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Who’s Worth More? 
Market caps of Apple+Google versus 6 major mature-market TelCos 
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Soft Environments, Smart Devices 
Changing the Balance of Power 

Soft displays adaptive to 

urban versus highway, 

work versus leisure, etc. 

Solo Driver and Driver/Co-pilot modes 

with radically different content delivery 

opportunities and expectations 

Integration with 

portable devices: 

better, and 

improving more 

quickly, than 

built-in systems  



Deconstructing the Dashboard 
Fundamental Trends in Technology, Lifestyle, and Marketplace 

• Microsoft has the right trademark: Surface 

- “Many if not most of the special-purpose objects around us are 

going to be replaced by apps running on tablets… 

- “In 1938 Buckminster Fuller coined the term ephemeralization to 

describe the increasing tendency of physical machinery to be 

replaced by what we would now call software… No one who has 

studied the history of technology would want to underestimate 

the power of that force.” – Paul Graham, “Tablets” (December 2010) 

 

• Corning, not Apple, shows us how it will look 

- Don’t think of “tablet” as an iPad-sized device. Think of it as a 

model of interaction (See the video at http://www.youtube.com/watch?v=6Cf7IL_eZ38) 

Every surface able to render information 

Every surface able to mediate function 

Every environment connected with every relevant resource 

and relationship 
 

• “It’s not a phone. It replaces your phone.”– Paul Graham 

- Who you are: representation of identity 

- Where you are: location awareness and environment monitoring 

- What you’re doing: motion awareness and calendar connection 



Jun 2010 
Dec 2010 

Jun 2011 
Dec 2011 

Fortune 100 Facebook  Activity 

Fortune 100 Web Activity 

Sources: Wildfire Social Media Monitor, Compete.com, Webtrends “The Effect of Social Networks and the Mobile Web on Website Traffic” 

The New Corporate ‘Home Page’ 

“We analyzed the 

website traffic of 

Fortune 100 websites 

based on ‘unique visits’. 

The study revealed that 

68% of the top 100 

companies were 

experiencing a negative 

growth in unique visits 

over the past year... 

40% exhibited higher 

traffic to their Facebook 

page compared to their 

website.” 



 Old Customers: 

– Prospects get content from Marketing 

– Buyers negotiate terms with Sales 

– Customers raise issues with Support 

 Social Customers: 

– Prospects seek insights from customers 

– Buyers collaborate on competitor research 

– Customers tell the world when they’re not happy 

 Companies need new organizations & processes 

– Power to address issues pushed to edge of organization 

– Collaborative response available on demand 

This is Not an Opportunity to Lead 
(It’s a Requirement to Catch Up With the Customer) 
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Sources: Wildfire Social Media Monitor, Compete.com, Webtrends “The Effect of Social Networks and the Mobile Web on Website Traffic” 



 Old IT departments allocated scarcity: 

“In the 1960s, programmers were paid under $10 per hour; computer time was measured in 

hundreds of dollars per hour.” - ZDNet 

 Tomorrow’s IT departments must orchestrate abundance: 

“What happens when cloud services offer nearly unlimited power, essentially on demand, solely 

constrained by what we're willing to pay?” - CloudBlog 

 Old IT departments strived to achieve control: 

“The IBM Tivoli OMEGAMON family provides a comprehensive performance and availability 

solution for monitoring, analyzing, and managing mainframe environments” - software.ibm.com 

 Tomorrow’s IT departments must exploit (and contain) chaos: 

“In more than half the companies surveyed, business leaders other than the CIO control at least 

30% of the money spent on IT.” - CIO Insight 

 

 

‘Social’ Changes What “IT People” Do 



Redefining ‘Upscale Car’: Old and New? 

 Reliable  

– “Nowadays, 100 thousand miles is only halfway through the life of the car.” 

   - David Champion, Senior Director, Consumer Reports Auto Test Center 

 Upgradable  

– “In our screen-surrounded world, the on-board computer systems in our cars are 

increasingly important to us… How do you keep a gadget embedded in a ten-year 

purchase—a car—feeling new? With a software update, of course.” 

   - technologyreview.com 

 Personal  

– “Face recognition can automatically adjust mirrors, seat, steering wheel, and 

entertainment choices to match profiles of multiple drivers sharing a vehicle” 

   - motorauthority.com 

 Social ? 
– Connected, Integrated, Eco-friendly, and Engaging 



 “Autonet Mobile today announced a strategic partnership with Bosch’s Car 

Multimedia Division to manufacture its IP-based telematics control unit (TCU), 

built to be factory-installed to connect cars to high-speed mobile networks and 

enable pervasive cloud computing, mobile apps and fleet telematics.” 

