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Company profile 

Headquarters: Zagreb/Croatia 

Scope: Custom software development, SOA, Education 
& Consulting, Mainframe, Cross Brand IBM SW 

Customer Segment: Government, Finance and 
General Business 

Resources: Over 140  

Employees covering Adriatic  

region with projects across  

EMEA 

 



Social Media 

- collaborative projects (e.g. Wikipedia), 

-  blogs and microblogs (e.g. Twitter), 

-  content communities (e.g. Youtube), 

-  social networking sites (e.g. Facebook), 

-  virtual worlds (World of Warcraft) 



Social Media u poslovanju ... As is 

 

 

 



Mitovi vezani uz Social  

Myth 1: Social media is Twitter and Facebook 

 

Myth 2: The existing customer service team can 
manage social media  

 

Myth 3: The return on "social" service is low 

 



Pravila ponašanja 



Social Media u poslovanju ... To be 

 

 

 

 



Need to Execute 

Need to Connect  

Need to Empower  

Need to Innovate 

CEOs: Sources for ideas and innovation 

Consultants 

Competitors 

Associations 

Academia Internet, blogs,  etc. 

Think tanks 

Other 

R&D (internal) 

Sales or service units 

Employees 

5% 25

% 

45

% 

25

% 

5% 45

% 

Business 

Partners 

Customers 



Applications Content 

People Processes 

B2E Collaboration improve employee/management work productivity, 
centers of excellence, communities of interest and decision support 

B2B Collaboration 
improve collaborative 
transactions and 
knowledge sharing 
with key business 
partners  

B2C Collaboration 

improve 

collaboration and 

service to 

customers and 

external 

stakeholders  

Common 

Collaboration 

Framework 



Plan for Success with Social Business and Collaboration 

It’s important to assess the willingness, and 

capability, of the business (especially the leadership 

team) to empower the users through technical and 

cultural enablement of social and collaboration tools.  

Understand the Organization 

Source: Forrester Research, “Assess Your Empowered Maturity”, December 2010 

Measuring the Empowered Maturity of an Organization 

Four Levels of Empowered Maturity (low-to-high) 

1. Locked-down 

2. Breaking free 

3. Empowering 

4. HERO-powered 



Plan for Success with Social Business and Collaboration 

Contextual delivery of content and tools requires 

careful analysis of users’ roles, the business 

processes in which they are involved, and the 

activities in which they engage. 

Understand the Users 

Understand the roles and communities 

– Who do they work with most frequently? 

– Who do they call when they need help? 

Understand the processes 

– Where are users when they complete a particular step in a 

process?  

– What resources are at hand for users?  

– What application are they using when they want to do this step 

in the process 

– What do they know?  

– What additional knowledge would help them do the process 

better?  

– What will happen next? What happened before this step? 

Understand the importance/frequency/breakdowns of activities 

 
Source: Forrester Research, “Context Is King In the New World Of 

Work”, March 2006 



STAGE 2 

Self Service &  

Employee Communications CROSS CHANNEL PLATFORM 

HR Self Services 
(benefits, 
policies) 

Event 
Calendars 

Departmental and 
Role-Based Content 

Links to other 
Apps 

Integrated UI’s 

Company 
Directory 

Enterprise 
Location 

Wiki’s/Bl

ogs 

Fully Integrated 
Workflow, Collab, 

KM and Self 
Service 

Social 
Tooling 

On-
Demand 

In-Context 

• Reducing in Paper & 

Communication Costs 

• Reduced Web Support Volume 

and Costs  

• Begin to drive down TCO 

 

Employee 
Communications 

STAGE 3 STAGE 4 

• Noticeable decrease for time on 

task 

• Reduced training times and time 

to productivity  

• Increased employee productivity 

 

 

• Significant increases in 

employee productivity 

• Job Satisfaction & Employee 

Retention 

• Reduced Risk of Tacit 

Knowledge Loss 

 

 

• Improved gains in the previous 

stated KPI’s 

• Significant reducing in TCO 

 

Integrated Productivity &  

Workflow 
Knowledge Collaboration &  

Social Computing 

Business Outcomes  

Workspaces (BOW) 

Document 
Based 
Collab. 

Personalized 
Content 

Knowledg
e Mgmt. 

IT Delivered Based on Gathered Needs…. 

End-User 

Generated on 

Demand 

Enterprise 
Search 

Departme
nt 

Dashboar
ds 

Sample – Business To Employee (B2E) Adoption Model 

 
STAGE 1 


