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SPSS is the Leader in Predictive Analytics

Predictive Analytics: Detined

Predictive analytics helps connect data to effective action by drawing
rellable conclusions about current conditions and future events.

Predictve analytcs, ke enterprse resource plannng (ERP) and customer
reationsho management (CRM), s both a busness process and 3 set of related
technologes., Predictive analytics leverages an organization’s busness knowledge
by applying sophisticated analytic technicues 0 erterpre Cata. The reting
nsPhts can kad O actons that demonkradly change how peopie behave as
Customers, employees, patients, students, and creens.

The predctive analytics process begns by explorng how specfic busness ssues
relate t0 data descrbing peopke’s charactensts, atttudes, and behavior, These
numerk and free-form data sets, which ongnate from both ntemal systems and
thrd party providers, are cleansed, transformed, and evaluated usng statstical,
mathematcal, and other AlgorRhmic technigques. These techniques generate
models for cassficaton, segmentation, forecastng, pattem recognRion,
seQuence and ass00ation detection, anomaly dentfication, profilng, propensty
scorng, rule nduction, texx mning, and advanced visualzaton.

Comonng predctive analytks models with 0rganqational busness knowledge
provides nsght nto such crrical Issues as customar acqustion and retention,
up-seling and cross-seling, fraud detection, and owcome Orovement,
Through measurng uncertanty surroundng these ssues, predictive analtics
enadies Droactve fsk management, refang key decson makng processes
through controled, Reratie testng of potental actions and ther lkely
ntended—and  unintended—consequences. T'-ese fndngs and ther
correspondng busness rules can then be deployed wrhin front-ine opentiona
systems to dentfy new revenue oppottuntes, measurable cost savings,
repeatablé Drocess MOrovements, and sustanable CoOMpEtTve A0Vantages.

Pradictive analytics carries strategic and tactical ramfications for organzations
that recogne the nherent value locked wrthin ther exstng enterprse data.
Strategcally, predictive analytics provides a quanttatve foundation for rapidly
dentfyng, objectvely avakiatng, and confidently pursung new market
opportuntes. Tactcally, predictve analytics identfies precsely whom to target,
how to reach them, when to make contact, and what messages should be
communicated,
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‘Predictive analysis helps
connect data to effective
action by drawing reliable
conclusions about current
conditions and future
events.”

— Gareth Herschel, Research
Director, Gartner, Inc., Feb.
2003
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What are Predictive Analytics?

Is there a
formula for the
quality of a
new year of
Bordeaux?
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Wine Quality =

12.145
+ 0.00117 x (winter rainfall)

+ 0.0614 x (avg. growing
temp.)

- 0.00386 x (harvest rainfall)
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Robert Parker was not amused ...

WHY THINKING-BY-NUMBERS
IS THE NEW WAY TO BE SMART

* ,A Neanderthal way of

looking at wine” S U P E R
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Four Families

T A o s

Publish «
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Four Families WebSphere

Lombardi AV 2t f e o
= FILENET
" Automate
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Changing the rules of business™

unica

software
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> SPSS Enterprise Plattform —
a modular Ecosystem

1 Mail Call Center Internet Branches

SPSS Enterprise Platform for Predictive Analytics

Understand & Predict Act
Reporting Statistics Data mining — Optimization| |[Customer
Enterprise Modeler _’ engines surveys
Reporting Model c&D Event, Data
OLAP Builder Services Interaction, Collection
Showcase Risk Control
Builder

Unified Customer View Text Mining Web Mining
= = S = = —
C—— C———3 ———— C—— — (——1
= = = = =

Marketing databases Attitudinal data Interaction data Webdata Call Center data Operational data
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IBM® SPSS® Modeler
Data Mining Workbench

Understand & Predict Act

Reporting Statistics | Data mining Sy Optimization| | Customer
Enterprise [ =3 b engines surveys
Reporting SPSS Event, Dimensions
OLAP . Interaction,
Showcase i Risk Control
Builder