   - “Autonet Mobile Partners with Bosch to Deliver Industry’s First App Platform for Cars” 

Press release, 23 April 2012 

 

 “By plugging a USB broadband modem into the in-vehicle infotainment system, 

CSR’s Wi-Linx and CSR6000 can turn a vehicle into a rolling Wi-Fi hot spot 

that allows multiple occupants to access the Wi-Fi signal. When parked at 

home, CSR’s Wi-Linx and CSR6000 will make it easy to download documents, 

photos and other media directly into the vehicle’s infotainment system from the 

home media server.” 

   - “CSR launches WiFi hotspot for cars” 

electronicsweekly.com, 7 June 2011 

 

Toward the Social Car: Connected 



Toward the Social Car: Integrated 

 “Why can’t cars use my smartphone’s music player, nav 

system, and even communications apps? Each of us who 

has a smartphone typically uses it as a constant personal 

assistant, so why should we switch to a different, often 

inferior one when we get in a car? 

 “Why can’t the car mirror or subsume what our smartphone 

does? It’s a perfect place for consumerization’s ‘choose your 

own technology environment’ aspect to take root.” 

 

 - “Apple’s next revolution should be in your car” 

infoworld.com, 27 April 2012 



Toward the Social Car: Eco-Friendly (is an opportunity) 

• “In the KRC Zipcar survey, 16 percent of 18 to 34-year-olds polled said they 

strongly agreed with the statement, ‘I want to protect the environment, so I 

drive less.’ This is compared to approximately 9 percent of older generations.” 

 – Colorado Public Interest Research Foundation 

 

• “In the modern city, smaller scale equates to speed and freedom…to slot into 

gaps in traffic, exploit the smallest parking spaces, consume the least fuel 

and emit the lowest emissions.” 

 – netcarshowDOTcom 

 

• “We're already seeing a shift in buying choices as baby boomers change their 

lifestyle. The next tier of compact cars with premium features is starting to 

make its way to the luxury end of the market.” 

  - edmunds.com 

 

• “The numbers appear promising. J. D. Power projects sales of small premium 

cars to reach 450,000 by 2015, from just 100,000 in 2005. Pint-size models 

would account for nearly one in five luxury sales, up from one in 20 in 2005.” 

 - nytimes.com 

 

 

 



Toward the Social Car: Engaging (is a necessity) 

• Social influence networks create tomorrow’s brand identity: Product 

placements, affinity-group events and other social contexts will displace 

conventional advertising in building brand interest. 

 

• Traditional trade-up model to upscale brands is threatened… 

- “An automobile has dropped in importance in the hierarchy of social status since the 

recession… The need to change your car, to show who you are, has become less 

important.” 
- latimes.com, 21 February 2012 

 

• …but brands still command 

- “We have entry-level, or they can buy a certified pre-owned: it gets them into the brand, 

and that’s it. They can’t go back to driving a lesser car.” 
 - Carjacked: The Culture of the Automobile 

 

• The new differentiation: “Vehicle owners…are turning their attention… 

toward features and technologies that allow them to be productive, 

connected and entertained…” 
 - J.D. Power and Associates, 26 April 2012 

 

 



Productive, Connected, Entertained…and Driving 

 We’ve known since the 

1960s that future driver 

environments would 

become more capable, 

complex and 

demanding 

 We didn’t begin to 

appreciate the degree 

of connectivity and the 

potential for driver 

distraction 



Expectations Exploding 

www.dailybreeze.com/ci_20570084/car-software-better-but-still-irritates 

[Automakers] see high-tech features as a way of distinguishing 
vehicles…but the attention drawn to date has largely been negative… 
 
In March, [Ford] released a free update… Consumer Reports has 
praised the update, saying it addresses many previous problems. 
 
Still, there is an overarching problem - it's not safe to interact with a 
touch screen while driving. To address this concern, MyFord Touch 
allows you to access many of its features through voice commands. 
For simple commands, the voice-control feature works well…But once 
I got beyond simple commands, the voice control system was much 
less reliable and much more frustrating to use. 
 
Problems such as these made me glad to be back in my own car. It 
may not be smart, but it also isn't so frustratingly dumb. 



Easy to Learn? vs. Easy to Use? 



Innovation In The Drivers’ Interest 

Mercedes-Benz parent 

company Daimler is 

spearheading what it’s calling 

the “first ‘social network’ for 

automobiles.” The 120 vehicles 

in the project will be 

communicating with one 

another as well as with 

infrastructure to avoid accidents 

and traffic jams… 

 

NHTSA’s Ann Arbor trial will last 

an entire year and include 

3,000 vehicles…to determine 

the effectiveness of V2V 

communication to reduce 

accidents… 

http://www.wired.com/autopia/2012/08/two-connected-car-studies 



Driving the Customer Experience 

“I’m not used to GPS at 

all," Ms. Latshaw says. A 

former BMW owner, she 

confesses she “worked 

on daylight-saving time 

all year last year” 

because she couldn’t 

figure out how to reset 

the German car's clock. 

