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+ Global proliferation of social networking phenomena
¢+ From a service to a platform
m Social (ir)responsibility
m Social media marketing
m Social recommender

m A switch from Customer Relationship Management (CRM) to Customer-
Managed Relationship (CMR)

e Implicit social networks

m Corporate social networking
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Global proliferation of social networking phenomena

Networks, the evolution of social networking, the importance of social
networking in everyday life, the most popular social networks
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Networks are everywhere... 2

Ry Department of Telecommunications
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What is a Network? @
==
e, Department of Telecommunications
¢ A set of nodes interconnected via links
m The purpose of exchange

m Various topologies
link

node
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What is a Social Network? @R
=

ey Department of Telecommunications

¢ A set of actors interconnected via relationships
m Actors: people, organisations, brands
m Relationships: acquaintance, collaboration, dislike, ...

¢ Common interest connects involved actors

+ Based on actor profiles % ta at 4

+ Creating principle ‘\:‘ t‘i-{ }1} f;.f
m explicit ‘t"\ f@ j
m implicit | T ------ L :
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Foundation of all social networks
(Semi-)public user profiles
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¢+ ,friendship”
¢ Visibility"
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The history of social networking (1) @

1960s: Milgram’s “small world experiment” demonstrated the idea of “six -
degrees of separation” ==

Department of Telecommunications

Total no.of |
Chains, 44 \

NO. O' | |
completed 6 —
Chains —

— /-
0O 2 4 6 8 10 12

No. of Intermediaries needed
to reach Target Person

Milgram, S.: The Small-world Problem. Psychology Today 1(1), 61-67 (1967)
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The history of social networking (2) @

However, there were social networks before Milgram: marriages among the -
Florentine aristocracy in the 15th century E==

Department of Telecommunications
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Jackson, M.O. : Social and Economic Networks. Princeton University Press, 2008
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The history of social networking (3) @

Became a global phenomenon in 2000s with an advent of ICT-enabled social

[ |
networking sites ==
., Department of Telecommunications

—° Th;glfvsfil W@LL
¢ Web 2.0 (“the
Social Web”) s iesvnns B Y/

m No longer simply
about connecting -

Cyworld () CyWORLD
2003 o y

) . [._3 clasmates-com Tripod.com | TheGlobe.com 1995
I n f O r m a t I O n Classmates.com 1007 GeoCities m%i&
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2h i 1999 ‘
. A b O u t CO n n e Ct I n g W LvesournaL Livelournal " BlackPlanet /@ BlackPlanet.com
2000 2000
peop le to @) miGente.com Micente T Lunarstorm \UNAFSTONMY
2002 2001
—
—

. ﬁ"l&'dstef\‘-' Frie;r[lmdgsrer
collaborate in ad- .me

Myspace i Myspace.com.
2004 a place for friends

rrrtrrtrtt

hoc groups BEERA - | — e Ocbo
Ewittker T";;;‘}_“ —. 2007 S e (7
Gowalla U 0L
() Groups are created SK@UT g o0
. . ™ Foursquare oursquare
and dismantled with o ~
2011 " Gooogle Buzz 008[@ buzz

minimal overhead Google+ googie: *
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The importance of social networking (1) o

Just eight years ago, Zuckerberg’s Facebook did not even exist F==3
., Dopartment of Telecommunications

“For connecting more than half a

Person of the Year

billion people and mapping the social
relations among them, for creating a
new system of exchanging
information and for changing how we
live our lives”, Mark Zuckerberg was
named TIME’s 2010 Person of the
Year
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The importance of social networking (2) @
Social networking in peoples’ everyday lives F=2

R Tdd——_s. Deepartment of Telecommunications
Social networking site use by online adults, 2005-2011

The percentage of all adult internet users who use social networking sites since 2005

80%
B65%
B1%
60%
A0% 43% e e
38% Yesterday
20% 16% 27%
Bi'i/
2% 9% 1%
,D% | 1 | 1 | 1 ]

2005 2006 2007 2008 2009 2010 2011

Source: Pew Research Center's Internet & American Life Project surveys: February 2005, August
2006, May 2008, April 2009, May 2010, and May 2011.
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The importance of social networking (3) @

Consuming twice as much of our online time as any other activity F=2
N, Department of Telecommunications

Top 10 Sectors by Share of U.S. Internet Time
Share of Time Share of Time % Change in
Rank SubCategory June 2010 June 2009 Share of Time

1 Social Networks 22.7% 15.8% 43%
2 Online Games 10.2% 9.3% 10%
3 E-mail 8.3% 11.5% -28%
4 Portals 4.4% 5.5% -19%
5 Instant Messaging 4.0% 4.7% -15%
6 Videos/Movies 3.9% 3.5% 12%
7 Search 3.5% 3.4% 1%
8 Software Manufacturers 3.3% 3.3% -0%
9 Multi-category Entertainment 2.8% 3.0% -7%
10 Classifieds/Auctions 2.7% 2.7% -2%

Other 34.3% 37.3% -8%

Source: The Nielsen Company
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Popular social networks (1) @

F=3

ey, Department of Telecommunications
+ Facebook

m 850+ million active users
e the average user spends more than 55 minutes per day on Facebook
m Over 1.5 million business pages

¢ Twitter
m 200 million registered users (100+ million active)
m 150 million tweets (March 2011) sent per day

e 1750 tweets per second

¢ Linkedin
m 150 million professionals, including all Fortune 500 companies

¢+ Foursquare
m 15+ million registered users

e 2010 annual growth rate of 3400%
¢+ Google+

m 100+ million registered users

e 625 thousands new users every day
» 400 million registered users by the end of 20127
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Popular social networks (2) el

Department of Telecommunications

Where should you post your status?

Do you want anyone e | 15 it business? —> I Is it personal?
to actually see it? 1
1 1 Yes No Yes
Yes No I
I v
—D[Are you in a bar?
Would it be awkward to Would it be awkward to
explain to your boss? explain to your parents?
v v
Yes No 1 v
Are you addicted
Yes < w—> NO w—p- to “Likes"?
£ 3
v ey | I3 it boOring? 1
v

g
| p—
N &4 O W K

Google Plus Foursquare Don’t post it! Linkedin Facebook Twitter

http://www.simplyzesty.com
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Facebook (1) ‘E}
Facebook social graph ===

Department of Telecommunications

facebook
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Facebook (2) @
Facebook vs MySpace (2007) ==

e ——mmmmmy Department of Telecommunications
+ MySpace does not have public API

m 3rd parties cannot develop applications

+ Facebook goes public with its API

m 3rd parties can develop applications

(22)

il_iw : ahook Launches Facebook

 Tves 5 Jhey are the Anti-MySpace
ﬁ Share 2 y —

M7 1 :1‘:‘: EII?CR‘.IISE#ON ~ | Thursday, May 24th, 2007 | 1 Comments

Facebook is holding a massive press/developer event today in
San Francisco to officially launch Facebook Platform. 750 or so f b k
people are here. ace oo

