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Objectives

* How are best-practice firms leveraging external
relationships to create value?

 What is the changing role of IT in the creation of
value from external relationships?

 What are the top risks that firms are
encountering in creating value from external
relationships and how are they mitigating them?




First — The Big Picture Takeaway:
Two Complementary Modes of IT Value Creation

_ Modality of IT Value Creation

System of Records System of Engagement
Decision Making Centralized Decentralized
Role of Reliable just-in-time delivery Knowledge flows, context
External awareness and prediction, and
relationships agile action.
IT Value Establish a system of records Nurture a system of engagement
Creation that: executes transactions  that promotes: knowledge flows,
Process and generates information context awareness & prediction,

based on transaction history. and agile action.

Role of
Governance & Control Collaboration with security,
Technology privacy, and trust

Platforms



Governance Platform

New Roles
Rights/Rules

Trust Building
Administrative Responsiveness

Knowledge » Context » Agile Value
Flows Awareness & Action * Firm

» Employees Prediction * Innovation * Customers

« Customers + Blending/focusing « Customer * Partners
* Partners data streams engagement

» Predictive analytics * Responsive
supply chains

Technology Platform

Integration

Data Stream Convergence
Cloud Architecture
Adaptation




Case Studies
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Fueling Engagement for IT Innovation:

Insights from Salesforce



Background

Largest software as a service provider for CRM

Everything delivered on cloud, nothing on
premises

Large clientele: 100,000+
#1 on Forbes list of innovative companies

Revenues: S3 billion in 2012, $4 billion in 2013, S5
billion in 2014

Stock price: 10 x since IPO in 2003



Scalable and Extensible Solutions:
Platform and Software As Services

A New Customer Platform for the Future

Your Customers

Solesforce] App
selesforce 7 sdesfocelapp
Salesforcel Platform APIs

B Force.com Heroku ExactTarget
Fuel
‘:H |

Salesforcel Platform Services




Peer-to-Peer Connectivity for Effective
Engagement: The Service Cloud Example

Service Everywhere with the Service Cloud

& Connected ) ¥ ' I Connected .~
Employees« i@ ) Partners - _ /

7 AR . .
Connected i‘h / Connected-
=

Customers Products




Figure 1. Magic Quadrant for Enterprise Application Platform as a Service
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Partner Type (1): Implementation
Partners

* Four-tiered Cloud Alliance Partner Program
— Registered
— Silver
— Gold
— Platinum

e Established (Accenture, Deloitte) and
entrepreneurial firms



Partner Types (2): Developers

)
=4 —
B
” =
EVERY 40 SECONDS 2
AN APPEXCHANGE
APP IS INSTALLED

500+

L
customer reviews/week - 9 2 %

ollalppslinstallied |
al least once’n
g INDUSTRY  RETFO= v

%ppexchonge'

OVER 2 MILLION SERVED

4 CATEGORIES

2 ,] ] 2 apps
4%
10% / Other
Collaboration '\ L
56% 6% ~ 41%
—Poid_ finonce & ~ Sales
W Apps by
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449, Markefing \
Free ‘
22% /
[T & Administration \%mr Sanks

11



AppExchange Growth

Number of installs
2000000

1500000

1000000

500000 I I
R | |

06

2006 through to today

* Rich functionality

* Cloud delivery

e Security reviewed

* Incubator for app ideas

* 50 K developer org. provisioned with 480 companies |,



Knowledge Flows @ AppExchange:
More Like Amazon — Less Like Google

¢ Kenandy ERP

Kenandy Kenandy is the ERP Platform for the Enterprise
)

Overview Details Reviews @D Provider

TRANSPARENCY
« User ratings
« User reviews

Pardot Marketing Automation

ocirdor Marketing automation, email marketing, and lead nurturin
* Developer responses 9 9 9
Overview Details Reviews @D Provider
REVIEW HIGHLIGHTS RATING DISTRIBUTION
5 Stars
4 8 s 4 Stars
out O
n (83 reviews) S Stars
2 Stars

1 Star
13



Knowledge Flows With Developers

Content Community
Get access toarich Q Benefit from the expertise of
collection of code, O % more than 200,000 other

documentation, multimedia, f\ members of the Developer
and more. Force communtty.
developerjf)rce,.
Technology

Stay ahead of the curve

: with the latest on demand
technologies, tools, and

APls.

