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Social Media as a New Trend 
by Eleonora Babayants 

During last decade, social computing has 
widely spread in the work place. Social tools 
changed ways people work together. The 
proliferation of social software in the 
enterprise demonstrates that users find 
value in this new generation of tools. 

In just a few years, social media has gone 
from cutting-edge phenomenon to a main-
stream channel that companies use to 
engage clients, partners, and vendors. 

Some Statistics 

 65% of world’s top companies have an 
active Twitter profile. Twitter now has 
more than 140 million active users, 
sending 340 million tweets every day.  

 23% of Fortune 500 companies have a 
public-facing corporate blog. 

 58% of Fortune 500 companies have an 
active corporate Facebook account. 

This highlights the fact that social software 
is becoming part of business processes in 
the work place. 

Employees want to engage socially with the 
people they work with and build stronger 
relationships within their companies. 
Traditional content management and 
collaboration solutions are incorporating 
new features to satisfy the social and 
information sharing demands of the 
enterprise. 

Enterprises are using these emerging social 
computing technologies to improve 

collaboration among employees, clients, 
and vendors around the globe. 

Tools such as blogs, instant messaging, 
wikis, social tagging and bookmarking, 
discussion boards with comment fields have 
become very popular. Individuals comment 
on case studies, exchange ideas, and 
contribute their own material. 

Users can follow up with people, search for 
subject matter experts, get updates on 
projects, participate in conversations. 

  Challenges 

Emergence of social networking has been a 
two-edged sword for organizations. On one 
blade rests knowledge sharing. On the 
other is huge amount of useless information 
which added to the noise, volume and 
diversity of information. 

The question used to be: how much you 
want to connect vs how much you want to 
collect? The new version is: how much do 
you want to curate vs not curate? 

Companies must understand how social 
media use may impact the company’s 
ability to manage risk. It is important to 
understand how business and employees 
engage in social media, develop and deploy 
policies and solutions necessary to stay 
compliant, to meet business requirements 
and be flexible at the same time.  

Companies need to increase information 
control and visibility. 
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When social media volume is low, it is 
typically handled manually by one or more 
people in a company. These people are 
assigned to check Facebook and/or Twitter 
a couple of times a day and respond when 
appropriate. 

As the volume of inquiries grows, it 
becomes expensive to respond manually to 
the posts and comments, and nearly 
impossible to do it on a timely basis. After a 
while, it becomes clear that automation is 
necessary to respond to the large number 
of social media comments in appropriate 
time frames.  

During the next few years, organizations of 
all sizes will need to build a social media 
technology servicing framework to handle 
an increasing volume of inquiries, 
complaints, and comments.  

However, the unique characteristics and 
demands of social media interactions 
require specialized solutions and processes, 
even though the responses should be 
consistent in all channels. 

There are many applications to help 
organizations handle their social media 
servicing challenges, and new ones are 
constantly being introduced. 

However, currently, there is no single 
solution that addresses all necessary 
requirements. Enterprises that want a 
complete solution need to purchase several 
applications and integrate them. They 
should also merge these applications with 
their existing servicing infrastructure to 
ensure an excellent customer experience. 

Some of useful tools to use 

are: 

 Tools for monitoring social media sites 
for brand and company mentions. 

 Data acquisition/capture tools to 
identify and gather relevant social 
media interactions for the company. 

 Data extraction tools that separate 
"noise" from interactions that require 
immediate or timely responses. 

 An engine for defining business rules 
that generates alerts, messages, pop-
ups, alarms, and events. 

 Storage to house and access large 
volumes of historical data, and an 
automated process to retain and purge 
both online and archived data.  

 Database software for managing large 
volumes of information. 

 Workflow tools to automate business 

processes by systematically passing 
information, documents, tasks, 
notifications, or alerts to another 
business process (or person) for 
additional or supplementary action, 
follow-up, or expertise. 

 A workforce management solution to 
forecast the expected volume of social 
media interactions that will require 
agent/employee assistance 

 Surveying software to determine if 
customers/comments were satisfied 
with the company's responses. 

 Desktop analytics to provide an 
automated and systematic approach 
to monitor, capture, structure, analyze, 
report, and react to all agent/employee 
desktop activity and process 
workflows. 