@
AN
A / Hm

O—@—at® @

Database Darive Select Type Meural Met

11
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Gartner ...

challengers leaders
’ )
SP3E5
';_,.ul'
Fortrait Software
o
= s
E Angoss Software SAS
3 -
=] B
*; Infor CREM Epiphany
= Think&nalytics
L3
- \‘u’iscm'ew
Lnica

L >

niche players visionaries
- | completeness of vision |———
Sourca: Gartnar [June 2008) As of June 2002
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Modeler Data Mining System

4 models - Clementine 10.0 {BETA{2))

File Edit Ihsert ‘“iew Tools SuperMode Window  Help

O0E &F %83 60 1 % »8 5 4 & &

o Working problem
/ oriented, focussed,

distr?ution \purchase ¢
"8 H
/ Train Brug q u ICk
—- @ —i-- purchase - =
£

aCRN data key measure Tie Kohonen

‘< | »

%4

CRISP-Dhd Claszes
== aCRM project
@ Test \ — [ Business Understanding

(= Data Understanding
} I — —_— O\ -
links ,&n}/ 2 /

explaore customer data st
purchase purchase Analysis

explore tranactions str
(= Data Preparation

cata prep 1 .str

merge and agoregste. str
(= Modeling

+] models st

[ Ewalustion

[ Deployment

[a]

[ I ]

Aé Favores | @ Sources | @ Record Ops | @ FieldOps | A Graphs | @ Modeing | I Output _
0G0 EEIAALSGE6E 6| EEE

Database “ar File Selact Sample Aggregate Derive Twpe Filter Flat Distribution  Histogram | Meural Net Kohonen c50 C&R Tree K-Means Table FlatFile Database

»

4
I [ server: Local Server I | I48MB I S3ME
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Modeler In-Database Mining

] Server Tier

* Modeler 3-tier architecture C %
— Client, Server, Database ?’
e SQL Pushback 1B DE2 Clementine Server
— Translate data manipulation SDL T Results
& scoring into SQL M Client

— Execute in database

* |n-database modelling
& scoring

— Use database vendor’s
built-in data mining algorithms

— And scoring

15
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A p2_createpyramid_abs_sql_D6_¥7 - Clementine 7.0
File Edit Insert ¥iew Tools SuperMode Window Help

EEFFOCEEEEEOOREOS
e-&-& & -6

Agg. by Cust Narnal minz call‘ost per_min j}tual call cost‘illter Value@tegory

@ e o-0 &

Streams

ER|p2_createpyramid_abs_sgl_0

‘merga Mins_charge Total_call_cost spend
e-&
@-8-0-0-0-9
T ariff merge
merge» CardIl TimePeriod “alueCategony filter
ee-&6. _ o..
Cdr Agg. by Cust select filter e ey CRISP-DM
no spend @ 4 {unsaved projech
“nerge table _ 4 Business Understanding
_4 Data Understanding
- - - X
D BT J Data Preparation
filt M d WalueCat < | IECLElig
v ilter o spen alueCategory 4 Evaluation
©-0-0 -

Custinfa filter DLl by

D@D M A LML DD

Database “ar. File Select Sample Aggregate  Merge Type Filter Drerive Filler ‘ Flat Distribution  Histogram Mieb Ewaluation | Meural Net C5.0 Kohonen Table

||:| Server: Local Ser\rerIExecuting SaL... J

29MB / 30MB
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 IBM SPSS Modeler 14.1

IBM Cognos B |IBM Cognos Bl Export




(Schweiz) AG

C&DS Platform — the Integration

“... a collection of generalized engines configured via
metadata to solve specific business problems.”

Front Office LOB Ul’s

Call Center Ul Executive Dashboard Claims Processing Ul

Platform Services

BPML Script Model Builder
Repository Search
Business Processing Authentication Notification Business
Analyst Ul’s
gzl e Authorization Visualization
Services
; Interaction Builder
Analytical Process Management Reporting
Predictive
Visualization Enterprise Clementine
Workbench Manager workbench

18 Expert User Configuration Ul’s
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e
D BMW and Predictive Analytics

Predictive Analytics in an industrial Environment




SPSY Directions
User Gnnfer nce =.

