Socialtext Case Study: Angel.com @ Socia[text

Executive Summary: angelcom

e Angel.com required an easy-to-use wiki solution with enterprise-class features
delivered as a secure, reliable hosted service.
e Compared to traditional tools, like posting to the intranet or sending email, wikis
provided a more efficient way for teams to share and leverage valuable content.
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employees, with its business partners, and as the foundation for its public community.

Background

Angel.com, a subsidiary of MicroStrategy (NASD: MSTR), is a leading provideleafamdintegrated

Voice Response (IVR)dacall center solutions. Founded in 1999, Angel.com has provided over 10,000
telephony solutions to more than6D0 customers, includinBorland,RaytheonJiffy LubeY St £ 233 Q& I y
Reebok.Angel.com applications are built, deployed and managed entirely through a web browser,
requiring no additional investment in hardware, softwarehuman resources. And because Angel.com
applications rguire no additional resources, th@lsitions are deployedjuickly, usually in just days, so

customers can more quickly benefit from a return on investment and improved customer support

Why Wikis?
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they considered a commercial solutiorrirRarily for project managemerasks, Angel.com initially used

an early opersource package calleguicki . Prior to ITformally selecting a wiki solution, various other
opensource wikis were deployed within Angel.com and used by product management and engineering
to communicate and collaborate in various waljer example, product management would use the wiki

to captureproduct requirements, specifications and document esses, while engineering would use

the wiki to track development progress, schedules and technical documentai®ithe @en-source

wiki deployment grew inside of Angel.com, feature limitations qyiddécame an increasing concern.
Some key missing features included the lack of version control and the ability to track edits and revisions
to wiki pages, no support for attachments ¢t added towiki pages, and limite@ccess control over

who could viewand editwiki content The frustrationaround feature gaps was further compounded by



the fact that an increasing number of naeechnical users, like marketing, sales aegecutive
management wanted to use the wiki, but found themselves challenged bgabeting user gperience
andcomplicatedwiki markup language.
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was only natural that as they considered wiki solutions for greater functionality, thesidera hosted
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the user satisfaction anédoption increased. Not
2yt e RAR {2 OALkclads $ehtire3a Sy i
éWe hit the wall with our opensource address thecore functionality requirenents, but it
also provided an eady-use, webbased solution
that was reliable Over time, Angel.com quickly saw
hosted service provided the enterprises  the adoption of the wiki spread from the early
class features our business demanded, adopters in product management and engineering
to include operations, marketing, sales,
professional services and even technical
documentation staff. Operations staff for example
learned to use the wiki for communicatirggrvice
upgrades and scheduled/arketing and sales staff
used the wiki to create a knowledgebase of competitive information rmadket research, and an online
collateral library consisting ofvhitepapers, datasheetspresentationsand training materials And
technical documentation staff used the wiki to collaborate on document creation and editing.
Compared to the traditional tde that Angel.com used, like thejorporateintranet or emailfor sharing
information, the wiki provided amore efficient way to collect valuable information together in one
central location. The wiki also provided more instant access to relevant comsamy search and tagging
features, as well as the ability for users to collaborate and
incorporate realtime, dynamic updates to content quickl
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wiki. Only the ultrareliable Socialtext

so our whole company could start using
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and easily.

0Socialtext is the collaboration
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internally, they soon realized that by extand the wiki to _ N _
their customers and business partners they could real with - wikis for its employees,

similar collaborative benefits for reducing email traffic ar strategic business partners, and
increasing group participationln late 2006, Angel.com
launched their public IVR Wiki, which was gearedheir
custome and partner audienceThelVR Wikisite provides
resources and additional information for individual
interested in discussing the topic of IVR, as well as updates
from Angel.com on corporate news, product releases and development related topiesin@resting

thing that Angel.com decided to do was employ the Socialtext wiki for opening up their technical
documentation, so anyone visiting the IVR Wiki could read the documentation online, but also anyone
could make contributions and enhance the documdimia. Already, Angel.com has seen some

even as the foundation for its
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involvement from their customers and the communég-large for contributing to the wiki, whether it
be edits to the technical deenents or the addition of best practices documents or specific customer
usecase exampas.

