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Social Media Research – Consumers 

• New technologies 

• IM, text messaging, IRC 

• Wikis, weblogs, tagging 

• Real-time visualization, 
GPS, map mash-ups 

• Digital photos, music, video 

• Social networking & media 
 

• New skills and behavior 

• Multimedia authoring 

• Multi-tasking 

• Emotion & engagement 

• Search, browse, assess, synthesize 
Photo by moriza. Some rights reserved.  

http://www.flickr.com/photos/moriza/
http://creativecommons.org/licenses/by/2.0/deed.en-us


 Social networking and  

wiki opportunities 

 

• Promote research into 

their design and use 

• Identify best practices 

• For internal communication  

(e.g., Intellipedia, team wikis) 

• For external communication 

Social Media Research – Enterprises 



enterprise adoption of communication technologies 
 

example: instant messaging and email in the U.S. 
 



August 2001 

Enterprises that fail to (develop and instill best practices) will quickly find IM to be a productivity drain and a 
communication quagmire. 

November 2002 

Prediction: IM misuse will threaten user productivity. 

Impact in 2003: IM misuse and overload has the potential to be worse than e-mail overload… Without due 
diligence, enterprises run the risk of turning unmanaged, unsanctioned consumer IM into unmanaged, 
sanctioned EIM. 

February 2003 

There is no data security and no enterprise management. 

October 2003 

Vendor marketing of IM will be at the Peak of Inflated Expectations on the Hype Cycle from the end of 
1Q04 to at least 3Q04. 

IM: Major Consulting Company Reports 



Email in 1985 

• Used mostly by students 

• Used by everyone 

• Access limited to friends 

• Accessible to everyone 

• Clients not interoperable 

• Complete interoperability 

• Conversations ephemeral 

• Conversations saved 

• Chosen for informality 

• Became the formal option 

• Organizational distrust: 
Chit-chat? ROI? 

• Mission-critical technology 

IM in 2005 

• Used mostly by students 

• Use spreading rapidly 

• Access limited to friends 

• Pressure to remove limits 

• Clients not interoperable 

• Pressure for interoperability 

• Conversations ephemeral 

• Recording is more common 

• Chosen for informality 

• Becoming more formal 

• Organizational distrust: 
Chit-chat? ROI? 

• Will be mission-critical! 

was evolving and today 

Starting with Students 





                              Inauguration Day, 2009 



Wiki Use:  
Research Findings 



Wikis 

• Quantitative & qualitative 

• Surveyed thousands of wiki creators 

• 30+ interviews at large & small software, engineering, pharma 

 

Immense appeal, some successes, mostly dead wikis 
 

Once platform established, 3 challenges 

• Content organization and flexibility 

• Initial use easy for many, significant growing pains 

• Positioning in existing information ecology and culture 

• Can disrupt use of DLs, IM, authority/accountability structure 

• Aligning manager and individual contributor expectations 

• Priorities differ: Mintzberg analysis illuminates how, why 



Managers & Individual Contributors 

Why managers like the wiki concept 

• Flexibly structured information  

• Potential for project management 

• Potential for knowledge management 

• Disappearing boomers  

• Attracting prospective hires 

Why individual contributors like wikis 

• Ad hoc, opportunistic communication      



insights from organizational behavior 



Mintzberg: Organizational Typology 

Strategic 
Apex 

Middle 
Line 

Operating Core 

Techno-
structure 

Support 
Staff 



Technology Use In Organizations 

    Coordination 
     All time in meetings 

     Heavy task delegation 

     Activity is very political 

 

       Sharing Structured Information 
         Many meetings 

        Some delegation 

        Efficacy/sensitivity tradeoff 

 

             Communication 
    Few meetings 

    No delegation 

    Not sensitive 

Executives 

Managers 

Individual Contributors 



Wiki Use In Organizations 

    Capture knowledge 

    Locate expertise 

    Recruit young employees 

    Only recruitment seems realistic 

   

        Project dashboard 

        Find documents 

        Handle disruptions 

        Handle emerging challenges 

 

    Ad hoc communication 

       and problem solving 

    Learn new skills 

    Obtain recognition 

Executives 

Managers 

Individual Contributors 



Social Networking Sites:  
Research Findings 



 Half of MS employees had Facebook accounts.  

Half had LinkedIn accounts. 

 How do they use them? 
 

 Survey sent to 1000 

• 431 responded in 2008, 439 in 2009, underway in 2010 

Interviewed over 60 so far 

• Vary in age, role, level, geography, attitude, team 

collocation, other factors 



 Overall Results 

• Used (some) for work 

• Facebook & LinkedIn, then Live Spaces 

• MySpace declining, Twitter rising 

• Different patters in Asia, Europe, elsewhere 

• Strongly age-correlated 

• Linked In surprise 

• Facebook tensions from transcending firewalls, relationship/status  

• Costs & benefits may be impossible to measure 



The Change in a Year 

• Significant increase in use 

• Greater awareness of work uses though many remain 

unconvinced 

• People jumping in to use Facebook, LinkedIn 

• All categories of use went up 

• Minor concerns about SNS use unchanged 



Social Networking Sites – Useful? 

