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What impacts your decision making?

e e TR —
A decision with a favorable outcome
Data? Process?
Policy? People?
Location? Politics?
Knowledge?

Legal Constraints?

Time?
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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

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,

el Harvard
?¢ Business
Review

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?

Different kinds of people
— Consumers

— Call Center Reps

— Sales People

— Line of Business Managers

— Executives i MAD ]20

Different kinds of systems DECISIONS TODAY...

— IVR/ Ehone system ALL OF THEM
— Website ;

— CRM system

— Custom risk management
database
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Decisions vary in scope

— 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

Strategic
Objective

Operational
Execution

Quantity of Decisions
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Problems Inevitably Lead to Operational

Decisions

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

Insurance

— 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

|dentify a business objective where you care
about the results

Identify the limiting factor of the decision — the
problem.

ldentify 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?

Breakaway
Real-time analytica
Business

Operations | = S
Maturity

Competitive o
............ _ Predictions, i

How the business | J contextual business
applies information ) e et » rules and patterns
to acbze‘fe its goals oundational management,

. PO]]C"I@S ..................... . dashboards and *

* Business " scorecards :

Processes Data warehouses, *
+ Organization Adhoc  governance and

‘production reportiné_
Spreadsheets % E

Information and Analytics Maturity
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Optimizing Every Decision at the Point of Impact...

Sense and respond Predict and act

Back office Point of impact
Skilled analytics experts Everyone

Instinct and intuition Real-time, fact-driven

Automated Optimized
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IBM SPSS Decision Management:
Turning Information into Action at Point of Impact

15

Turnkey Mission Critical Solutions

eor——

[F————

Q “HR

o

LI

— Built on Time Tested Methodologies =

s

— Proven & Scaleable Technology
Empowering Line of Business Owner ST

— General Management \

— Marketing W e =
— Finance et SN on Mag

Intelligent risk management in real time

Edit existing rules or create new rulas,

Build predictive models based on past results. Far

Manage the rules defined and stored in the
system

example, predict which custorers are mast ii(ell o
churn,

Predictive modeling for the business user
— Operations

Matrix Colors \

Best Practice in Decision Making — e
— User Definable o coews.. | somms | rome ¥

Fast Track

Follow Standard Process

.Potent\a\ly Fraudulent

— Completely Configurable
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From Skilled Analytics Experts.....
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To Line of Business Owners...

IBME SPSS® Modeler Advantage

__Data  Modeling | Score

Model type: (&) Auto model ) Interactive model

Cata sources Target @ [ E , ]

=dbank custamer data @ Acceptad Perzonal Loan

3 ) o&0 3 Click Automated
£ = ﬁ Modeling
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Practical Advice

Impact your decisions.

Understand which questions 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 & Intuition to Fact

Driven Solutions

Decision Management Solutions Based on Business Problems

-

Decision Management
for Claims Optimization

PASW* Claims Management
Data Global Selections Define Combine Deploy Reports

[[] Lock project {other users will be unable to edit)

Decision Management
for Customer Interactions

what If..
Simulation Data Source Simulation Date Claim Area Interaction Point
” "
sdbank claims data |~ Do0g-11.02 124127 |45 [aute [ |4l interaction points |
Us
. [ Model actions Results
Combine
matrix St e Action Count Percent
Refer 77 9.872%
Refer Standard A
Standard 187 23.974%
Rules standard standard Fast Track 516 66.154%
actions
f 780 100%
Ru_ 9 Fast Track
actio

Total Simulation Records: 975

olevfcomt [x

Mumber of runs retained: 3

Action HRun 1 K Run 23 MRun 3K Distribution
Refer 22 25 77
Standard 55 239 187
Fast Track 703 516 516
Total 750 780 a0

PASW® Customer Interaction Management
Data Global Sele ns Define Priori e DEE'D! Reports

[ Lock project {other users will be unable to edity

aislontion Bropertics

e —
S

7

© Comin )

Customer Interactions LATEST

BE=Collapse all ® xpand all Active " Interaction points [ Test ]
From:|2008-10-23 19:54:14 | Call Centre Website

EIEEErE ™ Ho expiration [ Branch

[Theatre Tickets To: 15

[Racing Day ) e
Blcross sell | (. Find an existing rule 4 Create a new rule Twiew selection logic | Export

