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Today’s demanding customers

More knowledgeable about
products, costs, and price

More savvy about
technology and
products/services

Less loyal to any given
retail entity

Self-sufficient
and demands information
to make smart decisions

Active participants openly
sharing and seeking
consumer driven content

Proud of being an individual

and expects personalization

and high customer service in
every interaction

Driven by three new
currencies: time, value, and
information
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Delivering Smarter Commerce

The increasing need to coordinate the fragmenting brand
experience

New mediums, digital touch points, and interaction models are influencing and
fragmenting the customer journey, changing the way one markets, builds
relationships, and delivers brand value

S k
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Cross-channel shopping is the new norm

Consumers’ interactions with the brand or varied, ever changing, and
challenging retailers to deliver consistent experience irrespective of

channels
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Delivering Smarter Commerce

Enables companies to deliver a consistent, customer-centric
experiences across multiple channels and touch points

* Provide market-leading “Customer
Interaction Platform” to provide a
single view of the customer across
channels

= Deliver rich, buyer-centric
experience to “automate operations
and increase revenues”

= Power “complex business models”
and business value chain around

WebSphere Commerce B2C, B2B and Demand chain from
“Customer Interaction Platform” a single platform

© 2012 IBM Corporation
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WebSphere Commerce: Customer Interaction Platform

Customer context

Customer interaction platform
Cross-channel customer touchpoints

Mobile

Attitude and
preferences

Commerce business services

£€
¥

Pricing and
promotions

g

Catalog

Foundation

so

Configuration

&

Marketing and
merchandising

1

Business
user tools

Social

o I

Contact
center

Contracts and
relationships

E

Quote
management

Q

Search and search
engine optimization

%

Developer
tools

Language and
cultural support

¥

Order
management

-

Multisite

Application
foundation

Partners and
affiliates

o

Customer
insights

F1
Assisted
interactions
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Delivering “one brand experience” across both direct and

extended channels

Direct channels i/ Widgets for products

and promotions

Shopping experience,
Web Marketing campaigns and N
promotions — e®
T g
B2B / Dealers ¢ =
o b
o o
*

Mobile «*

& ebSphere SIS

Conter Commerce ,,

Customer
Interaction Platform

Kiosk Field Sales

Distributors

POS

Extended Channels

sle s
N fI-

il v e &

Social Networks

___ iy .|___-\_\'..

Content Aggregators
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Rich Customer Centric Experience via out-of-the-box Web,

Store Models

= B2C and B2B Store Models

» Fast finder, quick view and single page
checkout

= Marketing content

» Integrated Social Commerce
= New Web 2.0 Widgets

= B2B Operational Support

» Search Engine Optimization

= | ocalized stores for Brazil and China

B2C Store B2B Store

© 2012 IBM Corporation
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Web 2.0 Ready Starter Store

—~

Wish List - LangusgeiCurency | Sign vRegister

“ FIrora
aurora

Commectin Fecencoe KN 1200ss5am3s S Lo

Mini
Shopping
Cart

y,

Faceted
Search

00 l

28,00

Save 15% Off Your Entire Purchase B Free Shipp
Savn $25 0n ol ovdes ovw B000 USD

Sublotal for 1 ilern(s) 1225.00

i
The Season’s

Hottest Stripes

Save 25% on women'’s

shirts and blouses
N\’
'

(Y

Mew This Wesk

LV 4

Alnin Swaighs Cacs Luigl Vatens Seige Tote
Dreas &

$250.00 $70.00

Sh”,t Mix & Match
Sale 1= SHOE SALE

15% off men's
dress shirts

buy 1 get 1 free

2 pairs, get the 3ed for free

~ N\

- s

Product
Fast
Finder

Rule-based
Personalization

Suggestive

Selling eSpot

L

a® i
.. i L
} Save 15% Off Your Entire Purchase
Home Home& Fumishing - Appllsnces
Filter by Appliances

Products [ 25-3

Compes

KRCIENE] SIS Comes )

