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What is a wiki?

A wiki is a group-editable website. It might include a single page that is editable or a collection of
multiple pages within a workspace. Based on access permissions, pages can be edited or comments can
be added to pages by participants. Wiki pages support a variety of web integration including the addition
of links to other wiki pages or external websites, as well as support for text or rich multimedia content,
such as images, videos or RSS feeds. Furthermore, individual wiki pages can be tagged by users to provide
greater context on the page contents, plus faster access by users to relevant information. For example
any wikipagerelatedtoYF N] SGAy 3 I OGABAGASE AYyaARS 2 Fded sy
users can view all pages within a workspace that share a common contextual association.
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Wikis gone mainstream

Wikis are one of the Web2.0 technologies that have crossed the chasm from cutting-edge consumer
application to powerful business tool ¢ or Enterprise2.0 application ¢ with proven business benefits.
Users have become increasing familiar and comfortable using wikis from popular websites like
Wikipedia.com or the increasing prevalence of wikis on both consumer and business websites, plus wikis
deployed internally inside of corporations. It is rare today to not find at least one wiki being used inside
the average business (often without direct IT involvement), whether by the engineering, sales, marketing
or operations staff. In fact, industry analysts like Gartner predict that the broad adoption of wikis will
continue to the point where 660% of large enterprises will have enterprise-wide wiki deployments by

H N n Anelsased on current customer adoption rates, it is expected that in time wikis will become as
widely deployed as traditional messaging systems, with one wiki server for every email server.

Business benefits

For years, businesses have realized the benefits of traditional messaging and collaboration tools, like
email, instant messaging, calendaring and web conferencing. Wikis herald a new era in how collaboration
occurs inside and outside of an organization. For example, traditional solutions often require
heavyweight client software, carry high software licensing costs, and require significant user training (and
technical staffing) before they can be effective. In comparison, wikis provide a lightweight, easy-to-use,
web-based solution geared for any business user. Wikis are also flexible for a wide range of different use-
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cases ranging from building a knowledgebase repository, facilitating project management, or enabling
communities. Wikis also work with existing tools, like email, to complement how users interact,
collaborate and communicate today for even greater productivity. The clear business benefits that are
already being derived from early adopters of wikis include:

e Accelerate project cycle times by 25%
e Reduce email overload by up to 75%
e Cut search costs by 50%

It is commonly found that wikis provide a better way to unleash valuable knowledge that traditionally
gets trapped inside of email communications. Today, it is commonly believed that up to 90% of
collaboration occurs within the messaging network and ultimately up to 75% of the knowledge assets of
an organization actually end up stored inside of these email messages. By transitioning a portion of the
existing email collaboration to alternative technologies, like wikis, business users find a better ability to
capture, store and then harness valuable information. Furthermore, wikis also provide value for tapping
the inherent social networks that exist within the enterprise. By centralizing collaborative knowledge and
discussion within a wiki (versus within individual email conversations), businesses can better share
expertise across the organization, create opportunities for broader participation, as well as stimulate
innovation. The old model of email being used for collaboration hides much of this value creation and in
many instances actually blocks active participation by all users.

How customers use wikis?

Creating a rich knowledgebaseMany organizations use either complex database applications or

content management systems to collect, store and organize critical information into a knowledgebase.

Traditional tools are complicated to deploy and manage, include costly software licensing, plus are

challenging for users to get familiar with and start using. With wikis, a business can build I~ W2 A 1 A LISRA |
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Customers use wikis to create a knowledgebase for competitive intelligence, sales tools, market research,
documentation, as well as other support and technical information. Advanced search and tagging

capabilities make it fast and easy for users to find relevant content. In addition, since users can publish

content directly to the wiki using email, knowledge can be quickly captured in the wiki without disrupting

existing business workflows.

By selecting the wiki as a knowledgebase platform, customers find it is easier to collect group
contributions from a content development perspective, plus encourage greater participation across the
company. Most importantly, the wiki makes access to information much easier and cuts in half the time
traditionally spent searching for information. Public examples of customers using Socialtext wikis for a
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knowledgebase application include ReferenceMD (www.referencemd.com) and Wired Magazine
(http://www.wired.com/wired/archive/15.02/bigquestions.html).

