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What impacts your decision making? $

Where you want to be!
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What's in your way!

A decision with a favorable outcome

Data?
Process?
Policy?
People?
Location?

Politics?
Knowledge?
Legal constraints?
Time?
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Agenda .?..
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Decisions— what are they, who makes them and how

Transformation and breaking away

Practical advice as you leave today

= Q&A
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Average companies are way behind on "%
decision making Iiiiiiii
[fuu]]

The average organization has the potential to more
than double its ability to make and execute key
decisions. On a decision-effectiveness scale of 0 to
100, the best companies score an average of 71,
while most companies score only a 28.

& Harvard

& Revlow

Marcia W. Blenko, Michael C. Mankins, and Paul Rogers, authors of
Decide & Deliver: 5 Steps to Breakthrough Performance in Your Organization.
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Who makes decisions? ..@f.
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= Different kinds of people

= Consumers i MADE 120

— Call Center Reps DEGIS“NS TBDAY
— Sales People ALL OF THEM WRQNG-

— Line of Business Managers
— Executives

= Different kinds of systems
— IVR / Phone system
— Website
— CRM system
— Custom risk management database
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Decisions vary in scope g
i

= 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

7

S —— - Strateglc
Objective

Operational

Execution

Quantity of Decisions
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Problems inevitably lead to operational ,ﬁ;
. m
decisions i
[fuu]]

= Public security

— Problem: | can’t search every car that crosses the border.
— Decision: Which car should | search?
— Who: Border control guard

= |nsurance

— Problem: | can’t investigate every claim for fraud.
— Decision: Should | investigate this claim?
— Who: Claims specialist

= Telecommunications

— Problem: | can’t save every customer.
— Decision: Is it worth trying to save this customer?
— Who: Call center agent
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Practical advice P .;
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When you get home
= |dentify a business objective where you care about the results
= |dentify the limiting factor of the decision — the problem

= |[dentify WHO makes decisions which impact this business
problem — cover strategic, tactical and operational perspectives

= Articulate the value of making a better decision
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How mature is your decision making? s
Mt

Breakaway
Real-time analytical
Impact
Business
Operations
Maturity
How the business SRS .
L . - contextual business
applies information . rules and patterns

to achieve its goals Master data
management, %

dashboards and

scorecards

* Policies
 Business processes
» Organization

. Data warehouses,*
* governance and
% production reporting;

Spreadsheets

Information and Analytics Maturity

Source: Breaking Away with Business How the business manages information and learns from it
Analytics and Optimization:, Q4 09
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Optimizing every decision at the point $

of Impact...

Foundational

Sense and respond

Back office

Skilled analytics experts

Instinct and intuition

Automated
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Predict and act
Point of impact
Everyone

Real-time, fact-driven

Optimized
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IBM SPSS Decision Management: o

Turning information into action at point of impact (kg
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= Turnkey mission-critical solutions

— Built on time-tested methodologies
— Proven and scalable technology

PASW® Decision Management = !
Clms Monagement B
i e —

= Empowering Line of Business owner

— General management
— Marketing

Lo nagement i B e il
risk management in real ti a 3
Lo
Aoseag the overal risk level for incoming elzims and . ki
F . recommend the specific action t take, / Edit existing rules or create new rules,

— Operations o | |0 2

Predictive madeling for the business user

= Best practice in decision making ket at

examplz, predict which customers are mnslﬂcell 1o
churm

" Model Actions
. I::I?tl:::e Matrix Colors
f I Fast Track Follow § Potenti
— user detinaple I ot o
Fast Track
Follow Standard Process

— Completely configurable e tons.. | votws.. ¥| ratoms.. ¥ - S——.
Potentia... Follows.. W W
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From skilled analytics experts...

HM new cash . Acoapl e new cash Aoapd 1

A
i marw Cash
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To Line of Business owners... ‘@'

IBM® SPSSE Modeler Advantage

_ Data | Modeling | Score

Model type: (%) Auto model ) Interactive model

Cata source Target @ i I , i

|s|:| bank custamer data (O® Accaptad Perzonal Loan

3-Click automated modeling
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Practical advice .ﬁ
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= Take a skills inventory of the people who impact your decisions.