Cresssel |
(credit Card ) @ Rule name 4% Include /Exclude
redit Car
— 1 @ High Value Customers 4 Include ®
[Personal Loan )
b
) Etllocatetog IS

|Heme Equity Lean

@ Allacate using rules O Allacate randomly

Allocate to:

{2, Find an existing rule @ Create a new rule gk jAdd ¥ Export

Allocate to Sort

heatre Tickets v R
Racing Day =l AV ®

@ Rule name

1 @ Females

2 @ Males

]

3 Rerainder
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IBM SPSS Decision Management:
Seven Steps to Success

; Apply Define Define - Apply
Agcg#;r < Data Desired Business C())ur’:ggqrg:s Outcomes
Filters Outcomes Rules

(Score)
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IBM SPSS Decision Management:
Getting Started-

" Step 1: Select Data Sources
(ETL Style Extraction)

Project Data SourcesY & =f Add a data source
Mame Freview Compatible Copy Remove Lock
zdbank claims data }jj Project Data Model ¥ -~ |
=dbank fraud data }j} ‘ Map Fields ¢ -~ (]
Step 2: Apply Data Filters

\..-\Finl:l an existing rule cCreate a new rule | Tiew selection logic
’ Rule name -

1 & Natural Causes

(=)
i Export
!I';' Include/Exclude Remove
‘_,l;lE:'cclude b 4
&) Cause Accident = Nat...
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IBM SPSS Decision Management:
Getting Started-

'Step 3: Define Desired Outcomes
Typically with all decisions there is a finite set of desired
outcomes that can be achieved.

=] Car Ins. Mext Step? w

p , In this example the
Fast Track ) insurance company has
’ " 1dentifies three
Standard Process J possible outcomes to a

consumers claim.

Izﬁefer - Likely Fraud I
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IBM SPSS Decision Management:
Getting Started-

’ Rule name - Risk points

A~ \ 4 . 20
ep 4a' De 1ne 1 @ Young Male Driver AW b 4
B 3 R 1 2 [ Initial Provision over 3k H AW x
uSlneSS u eS 3 @ Initial Provision above Sk H AT x
4 @ Police not called to the... AT x
5 Remainder _
=k Add Action -ﬂy Add annotations
Sum of Points>= Allocate to Remove
1 |5 | ¢| |Refer - Likely Fraud |v | -~
2 |2 | ¢| |5tar||:lar|:l Process |v | -~
3 0 |Fast Track |v |
Step 4b: Leverage “\find e medel 7 2uld 2 mode
. . . . PR Target Measure Remowve
eX].St].ng predlctlve - fraud_model.strFraud Fropensity |V| -~
models or create
neW OneS =k Add Action -Iii’i’a Add annotations
Propensity == Allocate to Remove
1 ||:|.5 | ¢| |Refer - Likely Fraud |v | -
2 |EI.3 | ¢| |Stan|:|ar|:| Process |"F | -~

3 0 |Fast Track | - |




IBM SPSS Decision Management:
Getting Started-

Step 4 (cont.):

100

"""""""""""""""""""""""""""

Models and Rules
each contribute to
support an
outcome...valuable
standalone...but
much more useful
together!

__________________________________

__________________________________

Percent

__________________________________

0.38%

| I
Refer Standard
Action

Rule based Action

Fast Track Refer Stancard Fast Track
Action
Model based Action
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Getting Started:

Step 5: Optimize
outcomes

The decision outcome is
optimized and balanced
between the predictive
models that provide real
time 1nsight and the rules
that govern the policy and
practices of the company

Predictive Perspectives 2011

IBM SPSS Decision Management:

What If...
Simul
=dhank claims d
Combine Mea =
aiiEd Actio cent
Refer t Tr .03%
: Refer 38%
actions ndard
ndar: 59%
aaaaaaaa Kk T
| Simulation Records: 875
ot [z temseretrns s
Actior W Run1 > 4 Distribution
ast Track 630 ;ﬂ
efer I
tandard Eﬂ
tal

Utilize what-if analysis for optimization

and prioritization




Getting Started-

S;cep 6: Apply
Outcomes

* The project 1s ready to
move 1into production
(for real time inbound
decisions) or score in
batch to deliver
outbound
communications

