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Impressions

e: IBM Customer Engagements




Engagements






Climbing.




Informed.

Source: IBM Customer Engagements
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Live in.

—— - “ e g r— -y — e © ¢y o A - . -

Source: IBM Customer Engagements 6
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New. Expectations

“The last best
experience that
anyone has
anywhere...

o

J
...becomes the minimum
experience they want
everywhere

L

ﬁ& iy

et )
'




This is not User Experience...

Functionality usually is
confused with design and
user experience.

Functionalities and
attributes neither creates
a relation nor an
engagement.

Digital Transformation — IBM Confidential
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Experience. Design

Designed for the practitioner and the way to work
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Cognitive Power

First steps we’re exploring

Analyze Trends

Leverage a multitude of data sources
to provide data on key trends—along
with evidence of why.

Real-Time Personalization Services

Continuously learn from each individual
interaction to deliver the right experience
at just the right moment.

Commerce Insights

Ability to learn from the data and provide
advice based on evidence.




Organizations face major
challenges when it comes
to understanding their
unstructured information...

Digital Transformation — IBM Confidential
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To unlock insight from
unstructured information,
organizations need to ...




Watson. Help organisations reveal unique business insights

Digital Transformation — IBM Confidential
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Replay buzz on Look and Colour
though unclear if it is unique or strong

E = Get the Look: Festival Fever!

21-Jul-2015, 3:23:34 PM
.. favourite celebs.LoveBox festival took place on Friday and Saturday in Hackney London; arguably one of the ... festival hosted a super-star line up; with hip-hop legend Snoop Dogg headlining Friday, and Hackney ... and work that
B6IBIE-blocking! This red jacket by Baracuta is great to make a bold statement and ... j88ii§ like these ones by Replay to get the complete look. Rudiemental Baracuta £129.35 Replay -; ... comedy and literature event showcased their best

line up to date, with huge headline performances by Alt J ..., Portishead and Noel Gallagher's High Flying Birds, scenic shows and workshops by theatre companies, ... Pleasing the crowds and the media with some reminiscent Oasis hits; Noel
Gallagher kept it casual ... Luke 1977 £57.50 Noel Gallagher Suffolk's own Ed Sheeran shocked audiences by showing up todotwo ... ... GET THE LOOK: FESTIVAL FEVER!

This entry was posted on July 21, 2015 by intern Accent Clothing.

This weekend saw the last few festivals happening in July, and we are still loving the festival looks being put together by our favourite celebs.

- H LoveBox festival took place on Friday and Saturday in Hackney, London; arguably one of the most upbeat and lively festivals around with a focus
= [£ Replay Womens Janice JE&IS 009 i Y Y 4 guay P Y

on the best dance music around. This year, the festival hosted a super-star line up; with hip-hop legend Snoop Dogg headlining Friday, and
Hackney's finest Rudimental closing Saturday night (with a selection of guests including Ella Eyre and Dizzee Rascal). Here's how you can get tho|
20-Feb-2015, 3:30:00 AM LoveBox look! Take inspiration from Rudi and work that king! This red jacket by Baracuta is great to make a bold statement
and keep cosy on those summer evenings! Pair with some blue jeans like these ones by Replay to got the complete look.

... wait too long on items being delivered although | only received 2 of my 3 items as a pair of [Ea08 - Product: Lovely BOIBEF & nice fit.

| Rudiemental Baracuta £129.35 Replay Jeans £75.00

Posts featuring Look, Colour indicate association with Visual
Appeal for Replay Jeans — but we cannot be too sure as Color
also features in discussions on Replay with other brands

