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The MITRE Corporation

MITRE is a private, not-for-profit organization 7
chartered to work in the public interest e
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services to the U.S. Air Force : , : ss.
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Department of Defense
Federal Aviation Administration
Internal Revenue Service/Department of Veterans Affairs
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State of the Practice in 2009 ...

Social networking tools were
proliferating on the internet

Most enterprises were deploying
social networking tools for internal
use only or for consumer product
users

It is difficult to measure objectively
how social tools impact
individuals, communities, and the
enterprise

facebook
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2007: MITRE-Babson Research...
Social Technology Matters!

Its not just frequency of use that is important with these
tools, but rather, who you are connecting to

Uniqueness of the connections adds the value

Brokerage, in both social networks and technology-
mediated networks, has a positive impact on personal
Innovativeness

Both of the technology networks
(ListServ and social bookmarking/
tagging) provide unique, significant
value

MITRE Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.



State of the Practice in 2009 ...

Social networking tools were .
proliferating on the internet o
del.icio, ;g @ —~d

Most enterprises were deploying B
social networking tools for internal @ ay
use only or for consumer product * o
users |

It is difficult to measure objectively  flickr
how social tools impact %
Individuals, communities, and the
enterprise =

Deployed a single open source
platform (Elgg) to support both
internal and cross-organizational
networking

We are now entering our 3 year
and performing a longitudinal
business impact evaluation

MITRE
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Handshake: Social Business Networking

MITRE External Partership Network Welcome, Laurie Damia ! m

Home n Profile [ My Tools ¥ Settings  Help

sha ® § My Connections My Groups e
TN Handshake 38 42 (O, search Handshake
\/ A MITRE Research Prototype Everyb: All Groups

‘Add widgets)

CHI 2012 is just a few week away!
update

Posted just now

Groups create spaces for
— e . communicating on topics and
collaborating on files / wiki pages

(7 Mark published a blog post -
Krugman on Important Things 55 minutes
The well-being of the economy is a lot like the well-being of ) . ) ——
an individual. My happiness depends almost entirely on a few @ MITRES External Partnership Network Welcome, Laurie Damial m.

important things, like... Donna Cuomo - MIT E Home [ profle © My Tools ¥ Settings  Help

Kimberly posted an update 15 hours ago - - e Handshake My Connections £ 4 4 My Groups
"Checking out the upgraded very ey ros Search Handshake
still on top! 55 ideas as of COB today! A‘;}x Much smgoother ur Z%ngrats e \j“’ AMITRE Research Prototype Everybod 4448 All Groups Q C
';41)9 on a successful deployment. Col
Karen uploaded the file Lessons in version can be posted in the Hal MITRE3.0

Leadership 360 Feedback Exercise in the group group. " (posted Apr 10, 2012)
Students/Alumni: Lessons in Leadership (TM) Class

15 hours ago

A forum for discussion and
brainstorming on technology

| Leave group || Edit group | m MITRE3.0 &
LSAVE group)) | SCR.groun, 5

Job title: Chief Information Archi

and communities at MITRE

Information and Technolo iption: in the future,
This is a informal 360 feedback exercise that you have to AR . ll:ef:ﬁ:rl:tflc?rnt:llscusslon and brainstorming on technology, people, and open group, visible to
complete prior to our next monthly meeting on May 23rd. Location: Bedford, MA i : £ ’ 4
communities at MITRE in the future. all MITRE

Instructions are provided in the... non-members can

unless it is further re:

Contact email: dcuomo@mitre.

posted an update 16 hours a See: A wish list of topics for MITRE 3.0
16 hours ago

