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Panel Four: 
Help is Here

Social Business
Kat Mandelstein 

@katmandelstein @smcaustin @socialmediaclub
kat.mandelstein@us.pwc.com

A little bit about me

http://about.me/katmandelstein
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The Journey to the Engaged 
Enterprise

Social Customer Engagement Journey

Stage 1
Traditional

Stage 3
Operational

Stage 5
Fully EngagedStage 4

Measurable
Stage 2
Experimental

Traditional, command 
and control business 
operations using one-
way communication 

Dabbling in social 
engagement 
occurs but is 
disconnected to 
business 

i

Social engagement 
becomes more 
embedded in 
business operations. 
Internal training, 
channel alignment 
and campaign

Social engagement 
drives real business 
results, with systems 
and tools fully 
optimized to support 
confident and 
competent 
employees and to 

Social engagement 
and customer 
experience is part of 
the organization’s 
DNA. Breakthrough 
business results –
increased revenue 
and loyalty are 
realized. y

to drive business 
outcomes.

operations. 
Fractured tools, 
silo’d efforts and 
disparate measures 
reign.

and campaign 
integration begin to 
deliver tangible 
results. 

employees and to 
more fully harness 
online relationships.

Marketing
Deeper client 
relationships

Traditional Business

Outcomes

Social Business

Social Transforms the Entire Business

• Listen to market
• Build advocates

Product 
& Service 
Development

Marketing, 
Sales,
Customer 
Service

relationships

Speed-to-
Market

Adaptability to

• 'Push marketing 
• Control brand

• Invest R&D
• Ideas from inside

• Embed social in process
• Connect in and outside

• Build communities
• Act small

Adaptability to 
MarketOperations, 

Human 
Resources

• Siloed
• Rigid
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OLD PROCESS:

Example: Socially Enabled Product Development

Requirements & 
Concepts

Definition & 
Plan

Develop & 
Qualify

Ramp Up & 
Launch

Life Cycle 
Mgmt

Product Development Process

• 4 million engagements 
• 70% news ideas 
• Crowdsourced products like

SOCIAL ENABLED PROCESS:  IBM 

Crowdsourced products like 
Project Zero

• Brand awareness increase in 
application developers, IT 
specialists, etc.

Site to solicit product ideas

Identifying Trends: Trending Topics

International Institute for 
Sustainable Development 
Generata Database
http://www.iisd.org/generata
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Identifying Trends: Listening

Creative Commons License Some rights 
reserved by cambodia4kids

Identifying Trends: Crowdsource

Getting Results from Crowds by Ross Dawson
http://www.resultsfromcrowds.com
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Identifying Trends: Crowdfunding

Personal Example of Business I Invested In


