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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? 
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Modality of IT Value Creation

System of Records System of Engagement

Decision Making Centralized Decentralized

Role of 
External 
relationships

Reliable just-in-time delivery Knowledge flows, context 
awareness and prediction, and 
agile action.  

IT Value 
Creation 
Process

Establish a system of records
that: executes transactions 
and generates information 
based on transaction history.  

Nurture a system of engagement
that promotes: knowledge flows, 
context awareness & prediction, 
and agile action.   

Role of 
Governance & 
Technology
Platforms

Control
Collaboration with security, 
privacy, and trust

First – The Big Picture Takeaway:
Two Complementary Modes of IT Value Creation
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Value
• Firm

• Customers

• Partners

Knowledge 

Flows
• Employees

• Customers

• Partners

Context 

Awareness & 

Prediction
• Blending/focusing 

data streams 

• Predictive analytics

Governance Platform
• New Roles

• Rights/Rules 

• Trust Building 

• Administrative Responsiveness 

Agile

Action
• Innovation

• Customer 

engagement

• Responsive 

supply chains

Technology Platform
• Integration 

• Data Stream Convergence

• Cloud Architecture 

• Adaptation
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Case Studies
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Fueling Engagement for IT Innovation: 

Insights from Salesforce
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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: $3 billion in 2012, $4 billion in 2013, $5 
billion in 2014

• Stock price: 10 x since IPO in 2003
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Scalable and Extensible Solutions:
Platform and Software As Services
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Peer-to-Peer Connectivity for Effective 

Engagement: The Service Cloud Example  
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LEADERS

VISIONARIES

LEADERSCHALLENGERS

NICHE PLAYERS
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Partner Type (1): Implementation 
Partners 

• Four-tiered Cloud Alliance Partner Program

– Registered 

– Silver

– Gold 

– Platinum

• Established (Accenture, Deloitte) and 
entrepreneurial firms 
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Partner Types (2): Developers
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• Rich functionality

• Cloud delivery

• Security reviewed

• Incubator for app ideas 

• 50 K developer org. provisioned with 480 companies

AppExchange Growth

06 07 08 09 10 11 1312
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TRANSPARENCY

• User ratings

• User reviews

• Developer responses

Knowledge Flows @ AppExchange:

More Like Amazon – Less Like Google
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Knowledge Flows With Developers
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• Open APIs for extensibility and integration

• Powerful developer tools 

• Use cases 

Technology Platform for  Developers
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Knowledge Flows:
An Open Social Innovation Community
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Transparency in Contributions to 

Knowledge Flows
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Consolidating Similar Knowledge Flows
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Accelerating Knowledge Flows

19



Engaging Product Teams to Expand
Context Awareness
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Integrating Social Listening to Expand
Product Teams’ Context Awareness
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Driving Innovation With The Top Ideas
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Level of Innovation Impact:
An Example of One Product

23



Democratization of Innovation
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Building Context Awareness:
Additional Mechanisms

• PMs invoke rapid-cycle inter-
customer dialogs 

• Mining feature use data streams
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Enabling 
Facebook to 

Build 
Knowledge 

Flows Among 
Employees

+
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Enabling Virgin Atlantic to Build Context Awareness

+
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• Operations: systems status, transaction 
load, processing time

Trust.Salesforce.Com

• Users comment on products 

• Community helps customers to select 
partners

AppExchange

• Ideas posting and votes

• PMs discuss with proponents of views

• Internal FB for developers and users

Ideas.Salesforce.Com

Governance (1):
Core Principle—Trust Through Transparency
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Governance (2):
Safeguards and Simplification 

Ease of Sourcing

Developers

Customers
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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.

A Strategic Shift?
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Value
Salesforce

• Profitable 

Growth

Partners: 

• Market access

Customers:

• Cost reduction

• Scalability

Knowledge 

Flows
• IdeaExchange

• AppExchange

• Social listening

• Rapid focus groups

Context Awareness  

& Prediction 
• Blends feeds for 360-

view on ideas, products 

and customers

• Applies analytics to IT 

feature use data 

streams

Governance Platform
• Transparency 

• Apps/developer certification

• Sourcing simplicity

• Privacy and security

Agile

Action
• Product 

roadmaps

• New apps

• Alliance 

partners

• Cross-sell

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

• Convergence: Mobile + IOT + Social + Cloud

• Architecture: Multi-tenant Cloud  + Dedicated instances (in the future) 

• Data warehouses: Multi-channel IT use data streams 
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Cracking the Code for Growth:

Insights from The Coca-Cola Company 
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Vision 2020