Teleph 781-271- — Activity

McLean: Lab Tour Connec] Compose a message |

http://www.linkedin.c communiti

b2Ehom

, social media, web 2.0, mobile media and mobile Discussion
Remove connection | goback

uploaded the file Investigator technology, gps, location-based technologies, new media, people, enterprise 2.0

database script in the group MVP and GenISIS

Files

Blog posts Personal interests: Group type: Social

Group blog

16 hours ago
- cross country skiing, golf
This is the script used by HSQLDB to create my local test Files Sl s T Pages
database. It contains SQL commands to build an in memory —_— Professional interests: 5
database. The script... Pages ) Group metrics L
strategy, knowledge management,

view all Photo albums

B Cheryl published a blog post Site Photos architecture, social and collaboration ToTAL PasT7ONS  TREND Fnstin added a new discussion topic - s
y o e RS : 2 : hos o earch in this grou

[\'1Y Meeting at » 4/19/2012 in the group MITRE i networking, innovation, search and fil Discussions 100 906G 2 2 Project X Apr 16, 2012 group

Support for J‘\ Education: Files 15 150 = == I am in the process of developing a game that's

R e = e = = going to be run during Diversity Month, starting two

About me: 5 : weeks from today. This game is called ProjectX,... m
Followin og posts - - —

i a s created a page 2012-04-18 I am presently the Chief Informa{ T = = P B e e

working on socio-collaborative c.
to define the strategy for our ne:
. intranet. I am currently develop
H O m e p ag e p ro VI d es business value of a business soc{ 129 cloud
rototype (Handshake) to suppol ) 5
Eollabt;/r’:tién and the 2apturep?)f Social Media,
collaboration, ipad, handshake, Mobile, innovation,

professional relationships. I help iphone, Communities, Web 2.0, google, technology, ﬂ Kenneth replied on the discussion

The New Science of Building Great Teams
- HBR Apr 16, 2012 Subgroups _Add |

Contributing members: 31%

This is a very important article to read for those o shibgeipe Focat
who are interested in what makes a successful

Mobile Media, new media, team. In short, Pentland and colleagues over at...

Group owner

Nahum Gershon {primary)

awareness of users ’ the Information Sharing/Social Ny _icncl eair, email, Community, real-time information, topic “Knowledge is power" is Dead!
internal innovation program. 1hd _ . it manscsment mii, smart phone, ideas, Apr 5, 2012
2 of social media, location
second life, information

Perhaps we need to make a distinction between Group members | Edit |
knowledge and information. T have been guilty

of using them interchangably myself but... m - . m
N replied on the discussion _—
topic “"Knowledge is power” is Dead!
. n m .
@M, yes , you are right, social networks could

MMme

network activities Profiles allow users to
share information at item-
level access control
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I
Tool Customizations & Adaptations

Goals: remove barriers, accelerate adoption, encourage good behavior

only me

MITRE identity model with single sign on
“Box Model” for group permissions

Restricts contents to group permission level ceiling
Visualized permissions & access
Connect vs follow; follow groups by default
Group activity river
Email notifications, respond via email oswson 42 70 210 &

access list

connections only b Le'-;'er'agir‘lg ':I':”J':I

.| Computing Concepts
within the Federal
MITRE rnernbers of & gr

- nmen

B8 alf Handshalke rmembers J

graLp only

L has posted a new rcmmom
on a dl scussion ropwr t»flp Use

has started a new discussion

4 .
. Files B84 47 8 40 4p - ’al. t»ddn
Group metrics 4 20 110 4 | adscusson'ope tied bim
Blog posts 6 17 = gl <
4

Colleague recommender Mbums 1 1

= iapn: titled user qu
. . i . 3 wiki page 0 3
Contributing members: 71% wrote 3 new page titled User
N un hauld edit a wik
Your digest for Thursday
Handshake w group blog
Thu 3/8/2012 1:08 AM Saal
8 Cuomo, Donna L.
Recommended Contacts w group blog
e|llo| @l = al e [om Wednesday, March 7, 6:50 AM ons ‘V ‘?‘ ‘_‘ B
[45] [#8] [7] [38] [N Recommended Contact Details Beth has commented on the discussion topic "Current relevance and confidence rating method
Daniel used for Discover" in the group "MIl Discover™ ember of Socia
rg Sina
Yes the content that is searchable through Discover is located in different repositories. A variety of 3 4%
bigai hroup blog post
Lty dy P — search tools are used - Google for general document and site search, Microsoft search for Sharepoint, [, ° -7 © = =% 22
@Y WES] 5'5"{»35 nen and Endeca for the Profiles search for starters. Each system is unique and far too detailed to describe || ¢ =,
Yol haveia. ks naotiman here. I'm happy to set up a meeting with the Search and Information Retrieval team to discuss.

