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Case Study: Social Networking Tool Becomes Essential 
Workplace Infrastructure at Deloitte 
Nikos Drakos 

We look at the motivation, justification and planning for setting up a social networking 
environment open to 45,000 Deloitte employees within the U.S. and India. After a year in 
production, the social networking environment is becoming an essential workplace 
infrastructure. 
 

Key Findings 

• Employee social networks can have a positive impact on engagement, productivity, 
agility and knowledge preservation. 

• Lack of anonymity, policies based on employee code of conduct, active moderation, 
automatic filtering and social controls can remove risks of inappropriate behavior in open 
publishing environments. 

• At the core of successful social networking implementations are rich profiles that 
combine user-generated and HR system content, revealing a practitioner's work from 
their own unique perspective. 

Recommendations 

• Secure business ownership and top leadership support early and often. 

• Invest in seeding interest in user profiles. This encourages use, grows appeal and 
makes for a valuable visitor experience. 

• Avoid launching employee social networks globally in the early stages. Start small and 
build. 
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WHAT YOU NEED TO KNOW 

A social networking environment for 45,000 Deloitte employees providing services in audit, tax, 
consulting and financial advisory, is helping to attract, assimilate and retain talent, improve agility 
and response times to customer needs, increase project team cohesion, strengthen connectivity 
across business lines and geographies, and preserve knowledge. After just one year of operation, 
it is regarded as an essential workplace infrastructure. 

STRATEGIC PLANNING ASSUMPTION(S) 

By 2012, 30% of organizations with more than 5,000 employees will have enterprisewide 
employee social network deployments. 

CASE STUDY 

Introduction 
Deloitte member firms (see Note 1) are located in 140 countries employing 165,000 people who 
provide audit, tax, consulting and advisory services. Total member firm revenue was over $27 
billion in 2008. In the U.S., Deloitte employs 45,000 people and recorded revenue of around $11 
billion in 2008. 

The Challenge 
As a business that depends on its people to deliver its services, Deloitte was focused on 
innovative ways to improve the way it attracted and retained talent. To achieve this, Deloitte was 
looking for new technologies to enable people to connect, share their experiences and skills, and 
make their organization "feel smaller." The initial motivation came in 2006 when the market for 
new talent was extremely tight and Deloitte was looking for a differentiator to win the "war for 
talent." At the same time, the company noticed the hundreds of groups that were set up by 
thousands of Deloitte employees in MySpace, LinkedIn and Facebook. The initial justification for 
an internal "behind the firewall" deployment of a social networking environment was based on an 
expectation that it would: 

• Make Deloitte a more attractive place to work for new talent as well as to increase 
overall job satisfaction and retention among existing associates. 

• Improve agility, information flow and response times to market opportunities and 
customer requests by being able to find and connect to the right people internally. 

• Embrace collaboration tools to capture the "the wisdom of the crowd."  

• Generate, prioritize and evolve ideas that would help the organization retain its 
competitive edge. 

• Reduce the amount of knowledge that was dissipating into external sites. 

• Build communities across geographies and business lines to make the organization feel 
smaller. 
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Approach 
A diverse practitioner advisory committee was formed with leaders from the communications, 
technology, human resources and knowledge management organizations as well as a group of 
avid social technology users to plan and execute "D Street," the internal Deloitte social 
networking environment. 

A lightweight requirements gathering approach was used to keep the implementation simple and 
within the confines of the "out-of-the-box" implementation. The committee conducted focus 
groups to gather information on key D Street requirements and then translated key requirements 
into technical, application and infrastructure requirements. The initial product focused on the 
following requirements:  

• Rich profiles that combined both personal and professional data 

• Self-service group formation  

• Presence indication  

• Comprehensive search  

• Attachments including résumés and pictures  

• Blogging a colleagues section with presence indicators and hyperlinked pictures to 
profiles  

• Several sections for links to content, publications, and recommended podcasts, Web 
sites and blogs  

• A guestbook  

After considering several products, Deloitte selected Microsoft's Office SharePoint Server (MOSS 
2007) to host its social networking site, with the overall vision to eventually migrate the 
organization's entire portal platform. An alpha version of the environment was launched in July 
2007, after four months of development, to a pilot group of 1,500 employees in different roles in 
four locations. An external firm carried out the technical development while a core team of four 
Deloitte professionals dealt with planning, content structure, governance and other issues. During 
the alpha test, the local offices and regional leadership worked with the team to drive usage. In 
eight weeks, 25% of the population had personalized profiles and this became an example and a 
benchmark for the general launch later on.  