Enhancing the Quality
of Non-Stable
Production Processes

Hans W. Dérmann Osuna

Ph.-D.
BMW Light Metal Foundry, Landshut

BMW Group
~hicago @
NMovember 2006




BMW Group plant Landshut

Product portfolio - m

== | = Production exchange engines
14000 per year

= Production propeller shafts
more than one million per year

= Production plastic exterior
bumper, side panels & carbon fibre components

4 = Production plastic interior
Instrument panels & middle consoles

| Alloy foundry
cylinder heads & crank cases for engines




Stability of processes i)

« Why can processes be unstable?
= Existence of unknown influences
= Existence of unknown interactions between parameters
= Existence of disturbance influences (weather, etc...)
« Human being as not controllable influence
Machine
Method
Material
Milieu
Measurement

Man
Management

7 M




Combined quality loop

akad Uieelcrs

Jou~ Comlarance

e
[

disturbances by

machine, man, material, milieu, method, measurement, management

v

v

__process data,
quality data

_—— e - e e adjuster

] e o e

_| store- _| handling of parts & _| engine
“| house ] analysis plant
| 4 |
- I |
data- quality_ o — — %
base data |
l
SPSS l
I
evaluation of data & '
: method of |
recommendation forp=» . : —
e inspection
activity

“classic quality loop
————— information material

dynamic control of parts




abas Lireclcrs

Overview about future activities *:'é;'."a;a.!..

normal part
handling
without
inspection

normal part
handling with
inspection

not predicted
parts

no part
handling
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Predicting is about Decisions

Where you want to be!

What’s in your way!

I ‘?ﬁ“‘ = -
A decision with a favorable outcome

Data? Process? Policy?
People? Knowledge? Time?
Location? Politics? Legal Constraints?

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Decisions vary in scope

* Strategic decisions
— Set the long-term direction for the organization. An initiative which
results in guidelines within which operational decisions are made.
* Tactical decisions
— The formation of policy or process. Focused on a specific project or
objective which is executed at a tactical level.
* Operational decisions

— Applying a policy, process, or rule set to a specific case. Lends itself to
automation

Scope of Decisions

Quantity of Decisions Bagakiasnitnn e

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Who makes decisions?

* Different kinds of people 4 MAD 120

— Consumers

— Call Center Reps DEclslms TﬂDAY...
— Sales People ALL OF THEM

— Line of Business Managers
— Executives

e Different kinds of systems
— The IVR / Phone system
— The website
— The CRM system
— A custom risk management database

=Analyse =Mining =Online-Erhebungen =Online-Reports QSPSS.CH
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Analytics are used in different ways to optimiz

decisions
Predict &
Deployment of Predictive Models:
Act * Leverage current data to drive better decisions
A * Make robust predictions on current and future cases
* Embed predictive models into points of interaction
’ y
Insight Driven Predictive Analytics: \
* Algorithms automatically discover significant patterns
* “Learn” from historical data — create predictive models
* Valuable insight into behavior improves strategic and
I operational decision making
llNOW”
A A Traditional Bl and Conventional Analysis:
* KPIs and metrics provide insight
Sense & A *Aggregate data up to and including current point in time
Respond * Self guided exploration of data
IHNOW"

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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The End Game of Predictive Analytics = Deployme

Applying predictions at the point of interaction

Help People Take the Best Course of Action What should |
do Now???

What should |
do Now???

