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Poll Question — 1

Do you have a mobile content strategy?

A.Yes
B.No
C.We are going to have one soon.
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Scenario Context

« JKE Bank is a global financial institution serving clients across the world.

« JKE Bank provides a set of web-based, self-service applications, enabling its
customers to access account information and other important services,
minimizing the need to contact a call center or walk into a branch

« JKE Bank would like to build it's brand image by revamping the digital experience
on all their channels

« JKE is embarking on a transformation program to provide exceptional digital
experience to their customers

« This would involve creating great user experience on their web portal, regardless
of form factor, as well as offer specific services leveraging inherent capability of
mobile devices

A New Era of Smart
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JKE Banks primary initiatives

« Provide Exceptional Digital Experience to its customers and
staff on multiple channels

- Build interactive and responsive applications that it can deliver
to the market faster, better and cheaper

« Continuously deliver the experience which the user wants

A New Era of Smart
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1 Mobile Analytics

2 ) Responsive Ul Design

3 ) Mobile Application Delivery

A New Era of Smart
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Poll Question -2

How do you know if your customers are
struggling with your web or Mobile App ?

A.Don’t Know

B. Call center complaints

C. Social Media complaints
D. Poor rating and comments

A New Era of Smart




IBM SolutionsConnect 2014 M\

A Day in the Life of Customer Experience Management...

« (Catherine is a world class marketeer who works
for JKE Bank. She serves in the bank’s
eChannels division.

- Catherine leads a team that recently started
promoting its banking services portal on tablet
devices.

- Catherine sources most of the marketing
execution and support of the bank’s public |
websites and social media to digital agencies.

* JKE Bank, with the help of its agency, made the
decision to /everage its standard web
portal for tablet audiences, as well k

A New Era of Smart
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A Day in the Life of Customer Experience Management...

« (Catherine receives an email which alerts her to
a mounting problem with the bank’s tablet
users.

o (Catherine turns to her dashboard and drills
down on the issue that indicates customers are
increasingly spending an unusually long time
on the website but failing at trying to login.

« As she replays and employ usability analytics
features, Catherine detects struggle using the
heat map and scroll map overlays on the
pages.

A New Era of Smart




IBM SolutionsConnect 2014 M\

A Day in the Life of Customer Experience Management...

« She sees that users are repeatedly failing at
the login screen. Next, Catherine observes
that most of these users are also ultimately not
scrolling to the area where the log-in error
message is located because the user is
zoomed in too tightly.

« Catherine then is able to isolate the issue to a
segment of users for which the usability and
content layout is not optimized for tablet
experiences, especially mini tablet form
factors.

A New Era of Smart




IBM SolutionsConnect 2014 M\

A Day in the Life of Customer Experience Management...

« (Catherine determines this is a worthwhile issue to fix based on the
inordinately high number of users affected.

« She has the system email a sample offending session to Peter, the website
project manager with one of the bank’s digital agency.

« Peter then accesses the replay and proceeds to redesign the page for a more
opti{nal experience on tablets based on access to qualitative behavioral
analytics.
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Collaborate by email sample offending sessions to IT

Report > Session List > Page List
Email | Replay

["|show query strings

Session Summary

TLTSID 3ECEZ2VEBG3405EADZDFES7ODA44D5074 Session D 22921
Page Count 8 Session Start 08/28/2013 00:30:20
Total Events 73 Duration 00:00:00
Connection Type DsL Cancelled Pages 0
Avg Round Trip 0.218 (s) Awg Page Gen 0.210 (s)
Avg Network Trip 0.000 (=) Avg View Time 0.000 (=)
e —————————— e e e
1 ‘o, x @ /=pholiday 0.001 0.000 0.001 00:00:00
2 v [storef 200 0.680 0.062 0.618 00:00:00 32
3 /storefindex.php/olympus-stylus-750-7-1mp-digital-camera. htrml 200 0.524 0.040 0.784 00:00:00 46
4 /storefindex.php/electronics/digital-cameras 200 1.055 0.049 1.006 00:00:00 56
E] /storefindex.php/catalog/product/view/id/48/s/kodak-easyshare-c530-5mp-digital-camera/category/12/ 200 0.380 0.040 0.840 00:00:00 46
& /storefindex.php/checkout/cart/ 200 2.001 0.046 1.955 00:00:00 47
7 /storefindex.php/checkout/cart/ 200 1.457 0.042 1.415 00:00:00 47
8 [storefindex.php/checkout/cart/ 200 1.594 0.042 1.552 00:00:00 47
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1) Mobile Analytics @

2 Responsive Ul Design

3 ) Mobile Application Delivery
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Poll Question -3

Have you identified key services and information to
serve the mobile interfaces you will target?