A number of third party applications will also be announced,

including Microsoft, Amazon, Slide, RockYou, Box_net, Red Bull,
Washinntnn Pnst Prniect Anane Prosner Snanvine il ke PickePal Ninn Plom and ntheres S[Reventu

http://techcrunch.com/2007/05/24/facebook-launches-facebook-platform-they-are-the-anti-myspace/
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Facebook (3) @

How do we spend or online time? (US statistics) F==3

Department of Telecommunications

Figure 6. U.S. Share Of Time Spent Online
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Facebook.com === == Google Sites = = = Yahoo! Sites

Source: Citi Investment Research and Analysis

http://www.zdnet.com/blog/facebook/facebook-is-destroying-google-in-time-spent-online-chart/4183
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Social Networking as enabler of social (ir)responsibility

Japan earthquake and tsunami 2011, The Arab Spring
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Japan earthquake and tsunami 2011 (1) @

How news spread on Facebook via status messages? F==3

ey Department of Telecommunications

¢ 4.5 million status updates from 3.8 million users
across the world on March 11 that mentioned
m “Japan”
m “earthquake”
m “tsunami”

+ Most of these status updates shared news, reports
and prayers

¢+ For some, Facebook provided a way to quickly get in
touch with loved ones in devastated areas
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Japan earthquake and tsunami 2011 (2) @

Citizens’ reaction on Twitter F==3
S EEEEEEEE————, Department of Telecommunications

¢ Less than an hour after
the quake

m Country’s phone system
knocked out

m The number of tweets
coming from Tokyo were
topping 1200 per minute
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Japan earthquake and tsunami 2011 (3) @

Japanese Power Company creates Twitter account for nuclear plant updates F==2

ey Department of Telecommunications

+ Tokyo Electric Power Company (TEPCO) has created a
Twitter account for its nuclear power plants

m Keeping Japanese residents, and the rest of the world, informed
about the plants that were damaged by the March 11
earthquake and tsunami

e notifying people of power blackouts and radiation leaks
m Amassed almost 200 thousand followers in less than a day
m TEPCO has sent seven tweets until March 18

¢ Japan’s prime minister created a Twitter account after
March 11 earthquake and tsunami, as well
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The Arab Spring (1) o

How Facebook and Twitter supported the Egyptian revolution? F=2
., Dopartment of Telecommunications

¢ The revolution in Egypt was driven
by the use of social networks

¢ Protests began on January 25
m A flood of #Jan25 and #Egypt tweets was launched

m Creation of Facebook groups that gained hundreds of thousands of
members and promoted the protests in Cairo

¢ The government blocked Facebook and Twitter and eventually
shut down Internet access completely
m Facebook and Twitter users found ways to work around the blackout
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The Arab Spring (2) o

The power of social media F=2
., Dopartment of Telecommunications
the leader

@
the 2011 TIME 100

most influential people in the world

,Over the past few years, Wael,
30, began working outside the
box to make his peers understand
that only their unstoppable
people power could effect real
change. He quickly grasped that
social media, notably Facebook,
were emerging as the most
powerful communication tools to
mobilize and develop ideas”

Wael Ghonim
Spokesman for a Revolution
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Social Media Marketing (SMM)

The examples of Facebook, Twitter and Foursquare, Socialnumbers
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Social Media Marketing (SMM) @

Users do not connect only with other people, but also with brands they

. . . =3
interact in real life F=
., Department of Telecommunications

+ If one reads the New York Times, he/she connects with the profile of the

New York Times on a certain social network to follow its updates

o If a useris buying in the Walmart, he/she should be connected with the
Walmart Facebook page and Twitter profile

facebook

¢ If one drinks coffee in the

Starbucks, he/she should % R
be connected to Starbucks I ————
on Facebook and Twitter E cnm @ T -

About Photos Likess ~ Starbud ks Card International
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SMM on Facebook (1) o

Facebook page: an example of the Facebook page for a certain Croatian brand F==3

Department of Telecommunications

( Brand name ) Active tab
[ ( content )

Active tab
identifier

3 A } (1skon) (Hot spot)
. \“ g Product/Service - # LOIt Info

Brand
logo

R :
“‘0 I ¢

! L&)
f@ww £

&) mto

ZAGRESB

&. Friend activity (1+ Trezos e cssier. Sheasis Al
@ Bkon Superstar Muej peeiinutih veza Sy. Cirlla | Metoda 2

Tab @ Postani Iskonovac nin
browser © Mot spot
@ 1koa TV poguica 159
R i v s
@ Oobrododli Bolnicis 63

\ Mot I v vana Luliés 2A i
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SMM on Facebook (2) o

Facebook page: an example of a status update on a Facebook page F=2

Department of Telecommunications

Brand
name

MOMA The Museum of Modern AyD

-
-
~
-~

{appy Halloween from MoMA!

HootSuite Photos

Post
J content

Number of Facebook users who
commented or liked this post

¢+ There are a lot of status updates every minute and usually a user does
not have time to read them all

m EdgeRank mechanism

e An index which evaluates quality of every posted update on Facebook pages
»w Decision which content to push to users and which content not to push
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SMM on Facebook (3) @

Facebook page: good practices F==3
]
., Department of Telecommunications

+ Visually attractive, easy-recognizable and original Facebook page
m Important to align Facebook page according to brand’s existing visual identity

¢+ Good promotion of the Facebook page

m Important to get as much likers (i.e., users connected to that brand) on Facebook
page as possible

¢ Communication with likers

m Important to achieve a lot of interaction and feedback from users because of
EdgeRank mechanism
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SMM on Facebook (4) o

Facebook application: An example of a branded Facebook application F==3

Department of Telecommunications

facebook

+ Dynamic social applications on
the Facebook platform
m Sweepstakes and contests

e Facebook users play games with
their Facebook friends with goal of
getting a prize

0)

Vyhrajte listky

na MS v hokeji 2011

®  PAUZA O 'SKUS ZNOVA
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SMM on Facebook (5)

Facebook adds: located in the right-hand column of a Facebook page F==3

Department of Telecommunications

"Wall" of Mark Info about Mark Pictures of Mark :' ‘:
. [ Zuckeberg ] { Zuckeberg ] [ Zuckeberg ] i Facebook ads E
¢ Cost-per-Click U
Mark Zuckerberg | % Becomeafan '
| C P C wall @ ‘Photos ) Boxes video tive P i ...... .
Mark Zuckerberg and Fans Just Fans 1] § Create an Adver