14



Technology Platform for Developers

Salesforcel Platform API Services Guide

« Open APIs for extensibility and integration
« Powerful developer tools
 Use cases

FORCE.COM COLLABORATION

Authentication

Chatter REST API
SOAP API
REST API Golnstant API
Metadata API
Bulk API

Streaming API

Data.com API 15



Knowledge Flows:
An Open Social Innovation Community

IdeoExchonge - How cool would it be to
iNnfluence the functionality

All Ideas of your car?

Trending - | want a cup holder in the

Popular back seat!

Recent

Just Delivered

Category «
Applications

Create. Innovate. Impact,

Salesforce Platform
AppExchange

Non-Product Ideas . -
We're listening! Parficipate in the IdeaExchange fo suggest new

features, vote and comment on your favorite ideas

Status ~ 1



Transparency in Contributions to
Knowledge Flows

Ali Zafar

Ability to Edit a Chatter Post after posting

Chatter User should be able to edit their post and comments after posting them to chatter. Currently users cannot do a correction in

22:{)0;%5 their post or comment after posting them, they have to delete the post and make correctoin and post it again, even for a minor
A correction. We should have a smarter way to do this in chatter by having an edit option next to delete post sign.
T monthago - 21 comments
0
Your Profile . . .
Community Contribution
* Public Profile Page :
Shows off Your Influence Questions: 12 Ideas. 20
R Answers: 56 |dea Comments: 27
* [dea Comments
Best Answers: 4 |dea Votes: 304

* |[deaVotes

- Badges Won 17



Consolidating Similar Knowledge Flows

Merge Requests

v  Chatter Messenger: Add Personal Setting for
s Users to Turn Messenger On/Off

Schele M
20
pore:

Some gsers have requested the abdty 10 tum Chatter Messenger of Whie they have settngs

0 change thew status, they cannot s tum & off f they dont want & on Popping it out 5t

eaves the Chat Dox n the Dottom nght Comer as we

Help us 10 keep idealxchange clean Dy pomting out overlapping wdeas Well meshigate your

uggestion and merge the ideas 4 @ makes sense

l Merge this idea with: https /stes secure force comysuccessideaView?d=0870000000hw I

Optional Comments:

. . o . These two are asking for the same basic functionality, can they be merged?
v Allow individual users to completely sign out of / ’ . '

pomesd close the Chat feature
o, Ml | wre

ports

The new Summer 12 Chat feature that was auto-enabled wath Chatter 15 a really effectve to0
Mowewer 2 G09S Lake up sCreen real estate. and I'we heaed Tom several other ysers that an
ption 10 close ¢ completely would be very helpfy
Please consader gvng mdmmdual users the abity 10 close the Chat tool while logged nto
Salesforce
When logging back in_thew last setting should be remembered

Bise Meroge 388 Kegort Alute

18



Accelerating Knowledge Flows

IdeaExchange Velocity
Averages - Last 12 Months
Ideas Submitted Per Day: 17
Ideas Submitted Per Month: 530
Votes Per Day: 3N
Votes Per Month: 9,447
Comments Per Day: 56
Comments Per Month: 1,698
Merge Cases Submitted Per Month: 173

Record Count
o o
8 g

:

0

Ideas Submitted by CY ~6300
Ideas in

CY12

4
6,144 e

3543 - 3344

978
/

"CY2006 CY2007 CY2008 CY2009 CY2010 CY2011 CY2012
Submission Date

19



Engaging Product Teams to Expand
Context Awareness

Ideas >>> Chatter >>> Product Teams Top 20 Service

CloudIdeas
| ﬂ Angela Lee Hi @2Ketan Bhatia, here is a list of Top 20 Service Cloud ideas | "ending 'ast 6 ms

based on vote trending in the last 6 months. Feel free to view the idea n
detail by clicking the hyperiink title. Thanks

m QDENenne Gira

| LAY Kobinsor eLauren Ingr 13y DFrancos Lootaux
Service Cloud Ideas 06 27 12

2 SN . Productteams
| respond

/orcc

Chatter ) Groups » |[dea Exchange

Lauren Ingram Thanks, Angela - working on mine

Bi
nge ee Aweosome! ‘
} a —r. PMrequests a
1Y

~  Ketan Bhatia I'l share across the pms tha report

\
Francois Lopitaux Wil be nice to also have listed what Ideas he
- been delivered over last 6 months?

Angela Lee Hi @Francoms Lopitaux, check out the IdeaExchange
Delivered Ideas and sort by "Cloud = Service (,"‘)«.d‘ for & st of

deas delivered in Summer "12, Spring 12, and Winler '12. Thanks

Report delivered




Integrating Social Listening to Expand
Product Teams’ Context Awareness

Ideas >>> Radian6 + Chatter >>> Product Teams

Nathan Freitas (QQANngela Lee Hey there, any ea who owns the Termtory

. N
l¢ /()rcc ° :
. \ Management functionality within our app or fsummer 2. | have someone
asking about when £ will be included 0 a release and I'm Nnot sure what the
INSwer /s

+
"chatter o

namer » Groups > |de@ Exchange

r
v'S

sJ

Angela Lee sounds like a Sales Cloud feature. Can you let me
know who s asking the question?

Nathan Freitas It's a tweet: hips /twittor conmyal/DerokHu
Jhes 1705/statuses/2046823 18953201664
Thanks
e
Angela Lee M @2Robin Grochol, can you shed some light on the

following 7 Here is the tweet content

- Ay
W

hen will new forecasting and quotas be avallable wath termtory
management? It has gr8 new features we cannot use.” Fsummern

Thanks
Robin Grochol Glad to hear you're excited about the new features
Enabling Territory Management for the new Forecasts is on our

roadmap. Stay tuned

Angela s stll probably a year out though

Nathan Freitas Thank you both!!!

Radian6 Command

Center engages
with Tweet

IdeaX Moderator

asks PM

PMresponds

Command Center
Tweets back
through Radian6

21



Driving Innovation With The Top Ideas

~ Top 100 All Time — Delivered 45
IdeaExchange Totals ng 200 All Time — Delivered 79

Top 500 All Time — Delivered 170

Delivered Ideas & Vote Values by Release

Summary ey o o

z ) 150 §§'
Partially Implemented: 26 g =
Existing Feature Ideas: 260 e R
Merged Ideas: 1,895 g P T o G
Active (Undelivered) Ideas: 25 idea Status
Total Submitted Ideas of All Time: 28,989 = Rocoa Court Dtvares

570K+ Votes & 80K+ Comments All Time Winter ‘13

40+ |deas
$DE 80,000+ Vote Value




Level of Innovation Impact:
An Example of One Product

Averages of ldeas Delivered (Last 3 Releases)

171 ldeas/year 14 ldeas/month
330,000 Vote Value 27,500 Vote Value
57 ldeas/release 3 ldeas/week

