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A Powerful New Way to 
Listen, Learn & Lead
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People are talking.

(Differently.)

Have You Noticed?
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Welcome to ING’s Social Media Site
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How Do I Get There?

visit ING Exchange …

click on “Easier is Everywhere”
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Site Homepage: “Easier is Everywhere”
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The Christie Show + T.C.B. (the Christie Bell)
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Rough Drafts: ING’s Internal Blog
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Best and Worst Blog Topics…

Most Popular
Tom McInerney’s “Planting Seeds of Growth”

What is your view on outsourcing?
Tell us your opinion on dress codes
How are you spending your bonus?

Least Popular
Mentoring

Information Security
ING’s culture

Positioning yourself/Selling yourself internally
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Easier on The Bench Calendar
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Walking the Talk
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“As a manager,
why should I care?”

Now, Ask Yourself...
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A new culture of open, honest 

communication is happening now!

Because... 
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“Rank-and-file 
employees

now considered 
more credible
than CEOs.”

- Edelman Trust Barometer

Consider This:
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“Trust in ‘a person like me’ 
increased from 20% in 2003 

to 68% in 2006.”
- Edelman Trust Barometer

And This:
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“76% of all of consumers don't 
trust advertising anymore.”

- Jupiter Research, 2005

And, Finally, This:
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“The ‘Easier is Everywhere’
site gets over 66,000 

views per month.”

ING’s Leading People Who Work Differently:
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“Consider other 
‘competing media channels’ 

to your own messages.”
- Tom Sommerville, TELUS Communications

They Find Information in Different Ways:
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Different, New, Exciting, Easier Ways:
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“ING employees are less positive 
about senior management 

‘doing their part’ to make it easier 
to do business with ING.”

- ING Brand Survey, 2007

Employees Crave Participation...
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Participation is 
Web 2.0!

Because...
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“Web 2.0 is the next generation 
of Web technologies focused on 

user collaboration , 
information sharing and 

improving user experience .”
- Rachel Lyubovitzky of Adaptive Blue

Web 2.0: A Definition
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“Let me make it, name it, work on it, find it and sh are it!”

• People naturally want to slice info into local/personal needs: 
empower them to authentically do it!

• Every user becomes a server, thus growing and enriching the network

• The value of the network automatically increases the more people use it

Web 2.0 is an “Architecture of Participation”
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values :

collaborative
authentic
real-time

participatory

target : 

him
her
me
you

benefits :

connection
meaning

self-expression
contribution

tools:
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Web 2.0 harnesses the 
Collective Intelligence of Participation...

And it’s happening right now at ING !

Bottom Line?
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The Results
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Overall Site

average monthlies: 66,597 views > 10,453 visits
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“Rough Drafts” Blog

average monthly views: 8,043 home page > 12,139 entries, comments + polls
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The Christie Show + Walking the Talk

average monthly views: Christie Show > 1,144 ::: Walking the Talk > 729
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Bell > Calendar > Home Page

average monthly views: 
Bell > 26,445  ::  Calendar > 13,177  ::  EisE homepage > 4,349
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“Can I succeed in a 2.0 world 
with a strict 1.0 attitude?”

[Short Answer: “Nope.”]

Now Ask Yourself...
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Success is About Shifting Leadership Styles …

1.0 Attitude 2.0 Value

Control Allow

Compliance Openness

Formality Casual Conversations

Quantitative Qualitative

Regulation Freedom
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It’s Out There Now!
[And probably in your organization, too!]

OK... But, Who Else Supports This? 
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Leadership Support
The largest support for Easier is Everywhere and open communication? 

Tom McInerney! His blog on growth was the most popular in 2007.

Legal Support
The Easier is Everywhere site (and everything within, including the blog) 

has all been fervently reviewed and approved by ING’s legal department. For measure, 
blog comments are reviewed by a small team and posted within two hours. They didn’t

dislike it enough to kill it. [That’s a WIN!]

Smart Employees!
Of over 1,500 comments thus far, only a few entries have been questioned. 

As is the code of blog etiquette, if it wouldn’t be said on the phone or in an email, 
employees don’t say it on the blog.

Current Site Support:
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ING’s General Wiki
A global, internal version of Wikipedia with all sorts of collaborative ING info!

My Cup of Cha
Asia/Pacific’s external blog written by Jacques Kemp. 

Michel Tilmant CEO Site
The Q+A forum on Michel Tilmant’s site is a great example of interactivity.

ING Renault F1 Team > Second Life
Through Second Life, a virtual community, ING has a brand presence as well as an 

option to interact with the team members and pit crew! 

Further Evidence of Open Communication? 
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How Can Managers Get Into 
the Conversation?

Finally, Ask Yourself...
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Listen.
If you do nothing else, listen to what your colleagues are saying. 

You’ll be informed, involved and maybe even inspired to take the next step!

Join.
Parker Palmer writes, “People grant authority to those who are authentic.” 
Share your opinion online. It’s easy, quick and it will definitely get noticed!

Lead.
Could be a business initiative in which you’re a subject matter expert. 

Could be a topic you’re passionate about. Could be both. (That’s the ideal, of course.) 
But when you’re ready, there’s a leadership position waiting for you to own. 

And people waiting for you to step into. 

Listen > Join > Lead
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Who is on the site?
Generation X, managers and individual contributors, ages 35-45.

Are they wasting time?
The average performance rating for lurkers and contributors is a “2” on a scale

of 1-5 with one being the highest.

Why should I care?
This is the most influential, hard to reach audience within organizations today having a

completely open, authentic dialogue about issues of business impact.

How can you afford NOT to care?

Dispel the Myths…
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Less is more.

Blog popularity has overshadowed other elements 
of the “Easier is Everywhere” portal.

Participation is motivation.
Would like to see more involvement from senior leaders. We might have achieved this 

through some pre-education/communication targeted specifically at senior leaders.

These are risks worth taking.
Our biggest concern was reputational and governance risk, which 
has proven to be a non-issue much like the non-corporate world.

Lessons Learned
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The Cluetrain Manifesto: The End of Business as Usu al
Christopher Locke, Rick Levine, Doc Searls and David Weinberger

Naked Conversations > Robert Scoble, Shel Israel

Wisdom of the Crowds > James Surowiecki

Emergence > Steven Johnson

The Long Tail > Chris Anderson

Suggested Reading
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A Powerful New Way to 
Listen, Learn & Lead


