ACC

IBM Digital Analytics Implementation




j IBM Digital Analytics Implementation
y What is ACC?

Accident Compensation Corporation
“We have a proud history of providing New

Zealanders with comprehensive, 24 hour, no-fault
accident insurance for over 30 years.”
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= What is the ACC?

i

1l

e Head office Wellington
e Branches in every NZ City
e 1800 Employees

a

e BTG
Business technology Group
employs 250 FTE
Including ME!
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- Why did ACC choose IBM Digital Analytics?

Portal 8 Integration with Analytics
— Automated deployment within the theme
— Portal 8 Aggregator tag allows rolled up collection of portal information

Easily Created Custom Metrics
— Ability to create metrics on the fly with existing data without requiring a
lot of re-work

Segmentation on the Fly
- Use existing data to segment visitor behaviours on the fly
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- Where is ACC at with IBM Digital Analytics
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Te Kaporeihana Awhina Hunga Whara

Where is ACC at with IBM Digital Analytics

e Deployed across all online portals for AC

eBusiness Gateway Claim Lodgement Invoicing
Home and Community Support Services - Outcome

Please Use this form to submit your Return to Independence (ncluding Initial Support Pac) Upload claims
Select the service type and reporting stage you wish to complete and then enter your dets

* Service Type

Return to Independence While file submission is in progress, please do not close this window.

~ Reporting Stage ACC Form Submission Applet

Sservice Commencement = Status: Waiting for files...

. Last Activity: Loading applet.__.
General Details Mode: ACC45
Upload Directory: acc
2 SuERlEr O Receipted | Failed |

04338 v| o [0 ]

Supplier Name
Access Homehealth Lo
Select a Supplier IDto populate this field

Welcome to Claim Lodgement
= Bubmiting User Name . ; ) ) ) . . .
This is where registered users can submit ACC45 Claims, view summaries and search for Claims. Please select "Upload Claims" to submit your ACC45s or "Claim Summary
List" to view submitted Claims and run searches

Please note that if you switch from "Upload Claims™” to "Claim Summary List" while your Claims are uploading, the upload process will stop. If you wish to view
= Purchase Order Number Claims or run searches at the same time as uploading, please open a new browser window.

When you have finished using the eBusiness Gateway please close all browser windows to log out.
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Where is ACC at with IBM Digital Analytics

-
e Start off Simple

— Conversion tacking of Sign up for “"RealMe”

- Form Abandonments: Starts/Completes

Session Event Funnel J = Report w J a9 Comments J

|- Peariod A | §/M2/2014 [~ JEEE ~| [] Ppericd &

IE‘ ) = Q =l

Al Wisitor Ses=ions MHew VWisitor Sessions Prewvious Wisitor Sessions Prewvious Completers Sessions

Wisit 100 . 00% Z ETAK 100 . 00% -y - 315 100 00% - - Z 559K 100 00% =283
Browse 85.280% 1. 891K 82.54% — l 280 83.74% — P 1.8211 e5.168%26 - zZ4a1
Initiate Event g8.88% 182 T.209% m—— 23 S.80% p— 189 45.94% — — 120
Complete Event g.88% 182 T.20% e 23 8.80% — 168 A5.94% — — 120
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NZ Govt Single Sign On (SS0) RealMe

Go to MyACC Home

R re———

Login with RealM

Login

Go to MyACT home

For more infarmation on government sendces go to NEWZE
@ Copyright Accident Compensation Coporation 2012 -

Register for MyACC

Basic Details

First Name:
Last Name:
Email:

haohile Phone

Terms of Service

=]
=]

@
© (Optional)

[T | agree to the Terms of Use, Disclaimer and Copyright and Privacy Staternent

PREVENTION. CARE. RECOVERY.

Te Kaporeih:

a Awhina Hunga Whara

Home
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Where is ACC at with IBM Digital Analytics

e Slightly Clever Stuff

- Automated deployment of a Common Portal Theme and
Analytics

- Automated environment settings cmSetClientID Test/UAT/Prod
(based on IJNDI variable)

- Automated deployment of some custom variables (based on
naming conventions)
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On the Fly HCSS Segment

Segrment Category: HCSS Visitors Onlby n

PREVENTION. CARE. RECOVERY.

Te Kaporeihana Awhina Hunga Whara

Segment Mame: | HCSS Visitors Onhy

Segment Type:

Segment Summans

=) Same Session g ) Cross Session

@

Segment Criteria:

Criteria Tyepe:

Criteria:

[ moT

Content

Element Viewed Attribute: Submit

-t | Add

Sample Records

.