N

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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IBM SPSS Decision Management

* The power of predictive analytics:

Intelligent risk management in real time | Manage the rules defined and stored in the 0 — In the hands Of the business

tes
Assess the overall risk level for incoming elzims and bl
recommend the specific action to taka, Edit existing rules or create new rules,

A ‘ * Combine analytic results with business
oF e B || € = s knowledge
' . | —In language they can understand

Predictive modeling for the business user : Sluommnddlons where and when yu nad i
Sxampie, pradic which customert ce most bty 1o Dacide hat o offa custmers when they contac youe ‘* * Completely configurable solution templates
canter or other interaction points.

i N - = * Focused on the point of impact

— Automated decisions become part of the
rMatll-';u Fast Track Follow S... Potentia... fatrix Colors bUSineSS DNA

Fast Track

Fast Track . L. . .
rutes | oo [ oo stndard procss — Best practices decision making for industry
o Potentia... . p rO b | e m S

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Configurable Decision Management Solutions Based @
on Business Problems

Decision Management for Decision Management
Claims for Customer Interactions

PASW® Claims Management
| pata | clobal selections | Define | Combine | Deploy | Reports |

[[] Lock project fother users will be unable to edit)

PASW* Customer Interaction Management

| pata | GlobalSelections | Define | Pprioritize | Deploy || Reports .

[] Lock project (ather users will be unable to edit) Customer Interactions LATEST )
What If... X
Simulation Data Source Simulation Date Claim Area Interaction Point uﬁ Acti Int . int "
o, - = ctive nteraction points €
sdbank elaims data [~ Boos-11-02 1241:27 |5 [Auto Tl Al interaction paits |5 B=CcCaollapse all Expand all -
From:|2009-10-23 13:54:14 |55 call Centre website
B Retention v o expiration [ Branch
Combine I Model actions I Results e — .
et Refer standard Fast Track Action Count Percent Theatre Tickets ) o e
pefer i Serate F ) aChonzeiho This,Camnain Annlics o
— Refer Racing Day
standard 187 23.974% =
- o Fast Track ste 61540 B/cross sel ) () Find an existing rule 4 Create a new rule *Tview selection logic 5 Export
- Standars .
actions =
780 100% [ rr——— ™ ’ Rule name {.}:l IncludefExclude
Rule . Cradit Card
actio Fast Trac § N 1 @ High value Customers s Inelude x
Personal Loan
Harme Equity Loan
— () allocate using rulss (O Allocate randomly
.
Total Simulation Records: 975
Allocate to: 4
Display Number of runs retained: 3
(, Find an existing rule 4F Create a new rule s, 7Add annotstions 1 Export
Action MRun 1% MRrRun2¥ HRun3XK Distribution
& Rule name allocate to Sort
Refer 2z 5 kxd
standard s5 239 167 1 B Females heatre Tickets AW ®
Fast Track 703 516 516 2 @ Males Racing Day ﬂ F Sy x

— 3 Remsindsr T =
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Hi, How can | help you?

First Notice of Loss
<context data>

Refer -
. . No
) B investigate
SIENEETE Yes 90 34% 54
| process
<customer
———
data>

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Structured analytical decision making

Best practices approach based on
our experience in the marketplace

Optimizing the Insurance Claims Process

Connect to data
Define scope of decisions FirstNotie of Loss

<context data>

Define desired outcomes i

1.
2.
3 e
4. Define business rules / models th
5. Optimize the decisions L = ———
6. Deploy / Score ' u
7. Report
v'a

=

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Defining Desired Outcomes... Step 3

Typically with all decisions there is a finite set of desired
outcomes that can be achieved.

[H Car Ins. Next Step? h i

IiFast Track

[?E ndard FProcess

[E!'.-Ef-&r' - Likely Fraud

L T R
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Business user defines
rules that embody their
priorities and
experiences