 
(+ or – is change in 2009 from 2008) 

Disagree Neutral Agree 

Fun 5%  (-2) 18%  (-3) 77%  (+5) 

Personal socializing 4%  (-1)    8%  (-4)  88%  (+5) 

Internal networking 22%  (-2) 32%  (-6) 46%  (+8) 

External professional 11%  (-3) 22%  (-3) 66%  (+5) 



Social Networking Site Use 

Facebook LinkedIn Live Spaces MySpace Twitter 

Use Daily 21%  (+9) 5%  (+2) 4%  (+1) 1%  (-3) 3%  (+2) 

Several/Day 8%  (+3) 1%  (---) 1%  (---) 0%  (-1) 3%  (+2) 

Facebook LinkedIn Live Spaces MySpace Twitter 

Have Profile 70%  (+21) 63%  (+11) 43%  (+4) 25%  (-6) 21%  (+15) 

Only Read 7%      (-9) 5%     (-2) 7%   (-1) 14%  (-7) 11%    (+5) 

(+ or – is change from 2008) 

(+ or – is change from 2008) 



Connections Viewed in a Typical Week 

means and (medians) from 2008 and 2009 

2008 2009 

Number of connections 115 267     

(60) (100) 

Family checked on / week 3 5 

(1) (2) 

Non-MS friends / week 13 18 

(5) (10) 

External professional / week 5 12 

(1) (2) 

MS people / week 5 8 

(0) (2) 



Feature Use  
Daily Weekly… …Never 

keep in touch with (non-MS) friends 24%  (+9) 31%  (+8)   6%  (-13) 

keep in touch with external professional contacts   8%  (+4) 15%  (+4) 21%  (-11) 

re-connect with external professional contacts   6%  (+3) 14%  (+4) 21%  (-15) 

establish new external professional contacts   4%  (+1) 11%  (+3) 35%  (-10) 

stay aware of (non-MS) friends' activities 19%  (+8) 30%  (+7) 12%  (-14) 

find new (non-MS) friends   7%  (+1) 19%  (+7) 36%  (-11) 

keep in touch with internal (Microsoft) people   8%  (+3) 15%  (+6) 35%  (-19) 

establish new internal (MS) contacts   2%  (+1)   7%  (---) 52%  (-13) 

re-connect with (non-MS) friends   9%  (+2)   30% (+12) 10%  (-13) 

re-connect with internal (MS) people   4%  (+2) 10%  (+4) 39%  (-19) 

share photos or other objects with (non-MS) friends 10%  (+1) 27%  (+7) 20%  (-12) 

share photos, objects w. external professional contacts   3%  (-1)   8%  (+4) 47%  (-12) 

share photos or other objects with internal (MS) people   2%  (---)   8%  (+2) 49%  (-11) 

stay aware of external professional contacts' activities   5%  (---) 14%  (+6) 26%  (-16) 

stay aware of internal (MS) people's activities    6%  (+2) 13%  (+5) 41%  (-17) 

keep in touch with family   18% (+11) 22%  (+4) 27%  (-17) 

find new family    6%  (+3)   9%  (+4) 55%  (-15) 

re-connect with family    7%  (+3) 15%  (+7) 44%  (-13) 

share photos or other objects with family  10%  (+4) 22%  (+6) 31%  (-12) 

stay aware of family activities 14%  (+9) 20%  (+5) 36%  (-14) 



Use of Access Control, Concerns 

More use of access controls,  

Concern level still low 

Setting Access Controls 2008 2009 

None 34% 25%     

A few 56% 60% 

Many 10% 15% 

Concerns about SNS Use 2008 2009 

None 31% 25%     

Minor 56% 60% 

Major 13% 15% 



insights from social psychology of teams 



McGrath’s Typology of Group Behaviors 
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Sources of Success and Failure 

 Disparities between 

experiments and 

experience trace to 

effects in other cells. 
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                   Adoption Meeting Less Resistance 



Serious/Productivity Games:  
Experiment in Understanding  
Customers 
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Calendar Use In Organizations 

Executives 

Managers 

Individual Contributors 

   ─  invitations 

   X  open calendars 

♥♥  reminders 

   ─  printing  

♥♥  invitations 

♥♥  open calendars 

   X  reminders 

   ♥  printing  

   X  invitations 

 XX open calendars 

   X  reminders 

♥♥  printing  