A.Yes
B.No
C.Can'’t say

A New Era of Smart
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Let’s See How JKE Bank can Address this Business Problem...

A New Era of Smart
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Meet Sandra

She is a valued customer

She needs an Exceptional Digital Experience while banking anytime
and anywhere

A New Era of Smart
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Her banking details on her laptop

Hmathar Fmedy  d&artiona Log Duz .'.{ l:.'.,-\l

Banking Home My anking Home My Aiccou
My Accounts My Checking My Accounts QUICK LINES
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o - xl A Barking Hams =
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e LR R = Asesunts o
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eI = 52,800 '§ Find Locatinns =
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rrrrEEa I 120030131 P % | Trardber Punds =
My Lean
ErprraIaaii = | payail -
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My Sawngs ] Apply R >
#1.30048
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L er L
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W hethes yau are interast help. NapEen.
£ hequing, or Foreign Currenc
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exaibe. kot comdwp/myppostal B ankicg
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She starts a new account application at home

A s ’ L
HeatherReeds  Acdors  LegOur (B | a)
N
JQ"’E

Bankimg Home My Accounts Find Locations

Transfer Funds Pay Bill Account Application

_‘; 'Ir:l-_ § e~ .
s Please follow the steps below tofopen anfaccount.

’
3 o A . 4 | | T g .Z"’
Account Application
Basie Information (1 of 47
Lakk Mama * Resds Primary 1D Typa Diriesrs: Licanse |;| Mami B Card Haather Rasds
Firse Mamz * Heathar Frimary I Mumber * 1 Da ke OF Birth
Mididle Mame Additional 1D Type Socal Securty Humber [=] Mationality Singapars [5G
Additional 1D Mumber 124 Gumndur Male
B Famya

Haxt

Welcome to the JKE Bank Account Opening Experience

This account apglication is just one of our digitall serdees delfvered ANYTIME and ANYWHERE.

But realizes she has an appointment...

A New Era of Smart
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An email to re-engage

To: [Heaﬂ‘um_ﬁeeds@email .com,
=& c- |

Beeo I

Subject WKE Bank - Application Finished?

Default custormn expiration date: 11/0772014

Hi Heather.

We noticed your application for a new accountwas not completed. 'Would you like to continue the application?
If so we have preserved your data and you can start where you left off by clicking here.

Thanks for banking with JKE Bank

JCeE

A New Era of Smart
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Smartphone to enter details? No problem.

H 'K{o] E Log Owt

steps
gﬂﬂl"_lt-- Banking Home
Contact Infarmation (3 of 4) My Accounts
Home F hone A8 AARA-1188
tackile Phane v65 9509-44aa Find Locations
Frimary Phena Chalee Horme
& Meble

Transfer Funds

Email Address 1

Email Addruss 1 Canfirm Pa? Bill

Ernail Agldross I

Ermnail Addross I Confirm .

) Account Application

Pireferred Statement Choice Electranic

. :
. e S i -

Welcome to the JKE Bank Please fi nllql}w steps

Account Opening Experience below to. D['}:EH_EI_I__I'; aEcmmt.J

Back e

This account application is just ane of gur digital services
fRllvared ANITIME 2nd ARWHERS, Contact Information (3 of 4)

Home Phone +S ABER-4842

Mobile Phono +55 GOE0- 4844

Primary Phone Chaics Hesre

&) Molile

N o T =l w1 mIl a =
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Sandra can complete the details on-the-go and get aided by her GPS on the
closest branch where she can finalize process.

Bank Locations

Find Nearby Locations

List Map

B ranch 23340 mlles

}
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15t Floor Simulated Location
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AT 230°8.0 milses
15t Floor Simulated Location
Shenghad Get Disecnons

ol |sfl |of

ATH 4068.0 miles
T M0 Level 2 601 Pacifel HizFrday

E& Leonowds Get Cirections

QUICK LINKS
| Banking Home
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: ¥ | Find Lecasions
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== | PavEill
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Sandra is never stopped from accessing JKE
Bank. Mobile access is anytime and
anywhere.

