IBM Case Study

A Web 2.0 consultancy streamlines
collaborative proposal writing and
document management with

IBM Lotus Quickr

Overview

B Challenge
Eliminate document manage-
ment bottlenecks and foster
collaboration among staff and
with clients while maintaining a
virtual office operation to hold
down costs

B Solution
IBM® Lotus® Quickr™ sup-
plants e-mail for collaborative
document creation and man-

agement with version control

B Key Benefits

— Staff can co-author propos-

als faster and more effec-
tively while leveraging input
from all team members
Clients can be made part of
the proposal process while
gaining insight into a new
way of working

The quality of proposals

has improved, and
co-development with clients
increases likelihood of clos-
ing the deal

Integration of Lotus Quickr
with popular desktop soft-
ware allows users to con-
tinue working with the tools
they know

“Web 2.0” represents a new era in
computing in which the Web is used as
a delivery platform to bring people
together in interactions that generate
value. A recent start-up, Trovus was
founded on observations of how the
Web is changing in this way and

the assumption that what happens in
the consumer world usually flows to the
business world a short time later.

Having seen the revolution in the con-
sumer space around Web 2.0, the
founders considered how the new tech-
nologies and behaviors would impact
the enterprise. And as they considered
related business opportunities, they
saw a wide-open field around helping
companies address the cultural issues
involved in leveraging Web 2.0 capabili-
ties to advance their business objec-
tives. Thus was born this young
consulting firm that provides services to
companies who want to extract maxi-
mum value from the Web for business
advantage.

Business relationships can be
strengthened via the Web

Jon Mell, sales and marketing director
for Trovus, explains: “We see Web 2.0
as being about relationships. Web 1.0
was about putting out lots of informa-
tion, some of it quite sophisticated and



supported by clever backend
integration, but confined to information
available through people/computer
interactions. By contrast, Web 2.0

involves people-to-people interactions.”

When Trovus engages with its clients, it
asks about the relationships that are
important to them and how those
relationships might be improved
through use of the Web. For example,
does the client need to close on a
higher percentage of new prospects?
Does it need to improve customer sat-
isfaction? Does it need to increase staff
retention, or to extract business value
out of the alumni network of people
who have left the company? “Whereas
a concern in the 90s was about the
cost of relationship management,” says
Mell, “Web 2.0 is about relationship
management in its own right.”

Business conducted through documents
needs a good way of managing them

As a consulting organization, Trovus
does much of its work and communi-
cates with its clients through docu-
ments and presentations. In particular,
proposals are key for this small, young
company that is breaking new ground.
Each requires careful preparation involv-
ing successive iterations with input from
multiple contributors, and everyone is

expected to review a proposal before it

goes out. Without a brick-and-mortar
office, Trovus needs a way to collabo-
rate and review documents quickly

to ensure that each team member’s
input is taken into account and that the
document meets the company’s high

quality standards.

Through experience, the company
found that e-mailing attachments was
cumbersome, confusing and time-
consuming. For example, when an
e-mail with a document attached was
sent to two people, they would return
edits and comments on their own
copies, which then had to be aggre-
gated in a new draft before review by
anyone else. If two versions of a docu-
ment were created by different contrib-
utors, these had to be merged. There
was no way to be sure the team was
looking at the most recent iteration
because all versions resided only in
e-mail attachments shooting back and
forth between various contributors. And
there was no easy way to roll back just
a selected few of the edits to an earlier

version based on disagreements.

“Our document management system
was our ‘Sent’ folders,” says Mell,
“and even at the beginning when there

were only a few of us, we ended up

with enormous revision fragmentation.”
Further complicating matters, there was
no single place where the Trovus team
could see all the documents relating to

a single client or project.

Being an ambitious organization, Trovus
wanted to grow and realized it would
be in big trouble as it scaled up its
number of employees. Trovus needed
to simplify and accelerate internal col-
laboration within its virtual office envi-
ronment, be able to collaborate online
with clients, and demonstrate to clients
a technology it could recommend to
them based on shared experience.

Trovus seeks optimal collaboration and
document management solution

As it set out to purchase the best solu-
tion for its needs, Trovus laid down the
key criteria. First, the solution had to be
Web-based—most importantly because
Trovus wanted to use the Web in the
way it was advocating the Web should
be used. Being Web-based would also
take care of back-ups: if a laptop had
to be reformatted, there would be no
worry about saving all the documents
because they would be on a server.
Second, the solution had to integrate
easily with Microsoft® Outlook® and
Exchange and Microsoft Office without
requiring special technical skills. Finally,

it had to be easy for the end users to



adopt without requiring them to learn
new tools, comfortably embracing
current ways of working familiar to

everyone.

