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INTRODUCTION

In one decade, e-mail has evolved from a niche aggsg medium to a communications
phenomenon that has an influence in every corngreoflobe. Over the next four years, we
expect that enterprises will spend more than $llidiion e-mail software, while the number of
e-mail users worldwide approaches two billion peopl

For most corporations today, e-mail is missionaalt without a stable e-mail infrastructure both
internal and external communications can grind bala But this increased reliance on e-mail
has resulted in a quickly growing torrent of e-ntealffic, overwhelming users and slowing
communications to a crawl. The primary culprithis mess is not commercial spam, but more
often mail exchanged between people in the samen@ation. Because of the sheer volume of
e-mail traffic, users are often unable to ideniifyportant messages, letting time-sensitive
messages sit in a crowded inbox.

This whitepaper will introduce an innovative sadutithat addresses the problem of e-mail
information overload using economic principles sasta virtual currency. Unlike existing
filtering technologies, this solution enables otigations to tilt the economics of e-mail in their
favor.

In 2006, the average corporate e-mail user recei2éde-mail messages per 4agn increase of
55% since 2003 If users spend an average of one minute toasddespond to each message,
this flood of e-mail traffic will consume more tharguarter of the typical eight hour work day —
with no guarantee that users actually read the agessthat are most important. Additionally, if
e-mail traffic continues to increase at this r#ite,average corporate e-mail user will spend 41%
of the workday managing e-mail messages in 2909.

Figure 1, on the next page, shows the average mage of each day that corporate users spend
managing e-mail, in 2003, 2006 and 2009.

! The Radicati Group, “E-mail and Collaboration Goate Survey, 2006 — 2007.” September 2006.

% The Radicati Group, “Corporate Messaging Survé®32- 2005.” June 2003.

3 Assuming continued growth at the same rate artdies spend an average of one minute to manabeeaail
message, based on an eight hour workday.
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Percent of Work Day Spent
Managing E-mail, 2003, 2006, 2009
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Figure 1: Percent of Day Spent Managing E-mail, 218, 2006 and 2009

The inability to manage e-mail effectively not olygnsumes time, but can affect the quality of
operations enterprise-wide. For example:

e Leads from sales are often communicated throughié-so missed messages can result
in missed sales opportunities.

e Leaders are not able to cut through e-mail clutensure that teams focus on mission-
critical information.

e Team resources are usually allocated through e-matning that poorly managed
messages can render business teams ineffective.

¢ Innovations and ideas — the lifeblood of most oizgtons — flow throughout the
enterprise via e-mail. A broken link in any paftiis network can slow product
development and the formulation of new strategiégnately affecting a company’s
bottom line.

The corporate e-mail dilemma is inherent in theneooics of e-mail itself and how cost is
differentially borne by senders and receivers. dd®to the sender of creating an e-mail
message is much lower than in the era of paper mem@ssages can be composed in a matter
of minutes or seconds. The incremental cost alisgmnmessages, particularly to multiple
addressees, is very low, as in the case of corgiarded mail, and the notorious “Reply to All.”
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This low cost makes it easy for e-mail users talseany messages, regardless of whether these
messages are well-articulated, relevant or appatgpfor business use.

These economics are problematic for e-madipients. While the cost of sending an incremental
e-mail message is low, the cumulative cogteatling these many messages is very high. It can
take several minutes to open, read, process ahdteepach message, and this procedure,
repeated hundreds of times, can consume the workdaxerting attention from critical tasks as
well as missing important messages lost in thexrdhatter.

Although there are solutions designed for this [l few are effective. Some corporations use
e-mail filters to streamline message traffic, hese products are designed to block unsolicited
messages, such as commercial spam, that fit aplartpattern or contain certain keywords. E-
mail filters do not help e-mail users prioritizeeteé-mail traffic that gets through.