Picture of Mark
Zuckerberg

¢ Cost-per-Impression
m CPM

] »
. How big is your x
I Mark Zuckerberg : army?
2 Six Years of Making Connections s

B 05 February at 07:04 - View feedback (2,434) - Share 1,000,000 Strong? of just 3
. # few men weak? Play Three
—————————— . Kingdoms on facebook now!
Sugge e \ Mark Zuckerberg Awesome work by a small team of Facebook engineers. HipHop A e o
ﬁ for PHP (HPHP) is an open-source tool that makes the PHP programming language £ Lke
- 3 B (2nd Facebook) faster.
Mark Zuckerberg in e e e HipHop "Hop for PHe: Hove Fast Crime Pays x
¢+ Average prices kil [ el o"
, | e
Fans

f 456,536 fans See Al
6 of 456, & £

depend on country

3 * View feedback (1,010) - Share

¥ 3oin more than 25 millon
M players n Mafia Wars, the

Mark Zuckerberg I'm in India this week for vacation. I'll be attending 3 good 3 award winning game
- friend's wedding and checking out a few cities while I'm here. ¢ featured on CNN and in the
% Nor Pa ~ # New York Times. Click to play
No oy oo th v
m Netherlands (18/213) | Friendsofmaric | fi. = 2 &
Zuckerberg - Sl
y I} ’i ¢ '
¥ p '
. !, “ Boli te grio? x
e CPC:50.50 < Vi :
L L ]
:s:*e!c »t"_rjb ga.‘:r-a [E) 31 December 3 at 06:45 - View feedback (4,279) - Shar '
. Beers Hakobyan Svensson Dbl o T T S P B S en - s
e CPM: $0.22 \ &
\ Mark Zuckerberg For those wondering, I set most of my content on my personal ' n - L
% Facebook page to be open so people could see it. I set some of my content to be : kel
. 2 more private, but I didn't see a need to limit visibility of pics with my friends, family ' Ig:e)se | zaboravi na
m Croatia (137/213 o sy b ) o
11 December 2009 at 21:25 - View feedback (2,447) v € Lke

Report Page

.
Share Mark Zuckerberg ¥ vore Ads

. CPC: $0.14 o n ‘; An Open Letter from Facebook Founder Mark Zuckerberg :‘__L ___________
e CPM: $006 ik rre:thar 350 lion peop e wodd are Using Facebor L Chat (Offline)
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SMM on Facebook (6) @

Facebook adds: target users based on user profile information F==3

ey Department of Telecommunications

¢+ Gender (e.g., fragrance ad targets only female users)
¢ Age (e.g., clothes ad targets only teenagers);

+ Location (e.g., event ad targets only users currently located in
Rotterdam)

+ Interests (e.g., concert ad targets only users which liked Facebook page
of a band which performs on that concert);

+ Relationship status (e.g., divorce lawyer ad targets only married users)

+ If a Croatian photographer wants to sell service of a wedding
photography he/she can create Facebook ad which will target engaged
users located in Croatia and having between 20 and 30 years
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SMM on Twitter

Facebook adds: Twitter brand profile: similar to Facebook page cancept F==3
R EEEEEEEE——____——S5 0P mon! of Telecommnications

twitter¥ B W

r\y\ McDonald's®
UE5T>) | | @McDonalds UT: 41.802969,-88.180901

rou THE GOLDEN McRIB* Welcome to the Official McDonald'’s USA Twitter page!
N s We're here to listen and learn from all of our fans and
aaa followers. Check out the link to meet our team.

http:/Awww.AboutMcDonalds.com/mcd/media_center/mednl...

McRIB pEa [

——cz |§ BACR! ==-

'mlovin’it’

Tweets Favorites Following~  Followers ~  Lists ~

\ McDonalds icDonzald's s
{ { \ A Quest like none you've ever experienced for a sandwich like none ( "g[ﬂp J. = " P f..'f--'

fmiovi't"  other. cot.ag/obuaVT #McRib )
6 hours ago — -

\ McDonalds \icDonald's
! _( \ Good morning all! How is everyone's week going?
fmlovin'it' 9 hours ago

N McDonalds VcDonald's &
{ ! \ While | usually choose the Race Car, | have a new favorite
fmlovi't" - Monopoly token pic.twitter.com/vsxxP4Eg
26 Oct
: ” N McDonalds \icDonald's &
YOUR ‘FAS‘I E ! [ \ Check out the special edition of MONOPOLY E-Banking @ Wal-

¢ ) miovin't" - Mart-It has a McDs fry token & a $5 Arch offer. C box 4 deets
A’DVENTURE . pic.twitter.com/sNE9jgs6
<= AWAITS = e
A v/A McDonalds \cDonald's
[1)

. NO PURCH. NECESSARY, C Rules 4 info med.to/q3f4Ue
Pmiovin'it" 26 Oct
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SMM on Foursquare (1) o

Foursquare: a location-based social networking service F==2
]

ey Department of Telecommunications

+ Difference from Facebook and Twitter is that users do not
exchange status updates and tweets about what are they
doing and thinking

m They exchange information about their current location by
checking into places

+ Foursquare offers different ways for brand marketing when
compared to Facebook and Twitter
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SMM on Foursquare (2) @

Foursquare Venue vs Foursquare Brands F=3
]

ey Department of Telecommunications

foursquare il Foursquare Venue
A ooy targets brands with physical location (e.g.,

0 . restaurants, cafes, hotels, stores)
Sy 8 B W

H S g WL Foursquare Brands
| @ primarily targets brands without
™ .1 o physical location (e.g., Coca Cola), but it
. wmmmgmmmewlo 000 canbe used by brands with physical
location as well

https://foursquare.com/business
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https://foursquare.com/business/merchants

SMM on Foursquare (3) @

Foursquare Venue (1) F=3
]
., Department of Telecommunications

¢+ The Foursquare Venue represents a place where users can
check in and get some reward for that action

m This reward is referred to as the Special
e The most popular Specials are:
» A discount with purchase
» E.g., when you check in in a clothes store, you get $20 off for every $100 spent
» Something for free

» E.g., when you check in a supermarket, you get a bag of chips for free if you buy a
pack of beer

» Special treatment

» E.g., when you check in a student canteen, you get access to the fast track service

» Reward your best customers

» E.g., when you check in in the restaurant on your fifth visit, you get free drink
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SMM on Foursquare (4)

Foursquare Venue (2)

iISTUDIO
Borovel 17

You're Checked In Here!

universe! 1)

Foursquare Venue
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Welcome to Barnes & Noble
7800 Monsgomery Road

$1.00 off 24 eligible best-selling
CDs (no limit) - see Foursquare
display in the Music Dept of this
store! Show us you've checked in on
Foursquare(TM) and give the
cashier this code: 991191

Uniocked: every check-in
(Tue Nov 16 @ 1216 PM)

