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How will you lead a digital business?

No Clear 
Business 
Impact
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It’s About 
Relationships
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Short -term

Transactional
Occasional
Impersonal

Long-
term

Two-way
Constant
Authentic

What kind of relationship do you want?
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What are your Leadership Goals?

Leverage 
digital to be a 
more effective 
leader
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Digital Leadership Framework

Listen at 
Scale

Share to 
Shape

Engage 
to Lead
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Digital Leadership Framework

Listen at 
Scale

Share to 
Shape

Engage 
to Lead
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Wells Fargo’s Command Center 
Operates at Scale

Strategy
• Early alert system 

for emerging 
issues

• Routing and 
triage to 
stakeholders

• Data trends on a 
range of topics

Structure
• 60 active users 

(dashboards and 
data)

• Runs on 
Brandwatch 

• Rolled out in early 
2014

Benefits
• Insight for senior 

leaders
• Speed to market 

for new products
• Improved 

customer service 

11
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Maersk Prioritized Audiences and Channels
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Hootsuite Aggregates All Feeds
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Use Friends to Filter Content
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News Feeds Also Help Aggregate News
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Mobile Apps Like Refresh Help with Prep

Refreshapp.com
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Questions to Ask to Listen

∙ What information and data do you need to be 
achieve your goals? 

∙ What is most important to hear and learn, from 
customers, employees, partners, suppliers – and 
your kids?

∙ What decisions do you want to make with 
the data? 
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Digital Leadership Framework

Listen at 
Scale

Share to 
Shape

Engage 
to Lead
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What stories could you share that 
would inspire action?
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Develop Your Personal Digital Strategy
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Tweets with a POV perform better
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Personality also shines through
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Tools Can Help Curate and Create 
Content
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Create a Culture of Sharing
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Rigid Organizations Dynamic Organizations

Sharing Will Create New Ways of Working

 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

  

25 
 



HARRT 2014 Retreat  
Session 4 

Friday, November 7, 2014 
 

Slide 26 

 

Questions to Ask to Share

∙ What stories can you share to advance your top 
goals?

∙ What stories do your 
team/department/company/customers need to 
hear to develop affinity to the organization?

∙ How will you know that your content made a 
difference? 
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Digital Leadership Framework

Listen at 
Scale

Share to 
Shape

Engage 
to Lead
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Engage to Close the Power Distance
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Practice the Art of Followership

 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

  

29 
 



HARRT 2014 Retreat  
Session 4 

Friday, November 7, 2014 
 

Slide 30 

 

Telstra CEO David Thodey 
Engages Frequently
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TD invests in customer service via social to 
protect the brand and retain customers

31
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TD Bank Focuses on Employee 
Engagement to Connect with Customers

32

• 85,000 users in CND & 
USA

• 2M connections made
• 6,500 communities

Business Value
• Build for the Future
• Supports Transparency
• Supports Unique & 

Inclusive Employee 
Culture

• Productivity
• Employee Engagement
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Nationwide used an Enterprise Social Network to 
Redesign Relationships with Employees

33
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Senior Management Drove Adoption

∙ Nationwide President & 
COO Mark Pizzi was one 
of the first users in the 
company, engaging by:
∙ Posting relevant articles
∙ Asking questions
∙ Having open dialog with 

employees
∙ Within a few months, he 

generated more than 7500 
followers

34

Within 10 months of launch, 
40% of Nationwide’s top 

leadership were 
participating on the network

 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

  

34 
 



HARRT 2014 Retreat  
Session 4 

Friday, November 7, 2014 
 

Slide 35 

 

Questions to ask to Engage

∙ When will you respond – and how will the 
engagement move the relationship forward?

∙ How will your engagement develop and deepen 
the relationship?

∙ How will you actively develop and maintain your 
followers?

∙ How will you manage and scale engagement? 
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Digital Leadership Framework

Listen at 
Scale

Share to 
Shape

Engage 
to Lead
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The ability to 
give up the need to 

be in control
and still be in 

command
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Open Leadership

Having the confidence and 
humility to give up the 
need to be in control,
while inspiring 
commitment from people 
to accomplish goals
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Employee Engagement

 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

  

40 
 



HARRT 2014 Retreat  
Session 4 

Friday, November 7, 2014 
 

Slide 41 

 

Great Employee Relationships Support 
Great Customer Relationships
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Employees at “Socially Engaged” 
Companies Feel Empowered and Inspired

Source: Altimeter Thought Leadership Study, “Relationship Economics”, October 2014
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Three Types of Employee Engagement

Internal 
Collaboration

• Best practice sharing
• Experrtise location
• Project management

Owned by IT, HR, 
Internal Comms

• Enterprise Social 
Networks

• Collaboration Platforms

External 
Engagement

• Social media marketing
• Social customer support
• Social selling

• Runs as silos in 
Marketing, Comms, 
Sales, Support

• Social relationship 
management

• Content publishing 
platforms

Employee
Advocacy

• Social recruiting
• Social amplification and 

referrals

• Separate HR and 
Marketing efforts

• Social relationship 
management

• Specialized HR and 
advocacy tools
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Who Owns Employee Engagement?

HR
41%

Emp/Corp 
Comms 

17%

Marketing 
11%

Corp 
Strategy

3%

Sales
3%

Other
22%

“Which department leads Employee Engagement 
initiatives in your organization?”
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Employee Engagement Platform 
Deployment and Adoption Varies Widely

59%

56%

47%

45%

36%

9%

5%

16%

11%

14%

20%

14%

18%

9%

9%

20%

5%

9%

Internal collaboration platform

Employees use social
channels for recruiting

Internal community forums

Enterprise social networks

Employee advocates

Innovation hubs

Deployed

Deployed, but not widely
used

In Development
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Measurement is Nascent, Disconnected 
from Desired Outcomes
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IBM Uses Social Dashboards to Measure, Engage, 
and Develop Employees - Continually 

Activity: level of activity across 
the network
Reaction: how others react to 
your activity
Eminence: how others react to 
you the individual
Network: quality of your 
network and your role within it
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Use Employee Journeys to Develop Empathy 
and Relationships
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Technology Stack for 
Employee Engagement

Data

CollaborationSocial

Support & 
Advocacy

- Content portal
- Collaboration

platform
- Enterprise social 

networks
- Innovation Hub

- Social relationship 
management 
suites

- Listening/Analytics
- Wikis, forums, 

- Social Customer 
Care

- Social Selling
- Advocacy

- LinkedIn
- Social identity
- Analytics
- LinkedIn
- “CRM”
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How to Get Started
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#1 Get Smart
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Digital Engagement Requires Judgment –
and the Confidence to Use It

What you 
should do

What you 
shouldn’t do

Judgment is needed in 
between
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Define Key Processes

Source: “H&R Block’s Response Process” David Armano, Edelman 2010  
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#2 Develop Trust
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#3 Measure Value
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The information contained in this document is proprietary

Ask the Right Question about Value

57

“We tend to overvalue the things 

we can measure, and undervalue 

the things we cannot.” 
- John Hayes, CMO of American Express
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It’s About 
Relationships
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Thank You
Charlene Li
charlene@altimetergroup.com
charleneli.com
@charleneli

For slides, email 
slides@altimetergroup.com

Altimeter Group provides research 
and advisory for companies 
challenged by business disruptions, 
enabling them to pursue new 
opportunities and business models. 
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