Some companies are experimenting with rules tisticethe size of the inbox, but this
penalizes the recipient, rather than the sendéner® are using training and exhortation to
discourage inappropriate use of the cc: line angptirto All” to reduce clutter. Others have
instituted “e-mail-free Fridays.” The informati@verload problem is about human judgments
of importance and human behavior, so purely teehsiglutions are not likely to succeed nor are
restrictions on communication practical.

Many e-mail systems feature icons or flags thadasegned to identify ‘important’ e-mail
messages. But for these features, the economisr@l again come into play. These features
are free to the sender, and are quickly overugedred by the recipients and therefore end up
with no currency amongst users.

Additionally, e-mail flags provide no granularityusers have no idea how important a message
marked with a flag actually is. As a result, tkelamation mark has become ineffective, no
longer acting as a reliable method of assessingrthertance of e-mail messages.

Other solutions that haven't worked include cobthavior change programs forced on
employees (e.g. attend workshops, incentive prograautomated message templates where
delivery priority is given to people who use a marfar format to write notes, and all Al
programs that attempt automatic categorization @ésages.
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In this environment, the benefits of e-mail are@asingly mitigated by the time it takes for
employees to manage e-mail messages. This isrargy@roblem for enterprises today, and in
many companies key personnel are handcuffed toe¢heiail inboxes, reducing productivity and
slowing operations.

CHANGING THE ECONOMICS OF E-MAIL

To solve this growing problem, enterprises needirectly address the root causes of the
problem. Most solutions today focus on helpingpieats manage the e-mail deluge, none
attempt to address the source of the e-mailssemders. Only by changing the economics of
sending e-mail, and thus the behavior of sendarspae start to address the system-wide issue.
But in order to manage the growing deluge of leggiie e-mail traffic from friends, coworkers
and partners, businesses must instead focus ogiolaihe economics of e-mail itself.

Imagine an environment where e-mail messages aetged based on the amount of money
users are willing to pay to have a message notid&turally, senders would pay more to have
their most important messages noticed, while palgsg for low priority or casual messages.
Senders attaching a lot of currency to a messagiovwend to take time to ensure that the
message is clear and concise in order to achievetst ‘bang for the buck.’

On the receiving end, money attached to e-mailbleageople to quickly assess the priority of
each incoming e-mail. Messages sent with more snawlétend to be read first, while
messages sent with less money will be read aeapaint if more time is available.

The relation between message priority and the naopetlue of each message to the sender is
easy to understand and beneficial for all partesived. Users understand the value of money
as a scarce resource, and therefore money beconedfeetive tool to both signal importance
and encourage senders to prioritize outgoing messagyve feedback and gain insight about
what co-workers think is important. With this méeng structure in place, the interests of e-mail
senders and recipients are aligned — importantits-ar@ not lost in a crowded inbox, while
messages with a low priority are read at a convetime for the e-mail recipient.
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INTRODUCING SERIOSITY

Although a monetary-based prioritization systemefanail makes sense in theory, this model is
impractical to implement. Few users have the nessuto pay for each message sent — and no
enterprise has an infrastructure in place thatheanle the exchange of currency with e-mail.

Enter Seriosity.

Founded in 2004, Seriosity is a Palo Alto, Califarbased company financed by leading venture
firm Alloy Ventures. With a focus on improving enterprise collabaratiinnovation and
leadership, Seriosity designed a virtual currerysgesn calledAttent™ that enables

organizations to implement a monetary-based megség@ization system.

Attent uses lessons learned from economic and rapnpblicy, both in real and virtual worlds,

to create an efficient new economy for enterpr@&boration. Usindgserios™, the virtual
currency of the Attent ecosystem, the solution &sabsers to assign values to messages based
on importance.

Attent users are given certain number of Seriosyeweek. Serios are allocated equally to each
user. Serios can be spent, saved or traded [kgysical currency, and like an actual currency
Serios are a scarce good that is valued amongtAisems. Serios are traded using a secure,
reliable financial system that keeps track of tead&nd there are sophisticated monetary
policies that insure the financial system staydthgand the currency remains stable.

Serios are designed to be easily attached to emassages, in order to communicate message
priority. For example, an e-mail sent with 50 8eris judged by the sender to be more
important than a message sent with 10 Serios.