"L CONGRATS! YOU'VE UNLOCKED THIS SPECIAL

Foursquare Special
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SMM on Foursquare (5) @

Foursquare Brand F==3

e, Department of Telecommunications
¢ On Foursquare users can connect with their friends but

also with brands

m Brands can leave comments and suggestions (called tips) on
various locations and users will get those comments when they
check in at targeted locations

e The Iceland Tourist Board left entertaining (but also educational)
comments on all popular tourist locations

» When a tourist checks in at one of Iceland’s airports he/she gets the following
comment:

“This is an airport where most of my visitors land when they visit me in
flying machines. (Don’t worry, it does not hurt when they land.) It is close
to my Blue Lagoon, where many humans like to swim”.
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Socialnumbers (1) o

A portal offering rich statistical information about Facebook pages in Europe F==3

e, Department of Telecommunications
¢ Information of interest to brand and community managers,

marketing agencies, journalists, bloggers, academics and
all others interested in Facebook marketing
m Ranked lists of Facebook pages by size and by quality

m Specific graphs for every Facebook page showing trends
regarding the number of likers, frequency of interactions and
distribution of status updates

m Ranked list of the top status updates from Facebook pages
m Ranked list of the top social media agencies
m Ranked list of the most shared web sites
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Socialnumbers (2)

A screenshot of the Socialnumbers website

ey Department of Telecommunications

Statistics are
provided for
Croatia

& socialnumbers

You are hare Mome » Page tans

Brand name,
logo and 2 BIPA Hrvatska
category. BIPA IRl

Facebook page
agency.

Ranked list of

web sites

the most shared

MOST SFANED WES PAGSS

1. e
2 Mastan
3 M v

d o
100,000 (TN
Hrvata
000
80 00¢
s
20110127 20110427 20110728 20111024
\ J

(

Graph showing trend regarding
the number of brand likers

FER

http:/socialnumbers.com
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Socialnumbers (3)
Netherlands: Facebook pages by size F=3

ey Department of Telecommunications

PAGES BY SIZE DAY WEEK MONTH FANS
Tiésto
‘ o 324834 1191698 514173# 11,349,512
Claim this page
& Heineken .
13,5624  52123#  286301% 6,058,732

l Claim this page

Armin van Buuren
8 644 & 36,2414 186,77 3% 4 118,366

Claim this page

Claim this page

Edwin Van der 5
win Van der Saar 2 366 & 9 556 & 62,4054 1,280,002

Claim this page

Within Temptation
. a 2,127 & 8,024 4 39,0294 1,491,566
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Social Recommender

Social trust, FERmovies: social movie recommender
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Social recommender (1) o

How to calculate trust between Facebook users? F=2
Department of Telecommunications
user A
user B user E
Social Networking Services
on Internet (e.g. Facebook)
ego user
user C
user D
l @é} l @ﬁ? l transformation
user A
ey user E

Social Recommender
(e.g. FERmovies)

ego user
user C

user D
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Social recommender (2) o

FERmovies social recommender implementation — Facebook activities F=2

Department of Telecommunications

3xx1+2+x2+x3+3*xpl+2=xp2
11

interaction index - coefficient of interaction of the ego user with his/her friends over

idx =

the past three months
total number of announcements on ego user’s Facebook profile from his/her friend in
last 3 months
total number of comments on ego user’s Facebook profile from his/her friend in the
last 3 months
total number of "likes" on ego user’s Facebook profile from his/her friend in last 3
months
total number of common occurrences of the ego user and his/her friend in last 6
months
total number of ego user’s friend property files that the ego user appears in during
the last 6 months
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Social recommender (3) @

FERmovies social recommender user application - Facebook activities F=2

Department of Telecommunications

Interaction
index

Tomisiav Vus

Natakja Juriin [[21
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Social recommender (4) o

FERmovies social recommender implementation — Facebook profiles F=2
., Dopartment of Telecommunications

lcommon + Ycommon
ltotal Ytotal

2

psimx =

m [ ,
% fcommon + common + ci)mmon + Ycommon + 5 xidx
total Miotal total Ytotal

11

w

simx =

Label
total number of common movies between the ego user and his/her friend
total number of ego user movies
total number of common content likes between the ego user and his/her friend
total number of ego user content likes
total number of common groups of the ego user and his/her friend
total number of ego user groups
total number of common music likes between the ego user and his/her friend
total number of ego user music likes
similarity index
partial similarity index

g_common
g_total
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Social recommender (5) @

FERmovies social recommender user application — Facebook profiles F==3

Department of Telecommunications

Facebook Top Friends Facebook Top Friends

Facebook Similarity Facebook Partial similarity
k N
Ran Shoko ame R Rank bhoto Name frictid

Wl [Danijela Striga Danijela Striga

Sanela Briski 246.87

[2.] Sanela Brigki 117.95

[3.] Tomislav Vus 182.63

Tomislav Vus 117.7

[4.] Vedran Podobnik (|5.35 Vedran Podobnik ||21.01

Kristijan Katalenic|{4.01 Kristijan Kataleni¢{|15.76

(5.]
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Social recommender (6)
FERmovies social recommender — movie recommender

®

FER

ey Department of Telecommunications

Friend's Recommendation

Movie name

Movie info

Adventure

[1]

Movie name
Crossroads
Movie name

Movie info
Info IMDDb
Movie info

[1.] Ocean's Thirteen Info IMDb YouTube trailer
[2.] Crossroads Info IMDb YouTube trailer
[3.] Titanic Info IMDb YouTube trailer

Trailer
YouTube trailer
Trailer

[1.] Ocean's Thirteen Info IMDb YouTube trailer
[2.] Wicker Park Info IMDb YouTube trailer
[3.] Seven Pounds Info IMDb YouTube trailer
[4.] Crossroads Info IMDb YouTube trailer
[5. Shutter Island Info IMDb YouTube trailer
[6.] Dirty Dancing Info IMDb YouTube trailer
[7.] Titanic Info IMDb YouTube trailer
[8.] Youth in Revolt Info IMDb YouTube trailer
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Paradigm switch from Customer Relationship
Management (CRM) to Customer-Managed Relationship
(CMR)

Implicit social networking

Podobnik, V.; Lovrek, I.: Telco Agent: Enabler of Paradigm Shift towards Customer-
Managed Relationship. Lecture Notes in Computer Science. 6276 (2010); 251-260.
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Research problem o

Paradigm shift from the CRM towards the CMR F=3
., Department of Telecommunications

¢ Environment

m Telco industry

¢ Customer Relationship Management (CRM)

m Companies are in the control of company-customer relationship

¢ Customer-Managed Relationship (CMR)
m Customers are in the control of company-customer relationship
m Dynamic interactions

m Personalized and context-aware services
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Proposed solution (1) @