ﬂ aaaen

PHWES

\) Listserv
@ wavin

You have 4 mailing list memberships in common.

Regards

oo —— —_ Released to open

< email a reply (before Mar 22, 2012)

j X gi&&&: .
B email a status update (before Mar 22, 2012) : S O u rC e C O m m u n Ity

(8] s
MITRE =x:

0 55ite

Daniel lists you as a friend.

== OnomiTags

= auaes

You have 40 onomi tags in common.

Ry
|||| L&
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I
Handshake on our Intranet Homepage

FASTIJUMP| PHONEBOOK| SEARCH TRS Site Map | Index | Help

Good morning, Donna Wednesday, September 12, 2012 8:23 AM EDT

Phonebook Docs & MII  Project Profiles  Comm Share  People Profiles  More...

Advanced Search

Home More |[F ) add Gadgets
MITRE NEWS HANDSHAKE MY TRAVEL
[ new Get a Certificate for Your Computer NOTIFICATIONS 11 days until next trip
HR: New Hires, Week of 9/10/2012
Making Preventive Care a Priority Attending MIP Reservation Summary
Mew Call Centar System for Help Desk Innovatlon.Lea_dershlp Destination Start confirmed
In Memory: Walter A. . Team meeting in Wash Date
o updats Houston Sun Sep
Bob Retirement Event Planned 16, 2012 B i — 23, 2012

New Community Share Training Offered

Bedford: Exterior Window Washing < =Flight ®=Rental Car k=i=Hotzl

Bryn replied on the

°f3 The Goal Line: Al's ppdate o discussion topic Easier Quternet : 'z'Gm”"d_ -

) ] EAP: Why People Die by Suicide access via QR Code in the group ss é: a trip? Contact Travel
David Lasting mare stories = iPhone Users (15 minutes ago srviees
:{Z‘ontrlbutlon ) 4 George added 3 new hqlrr‘;l:\:‘;orulion Look®8Book

ight up to the very end of his . . .
MITRE Veterans Emplayment discussion topic Tweet
Training internship, David ownership at issue in the group
WEs .. NEWS CENTER | PEOPLE | CLASSIFIEDS Records Management Interest MY ACTIONS
Fas Thanks 7 =% ~ GmL_'Ip (18 minutes age Kl » 2 items require PL approval in
For the ) 2 Marie posted an IPRM Clarity
Donate MemonEs"" 9 update (15 hours 290 B Annual Security Refresher course
1 T Daniel replied on the i5 Incomplete
Now! gsiump:inencries discussion topic Easier Outernet Current as of 7:39 AM refresh dats
access via QR Code in the group
iPhone Users (16 hours ago
CLARITY QUICK WEATHER Jon replied on the MY LINKS
DU MA - Bedford discussion topic Easier Outernet == BN ==
Ttems Awaiting RM edfor : access via QR__(?ode in the group E u $l
Approval O wed  Thu Fri jt Sun iPhone Users (19 hours ago
= Lea posted an update (21 new phonebook on info
Items Awaiting PL Approval n? i ours ago - -
! 79|57 B1|57 84|54 79|57 73|54 @ Mlchal posted an update Mway intermin perf mgt system
vA7 HANDSHAKE 1 22 houre ago Tech Stature page
Sep Oct MNov Dec <& Jon posted an update (22 CI&T Mitre Way
EE;':IUI'I;III:I'IDS, 015 0 0 0 & ONOMI BOOKMARKS - - ours ago - infoVis visualization - use firefox
_ SOC NET 4 Ethel J.O.mEd the group MIC
= Document Mobility Access Trials .
Total Estimated Delivery: McKinsey Global on0m1 Ty Handshake metrics, firefox only
: = Institute - The ) Kathleen joined the Project Information Site
http://info.mitre.org/ b ApcH 1 » social economy: Unlacking value group Document Mobility Access Listserv summarv stats

