

automated recommendations,

125�126

power of simplicity in, 123�125

Avanade study, 55

B
Barriers to success

dealing with “stupid” questions,

102�103

fear of losing control, 97�100

integration as, 103�110

key success factors in, 179�180

legal considerations, 111�114

posting to multiple platforms,

110�111

unlearning as, 100�101

Berger, Jonah, 84

Blogs and blogging

about, 5

author’s, 173

Booz-Allen, 96n

The Hub case study, 45�46,

53�54

mobilizing evangelizers, 74

Booz-Allen blog, 96n

Brokers, 154�155

Buckman, Bob, 140

Business case, building, 21, 140,

175�176

C
Case studies. See RedNet case study;

The Hub case study

Channel overload, 162�163

Chatter tool, 51�52

CM (community manager) role

about, 64�65, 76

driving the pulse, 92

managing groups, 131

Cognitive Edge (company), 29

Collaboration

basis of, 145�146

downsides of, 99

innovation and, 168, 173

interaction and, 168

output of, 145

as success driver, 145

user funnel and, 40

virtual teams and, 9
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Communication

analyzing, 143�147

breaking isolation with, 26�29

careful guidance for, 42

corporate, 62�65, 76

formal documentation as, 10

HR department and, 71�72

The Hub case study, 15, 39

nonverbal, 26, 108

notification management,

134�137

openness in, 93�96

RedNet case study, 15�16

via ESNs, 48, 63, 68, 73

Communities of practice. See CoPs

(communities of practice)

Community manager role. See CM

(community manager) role

Community streams, 127

Company stream, 126

Confucius (philosopher), 61

Consumerization of IT, 55

Content

contributing to social networks, 43

role of emotions in distributing, 84

technology considerations, 120

Control, fear of losing, 97�100

Coopetition, 167

CoPs (communities of practice)

additional information, 17n

community manager role and, 64

critical mass for, 41

defined, 9�10

enabling innovation in, 34

groups versus, 130�131

mobilizing evangelizers, 74

technology and, 130�134

transferring knowledge in,

28�29

virtual teams and, 9�10

Crowdsourcing, 42

Customers, ESNs and, 73�74, 76

Custom streams, 126�127

D
DaVinci, Leonardo, 175

Denning, Stephen, 29

Documentation

as barrier to success, 103

knowledge flow and, 6�7, 10

storytelling and, 30

Dynamic organizations, handling,

32�33

E
Elias, Ric, 15

Email, social media shift from,

31�32, 101, 135�136

Emotions and content distribution, 84

ESNs (enterprise social networks)

additional resources, 181

breaking isolation with, 26�29

as communication tools, 71�72

defined, 2

dynamics within, 24�26

enabling innovation, 33�36

enabling technology

(see Technology)

fighting barriers (see Barriers to

success)

getting started (see Launching

ESNs)

handling dynamic organizations,

32�33

key success factors, 175�180

laying the foundation for, 45�50

motivations for introducing,

19�24

organizational storytelling in,

29�32
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partners and customers in,

73�74, 76

pre-conditions for getting started,

50�55

roles in, 9�10, 61�77

Evangelizer role, 66, 74�76, 83�84

Executive sponsor role, 63, 76

External social networks

contributing content to, 43

controlled environments and, 42

crowdsourcing and, 42

driving development in, 44

internal versus, 37�39

roles in, 62

scaling effectively, 43

size comparisons for, 39�41

training considerations, 42�43

user independence in, 41

F
Facebook social network

about, 39�40

connections in, 83

familiarity with, 116�117

Google+ and, 52

Instagram acquisition, 44�45

internal network equivalents,

118�120

Fear of losing control, 97�100

Fermi decomposition, 139�140

Find engines, 125�126

FISH! philosophy, 59n

Folksonomies, 10

Follower relationship, 149

Future Foundation study, 168

G
Gates, Bill, 139

Getting ESNs started. See Launching

ESNs

Goodnight, Jim, 51

Google+, 52

Google facility tour, 55

Google search, 37�38, 115�116

Gretzky, Wayne, 79

Groups

archiving inactive, 133

communities versus, 130�131

creating, 132

in dynamic organizations, 33

as ESN roles, 66�74

leadership development, 71

managing, 131

mobilizing evangelizers,

74�76

pre-forming, 132

private, 33, 73, 103, 144,

153�154

technology, 66�68, 76, 120,

130�134

when launching ESNs, 47�48,

53�55

Group streams, 127

Groupthink, 99, 101

Guidelines, power of, 85�87

H
Hanseatic League, 26

Harvard Business Review,

22, 149

Hashtags

about, 4�5, 127�130

folksonomies and, 10

measuring value, 152�153

Home stream, 126

How to Measure Anything (Hubbard),

139

HR (human resources) department,

70�72, 76

Hubbard, Douglas W., 139, 144
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The Hub case study