Existing approach in telecom service provisioning ==
Department of Telecommunications
4 N
EXISTING APPROACH

>

<: Telecom service (
CUSTOMERS % TELCO

>

- /
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Proposed solution (2)

Telco gathers and uses knowledge about customers

®

FER

Department of Telecommunications

4 N
PROPOSED SOLUTION
CUSTOMER 1 8 D CUSTOMER 2
% Knowledge about cusfom@
CUSTOMER | 8 D
Personallzed services
TELCO
CUSTOMER J
D Com'exf -aware service (

CUSTOMER K % Collaborative services

D Recommender services
o %
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Proposed solution (3)

®

Software agents enable implicit social networking of customers with profiles F==3
Department of Telecommunications
4 N
MULTI-AGENT SYSTEM
CUSTOMER
CUSTOMER AGENT 2
AGENT 1 E
<, / Knowledge about cusfomer-@
| 8 ~{3)
CUSTOMER & \ g\g"tﬂj
AGENT I D s
TELCO AGENT
Personullzed services
CUSTOMER 6
AGENT J D
Confex‘r -aware service (
CUSTOMER Collaborative services
AGENT K D Recommender services
o %
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Customer social network (1) @
A network creation process F=3

Department of Telecommunications

,:\.f’ 0 ‘3 s,:,,\j 03
‘LO ?""-/ \ O ?"'-/
s (S

| Mechanism for semantic = . .
) Mechanism for creation of
matchmaking of customer .
. customer social network
profiles

Customer profile Gstomer Social Network

<€

Formal definition

Formal definition
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Customer social network (2) o
Customer profiles F=3

Department of Telecommunications

= 03 A ).
‘LO ? = é O ?""—/
enf ) ) ey

Mechanism for semantic . .

. Mechanism for creation of
matchmaking of customer .
. customer social network
profiles
Formal definition Formal definition
Customer profile Gstomer Social Network

<€
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Customer profiles (1) o

The profile structure F=3

Department of Telecommunications

P 1;

UserDeviceProfile
d g,

Hardware Software UserPreferences Context
' £ S i (7 Ch;

Pr, = (d’ki’ ’hki"sf&i'{/&i' C/&i)

information about customer device type (d )

attributes defining the customer device hardware (#,)
attributes defining the customer device software (8,)
attributes defining the customer interests and preferences (i, )
attributes defining the customer context (c,)

* ¢ % &+ &
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Customer profiles (2)

The customer context F:Q

ey Department of Telecommunications

5% _(“TnnerSpace
—)[ hasEnvironment ]e—— Environment
~o {_OuterSpace )
Attribute Codomain Attribute description
H{ hasLocation ]e——[ Location ] [ Austria }»—'5—“— BadKleinkircheim
T 1 . q
fisa fie . . The customer environment—inner
hasEnvironment Environment
[ World 7;5{ Europe J or outer space.
T
T
! . .
. Th mer | ion ri
,f‘iaws-a hasLocation Location ecusto. er location described
d i \ . with an address.
Jisa ! 5 (_TrgBanaJelacica
I
’ B . The customer location described
W Je G | hasCoordinatesX float g di )
Ay - -
: ;;f\_lg_a with a coordinate (x-axis).
H[ hasCDordinaiesX]e - —[ Float ] ! . TS0 . .
‘\ d hasCoordinatesy float The customer location described
N . ‘ asCoordinates oa
with a GPS-coordinate (y-axis).
%[ hasCoordinatesY ]e - —[ Float ]
T Day . . The service provisioning timing — a
e __Night' ) day or a night.
!,-E—[a Family  k-zr Shopping
Y [,g-g;\ hasSocialActivity SocialActivity The customer social activity.
1
1l -
hasSocialAct -~ | SocialActivity =2 Home ===
O Y e B :\‘ isa>~(__ WatchingMovie )
i\
| el Office == - -
| isa ~(_WritingPresentation )
1
N _ sa(____ Sking )
(acalion Je-=%(— sieepng )
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Customer profiles (3)
The profile with all attributes F==3

Department of Telecommunications

MobilePhoneProfile

hasAvailableMemory hasPreferredInformationType
hasPreferredInformationservice
hasHorizontalScreenResolution

hasPreferredLanguage hasCoordinatesX
hasPreferredGenre hasCoordinatesY

hasScreenBitsPerPixel
hasPreferredDeliveryType hasSocialActivity

hasVerticalScreenResolution
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Customer profiles (4)
The profile with all attributes (RDF document)

FER

ey Department of Telecommunications

<?xml version="1.0"?>

<rdf :RDF
xmlns="http://www.tel.fer hr/astorm/InfoServiceV2.owl#"
xmlns:is="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#"
xmlns:rdf="http://www.w3.0rg/1999/02/22-rdf-syntax-ns#"
xmlns:xsd="http://www.w3.o0org/2001/XMLSchema#"
xmlns:rdfs="http://www.w3.0rg/2000/01/rdf-schema#"
xmlns:owl="http://www.w3.0rg/2002/07/owl#"

QWO NGOULEWNER

=
[

xml:

base="http://www.tel.fer.hr/astorm/Userl.owl">

<!-- profile for Userl's mobile phone Sony Ericsson K700 -->

<is:

MobilePhoneProfile rdf:ID="SonyEricssonK700">

<!-- hardware -->

<is:
<is:hasHorizontalScreenResolution rdf:datatype="http://www.w3.0rg/2001/XMLSchema#int">180</is:hasHorizontalScreenResolution>
<is:
<is:
<is:

hasAvailableMemory rdf:datatype="http://www.w3.o0rg/2001/XMLSchema#int">18000</is:hasAvailableMemory>

hasVerticalScreenResolution rdf:datatype="http://www.w3.0rg/2001/XMLSchema#int">230</is:hasVerticalScreenResolution>
hasScreenBitsPerPixel rdf:datatype="http://www.w3.org/2001/XMLSchema#int">16</is:hasScreenBitsPerPixel>
hasImei rdf:datatype="http://www.w3.0rg/2001/XMLSchema#string">35461002-303538-0-34</is:hasImei>

<!-- software -->

<is:
<is:
<is:

hasOs rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#BasicOs"/>
hasBrowser rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#SonyEricssonBrowser"/>
hasJavaVersion rdf:datatype="http://www.w3.0rg/2001/XMLSchema#int">15</is:hasJavaVersion>

<!-- user preferences -->

<is

:hasPreferredInformationType rdf:resource="http://www.tel.fer . hr/astorm/InfoServiceV2.owl#PlainText"/>
<is:
<is:
<is:
<is:
<is:

hasPreferredInformationService rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#CroatiaPoliticsInstance"/>
hasPreferredLanguage rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#English"/>

hasPreferredGenre rdf:resource="http://www.tel.fer. hr/astorm/InfoServiceV2.owl#RockMusic"/>

hasPreferredQoS rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#Silver"/>

hasPreferredDeliveryType rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#NonStreaming"/>