 An analytics-oriented performance 
management module that creates 
scorecards and dashboards to help 
contact center and other managers 
measure performance against preset 
goal. 

Social media is going to change the 
servicing landscape for many organizations 
within the next five to eight years. This is 
because the volume of social media 
comments and posts is expected to grow 
rapidly, comprising 50 % of all service 
interactions. Companies that build a 
servicing strategy incorporating social 
media will have a major advantage over 
their competitors. 

Companies do not need all of the solutions 
identified above, they need to select the 
ones that allow them to incorporate social 
media into their servicing strategy and 
infrastructure so that customers can 
interact with them in their preferred 
channel. 

Social media 
should be 
incorporated into 
the enterprise’s 
overall servicing 
framework 
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Industry News 

Recommind Elevates  
e-Discovery 
 

Recommind reports it has made significant 
enhancements to Axcelerate, its cloud-
based e-discovery review and analysis 
platform. The company has also extended 
its cloud-based e-discovery platform with a 
self-service edition called Axcelerate SaaS, 
which is said to provide the control and 
flexibility of traditional on-premise software 
combined with the cost and stability 
benefits of cloud deployments. 

Secure Mobile File Sharing 
from Accellion 

Accellion has released kiteworks content 
connectors for Google Drive for Work and 
Microsoft OneDrive for Business. The 
company states the connectors enable 
universal, secure access to enterprise 
content, whether stored inside or outside 
the corporate firewall. 

 

The complete list of kiteworks content 
connectors includes SharePoint 2007, 2010, 
2013 and SharePoint Online, as well as 
Windows File Shares and Distributed File 
Systems, Documentum, OpenText, Google 
Drive for Work and Microsoft OneDrive for 
Business. 

 

  

 

Acrolinx and Astoria: 
Platform-to-Platform 
Integration 
 

Astoria Software has embedded Acrolinx 
Software's content optimization platform 
into the its Component Content 
Management solution. The integration 
allows Astoria users to invoke Acrolinx from 
the Astoria user interface. Further, Astoria’s 
workflow processes can take action on the 
result of Acrolinx’s content analysis. 

The companies say the Astoria-Acrolinx 
integration allows companies to build high-
quality content at a lower cost and with 
consistent results. Also, because the 
integration is between the Astoria server 
and the Acrolinx server, the solution is said 
to scale automatically to support very high 
volumes of content produced. 

Semantic Data Integration 
from TopQuadrant 

TopQuadrant has released Version 4.5 of 
TopBraid Suite, which it describes as a 
collection of Web-based solutions that 
simplify the development and management 
of standards-based, model-driven solutions 
for enterprise taxonomy and ontology 
management, as well as metadata and 
reference data government and data 
visualization. 

Version 4.5 includes enhancements to 
TopBraid Enterprise Vocabulary Network, 
TopBraid Insight, and the TopBraid 
Platform. The company says TopBraid EVN 
supports business stakeholders who need 
to collaborate on defining and linking 
enterprise vocabularies, taxonomies and 
metadata used for information sharing, 
data integration and search. 

 

 
 
 
 
 

About Galaxy Consulting 

 

Galaxy Consulting was founded with the 
mission and vision of helping organizations 
to manage their valuable information 
assets. Many of our clients, both large and 
small, have dramatically improved 
efficiency and reduced unnecessary labor 
hours through efficient methods, processes, 
and solutions we created. 
 
Galaxy Consulting believes in partnerships 
with our clients. We are committed to 
working with you and to helping you 
transform your business. We will increase 
efficiency and productivity, maintain 
regulatory and legal compliance, improve 
collaboration, enhance innovation, and 
reduce costs through effective information 
management!  
 
 

Call us TODAY to schedule a 
free, no obligation 

consultation! 
 

Contact Us 
 

Office: 650-474-0955 
Mobile: 650-716-3609 

info@galaxyconsulting.net 
www.galaxyconsulting.net 

 

 

Galaxy Consulting provides services in business analysis and usability, content and knowledge 

management, records management, information architecture, enterprise search, taxonomy 

development and management, document control, and information governance. 

 