A moderation process was established to watch for inappropriate behavior or use during the 
alpha test. On entering D Street for the first time, users were presented with the "rules of the 
road" that outline the governance policies for the environment. These guidelines referenced 
existing firm policies for professional conduct, copyright, electronic communications, harassment 
and privacy. In addition, several social media etiquette guidelines were added — for example: 

• Posting Photographs — Before posting photographs that include other associates or 
individuals, you must first obtain consent from the individuals appearing in those 
photographs.  

• Sharing Photographs — Do not upload/share any photographs on D Street without 
obtaining a written prior permission from the owner.  
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• Posting Third-Party Material — Do not post content of a third party that may constitute a 
violation of applicable copyright, trademark, trade secret or other intellectual property 
law.  

• Being Streetwise About Time — Use of D Street should never interfere with your job 
performance or the job performance of others and the service provided to internal or 
external clients.  

In addition to policies and reminders, the system was set up to monitor both for inappropriate or 
excessive use. It was very important to assure business leaders and other stake holders that 
active moderation would take place to get their support. The plan was to make the environment 
authentic and allow all employees to edit profiles, blog, comment or upload materials that would 
be made immediately visible to others (if not posted in a protected area). With the assistance of a 
full-time moderator, an automatic filtering engine that scans for inappropriate content and a 
"neighborhood watch" that encourages peer control via a "report abuse" button visible on every 
page, the team was able to assure business leaders that the system would be used in a 
responsible manner. 

Prior to launch, a contest was held to engage professionals by asking them to name the system. 
The name D Street was selected from hundreds of submissions. 

The current D Street product is the result of re-architecting the solution three times. The team 
experienced challenges resulting from limited experience with MOSS 2007 (which had only just 
been released). In addition, issues surfaced when pre-populating the SharePoint profiles with 
information from human resources systems that contained contact, industry, sector, service line 
and other information. In January 2008, after six months of development to create enhancements 
to improve performance, reporting, functionality and a better understanding on how to handle 
change management, moderation and communications, D Street was ready to launch formally 
within the U.S. and India.  

The launch was a "soft" one where every one of the 45,000 U.S.- and India-based employees 
was enabled to modify their profile and was granted access to a personal work space, but with 
only a select group of about 10,000 employees being told about it. The expectation was that 
usage would spread virally by "word of mouth" and that curiosity as well as encouragement from 
peers and business leaders would be more effective ("I'm on — are you?"). Another technique 
that contributed to increased usage was the hyperlinking of names in the existing portal back to 
an individual's profile on D Street. This created an incentive for individuals to enhance their profile 
pages beyond the default human resources information. The initiative also enjoyed high-level 
support including the CEOs who not only created rich profiles of their own, but also read and 
commented on information posted on profile pages.  

Another reason for the popularity of the environment were the regularly scheduled technology 
releases, most with "wow" factors, to fine tune and/or enhance the product. The frequent updates 
were based on suggestions of users and key business needs and always introduced new 
functionality. 

Results 
Eight months after full deployment about 94% of the U.S. firm has visited D Street at least once 
and about 45% have personalized their profiles, uploaded photos, or used personal blogging and 
publishing tools. In addition, there are currently over 9,000 affiliations to business-related 
communities that have been created by participants.  

Anecdotal evidence suggests that many employees are using the system to increase visibility and 
articulate their "personal brand" within the organization. Apart from increased engagement and 
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satisfaction for the individual, the organization believes that this is helping to improve talent 
assimilation as well as the productivity of their project teams. This is important in a project-
oriented organization. The social network environment roll out included all U.S. employees and 
employees of the subsidiaries in India. Initial fears about cultural challenges were replaced by 
excitement over the possibility of deeper integration. Visibility, awareness and direct contact 
between people through this environment are helping to "humanize" a geographically distant part 
of the organization. In addition, expatriates working in other countries maintain their access so 
that they can remain connected with colleagues working back in the U.S. Many are avid bloggers 
and share interesting stories about their life overseas.  

There were no significant cases of inappropriate content or excessive use. A plausible 
explanation is that professional employees, accountable in terms of results are more likely to use 
discretionary time more productively. Another contributing factor was the lack of anonymity and 
the awareness of active and automatic monitoring within the system.  

Deloitte believes that objective metrics on activity and usage, along with anecdotal evidence that 
the social networking environment is helping to achieve its objectives (attracting, assimilating, 
retaining talent; improving agility and responsiveness; idea generation; reduction in knowledge 
dissipation and so on) is enough to justify the level of investment necessary to continue for the 
next two to three years. It expects the environment to become essential workplace infrastructure 
like e-mail. However, to gain a better understanding of the business implications of this 
environment, the D Street team is developing new success metrics as well as gathering specific 
examples of the impact of productivity; on the time it takes to train new employees; on the speed 
and quality of the development of new market offerings; and on knowledge preservation. 