about, 11�14

breaking isolation in, 28�29

communication examples,

92�93, 149

external customer events

and, 22

handling dynamic organizations, 33

integration in, 105�107

interaction example, 8

launching ESNs, 39, 45�54, 57

mobilizing evangelizers, 74�75

naming contest, 48�49

network dynamics and, 25

power of guidelines, 87

roles in ESNs, 71

social media analytics and,

144�146

training sessions, 89

Humana (company), 92

Human resources (HR) department,

70�72, 76

Humor

benefits of, 54

cultural limitations of, 85

I
Independence of users in social

networks, 41

Initiative launch approach, 55�56

Innovation

collaboration and, 168, 173

enabling, 33�36

invention versus, 33�34

Instagram (company), 44�45

Integration

as barrier to success, 103�110

simplicity and, 123

technology considerations, 121

user satisfaction and, 67

Interaction

costs of, 26

creating value based on, 62

The Hub case study, 8

power of guidelines in, 87

social network analysis on,

146�148

storytelling in, 30

as success driver, 145

technology-assisted, 164

trends in, 167�168

virtual versus face-to-face, 9, 24

Internal social networks

contributing content to, 43

as controlled environments, 42

crowdsourcing and, 42

driving development in, 44

external versus, 37�39

mobilizing evangelizers in, 74�75

scaling effectively, 43

size comparisons for, 39�41

training considerations, 42�43

user independence in, 41

Invention versus innovation, 33�34

Isolation within organizations,

26�29

J
Jobs, Steve, 1, 19, 37, 115, 122

Jones, Lawrence H., 35

K
Kay, Alan, 157

Key performance indicators (KPIs),

151�155

KFM (knowledge flow management)

barriers to (see Barriers to success)

knowledge management

comparison, xiv, 3�4

launching ESNs, 46, 55�56
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roles for, 76

social media versus, 10�11

trend toward, 7

KM (knowledge management)

combating knowledge loss, 28,

72, 148

knowledge flow management

comparison, xiv, 3�4

KMI (knowledge flow initiative),

53, 91

Knowledge flow

documentation and, 6�7

social media and, xiv�xv, 7�11

Knowledge flow initiative (KMI),

53, 91

Knowledge loss, 28, 72, 148

KPIs (key performance indicators),

151�155

L
Launching ESNs

about, 55�56

adding a pulse, 91�93

executive buy-in, 93�96

going viral, 82�85

laying the foundation, 45�50

motivations for, 133

power of guidelines, 85�87

preconditions for getting started,

50�55

stakeholder involvement, 79�82

technology considerations,

56�58

training considerations, 87�90

Leadership development group, 71

Legal considerations

as barrier to success, 111�114

displaying employee pictures, 44

freedom within guidelines,

86�87

Legal department, 69�70, 76

Li, Charlene, 140, 144�145,

151�153

LinkedIn social network

about, 2�3

familiarity with, 116�117

Losing control, fear of, 97�100

M
MacDonald, Gagen, 27

Management roles

about, 69, 76

executive participation, 93�96

guiding internal initiatives, 42

Marketing

as ESN role, 63�64

internal versus external

activities, 24

Mastering Organizational Knowledge

Flow (Leistner), xiii, 4, 55,

61, 164

McKinsey study, 27

Measuring

performance indicators,

139�146

success factors, 179

Mentions stream, 126

Metadata, 4

Microblogging, 5�6. See also Twitter

service

Microsoft Outlook, 135

Microsoft SharePoint, 57�58, 121

MIlkman, Katherine L., 84

Motivations

for achieving critical mass,

44�45

for introducing ESNs, 19�24, 133

for private groups, 154

Multidimensional navigation,

125�130
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N
Navigation, multidimensional,