In addition to the public IVR Wiki, Angel.com has also started deploying wikis for strategic partner
discussions. By using the authentication capabilities provided within the Socialtext wiki, this allows
Angel.com staff to invite key partners intoaaki workspace where they can securely communicate and
collaborate with one anotherand create a centralizedshared repositoryof information assets
Increasingly, Angel.com is finding the wiki to replace the old model of emails being sent back and forth
between the corporate staff and its partnerand in turn finding that decisions can be made more
quickly and collaboration can happen more seamlessly by using the wiki.
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IVR Wiki
Tags
This is a place for people with an interest in IVR technology to gather. It is here to serve
the community of Angel.com customers, partners, and others who may want to join in
the conversation. To better understand our goals, see Why IVR Wiki, or just Learn how
to use the wiki if this is your first time around.
Incoming Links
What's New Recent Changes in Tag Highlights
Contact Angel.com
+ ANGELXML and PHP + International Calling Angel.com Knowledge Base
» Angel.com Outbound with pre-SOAP PHP » How to use the New Angel.com Documentation
» Appendix 1I: Angel.com Outbound with PHP Ticketing Center Release Notes
+ Interacting with Web Services + March 07 Release IVR Universit
» How does an agent transfer 3 call to another agent or » Angel.com Documentation Announcements and Links
to an external phone number? + IVR University Workspace Mavigation
+ Can I get a vanity toll-free number? « Outbound API Index Peaple
s International Calling why IVR Wik
+ What is a Transfer Request {(RESPORG] form? X -
- - Discussions
+ Prebuilt Transaction Pages h d |
s How to send a voicemail as an attachment through a The 1-2-3 guide to Angel.com
Transaction Page. Web Resources
Attachments
+ Release Notes -- outlines Angel.com releases and explains how they effect you
« Angel.com Documentation -- resources to help you get started and squeeze the
most out of Angel.com
o For a quick and simple introduction to getting started with Angel.com see The 1-2-3 guide to Angel.com
o Angel.com Knowledge Base -- find answers to specific Angel.com questions o
s VR University -- more formal education program
s People -- add yourself to the list
« Web Resources -- other places with a similar focus on the web
s Discussions -- Have an idea? Comment? Want to share a best practice?
s Contact Angel.com =
|http:,i,iwww.socialtaxt.nat,l'he\p;‘indax‘cgi?sDcialtext_documantat\on ’_’_’_@’_m‘e Internst |'+\IDD% 4

Screenshot of the Angel.com IVR wiki publicly accessible at www.socialtext.net/ivrwiki



Socialtext Advantages

Oneof the keyreasonghe Socialtet hostedservice was selecteby Angel.com was based on its

reliability balanced with its rich feature set. Based on assessments that Angel.com did of various wiki
alternatives available in the marketplace, Socialtext had a reputation for delivering a reliable product,
with no bugs o software glitches. Socialtext also offered the right features that Angel.com required and
were unavailablewith opensource solutions. For example, Socialtext provided Angel.com with a web
based solution that included an intuitive WYSIWYG editor that éve most nortechnical user could

be comfortable using, as well as edeynavigate dashboard views for accessing wiki content or recently
changed content. Socialtext also offered full version control and revision history for each wiki page for
trackingchanges, the ability to handle attachments like Microsoft Office documents added to wiki
pages, as well as the ability to control access to the various intarmbéxternalwiki workspaces using
authentication. Angel.com found that a key advantage ef 8ocialtext solution was the ability to

control access to individual wiki workspaces using login and password credeadtialgll aghe ability

to granularly define which users or groups could view content, make edits, add comments or provision
new workspaces. This was particularly important for Angel, since they grew to use wikis not only
internally, but also for strategic partner discussions, and even for creating a public community with the
IVR Wiksite.

About Socialtext

With the most flexible deplaypent options in the industry including appliances, hosted services,
software and opersource¢ Socialtext wikis are designed for any organization that wants to accelerate
team communications, better enable knowledge sharing, foster collaboration, antll wsline
communities. Today, over 2000 organizations use Socialtext, including Symantec, Nokia, IKEA, Conde
Nast, ZiffDavis, Kodak, University of Southern California, Boston College, among others. Based in Palo
Alto, Calif., Socialtext is a privatdigld company with worletlass investors including Draper Fisher
Jurvetson, SAP, and the Omidyar Network. For more information about Socialtext, please visit
www.socialtext.com or call-877-GETWIKI.