* Model Management
capabilities allow
ongoing monitoring /
1mprovement of the
models in production

IBM SPSS Decision Management:

Deploy As

Ceploy
Testing

Preproduction

SDBankinsure

START

| validate || Deploy |

Thursday: 2010-04-15

Customer ID 1
NOTIFICATION
Identification . . 5
Incident Identification Incident
Damage Gender of Driver * Male “ Date of loss 01/03/10
Liabiliy Age of Driver © 20 Time of Ioss
Cause Accident * Collisien in the back e
] . Number of vehicles
Claim Type Notification *
Coverage . Number of damaged vehicles
Payment Claim Area Auto b
PosaCode — s S —
sLERT Prone umper — Touin seceused
) Number of people
Occupation 1 Mumber of injured people
Number of witnesses D
e Ambulance O ves @ No (O Unknown
Gty L & Police report * O ves @MNo (O Unknown
iden nos kg
Incident description Poli der ssems =
que =cme the =pecifi e Covera ge
¥ Comp & colision |
e Property damage —
Liabilty property damage [ 1
Liabiity bodiy injury 1
Uninsured motorists property damage I:I
Payment Uninsured motorists bodily injury 1
Total reserve amount (initial o ] eyt g L1
provision) * Wedical payment 1
Total property damage i
Total medical bills _IEI_ Liability
Suggested Action: Refer Responsibility |

Claim Area evaluated: Auto
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IBM SPSS Decision Management:

Getting Started-

‘--\.F“'ld a report Report used for home page results summary |T |
Name - Author Version Action Remove
@5|mp|eL|5tRepDrt.rptdeslgn admin 1270752572484 } x
Bl Fraud KPIs.xls admin 1270750743562 E x
‘\ ~
M30 hll - £ Customer Listing (Claims with Initial Provision set at greater than |
A B c D E F G H 1 J K L M N 10000) 3
z
2
3 2008 2009
4 Jan Feb Mar Apr May Jun Jul Aug Sep Qct Nov Dec Jan Fet = e
5 |Customer Satisfaction 46%  45%  46%  45%  4B%  47%  48%  49%  50% 1% 52% 53%  79% gm":m _— R — “’:" e
6 |Cases Fast Tracked 0% 0% 0% 0% 0% 0% 0% 20% 25% 26% 24% 46% AT% EEErE pperer Mot o
7 |Successful Fraud Referals 5% 6% 8% 4% 6% 15% 20% 21% 45% 46% 47% 2329162 18829826 Materia| and injury
2395332 18853076 Material and injury
2421511 18862039 Material and injury
9 2424226 18862950 Material and injury
10 Monitoring the SPSS Business Case - KPI changes Pre and Post 2458208 18874654 Matens} ang injury
" Implementation Customer Satisfact e ieteaas et
7 sos ST T
12 customers rating the, 2505060 8638132 Materizl and imjury $15,700.00
13 100% Satisfied with DNB's 2526452 18896406 Matema: an: injury $15,700.00
14 Sop 2009 Pravision 2536647 8891423 Miaterial and injury 330,200.00
90% & 5o 200 Provison Collision in the back Total Provision: $15,700.00
15 P Cases Fast Tracke @ sep 2008 Provision s
£ 80% v —+— Customer Satisfaction ||| 22582 FA=E *raCKes et arl rfry
7 60”/: 7 fasttrack closing of Exceeded speed limit Total Provision:
18 50% H g —m—Cases Fast Tracked 2314161 8887959 Only imjury
I e e e Successiul Fraud & —— R————
20 30% o Successful Fraud passed to the Spec 2395607 18853105 Material and injury $31,400.00
21 20% 4"4.:"4 Referals result in succesful investigation, and result in i:;:gz: ::::;2;: 2:\&:‘:‘;“ injury z:i g;ggg
2 10% : savings for DNB) —
o (oo i e ;
= Pl PO S Pt SPSS Decision Managment for Risk trial — - il
24 e EREE W 2244113 8740065 Material and injury $15,700.00
2 3\&=|<|Z|A1" - Went fully Live 5 months later in October 2343922 18835553 vateral and imury  $13,700.00
2346053 18587161 Material and injury $15,700.00
26 2429555 18864825 Materizl and injury 515,700.00
27 2009 2432455 18638289 Material and injury $16,500.00
7 2450828 18752899 Material and injury $15,700.00
2461354 18875773 Material and injury $15,700.00
2484363 18883529 Material and injury $13.700.00