<!-- context -->

<is:
:hasLocation rdf:resource="http://www.tel.fer .hr/astorm/InfoServiceV2.owl#Ina"/>
<is:
<is:
<is:
<is:

<is

hasEnvironment rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#InnerSpace"/>

hasCoordinatesX rdf:datatype="http://www.w3.0rg/2001/XMLSchema#float”">50.21389</is:hasCoordinatesX>
hasCoordinatesY rdf:datatype="http://www.w3.0rg/2001/XMLSchema#float">48.21389</is:hasCoordinatesyY>
atTime rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#Night"/>

hasSocialActivity rdf:resource="http://www.tel.fer.hr/astorm/InfoServiceV2.owl#WritingPresentation"/>

</is:MobilePhoneProfile>
</rdf :RDF>
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Customer social network (3) d
=

Department of Telecommunications

= @) s«:ﬂ\,{’ )
‘LO ?"‘—/ \LO ?""—/
- s

Mechanism for semantic
matchmaking of customer
profiles

Mechanism for creation of
customer social network

Formal definition

Formal definition

Customer profile (ustomer Social Network

<€
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Customer social network (4) o

A formal definition with graph and matrix F==3
]
., Department of Telecommunications

undirected graph adjacency matrix

M 1 0 1 1 0 0 0D

1 01 0 1 0 0 0

o1 o0 0 0 1 0 1

_______________ 10 00 000 1
""""""""""""""" [g] = 1 1 0 0 0 1 1 0
o 01 0 1 0 1 1

o 0 00 1 1 0 0

-0 0 1 1 0 1 0 0
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Customer social network (5) @
A creation of social network F==3

Department of Telecommunications

— l":;‘) — [ ,.)‘)
v‘(‘j\l‘ Q5 g O
v O ?‘"—/ O ?‘"—/
(e (e

1 Mechanism for semantic = . .
. Mechanism for creation of
matchmaking of customer .
. customer social network
profiles

Customer profile Gstomer Social Network

<&

Formal definition

Formal definition
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Creation of social network (1) @

Mechanism for semantic matchmaking of customer profiles F==2

ey Department of Telecommunications

usp (ﬂ%i:ﬂ%j) : PXP->]01]

¢+ Arguments
m Two customer profiles
¢+ Result

m Real number with value between O and 1
e The result 0 stands for completely different profiles
e The result 1 stands for identical profiles

+ The higher result value stands for higher similarity between profiles
¢ Symmetry:

usp (491@,-; 49&,-) = Uusp (4%,-; Zl’ki)
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Mechanism for semantic matchmaking of customer profiles

A matchmaking example (all attribute weights set to the same value, attribute comparison worth 70%)

FER

ey Department of Telecommunications

Attribute Type i & Fe i Score
5
1 § ProfileClass class MobilePhoneProfile LaptopProfile 0.250
(3]
2 hasAvailableMemory integer 18000 1000000 0.018
3 :QE hasHorizontalResolution integer 180 1600 0.113
4 % hasVerticalResolution integer 230 1050 0.219
5 3 hasBitsPerPixel integer 16 32 0.500
6 hasImei string 35461002-303538-0-34 0.000
7 @ hasOs instance BasicOs WindowsVista 0.500
8 g hasBrowser instance SonyEricssonBrowser MozillaFirefox 0.500
9 s hasJavaVersion integer 15 16 0.938
10 hasPreferredInformationType instance PlainText Avi 0.333
11 hasPreferredInformationService instance CroatiaPoliticsInstance MoviesInstance 0.333
12 ?3“ hasPreferredLanguage instance English Hrvatski 0.500
13 % hasPreferredGenre instance RockMusic ThrillerMovie 0.333
14 Q hasPreferredQoS instance Silver Gold 0.500
15 hasPreferredDeliveryType instance NonStreaming Streaming 0.500
16 hasEnvironment instance InnerSpace InnerSpace 1.000
17 hasLocation instance Ina TrgBanaJdelacica 0.286
18 § hasCoordinatesX float 50.21459 30.21389 0.602
19 g hasCoordinatesY float 48.21344 41.21389 0.855
20 atTime instance Night Night 1.000
21 hasSocialActivity instance WritingPresentation CoffeDrinking 0.333
| Profile similarity 0.427 |
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Creation of social network (2) @

Mechanism for creation of customer social network F==2
]

ey Department of Telecommunications

[ uaﬂ(#’ky#’lzl) o UsPp (pkl’yklﬂfﬂ) _

idm ([mclt]usﬁ,%| |) : - gdmt
Kt

usp (Wkuctr” *’&1) T usp ("” e, ¥ ’ﬂvcﬂ)-

¢ Argument
m Matrix of mutual similarities of all customer profiles
¢ Result

m Customer social network
e One vertex for every customer

e Edge weight denotes the connection strenght (“implicit friendship”) between
customers this edge is linking

gd'mt = (gct’ 8)
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Mechanism for creation of customer social network (1)
A creation of adjacency matrix F=2
R ———, Department of Telecommunications
Ry oy Ry Ry s ke R7 Ry Ro Ry

#1 | 1.000 0.743 0.427 0.448 0.756 0.748 0.448 0.455 0.459 0.463

f, | 0743 1.000 0.414 0.431 0.863 0.803 0.457 0.465 0.510 0.509
fe3 | 0427 0.414 1.000 0.661 0.476 0.482 0.841 0.624 0.614 0.813
fo4 | 0.448 0.431 0661 1.000 0.448 0.511 0.680 0.817 0.797 0.632
fes | 0.756 0.863 0.476 0.448 1.000 0.856 0.474 0.479 0.515 0.483
fg | 0.748 0.803 0.482 0511 0.856 1.000 0.497 0.473 0.471 0.505
fo7 | 0.448 0.457 0.841 0.680 0.474 0.497 1.000 0.647 0.623 0.817
#fg | 0455 0.465 0.624 0.817 0.479 0.473 0.647 1.000 0.830 0.553
f9 | 0459 0.510 0.614 0.797 0.515 0.471 0.623 0.830 1.000 0.568
#10 | 0.463 0.509 0.813 0.632 0.483 0.505 0.817 0.553 0.568 1.000

[mat] ,ifi#]
2 | W”“O]i'i P @ et

Pyl . s

b 0 ,ifi=j

10.000 0.743 0.427 0.448 0.756 0.748 0.448 0.455 0.459 0.463]
0.743 0.000 0.414 0.431 0.863 0.803 0.457 0.465 0.510 0.509
0.427 0.414 0.000 0.661 0476 0482 0.841 0.624 0.614 0.813
0.448 0.431 0.661 0.000 0.448 0.511 0.680 0.817 0.797 0.632
[gdm ] _|0.756 0.863 0476 0.448 0.000 0856 0.474 0479 0.515 0.483