As part of its search process, Trovus
considered MediaWiki, a free, light-
weight open source platform, but it felt
it needed the full formatting and control
functionality of Microsoft Office. It then
considered Microsoft SharePoint.
Trovus uses Microsoft Exchange
hosted by a third party for its messag-
ing solution, and it was being offered
Microsoft SharePoint by the third party
as well on a hosted basis. “But to our
surprise,” says Mell, “we found that the
IBM Lotus Quickr solution integrated
with Microsoft Office much better than
did Microsoft’s own SharePoint, with
better interfacing and ease of use.” So
Trovus purchased Lotus Quickr and

deployed it on-site.

Lotus Quickr changes things for the better
Trovus was able to implement the Lotus
Quickr software quickly and easily. “This
was important to us,” says Mell. “We
don’t have an IT department, and
everything else we do is based on soft-
ware as a service. We're not used to

having to deal with IT, but apart from
one or two configuration changes we
really just did a straight departmental
out-of-the-box install—we didn’t
change anything. It’s been running now
for a year and we haven’t touched it.”

Simple installation meant that the sys-
tem was running within a few hours of
downloading the software. All docu-
ments are now accessed through the
Web. Users do not need to install any
additional software, and new employ-
ees can be brought up to speed quickly
as they come on board.

Since deploying Lotus Quickr, many
things at Trovus have changed for the
better. For example, “If you look at my
inbox now compared to before, the size
has shrunk dramatically,” says Mell.
“We don’t send documents around in
e-mail anymore so | don’t have to sit
waiting for a 10 megabyte document to
download. | know where it is, and I've
already got a copy of it.” Additionally,

version control issues have gone away.

Trovus makes heavy use of the Lotus

Quickr document libraries, with multiple
libraries for client documents, all-hands
documents that educate staff, meeting

minutes, and financial spreadsheets.
Because they are able to store rich
media, the libraries can house
PowerPoint presentations, spread-
sheets and other document types.
Users also take advantage of the Lotus
Quickr Wiki feature to kick ideas around
before putting them into a document.

The ease-of-use of Lotus Quickr facili-
tates ready adoption. Trovus has been
able to say to its users: “Your docu-
ments are in Quickr, don’t e-mail them
to each other,” and by and large every-
one has come on board. Ever attuned
to the cultural issues, Mell observes
about user behavior in general that:
“Half the people will ignore such man-
dates and continue to e-mail attach-
ments to each other if they want to, so
you have to make it as easy as possible
for them to actually use the tools you
put in front of them. The fact that

you don’t have to download any other
software with Lotus Quickr really helps
with getting people to use it,” as does
being able to post and access content
in Quickr from favorite applications like

Microsoft Outlook and Office, Internet



Explorer or Firefox. These advantages
are especially important when extend-
ing access to an array of external users
such as Trovus clients.

Faster, better proposals may even involve
client co-authors

The ability to write proposals faster and
better while leveraging input from all
contributors has had by far the most
value for Trovus. The iterations happen
in Lotus Quickr where all contributors
can see them, focus on the latest
version, and pool their edits efficiently
to reach the final draft in record time.
And now Trovus has begun taking

the innovative next step of involving
clients in helping to create their own

proposals.

Mell explains, “We were doing a pro-
posal to help a client make its Web site
more valuable and improve its Google
rankings. As we were writing it, we said
to ourselves, ‘Why should we e-mail a
proposal to this client? Why don’t we
just provide a login to our Lotus Quickr
server and ask the client to join us in

drafting the proposal.”

Mell is quick to point out that this
arrangement wouldn’t be suitable in all
cases and is only for clients that already
enjoy a close working relationship with
Trovus. But the company has been
quite successful with this approach to
date. Instead of sending a proposal to a
client via e-mail and waiting for an
e-mail response to come back saying
things like: “... on page 3, | don't like
this, on page 7 | don't like that, on
page 10 can you do this...,” the client
is invited to change or augment the
draft to its liking. This way of interacting
is far more efficient, resulting in fewer
iterations to arrive at a proposal that
pleases the client. Because there is ver-
sion control, Trovus can see the
changes and easily roll back any it can’t
agree to.

This approach has yielded three impor-
tant results. First, the client tends to be
very impressed with how open Trovus is
in partnering with them. Second, the
client is much more likely to approve a
proposal that it has had a hand in

writing. And finally, a client has so
appreciated the convenience of working
this way in Lotus Quickr that it wanted
to buy Lotus Quickr for itself, resulting
in a product sale. Additionally,
co-authoring the proposal strengthens
the consultant/client relationship while
demonstrating the way of relating that
Trovus seeks to promote. “By using
tools such as Lotus Quickr internally
and with our clients,” says Mell, “Trovus
lives and breathes the strategies it was
founded on to demonstrate a concrete
example of the business benefits possi-
ble with Web 2.0.”

“By using tools such as
Lotus Quickr internally
and with our clients,
Trovus lives and
breathes the strategies
it was founded on to
demonstrate a concrete
example of the
business benefits

possible with Web 2.0.”