110,000 Vote Value 6,400 Vote Value

23



Democratization of Innovation

Ideas Submitted by Customer Company Size

30%

26%

25% -
20% 20% 19% 20%
- 15%
10%
5%
0%

0-17 18-80 81-425 426-2000 2000+

P SDEV Similar distribution for Votes/Comments & Ideas Delivered

24



Building Context Awareness:
Additional Mechanisms

* PMs invoke rapid-cycle inter-
customer dialogs

* Mining feature use data streams



Enabling

Facebook to

Build

Knowledge

& My Profile .
Ramp new AEs to be the face of social advertising
& My Team F
inlay Sullivan
@ My Company
Edit... Feedback...
My Favorites |
A Ciara Peter
¥ Feedback from Kristin... Key Results Period: | current 3] |¥|  Youand this objective
5 ' I'mc to help achieve this. 3!
@ Alan O'Connor 1: The Hacker Way 101: Orientation and welcome100% v | +
L. Woodson Marti ok D '
- il Objective success
¥ Get 10 Customers to Dre... 2: Selling Social Advertising: Know your product, 100% v + Lead and onboard new AE
know your customer = hires to success
M LaunchsSC 20 Sep 30, 2012
+ Add current view 3: Competitive Jiujitsu: Trained on the key 100%~ |+ ™ Completed
differentiators and positioning against the ——
competition =
My Apps:
N’ JobScience 4: Objection Handling: Common objections and  100%+ | +
getting to yes = *
&5 Rewards
%] Referrals 5: Final Exam & Sales Cert: Case study and 7% |+

Offer Feedback

delivery of a killer presentation to a mock
customer =

~

+ .\;110‘\]61'06 )
" g
— —

Ramp new AEs to be the face of social advertising 100% IEE——

Who would like to offer feedback to?

& Finlay Sulivan %

6 have set this as their top objective

3
ANRER

Add a public message () private?
‘1‘ Finlay brings a deep rolodex and has gone above and beyond to
Change badge Type @, then a person's name to cc others about this feeback

Flows Among
Employees

_~ Feedback gathered about Finlay (3)

Lori Anderson'’s feedback:
V] Completed December 7, 2012
Has proven to be an effective leader!

Gil Sanders’ feedback:
@ Completed February 28, 2013

Such a pleasure to work with

_+ Feedback Finlay requested (1)

_+ Thanks given to Finlay (20)

_+ Feedback offered to Finlay (2) 20



Enabling Virgin Atlantic to Build Context Awareness

@W 3ITIerica eievate: Hi Michelle v [Sign Out]
ﬂ Elevate Account Elevate Activity My Contact Info My Preferences
CREATED
= 1 Summer 2012
@@ Hello Michelle
. P 2 Vacation time
Member #: 93734974342 Status: ON TIME
y) Available Points: 45,359 Next Flight: 276 to SJD
v User Name: michelley200 Cabin: First Class Entertainerant
Email: michelle@mailinator.com Member Since: 4/9/2009 wle
® MOVIES
. . 21 Jump Street | Rated R
(O] Let us know if we can do anything for you John Carter | RatedPG-13
) while you're in the air. Enjoy your flight! HALROISS, | e
"h" PREMIUM TV
QD Post [ File D Link Dexter | SSE3
A Game of Thrones | S2 Ell
(2] Mad Men | 54 E13
| ot 8
Share N
-~ -
| salesforce
Gl america elevate:

HiMichelle w  [Sign Out]

\@w ainerica eievater

Hi Michelle w  [Sign Out]

Elevate Account Elevate Activity My Contact info My Pref
Elevate Account Elevate Activity My Contact info My Preferences ﬁ e l/
Chocolate Chip Cookies > . michelley200
. Chex Mix On my way back to the east coast
Food & Drink Emerald Mixed Nuts YOUR SOCIAL COMMUNITY for some restand relaxation, can't
pi) Join the conversation already happanmgonmawnorreaehomto wait for some warm weather
those fellow passengers who are already in your social network
y)
C4 Sean Anderson
® i
w |
Waldorf Salad 3 1 User Name: seanand: '
f on Whi 0] wel .
Roast Geef on Wheat CAN'T WAIT FOR SOME SUN
Chicken Wrap o |
Asian Vegetable Roll > () —— T
Turkey and Havarti 5] - | 2
Roast Beef Banth Mi Wrap “.- g o 2 .
Y <8 @
(2] 3

