BusinessConnect and SolutionsConnect
It's time to make bold moves.

Hopelessly devoted to

yOu.
Increasing customer retention,

profitability and loyalty with big
data and analytics.
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The timeless responsibilities of

Knowing the customer.

-
Defining what to market and how E
to market It.

Protecting the brand promise.



8%

of consumers trust

86%

: use multiple
peer recommendations el
LA A ] :
5% D LI 4in 10
do not believe :.. o0 .i'. Smart phone
companies tell Y ] b users search for
the truth in ads o9 e° an item in a store
)
® .l.
® e

58%

are more price-
conscious today than
they were a year ago

80%

of CEOs think they
deliver a superior
customer
experience

3
Source: Sources of statistics [from “Smarter Commerce Stats and Facts Feb 3 2012.ppt]

8%

of their
customers
agree

4-5X

more than average is spent
by multi-channel buyers
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360 Degree View of the Customer

Deliver value across / \ Customer growth and
ts it

all touch points retention
Maximise 1:1 consumer / \
relationships 'I'"I‘ A4 Marketing productivity

\ /Brand reputation

Optimise marketing mix % *
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Many options exist to find a way to improve performance

Here are some examples

Reorg

More people =
better results

Sgueeze more
from operations

Technology
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Revenue rowth

Leading marketers Leading marketers

Leading marketers:

1. Make more informed marketing investments with greater returns

2. Engage with customers in personalised way

3. Automate, deliver, guide & measure impact of marketing actions across all channels

6 Sources: IBM Center for Applied Insights: Why Leading Marketers Outperform (2012) © 2014 IBM Corporation



But as a company — what do | need and how can | make it work
together?

Business
Applications

Analytics
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IBM Big Data & Analytics brings it together

CONSULTING AND IMPLEMENTATION SERVICES

© 2014 IBM Corporation



With the intent to deliver deeper relationships

RETENTION

PROFITABILITY

ACQUISITION
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How can this be done?



.’ ®

* Infrastructure
* Security Intelligence
* Enterprise Applications

11

Big Data
& Analytics

* Mobile Commerce
» Call Center

* Social Business

© 2014 IBM Corporation



10:47 AM Not Charging [

Looking for a good pair of noise canceling #headphones

n Lily Henson Q Lily Henson

Ugh!! Lost in Space!! Can't hear the movie on my iPad with these earbuds! Leaving for #NewYorkCity today, back2back mtgs starting Thurs! iTCB

p John Renko hrs Ago m Milton Kennedy 2hrs Ag

Can't wait to see you! Have a safe flight. Text me when you land. While in the city, drop by @TaoNY & check their new menu

q Lily Henson 1 Day Ago Sheila Thomas Shrs Ago

Wow! What a great event last night. The totals just came in and we raised
over $500K which will help support a number of local charities. 3)

For all the info on #SmarterRetail visit ibm.com/SmarterRetail




12:15 AM @& Not Charging B

Welcome back, Lily

Home | Electronics | Headphones

Safeguard
your recent
LCD HDTV

purchase with

FREE SHIPPING ON $200+

Automatically applied to your order
Valid until 1/19/2013

$129.99

Rappers Delite VT01162013
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10:48 AM Not Charging [

Friday, February 8

slide to unlock

£~

14 © 2014 IBM Corporation



No Service &

slide to unlock

15
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No Service & 10:48 AM

‘ § redeem
)% Off All Headphones coupon.
es 1/19/2013.

VT Living - Madison Ave Store

Distance 0.21 Miles

16
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No Service & 10:49 AM

Sy Platinum Shopper
Store Map

Departments

17 © 2014 IBM Corporation



No Service 12:14 AM

Ocean Waves $299

" = {
g (8
¥ Ly

Specifications Need help?|

10-39.8KHz
62 Ohms
3m
<0.10%

3.5mm & 1/4*

© 2014 IBM Corporation



No Service 12:14 AM

Ocean Waves $299

3.5mm & 1/4"

19 © 2014 IBM Corporation



Not Charging W

Associate Organizer Calendar
Loy
To Dos

J
Customer Assistance Needed \-,;?Tary

SDAY

pnt Events s
Lily Henson requires assistance in the
Headphones section of the Electronics |Appointment with Ms. Morgan Jacobs
Department. v !