W 4 v ¥ IBReports | RCB Reports <Sheet3 %3
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18852121
8642005
18899289

Material and injury
Material and injury
Material and injury

£30,200.00
$15,700.00
$15,700.00




From the Back Office to the Point of Interaction

Leveraging Service Calls as Sales

Valid in

Cross-sell? Potential . . Response Expected
c . this Margin Probabilit Val
<context data> ampaign case? robability alue
No
Yes 90 54% 49

data>
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The Predictive Advantage: Today,
Tomorrow & Beyond

-
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

(13 NOW”

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 4 Traditional Bl and Conventional Analysis:
» KPls and metrics provide insight
Sense & A *Aggregate data up to and including current point in time
« Self guided exploration of dat
Respond I Self guided exploration of data
“NOW”
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IBM Leads in Transformation

Operational Systems & Point of Interactions
Key

r |
Technologies l
for optimigzing ) Predictive Analytics Business Intelligence Business Rules l
the pointof || o iy Planning & Forecasting & Events !
Interaction | !

Process, Event & Case Orchestration
Collaboration Environment

Data & Content Infrastructure
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Summary

Decisions are everywhere
Breakaway strategies mean a shift in thinking

Transformation builds on your existing
iInvestments
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Thank You! Questions?

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 skKills inventory of the people who impact
your decisions.

Understand which questions can only be answered @
by your analytic experts — what would happen if
those people didn’t come to work tomorrow?
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Steps 1 & 2

Project Data SourcesY &

= Add a data source
Mame Freview Compatible Copy Remove Lock
=dbank claims data }j} Project Data Model ¥ -~ [l
sdbank fraud data }j} 9 Map Fields ¢ -~ ]

'~ Find an existing rule ‘Create a new rule

Tview selection logic i Export
’ Rule name - tl'i:. Include/Exclude Remowve
1 B Natural Causes ‘_‘;;.E)cclude ®
@5 Cause Accident = Nat...

Define Scope with Global Selections... Step 2
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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.

[l Car In=s. Next Step? v

Fast Track |

I;Standan:l Process I

Ill?.efer - Likely Fraud

The Insurance Company identifies three possible
outcomes to the decision.

“There’s three things we could do: Fast track, Standard process,
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Define Rules and Models... Step 4

’ Rule name - Risk points Remowve

ikt h 1 ® | . 5 - AW )
Business user defines rouna e S :_ i ~
[ Initial Provision ower 3k N 4
rU|eS that embOdy 3 [ Initial Provision above Sk N b 4
their priOritieS and 4 [# Police not called to the... -2 N x
experiences 5 Remainder _
=k Add Action Ti-ﬁf Add annotations
Sum of Points>== Allocate to Remowve
1 |5 | ¢| |Refer - Likely Fraud |Y | =4
2 |2 | ¢| |Stan|:|ar|:| Process |Y | -~
3 0 |Fast Track |Y |
Existing Models are A Find @ mode| ¥ Build 2 mode
|everaged _ Or neW Model Target Measure Remove
raud_model.strFraud Propensity - -~
ones are created by rsmes T
the business user
=k Add Action '[i'ﬂ" Add annotations
Propensity == Allocate to Remove
1 |EI.5 | ¢| |Refer - Likely Fraud |Y | -~
2 |EI.3 | ¢| |Stan|:|ar|:| Process |Y | -~
A

3 0 |Fast Track




Define Rules and Models.

T R Er LTt SRRTERRERREREREY FRRRRRRS

Models and Rules
each contribute...

Valuable
standalone...

But much more useful
together!

Refer
Action
Model based Action

Fast Track
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__________________________________

__________________________________

__________________________________

0.38%

T T
Ref Standard
Action

Rule based Action




Optimize 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...

Combine

Action

actions

aaaaaaaaa

TTTTT

Flexible What-if tools for Optimization and Prioritization
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Deploy... Step 6

Deploy As |"Ir | Hi iiiﬁ R“ oy | .