5 members of your elite network are avaible to chat

27



Governance (1):
Core Principle—Trust Through Transparency

e Operations: systems status, transaction
load, processing time

Trust.Salesforce.Com

e Users comment on products

AppExchange e Community helps customers to select
partners

e |deas posting and votes
Ideas.Salesforce.Com e PMs discuss with proponents of views
* Internal FB for developers and users

28




Governance (2):
Safeguards and Simplification

Certification
' Home Credentials
Developers ‘

Administrators

Implementation Experts

Developers
Architects

Customers ‘ Ease of Sourcing

29



A Strategic Shift?

Strategic partnership to create the new
Salesforce Superpod, a dedicated instance
In the Salesforce multi-tenant cloud,

running on HP’s world-class Converged
Infrastructure.

30



Governance Platform

Transparency
Apps/developer certification
Sourcing simplicity

Privacy and security

Knowledge Context Awareness Agile Value

Flows & Prediction Action Salesforce

- IdeaExchange - Blends feeds for 360- » Product * Profitable

- AppExchange view on ideas, products roadmaps Growth

* Social listening and customers ) Ne_w apps Partners:

 Rapid focus groups <« Applies analytics to IT * Alliance * Market access
feature use data partners Customers:
streams * Cross-sell « Cost reduction

« Scalability

Technology Platform
Partner/Customer Integration: SaaS, PaaS, Open APIs

Convergence: Mobile + 10T + Social + Cloud
Architecture: Multi-tenant Cloud + Dedicated instances (in the future)
Data warehouses: Multi-channel IT use data streams




Cracking the Code for Growth:

Insights from The Coca-Cola Company

32



Vision 2020

* Profit — Double growth

* People — Most desirable
workplace

* Portfolio — double servings
Partners — integrated system

Muhtar Kent, CEO since partnering in growth and

July 2008 winning at point of sale

* Planet
* Productivity

33



IT Vision

Complementary Roles:

« Operational systems

* Reinventing the supply
chain and support functions

 Revenue-generator CIO or

Ed Steineke, business-level CIO
VP and CIO, since 2010

34



Global Footprint

Founded in 1892

Operates in 206 countries &
territories

1.8 billion servings daily
S48 B revenue in 2012

Top global brand for cultural
sensitivities

Competitors (ricen

MAIN COMPETITORS

* Pepsico (PEP)

* Dr Pepper Snapple Group (DPS)
2ND TIER COMPETITORS

* National Beverage (FIZZ)

* Jones Soda (JSDA)

* Nestle (NESN)

* Kraft Foods (KFT)

Coca Cola Brands

IWE KA :‘;:
\ A .

'alla

ForEveryBody P

[

Oﬂ"'r




Strategy: Building a Socially Connected
System to Sell Moments of Pleasure

Coca-Cola Enterpr

salesforce

36



Promoting Knowledge Flows:
Secret Formula = Sharing Formula

Coca-Cola On Chatter: Beyond The
Secret Formula

Coca-Cola wants Saleforce.com's Chatter to be a force for
innovation, if the company can get past its 'secret formula

culture.’

Early Chatter Adopters
 R&D, Marketing, PR, IT
« 1000s of Chatter collaboration groups created



Promoting Knowledge Flows With
Social Listening

Hub Network (300 personnel

worldwide)

Feeds from Twitter, FB, Google+,

local sources

Intervene in rumors

Learn about the “creepy line” of
information use in markets

Evaluate marketing campaigns

700 K

b 4

70 million

NetBase Focus Wizard Coca Cola 1 Week

diet dnnks daJI basis Diet Pepsi

Systemic lupus et Pepsu drinkers
especially with Diet Gulf War

drink diet coke Sugafsw etener

artificial sweetener

chlldren multiple sclerosis calories
Coke Zero setyo aspartame
rampantasmdtlple also suspected