= Christmas and New year decorations at Select Citywalk mall

06-Jan-20 12:20:14 PM
ecf;s“\'f:':’;:“‘::: :;‘(0"‘:$° outin 190"‘5’:‘:‘?0'“ “jPG'SK'“ b'f“‘s the laws of the “_":‘_‘2'59- 100% Select citywalk mall is decorated like a bride for festive season. Select citywalk is one place you tenants including Goodearth Verandah, Pantaloons, Crossword Bookstore, Mothercare, Arcelia, and ... The mall also has 125 stores
wral GReplay #hyperskin #replayjeans #jeansyoucanworkoutin ==
representing over 500 major Indian and international brands of clothes ..., Kipling, La Senza, Levi's, Mango, Next, Pepe Jg8ii§, Replay, Tommy Hilfiger, and United [B8IBS of ... first stand-alone store in India, featuring CK JE&i§ and CK
v @ nstag Underwear.The mall has a 10,000 sq ft ( ... Wikipedia and http://www _selectcitywalk.comThis footage is part of the professionally-shot broadcast stock ... The Wilderness Films India collection comprises of 50, 000+ hours of high quality broadcast

ompleting the top five is model Irina Shayk. She was snapped up by L'Oréal justafey  IMagery ... Please subscribe to our channel wildfilmsindia on Youtube for a steady stream of videos from across ... . ...

onths ago and has been enlisted by Replay to launch its Athleisure range of

Replay Hyperskin

Digital Transformation — IBM Confidential g
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Twitter Analysis: Share of Voice

Levi’s was the most ‘tweeted-about’ brand, Most twitter discussions on attributes were
followed by Topshop, Diesel, Guess, Zara around Fit, Style, Cut, Stretch and Store

~ Share of Voice - Brands a ~ Share of Voice - Atiributes =]

Brands Attributes
B Levis B it
. Topshop . Style
B Diesel B cut
B Guess B streten
B zz= B store
B River Isiand B color
. Nudie . Comfort
. Frame - Price
B serana I ook
. Replay \ - fade
. Acne \ . Design

B Jcrew

Bl uniqlo

B vadewell
- ralph_lauren

B shink
B auaiity

Digital Transformation — IBM Confidential g
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Analysing Relative Co-occurrence of Brands & Attributes
Does an attribute being mentioned with a brand say anything?

Brand-wise analysis
Brand - Attnibute Relationship

Even after
discounting for
usage of Guess in
non-brand
conversations, it
. .Store

is clearly leading Design
in the buzz

High co-

Fit .
occurrence with
multiple
attributes

Str.

Acne |
Co‘or Fit

Style
Color Fit v

Stre... Store

Price =
Touch Uniglo

Design Co...

Store

H&M seems to
be used With I-P_—--CI-_____
style and store HEe olor Style

Price

Touch Replay

Design Color ¢

Str...
Comfort

Stretch Store Design o Fit Style

Digital Transformation — IBM Confidential
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Cognitve.

IBM Watson Personality Insights

Personal Info Personality Analysis

.| Maja Barel e Expand / Collapse
8! @majabarel
?stanbul +

ts (63%)

Artistic interes

en 2008 (1322) ‘ 646 ‘ 613
language | tweets (analyzed) following folowers

You are skeptical, shrewd and analytical. You are driven: you have high goals for yourself and work hard to
achieve them. You are reserved: you are a private person and don't let many people in. And you are proud:
you hold yourself in high regard, satisfied with who you are. Your choices are driven greatly by a desire for ~
prestige. You consider achieving success to guide a large part of what you do: you seek out opportunities (555 &8 (\Qa;.,\

to improve yourself and demonstrate that you are a capable person. You are relatively unconcerned with \\f)_"le\
taking pleasure in life: you prefer activities with a purpose greater than just personal enjoyment. e
(10%)
Altruism (21%)
Cooperation (65%)
zlodssty (8%)
Sy a8 (12%)
Latest posts s L™ S Y (37%)
ely(k %)
%)
Maja Barel @majabarel 14m
m It's always more important to be kind than to be right. - Rich Simmonds #quote

Maja Barel @majabarel 2h
m RT @Saudamini_D: @majabarel that makes two of us Maja, lots of exciting opportunities to look

>> Details

Digital Transformation — IBM Confidential
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Real time.

Our cloud-based insights and curation
platform provides adeeper dive into the
data providing real-time analytics,
download reports and export data that

can plugged into different core systems.