 

Customers like Ms. 

Latshaw are why Sewell 

[Lexus] has Alex Oger, 

the dealership's first 

“technology specialist.”  



Vehicles Need Social Profiles, Too 

Shoppers purchase used recalled 

cars that aren't repaired 
 

May 11, 2012 | By Jerry Hirsch  

 

The editors of Edmunds.com’s online auto forum recently noticed a wave of complaints about 

engine fires in older-model GM vehicles…these were all vehicles that had been recalled at 

least three years ago… 
  

An analysis of the two GM recalls examined by Edmunds.com showed a "completion rate" of 

just 52.5% as of December 2011. GM says that its recalls generally reach a completion rate of 

about 70%. No other automaker would provide Edmunds.com with a completion rate… 
 

Used-car buyers should register their vehicles with the automakers… They should also check 

out the U.S. Department of Transportation’s www.safercar.gov, a database where a car buyer 

can look to see if the model they are looking at was part of a recall. 
 

A system that would allow buyers to use specific vehicle identification numbers to check if 

the car they are considering has been repaired is under development but there is no word on 

when it will be ready.  
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Reframing “What the Customer Buys” 

blog.sfgate.com/cityinsider/2012/08/20/bmw-moves-into-parking-car-sharing/ 



Customer, Car, Dealer, OEM – Social Platform  

After-sale Services/ 

Connected Car 

>Social Service 

>Social Vehicle 

Social Customer Profile 

Social Vehicle Profile 

Enterprise Cloud Platforms: Social Listening, Supply Chain Integration, Global App Delivery 

Baseline Vehicle  

Diagnostics 

>Social Vehicle 

Advertising/Awareness 

(Traditional + Social Media) 

>Social Marketing 

Inquiry/Engagement 

>Social Marketing 

Dealer Visit/ 

Test Drive 

>Dealer Portal 

>Social Clienteling 

Purchase/ 

Conversion 

>Dealer Portal 

>Social Clienteling 

Delivery 

>Dealer Portal 

>Social Clienteling 

Ownership 

>Driver Portal 
Ownership  

Transition 

>Dealer Portal 

Automotive OEM Core Systems and Emerging ‘Big Data’ Resources 



 Traditional skills remain necessary – but aren’t sufficient 

 “The old way of looking at IT is gathering requirements, buying the equipment 

and turning it on… I’m looking for people who can take us to the next 

technological level. ”   - Senad Hadzic, CIO, KaMin LLC 

 Linkage & architecture understanding is key 

 “While there are still roles requiring deep technical experience, for most 

corporate IT workers their role will shift from implementation to architecting.” 

       - Patrick Gray, President, Prevoyance  

 Leadership needs more than technical mastery 

 “Innovative thinking and leadership abilities are the two top attributes wanted in 

a CIO from 362 business executives surveyed...  higher than ‘deep experience 

in running IT ops’”   - Diamond Management “Digital IQ” Survey  

 

‘Social’ Changes What “IT Skills” Are 



Medicine: sensor-equipped 

patients & homes reduce 

office & hospital visits 

Education: students 

in external settings 

learn by practice 

‘Digital’  Better, Faster Cheaper Box 

‘Connected’  Blow Up the Box 



Verbs for Your Nouns: Your Industry Here 

Public Social 
Network 

SOCIALLY CONNECTED 
ENTERPRISE 

Employee Social 
Network 
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Work 

Sell 
Service 

Customer Social Network 

Market 

Listen 

Engage 

Connect 

Social 

Profile 
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– Trust 

Dynamic threat environments; rising community awareness and expectations 

– Governance 

Global markets; narrow perspectives; ‘crown jewel’ data 

– Mobility 

Productivity improvement; BYOD challenges 

– Social Interaction 

External communities; internal collaboration; high-velocity operations 

– Talent Development and Technology Change 

Where will we get tomorrow’s programmers? How will practices change? 

“In 2011, there were still five unemployed people for every job available. Yet 

American businesses in 2011 reported more than three million job openings 

they have been unable to fill because of a skills shortage.” – Edward Luce, Financial Times 

 

‘Social’ Changes How “IT” Leads 
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“In a survey of CRM decision makers, Nucleus 

found that providing sales people with mobile 

device access to CRM drives a 14.6 percent 

productivity increase, and adding social drives 

an additional 11.8 percent productivity boost. 

Given the significant ROI opportunity, all 

organizations should consider mobile and social 

CRM adoption.” 
 

 - Nucleus Research, Market Focus Report - Mobile and Social CRM, March 2012 

‘Social’ Changes How “IT” Leads 
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