SE2.00

[

S135.00

Perfect
Every Time

15% off specialty
coffee makers

Wizh List | LangrageiCurrency | Sign i

W Subtotal 50.00
Carr o=y
Pl

All Departments | Q

Tollalefll — On orders over $100

Big Kitchen
Savings

15% off large
kitchen appliances

iz El e
S [P |

HHE0 11500

resz0 hazner

530 hizker

Elkectrobizid Swit Cofes Maker
§20.00

Pop-up Quick Info

[Gaigen)
S135.00
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Starter Store Product Level Feature

* Multiple product views and swatches to ease decision
making
 Integrated inventory data shows item availability

* Product ratings and reviews support customer
interactions

* Product recommendations built into the store design

» Coordinate widget supports cross-sell, up-sell of
additional products

e Customers also purchased tab
« Recommended panel
* Recently viewed panel

Recommended

Jirick | ;{b
2
&

Ei

Gusso White Casual

Shirt
$40.00
Luigi Vale
Corzet 1-2 }
[Recently Viewed J
Gussn Pr e 5-Piece Everyday
Printed Tt 1L I Sitverware et
$40.00 i i I i l £14.99
' Wiew Details
Albini Bla
o 5-Piece Kitchen Utensil
Set
£8.99
View Details

Description [Other Customers Also Purchased J

Albini Sleeveless Slip Dress + Albini Empire
Waist Knit Dress
Combined: $150.00

Add Both to Cart

|

)

<3

KitchenCraft Stainless
Knife Set
S0 5145.00
Seven piece precision stainless steel knife set for the demanding chef.

Quantity 1

Add To Cart
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Optimize Cross Channel Interactions & Cross Channel
Processes

= Buy Online and Pickup In-store
(BOPIS)

= Or Reserve Online and Pay/Pickup In-
store

= Endless Aisle

= Buy out-of-stock items in-store and ship to
home

= DOM Integration
= Store inventory visibility

= QOrder transfer, inventory allocation, and
status update

© 2012 IBM Corporation
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Mobile Stores supports Smart phones and Tablets

* Mobile Starter Store (Mobile Web Application)
e Optimized shopping flow for smart phones

* Product content and eMarketing spots targeted to
mobile users

e Store and stock locators
e Buy on mobile and pickup in store

] Mobile store & SMS for Cross- Channel
* Mobile SMS support shoppers

« Marketing and promotion T
e Order notification and alerts
e Store events

* Benefits
Mobile, web and in-store integration
Single view of customers and their orders
Store locator and store information
Inventory visibility across channels
Persistent shopping cart: web & mobile

© 2012 IBM Corporation
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Mobile store for smart phones

‘A'A MADISONS Products Stores = Cart (0)

savings

up to 25% oftf on

children’'s fall fashions .

Check-in

cookware
20% off

My Account

Sign In | Help | settings

Shopping List

Weekly e-flyer

coffee makers
shop now

Compare

| ruliske | Privacy

Pollcy

=

Search

- —

™~

( .
Swipe

eSpot »

Multiple
wish lists

Cross
channel
inventory
\_

Location
based
services
\_

‘A'A' MADISONS Products Stores = Cart (0)
Q

¢ Banker's Desk Lamp

FUDEL-0T
$129.95
Quantity: |1

i 1

Add to Shopping List

Compare
Description:
A classic banker's lamp that delivers natural illumination
for glare-free vision. Traditional style, with a pull-chain,
solid brass construction, and a green glass shade. 14"

tall. 60W maximum. Bulb not included. No assembly
required.

Availability

Online:

®1In Stock

In-store:

@ Markham Centre: In Stock

Change Store(s)
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Personalization with Precision Marketing

= Powerful, automated, one-to-one riggers
merchandising and marketing & :
based on shopper preference
and behavior

e

/ Precision
Marketing
Engine

= Build an ongoing, event-based
dialogue with consumers by
processing triggers and
responding with actions

