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Transforming Industries and Professions 20 1 5

How mobility and analytics redefines
business
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Associate Director - Mobile & Comm%




The double revolution of ‘Insight’ and ‘Mobile’ will transform
enterprises as we know them (l)
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Mobile — Enables organizations to engage
independent of location by deploying
intelligent, connected devices
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The double revolution of ‘Insight’ and ‘Mobile’ will transform
enterprises as we know them (ll)
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Mobile — Enables organizations to engage
independent of location by deploying intelligent,
connected devices A

Insight — Enables organizations to support real-time
decisions by combining data with analytics and systems
of engagement to generate insight
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The double revolution of ‘Insight’ and ‘Mobile’ will transform
enterprises as we know them (lil)
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Insight — Enables organizations to support real-time
decisions by combining data with analytics and systems
of engagement to generate insight

Mobile — Enables organizations to engage
independent of location by deploying intelligent,
connected devices
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The double revolution of Mobile and Analytics sparks the Individual
Enterprise

A Systems of
Insight . . o .
Insightful Enterprise Individual Enterprise
Intelligent organizations Integrated ecosystems
Automated processes Insight at the point of engagement
Empowered individuals Contextual actions in the moment
Systems of
Engagement
Functional Enterprise Situational Enterprise
Efficient organizations Networked organizations
Streamlined processes Dynamic processes
Focused individuals Responsive individuals
Systems of
Records
Mainframes Desktops and Tablets, Phones,
and Minis Laptops and Wearable
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The four characteristics of the Individual Enterprise

(Mobility compresses time between
identifying situations and taking action

= Mobility drives a step change in
productivity growth

= Mobility allows fundamental
redesign of the enterprise

Create new
business
value

Unleash
empowered
employees
4

(Mobility dynamically
reconfigures workflow around
every individual

= Mobility stimulates skill acquisition
and sharpens career focus

= Mobility empowers individuals to create their own

Kwork experience /

= Mobility amplifies analytics value through real-time\
situational understanding

= Mobile analytics brings intelligence to
every action in the moment

Powered = Mobile analytics accelerates the

by return on investment of information
analytics

= Mobility redefines operating models

= Mobility is the foundation of new
models of engagement

Mobility shifts design to optimize for the end-

user
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Powered by analytics (l)

Mobility amplifies analytics
value through real time
situational understanding

Improves responsiveness by
informationalizing situations

Grows insight confidence by enriching
inputs with meta-data

Creates value by orchestrating systems of
records with systems of engagements

United Kingdom’s leader in student
housing

Provides maintenance teams a mobility
application with updates, resource
allocations and real-time updates

Improved maintenance efficiency
by 30%
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Powered by analytics (Il)

Mobile analytics brings
intelligence to every action
in the moment

Enables ‘in-the-moment’ decisions

Moves from big step decisions to nimble
decision choreography

Creates optimized intelligent response to
business volatility
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Global leader in
building materials

Operates a mobility platform integrated
with systems of record to facilitate
automatic addition of time-delay charges

IZ> Improved driver productivity by

68%
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Powered by analytics (lll)

Mobile analytics accelerates
return on investment of

information
A United States regional insurance
provider
Getting system of records with systems of

Engages with and improves the systems of engagement improved agency
records performance
Escalates data-to-information conversion IZ> 95% of managers report

_ improved agent performance
Generates new learning to enhance

enterprise competencies

V5.1 9"
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The arc of enterprise adoption

A Company
Provided
Bring Your
Own Device
Systems of Systems of Systems of
Records Engagement Insight
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Mobile design

70%
of value lies in
user experience

User
Experience

)

Maximize
effort

on user
experience

Minimize
effort on
back-end

30%

on user
experience

70%

back-end
effort

Back-end
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Litmus test for Successful Mobile Apps

Solves industry pain point

Powered by analytics:
Powered by analytics What are your key moments of truth or
touch points between employees and

. _ B
Made first for mobile customers:

O OO

Empowers employee

12




Analytical considerations should span end-to-end

=W jood] L

Segments CRM Data @ Device Data Location

Analytics
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Language Windowing
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IBM + Air Canada Case Study
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Analytics in the airline industry

Adapting to an economically and socially connected world

Difficulty creating
accurate forecasts

Economic instability
and uncertainty

Increased customer

Increased fuel . )
expectations and choices

costs

Need to optimize asset utilization
and efficiency

Difficulty gaining real-time
supply chain visibility
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IBM SIMON: Solving Mobile and Analytical challenges for Pilots

*Replicate the thought process of pilots and
dispatchers

*Predict the amount of discretionary fuel
required

*Show the rationale behind the recommendation

*Use machine-based learning so results are
continually improving \
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Social data analytics identify best practices and incorporate knowledge
and know-how into future training Shiseido’s Beauty Consultants.

JHIJEIDO
customer

relationship
with our Beauty
Consultants to
bring value,
delight and
even surprise” —
Chikako Sekine,
CEO, Shiseido
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Apple+IBM: The analytics behind the apps

Adapting to each client’s analytics journey

Advise &
Grow

()

Expert
Tech

e

Retention

Passenger+

Incident
Awareness

&

Sales
Assist

Plan
Flight

Case
Advice

Pick &
Pack

Trusted
Advice

Customer Service
(CS) Agent

Advisor
Alert
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How can IBM help?

1. Mobile Experience Workshop

One day session to help
clients re-imagine
what’s possible




2. Mobile Analytics Services

Advanced analytics for mobile infrastructure monitoring, performance and
capacity management and application usage based on end user patterns

Client Challenges \ Business Benefits \

Insight to mobile application usage
for more efficient and intuitive end
user experience (i.e. 3.5% increased
conversion rate™)

Need to take advantage of
customer experience data and
usage patterns

Need to maximize mobile
technology to improve
interactions with customers and
end users

Use of analytics to drive investments
decisions across the infrastructure
and mobile application suite

Dashboard view of mobile
infrastructure for increased
availability and performance (i.e.

60% reduced problem resolution
NG v

Inability to establish a single
interface for data collection and
reporting