Lo ] I

the company’

¥
New Retail Concept to be Debuted in Europe Appointment with Ms. Erica Smith

VT Living's European stores have big plans this summer Gener

Need Furniture? VT Living to Launch New Designer Line

the guidance of one of the world
a beautiful

VT Living |

ration



Not Charging [

Previously Purchased Items

Associate Organizer

Customer Profile

Recently Browsed ltems Recent Communications
0@ O @ == LCD Extended Warranty Offer
Ocean Waves 770 mph Rappers DeLite  Def Defying

V1201323472 V10111202 V101132012 V101132013
$299.99 $149.99

20% Off Headphones Evaluating

== Napa Valley Wine Collection Unopened

Customer Profile

ration



12:13 AM (& Not Charging @)

Description Gallery Reviews Selling Tips Offers ps

Selling Tips for Ocean Waves Noise
Canceling Headphones

|
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Ocean Waves

Price:
Product Number:

$299.99
VT 201313321

Top Seller: v

Units in Store: 1

Units in Warehouse: 0

Units in Transit: 6
Available: 6
Availability Date: 1/14/2013

Location in Store: Electronics

[ inventory Lookup | Add to Cart |

Description Gallery Reviews Selling Tips Offers

30

ff headpt

s, with additional 3YR Protection Plar I

Not Charging
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Lily Henson

Noise Canceling Headphones
O« 2013

W
2an V

3yr Headphone Protection

VT Living

$49.99

Your $200+ order has earned free shipping!

Tax (8.25%): $21.45

Not Charging [

Shopping Cart

Sub Total: $259.98

Total: $281.42

© 2014 IBM Corporation



Not Charging [

Lily Henson

Authorization

ﬁ Will be billed to credit card on file XXXX-XXXX-XXXX-2143 10/15

ol 4 bs
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The future of shopping...behind the scenes...

All Data Types

When do | promote,
alter inventory or
sourcing?

Is the “buzz”
relevant to my
business?

How do | optimise all Assured delivery of
customer interactions on insights to all channels
a consistent basis?

Jrporation



As a customer, Lily is a puzzle made up of many pieces

© 2014 IBM Corporation



J
N
i
4

NS
o
R

‘ Prescriptive \
s How can everyone Business
N be more right ... Py
IBM at_son ... more often? ‘ Predictive
Foundations : :
Diagnostic
‘ Descriptive |
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Target those likely to respond with the correct offer,
channel, & time

Understand customer behavior and trends with

advanced analytics (e.g. average spend)

Optimise marketing budgets aligned with
goals through what-if analysis

Predictive
Analytics
Personalise up-sell & cross-sell
offers with social media data
Content
Analytics

Planning

Analyse results of sales performance &
marketing campaigns, understanding
which valuable segments to farget

&

Forecasting

Discovery &
©201 Exploration



30

A

dissatisfaction

analysis

Analyze sentiment to determine the tone and
causal factors for product / service satisfaction /

Identify those with strong social influence to
increase advocacy through social network

Content

Analytics

Interact with Watson in Q&A format to deliver fast,

evidence-based answers to customers and
employees alike

Deliver targeted retention offers

a

in real time

Cognitive
Systems

Decision
Management
Systems

© 2014 IBM Corporation



Request for Next Best
Action from channel

Business and
custom solutions

Business
Applications
customer through the appropriate channel

4] Next Best Action delivered to the

# # a

2 | Marketing Platform calls out to the

| Analytic Platform to help determine Analytics help determine

Next Best Action from:
» Marketing offers

* Service Problems

* Billing Information

* Location

* Service Issue

* Issue Resolution

* Dispute

« Satisfaction

candidate offers

Business Business
rules events

Business rules Optimization

2 5 latfc ,
C:'y C. J information (’)

* Account Management
. " A * Self Service
Hadoop System Stream Computin Management
Hadoop Sy pucng DataWarehous{ , -hannel Match
Behavior data Descriptive data Attitudinal data * Agent Match etc.




CUSTOMER STORIES



Need:

Anticipate
customer behaviour
and needs

Segment & target
to deliver the right
offer at the right time

33

Increased
customer

REDCATS profitability

Results

* ROI of 122% In just 7 months

» Decreased campaign management
and data processing times

¥ 90%

© 2014 IBM Corporation
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Need:

Blend

big data sources with
enterprise data

Optimise

for large volumes of
data, simplicity and
cost

Results

Increased
Customer
Retention

. 60 /0 Improvement in revenue retention

rates

» Analyzed customer data from a broad array of

sources

© 2014 IBM Corporation



Where do you stand in your customer journey?

Real-Time
EEw Decisioning

IBM Ranked as Leader in 2012
Customer Analytics Wave Personalised

Source: Forrester Communication

EEN
Predictive
Modeling
mm
Customer

Insight consumer

Information
Integration

Understand the optimal offer, time and
channel that is best for each individual

Deliver customised interactions at
the point of impact & consistent
experiences across all channels



36

Get Educated

IBM Big Data platform webpage

IBM BigDataHub.com & AnalyticsZone.com
Big Data University

IBV study on big data

Books / analyst papers

Schedule a Small Group Workshop

Free of charge

Your location or ours

Topics include: Big Data, Predictive Analytics and more!
Industry use cases

Hands on available

The Big Data Hub

Understanding big data for the enter

up now
for a chance to receive:
FREE Books

© 2014 IBM Corporation



BusinessConnect and SolutionsConnect
It's time to make bold moves.

THANK YOU
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