- Jon Mell
Sales and Marketing Director

Trovus



Second-generation Web application gives
multiple benefits

Lotus Quickr is a second-generation
Web application based on several
attributes, not the least of which is that,
as Mell observes, “The more people
who use it, the better it gets.” The
more information and content people
put into a shared Lotus Quickr team
space, the more valuable it becomes as
a resource. Moreover, because it deliv-
ers content via the Web, users can
access the documents they are author-
ized to see at any time, from anywhere.
Documents don’t get lost in people’s
mail files, and they are protected from
local hard drive failures. Also important
is the natural way of working Lotus
Quickr supports by enabling users to
keep working within their familiar con-
tent creation tools and bringing content
and collaboration together in one place.

In addition to the efficiency gains due to
document version control and speedier
reviews, Mell feels the increased clarity

around document versions and their

edits has improved the quality of Trovus
proposals. Though it is too soon to
generalize, it is hoped that proposals
jointly developed with clients will help
close more business as well as open
minds about new ways of collaborating.
Lotus Quickr helps make Trovus a more
appealing environment for the younger
workers the company is keen to recruit,
who are pleasantly surprised to learn
Trovus uses Web 2.0 technology to
manage its documents. And as Trovus
expands, this Web-based tool that
requires virtually no training will make it
easy to bring new people onboard and
get them contributing quickly.

Social computing applied to strategic
relationships will win big

Going forward, Trovus has just started
to evaluate the Activities component of
IBM Lotus Connections as a tool for
managing its projects and sales. Based
on its impressions as a beta participant

for Lotus Connections 2 plus the

responses of analysts and the market,
Trovus considers Lotus Connections
the dominant contender for enterprise
social software and of potential interest

to many of its clients.

Looking at the future of social comput-
ing in business environments, Mell fore-
casts a typical pendulum effect as initial
skepticism swings towards overly
inflated expectations and then settles in
the middle with a realistic view. He sees
social computing as making businesses
more agile as they are able to ramp up
partnerships quickly for skills needed to
meet fluctuating customer demand.
“Companies that can tie social comput-
ing to traditional corporate objectives
such as generating more sales leads or
winning more business or securing cus-
tomer loyalty will be the big winners,”
says Mell. “The key to extracting the
most business value will be in focusing
on particular relationships and how
social computing can enhance and
leverage these relationships to achieve

business goals.”



For more information

For more information on IBM Lotus
Quickr and IBM Lotus Connections,
please contact your IBM sales repre-
sentative or IBM Business Partner, or
visit: ibm.com/software/lotus/

For more information on Trovus, visit:

wWww.trovus.co.uk

5

Recyclable, please recycle.

Copyright IBM Corporation 2008

IBM Software Group
Route 100
Somers, NY 10589

Produced in the United States
September 2008
All Rights Reserved

IBM, the IBM logo, ibm.com, Lotus
Connections and Lotus Quickr are trademarks
or registered trademarks of International
Business Machines Corporation in the

United States, other countries, or both. If these
and other IBM trademarked terms are marked
on their first occurrence in this information with
a trademark symbol (® or ™), these symbols
indicate U.S. registered or common law
trademarks owned by IBM at the time this
information was published. Such trademarks
may also be registered or common law
trademarks in other countries. A current list of
IBM trademarks is available on the Web at
“Copyright and trademark information” at
ibm.com/legal/copytrade.shtml

Microsoft and Outlook are trademarks of
Microsoft Corporation in the United States,
other countries or both.

Other company, product, or service names may
be trademarks or service marks of others.

IBM reserves the right to change specifications
or other product information without prior
notice. This publication could include technical
inaccuracies or typographical errors. References
herein to IBM products and services do not
imply that IBM intends to make them available
in other countries, IBM PROVIDES THIS
PUBLICATION “AS IS” WITHOUT WARRANTY
OR CONDITION OF ANY KIND, EITHER
EXPRESS OR IMPLIED, INCLUDING THE
IMPLIED WARRANTIES OR CONDITIONS OF
MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE. Some jurisdictions do
not allow disclaimer of express or implied
warranties in certain transactions without notice.
IBM may also make improvements and/or
changes in the products and/or the programs
described herein at any time without notice.

Any material included in this document with
regard to third parties is based on information
obtained from such parties. No effort has been
made to independently verify the accuracy of
the information. This document does not
constitute an expressed or implied
recommendation or endorsement by IBM of any
third-party product or service.

References in this publication to IBM products
or services do not imply IBM intends to make
them available in all countries.

LOC14051-USEN-00


http://www.ibm.com/software/lotus/
http://www.trovus.co.uk
http://www.ibm.com
http://www.ibm.com/legal/copytrade.shtml


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile ()
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends false
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 524288
  /LockDistillerParams true
  /MaxSubsetPct 99
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo false
  /PreserveCopyPage true
  /PreserveEPSInfo false
  /PreserveHalftoneInfo true
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages false
  /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
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages false
  /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
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /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 (None)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /ENU <FEFF>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [680.000 927.000]
>> setpagedevice