Existing Models are
leveraged — or new ones
are created by the
business user

Define Rules and Models... Step 4

1
2
3

’ Rule name - Risk points Sort Remowve

1 @ ¥oung Male Driver AW 4

2 [ Initial Provision over 3k AV 4

3 [ Initial Provision above Sk AW b 4

4 [ Police not called to the... E AT b 4

5 Remainder

=k Add Action 'l'rli*fa Add annotations
Sum of Points>= Allocate to Remowve

1 |5 | ¢| |Refer - Likely Fraud |‘F | b4

2 | ¢| |Stan|:|ar|:| Process 4

|Fast Track

\_.\.Find a model ¥ Build a model

- Model Target Measure Remove

~ fraud_model.strFraud Propensity |T| -~

<k Add Action -,l-[ 5w Add annotations

Propensity == Allocate to Remove
|EI.5 | ¢| |Refer - Likely Fraud |" | b4
|III.3 | ¢| |Stan|:|ar|:| Frocess |Y | ~

0 |Fast Track | .2 |
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Optimize / Prioritize Outcomes... Step 5

The decision outcome is optimized and balanced between the predictive
models that provide real time insight and the rules that govern the
policy and practices of the company

What If...
Simul
aaaaaaaaaaaaaaaa
ombi Results
et Action Cou nt
BBBBBBBBBBBBB %o
les Refer .
aaaaaa e e
aaaaaaaaa oo
Uﬁﬁﬁe ﬁﬁﬁ Close

aaaaaaaaa
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Deploy As |"F|

Deploy... Step 6

Testing

Preproduction

Welcome: Piet Pietersen | log out | help

SDBanklnsure

*  The project is ready to move e

into production (for real time : —

inbound decisions) or score in AN

Incident Identification Incident
batch to deliver outbound Darsge cenderoorve [l Daeorbss
iabity Age of Driver = 20 ] Time of loss

commu nications Cause Accident * Collision in the back w Mumber of vehicles

Claim Type Notification =
Coverage . . Number of damaged vehicles
Payment Claim Area Auto hd I

Number of towed vehicles
Postal Code S e
*  Model Management ALERT S—— —— oving senvice

Number of people

he. . . Occupation l:l Number of injured people
capabilities allow ongoing e

ﬂIIiﬂII iﬁ

Damage

H H H Ambulance O yes @®No (O Unknown
monitoring / improvement of _— - e Or O Ot
the models in production et esrn S s

::g'u-:-‘m =ome of the =pecific Coverage

Comp & caligion ]
Damage Property damage ]
Liabiliy property damage |
Liabiity bodily injury 1
u motorists property damage ||
Payment Uninzured motorists bodity injury ]
Total reserve amount (initial __ FERTI L) TR l:l
provision) = Medical payment |:|
Total property damage
i -m Liability
Suggested Action: Refer Responsibilty |

Claim Area evaluated: Auto

37
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C\Find a report

Mame - Author
@ SimpleListReport.rptdesign admin

% Fraud KPIs.xls admin

The Report tab allows you to monitor
the status of deployed applications

Report used for home page results summary |

Version

1270752572484

1270750743562

Remowve

-~
-~

Action

Total Provisior

18772187 Material and injury

18827968 Material and injury
18829826 Material and injury
18853075 Material and injury
18862039 Material and injury
18862950 Material and injury
18874694 Material and injury
8655555 Material and injury

Material and injury
Material and injury
Material and injury
Material and injury
Total Provision:
Material and injury
Total Provision:

Only injury

Material and injury
Material and injury
Material and injury
Matzrial and injury

©nly injury

Only injury

Total Provision:

@ Sep 2009 Provision
L] Sep 2003 Provision

Material and injury
Material and injury
Material and injury
Material and injury
Material and injury
Material and injury
Matzrial and injury
Material and injury
Material and injury
Material and injury

M30 - £ |
A L. B [ ¢ [ b [ E [ E [ & [ H [ v [ J [ K [ L

1
2|
3| 2008 2009
4| Jan Feb Mar Apr May Jun Jul Aug Sep QOct Mov. Dec Jan Fel
5 |Customer Satisfaction 46% 45% 46% 45% 46% 4T% 48% 49% 50% 51% 52% 53% 79%
6 |Cases Fast Tracked 0% 0% 0% 0% 0% 0% 0% 20% 25% 26% 24% 46% 4T%
- 7 |Successful Fraud Referals 6% 7% 5% 6% 8% 4% 6% 15% 20% 21% 45% 46% 4T%

