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Businesses expect to participate

% of companies adopting Web 2.0 tools in 2008

Buying Consideringonly | Not considering

Global 2,000
(20,000+ employees) 51%  12%
Very large

(5,000 to 19,999 employees) 40% 16%

Large

(1,000 to 4,999 employees) 41% 15%

Medium-large
(500 to 999 employees)

Medium-small 26%
(100 to 499 employees) 0
Small

(six to 99 employees) 20%

Base: North American and European IT decision-makers at enterprises and SMBs
(percentages may not total 100 because of rounding)

Source: Enterprise And SMB Software Survey, North America And Europe, Q3 2007
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Web 2.0 approach-avoidance syndrome

Symptoms

Obsessive interest in the blogosphere, Facebook,
YouTube, Twitter, FriendFeed . . .

Excessive salivation upon hearing of successful
corporate applications

Checking TechCrunch and Techmeme hourly

Increasing nervousness answering bosses’ and
colleagues’ questions about “Web 2.0 strategy”

Asking your teens “What's up with this MySpace
thing?”

And taking careful notes on the answer
FORRESTER
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Definition

Groundswell

A social trend in which people use
technologies to get the things they need
from each other, rather than from
traditional institutions like corporations
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Where are you on this scale?

Corporatist Pragmatist
* Online activities * People are
must deliver in charge, but
business benefits corporations
can benefit
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Purist

* People are the
most powerful
force on the
Net
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Theme

Objectives are the key to
successful social strategy
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The four-step approach to the groundswell

People
Assess your customers’ social activities

Objectives
Decide what you want to accomplish

Technology
Decide which social technologies to use

Strateqy
Plan for how relationships with customers will change
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The Social Technographics Ladder

4 )

Publish a blog

0 Publish your own Web pages

1 8 A) Creators Upload video you created

Upload audio/music you created

\ Write articles or stories and post them j

Post ratings/reviews of products/services
Comment on someone else’s blog
Contribute to online forums

25%

\ Contribute to/edit articles in a wiki )
12% [ Use RSS feeds h
0 Collectors Add “tags” to Web pages or photos
\__Vote” for Web sites online _J
~ B
0 : Maintain profile on a social networking site
25 /0 Joiners Visit social networking sites
. v,
: )
Profile your (Read blogs
Watch video from other users
customers at 48% Spectators Listen to podcasts
groundswell.forrester.com Read online forums
kRead customer ratings/reviews j
Base: US online adults a R
Source: Forrester Q2 2007 .V.LY Inactives None of the above
Social Technographics Survey o & P
Er8re contents © 2008 Forrester Research, Inc. All rights reserved. Groups include people parti(:lf[)(;%i{r%EiﬁIa‘FI%ast

one of the activities monthly.



Key roles and their groundswell objectives

Roles Groundswell objectives
Research  ______ -+  Listening
Marketing --_-_-_-- -+  Talking

Sales  _-___- - Energizing

Support - ___ - Supporting
Development ------ - Embracing

Elgre contents © 2008 Forrester Research, Inc. All rights reserved.
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Listening to dog owners (Del Monte)

ﬂ ileéve mydog |
Po?s are People Too : - b

Home | Member List | Message Boards | Folis | Log Out

Active Message
Boards

Doggie Haiku Contestl
Guestions about thirsty
dogs...

What Do You Do For our
Doggie's Birthodays??7?

Pup'd Out Jeep Adventure --
What do you think of this?F?

Wiould You Try These?

Poll

What do vou think has the
most influence on your
doggies health? Use

comments to elabor ate

diet
L

BXErcise

What Do You Do For Your Doggie's Birthdays???

Submitted by HostDeb on Wed, 2007-01-10 22203

Doggie Playpen | fun
Do you give them special food andfor freats? VWhat kinds?
Where do you getthern? Pee Dee, my beagle justturned 13
on December 17th and he got some scrambled eggs and a

doggie bisquit shaped like a cake that | got at a local pet
store called "hahies” He LOVED them alll --HostDeb

+ Doggie Haiku Contestil!
MEW Contest + MORE Prizesll WINNERS EVERY WEEKIN

Dixie Birthday

MugglesAndMe

Gallery
My Account
recent posts

Aszk HostDeh

Who's online

There are currertly 1 user and
0 guests online.

Online users

MugglesAndie

Who's new

" crobertson
LADYDRAGOMETT
firedust3Y

donjes




A conversation with customers

®
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The result: a successful product launch ...

Would You Try These?

.:..:-|J|_'|Irli'“r_'|_'i I"I'-I-' |'||:|"_.:‘| E:I|_-':|::| on Wier 200 II_-'_i | :._'. :'I_'I |F.'I:I_:_'
Feeding Your Furry Friend | nevy products

Remember, HostDebh is NOT trying to sell
YU on any new idea introduced here in the
community. | need your honest feedback.
Flease use the comments link to give your
opinion of this new idea. Please tell us
what you think of it. Ifyou'd be interested,
why arwhy not. Thanks! --HostDeb
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Let’s talk about tampons

P—mINmIRL Your HOT NEW BG FRESHCUTS ARTIST!