Muhtar Kent, CEO since 

July 2008

• Profit – Double growth 

• People – Most desirable 
workplace

• Portfolio – double servings 
Partners – integrated system 
partnering in growth and 
winning at point of sale

• Planet

• Productivity 
33



IT Vision

Ed Steineke, 

VP and CIO, since 2010

Complementary Roles:

• Operational systems 

• Reinventing the supply 

chain and support functions 

• Revenue-generator CIO or 

business-level CIO
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• Founded in 1892

• Operates in 206 countries & 
territories

• 1.8 billion servings daily

• $48 B revenue in 2012 

• Top global brand for cultural 
sensitivities 

Global Footprint
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Strategy: Building a Socially Connected 

System to Sell Moments of Pleasure
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Early Chatter Adopters

• R&D, Marketing, PR, IT

• 1000s of Chatter collaboration groups created

Promoting Knowledge Flows: 
Secret Formula  Sharing Formula
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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 

70 million700 K 700 K
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 Established Chief Customer Officer role

 Need to informate the role-based conversations

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

• Interactive 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) 
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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.”  
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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
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Combining IOT x Mobile x Social x Cloud for 
Prediction and Action: 

The Case of Coca-Cola Freestyle

“Biggest invention from 

Coca-Cola in 20 years”—

Senior Coca-Cola IT Executive 
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Coca-Cola Freestyle—A Machine That 
Tweets!
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RFID

Coca-Cola Freestyle for Supply Chain 
Execution
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System of Engagement 

• iPhone app with 

Salesforce

• Gaining up to 45 

minutes a day extra 

time

• Enables focus on job 

content

System of Records 

• Cumbersome

• Slow

• Sync @ night

• VPN connection

• Lack of transparency

• Admin tasks

• Paper  SAP

Technology Platform Transformation:  
Seamless Engagement for Mobile Sales Reps
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• Shut down 2 data centers
• 1 data center currently in ATL
• MSFT Online for Office
• Salesforce – CRM + Chatter
• Other apps to the cloud

1. SaaS
2. IaaS
3. Consumer web sites (800, now 

in migration)

Technology Platform: 
Transformation to the Cloud

Path

Current 

State
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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
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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
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Value
Coke, 

Customers, 

Partners: 

• Co-branding

• Profitable 

Growth

Consumer: 

Experience

Knowledge 

Flows
• Reverse bow-tie

• Social listening

• POS information

• Competitive 

information

Context Awareness 

& Prediction 
• Blends feeds to build 

profiles

• Dialog tool

• Applies customer & 

supply-chain analytics

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

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

•Rights Management

Agile

Actions
• In-the-moment 

engagement

• Intervene in 

social media

• Marketing 

campaigns 

• Replenishment

• Restructure 

supply chains

Technology Platform 
• Partner/Customer Integration: SaaS, IaaS

• Convergence: Mobile + IOT + Social + Cloud

• Scalability: Hybrid model:  Cloud  + On-Premises 

• Data warehouses: Datasets and data streams 
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Takeaways and Guidelines
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Modality of IT Value Creation

System of Records System of Engagement

Decision Making Centralized Decentralized

Role of 
External 
relationships

Reliable just-in-time delivery Knowledge flows, context 
awareness and prediction, and 
agile action.  

IT Value 
Creation 
Process

Establish a system of records
that: executes transactions 
and generates information 
based on transaction history.  

Nurture a system of engagement
that promotes: knowledge flows, 
context awareness & prediction, 
and agile action.   

Role of 
Governance & 
Technology
Platforms

Control
Collaboration with security, 
privacy, and trust

First – The Big Picture Takeaway:
Two Complementary Modes of IT Value Creation
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Risk Mitigation

Deaf 
effect

• Social listening to (1) understand the “creepy” 
line on info. norms, (2) detect/respond to 
developing views, (3) detect/ thwart hack 
attempts.   

Mum 
effect

• Engaging through trust with transparency

Blind 
effect

• Uncovering value propositions by analyzing 
how partners (do not) meet their needs 

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

Risk Mitigation

Diverse use 
rights

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

Knowledge
integration

• Investing in knowledge overlaps (e.g.,  cloud 
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.
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Value
• Firm

• Customers

• Partners

Knowledge 

Flows
• Employees

• Customers

• Partners

Context 

Awareness & 

Prediction
• Blending/focusing 

data streams 

• Predictive analytics

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

Agile

Action
• Innovation

• Customer 

engagement

• Responsive 

supply chains

Technology Platform
• Integration: Partners, Processes, Devices

• Data Stream Convergence: IOT + Mobile + Social 

• Cloud Architecture: Public, Private, Hybrid 

• Adaptation: Scalable, Extensible  
55



• 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?  

The Road Ahead
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