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The Human Dimension of
Knowledge Management
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A Brief History of Collaboration in IBM

w3, Skunkworks .

IBM Intranet, portal
Test Environment for new tools

BluePages

IBM Corporate Directory

Connections

Enterprise Collaboration Platform

SNOIABId

Intelligent
Workstream
Collaboration

Cloud, mobile, secure, cognitive
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The First 12 Months After KM: 1




Measurable Value

SNOIAIY

—— JXON



The Human Dimension of
Knowledge Management

Adoption IBM & KM New Technology
5 Steps to _ 5
Successful Lessons Learnt 'Applying Cognitive

Adoption of KM to KM
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Enterprise Social
Network Adoption
in 5 Steps

Five Steps

IBM Connections &
IBM Connections Cloud

Written by Alan Hamilton

@alanghamilton
alanghamilton.com
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The Five Steps To Successful KM Adoption

COMPASS ¥ of

Executive Planning Employee
Commitment Engagement  [teratively
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Vision

“The art of seeing what is

invisible to others”

- Jonathan Swift

Start with the
end in mind

|dentify the business objective

What? Why?
How? Who?
When?

Why are we doing this, what
benefit will we gain?

What will the end result look
like?

How are we going to do this?

Which parts of the organization
are going to use this?

What is the timeframe for
success?

SNOIABId

What’s in it for Remain

me? Focused

Alignment of Management Avoid trying to solve all the
Imperatives vs Grassroots problems of the organisation
imperatives
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Ginnl Rometty

IBM CEO & Chairman

“Social Networks will become
the new production line. Your
value 1s not what you know but
what you share”

SNOIABId
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The Five Steps To Successful KM Adoption

Vision Executive Planning Employee
Commitment Engagement lteratively
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Executive
Commitment

ldentify Your
Executive
Sponsor

Chief Advocate

Leads by example

An established mentor

An excellent communicator
Is vocal and visible

Leac

ership

141

Describes the process people
go through as they gather new

skills.

s Gap

Unconscious
Competence
(4)

Your leadership team will
usually start in box 1 or 2.

SNOIABId

Communications

An element of cultural change
Is usually required

Depending on the culture, you
don’t have to force people to
“work out loud” — just improve
your work process.

—— ]XON
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Andrew Stevens

Former IBM Australia & New Zealand CEO

“Seeing and hearing first
hand from my CEO Is both
empowering and motivating”
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Vision Executive Planning Employee
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Planning

Users °

Champions e
This Is a point in time within the adoption

Early Adopters e
curve that the number of individual

adopters ensures that continued adoption
Core Team

Get the right people
around you

Within the rate of adoption, there is a point
at which an innovation reaches critical
mass.

of the innovation is self-sustaining.

—— JXON
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The Five Steps To Successful KM Adoption

Vision Executive Planning Employee
Commitment Engagement lteratively
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Engaged Employees Are:

87% less likely
to leave

50% higher
shareholder
return

Each incremental percentage of employees that become engaged
results in an incremental 0.6% growth in sales. (Aon Hewitt)

Companies with highly engaged employees score between 12% and
34% higher in customer satisfaction ratings. (Vance)
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The Six Elements of a
Communications Plan

01. Determine the goal

06. Evaluate the plan &
make corrections

02. Identify & profile the
audience

05. Implement the plan

03. Develop your
messages

04. Select the communications
channels
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The lterative Adoption Cycle

Adopt
lteratively

Iteration noun/tererpn/
The process of doing something again and

again, usually to improve it



IBM: Some Lessons Learnt

Find
Your
Killer

ApPP
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IBM Connections #

tt Blogs

IBM Connections ldea Blog

- |BM Connections Users

Overview
Recent Updates
Status Updates
Members

Media Gallery
Events

Related Communities
Surveys
Ideation Blog
Forums

Blog
Bookmarks
Library

Wik

Contact Us

IBM Greenhouse Products

! Profiles ~

Labs Forums

{i) Communities -~  Apps -

My Blogs Public Blogs My Updates

Following Actions -

IBM Connections Idea Blog

New ldea

1 - 30 of 659 Page 1 2 |3 4 | § .. 22 Previous = Mext

sort by: Date | Title | Votes~ | Comments @ Visits

Allow people to move Community Activities, Wikis, Media Gallery photos/videos,

362 etc. into other Communities and Subcommunities.
Myra Collado | June 132013 @ Tags: move activity community_improvements_su... community_improvements_wi...
technical_improvements apps_wiki's_improvements apps_community_improvemen... | 2 Comments 141 Visits

