
 
Nucleus Research Inc. 
NucleusResearch.com 

Corporate Headquarters 
Nucleus Research Inc. 
100 State Street 
Boston, MA 02109 
Phone: +1 617.720.2000 
 

 

 
 

 
THE BOTTOM LINE 
As companies start to more broadly adopt Chatter, the business benefits 
are clear.  Nucleus analysts found that companies adopting Chatter to 
support business collaboration drove greater productivity – but also made 
employees more aware and aligned with company goals.  Even greater 
benefits are found when Chatter sends updates as data changes. 
 
 
 
Salesforce Chatter is a social collaboration platform that enables users to create 
profiles, post status updates, follow coworkers or groups, share files, and 
collaborate in a secure environment.  Salesforce.com users can enable Chatter at 
no additional cost and use the social collaboration features to follow any object in 
Salesforce.com including accounts, opportunities, and custom objects.  Chatter 
Free licenses are available to companies using Salesforce.com to provide 
employees without Salesforce.com licenses with access to Chatter at no additional 
cost. 
 
Nucleus has found that, for most organizations, the only investment required to 
deploy Chatter is training.  For user populations already familiar with social 
networking technologies such as Facebook and Twitter, training needs are minimal; 
those with less experience may need a little more guidance on how to effectively 
use Chatter. 
 

CHATTER USE CASES 
In their analysis of Chatter users, Nucleus analysts found that there were a number 
of common use cases that drove clear return on investment from Chatter: 

 Sales collaboration.  Chatter enables inside and outside sales teams and non-
sales professionals to collaborate and interact more closely on deals, and sales 
and customer service staff to be more aware of account activity and how 
service may impact sales.  Nucleus found that, in a number of cases, sales 
people needing specific expertise, customer information, or contacts were able 
to more rapidly find them using Chatter.  In other cases, non-sales experts 
following deals were able to quickly identify where they could be helpful.  
Without Chatter, they wouldn’t have known their help was even needed. 

 Global teams.  Chatter can have a leveling effect on global teams, enabling 
users in remote or home offices to have better access to information and 
updates about their company and colleagues.  We found Chatter made it more 
likely that employees would reach out to a manager or executive with 
questions or problems – even if they were in different offices.  Because of 
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Chatter, even if they had never met, colleagues felt they “knew each other.”  
This made it easier for companies to quickly build teams and respond to 
unforeseen circumstances, events, or challenges.  Users said Chatter also 
“shrinks the enterprise,” enabling people to use the groups functionality to 
collaborate with people they might not otherwise contact.  

 Corporate communications.  Many companies using Chatter moved much of 
their mass e-mail communications, such as the CEO’s weekly address, to 
Chatter, reducing incoming e-mail while enabling users to more closely follow 
corporate priorities and areas of interest to them.  Companies are also using 
the groups functionality to help employees track specific competitors and 
competitive pressures. 

 IT project management.  Rather than weekly status updates or project 
reviews, Nucleus found a number of Salesforce.com customers used 
Force.com, custom objects, and Chatter groups to replace more static project 
management tools.  Now, if there are changes to a project timeline, impacted 
teams automatically receive updates and someone joining a new team can 
rapidly come up to speed on the history of the project by going to Chatter.  
Chatter can also be used to keep end users apprised of new application 
projects. 

 Infrastructure management.  One of the most innovative uses of Chatter 
Nucleus analysts found was the ability to build custom objects so devices such 
as switches and routers could communicate through Chatter.  One customer 
using Chatter to troubleshoot user connectivity issues found it could both save 
time and enable less knowledgeable network engineers to solve more complex 
problems. 

 

KEY BENEFITS OF CHATTER 
Chatter changes enterprise business data from a query-dominant model to a push-
dominant model.  This means two things: employees have more visibility into the 
business than before, and users can filter the incoming content to find the right 
information while reducing information overload.  In their analysis of Chatter 
customers, Nucleus analysts found the benefits from effective adoption included 
increased productivity, increased manager visibility, and improved responsiveness. 
 
Increased productivity 
Rapid access to information, fewer incoming e-mails, and the ability to more 
quickly identify experts or resources that could help employees get their work done 
made Chatter users more productive.  A number of companies found they were 
able to significantly reduce the time spent on tasks such as project updates 
because they were automatically updated on Chatter.   
 