.
“\%ne

] tumblr.
>
g n (11 Tube]

(ONONONONO)

(ONONONONONONO)

ONO)J

Crisis Monitoring

Branding, co-creation
Sales Lead Generation
Campaigns Monitoring
Point of Sales Engagement
(Digital Branch)

Product Launch

Life event detection
Competitive Intelligence
Employee Advocacy
Discovery/Innovation
Customer Journeys

Digital Signage powered by
Data and Analytics
Marketing Events
Cognitive Call Centers
powered

by IBM Watson

Q)



Real-Time Visualisations:

HOOHNEERER=FLTOOAND  DECOOO: X\ %S mmy

Insights Platform /
Real Time Analytics

KEY SOCIAL STATS KEY SOCIAL STATS KEY SOCIAL STATS
AGT 24 HOLRS: W SOUIM AFICA A6 24 HOURS L AGT 24 MO VODACOM

N 9 1 e e e s
_I_- “_'l---_l ---

K)bl EFFF('” F RN‘\\[ POSTS 7405[ EFFECTNE BRAND POSTS MOSY EFFECTNE BRAND POSTS
3 e pp B o
D Ll Lrem . o m
963 25 7,501 17 13.6K 26 ||.7K 1”1
= o =
SHARE OF VOICE SHARE OF VOICE

Visualisation Platform /
Make data look beautiful






Use Cases.

You’ll never have a product

or price advantage again.

They can be easily duplicated, but
a strong customer service culture
can’t be copied.

In the world of Internet
Customer Service, it’s important
to remember your competitor is
only one mouse click away.

Loyal customers, they don’t just
come back, they don’t simply
recommend you, they insist that
their friends do business with you.

The more you engage with
customers the clearer things
become and the easier it is to
determine what you should be
doing.

O

.



Use Cases.

KEY SOCIAL STATS MOST USED WORDS TODAY ¥ MOST EFFECTIVE BRAND POSTS

LAST 24 HOURS: MTN NIGERIA CRISIS IN CONVERSATION MENTIONING MTN NIGERIA CRISIS TOP PERFORMING MTN NIGERIA

IMPOSED

W s @R GENERAL

Photos Tagged Retweets New Twitter Followers
- L | L | - HULDEK
Mentions New Facebook Likes New Facebook Comments Total Reach

IEM

IBM
MOST INFLUENTIAL TALKING TODAY ¥ LATEST TWEETS ¥ LATEST USER GENERATED PHOTOS
MENTIONING MTN NIGERIA CRISIS MENTIONING MTN NIGERIA CRISIS

TAGGED WITH MTN NIGERIA CRISIS
ENCA %

1 ‘
"_,: . 9 ',-.”n Lir Ima rapoe lan otoberFe: Khaleesi @AyshaaPink
T -[v[RES S S R ) H
IBM IBM IBM
CONVERSATION OVER LAST 24 HOURS ¥ GLOBAL HE ¥ MOST TALKED ABOUT Yy
MENTIONING MTN NIGERIA CRISIS MTN NIGERIA CRISIS s | PEOPLE & TOPICS IN CONVERSATION MENTIONING YOUR KEYWORDS
L @Zt" GMT vl
=]
)
; .. http://ibmcommandcenter.com/swf-preview/IDOPB6UL
Risk / Crisis Management

Digital Transformation — IBM Confidential
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http://ibmcommandcenter.com/swf-preview/IDOPB6UL

Use Cases.

KEY SOCIAL STATS

LAST 24 HOURS: MTN SOUTH AFRICA

908

New Facebook Likes

22 1

New Facebook Comments

Twitter Mentions

27

Photos Tagged Retweets New Twitter Followers.