Brian O'Neill

Possibility to move wikis Move stand-alone apps like activities, wikis, etc. into Communities
and Subcommunities Possibility to move an activity (to and from a community) Possibility to merge communties Move
any community under another community

Do you want to see folders within a Community

284 simon Vaughan | Mar 30 2011 Tags: apps_community_improvemen... community_improvements_fi... 36
Commentzs 1,510 Visits

e Vole Cine thing that our users have been asking for is "Folders' within a community. Each folder should allow a
user to determine who can access the files within the folder ad would be a major plus point for the adoption
Graduated of Connections in an organisation

simon Vaughan

Poll / Survey app in connections
265 Simon Vaughan Mar 31 2011 Tags: apps_new apps_cthers | 22 Comments 840 Visits

In a future version of Connections, | would like to see a Poll / Survey app
Lg Vote Simon Vaughan

Graduated

Better text editor for Wiki, Blogs, Comments etc.

My Account Solutions Catalog Log Out

Chris Crummey ~ Share 28] (7]

EE This Ideation Blog ~ Search

Ideation Blog Actions~ Community Actions

¥ Similar Blogs

IBM Connectio...
99 Entries = Simon Vaughan

Updated June 23

[c]207 [ 188

IBM Collabora...

R 320 Entries = Joyce Davis
Updated Oct 3 2012

BENELS

r
=« |IBM Collabora...
% 118 Entries = Ky Young Kim

Updated July 9

C]40 =34

IEM Collabora...
R 257 Entries  Joyce Davis

Updated May 16

E'IE- I::]E!-

= Milcent
45 Enftries Pierre Milcent

Updated Mar 10

[z]19 =7

¥ Similar Ideation Blogs
Activity Next
Simon Vaughan

Loading Sametime status... =
Announcements

d
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w3 - IBM Connections

i#i Communities

Overview
Recent Updates
Members
Forums

Wik
Bookmarks
Feeds

Files

Blog

Events

~ Bluegroup
association

.} 1 Profiles ~ "I Communities ~ Apps ~ Feedback

{i} This Community * Search

* Community Description

Welcome to the IBM Apple / Mac Community.

Many IBMers have switched to the Mac, and it's easier than ever to use a Mac at IBM. Anyone with an interest in the Mac is
welcome to join the community.

Visit Mac@IBM for answers to frequently asked questions, Mac software downloads, and more. If you still have
guestions, please post them to the Forum on the |eft.

Important Links:
« Can | use a BYOD Mac at IBM: https://ibm.biz/MacBYOD

+ Using a Mac at IBM: https://fw3-connections.ibm.com/blogs/mactips/entry/using_a_mac_at_ibm

+» Mac Tips Blog: https://ibm.biz/MacTips

Please do not mail the community. Post a message to the Mac Forum instead.

Tags: apple, ipad, iphone, ipod, mac, mac@ibm, macinmtosh, osx

Forums

=tart a Topic

[=1 Mailbox for Mac Beta - Two BetaCoins Available
Last post by Jakub Dumanowski | Today 7:48 AM 41 replies

[=1 Document Shed (document templates) now also released for use in i0S and 0OS X
Last post by Tim Burnz  Today 7:07 AM | £ replies

[z] Firefox ESR 31
Last post by Johannes Noll | Today 6:43 AM | 16 replies

[=1 **Early Adopter Testing™ New Mac Software delivery tool

-

Stop Following this Community

Important Bookmarks

Apple O3 X Required Security settings
Apple Security Alerts
Apple Store discounts for IBM employees

IBM Authorized Personal Devices f BYOD
Paolicy

Mac FAQ

Mac Tips
Mac@IBM
Mac@IBM in Japan
VPN Access to IBM

View All (11020 people)

Upcoming Events

There are No UpCOMming events.

View All Bvents

IBM Expertise

Every IBMer is an expert...find the

'@ one that can meet your business

Community Actions ~

SNOIADI




Overview

SNOIADI

Recent Updates F S

Status Updates |

Macrec Top Tools IBMers Use
Forums

Blog

Files

Wiki

Bookmarks Questions and Answers for New IBMers

Events Click an icon to view the answers to these questions and suggested resources.

Related Communities

How do |l...

v Subcommunities

New2Blue - Brazil New
Hires

New2Blue - Middle
East/Africa (MEA) New
Hires

New2Blue - GCG New Hires

New2Blue - India New Hires
New2Blue - US New Hires

New2Blue - Japan New
Hires

New2Blue - ASEAN New
Hires

How New2Blue can help v...
Video Wall
~ Top Tools IBMers Use
How Do | Download IBM...
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Search for Experts in IBM

D

Find other IBMers based on their clients, industry experience, name, skills and much more.