Cross/Up Sell Point of Sale

— “Email Kiosk
Personalization Search
Cross Channel Precision o & & e = o
. . place
Cust R t B h d Custs Pl Ord Send M
Marketing Engine supports eyl W vy i i
. registers wi e whicl e places an order L= messag
* Web, Mobile, Cross Channel store customer M) ok
A L. i you for
» Social Participation . purchase
. = >
* Integrated with ecosystem ad a
place Wait Send Message
* B2B “behavioral marketing” order Wait for 7 days Message type:
. . E-mail template:
* Behavioral segmentation Fallow up after

registration
Send at daily
scheduled time
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Cross-Channel Precision Marketing

Business user builds a dialog activity by selecting target customer,
triggers to wait for customer event or time lapsed, and actions to
define what to do

P
g B

W &
[ &P

— =] O = 53
Customer Abandons Shopping Cart Send Message Bi h Customer Places Ord
Check for customers with carts Message type: First path for Wait until customer
abandoned for 2 days E-mail which the places an order
Frequency: Check daily E-mail template: customer
Abandoned Cart gualifies — ) E
E-mail = £ <[/
Send at daily follow up
scheduled time again Wait Add To or Remove From Customer Segment Send Message
Wait for 3 days Add customer to: Entitled to 10% offer Message type:

E-mail

E-mail template:
Abandoned Cart
10% offer

Send at daily
scheduled time
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Shopper

Example Precision Marketing Activity:
Deliver Email offer when customer takes no
action after registration

store

— =g p=d @
SR
place
Customer Registers Branch order Customer Places Order Send Message
Wait until customer First path for Wait until customer Messzage type:
registers with the which the places an order Text meszage
customer (5M5)
qualifies Content: Thank
you for

el

urchase
| > i

=t}
did nof]
place Wt Sdnd Message
_owder | wat for 7 days M ssz_ulge type
E-fmal

&
.8

o2y

"f" Wait one

74 8

week

E-fnail template:
Follow up after
refjistration
Sdnd at daily
sgneduled time

Email Offer

Thank you for your
registration. We’re
running a special on

© 2012 IBM Corporation
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Delivering Smarter Commerce

SEO and Landing Page Optimization

GDDSIE ‘cappuccino maker [ search |

Search: @ the web O pages from Canada

SEO & ﬁanding page optimization | Save and Close | | Close |
=P
|=] Targets
| E=E| ] =]
E-Marketing Spot External Site Referral Fefommend Content
T, Customer views e- Comain is: Google 10%: off cappuccino
By éj Marketing Spot: search maker
CategoryFPageRec Search keyword
@ T ommendaticns contains any of:
Capuccing Maker

All Cappuccino Makers

10% off
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WC Search Solution

Faceted
Optimizing the search experience with Product Navigation

FErand

search-based triggers Recommend | "o
Result Ranking o

Landing page

e ]

drive Search - ..
results Espresso pm—

WC Triggers i =

0 Search Query

— e Storefront

Avg. Customer Review
Any Avg. Customer Review

$25 to $50 (5)
$50 to $100 (4]
$100 to $200 (=
& b

Auto-Suggest Spell Correction = e ——
Icoﬁ‘ee{ cofeecup Q] = g ¥ 1 8
We could not find any matches for your search. - "cofeecup” = o e wae
3Ird art Yim
f party oo_ﬁee maker Did you mean: "coffeecup"” "coffee" "teacup”» ' I 12 -
Apache Search in Horme & Garden - -
solr in Electronics ild d TR B
Engine coffee grinder Phrase Wildcar - ===
coffee mug Ibreville coffee maching | |brev® coffee]
coffee machine
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Social Capabillities to Enable Collaboration and Conversion

On-site

eFacebook Plugins

eRatings & Reviews

*Blogs & Photos

Off-site

ePromotion Widget
*Wish list Widget

eSocial Sharing

Insight

eSocial Bridging
eSocial Graph

ePrecision Marketing

© 2012 IBM Corporation
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Delivering Smarter Commerce

Create ratings and reviews with Bazaarvoice hosted
Integration

Capabilities include:

Mo s e Support for photo and
T Aprl 5. 2012 video uploads
LisaB * Featured reviews
Top 30 contributor . . ..
from RTP, NC Custom Ratings * Bazaarvoice statistics and
reports
This is a nice dress. ) Value . .
Photos and Videos x 41k ° SEO Support for review
Quality
& Yes. | recommend this product. g s content
-
Overall recommendation :l % St 1 ;&ﬂ_.