G girls, by pirde

KAT DELUNA

YOUR PERIOD % AT k
WalreadyimvheriE REHoT

e ITREEEE SingiE Wi
FUN STUFF

THE GOODS

BG FRESHCUTS

BEINMG A HERD

S0LO DE CHIKAS

FREE SAMPLES Ji

ﬁrare contents © 2008 Forrester Research, Inc. All rights reserved.

FREE
SAMPLES

It's private
It's personal
It’s your space

Mready 3 member? Log In
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P& G talks with young girls
&INGGIRL

EXPRESS YOURSELF
FUN STUFF

THE GOODS

BG FRESHCUTS
BEIMG & HERD
SOLO DE CHIEAS

FREE SAMPLES

Send to a Friend | AOL IM | Save to Locker

Dojid oo likee it

ALK TOSEARCH RESULTS

ﬂinﬂire contents © 2008 Forrester Research, Inc. All rights reserved.

W WEILDITIE LD DEIngyini:

EACKTOTOP

Member, Log In. Not a
member ? Here's how!

,LocKER

% It's private
It's personal
It's your space

GET YOURS NOW
HNready a mernber? Log In

We wanna know!
Do you do your part to save
the earth?

Mo, [ don't

attention to

|
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Brides.com energizes brides

Brides.com o

R WIDGET

My Wedding ;
Countdov z

UNTIL | MAF
1 THELOWEOFEN
e e

FORRESTER’
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The widget now appears on my page

Charlene Li

Charlene Li is in yvour extended network

Charlene Li's Latest Blog Entry [Subscribe to this Blog]
F Send Message ¥ Forward to Friend [¥iew All Blog Entries]
Add to Friends 77 Add to Favorites
Im / call c Block User Blurhs

Add to Group Rank User About me:

ace U
JIAL o

MONTHS _ DAY!

UNTIL MY WEDDING

Ga-tWi | & jl '

o o)

_ FORRESTER
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Supporting front line employees at Best Buy

L" Search ...

HO ME > CONTACT BSN FAVORITES RECENT Smerenec o

ne ® WTF

upload
S:17 PM | 11.16.06 picture

guest

0 BUDDIES CMLIME

LOG QUT

M PROFILE

MY TAGS

M FAVORITES

MY MESSAGES

Lot's of people have been asking me what's the goal of Mo " Wiho's Cnline
BlueShirt Mation. This turns out to be a hard gquestion but one

that's really important to answer. So after thinking about it for a

long time, here's the simplest answer I can offer:

There are currently 3 users and 7
guasts online.

popular tags [-]
It's weird because I guess I thought the goal was the thing itself. &nd I suppose i1 ; :
when [ started hacking it together that was a lot of it, But back then it was just me
and Steve and a few others, But now it's getting bigger. &nd I think it's cool, But I

FORRESTER
ﬁrﬁre contents © 2008 Forrester Research, Inc. All rights reserved.




Starbucks solicits ideas

m . : - EWTE
STARBUCKS IDEA

Free Wi-Fi Internet **COMING SOON**

From the My Starbucks Idea team: Look for this in stores this spring. Sees our 7/25 Ideas
in Action post.

Wote

27140
Fuaints
Welcome, Guest

Hien Tnt Starbucks needs to malke ALL stores have free Wi-Fi. In Seattle I go to Tully's, because of
213

$oaknre wote the free Wi-Fi, not superior service.
L. I o (BN~

& discuss =4
i‘ﬁ ﬁ i Free Wi-Fi, especially for Seattle.

{J Comments [298] | Posted by Kinetick to Atmosphere & Locations , 3/159/2008 11:44 AM

_ FORRESTER’
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And then posts on a “blog” to close the loop

Wi-Fi changes—coming

March i d by Kewvin Shawwver

WWi-Fi P«

r
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Credlt Mutuel’s “suggestlon box”

E1alS
anauie

Credits Mutuel

M¥banqie & qui parler

Transferring data From www. sijetaisbanquier.com. ..
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ROI of executive blog (year one)

ost
Planning and training $35K
Platform and IT $30K

Brand monitoring service $50K

Content production and $170K
review

Total costs $285K

2n1ire contents © 2008 Forrester Research, Inc. All rights reserved.

Value

Advertising visibility
Press stories
Blog word of mouth

Support savings

Total value

$7K
$240K
$37K
$69K

$353K

FORRESTER'



Keys to success for pragmatists

Start with your customers

Choose an objective you can measure
Line up executive backing

Romance the naysayers

Start small, think big

FORRESTER
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Summary

Pragmatists bring companies and the groundswell
together

Objectives are the key to successful social strategy
Use POST to frame your strategy
Line up backers, and think big

) FORRESTER’
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Thank you

Charlene Li Josh Bernoff
+1 650.581.3833 +1 617.613.5789
cli@forrester.com jpernoff@forrester.com

groundswell.forrester.com

groundswe\l
winning in a world transformed by social technologies
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