8
5
10| Monitoring the SPSS Business Case - KPI changes Pre and Post
1) Implementation customer Satisf;
| 12| customers rating 1
13| Satisfied with DNE
g 1005 :
115 80% = = —+— Customer Satisfaction Cases Fast Tias
16 70% : 7 identified as low &

17 60% H / fasttrack closing
ER H - i —=—CasesFast Tracked
18] 50% -+ — s

19 40% LS A Successful Frau
20| 30% H / Successful Fraud passed to the Spe
21 20% ,4:’4':"‘7 Referals result in succesful
2] 10% = savings for DNB)
[ 23| 0% -TETEEE
24 | clalslsl =z gls sl = olclaly | = s ©venne,SPSS Dec
% gﬁ%%égggﬂgsﬁﬁﬁgg‘g‘ﬂg BEgAR." vent fully
26|
Ed 2008 2009

28

H4r¥ BR RCB Reports < Sheet3 ¥

Materiz| and injury

DATEN-

SD Bank Inc.
Special Investigations Unit Report

For Internal use only
Report Generated on 4/8/10

Initial Provision

$207.300,

$15,700.00
$15,700.00
$17,450.00
£15,700.00

$15,700.00
$15,700.00
$30,200.00

$15.700.00
$15,700.00
$155,000.00
$29,000.00
$15,700.00
$17,150.00
$21,400.00
$18,650.00
$15,000,00
$29,000.00
186,400.00
$15,700.00
$15,700.00
$15,700.00
$15,700.00
$16,900.00
$15,700.00
$15,700.00
$13,700.00
$30,200.00
$15,700.00
$15,700.00
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Information and Analytics Technology Stack

Operational Systems & Point of Interactions

Key ;' |
Technologies : — _ : : . :
for optimizing | Predlctl\{e ,.Ana.lytlcs Bu5|r.1ess Intelllgenge Business Rules :
the point of | & Optimization Planning & Forecasting & Events I
Interaction | !

Process, Event & Case Orchestration
Collaboration Environment
Data & Content Infrastructure

=Analyse =Mining =Online-Erhebungen =Online-Reports -)SPSS.CH
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Customer Interaction Management —
Scenerio SB

- | SD Banking,

* Goal: Make marketing offer
recommendations when customers
contact company via their call center, .
branch and website

Overview Walrama harkl lno cut 03
Account
— Choose the best offer for each customer ~ ~ Theatre Heme: Equity Loan
H Tr;ansfe\
based on expected profit "™ edout more © Find cut more ©
— Balance the needs of retention and seoth

. Services
cross-sell campaigns
Accounts No guarantees in life?
* Solution: Process incoming interactions S S
in real time, and recommend the best Soose ongeses s 23000

53.06.07.123 Bankaccount usD 8,899.00

offer to the customer
o APY

Open a n nine month cd of
5D Bank
Find out more ©

Payments & Transfers

Bank account nr: Date Description Amount
51.82.33.145 25-01-2009 shoppings at V&D USD 5,618.34

51.82.33.145 24-03-2009 New car UsD 53,333.00

40
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Define Desired OQutcomes...

Campaigns

(=] Retention w

[il'h&ater :j Offers
-

facig :a
’ ’ \

E]E:russ Sell )

(Credit Card )

[E"Er&unal Loan _:I

[i—lurne Equity Loan :]
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Define Qutcomes:
Rules and Models ...

Decide who is eligible for
each campaign and offer,
and through which
channel, and simulate
results

L)

Active

Interaction points

From:|2009-12-28 20:53:33

Mo expiration
Ta:

In Branch Office

(AN
15

ik
|ﬁ|L§. Call Center Website

C\Find an existing rule 0 Create a new rule | Tview selection logic =] Export
Cl
’ Rule name - s Include/Exclude Remowve
1 @ High value Customers S Include ®
(®) allocate using rules ) Allocate randomly
Allocate to: |First valid Offer E
QFind an existing rule 0 Create a new rule ‘rl[ib?p‘dd annotations I Export
’ Rule name - Allocate to Sort Remove
1 @ Male |Ra|:ing E AW b 4
2 [ Female |Theater E F -~

3  Remainder

I
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Prioritize the best offers...

