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With more than 77,000 employees and over $15 billion in yearly revenue, Alcatel-Lucent is a
), major player in the global telecommunications industry, an industry that is driven by

"W Dachis innovation and technical expertise. And like any large company in any industry, it grapples
with the challenge of ensuring that institutional knowledge is retained and that all employees
are kept up-to-date on projects that are of interest to them.

“Change is part of  In the fall of 2008, Greg Lowe became the fourth person at Alcatel-Lucent
business today.”  to sign up for the micro-blogging tool Yammer; the other three were in
[taly, Romania, and France. Within minutes, Lowe found himself

collaborating with employees across the globe. It didn't take much longer for him to realize

how Enterprise 2.0 (e2.0) technologies could change the way employees collaborate and
share knowledge.

“Change is part of business today. Companies merge, spin off, acquire and reorganize as
they adapt to the market, and that can make it challenging for individuals to know where the
expertise resides within their own company, sometimes hampering its ability to fully use its
own assets,” Lowe said.

In 2006, Alcatel-Lucent itself was formed by a merger of two major players in the telecom
industry, and has acquired smaller companies since that merger. Due to the structure of its
large and global workforce, the company is still evolving—and the potential for future
mergers and acquisitions is always present. Lowe realized that when these changes occur,
employees often have a difficult time finding co-workers who have certain skill sets and
levels of expertise they need. If employees leave as a result of this situation, they often take
valuable knowledge with them.

It's also nearly impossible to keep track of projects in other departments that might be
relevant to a knowledge-worker’s job. Lowe learned about this intimately—and ironically—
when he spent a significant amount of time in 2009 consolidating the 2.0 efforts of five
other groups, all operating in silos without realizing the others existed.
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“The benefits of  To solve these problems, Alcatel-Lucent
social software are  deployed a community- based solution in April
difficult to quantify.”  2009. This initiative took social to a new level
within the company as many more employees
could relate to the concepts of discussion forums, blogs, and
wikis as opposed to micro-blogging. Today, both communities
(micro-blogging and the community-based solution) are thriving
and each are providing unique value to the company.

The benefits of social software are difficult to quantify as they do
not lend themselves naturally to metrics and measurements. Lowe
focused on “soft” benefits when presenting his case to executives.
He highlighted how e2.0 tools could help with knowledge
retention, how the tools could ensure multiple groups weren't working
on similar projects, and how much time employees could save by
being able to collaborate more efficiently. Alcatel-Lucent —just like
any large company—could reduce costs by
increasing employee efficiency and
eliminating extraneous efforts. Ultimately,
it was this message that resonated with senior leadership and helped

“How do you measure
increased productivity?”

Lowe secure the continued support and investment from top
leadership for 2010 and beyond.

L This case study series is brought to you courtesy of IBM Social Collaboration
@ . Software. Market leaders are using social software to get closer to customers
and to transform how work gets done, to accelerate innovation and more easily
locate expertise. Organizations that establish a social business environment across their internal and
external relationships are outpacing their competitors. IBM Collaboration Software empowers individuals
within organizations to stay connected, current, and creative any where, any time, so great thinking
doesn't stay locked behind closed doors. IBM offers the broadest, innovative set of secure Social
Software and Unified Communications services for creating Web communities, locating subject matter
expertise, project collaboration, content and idea sharing. Quickly locate the expertise you need, no
matter where it exists inside or outside of your organization to get the job done faster.
Smarter Software for a Smarter Planet.

The MITCenter for Founded in 1999, the MIT Center for Digital Business (MIT CDB)

> 3 Digital Business s the world's largest center for research focused on the digital

economy. MIT CDB has worked with more than 50 corporate

sponsors, funded more than 60 faculty and performed more than 75 research projects. The center's

faculty and sponsors represent the leaders in Digital Business research, analysis and practice worldwide.
Together with its partners, MIT's Center for Digital Business is inventing the future of Digital Business.

j Dachis Group is the world’s leading social business advisory firm. With

L Dachis offices in five countries worldwide, Dachis Group helps large scale

enterprises capture value from trends in technology, society, and the

workplace. The firm’s proprietary framework of Social Business Design drives insight across three main

practice areas: Customer Participation and Engagement, Workforce Collaboration, and Business Partner

Optimization. The future of business lies in socially calibrated, dynamic business cultures and Dachis
Group shows leaders how to make the future a reality.
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