[Conternt: Elerment(s] VYiewed IS HCSS)

AND
Fd

[Content: Elerment Wiewed Atktribute: Subrmit IS
SUBMITSUCCESSFUL
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HCSS Submissions By Reporting Stage,
Submission Success

PREVENTION. CARE. RECOVERY.
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Supplier and

HCSS Submissiens by Reporting Stage

week of | 91162013 - 92172013 E w O (8)
A [F s=ament Al Visiters

: Rep + SERWICE COMMEMCEMENT
Element Attibute: SupplierID: 04335

Element Attibute: Submit: SUBMITFAILED

Element Wiews: 13 [23.64%)

Piz chart reprasents
line iterms selaced
Fram the table below
and may not
reprasant 5 true tatal

,

~ Tahle
Find in Table

Q. e

Sl Al pata

Select Metric | Elerment views [l

Report Settings 55

Lo

BB <+ =

Legend

x
b

(36.36%0) SERVICE CO

x

(23.64%0) SERVICE COMMENCEMEN

x

(1.829%) SERVICE COMMENCEMEN

x

(14.55%0) SERVICE COMMENCEMEN

x

(3.649%) SERVICE COMMENCEMEN

-
x

(1.82%0) SERVICE COMMENCEMEN

SERVICE COMMENCEMENT / GOD 97

x

SERYICE COMMENCEMENT / GO097|

x

SERVICE COMMENCEMENT / G031

x

SER¥ICE COMMENGEMENT / G000

x

HE00e0eeE00

SERVICE COMMENCEMENT / G0432

N

i ] [

- . ¥/ Element Attribute: | ¥/ Element Attribute: ¥/  Element *| Element Views / ¥ . X Unique o
Element #ttribute: ReportingStage appienin et vicves W Senhla Sessions Tty Event Points
COr=t=1 @ 531 4.32 123 62 o
« [F]SERVICE COMMENCEMENT co4s3s SUBMITFAILED 13 130 10 10 o
[ SUBNMIT 10 5.00 2 2 o
a0 SUBMITFAILED 0 250 - - o |l
4, [F]SERVICE COMMENCEMENT coooss & 287 E E o
connss SUBMITFAILED a 267 a a a
SUBMITSUCCESSFUL 2 100 2 1 a
@, [JSERVICE COMMENCEMENT Gnaa18 2 200 1 1 ol
4, [F]SERVICE GCOMMENCEMENT Gnaa1s SuBMIT = 200 1 1 o
[E]SERVICE COMMENGEMENT Gnaaas SUBMITSUCCESSFUL 2 100 2 1 a
[ ]SERVICE COMMENCEMENT Gnaa1y 1 100 1 1 o |[F]
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e Privacy is important to ACC, Users have the option to
opt out of data collection

ACC Site Usage Statistics Settings

You can set how the ACC Statistics system will log your user data:

Anonymous

I understand that this will allow ACC to continue to track
website statistics anonymously.

Opt-in

I understand this will allow ACC to track website statistics
based on my HealthLink certificate ID. This helps ACC
understand how this service is used and allows us to make
improvements.
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Event type by Registrant

User Registration Action By Vendor ) Al Dst= J Report W J [ Report Settings 25
Thursday | 6/M12/2014 EH =~ 1 (B)
& [BR| S=ome=nt: Al visitors = Tt (= T =
~ Chart
'] .} N — Select Metric | Scssions [~ ]

Pie chart represents
line iterms s=lect=d
from the table below
and may not
represent a true total.

Registration ID: UNAUTHENTICATED “«
Element Nanme: HCSS

Element Attribute: Query VendorID:

Sessions: 20 (10.58%a)

~ Table

Find in Table a, 7 ) Total 4414 Rows
Registration 1D - Element Name e s T sessions @7 SSRTions T Unlaue
[Orotar  &» 2,798 1.87 1,50
[OJurauTHENTICATED HCSS:FORMS EXPERIENCE PORTLET =1 z.82 1
CLAaIM STATUS BUT TON CLICHK E1ze07 =a 2 a2
CLAIM STATUS: TREE CLAIM STATUS Za = am
CLAIM STATUS:  TREE CLAIM STATUS =za 329
CLAIM STATUS:: TREE CLAIM STATUS =1 182 1
] vresau THENTICATED HCSS =Zo0 3.33
— CLAIM STATUS BUTTON CLICK Ls1ses 12 =.=0
CLAIM STATUS:: TREE CLAIM STATUS 19 =71
CLAIM STATUS: TREE CLAIM STATUS 19 Z71
] 41221 s7r@aa.conm SUBMIT FORM CLICK 18 18.00 | .
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Event points by segment

Jun 12, 2014 - Jun 12, 2014 G

B Segment: All Visitors

o
REGISTERED USERS
RESISTERED USERS

 Table
Find in Table

vent Score by registrant

_._

REGISTERED USERS
RESISTERED USERS

REGISTERED USERS
REGISTERED USERS

Registrant

REGISTERED USERS

® Sampled Data (10.00%)

- "

Event Points [~ ]
»
REGISTERED USERS
REGISTERED USERS REGI...ERS

| e e

kel

Legend

»

»

REGISTERED
RECISTERED
REGISTERED
REGISTERED
REGISTERED
REGISTERED
RECISTERED
REGISTERED
REGISTERED

REGISTERED

goedennCo

PREVENTION. CARE. RECOVERY.