Currently, a team of Deloitte professionals is working to migrate the internal portal into the D 
Street environment. The new home page will be tailored to each practitioner's role, level, industry, 
function and geography. The Web 2.0 portal, combined with D Street, will extend the control and 
flow of information to the users and communities that consume it. The converged product will 
include an aggregation of activity from community sites and colleagues. The home pages will 
direct practitioners to other key firm systems, connect people to communities, provide a 
repository for news and information, and will be the single source for all employees to gather 
information. Newsgator Social Sites will also to be used to enhance SharePoint with additional 
capabilities (see "Taking a Natural but Limited Step Toward Social Computing With SharePoint 
2007"). The goal of an integrated portal with a social networking system is to simplify the process 
of personalizing, finding and exploring information via social filtering — that is based on how 
information relates to people (who wrote it, who subscribes to it, what my colleagues read, what 
they rate highly and so on).  

Since its launch, further development and support is being handled internally by two full time staff 
while on the business side there is one full-time product owner reporting to the Talent 
organization. A more complex issue is global rollout for other Deloitte member firms. Although the 
synergies from a single global social networking environment could be significant, complexities 
associated with languages, culture, privacy and country-specific privacy laws need to be 
addressed before decisions on a global platform are made. 

Critical Success Factors 
• Business ownership and clear objectives from the start. 

• Business leadership support and CEO visibility. 

• Lack of anonymity, policies based on employee code of conduct, active moderation, 
automatic filtering and social controls. This removes the risk of inappropriate behavior in 
open publishing environments. 
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• Involvement of all major business stakeholders including communications, human 
resources, knowledge management, IT and end users. 

• Creating conditions for viral adoption through teasers; frequent updates and 
enhancements; easy-to-use invitations; and pre-population and auto-linking to individual 
employee profiles. 

• Timely and engaging internal communications such as e-mail and articles on Deloitte's 
intranet that share how people are using D Street, provides testimonials and real-life 
anecdotes, and describes new functionalities and features. 

Lessons Learned 
• Extracting and cleansing information from multiple systems including human resources 

applications for use in social networking profiles can be difficult. 

• Automatic linking from other systems to individual profiles in a social networking 
environment can help to drive interest traffic and provide an incentive for individuals to 
keep their profiles up to date and relevant.  

• With the right behavioral change, motivated employees will take the opportunity to 
enhance their visibility and brand within the organization.  

• Employee social networks can have a positive impact on engagement, productivity, 
agility and knowledge preservation. 

• Avoid launching globally in the early stages. Start small and build. 

RECOMMENDED READING 

"Taking a Natural but Limited Step Toward Social Computing With SharePoint 2007"  

"Magic Quadrant for Social Software"  

"Tutorial: Real-World Examples of the Business Value of Social Software" 

"Moving Social Software Deployments Beyond Experimentation Project Overview 2009" 

Note 1 
About Deloitte 

Deloitte refers to one or more of Deloitte Touche Tohmatsu, a Swiss Verein, and its network of 
member firms, each of which is a legally separate and independent entity. Please see 
www.deloitte.com/about   for a detailed description of the legal structure of Deloitte Touche 
Tohmatsu and its member firms. Please see www.deloitte.com/us/about   for a detailed 
description of the legal structure of Deloitte LLP and its subsidiaries. 
 

http://www.deloitte.com/about
http://www.deloitte.com/us/about
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REGIONAL HEADQUARTERS 

Corporate Headquarters 
56 Top Gallant Road 
Stamford, CT 06902-7700 
U.S.A. 
+1 203 964 0096 

European Headquarters 
Tamesis 
The Glanty 
Egham 
Surrey, TW20 9AW 
UNITED KINGDOM 
+44 1784 431611 

Asia/Pacific Headquarters 
Gartner Australasia Pty. Ltd. 
Level 9, 141 Walker Street 
North Sydney 
New South Wales 2060 
AUSTRALIA 
+61 2 9459 4600 

Japan Headquarters 
Gartner Japan Ltd. 
Aobadai Hills, 6F 
7-7, Aobadai, 4-chome 
Meguro-ku, Tokyo 153-0042 
JAPAN 
+81 3 3481 3670 

Latin America Headquarters 
Gartner do Brazil 
Av. das Nações Unidas, 12551 
9° andar—World Trade Center 
04578-903—São Paulo SP 
BRAZIL 
+55 11 3443 1509 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