Quick Results (name based search)

Arun Kumar R . Varun Sharma Eiji Ishihara Masaya Yagihashi
Kumararr@ in.ibm.com & vaharm27 &in.ibm.com : EISHIHAR®@ jp.ibm.com PACHI@]|p.ibm.com

Collaboration IT Messaging & Collaboration Collaboration Architect Collaboration Energizer

VERJAMESEuk.ibm.com Eliza. Thenn®&@ibm.com
Collaboration Solutions Collaboration Sales

Verity James e Elisa Thenn de Bar

Search for Experts in IBM

| O‘)‘ Advanced '

Collaboration

Quick Results (name based search)

Gireesh Punathil
gpunathi@in.ibm.com
WW Service Architect, IBM Runtim...

o
-

o~

)

Full Results (evidence based search)

1-20 of 122652 (0 functional/application IDs kel M M
removed from search)

GARBETT, MICHAEL J (Michael)
=1 Executive Sales, Asia Pacific, IBM
A Collaboration and Talent Solutions

St leonards, NSW, Australia

What | am Known For

M

Full Results (evidence based search)

1-10 of 122652 (0 functional/application |Ds removed from search)

GARBETT, MICHAEL J
(Michael)
Executive Sales, Asia

Pacific, IEM Collaboration. ..

IBM Global Markets - Cognitive Solutions
Unit Industry Platforms
St leonards, NSW, Australia

What | am Known For
Assisting sellers to progress and close
opportunities for IBM Collaboration, Social,

Exceptional Digital Experience and Smarter
Winrkforce solitinns!

Show Contact Info

Sunderraj, Maresh G
(Maresh)
Cloud Technical Sales

Leader - US...

Ranc, Huguette
Vice President, Europe,

Collaboration & Watson...

IBM Global Markets - Cognitive Solutions
Unit Industry Platforms (Geo)
Bois colombes cedex, France

What | am Known For
| have a passion for our clients and how we
bring them value & innovation & contribute to

their transformation agenda... When i have
fime. | lnve to ski in Val d'lsere. in Franee 1.

Show Contact Info

Byrd, David A (David)
Distinguished Engineer -
CTO, WW Lab Services an...

Mameki, Yohko
Distinguished Engineer - IBM
Collaboration & Talent...

IEM Global Markets - Cognitive Solutions
Unit Industry Platforms
Tokyo, Japan

What | am Known For
| am in charge of Social Business

Show Contact Info

Meumann, Mark A (Mark)
IBM Executive Technical

Sales

EMERICK, SUSAN F
(SUSAN)
Sr. Manager, Global

Marketing, Client Experien...

IBM Systems
Southfield, M1, United States

What | am Known For

Author of: The Most Powerful Brand on
Earth: How to Transform Teams, Empower
Employees, Integrate Partners and Mobilize

Customers to Beat the Competition in Digital
and Sncial Merdia. A husinass referenre nn

Show Contact Info

Roche, Michael
Distinguished Engineer, IBM
Connections & IBM Doecs...

Schaper, Gary P (Pat)
Project Manager - IEM
=~ Notes/Office 365/Documen...

Global Business Services
Tulsa, OK, United States

&)

What | am Known For
Lotus Notes, passionate, trying new tech,
tenacious

Feedback

Lirheim, Elizabeth S
(Elizabeth)
Vice President, IBM Hybrid

Cloud Integration Software




IBM Workplace -~ 1-3-9 - MylLinks - You&IBM -  Collaboration - Support -

Join the conversation

=5 Personal Socical Dashboard

Home Activity Reaction Eminence Network

SNOIABId

Overall

Christopher
Executive Director of Customer
Experience and Evangelism - IBM Yﬂur Score
Enterprise Social Solutions
Analytics Feb 01
Scores updated on April 16, 2015
The refresh as of Apnil 4, 2015 reflects an
algorithm change.

Activity Reaction Eminence Network

Collaborative activities Feedback and response Leadership and influence MNetwork size and diversity
done in Connections received from other among the community
employees
Your score 2 EE Your score Your score
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Activities

KUDOS

BOARDS

@

-

@ €, Kudos Boards

C' @ Secure hitps://kudosboards.com/board/5893ded381

Home Mast Calendar

Kudos Boards

-

Poople «

B3 My Profile

Communities

U 1BM Connect 2017 - Kudos & % offs IBM - Connect 2017 - Overy: X

D IBM Connect 2017 Organisation detalls for IBM Connect 2017 Kudos Booth

Conference Details

2000 Attendees

Date - 20-23 Feb 2017

Location - San Francisco

Who from Kudos is attending?