Dletsoda soft drinks

notknow ™" “Cdsoda  shuies

Coca-Cola - Themes 1 Year

W t children rea
artnﬂcnal sw%etgiersd abBTES fOOd

Sodahealth

sugar free

C&!@H’I@S vomit unrcntrolIably
high fructose com Enel' Drln S

WFats Soft drinks

diet sodas Coke Zero LOBO caffeine Coffee

38



Promoting Knowledge Flows & Context
Awareness With the Reverse Bow-Tie Model

= Established Chief Customer Officer role
= Need to informate the role-based conversations

39



Developing In-the-Moment Context
Awareness With the Dialog Tool

Coca-Cola McDonald’s
Operations Managers
meet franchise owners
1-2 times/year

Spent a week preparing
for the meeting

Conversation based on
historic summary of
distribution,
performance, repairs,
distribution, and quality

* |nteractive iPad
application + data
warehouse

Predictive analytics in a
Google-like format

Conversations on what
can we do together to
create value (e.g., growth,
cost to serve)




Differentiates in Vendor-Consumer Mobile
Device Orientation

* Tablets to dialog with vendors given display real
estate

* Phones to dialog with end consumers

* “See what people at checkout lines are doing.
They are busy with their phones on Facebook,
Instagram, Twitter, texting. We connect with
them on these channels with real-time
promotions.”



Context-Aware Collaborative Prediction for
Marketing, Sales and Supply Chain

* The Coca-Cola - Wal-Mart Relationship

— Responsible for $4 billion in Coca-Cola sales annually

— Uses Point of Sales data for collaborative planning,
forecasting and replenishment (CPFR)

— Wal-Mart shares category level data and Coca-Cola
makes recommendations for Brand Coca-Cola and
competitors’ brands

* Granularity of shared information and
application of predictive analytics differ across
Partner/Customer type x Country X Brand



Combining IOT x Mobile x Social x Cloud for
Prediction and Action:
The Case of Coca-Cola Freestyle

Cattely freestyle.

the fountain of

“Biggest invention from
Coca-Cola in 20 years”—
Senior Coca-Cola IT Executive

here
e _OR op
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Coca-Cola Freestyle—A Machine That
Tweets!

iPhone Screenshots

I p 208 St 20t ,x I p 208 St 20t _x

-
] -
N " ‘S - "-’)‘ " ©
e " ;1 > — " ; B
m .- 7 .'.
n n
| " ! "
\ ‘. \ .
. " antral Pars anral Park
5 £ @ a Moe's Southwest Grill
- it's Moe Monday - *5 for any burrito
~ "
& - N
] ( 9 &
]
°q neck N
> | k
e \ M Monday
\ plu
2 irink |
n s
S s x
L 17th St ES &
176 St 17th St = Moe’s Southwest Grill

265 19th Street NW, Atlanta, GA 30363
+]1 770-620-6637

. OPEN NOW - 9:00 pm



Coca-Cola Freestyle for Supply Chain
Execution

(eael Frosstyle.

the fountain of

Coca-Cola Freestyle™ s all about you
Your choice, your taste, your drink, If's
u
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Technology Platform Transformation:
Seamless Engagement for Mobile Sales Reps

& = w418 Coca-Cola Enterprises
F'T 1 1 swaps cumbersome' SAP
Il for Salesforce mobile

The company is rolling out iPhones to 2,000 sales reps
across Western Europe

System of Records System of Engagement
« Cumbersome * iIPhone app with

« Slow Salesforce

¢ Sync @ night ‘ « Gaining up to 45

* VPN connection minutes a day extra

« Lack of transparency time

« Admin tasks « Enables focus on job

« Paper - SAP content

46



Technology Platform:
Transformation to the Cloud

1. SaaS

Path -2. laaS
3. Consumer web sites (800, now

in migration)

Shut down 2 data centers

1 data center currently in ATL
MSFT Online for Office
Salesforce — CRM + Chatter
Other apps to the cloud