E-mail recipients can easily view the number ofi@&esent with each message, and prioritize
messages appropriately. In the few minutes befarneeting, for example, a user can quickly
read and reply to the messages sent with the neo&tsSin order to ensure that important
messages are addressed quickly.

Of course, recipients will still pay attention toreent cues about message importance, such as
the name of the sender and its subject line; withfferent with Serios is that the recipient can
see exactly how much the sender wanted this p&atiotessage to be noticed. Because the
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supply of Serios is finite and users must allo¢hé&sr balance among many messages, the
authentic intention of the sender comes throughway not possible with other tools.

One of the exciting uses of the Attent systemag tisers have a new and extremely efficient
way to give feedback to their correspondents. dxample, if an e-mail recipient thinks that a
new product idea sent with 50 Serios is valuabley tan reply with 60 Serios — a net reward of
10 Serios. On the other hand, if the e-mail recipbelieves that a product idea sent with 50
Serios is not valuable, they can rely something tean 50, including zero Serios.

In this way, senders and recipients quickly leahatns important to each other. This
environment encourages e-mail senders to takentieetd develop a strong, clear and concise
argument that is more likely to generate a netoSesward. This infrastructure for feedback is
important in enterprises. Serios can be usedwanctusers with valuable ideas, while steering
users in a different direction if their idea neeatsre work. For example, in a brainstorming
session, team members can quickly see which idea®@st popular among colleagues based on
the number of Serios rewarded for each idea.

In traditional e-mail environments, feedback regsithe composition of additional e-mail
messages and a lengthy explanation — a time congymnocess that must be repeated constantly
throughout the day. With Serios, e-malil recipiezas quickly and objectively send feedback to
e-mail senders — a more efficient process for patiies. Serios do not take the place of other
effective forms of feedback, but allow people torenquickly collaborate on what each other
thinks is important. People like it when they getell-worded thank you note, but will
appreciate it even more when it comes with a garebouquet of Serios.

In summation, Attent facilitates one-to-one relasbips while providing insight into the network
of value exchange for the larger organization.
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REAL WORLD APPLICATIONS FOR ATTENT

This section provides two examples of how Attemt ba used in a corporation. We describe
each scenario with and without Attent, and showtilae that the solution brings to everyday
business situations.

Getting the Attention of Hyper-Busy Executives:

In this scenario, an executive at a consumer pacgagds conglomerate is bombarded with
messages throughout the day. These messagesaritidal information including a delay in
the release of a new product, a critical custoraeg ssue, and an interruption of the supply
chain. However, messages that are not importagityding personal notes, off-topic
conversations, and forwarded non-work related ngessalso cloud the inbox.

The executive tries to diligently read and resptnthese messages in the few minutes of free
time she has between back-to-back meetings. Howewech of this valuable time is wasted
reading and replying to non-critical messages, avbiher critical, time sensitive messages
remain unread in her inbox. As a result, key austocomplaints go unaddressed, resulting in
lost business, and supply chain issues are nolvegsavhich result in falling inventory levels
and a drop in sales.

With Attent, the executive is able to make the nmsgtof the few available minutes in her busy
schedule. Between meetings, the executive caiklglgort her inbox to display the messages
with the most Serios attached first. She quickig$ the message regarding product delays,
customer issues and the supply chain interrup#ind,is able to reply to these messages in a
timely fashion. Her quick response resolves thads before they result in any product or
inventory issues, or upset customers.

Brainstorming with Attent

This scenario follows the brainstorming activitedsa high-tech company’s marketing group.

This talented team includes ten individuals froadieg educational institutions, each with an
impressive work history.

Copyright © April 2007, The Radicati Group, Inc. 10



ADDRESSINGINFORMATION OVERLOAD IN CORPORATEE-MAIL : THE ECONOMICS OFUSERATTENTION

In theory, this group should be able to work freelylevelop and refine ideas, ultimately
producing strategies and products that benefittinporation as a whole. However, the variety
of personalities in this group makes brainstorndifficult — there are several outspoken
members of this team and several softer-spokenevsriknaking it difficult to create a free and
efficient marketplace of ideas.