& Use same =settings for all interaction points | All interaction points b

Max number of offers: & |} Customize table
Campaign/Offer Prob.to Respond Revenue Cost Min.Profit Owverride Order

M Retention . sdbank_r ‘ & Annual va ‘ 22 ‘ 10 ‘ Yi

[ Cross Sell 0.3 ‘ 340 ‘ 3 ‘ 10 ‘ A

g R
“ FIoD.00 Respond w REVENUE u - L
e —

probabilities, costs and revenues to determine

which offer maximizes profit, then simulate the
impact

_—
When customers are eligible for multiple offers, use L;j “ iy
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Customer Details

Customer ID
1030

Lastname James Gender
Firstname Horsfield

Address 12 Bay St Age

City Windsor Profession

Postcode SL4 5TB

M

27

Student

Welcome, John Palmer

log out help

Products Contact history

ID Description Group Description Date Result
12 BB Fast and Reliable March Cam Talk & Surf: 26/03/10 - 0
13 Unlimted Weekend Calling Plan Qtr1 Billing DD: 28/03/10 - Paid

14 Friends and Family Mobile

Customer’s current

details are displayed

all Ce psoft Internet Explore =181 x|
| Fle Edt View Favortes Tooks Help | A
| Qe _

ﬁ%% Customer Interaction Management — Telco -

Type of contact

Details current call

Description

-- To be determined
Information request

Service

Complaint
Quotation reques
Direct sales

- To be determined -- ;l

Customer requests
specific information

Recommendation

Interaction Offer Action

T T Ndiocalintranet



=181 x|

| Fi; édat View Favorites Tools Help | &>
| Qe _
ﬁ%ﬁ? Customer Interaction Management — Telco -

Welcome, John Palmer

["end call JIll hold call Jll direction | log out _help
Customer Details Products Contact history
Lastname |James Gender M ID Description Group Description Date Result
Firstname | Horsfield 12 BB Fast and Reliable March Cam Talk & Surf: 26/03/10 -0
. . 13 Unlimted Weekend Calling Plan illi : - Pai
Address 12 Bay St Age 27 g Qtr1 Billing DD 28/03/10 - Paid
City Windsor Profession | Student 14 Friends and Family Mobile
Customer ID Postcode SL4 5TB
1030
D Optimization engine
generates an offer in real
(. time
Details current call Recommendation
Type of contact Description luter a\ctinn Action

IInformation Request vI

Offer is accepted
and bonus value
calculated

nd Upgrade Unlimited Broadband | ~|

Accepted

T [ [NJvocalintranet



Border Risk Analysis

it oo (s
BE=cCcllapse all ® =Expand all E
Types of searches

E]@Iamutics ) — and pOSSIble emainder: |.ﬁ.|:||:|l1; when no rules hit E
fRefer o L Fi actions [7Add annotations FOR
([_}efault .._:a 4_4,41@ - Sort Business Rules
(Ifast - ‘;1_;) 1 [ Crossed the border maore E
2 [ sSingle Vehicle Occupant] b4
acisased \-\1_;) 3 @ Border Entry Point is El... H b=
@une \;1_;) 4 [ Licen=ze plate changed mo... H e
Decreased 2 7 Remainder Using Risk Points
E]@ash ) 3 =k Add Action ‘rl-li""? Add annotations
(F_{efer ;j:') ] Sum of Points== Allocate to Remove
1 |5 E |Refer E -~
([_}efault ~_‘a 2 |3 E |Defau|t E -~
East Track . .:a 3 0 |FE|5t Track E
Increased 5.0 0
4 Propensity
&.Iune \-:1_;) C‘Find a model  © Build a model |V|Od€|
([_}ecreased \;a i Target Measure
El(Firearms j . %Inve&tigatiunResuIt_NARCDTICSMx
(F_tefer ~:f