= Understand which guestions can only be answered by your
analytic experts — what would happen if those people didn’t
come to work tomorrow?
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From instinct & Iintuition to fact-driven
solutions

Decision management solutions based on business problems

Decision management for
claims optimization

PASW® Claims Management
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Decision management
for customer interactions
PASW® Customer Interaction Management
| pata | GlobalSelections | Define | Prorbize | Deploy || Reperts r

sting rute fff Create le . ! ol
& Rule name Allo
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IBM SPSS Decision Management: ©

]} ||_|i'
Seven steps to success I

Acquire Apply Data Define Define Apply

: . Optimize Report &
Data Filters Desired Business Outcomes

Outcomes Rules Outcomes (Score) Review
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IBM SPSS Decision Management: &

||| l|||
Getting started IIIH-'u

Step 1: Select data sources (ETL Style Extraction)

Project Data Sources™ & =j= Add a data source
Mame Freview Compatible Copy Remove Lock
edbank claims data }j Froject Data Model ¥ p-4 ]
sdbank fraud data }j ‘ Map Fields ¢ b4 [

Step 2: Apply data filters

i Find an existing rule o Create a new rule [ Twiew selection logic I=| Export
]
’ Rule name - {.}l Include/Exclude Remove
1 B Natural Causes LisExclude ®

&: Cause Accident = Nat...
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IBM SPSS Decision Management: ,ﬁ
Getting started HI:;'“
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Step 3: Define desired outcomes

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

B Car Ins. Next Step? - In this example the
insurance company has
Fast Track identifies three possible
outcomes to a consumers
Standard Process claim.

Refer - Likely Fraud

- ] ‘ [ L T ;-: h’
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IBM SPSS Decision Management:

Getting started

Step 4a:

Define business rules

Step 4b:
Leverage existing
predictive models or
create new ones

" Rule name - Risk points Sort
1 [ Young Male Driver AW
2 @ Initial Provision over 3k AW
3 @ Initial Provision abowe Sk AW
4 [ Police not called to the... S
5 Remainder _
=k Add Action —@l Add annotations
Sum of Points>= Allocate to
1 |5 | ¢| |Refer - Likely Fraud |v |
2 |2 | ¢| |Star|dard Process |v |
30 |Fast Track |V|
‘4 Find a model 9 Build a model
Model Target Measure Remove

fraud_model.strFraud

=k Add Action —J-[ﬁ_,' Add annotations

Propensity >= Allocate to
1 |05 = |Refer - Likely Fraud |v |
2 0.3 = |Star|dard Process |v |
3 0 |Fast Track |v |

Propensity -~
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IBM SPSS Decision Management: iy

Getting started ([l

Step 4 (cont.):

Models and Rules
each contribute

to support an
outcome...valuable
standalone...but
much more useful
together!

1 D | S MRS

__________________________________

__________________________________

Percent

__________________________________

0.38%
| [
Fast Track Refer Standard Fast Track Refer Standard
Action Action
Model based Action Rule based Action

4
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IBM SPSS Decision Management:

Getting started

Step 5: Optimize
outcomes

The decision
outcome is optimized
and balanced
between the
predictive models
that provide real time
iInsight and the rules
that govern the policy
and practices of the
company
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What If... ﬂ

Simulation Data Source Simulation Date Claim Area

i
|5 sdbank claims data Z‘ 2010-04-26 10:42:37 15 lauto ZI
Combine Model actions Results
matrix Refer Standard Fast Track Action Count CeeEe t
Refer sStandard v Fast Track 710 91.03%
f Refer 3 0.38%
et Standard Standard 7 Standard ¥ Standard ¥
Standard 67 8.59%
Fast Track Fast Track 7 Fast Track 7 Fast Track ¥ 780 100%

Name:[q - 3 [ update settings ][ closa |

Total Simulation Records: 975

Display |o,nt Z| Number of runs retained: 2

Action [ | Runlzs Run 245 Distribution
t Track El—l

Refer 62 5 I

Standard 38 &7 El_l

Total 780 780

Utilize what-if analysis for optimization and prioritization
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IBM SPSS Decision Management:
Getting started m

Step 5: Optimize e & e

Deplay
Testing

outcomes

Preproduction

= The project is ready to
move into production e o

(for real time inbound cusomer cam —

Welcome: Piet Pietersen | log out | help

. . Identification - . ji
decisions) or score
Damage Gender of Driver *

ale ~ Date ofloss. 1/03110

M
- - Age of Driver 20 Time of loss.
IN patch to aeliver S ErTrTT—

Number of vehicles
Claim Type Motification * umber of vehicl

Number of damaged vehicles
Number of towed vehicles
Towing service used
Number of people

Number of injured people

Claim Area =

ove
Paymen -
Postal Code

communications

Number of witnesses

=M [z —m] [=][s
ﬂIIIﬂII ii

Damage

Ambulance (O Yes &No () Unknown
u Model Management Cibinel Police report * O ves &ENo () Unknown
Incident description
Coverage

capabilities allow
ongoing monitoring / —
- Uninzured motorists property damage I:l
improvement of the o s L w—
Total reserve amount (initial

models in production O e sy

00
—— Latitty

Suggested Action: Refer Responsibility
Claim Area evaluated: Auto

Comp & collision
Property damage
Liability property damage

1l
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IBM SPSS Decision Management:

Getting started iigii-ii
Lol

Step 7: Report and review outcomes

QFind a report Report used for home page results summary | E
Name - Author Version Action Remowve
E SimpleListReport.rptdesign admin 1270752572434 P x

B Fraud KPIs.xls admin 1270750743562 &= b4

Foo Tnturmad
Waeart Eamsahed w1818

M30 - g |
A . B [ ] E F [c] H 1 4 | K L LML N
1]
2
3 2008 2009
'l Jdan Fab Mar Apt May Jun dul Ay Sep Oet HNow Déc Jdan Fat
5 Customer Sstislaction 46% 5%, BN, as% 5% 4% 8% a5% S0% S1% 5% 539, 9%
6 Cases Fast Tracked [y % [ 0% % 0% 0% 0% B % MR &% 4%
T Successhd Fraud Referals 6% ™% % B% % 4% % 1% 0% 21% 45% 6% 4%
L]
L]
10 Monitering the SPSS Business Case - KPI changes Pre and Post
n Implementation Customer Satisfac —
12 customers rating the
13 Satisfiad with DNA"s | LB .
14 e L :in!wh-—-v o
15 Py Cases Fast Tracke: ree e 400 ol
= —— Customer Satisfaction idersfied 35 low end [T
1| fasttrack closing of
:; —8— Cases Fast Tracked = L ]
15 Successful Fraud K
20 i ful Fraud passed to the i
2, e resuk in succesful invastigation, and resul in
= savings for DNB)
2- v nee IP 55 Decision Managment for Risk trial
BEGAR. Went fully Live 5 months later in October

3
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From the back office to the point of interaction "'|"
)
o]

Leveraging service calls as sales opportunities

Potential valid Response Expected

. in this Margin o
campaign case? probability value

A No
B Yes 90 54% 49

Cross-sell?
<context data>

H

<customer
data>

4
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The Predictive Advantage: iy

Today, tomorrow and beyond Hlilii
||:||:||

Predict &
act

A

Transformational deployment of predictive models:
= Leverage current data to drive better decisions

= Make robust predictions on current and future cases
= Embed predictive models into points of interaction

Insight-driven predictive analytics:

= Algorithms automatically discover significant patterns

= “Learn” from historical data — create predictive models

= Valuable insight into behavior improves strategic and
operational decision making

“NOW”

A Traditional Bl and conventional analysis:
Aﬁ ali = KPIs and metrics provide insight
A’k = Aggregate data up to and including current point in time
i = Self-guided exploration of data

Sense &
respond

“NOW”

25 o y ’ | IBM Performance 2011



IBM leads in transformation

Key

technologies
for optimizing
the point of
interaction
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Operational systems and ooint of interactions

Predictive analytics Business Intelligence Business rules
& optimization planning & forecasting & events

Process, event & case orchestration

Collaboration environment

Data & content infrastructure

IBM Performance 2011



Summary ©
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= Decisions are everywhere
= Breakaway strategies mean a shift in thinking

= Transformation builds on your existing investments
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27 o ”,y ¢ IBM Performance 2011



Thank You! Questions? I:?"
ik

= When you get home — identify a business objective where
you care about the results

= |dentify the limiting factor of the decisions — the problem
inherent to the objective

= |dentify WHO makes decisions which impact this
business problem — cover strategic, tactical and
operational perspectives

= Take a skills inventory of the people who impact
your decisions O

= Understand which questions can only be answered by your @
analytic experts — what would happen if those people didn’t @
come to work tomorrow?

~ = L T ;
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Join our community!

@IBMCognos and @IBMSPSS on Twitter

= On the web:
Ibm.com/software/analytics/community
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Backup content on the 7 steps
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Steps 1 & 2 Iﬁ
i

(1K)
= Select Data Sources... Step 1 Ll

Project Data SourcesY & =f Add a data source
Mame Preview Compatible Copy Remove || Lock
zdbank claims data ij Froject Data Model ¥ ﬁ
=dbank fraud data ij 9 Map Fields ¥ x

QFind an existing rule € Create a new rule Tview selection logic = Export
’ Rule name - @ Include/fExclude Remove
1 [ Natural Causes ;ﬁE\(:Iude 4

& Cause Accident = Mat...

2 ﬁw IBM Performance 2011
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Defining desired outcomes... Step 3 -
ik

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

[ Car Ins. Next Step? v
Fast Track
Standard Process

Refer - Likely Fraud

The insurance company identifies three possible outcomes to the
decision.