Deploy

Testing

Preproduction

Velcome: Piet Pietersen | log out | help

SDBanklnsure

« The project is ready to S

move into production — ! - —
- - Identification
fo r real tl me I n bo u n d Incident Identification Incicent
Dam.a.ge Gender of Driver * Male » Date of loss 01/03/10
. . v Liability Age of Driver * 20 Time of loss [0 ]
Cause Accident * Collisian in the back v
deC|S|ons) or score In s T e
Claim Type Notification *
Coverage Number of damaged vehickes
- Payment Claim Area * Auto e N
batch to deliver s — i
Prone tumber — Ty b e
] Number of people
outbound i ————1 Namoer of red s
Number of witnesses D

H t. Damage Ambulance O es ®No O Unknown
Com m u nlca Ions Claim type * Only injury [+l P Oves ®No O Unknown

rouze [icident =ize mot

~
Incident description recalled. Folicyholder seemed =
vague on zome of the specific po

Coverage

Comp & collizion

Property damage

Liability property damage

*  Model Management
capabilities a"OW Lisbity zodiy nkry [ 1]
ongoing monitoring /

Total reserve amount (initial
Medical payment

provision) *

improvement of the O —
models in production R

Damage

il

L
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Report on outcomes... Step 7
e ——————————————————————

\.kFind a report |Y|

Report used for home page results summary |

Name - Author Version Action Remove
4§ simpleListReport.rptdesign admin 1270752572484 b ®

B Fraud KPIs.xls admin 1270750743562 Y x

The Report tab allows you to monitoggy

n n
t e St at S O e p O y e a p p I C at I O Customer Listing (Claims with Initial Provision set at greater than
I I I I 10000)
M30 - @ F 3 | Change of direction Total Provision: $207,800.00
A B C D E F G H | J K L M N 2210101 18772187 Material and injury
1 2323924 18827968 Material and injury
2329162 Material and injury & |
2 2395532 Material and injury
3 2008 2008 2421511 Material and inju
4 Jan Feb Mar Apr May Jun Jul Aug Sep Qct Nov Dec Jan Felk iif;is: ;:EEE"E: -”: ok
5 |Customer Satisfaction 46% 45% 46% 45% 46% 47% 48% 49% 50% 51% 52% 53% 9% 2 Mateeialand i puy
6 |Cases Fast Tracked 0% 0% 0% 0% 0% 0% 0% 20% 25% 26% 24% 46% 47% Materiz| and injury
7 |Successful Fraud Referals 6% % 5% 6% 8% 4% 6% 16% 20% 21% 46% 46% 47% ;:EEE"E: '”: S
8 5851423 Material and injry
9 Collision in the back Total Provision:
10 Monitoring the SPSS Business Case - KPI changes Pre and Post 2308838 18821850 Materiz| and injury
" Implementation Customer Satisfaction (% of DNB Motor Exceeded speed limit Total Provisions
12 customers rating themselves as Satisfied or Very 2314161 ese7ese Only injury
13 . Satisfied with DNB's Services) 2338383 18933323 Material and injury
14 lgguf op 2009 Provision 2348786 18836546 ‘viaténa: a'v: injury
ryrrrrm— 2295607 18853105 Material and injury $21,400.00
15 0% T+ Custorner Satisfaction || | Cases Fast Tracked (% of motor claims e 2421086 1aa61916 Vaterial and injury  $18,650.00
16 70% identified as low enough risk to receive superior 2531398 18898238 Only injury £15,000.00
17 60% fasttrack closing of claim) B 48ESEs07 Oolr iy
o 0% 1 _m Cases Fast Tracked Loss of attention e
19 20% Successful Fraud Referal (% of claims being =ity e
20 300 succsssfol Fraud passed to the Spocial Investigations Unit that St
2 20% - Referals result in succesful investigation, and result in 2425555 Materia| and injury
2 10% savings for DNB) ?"333 V‘«:a:ena: an: injury
250 Material and injury
23 0% 2451354 Material and injury
2 @ uns,SPSS Decision Managment for Risk trial E. MatEal AT Ty
= Began. Went fully Live 5 months later in October materisl and injury
Material and injury
26 Materiz| and injury
o7 m
28
M 4 » ¥ IBReports | RCB Reports Sheet3 ¥ [ m
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