F ATE—— Yy



?j Tax Audit
-r

= ¥ Individual Ta
B= Collapse I B =Expand all  Active Different actions

= From:|2010-1 . o o
Blindividual Tax Ret... | @, for individuals vs

H

o en - businesses

Desk Audit )

@EH i {:a CkFim:I an existing rule 0 Create a new rule | Tview selection logic

E]@usinﬁ;s s SSS ) ’ Rule name - &El Include/Exclude

@D Action fﬁa 1 @ Schedule C False L Tocluds

@esk Audit ":a

Field Audit ) Rules _

i CkFim:I an existing rule OCreate a new rule '.l[i?ﬂdd annotations * OR OR
’ Rule name - Risk points Sort
1 @ prisoner = Yes ivw
2 @ Withholding Wage = 50 AW
3 [ Gifts to Charity > 50 2 [&] AW
4 @ DependentCareExpenses... 5 [&l AV
5 Remainder
=k Add Action -vl[i? Add annctations
Sum of Points>= Allocate to
1 10 = : —
2 9 .
. L <] Fraud propensity
model
CtFim:I s model “ Build a model
47 - Model Target Measure

- TaxAudit_MA.str Fraud Propensity | ¥



Tax Audit - Prioritize

WhatI1f?

Simulation Data Source

Simulation Date Tax Returns Area

Current Tax Returns

2010-10-19 09:33:08 15 [Individual Tax

Combine
matrix
Field Au...
Rules Desk Audit
actions
No Action

Model actions Results
Field Au... Desk Audit No Action Action Count Percent
Desk Audit ¥ Desk Audit 177 3.72%
Field Audit 6 0.13%
Desk Audit ¥ Desk Audit ¥
No Action 4574 96.15%
Desk Audit ¥ 4757 100%

Name: g 3

[

[ Close

E] Number of runs retained: 2

B Runi g
175

8

177
6

! Run 2,5 Distribution

Adjusting
priorities shows
impact on audit

mrl
B

] teams
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Attract more and .
better customers = .7

A

.
o
.
.
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.
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\ Detect and prevent
fraud

Retain profitable
customers
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Application Areas

ent Retentio

ustomer Intimacy ross-sell &
\ and Performance

ion i i Prevention
e Integration into Retention

Enterprise Risk e Claims Processing | ®Analytics for Smarter
Cities

n

Management Maintenance

Analysis

e Assortment
Planning
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Contact

:: frangais

SPSS (Schweiz) AG _
Schneckenmannstrasse 25 Home

Dienstleistungen

Software & Solutions

Search [ ] @

Kurse Veranstaltungen Support

CH-8044 Zirich > SPSS Schweiz - Enabling the Predictive Enterprise

Entscheidungsrelevante Informationen sollten in
allen Abteilungen Ihres Unternehmens oder |hrer

+41(44)266 90 30 sl
. moglich.
info@spss.ch -
WWW.SPSss.ch

Mehr Informationen zu SPSS Schweiz

<
:: SPSS setzt Standards :: SPSS@work
Technologien » Einfache Patienten-Verwaltung bei
« Statistik der Psychiatrischen Klinik Wil
« Online-Befragungen « Kieser Training kampft gegen
« Enterprise Feedback Management Riickenschmerzen und
» Analytisches CRM Muskelschwund

DATEN-
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SPSS

Grosse Zeitersparnis fiir das
Swisscom Marketing dank
innovativem Decision Management

3

swisscom

Alle unsere Kundenberichte
anschauen

:: Good things

« Direkt zu SPSS Statistics
» SPSS Statistics kostenlos testen
« Losungen und SPSS-Patches:

WWW.SpPSS.com (login mit 2x
spssswitzerland)


mailto:info@spss.ch
http://www.spss.ch/