In this group, outspoken members frequently clagh @ach other, while the ideas of other
members get lost in the mix. As a result, the gnswften unable to reach a consensus due to
squabbling among members. When an idea is pickekedgroup, it is often due to the strength
of an individual’s voice, rather than the appeaihaf idea itself.

In this environment, the talent of the group is ted9ecause all ideas are not heard equally.
This creates hostility among team members, andssiomovation. In the competitive high-tech
industry, this lack of innovation leads to prodsigtgnation, ultimately resulting in falling sales.

Attent provides this group with a more effectiveviemnment for collaboration. Instead of the
individual with the loudest voice winning, Seria®pides each team member with an equal
platform — helping the group to quickly reach corses on important issues, refine ideas and
determine which ideas have the most potentialdocesss.

With Attent the ideas of softer-spoken team membegsvziewed and assessed by all team
members. Likewise, outspoken team members aregalea an equal platform to voice ideas.
Instead of squabbling amongst each other, team ersméply to each idea with Serios,
enabling the group to see which idea has the stipptine group as a whole.

In addition, some members suggest improvementsetotiginal idea in their responses. The
group responds to several of these suggestionsSettios, and these ideas are quickly adopted
as well.

This example shows how Attent enables a marke&agtto efficiently select ideas in a
democratic manner. This leverages the talent di eadividual team member, preventing
squabbling among team members while raising thalaaf the team as a whole. Attent also
enables the team to refine ideas — enabling earh beember to contribute. This helps to drive
innovation within the company, ultimately resultimgnew, highly successful product releases.
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Table 1, compares these two scenarios with ancowftitAttent.

Without Attent With Attent

e The executive’s inbox is overflowing with
messages.

e Precious time is wasted reading
unimportant messages while messages
critical to daily operations are left

e The busy executive is able to make the
most out of her few minutes of free time.

e Messages can be sorted quickly, enabling
the executive to address the most

Hyper-Busy unread important messages first.
. L e Time-sensitive issues are addressed
Executive e Customer service is affected, key supply . L
. . quickly, resulting in high customer
chain and product issues are left . . -
satisfaction and an uninterrupted supply
unresolved.

chain.
e Customers leave the company, and

falling inventory results in lower sales.

e Members of a marketing team in a high-
tech company are having difficultly
brainstorming.

e Qutspoken team members frequently
clash with each other, making it difficult
to reach consensus.

Team Brainstorming | o softer-spoken team members are
drowned out by others.

e It is difficult for the team to develop
ideas.

e The ideas that are adopted are not
agreed upon by all team members.

e Each team member has an equal
platform to voice ideas and receive
feedback.

e Team members can quickly reach
consensus by rating ideas with Serio
feedback.

e |Ideas can be refined through subsequent
replies and feedback.

e Marketing team operates more
efficiently, leveraging the talent and
ideas of each team member.

Table 1: Benefits of Attent in everyday businessenarios

DEVELOPING A NEW M ODEL FOR E-MAIL

While the basics of Attent are easy to understr@solution has potential far beyond e-mail.
Seriosity designed Serios to be a currency for gqmassages, but Serios can be used to buy,
sell or trade any good or service. For examplepSean be used for company auctions of
scarce resources, such as conference or labiesilior internal prediction markets to track
confidence in sales projections or the likely sssocef new ideas, for managing customer
relationships to monitor contact with priority aceds, for corporate networking, and for
organizational analysis to see which people andgg@re instrumental to the exchange of value
across groups (e.g. which people are the impolitasbns between engineering and marketing).

Individual organizations can adapt Attent to theirque corporate culture. Serios can be used
enterprise-wide in multinational organizations,hiitsingle company sites or within smaller
departments or groups.