Current
State

47



Envisioned Technology Platform

* Three tiered infrastructure:
* Public cloud
* Private cloud
* Traditional data center

* Migrate SAP apps (25 K customizations) to
private cloud

* Brokered platform with cloud sourcing from 3-4
providers



Governance: Knowledge Overlaps for
Effective Partnering and Transitioning

* Cloud operations team to interface with cloud
solutions partners

* SAP team on premises for clean-field
implementation— similar approach with HR
and CRM partners

* Transitioning insourced-solutions engineers to
manage cloud services



Governance Platform
*Roles: Chief Big Data Insights Officer, Chief Privacy Officer

Knowledge Overlaps: Coke’s Cloud Team; On-Premises SAP team

‘Rights Management

Knowledge Context Awareness Agile - Value
Flows & Prediction Actions Coke,

* Reverse bow-tie + Blends feeds to build * In-the-moment Customers,

« Social listening orofiles engagement Partners:
* POS information o D|a|og tool * Intervene in . Co_branding

» Competitive - Applies customer & social media - Profitable
information supply-chain analytics ) Market_l N9 Growth

campaigns Consumer:

* Replenishment Experience

* Restructure
supply chains

Technology Platform
Partner/Customer Integration: Saas, laaS

Convergence: Mobile + IOT + Social + Cloud
Scalability: Hybrid model: Cloud + On-Premises
Data warehouses: Datasets and data streams




Takeaways and Guidelines
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First — The Big Picture Takeaway:
Two Complementary Modes of IT Value Creation

_ Modality of IT Value Creation

System of Records System of Engagement
Decision Making Centralized Decentralized
Role of Reliable just-in-time delivery Knowledge flows, context
External awareness and prediction, and
relationships agile action.
IT Value Establish a system of records Nurture a system of engagement
Creation that: executes transactions  that promotes: knowledge flows,
Process and generates information context awareness & prediction,

based on transaction history. and agile action.

Role of
Governance & Control Collaboration with security,
Technology privacy, and trust

Platforms
52



Mitigating Top Non-Engagement Risks in
Establishing a System of Engagement

_Risk | Mitigaton

Deaf * Social listening to (1) understand the “creepy”

effect line on info. norms, (2) detect/respond to
developing views, (3) detect/ thwart hack
attempts.

Mum * Engaging through trust with transparency

effect

Blind * Uncovering value propositions by analyzing

effect how partners (do not) meet their needs

53



Mitigating Top Implementation Risks in
Establishing a System of Engagement

__Risk | Mitigaton ________

Diverse use * Implementing software-defined use rights,
rights de-coupling policy from the hardware
substrate

Knowledge < Investing in knowledge overlaps (e.g., cloud
integration engineers) to configure solutions to context

Talent * Talent acquisition + retraining (1) managerial
talent with experience in product marketing
and (2) technical talent with expertise in
traditional enterprise systems/architectures.

54



Governance Platform
 New Roles: CSO, Data Privacy Officer, Data Insights Officer

* Rights/Rules: Use Rights, Business rules
» Trust Building: Transparency, Security/Privacy Safeguards
« Administrative Responsiveness: Employees + Customers

Knowledge » Context » Agile Value
Flows Awareness & Action * Firm
» Employees Prediction * Innovation » Customers
* Customers + Blending/focusing » Customer * Partners
e Partners data streams engagement
» Predictive analytics * Responsive

supply chains

Technology Platform
* Integration: Partners, Processes, Devices

« Data Stream Convergence: IOT + Mobile + Social
* Cloud Architecture: Public, Private, Hybrid
» Adaptation: Scalable, Extensible




The Road Ahead

* How can the noise-to-signal ratio be
managed in a system of engagement?

* What are the strategies for effectively
deploying systems of engagement with
systems of records?

* What process and trajectory should be used
for achieving the necessary change in
culture, organization structure, talent, and

technology?
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