Ph10 0.748 0.803 0.482 0.511 0.856 0.000 0.497 0473 0471 0.505
0.448 0.457 0.841 0.680 0.474 0.497 0.000 0.647 0.623 0.817
0.455 0.465 0.624 0.817 0479 0473 0.647 0.000 0.830 0.553
0.459 0.510 0.614 0.797 0.515 0.471 0.623 0.830 0.000 0.568
10.463 0.509 0.813 0.632 0.483 0.505 0.817 0.553 0.568 0.000-
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Mechanism for creation of customer social network (2) %
A created customer social network visualized with undirected weighted graph F=2

Department of Telecommunications

Korisnik 4. Korisnik 3
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)
N
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Customer social network analysis @
A comparison with Social Networking Sites F=3

ey Department of Telecommunications

_ Social Networking Sites (Web) Customer Social Network (Telco)

Customers profile profile
explicit implicit
public hidden

Relationships public hidden
Communities public hidden
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Corporate Social Networking (CSN)

External & Internal CSN
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Social networks taxonomy @
=3

Department of Telecommunications

Google+
Public SN Specialized ™ B " |in

Social Focused Pinterest
Networks (SN)

Corporate SN
(CSN)
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LinkedIn (1)

The most popular external CSN established in 2004 [

Department of Telecommunications

Linked ({3
in @ Account Type: Basic + Vedran Podobnik  Add Connections
Home Profle Contacts Groups Jobs Inbox Bl Companies MNews | More ‘ People ~ (Search Advanced
Answers
Faculty Who Ins;;lre - Inspire the next generation siness instructor.

Learning Center
Share an update Skills be= People You May Know
Upgrade Your Account

Branke Herceg Solution Integrator X
. at Ericsson Nikola Tesla d.d
# Attach a link Your Applications © Connect

Reading List by Amazon

Dejan Dzabirski key Account x
LinkedIn Today: See all Top Headlines for You Events Acquisition Manager at ViIPnet d.o.o.
The Myth ofthe Eight-H The U cted Way To U Google Headd o1 © connest
i : 2 . - .
S\:e:]“ erie e o ‘f’uflrSnnec}?gFN:twmiY oo GloaosgsZs ggm My Travel -Err:)gli-::egrgaatl'ﬂztl;egsr};s;e;nnDesmn x
Get More Applications... © connect
g See more »

»

Ads by Linkedln Members

Supply Chain Certfication
Earn SCM Certification from UTenn. Top
Ranked Supply Chain Program.

All Updates - Shares © Groups - More = Recent - Top -

University of Tennessee Center for Executive Education

David Bradley Science Writer via Twitter nas £ followers on Linkednn

sciencebase February Alchemist - hitp://t.co/hlAYFEHD

Favorite Retweet Reply * 18 minutes ago

Faculty Who Inspire
Inspire the next generation as a
MacEwan University business

instructor.
Sandra Scepanovic 10 Sokantnih reklama http://goo.gl/Kq2z4
Like » Comment » Send a message » Share » 28 minutes ago Grant MacEwan University has 1,104 followers on
Linkedin
Who's Viewed Your Profile?

Ivana Simunec is now connected to Irena Kraljevic, Head of touristic agency at Y fle has b iewed by 7 |
Zagrebacki holding d.o.0. and Elie Tabet, Head of International Relations at BLC Bank SAL 7 inotizpéoasteT Z:y;’e" viewed by [ people

Send a message * 54 minutes ago

“ou have shown up in search results
1 0 10 times in the past 3 days.

Robert Inkret is now connected to Marko Carev, Director of sales to strategic partners at
Konzum d.d.

Send a message -+ 1 hour ago Your LinkedIn Network

398 Connections link you to
Burton Lee PhD MBA likes this update: 6,157,644+ professionals

Olya Lapina #failcon is by far one of my favorite conferences to date. #failchat 9 090 New people in your Network
L] since February 21

Like (1) = Comment - Share - 3 hours ago

) Burton Lee PhD MBA likes this

Add Conni

Add a comment... e
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LinkedIn (2)
Accessibility: 3 levels

FER

ey Department of Telecommunications

Linked[[}]-

2 2
@ B 7 3
- . U i .
= - p 2
3 N (1 l ' 2 ; 1
> O\ ™ 2 2
J LN \\ R . - (1—) -~ .
\ L
= e
(1' ) 2 D e
P - 2 2
= B G 3 )
@) ; D ® a Your Network of Trusted Professionals
\ 2 2 2 3
e ‘\—*J\ » @ 2 D a You are at the center of your network. Your connections can introduce
\ (\1_) . R N @ 2 you to 6,157,600+ professionals — here's how your network breaks
' @) \ A . D@ down:
. ‘/1_\., xx. N \\ ‘ 3 5
@ \ \ ne @ &) 3 1 Your Connections 308
\ \, D E " D ® a g4 Your trusted friends and colleagues
\ \ \. \ D 2 ® G Two degrees away
\ 5 YD _ \ : i : @ Friends of friends: each connected to one of your connections 97,400+
D @ y N S i
S ® D @ @ @ @ 0 . Three degrees away
2 & D | 2 D G 2 }’ z i & Reach these users through a friend and one of their friends 6,059,700+
3 5 X D G
H @ ‘i , © Ry Total users you can contact through an Introduction 6,157,600+
2 A 2 i :
x g 9,090 new people in your network since February 21
2
D @

The Linkedln Network

The total of all LinkedIn users, who can be contacted directly through InMail.

Total users you can contact directly — try a search now!

150,000,000+
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LinkedIn (3)

Company page: Rotterdam School of Management, Erasmus University

.
F=3
s, Department of Telecommunications

Lhkedm. Account Type: Basic

Home Profile Contscts Groups Jobs Inbox ] Companies Mews  More [ compantes . | 5ezrc

+ Veran Podonnk  Add Connsofions

Lyne OCS and WOIP - Offsr your customsrs Inteprated WOIP snd Microsoft Lync OC S, Start ssrningl Srom: Hank Kok

Companies » Rotterdam School of Management, Erasmus University

Rotterdam School of Management, Erasmus University Last year, Dean Stesf van de Velds,
challenged everyons at RSM to put their ides into action - and backed it up with a 15,000 suro
prize for the best idea. The 3 finalists of this competition have mow been chosen, and you can
read about their idess here!

The | WILL AWARD - three finalists chosen!

willLrsmn

The | WILL AWARD desdline has passed, the | WILL Award Selection Committes has besn busy
reading throwgh the enormous number of entries — slmost 80! — and the thres plans that best
showed the spirit of | WILL have been chossn.

