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1. Introduction 
 

1. Introduction 
Due to the increasing importance of internationalization, project work and expert knowledge 

in companies, t he de mand f or e ffective communication a nd c ollaboration tools is  g rowing. 

Technology suppliers have responded by providing Enterprise Social Networking (ESN) sys-

tems ( Stieglitz &  M eske, 2012:  36) . T hese systems integrate co re co rporate activities an d 

functions to facilitate information and knowledge sharing and storage, expert finding and rela-

tionship building (e.g. DiMicco et al., 2008.) Moreover, employees feel a  certain enjoyment 

by using an ESN system (Interview 3) and a feeling of belonging to the company (Han, Söras, 

& S chjodt-Osmo, 2015 ). H ence, E SN s ystems s erve a s a n i mportant ke y dr iver t o i ncrease 

efficiency and productivity and therefore create competitive advantage.  

The implementation and use of ESN systems, however, is confronted by a number of  legal, 

technical and s ocio-cultural b arriers. In a ddition, t here i s a hi gh pr essure t o j ustify by t he 

stakeholders (Stieglitz & Meske, 2012: 36). For that reason, various interests of several stake-

holders must be  t aken i nto a ccount. Decision makers h ave to  ju stify t heir in vestments by 

showing t he costs a nd b enefits. In o rder t o i mprove t he E SN s ystem, s ystem s takeholders 

have to understand the impact of the information system (IS). Furthermore, users’ motivation 

to participate depends on the perceived usefulness of the system to perform tasks. Therefore, 

information about t he s ystems’ success, how the s ystem i s used or  can be improved i s im-

portant (Richter & Riemer, 2013a: 1). A research with more than 1000 organizations by Gart-

ner Inc. shows that although social technologies are employed by 70 percent of the organiza-

tions, most initiatives failed. The approach has only a success rate of 10% (Rivera & van der 

Meulen, 2013). That is why, there is an increasing demand to understand and justify the suc-

cess of these technologies. Although it ma y be more desirable to measure system success in 

terms of monetary costs and benefits, such measures are not suitable for Social software. In-

stead, c ritical success factors form the basis for practical measurement o f ESN success and 

performance i n an  organization. Companies can  identify a  set o f critical s uccess f actors t o 

measure qualitatively which success criteria they have met and where improvement is needed. 

Consequently, following research question shall be answered:  

 

RQ: Which factors determine the success of Enterprise Social Networks? 
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1. Introduction 
 

A large number of studies have been conducted to identify factors that contribute to IS suc-

cess. Based on the logic framework of the IS Success Model by DeLone & McLean (2003), 

the a im of  t he pr esent t hesis i s t o pr opose a n ESN S uccess M odel. T his pr oposed s uccess 

model takes critical success factors and characteristics of ESN systems into account. Further-

more, recommandations for every phase of the ESN lifecycle for fulfilling the critical success 

factors w ill b e s tated. T his c an he lp or ganizations unde rstand t he i mplementation pr ocess, 

assess their situation, plan for improvements and provide guidance on how to move towards 

realizing the strategic potential of the ESN system. To show, that the critical success factors 

can be used in practice, a maturity model for two companies will be conducted. 

The study is structured as follows: In Chapter 2, the present state of research regarding Web 

2.0 applications is shown. Furthermore, the underlying theory (IS Success Model by DeLone 

& McLean, 2013) and the state of art of ESN system’s success is represented. Following that, 

the research design is represented in Chapter 3, including the data collection process and the 

data analysis. The results are separated into results from the literature review (Chapter 4) and 

results from the qualitative interviews (Chapter 5). Afterwards, a phase model for the imple-

mentation of an ESN system is presented in Chapter 6. The results are discussed in Chapter 7 

and recommendations are given in Chapter 8. Chapter 9 shows the limitations of the present 

study and in Chapter 10 the conclusion is drawn and an outlook for future research is given. 
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10. Conclusion and Outlook 
 

10. Conclusion and Outlook  
 

The aim o f t he p resent t hesis was t o i dentify cr itical success f actors that pl ay an important 

role in the implementation and usage of ESN systems and, thus, in measuring ESN systems’ 

success. Based o n t he l ogic f ramework o f t he IS S uccess M odel b y D eLone & M eLean 

(2003), eleven measures regarding the service quality, information quality and service quality 

were discovered. In the course of the thesis, new factors that are relevant for the success of 

ESN s ystems but w hich t he IS Success Model does not  e xplain, w ere i dentified. T hus, the 

model c annot be  us ed t o w ithout m odification. T herefore, the measures o f t he dimensions 

organizational factors (top management support, corporate culture, project management, cor-

porate communication, implementation and definition of strategy) and individual factors (user 

characteristics and m otivation) were added. This highlights t he important role of  t he socio-

cultural aspects b y implementing ESN systems. This l eads to a b roader view of the IS as  a 

socio-technical system in which the organization is a key driver.  

The factors most mentioned are top management support (9), corporate culture (6) and project 

management (6). However, the success of an ESN system also depends on the characteristics 

of t he e mployees (6). T hese a re a ge, c ulture, job pos ition, t echnical kn owledge a nd Social 

Software affinity. T he most f requently me ntioned c ritical s uccess f actor o f the t echnology 

dimension is the ease of use: (5). The introduction should therefore not be regarded as a tech-

nological project. Rather, the joint design of both the technical system and its social environ-

ment is necessary in order to implement a value adding ESN system. According to Neumann 

et al. (2011) performance measurement systems need to be embedded in the lifecycle of an IS. 

Therefore, t he E SN lif ecycle (1) in itialization, ( 2) p lanning (3 ) i ntroduction, ( 4) operations 

and (5) onward / upward were distinguished. The classification of the critical success factors 

in the ESN lifecycle show that in all phases of measures for the successful fulfillment of the 

critical success, factors need to be performed. Furthermore, the identified critical success fac-

tors have been studied in the context of a maturity model for two international operating com-

panies. In this way, it was shown how critical success factors can be used and the success of 

the system evaluated. Furthermore, with the maturity model recommendations regarding fu-

ther steps and actions can be drawn. 

The Web 3.0 with stronger usage of mobile devices and semantic approaches in the context of 

ESN systems, present future targets for theory and practice. Tags are available for the descrip-

tion of information, whereas the semantic describes the relationship of information. This can 
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be used to search for information more effectively and efficiently. Although metadata is al-

ready a suitable help for the information provision, the information between contexts and the 

distinction of ambiguous terms is missing. Due to the enrichment of data with semantic tech-

nologies, i t is possible t o search within the c urrently uns tructured IS more ef ficiently and 

gather information (Back, 2008: 81). Gartner's Hype Cycle for Social Software in 2015 shows 

that collaborative customer interfaces are on the rise. This brings new challenges with respect 

to data protection but also for the quality information as information then is not controllable 

since the information quality is the customer's responsibility (Drakos & Sussin, 2015). 

As a conclusion, the relevance of ESN will be rising in the future due to new intra- and inter-

organizational cooperation, increasing dynamics and employees generations. 
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