Efficient process managemeiqtEffective communication and collaboration is critical for managing
internal business processes and projects. All too frequently email is used as the primary means for
updating teams, but that limits which individuals have access to the latest information, the ability for
comments and team feedback, and prevents after-the-fact contributions. The wiki accelerates
communication and provides real-time visibility on critical projects to the core team, the outside
stakeholders, and the extended team that may benefit from access to this information. For example, a
wiki can be a valuable location for publishing and storing meeting notes, including individual comments
and perspectives. For managing processes, users can become more productive with one-click, web-
based access to the wiki content from any Internet-connected device. Users can also benefit from email
notifications, as well as a blog view or an RSS feed as convenient ways to digest these information
updates. Like with the knowledgebase wiki, the search and tagging features help provide easy access to
pertinent content, plus enable greater context around the content stored in the wiki.

Customers that deploy wiki technology for managing processes and related projects find that the wiki can

be valuable for capturing and documenting exceptions to process that can accelerate future innovation
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product development team. A public reference using the wiki paradigm in an application to accelerate

the process around decision-making is Politicopia (www.politicopia.com), which uses the technology for

expediting new legislation under review in the state of Utah.

Enabling dynamidntranets ¢ A common challenge inside any large enterprise is publishing and keeping
content fresh on the internal websites. Traditionally, complex portal software or web developers with
HTML coding skills are needed to manage the content on the intranet and extranet sites. The problem
with this approach is the lag time between content updates ¢ from a few days to more than a week ¢
which leads to a site that is less valuable for its intended audience. The other challenge with traditional
sites is the hierarchical structure that is enforced on how the content is stored on these sites, which
makes navigation and finding the right information a challenge. In comparison, wikis allow an
organization to create a living, breathing corporate intranet or a dynamic destination for its partners and
suppliers. With wikis, unique workspaces can be created for team-specific communications and
publishing with capabilities for creating links between wiki pages, adding RSS feeds or even linking to
external sites.

Wikis inherently allow for commenting and group contributions to the wiki web pages, so every
consumer of the intranet or extranet site can (with the appropriate access controls) have the ability to
add value, such as by adding their own content on-the-fly or injecting other valuable commentary on the
site(s). Since intranet and extranets commonly co-exist with other enterprise IT systems, Socialtext has
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taken the approach2 ¥ 0 S A y 3 folbuifkigiiegratidgfwihQlirectory services and single sign-on
systems for authentication, as well as co-existing with commonly deployed portal solutions. For example,
the Socialtext wiki can be deployed within the Microsoft SharePoint user interface. Socialtext customers
using wikis for intranet and extranet applications include technology firms, like SAP and Symantec, as
well as financial services firms, such as Manning & Napier and Dresdner Kleinwort & Wasserstein.

Building sticky online communities Organizations of all shapes and sizes are increasingly realizing the
benefits of community-building to extend their brand and foster greater customer loyalty. Accordingly,
wikis are seen as a powerful enabling application for achieving this goal. The traditional approach of
building websites tends to lead to static content with little flexibility for editorial contributions from the
community members. Wikis are becoming the de facto part of any website specifically to stimulate
community interactions through discussion forums, event spaces, developer groups, etc. Wikis are an
ideal platform for letting the community members contribute ideas and spur innovation. Community
members that publish or comment on the wiki are rewarded for their participation by being active,
building a personal network, as well as becoming visible in their community as a knowledge or topic
expert.

In some industries, like with consumer products or software development audiences, wikis are enabling
self-service support through a community-created knowledgebase of content. The ultimate benefit to
the organizations that promote these online communities using wikis is lower support costs, a stronger
brand, and better loyalty with their audience. Socialtext has a vast number of customers building out
wiki-based communities today. One interesting example of a public community using the Socialtext wiki
is the Wikinomics site (www.socialtext.net/wikinomics), which is dedicated to discussions on the topics
outlinedinthed 2 2 1 W2 A | Roy B¥DOIQ 0 &

About Socialtext

With the most flexible deployment options in the industry - including appliances, hosted services,
software and open-source ¢ Socialtext wikis are designed for any organization that wants to accelerate
team communications, better enable knowledge sharing, foster collaboration, and build online
communities. Today, over 4000 organizations use Socialtext, including Symantec, Nokia, IKEA, Conde
Nast, Ziff-Davis, Kodak, University of Southern California, Boston College, among others. Based in Palo
Alto, Calif., Socialtext is a privately-held company with world-class investors including Draper Fisher
Jurvetson, SAP, and the Omidyar Network.

For more information about Socialtext, please visit www.socialtext.com or call 1-877-GET-WIKI.
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