Response from BYP-IBM | agres | really like thiz dress too.

R

[ o | LI P

| bxught this dress and | also lowe . Do you think it is too summerny for me to wear it to a

Chrstmas party™
Comment from another user |
/c Share to your social network |
)
=— TThumbs up/down & spam report |

Rephy

© 2012 IBM Corporation



Delivering Smarter Commerce

[l
Il
h

Empower Business Users with Commerce Management
Center

» Management Center tools empowers
business users and increases their
productivity and effectiveness

= Rich and intuitive graphical user
interface based on Web 2.0 technology

= Key tools include:

Catalog management
Marketing activities
Promotions

Multi-variate (A/B) Testing
Segmentation

Store Assets

Store Preview

Tasks

oyt BIC PR

e —— (e =T ]

] o 3
B
i —— ®

papigteg fnE O Curtes legreet 4 Dagpin Cortend
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Configurable Multi-Sites Improves Speed-to-market and
Reduces Admin Overhead

= Sophisticated multi-site architecture via
asset sharing — share and override
(inclusion/exclusion) site assets by
referencing base assets

_

= Tools-driven sharing and site configuration
— catalog filtering, managing site template
and site flow

WebSphere
Commerce

= Designed to support multiple sites for
brands (B2C), partners (B2B), and geos
(i.e., internationalization)

WebSphere Commerce -

Ny Centralized IT administration
Multi Sites

© 2012 IBM Corporation
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Enable peak performance with foundation enhancements

= |[mproved response time for rich &
personalized experience

» 1 to 2 second response times delivered,
even with complex content

= Scalability for increased volumes

« Support massive transaction volumes
associated with the peaks of the retailing
cycle

= Availability for increased criticality

« Zero downtime maintenance and multi-site
redundancy

© 2012 IBM Corporation
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Delivering Smarter Commerce

Best in class performance keeps getting better

= Process more orders

 Latest IBM JVM delivers up to 20% throughput
improvements

« JDBC Type 4 driver delivers up to 15% throughput
improvements

* Load catalog and inventory data up to 3x faster with new
data load utility

= Deliver a superior shopping experience

* Leverage Web 2.0 stores for fast page loads with rich
content

» Streamlined CSS
« Fast parsing with Dojo 1.3.1

* Leverage data cache for SQL queries to improve response
times by up to 16x

* Achieve sub-second response times for most pages

© 2012 IBM Corporation
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Solution Capability Summary

= Precision Marketing

Automated, one-to-one L Engine @)

marketing based on behavior
and preference

= Segmentation
Right messages and offers to the right

people at the right time

= Marketing Experimentation i = Search Engine Optimization
Cost-effectively optimize customer ‘ ; I (SEO) \ =N
experience through A/B testing ! Optimize site to ensure better 8, EI0
ranking in search engine results :
BRYA
= Rule-based Discounts & Promotions 50 — -
Entice buyers to visit the site and buy more = = Search s
Help customers find the right R r—
products at the right time S
= Merchandising
.. ~ . Retated Products .
Maximize order size using product aeamieel @ SOcial Commerce E o 2
assn. to cross-sell, up-sell and bundles i Ratings & Reviews, Blogs, & -
: Forums M Bazaarvoice
w3 Plucksa.

= Targeted E-Mail Campaigns
Stay engaged with customers after the
sale and throughout the lifecycle

= Management Center

Business tools for Dialog Builder, : -
Segmentation & Marketing Spots

© 2012 IBM Corporation
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Q&A

T Z 5 voun

Thai q
C I_I a 0”6 0 Traditional Chinese .
Russian Gra Cla S

Spanish

P “hants %m Obrigado

English Brazilian Portuguese
Arabic

Danke

] » German M °
Grazie z '[(E:J- exci
Italian French

Simplified Chinese

BEOTOl oy pe 5 XL

Tamil
Japanese
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