4

Kee

Pay Bill

*Whithdrawal Account
My Checkang 6226 09 T|

* Payoa

Acme Coane -

* Payrment Date
115662013

1 2
3 4 5/, 6,7 8 9
10 11 12 13 14 15 16

A New Era of Smart

QUICK 1

17 18 19 20 21 22 23 | ..[
24 25 26 27 28 29 :md y

«il. YES OPTUS & 1:57 PM

Millions of people rely on us
every day

oy Bowal wsers inclede authars, accountants
architects, doctors, designers, desslopers, lawyers,
studants, teachers and even rocket scientists. We
help personal users, small businesses, not-for
prafits and global enterprises alike

Bankin

Accoun

QUICK LINES

Fimd Lon
A2 | Banbing Hems

Tranifa —
= Hccounts

Pay Bill " I;:' Find Lestatigni

Apply N ¥y | Transfes Funds
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Quick interlude...let’s see it in action

i I
@B Product Caloais = Y o=
4+ 2 [ csuhe.demalotus comyaps/ myporalbankingDo-Banking My Acceu s Tt pa L ZBNbos S FTIADgA A GILNOQACKKS OO Se FFLKWaRKDEog 2 7| ma 50 =
Banking Home My Accounts Find Locations Transfor Funds Fay @ill ocount Application
My Accounts QUICK LINKS
AbfoLits Wisualize
.9 Banking Home 3
My Chacking Basi checkang accoun: 8622600
PR IO =  Aecounts &
My Cradit Card Cracit cand acoount 532500
FIRRR PRI “F Fimd Loeaelar =
Ky Investments Brokerags pooount £8,900,00
. % | Transter Furds >
My Loan Boat koar -§4.530.50
BISTTRCEIE ™|  Paynail -
My Savings Personal sawngs goal LA F
rETrrrErrISIE I - 5

(c]

Depaosits Investments Loans
Whether you are interested in Savings, Whether you are an experienced investor or fyou are buying a home, car or any other
Chequing, or Foreign Currency Deposits we can just starting out we can support your needs personal finance reguirement we can make it
nelp. happen
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Meet Garland

He is a Channels Representative

He needs the bank to have the right message for the right channel

A New Era of Smart




IBM SolutionsConnect 2014 N\\

Garland needs to make his content appropriate for the channel with
targeting features

Dramn bisawun Actiong Log Cut i I:: Q:j

My Accounts Find Locations Transfer Funds Pay Bill Account Application

==
People rely on our mobile banking services
every day

Edt | Raplacs

[Risplay ths corant fem clad segments

*eople rely on our banking services every day (Contextual) = + Content Prope

1 - ¥ nts »
People rely on our banking services every day Fegme
I Usar muss malch acted segmenls ho vaew tis condand
Jur great customers include authors, accountants, architects, doctors, designers, Rig ([ REMI e L eT Rsmes
levelopers, lawyers, students, teachers and even rocket scientists. We help personal & ais segmen
1sers, small businesses, not-for profits and global enterprises alike.
Done Cancal

s kerrdieniasing fislda
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Garland
configures the
targeting in
WYSIWYG
interface and
inline to the page

A New Era of Smart

Heather Reeds  Actions  Log Out ] {'\_ Q)

Transfer Funds Pay Bill Acco
Content Display: Targeted -

=5} Targeted Spot
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Garland gets a message that is
consistent and tailored to a
MobileFirst orientation

Heather Heeds

QUICK LINKS

People rely on our lablel banking services
every dav

v : |.ﬂ. Banking Home
Our great custemers include authors, accountants, architects, doctors
designers, develapers, lawyers, students, teachers and even rocker
srientists. We help personal users, small businesses, not-tor profits and
global enterprises alike,

== MAccounts

=
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banking serfVices every
day

Our great customers include authors,
accountants, architects, doctor s
designers, developers, lawyers, students,
teachers and even rocket scientists. We
help persanal users, small businesses,
not-tor profits and glabal enterprises
alike
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Poll Question -4

Mobile Application Developers in my organization :

A. Lessthan 5
B. Between 5 -10
C. More than 10

A New Era of Smart
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1 Plan & Manage

2) Develop
Mobile
Application 3 ) Secure
Delivery J
4 ) Test
y Deploy

A New Era of Smart
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Multichannel Software Development is MORE than Coding