’

£ ’)

Pamphlets

Giveaways

Koalas

Aussie Chocolates

Bose Stereo to give away

Booth Details

“ Laptop
Powerboard
e
N
Router
(-
. Mobile Demo Device
-
a“r

Kudos Badges

Kudos Thanks/Awards

Kudos Analytics

Kudos Boards

Kudos Boards Mobile

Kudos Analytics Cloud

Kudos Boards Cloud

Covering

e X o 0

O

T

”
&

To-Dos by Due Date
To-Dos by Member
Ar (‘:"v ve

Members

o W
:'.'E :v

Color Labels

- V=

SQ,ES v ‘\I Y :Un‘\-.‘n L
SO .
Important!il .

Developers ‘

Al (1" &L en
| Y

Marketin

| al Pr ira
Xudos Suiste




IBM: Some Lessons Learnt

Compliance
& Security
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Data Protection Best Practices

SNOIADI

Follow this Community | Join this Community

Community Description

CONFIDENTIAL o
INFORMATION personal

Crown Jewel Data Confidential Information Personal Information

-

Collaboration, Meetings & Developer Platform Record Management

Attributes Document Retention Orders

Welcome to Data Protection Best Practices

Learn how to identify and handle information that requires protection

Engage this community to give and get answers
Our IBM Business Conduct Guidelines

Community URL http://w3.ibm.com/collaboration/dataprotection

Avoid content moderation
Content should be self-healing and its’ accuracy addressed through policy
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IBM: Some Lessons Learnt

A Picture
Says A

Thousan
d Words




IBM: Some Lessons Learnt

Choose
Cloud or

On Prem -
Not Both!
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Too Much
of a Good

Thing
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IBM: Some Lessons Learnt

Ditch the
attach -

ments
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1997: IBM Deep Blue Beats World Chess Champion

ol
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2011: IBM Watson Beats Jeopardy Champions
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Real-time collaboration with the built-in power of Watson

Persistent, group and direct
messaging

Video meetings
File sharing and storage
Searchable history

Notifications + See who's
available

Native apps for all your
devices

Apps & custom integrations
Open API’s for developers
Enterprise grade single sign-on
Reusable use case templates

Built-in Watson cognitive
technology enables users to
focus on what's important.

.llli

September 15, 2017 at 06:00PM

Expert Finder Showcase 4:44 PM

Might need touse thisinafuturede... e

Greenwell Agency Wed, Aug 30

& | love this!

Best Customers Ever! Tue, Aug 15
Oh yes, and the water slides! Our compa...

Project Top Hat Tue, Aug 15
You: Yep! Info is right here:

Sales Team 6 Tue, Aug 15

@space Post your weekly status here be...

Our Awesome Space = Tue, Jul 4
You: Type three accent marks. Press Shi...

| Greenwell Mon, Jul 3
U You: watson workspace

Greenwell Agency ~

MON, OCT 24

Mike Motler Mon, Oct 24, 11:16 AM

Here is something that may work from the last photo shoot

Heather Reeds Mon, Oct 24, 11:17 AM
Do you have the latest website visuals?

Mike Motler Mon, Oct 24, 11:18 AM

Heather Reeds Mon, Oct 24, 11:18 AM
Great photo

Slack - Test Mon, Oct 24, 11:19 AM

| ' Kaitlin Garfield from #greenwell

| | have some updates from yesterday

. " Kaitlin Garfield from #greenwell

| Would you like me to post them here?

J New Messages

SNOIADI
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5 1IBM Cloud

All Categories

Infrastructure

Compute
Storage
Network
Security
Containers

VMware

Platform

Boilerplates

APIs

Application Services
Blockchain

Cloud Foundry Apps
Data & Analytics
DevOps

Finance

Functions

Integrate

Internet of Things
Mobile

Security

Watson

Build cognitive apps that help enhance, scale, and accelerate human expertise.

Conversation

Add a natural language interface to your application to
automate interactions with your end use

Lite IBM

Language Translator

Translate text from one language to another for
specific domains.

Lite IBM

Personality Insights

The Watson Personality Insights derives insights from
transactional and social media data to ic

Lite IBM

Tone Analyzer

Tone Analyzer uses linguistic analysis to detect three
types of tones from communications: en

Lite IBM

Discovery

Add a cognitive search and content analytics engine to
applications.

@ o

Natural Language Classifier

Natural Language Classifier performs natural language
classification on question texts. A user v

IBM

Speech to Text

Low-latency, streaming transcription

@ o

Visual Recognition

Find meaning in visual content! Analyze images for
scenes, objects, faces, and other conten

Catalog Docs Support Manage @

Knowledge Studio

Build custom models to teach Watson the language of
your domain.