IEM

MOST EFFECTIVE BRAND POSTS

TOP PERFORMING MIN'SOUTH AFRICA CONTENT
| e

Bonolo Bridgette Bonokwane

6 days ago

Only being able fo charge one
device ot a fime can be
froublesome t fimes, but no
more, Take G look at the
ALLDOCK: zﬂwhwl |nhmm"wﬁlhllﬂhn
hifp://goo.glipGLeHM mif | love u madr now days u are full

Priscilla Nonky

COMMENTS REACH

20 8,766 2

it =
SHARE OF VOICE

MIN SOUTH AFRICA V§ COMPETITORS

- 18%

L T T WL T W
Change in volume of mentions in the last 24 hours

+ 28%

I
Change in follower growth in the last 24 hours

1o =

Competitors Overview

215

Digital Transformation — IBM Confidential
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KEY SOCIAL STATS

LAST 24 HOURS: CELL C

B " [

New Twitter Followers Twitter Mentions New Facebook Likes

New Facebook Crs

KEY SOCIAL STATS

LAST 24 HOURS: VODACOM

li|_39

New Facebook Comments

B ]

New Facebook Likes

Twitter Mentions

200 . . 7°_|--

Total Reach Photos Tagged Refweets

IEM -
MOST EFFECTIVE BRAND POSTS g

TOP PERFORMING CELL C CONTENT

£} Go shota fela Facebook Data@5
§ 2daysago

“a You can now share your dafa Mogomotsi Jacob Makgotioe:

How Does One Port To Celic

- | 18Cs..

COMMENTS [

25

LIKES |
3,327

IEM

SHARE OF VOICE

CELL C VS COMPETITORS

Change in volume of mentions in the last 24 hours

+ 27%

I
Change in follower growth in the last 24 hours

IBEM

New Twitter Fc

New Twitter Followers

MOST EFFECTIVE' BRAND POSTS

TOP PERFORMING VODACOM CONTENT —

1 day ago
We con't advise you on your

#VodacomStarterPock wil
moke things easier. m »gmuougn did not have
cgoueu in yearst!
Ashley Claylon
COMMENTS REACH | SHARED |

14

s ]
48

2,447 )

IEM

SHARE OF VOICE

VODACOM VS COMPETITORS

+ 33%

I
Change in volume of mentions in the last 24 hours

+ 21%

I
Change in follower growth in the last 24 hours

IBEM

http://ibmcommandcenter.com/swf-preview/IDWWILUN

—~

O



http://ibmcommandcenter.com/swf-preview/IDWWILUN

Use Cases.

FACEBOOK HEALTH MONITOR

Competitors

968.4K Total Likes

Ed TWITTER HEALTH MONITOR

L

368.9K Total Followers

““““““““ 591 Competitors
V o s o) W
L N T N W Cgree
INSTAGRAM HEALTH MONITOR ¥ YOUTUBE HEALTH MONITOR Yu @D
368.9K Total Followers 1.2M Total Likes
+23% 591 Competitors +100% 865 Competitors
n = T, - n o
= u - . W T
___ Gl 1=m D
Social Media Management

Digital Transformation — IBM Confidentia
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http://ibmcommandcenter.com/swf-preview/ID4EEW0V

Use Cases.
KEY SOCIAL STATS

o)
o

LAST 24 HOURS: RIO TINTOMINING e 5\“» 7"

 £]
T

New Facebook Comments  Total Reach Photos Tagg;-' ST

n
oA

New Twitter Followers Twitter Mentions. New Facebook Likes

IEM
SHARE OF VOICE

SOV BY FOCUS AREA:
13% INNOVATION

M@s’ EF Eﬁ4 E BRAND POSTS

TOP PERFORMING OWNED CONTENT
[ £]

o« Andy Skouto that's you
Follow Rio Tinto AU Careers on A
Twitter to get updates on ZEYD
news and career
opportunities.
:tulps:lllwiner.comlk Careers [Ive cceier]
JrE—
COMMENTS REACH SHARED
9 . 2,604 20
. &
o gf
f
IEM X
i

C-Level Dashboard
Other Data Sources Integration
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TR vSE,NnMENI‘ "ANALYSIS

SENTIMENT ANALYSISBY PLATFO RM F ON}IIO TINTO

2 Glencore Xstrata | |

P—

I -
Change in follower growth in the last 24 hours

IEM gy IBM ‘\\ \:
MOST INFLUENTIAL TALKING TODAY W LATEST TWEETS .
MENTIONING YOUR KEYWORDS MENTIONING RIO TINTO MINING \

\

)

17 RioTinto i


http://insights.buzzradar.com/swf-preview/IDHB7IPJ

Use Cases.