11
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Longitudinal Evaluation Methodology

Hypothesized that business
networking tool use:

Social capital

Reinforces existing
business connections

Fosters development of
new business connections
(enhancing innovative
behavior)

Expands accessto _
technical/domain expertise
(internally and externally)

8000
o Handshake Membership

Usage metrics

reporting Intellectual capital
Handshake value Increases staff's
survey awareness of emerging

technology and new
industry trends

Exposes staff to new and
innovative ideas

Ability to collaborate more
effectively

Across distributed project
teams — span distances

With MITRE’s partners and
other stakeholders

Crowd sourcing

Use case studies, over
time

Anecdotal stories
from end users

Visualization of key
networks over timé
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Handshake Membership

8281

3819

2412

.net, 81 .Ca, .es, 1

User Domains

.com, 717

.mil, 272

Handshake Contents

4664
30_50
ﬂ 1819 Sy
n
2] .
files  discussion  images blogs wiki pages

topics

Handshake Groups

Project

Community of Practice
Council, Strategy, or..
MITRE Organization
Peer Support

Social

Program

Affiliation or Network
Application Support
Conference or TEM
Academic Engagement
Industry Engagement

~ 938 groups

0 50 100 150




Case Study Interviews

63 interviews with internal and external members
of Handshake, face-to-face or on phone

Interviewers followed loose script to engage
participants in open-ended questioning

Focus of interview was on perceived benefits from
participating in Handshake groups

Perceived Benefits

Facilitates cross-organizational communication and
collaboration

Improves situation awareness of critical project information

Consolidates multiple types of information in a single
location

Enables crowd-sourced support for innovative ideas and
product features

Helps expand and strengthen business relationships
Enhances product quality and team productivity

MITRE Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.



Interview Results: Perceived Benefits

Enables crowd-sourced support for innovative ideas and product
features

Having [application users] talk to each other has value to the
roduct team. [It] helps develop more polished software
aster and better. — Application Developer

These types of discussions opened up team members’
minds to alternative designs and solutions, improving the
product and changing their thinking. — Application Developer

MITRE Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.



Interview Results: Perceived Benefits

MITRE

Helps expand and strengthen business relationships

There is something about seeing the photos that makes you feel
closer to the group... it motivates you [to contribute] if you see
the pictures. — Senior MITRE Manager

The relationship building that Handshake permits seems to be
richer than what you find on ListServ... helping solidify
relationships... Now at a conference, we recognize each other
and can talk. — External participant

Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.




Interview Results: Perceived Benefits

Enhances product quality and team productivity

It definitely improved the quality of the products because you
have instant feedback [about a design feature]. — Customer team
member

Handshake helped reduce the number of iterations we had to go
through to get to the final product. It would have taken much
longer, many more iterations without it. — MITRE member of
cross organizational project

Handshake saved me lots of time because, at any given time, |
knew what was going on in the project. — Customer Program
Manager

MITRE Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.



Handshake Value Survey

Survey was designed based on input from interviews
Survey was sent to all 4600 MITRE Handshake members
Survey construct

18 Likert-scale statements on Handshake usefulness in:
Supporting collaboration
Strengthening social connections
Fostering situation awareness
Facilitating management of knowledge assets
Enhancing productivity

4 open-ended questions pertaining to:
Overall value of Handshake to their work
Value of specific Handshake groups
Barriers to Handshake adoption
Suggested improvements

MITRE Approved for Public Release: 12-3935 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.