“There’s three things we could do:
Fast track, standard process, investigate”

~% PPl -
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Define rules and models... Step 4

Business user defines
rules that embody their
priorities and
experiences

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

1
2
3

’ Rule name - Risk points Sort Remowve
1 [# ¥oung Male Driver w 4
2 [ Initial Provision over 3k AT 4
3 M Initial Provision above Sk S 4
4 [ Police not called to the... s 4
5 Remainder _
== Add Action —'@ Add annotations
Sum of Points>=| Allocate to Remove
1 |5 | ¢| |FLEfer - Likely Fraud |" | -~
2 |2 | ¢| |Stan|:|ar|:| Process |"' | -~
3 0 |Fast Track |T |
“A Find a model ¥ Build a model
Model Target Measure Remove
fraud_model.strFraud Propensity |"| -~
== Add Action @I Add annotations
Propensity == Allacate to Remove
|III.5 | ¢| |Refer - Likely Fraud |" | -~
|III.3 | ¢| |Stan|:|aru:| Process |" | -~
] |Fast Track |" |
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Define rules and models... Step 4 "‘I"
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Models and rules each
contribute...

__________________________________

Valuable standalone...

__________________________________

Percent

But much more useful
together!

__________________________________

0.38%
| [
Fast Track Refer Stanclard Fast Track Refer Stanclard
Action Action
Model based Action Rule based Action

IBM Performance 2011



Optimize outcomes... Step 5 o
ik

i
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... B

Combine otlis
matrix Action Co nt
efer k 91.03%
f o 8%
actions | Stan dard v v v
dard 9%
aaaaaaaa k st k T ast Track 7 ast Track 7 %
~~~~~~~~
Total Simulation Recor ds: §75
Display [coynt mber of d
||||| [ | 15 = Distribution
Track 0 Eﬂ
fer I
ndard EH
tal

Flexible what-if tools for optimization and prioritization

l @ " T
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Deploy... Step 6 e
P

Deploy As |Y | Hiiiiﬁ Eiiliii

Deploy
Testing

Preproduction

Velcome: Piet Pietersen | log out | help

SDBanklnsure

= The project is ready to move —
into production : —
(for real time inbound ooy | enucton

Damage Gender of Driver * Male L Date of loss. 1/03/10

Liability Age of Driver = 20 Time of loss

decisions) or score in batch T ——

Claim Type Notification *
Coverage = Number of damaged vehicles

:
Claim Area = Auto
Payment .
to deliver outbound Poal oce — Y aftoed hices
[ALERE owing servie

communications S 1 Nt o ear e

Number of witnesses

—|[ra][= =~ (2=
ﬂIIIﬂII iI

Damage Ambulance O Yes @No (O Unknown

* Model Management
capabilities allow ongoing e
monitoring / improvement

Coverage

Comp & colligion
Property damage
Liability property damage
Liability bodity injury
Uninsured motorists property damage I:I

Damage

]

. .
of the models in production A G —
Total reserve amount (inttial Person injury protection 1
provision) * ledical payment 1
Total property damage oo ]
Total mecical b -
—

Suggested Action: Refer o
Claim Area evaluated: Auto I Responsibility

R PP _
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Report on out

C\Find a report

comes... Step 7

vy

Report used for haome page results summary

Mame - Author Version
E SimpleListReport.rptdesign admin 1270752572484
E Fraud KPIs.xls admin 1270750743562
The Report tab allows you to monitor
the status of deployed applications
M30 'C‘ ﬂ
A [ B [ ¢ [ b [ EJTF [ & [ H [ I [ J [ K [ | [eeve N [
2008 2008
Jan Feb War Apr May Jun Jul Aug Sep Qct Nov Dec Jan Fet
Customer Satisfaction 46% 45% 46% 46% 46% 47% 48% 49% 50% 51% 52% 53% 9%
Cases Fast Tracked 0% 0% 0% 0% 0% 0% 0% 20% 25% 26% 24% 46% 47%
Successful Fraud Referals 6% % 5% 6% 8% 4% 6% 15% 20% 21% 45% 46% 47%

100%

Monitoring the SPSS Business Case - KPI changes Pre and Post
Implementation

Customer Satisfaction (% of DNB Motor
customers rating themselves as Satisfied or Very
Satisfied with DNB's Services) )

el

—+— Customer Satisfaction

—m—Cases Fast Tracked

Successful Fraud
Referals

Cases Fast Tracked (% of motor claims
identified as low enough risk to receive superior
fast track closing of claim)

Successful Fraud Referal (% of claims being
passed to the Special Tnvestigations Unit that
result in succesful investigation, and result in

0%

savings for DNB)

. SPSS Decision Managment for Risk trial
Began.” Went fully Live 5 months later in October

e e o el

-
3

Lamz

20000

o 2009 Provision

o 2008 Provision

2314161

18E21820

[T
1BE33320
18836546
18833103
IBSELSIE
LBbouzI0
18898507

TR

Mabwsial i injury £13,700.00

Beatarial and injusy
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Contact information

<Presenter Name>
<Presenter Role>

<Presenter Phone>
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