Copyright © April 2007, The Radicati Group, Inc. 12



ADDRESSINGINFORMATION OVERLOAD IN CORPORATEE-MAIL : THE ECONOMICS OFUSERATTENTION

Serio transactions can also extend to Attent umeisde of the organization. Since the Serio
Bookkeeper manages all Serios in circulation woidéwtwo organizations with Attent can send
Serios back and forth via e-mail. This is a valaadzenario for users that manage large volumes
of e-mail traffic from various corporate partners.

CONCLUSIONS

Corporations today are slowly but surely proceediogn the path towards pervasive e-malil
inefficiency. As e-mail traffic figures creep upah year, key corporate employees will find a
greater percentage of their day consumed by refinedvail management tasks.

Seriosity provides an innovative solution for tleeporate e-mail dilemma. Attent provides an
efficient and objective method for prioritizing eaihmessages, assuring senders that important
messages are read, while preserving the valuabéedf corporate workers. It also enables
greater collaboration and fosters innovation anmteagn members, helping organizations to drive
innovation and profits.

Although Serios are a hew concept, the efficacthisfvirtual currency system is validated with
every monetary transaction we complete. For yearsail has escaped the age-old adage that
time equals money — to the detriment of e-mail sisesrldwide. Seriosity’s Attent solution
changes the economics of e-mail to ensure thagdhks of e-mail senders and recipients are
finally aligned.
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APPENDIX: INDEPTH WITH ATTENT

Attent is a hosted service that integrates withribBoft Outlook. The solution is easily installed
with a downloadable Outlook plug-in. This plugenables users to quickly and securely send
and receive Serios through Outlook, view Seriocschied to individual messages, and refer to
statistics of other Attent users to guide theipoesses.

Serios are managed through the Serio BookkeepeeiSera hosted server maintained on
Seriosity’s secure collocation site. Once usestalhthe Outlook plug-in and register with the
Serio Bookkeeper, they are up and running.

The Serio Bookkeeper plays a central role in themtecosystem. The Serio Bookkeeper keeps
track of the number of Serios attached to each agessnanages the balances of individual Serio
users, and controls the supply of Serios worldwidlkere are three key steps to sending a
message through Attent.

1. Sending a MessageAttent users compose messages with Microsoftooktand the
Attent Plug-In (Figure 2). In the message compmsiscreen, users can select the
number of Serios they would like to send to eagisgethe message is addressed to, as
well as people that are CC’ed on the message.

a. The Attent statistics of recipients are displayethe Attent Plug-In, helping
users to determine how many Serios they shouldrattaattract the desired
amount of attention.

b. Once the number of Serios to be sent with the mgesisadetermined, the message
is sent normally through Microsoft Exchange.
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Figure 2: Sending Serios with a message

2. Receiving a MessageE-mail recipients receive messages normally thinddicrosoft
Outlook with the Attent Plug-In (Figure 3). Thetéat Plug-In creates a new column in
the Outlook inbox that displays the number of Sesent with each message. This
column can be sorted so the messages with theeoists are viewed first.

a. E-mail recipients can view the Attent statisticeeafail senders, such as the
average number of Serios sent and received, tly @ssiess the relative
importance of each message.
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Figure 3: Viewing Serios in Microsoft Outlook

3. Transaction Recorded The Serio Bookkeeper, which is securely hoste8driosity,
confirms and records the transaction.

Attent users manage the service through a web-ka@dhistration console. This console
enables users to view reports on Serio balanc@sdction history and enterprise-wide statistics.
This helps Attent users and administrators to detteer idea of how Serios are being used
within the organization.

The Attent administration console also enablesaugeunderstand the flow of e-mail traffic
within an organization. Attent provides users vathorganizational web chart that shows
connections made between different users via e-mail

This view facilitates social networking, since isean see which Attent users are connected to
others, and how strong these connections are. fddtisre can help to form new relationships
with different users, or create synergies betwesggadments or groups.
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The social networking aspect of Attent is a keyedéntiator for the solution that further
facilitates communication within an organizatiohhe solution allows users to quickly find
contacts and streamlines the flow of informatioteggrise-wide.
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