Survey Analysis Results

Active contributors
realize more benefits

Even consumers,
however, report benefits

354 respondents

% Handshake users
w
£

Support for Business Networking
Handshake helps me:
Strengthen Existing Ties
Expand Connections
Access to knowledgable staff
m Market own skills and knowledge

I

Active Contributors Moderate Frequent Readers
Contributors

Infrequent
Readers

Support for Collaboration
70% - Handshake supports me when | engage in:

External Collaboration
Internal Distributed Collaboration

60% -

50% -

40% -

30% -

% Handshake users

20% -

10%

0%

Moderate
Contributors

Active
Contributors

Frequent
Readers

Infrequent
Readers

80%

0%

S wn @
=1 = =
ES ES ES

% Handshake users
w
2

20%

10%

0%

Support for Situation Awareness
Handshake helps me follow:
Industry Trends
Relevant MITRE projects
Connections' activities

Moderate Frequent Readers

Contributors

Active
Contributors

Infrequent
Readers

MITRE

19
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Handshake Uses

MITRE
Organizations

MITRE
0linSCOPE

Project
Pages

Carnegie Mellon

Academic

S Xy e
‘1‘ >
A new way for teleworkers ‘ ndshak
to connect to MITRE Al User Support

, Engagement
Bw®

Gartner.
SYMPOSIUM ITXPO"

— T E—
MITRE FC TEM
26 Mav 2010

Affiliation or T & = ] -
Network = -
Industry Communities of Practice
Engagement Peer Support
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Interesting Uses of Handshake

That was...[PEOPLE] Album 17

.
MITRE Alumni T ————————
col ents, an
C | - ople are

identification of
people in old photos

MITRE3.0

Discussion lead to a
grass-roots organized
science fair!

Group with Less than 24 hr turn
mission users around time for mods
in field to mobile apps.
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Interesting Uses of Handshake

Social Media Request for take aways from

Enteprise 2.0 leads to high-level
sponsor commenting on
briefing; people we didn’t know
were at conference join in!

Participants are self-identified

Several hallway conversations suggested that the vendors and p{
the wide range of disciplines and resources available to / needed

implementations. I can't help but think about the same aspect off
management.

_ Excellent presentation...very interesting.

MITRE/Customer Team
Distributed team

' Dynamic staffing
¢ Aggressive timeline for deliverables

>

Constant communication/sharing

“At any given time, | knew what each
member of the group was thinking,
planning, or doing.”

“‘Handshake was extremely effective in
resolving issues as they occurred,
disseminating information, and meeting
deliverable deadlines. The importance of
Handshake’s capabilities was magnified
under the aggressive schedule and tight
time constraints of the project.”

Self-Joining Groups

GettingThings

- E@IQ@,—: ’

Communities of Practice
Affiliations
Peer Support
Social Groups

“l find it refreshingly open in the sense
that people are asking questions and
posting ideas.”

“I really like the inclusiveness of it. | like
the different perspectives. Each
company comes with different culture as
well as individuals.”




Recent Use Cases

“Transparent Engineering”

“Colorado Springs Fire
Crisis Response Support”

MyMIl Intranet Portal

community on Handshake

226 members, 65% contributing

84 discussions, 636 comments

TRS Timecard

community on Handshake

231 members, 45% contributing
128 discussions, 185 comments

biggest activity “spike”

“The quick set up and operational support
Handshake provided was very valuable... We
could keep awide audience informed about
evacuations etc without risking leaving anyone
out.” - COS Site Leader

“You can do more on Handshake, such as
upload photos and maps, and categorize things
-COS HR

“It was a great meeting place," she says. "For the
folks who were being evacuated, it was a comfort,
knowing they could go to one place for information
on who could house them or their pets or horses,
without having to go through tons of emails. - COS
Office Coordinator 23
Release: 12-1301 Distribution Unlimited. © 2012 The MITRE Corporation. All Rights Reserved.