Te Kaporeihana Awhina Hunga Whara

=S|

USERS /
USERS /
USERS f
USERS /
USERS f
USERS /
USERS /
USERS f

USERS j

Report Settings

£

L | =

SUBMIT FORM
INVOICING::TF
UPLOAD CLAIF
UPLOAD CLAIF
INVOICE SUBM
HCSS

HCSS:FORMS E
PAYMENT ADW

PAYMENT ADW

USERS / CLAIM STATUS

=

[+]

Total = 12 Rows

Registrant

Element Name

- -
Event Points Event Points [ Session

[Jrotar &
[l RESISTERED USERS SUBMIT FORM CLICK
[FlrEcISTERED USERS INWOICING:: TREE WELCOME
REGISTERED USERS UPLOAD CLAIMS:: TREE CLAIM LODSEMENT WELCOME
[l REGISTERED USERS UFLOAD CLAIMS: :TREE CLAIM UFLOAD AFFLET
[#l REGISTERED USERS INWOICE SUBMISSION BUTTON CLICK
[ REGISTERED USERS HCSS
[WlREGISTERED USERS CSS:FORMS EXPERIENCE PORTLET
Bl REGISTERED USERS FPAYMENT ADVICE BUT TON CLICK
[¥lREGISTERED USERS PAYTIENT ADWICE:INVOICE PAYIMENT ADVICE PAGING
[l REGISTERED USERS CLAIM STATUS BUTTON CLICK

128,200 43.31
119.200 21892
101,000 T4.26
50.200 =1.28
50,500 a1.28
42,200 781
9,000 128 .57
2,000 128.57
3,000 17.85
2,000
2,700 2.07
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Then Segment for Value!

Segment Name: DHB Only

Segment Category: L Standard Segments n

Segment Type:
| &

(=) Same Session @ (L) Cross Session @

(Registration: Registrant WILDCARD 3:0HESG)

Segment Name: High Value Customers

Cri Segment Category: L Standard Segments -

Segment Type:
‘ &

(=) Same Session @ () Cross Session @
[(Top Line: Event Points GREATER THAN OR EQUAL S00.00)

Segment Name: | One Touch Customers

Segment Category: L Standard Segments

Segment Type:

@ 2

(Top Line: Event Points LESS THAN OR EQUAL Z0.00 )

(=) Same Session e (L) Cross Session

Criteria Type: L Top Line

Criteria: L Abandoned ltems
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IBM Digital Analytics Implementation |

EGFP Time To Commit [& Pt | @ Scheduls POF Deivery | B G o I N o |

avg: 0.72 s wax 4,07 s win: 0,05 s ave: 0.41 max 1,19 « min: 0.14 s

What Next?  -o
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The Web Analytics Lifecycle

Monitor
the business
performance of
your web
channel

Optimize
for
incremental

gains

Monitor: Track key
performance indicators to
monitor health of site,
impact of optimization
initiatives and direct
investigation based on key
changes

Discover: Diagnose
factors affecting KPIs and
identify opportunities for
improvement

Optimize: Make data
driven changes

-Repeat-
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.

e B2B and B2C integration — “Holistic view"” of
ACC's eServices presence
— common visitor id + transaction id = Knowledge

e Global ACC rollout and standardisation on IBM
Digital Analytics
— Total view of ACC online presence as a whole
— Customer analytics
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Social Media - Sentiment Analysis — Social

Chatter

Tweet

— Is ACC being Liked?

— Or tweeted?

IBM WCM - Targeted Personalisation based on
Digital Analytics data

— Based on user segments and engagement value etc...

Channel

IBM
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Open Source eBusiness Submissions

o4

e Tablet based data input on —
location leveraging 7 /‘ | wm\mm‘_W\M‘i
device ability (GPS) etc. : ’ \
All tracked by IBM
Digital Analytics

e Offline form submissions
allowing providers to finish
the paper work and push us
the data once ‘back at base’
Sending the tag data at

(the same time! y
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Thanks to Aidan and the Online IBM
Support Team!