#BeingThere with Emirafes

Hello Tomorrow Emirates

s o ‘i'a"m;f‘"’l"i:

P
o e

VIEWS29328 1IRATINGS  AkAK * ¢, COMMENTS 2

#BeingThere Campaign

Point of Sales Engagement
Digital Signage

Digital Transformation — IBM Confidential
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MOST EFFECTIVE EMIRATES POSTS

2 days ago

72 \Washington D.C.

COMMENTS

25

GLOBAL HI?

~ :\..

BIRMINGHAM TREND [l

679%]

Branding

Emirates A380 touches down in

P

‘5}‘,
() A

Good

Kintu Joseph

Emirates leads others follow

Patrick Ngure Muiruri

REACH

120.5K

SHARED

489

A

onMatct
ral

b
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Closing the circle.

ourney Analytics » Path analysis > Top paths . Messages | () Anthony | @ Help %
O Collaborate

TOp pathS *)) Notify

Report details -

Any Look back 7 days \'_'
Start
Touch point Purchased

End

Separated view Timelapsed view Merged view
Best within metric

Unique

Top 5 paths by top tier buyers ranked by most traveled during 02/01/15 - 02/14/15 Most traveled Duration Revenue e

e Co? .
D = ) DA = 30% (60K) 8 days 25% (50k) $

G_) D "o, B85( 8% (16k)

Mobile web

Mobile push
D D4 6% (12K) 10 days
Mobile web

E’"’ D Q: 2 14 days 1.6% (3.2K) $

Mobile push Mobile web

C] 13 days $24 0.8% (1.6k) 3




Closing the circle.

o000 T 4:21 PM

17
Experience Designer > Storyboards Q search | [&] Calendar = %4 Messages | (@ A | @ Help

Market

Top tier buyers

In marke
10 Feb 15

4:21 PM 2% 0L
- 17
Q Search Calendar Messages @ Ann 0 Help

Landing page

marke!

Evan Channel Manager ~ August 14 2014 10:46am
add a direct mail piece right before the store event.

Past experiences suggest that this will really drive up

attendance
n Channel Manager () Carlos C

Ann Experience Designer Yesterday

That's a good point, Evan. I'll add a direct mail interaction to
the storyboard.

Evan Channel Manager

Great - do we have any existing creatives?

Ann Experience Designer 23pm

We'll need Carlos Creative to develop a new creative for
it. I'll send out a work request.

Evan Channel Mar Anthon

O =



Closing the circle.

= Customer Data Exchange @ Edward o Help

Associations Events Audiences Endpoints ") Notify — Request © Collaborate

Publishers and Subscribers
@ Publishers Subscribers @

Subscribe to events Share audiences

Digital Analytics Campaign
IBM 1BM

Interact Journey Analytics
IBM 1BM

Journey Analytics
IBM Subscribe to events

Select destinations

Marketing Cloud

IBM Pending subscription

Digital Analytics Journey Analytics Selected avent(s)

Mobile Customer En... Cart Events / Journey Designer ] Cart Purchase
jital Analyt
16H Cart Purchase Marketing Cloud Ev

Cart Abandonment
Cart Abandonme... v Mobile Customer Engagement IBM oiita tic

MediaMath Marketing Cloud Interact
MediaMath

Mobille Customer Engagement Campaign

Journey Analytics Mediamath

Facebook
FﬂCehOOk Interact Shoutlet

Joumey Designer Facebook

Mediamath Google

Facebook Gigya




Capabilities.

#BeingThere with Emirates _—

Powered
by
Watson

Understand and

Analysis and up-to The most powerful Cultivating the Visualise insights in improve your

near real time, turn Cusiomerjourney.

data into actions.

date insights of all cognitive and analytic customer perspective
industries enabling engine for business with a design focus at
accurate and relevant analysis the forefront
solutions
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Let’s transform.
Thank you

L. AR
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