125�130

Networks and networking, 3. See also

ESNs (enterprise social

networks); Social media

networks

New York Times, 84

Nielsen, Jakob, 50

NIH (not-invented-here)

syndrome, 100

Nonverbal communication, 26, 108

Notification management, 134�137

O
Octothorpe (#), 4, 33, 127

On-boarding process, 27�28, 148

Organizational social media, 2

Organizational storytelling, 29�32

Ortho-Bionomy (product), 35

P
Partners, ESNs and, 73�74, 76

Pauls, Arthur Lincoln, 35�36

Posting-links, 146�147

Posts (blog), 5, 110�111

Pre-forming groups, 132

Private groups

about, 103, 144

examples of, 73

The Hub case study, 33

as measurement ratio, 153�154

Private streams, 126

Project launch approach, 55�56

Pulse, adding a, 91�93

Pyramid technology, 73

R
RedNet case study

about, 15�17

launching ESNs, 57

Red Ventures (company), 15�17

Reporting versus analytics,

146�151

Requirements-gathering phase,

80�82

Research and development

department, 68

Retweeting messages, 83

Risk analysis, 99

Roles in ESNs

individuals and departments,

68�74

key success factors, 177

mobilizing evangelizers, 74�76

teams and communities, 74�76

types of, 61�68

RSS feeds, 3

S
Saint-Exupéry, Antoine de, 97

SAS Institute, 11�14

Security considerations

for technology, 120

when launching ESNs, 111�112

Senge, Peter, 171

Siemens-Nixdorf (company), 73

Simplicity in technology,

120�125

Sivers, Derek, 74

SMA (social media analytics):

about, 139�146

choosing KPIs, 151�155

reporting versus, 146�151

SNA (social network analysis), 141

Snowden, David, 29

Socialcast software platform, 48,

57�58

Social media analytics (SMA)

about, 139�146

choosing KPIs, 151�155

reporting versus, 146�151
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Social media networks. See also ESNs

(enterprise social networks)

about, 1�2, 10�11

connection considerations,

2�3, 83

differences in, 39�45

internal versus external, 37�39

KFM versus, 10�11

knowledge flow and, xiv�xv,

7�11

organizational, 2

virtual teams and, 9

Social network analysis (SNA), 141

Sparks, Will, xiii

Sponsor role, 42, 63, 76

StackOverflow tool, 30�31

Storytelling, organizational, 29�32

Strategist role, 62�63

Streams (find tool), 126�127, 152

“Stupid” questions, 102�103

Success factors

about, 175

adding a pulse, 91�93

barriers to success, 179�180

building business cases,

175�176

choosing good solutions, 176

executive buy-in, 93�96

final thoughts, 171�173

getting started, 177

going viral, 82�85

measuring, 179

ongoing success, 178

power of guidelines, 85�87

preparing organizations, 176

roles, 177�178

stakeholder involvement, 79�82

technology, 178�179

training considerations, 87�90

Surowieki, James, 150

Syndication methods, 3

T
Tag-clouds, 5, 129

Tags

about, 4�5, 10, 127�130

acronym, 129

dynamic nature of, 33

measuring value of, 152�153

as metadata, 4

Teams

communities of practice and,

9�10

defined, 9�10

dynamic organizations and, 32

social media platforms and, 9

Technologist role, 66�68, 76

Technology

advances in, 157�162

balancing social interaction with,

164�166

determining user tools, 52

external versus internal social

networks, 37�39

groups or communities, 66�68, 76,

120, 130�134

The Hub case study, 48

internal Facebook equivalents,

118�120

key success factors for, 178�179

launching ESNs, 56�58

multidimensional navigation,

125�130

notification management,

134�137

power of simplicity in, 120�125

scaling social networks, 43

tools supporting, 115�118

TED videos, 74

ToolPool initiative, 36

Topic clusters, analyzing, 147

Training considerations, 42�43,

87�90
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Trend lists and graphs, 129

Twitter service

about, 4�6

connections in, 83

familiarity with, 116

hashtags in, 4�5, 10, 127�130,

152�153

U
Unlearning prior knowledge, 100�101

URL shorteners, 6

User funnel, 40

User independence in social

networks, 41

User role, 66, 76

V
Value indicators, 144�145

Viral spread, 82�85

Virtual teams. See Teams

VMware Socialcast, 48, 57�58

W
Water cooler analogy, 29�32

Weblogs. See Blogs and blogging

Wenger, Etienne, 17n

The Wisdom of Crowds

(Surowieki), 150

X
Xing platform, 116�117
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