Visualizations: Informing Insights into —

Usage, Behavior, and Relationships

External Members: Distribution by Group Type

Handshake Group Activity over Time

Communities
of Practice |

Handshake
Partner to MITRE

-

Handshake Group to
Member to Group

rage 24
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External Partner Orgs (JPL, etc) Gov't Cloud (DISA, etc

.
Identity

CAC Clearinghouse*

authenticate

Google ID

= i

2 [

% MPN Portal
App access y Reg/Acc't
mgmt mgmt

Standards-based

Integration Layer
PoCo, OAuth, etc

Notification MPN

Service

MCAP

?2?

jid

* Integration with
IdM capability

MediaWiki Handshake

MITRE Labs

(&
Authorization
Engine




Loosely Coupled, Open Standards-Based —

Architecture

Apps “opt-in” to
External Partner services

Authorization

CAC
Proxy

Notification Service
Rule Based

Decision Engine

PuSH-EE

VAN

MITRE

id

I

Identity Clearinghouse
’l‘\|
SIdV JUSIU0D
ActivityStreams
|

Open ID
Connect N —

Handshake

CommShare Partners

Center and lab capabilities
Identify additional capabilities

ActivityStreams Aggregator

g &
< (<))
% g User Info
. MPN Portal Endpoint
. Apache Rave PoCo
Cloud Applicatio Agg reg ator
Apache Shindig

;|: OpenSocial Data Source
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MITRE Partnership Network Vision

Jane Doe (group Project X) five munu

John Doe v wtes 3
“in Badford today, back to DC tomormow,”

"o

What are you working on? Thinking? Update

8,9 CAASD fuemini
a¥ Repart on aif traffic density over the NYC metopolitan area
ﬁ Jane Doe (group Project X) yesierday
Final deliverable
John Doe yesterday
7 “in Bedford today. back to DC tomorrow,”
8.0
\J
g e N etropolitan area
ﬁ Jane Doe (group Project X) y=sierday
Final deliverabl
LOGIN WITH YOUR....
User ID & Password (2] PIV or CAC Card
User ID Please make sure your card is plugged into the

. . reader
|Your registered email address |

Password

Forgot or change your password?

LOGIN

LOGIN WITH YOUR

PIV OR CAC

Agency Federated Partner Login

@nasa | @poj |

[ Use this Agency Login every time | log into MAX

MY SERVICES

e

3 Secure File Transfer

CAASD Flight Dataset

of all prwate and commercial

3 Secure File Transfer

Storage & sharing mechanism for larg

Storage & sharing mechanism for large fles

e
MY GROUPS
| x Project X
|
oA

MY CONNECTIONS

i Faw=

Attribute-based
Rules Engine

- Org

- Credential
- Group
Friend of

58 MPN Membe

now available

My Tools ¥

2 My co

Edit group

T group is an nterest community for MITRE and i partners wh are

3 3pplyng sacial media technologes such 35 bogging, wikis, mcrobiogong,

Social netwarking i thex work envrorments, or who e evakiating thee
plans £ do o,

Discussion addatopic|vew sl Activity v ot

Search in this group

Subgroups adl

Group owners

Waeo Channais

[ ropuiac ia
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Take Aways

Think about the networks that you want to build in your
enterprise and across the extended enterprise

What goals do you have for them?
What would help sustain them?

What processes do you have today that would benefit
from being “social-enabled”?

E.g., Sponsors invited into research strategy prioritization,
iInnovation research program process, early responders,
internal strategy discussions, crowd-source supported
products...

It’s a “process/outcome discussion”, not a “tool” discussion
Is “community” integrated with your content strategy?
Do not read/post to the same people all the time

Connecting with a non-redundant set of people is more
valuable

Page 28
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I
Take Aways

Develop on-boarding work & human resource development
practices that focus not only on project success, but also
relationship building

Pair newcomers with “brokers” in a mentoring relationship

Design initial projects with not only success in mind, but also
relationship building as an outcome

Performance reviews should include not only what have you
accomplished but who have you met and built a relationship with

Groom future brokers through job rotation
Recommend communities new employees should join

Make employees aware of the social tools and the potential
benefits

Communicate the value stories and successes of others

Train community stewards on successful techniques for
community and network management

Value social networking engagements (posts, status updates,
Information sharing, starting interesting discussions)

Page 29

IT E © 2012 The MITRE Corporation. All rights reserved.



MITRE

More information available at:

http://www.mitre.org/work/info_tech/software_collaboration/
Contact us

Donna Cuomo dcuomo@mitre.orq
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