Lk= 1) + Comment + Share + S days ago

For 40 years, Rotterdam School of Management, Erasmus University
has firmby established its reputation a5 one of Ewrope’s leading
business schools.

Long before ‘global’ became an important descriptor for business
education, R5W's students, faculty and staff were already reflecting
the diversity

.. mone

Your Metwork (32) Employees (1,144)

dr
Jan van Dalen, Metherlands

Rotterdam School of Management,
Erasmus University has 2 201
followers

o Fodlowing = SnEre

How you're connected to Rotterdam
School of Management, Erasmus
University

G, First degree connections
87 Second degree connections
1,14_4 Employess on Linkedin
II. Check out insightful statistics
sbowt Rotterdam School of

Management, Erssmus
University employeses »

Ads by Linkedin Members

Product Innovation App
OneDesk soiwarne, Innoaie & oulld e rignt
[produc tastar! Signup free

Associate Professor
Wolf Ketter, Rotterdsm Arsa, Metherlands

Budget flights
In business and economy class. To Europe
Asla, Ausitralla, USA,

Postdoctoral Researcher
Milan Lowric, Netherlands

Dive into Telecom

\ s als | 530 up for one of e Ezwim Glooal
Telecom Expenze Manzgemant Welnars

Type
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LinkedIn (4)

Company page: Faculty of Electrical Engineering and Computing, University -
of Zagreb ==
., Department of Telecommunications

Lhkedma Aorount Type: Basic

= 'Wadran Podoonk  Add Connsodions

Home Frofile Contacts Groups Jobs Inbox [] Companies Mews More |MM"‘°5— SEEnch

UssTulFssdback fres trisl - On-gsmand softwars: capturs, handls & anatyss complsints & fesdback

Companies » FER

Owerview  oarssrs Products & Services Page Statistics

2272011 by Filllp Jukks

The yesr 2010 is the 341=t year since establishment of the University
of Zagreb, 91st year of study of electrical enginesring and the Sdth
year of autonomous Faculty of Electrical Enginesring. In 1354, the
Faculty changed its name becoming the Faculty of Electrical
Engineering and Computing {FER)

mone

Your Metwork {237} Employees {584}

Assistant Professaor
Marko Banek, PhD, Crostia

Professor/Researcher
Marko Delimar, Croatiz
153

Assistant Professor
Les Skorin-Kapow, Croatis

Associate Professor
Marin Golub, Croatis

Associate Professor
|gor Pandzic, Croatia

From: Hans Grefie

Admin iools

FER has 888 followers

& Following - =nare

How you're connected to FER

E.E. First degres connections
1771 Second degres connections
584 Employees on Linkedin

II. Check out insightful statistics
about FER employees »

Ads by Linkedin Members

Dive into Telecom
" aly | S0 up fOr cne of e EZWim GRoal
Telezom Eqpense Management sweblnars

- ML Domeinnzam € 2,25
FRegIter your SOMalnams oF Srests your
O WEBSRE, WEDIDg OT WeDshan

Behaviour & Safety
Prepare for Ofsted Benaviour & Samkety wiln Sue Monmis-
King HiA

FER mentioned in the News

MASCAR: Dranica Patrick’s “three-fer'—thres
races and threse wracks, none her fault
Aunioliesk, Feb 249, 2042
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Social-aware technologies in industry @
Adoption rate (2008-2011) F==3

Department of Telecommunications

Rising adoption rates

% of respondents’ whose companies use each technology B 2011, n = 4,261
B 2010, n = 3,249
B 2009, n =1,695

Social tools and technologies currently used by companies 2008, n = 1,988

Social , .

networking Video sharing .
23

Blogs Microblogging 1219

N/A?

1Respondents who answered “don’t know” are not shown.
*Microblogging was not offered as a technology in the 2008 survey.

McKinsey&Company: How social technologies are extending the organization, 2011
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Internal corporate social networking (1) @
CSN life-cycle F==3

Department of Telecommunications

. support for
.CSN

manager
analysis deci_sicm
.cummunicatinn making
processes
and
. collaboration

CSN based on CSN

building
employee
profiling
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Internal corporate social networking (2)
Phase 1: Employee profiling F==3

ey Department of Telecommunications

filling a profile by
corporate HR
department

ERIM Research Seminar

updating the
profile based on
communication
and collaboration
among C5N
memkbers

retrieving
information about
the employee
from his/her
publicprofilecn a
social network

March 2012

extracting
information about
an employee from
the corporate
information
system

filling a profile by
the employee

77 of 84



Internal corporate social networking (3) @
Phase 2: CSN building F==2

Surveys/Questionnaires ERP-systems

Information
sources

Public social networks
(LinkedIn, Facebook,
Twitter)

E-mail/instant messenger
logs

b)

/.t

G%W=(1V&mW)
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Internal corporate social networking (4) @

Phase 3: communication and collaboration based on CSN F:q

ey Department of Telecommunications

+ Enhancing existing processes in the company

m Improving communication, transparency, trust and empowerment of
employees by flattening company hierarchy

m Improving collaboration among employees

¢ Introducing innovative processes in the company
m Maintaining the corporate knowledge pool
m Sharing company and employee news and press releases
m Stimulating ideation (idea generation)

ERIM Research Seminar March 2012 79 of 84



Internal corporate social networking (5) @
Phase 4: CSN analysis F=3

ey Department of Telecommunications

¢ Procedures based on graph theory
+ CSN analysis can be performed on several levels

m Individual employee v|—1
CC(VQ) =

e E.g. closeness centrality 2ese\wg) 92 (Ve v3)

m Employee pairs (dyads) and triples (triad)
m Sub-groups and groups

¢ Tools for CSN analysis
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Internal corporate social networking (6) @

Phase 5: support for manager decision making processes E==

ey Department of Telecommunications

¢ CSN analysis enables:

m Enhancing existing processes in the company

e identifying and encouraging “star” employees

¢ Introducing innovative processes in the company

e construction of temporary/permanent expert groups among employees
(crowdsourcing)
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Concluding remarks

The future od social networking
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A social networking platform o

Social networking on an S-curve F==

Department of Telecommunications

. . Scenario C: .
Social Networking as a Platform (more services)
rofit . _ Scenario B: )
pgr user Social Networking as a Platform (less services)

. Scenario A: .
Social Networking as a Service

T »Application Store” T

Scenario C

Scenario B

—_—
®e
S *eecaaeae. ScenarioA

emergent growth maturity declining time

Podobnik, V.; Lovrek, I.: Transforming Social Networking from a Service to a Platform: a Case Study of Ad-hoc Social Networking.
Proceedings of the 13th International Conference on Electronic Commerce (ICEC'11). Liverpool, UK: ACM, 2011.
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