On average, Nucleus found that Chatter users experienced a 12.5 percent increase 
in productivity; some companies experienced more significant productivity gains. 

 
Customers said: 

 “There are huge improvements in communication and people are much more in 
tune.  It’s real-time learning, which we never would have gotten out of 
SharePoint.” 

 “For groups that have embraced it, it’s a 15 percent increase in productivity.  
With one click, you can digest the information.  I’m probably 5 or 6 percent 
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more efficient just because I don’t have to wait for Microsoft applications to 
open.” 

 “Now we use Chatter to troubleshoot user connectivity problems – what used 
to take 10 to 15 minutes now we can see in seconds.” 

 “It’s been transformational.  We don’t have weekly meetings, and you don’t 
have to constantly ask people about project status, and you’re not 
overwhelming people … with information they don’t care about.” 

 

Nucleus found productivity savings often had a direct impact on the performance of 
sales teams.  In one case, a company experienced a 50 percent increase in win 
rate because Chatter enabled sales people to more quickly qualify deals. 

 
Improved collaboration 
Improved collaboration, particularly across departments and regional groups, was a 
benefit many Chatter users recognized.  Users said: 

 “It shrinks the enterprise and allows people to cross collaborate with people 
they might not otherwise work with.” 

 “It’s a human connection.  Even with different geographic centers, Chatter is 
the water cooler conversation where people are getting to know each other and 
trust each other.” 

 “Because it’s easy for me to help sales guys that are local, I follow all of them 
and I have seen a chat from a guy where I know the CIO – I would have had 
no idea otherwise.” 

 “Before we would have created a SharePoint team site but it’s not really the 
same because there’s not any real collaboration.  With Chatter people are 
communicating what they learned and communicating around the topics, not 
just documents.” 

 “Chatter brings people together on common topics and gets them more in tune 
with our competition, business, and product line announcements.” 

 
Increased manager visibility 
Because Chatter feeds push information to managers based on their areas of 
interest, managers are more quickly aware of events, setbacks, or actions needed 
and can take the appropriate action.  Managers using Chatter said: 

 “I can streamline my access to information and status.  I can get directions 
very easily if I want to comment or encourage someone.”   

 “It’s not that 20 percent less e-mail is arriving. It’s bringing me relevant 
information that otherwise I just wouldn’t have.  If something is too painful for 
me to go and access, I don’t go and get it.  Chatter’s opening up new forms of 
information to use and we are more informed.” 

 “When you see your data start to Chatter it really makes sense.  Even if people 
did nothing, projects would Chatter because things are happening.” 

 
Nucleus found managers could also spend less time asking for updates and status 
reports and more time focusing their efforts on making their teams successful.   
 
Improved responsiveness 
Nucleus found that the most common benefit experienced by Chatter users was 
improved responsiveness.  Whether it was dealing with a specific sales situation or 
customer problem, locating resources or experts to resolve a question or issue, or 
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simply being more aware of changes in the market or competitive environment that 
would impact their company, Chatter users were better prepared to identify the 
appropriate people to join a new team, create groups, connect with them, share 
information, and react to events: 

 “If you have to come up to speed quickly you can see every event that’s 
happened.” 

 “We can better respond to threats and opportunities.  We move faster because 
we have more relevant information.” 

 “We can give people real-time information on what competitors are doing.  
Everyone’s talking in real time about the implications of what they’re hearing 
and people are signing up to take action.  We’ve already determined what 
happened and how we will react.” 

 

CONCLUSION 
Chatter is changing enterprise application use from a query-dominant model to a 
push-dominant model.  In Nucleus’s analysis of active Chatter customers, we found 
users are reaping the benefits.  E-mail was a leveling technology that drove greater 
productivity and communication.  Chatter takes it a step further by adding the 
social and interactive characteristics – and data integration capabilities – that 
traditional collaboration tools lack.  Nucleus also found that, in many cases, sales is 
not necessarily the greatest beneficiary of Chatter: use cases from IT project 
management to competitive intelligence are driving even greater benefit.  Given 
the relatively low cost associated with deploying Chatter, Salesforce.com customers 
deploying it properly to address clear business challenges should expect a payback 
in fewer than 8 weeks. 