IBM

Natural Language Understanding

Analyze text to extract meta-data from content such as
concepts, entities, emotion, relations, st

Text to Speech

Synthesizes natural-sounding speech from text.
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Why Can’t | Just Use
WhatsApp?

.llli
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Sept

The problem with WhatsApp...

Dec
2007

-

B
prise software company”
Jan

erberg, CEO Facebook
2018

Feb
2018

Mar
2018

- | W AN
» S - \.f
\ ~ N

“| don't consider

Sources: March 24, 2018 NBC News: https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651
April 11, 2018 House Committee Transcript: https://www.washingtonpost.com/news/the-switch/wp/2018/04/11/transcript-of-zuckerbergs-appearance-before-house-committee/?utm_term=.0a587892adb1l
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https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651
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https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651
https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651
https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651
https://www.nbcnews.com/tech/social-media/timeline-facebook-s-privacy-issues-its-responses-n859651

How Does Watson Workspace Work?

1. SUBMIT A MESSAGE
User sends a message
Into a space

2a. MESSAGE CREATED
App Webhook called for

message created message created

2b. COGNITIVE ANALYSIS
Workspace shares the
message with Watson

3. COGNITIVE ANNOTATION
Asynchronously, Watson
annotates the message

4. ANNOTATION ADDED
App Webhook called for

SNOIADI
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l:‘ Spaces O IBM Domino situ... 2 ’ ? Q e Q Search

F.
e epass FRI. SEP 28

~——— LN VVYNJ INLINYY VYV

ICTS Global Sales (IC) § 5:27 AM

Thierry Batut Fri, Sep 28
Thanks a lot ROBERT INGRAM @ ¢

Hey Team, 2 questions for today

IBM Dormino situation: room... 5:09AM IBM Notes for Mac, where to go to get the beta? any timing yet?

already supported and/or working?

IBM ISA Collab BP  Yesterday 4:29 PM |

https://www.ibm.com/collaboration/ib...
Thanks

Korea ICTS Team :e: Yesterday 4:22PM Thomas Hampel Fri, Sep 28
Domino 10 Launch Live now. https://w... : A Mac beta has not been release yet, but will be soon.

The Connections Plugin for Notes has been updated and is compatible with NotesV10 , just make
ISAICTS TeamZ i@ Yesterday 4:21PM sure you have the latest version

Domino 10 Launch Live now. https://ww...
Thierry Batut Fri, Sep 28

Domino X ASEAN ... Yesterday 2:26 PM Vielen dank Thomas Very good news for Notes 10 and Connections. | am 100% on Verse. However

thanks Rajat Sharma | will install Notes 10 on my Mac as soon | do a have a link to download %=

back to notes.id ...

NowCorp Team Sunday 8:07 PM

Thomas Hampel Fri, Sep 28
No. Seperate product . Seperate use case ‘w?
Q

We had to wait for Mojave to be released by apple to verify compatibility.

Watson Workspace ... Saturday 2:52 AM -+

we've definitely talked about (and design...

ype something
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DevOps Example

Spaces Beta Rally Team

(Q_ Find a space

&

Patrick Eillis HH:MM AM

Beta Rally Team @Matt we need to create an incident ticket
This is the last message

Servicenow HH:MM AM

Dev OpS Responding to PATRICK ELLIS
That would be really nice. Would you like to include the previous Jira ticket information in your new ServiceNow
Incident ticket?

Greenwell Sales

' ?
Ok, any last minutes changes to... Respond with Yes or No*

John Scott HH:MM AM

S Thursday Sessions Yes.
Tom, can you add the agenda?

Servicenow HH:MM AM

S e rVi C e n OW t i C ket JOHN SCOTT | have created a ServiceNow incident ticket for you.

Design Brainstorming Description: Place holder description - created from Watson Workspace.

. d What if we were to take what we...
Creatlon an q uery Incident No: INCO010030
I eve rag | n g Q4 Prep 6:57 AM Created on: 2017-10-27 17:33:27

You might be able to delete the app... Link: http://dev40212.service-now.com/nav_to.do?url=incident.do?

preV|OUS thketS, sys_id=e662990379400er84
& Project Clementine 6:38 AM @ Mt St L AL

rl g ht WI t h I n th e Nice, only two days o go. | can see... Good work everyone! Thanks for getting this resolved asap.
conversation Dev Review

Ok, any last minutes changes to...
Stream.

Design Review
Tom, can you add the agenda”?

Design Brainstorming Type something...
What if we were to take what we...




In Summary...

1. Rewarding

2. Frictionless

3. Ease of use
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