-
Production Troubleshooting

Maintenance Release
Defect Tracking

-

-
Automated Environment

Configuration
Definitive Software Library

Application Install
._Governance

p
System Verification

Performance Testing

Automated Functional Test

-

A New Era of Smart

Requirements

Develop

Stakeholder input
User Stories

Feature identification

~

J

—

UX Prototypes

\
Model
Architecture Mgmt

J

Code
Compile
Debug
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| 2 \

Continuously Build and Deliver Application

A New Era of Smart
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IBM Solution for Application Delivery on Multichannel

Requirements

/ vienagement \

Quality Software Change & Application Development
Management Configuration Management

\ Build & Deploy /
Management

A New Era of Smart
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Building Exceptional User Experience on Multiple Channels

T - /-\

#
i,

- AN /
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Continuously Build and Deliver Application

Scene 1

» It has been noticed that there are many users who are struggling with the mobile application
because there are several dozen charities to choose from.

« There also have been request from many that they would like to donate to charities that nearby to
their location so that they can contribute to community — aligned to a requirement previously
captured but not yet implemented.

« Both the initiative has been passed on to development to incorporate into the next release of the
mobile application.

+ The development manager Marco looks at the new request and passes it on to a Business
Analyst. Business Analyst documents the complete requirements document.

* Marco approves the requirement after a review and gives it to user experience designer.

» The Ul designer creates Ul Sketches. Marco approves the Ul Sketches and assigns the Deb to
implement the story.

A New Era of Smart
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1) Plan & Manage &/

y Develop
Mobile
Application 3 ) Secure
Delivery ‘)
4 ) Test

| y Deploy

A New Era of Smart
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Poll Question -5

Do you have a standardize Mobile Application platform for
developing enterprise Mobile application ?

A. Yes
B. No
C. Can'’t say

A New Era of Smart
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Leverage Mobile Devices for Services offerings

Scene 2

« Deb gets a notification of a new task on her dev environment. She looks at Use Case
requirements, User Sketches, Traceability links and understands the impact of the change. Deb
accepts the task and provides an estimate of the effort.

« Deb checks out project file from source control configuration , builds the Ul , codes and does unit
testing. Deb also checks the vulnerability of the application code that she is writing.

» Deb then delivers the modifications to merge with code of other people.

A New Era of Smart
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IBM MobileFirst Platform: Build, Connect, Run, Test

- -.- - ‘.-
v gim Windowsg "B b1 d
- Fhore BlackBerry an>=z01>
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Multi-platform Development with a Shared Codebase

From the complexity of many...

*Multiple sets of tools & frameworks
*Four codebases to develop and maintain

Apple Android  Blackberry ~Windows

To the simplicity of one

* One development environment
» One codebase to develop and maintain

]
apps
e O —— & = WorklightStarer
[ = pa androed

B misckbesry
il | j= 4O
= [
L% PNBgEs

=R
| WarkLightitarter html

Andreid Elackbarry Windaws
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Controlled Back-end Integration

From multiple point-to-point integrations

*Multiple sets of integrations to enterprise
resources to build and maintain

*YOU manage caching, synchronization
and end-to-end encryption

Cloud
Service

App u
Engine

[ —— ]
-

EE e

ER0E

F1a

android

Blackberry

To streamlined, transparent access

*Transforms enterprise data into
mobile-friendly, JSON format

*The server manages update, data
synchronization and end-to-end encryption

Cloud
App ‘ DB \ Service
Engine

SAP.

Adapters

JSON

Apple el d Blackberry Windews
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Rich Mobile Simulator for Hybrid Applications

(- Nals] Fobile Erowser Simulator o
| @ | = || + | ¥ sloca host 81807 _MoblisErowsersimulator inde. rmiwebpage=htp: s ocalhost: 8080 /apps serdoes previcwid ojofiohone/ L0, - G | (OF Coogle i [&]

Mobile Browser Simulator

Thix Mab le Browsar Eimulancr displays moble web pagas ina variey of mobile browser 5205 and shagos

Wabpsge: hnoodncalossBElanoasevicabpardaviiaiorana EefhdEja b Go | Acd Davica = Boali All DAvioas:  100% = || Enadia Usamgant Jeivting B Condow

Cordovs
| AcplaiFtana 268 - Ao ff | Apps iPhoms s and 4 = M Rmara K %

[e=toreey
v Cwnnly
b Apaimrmmelsr
» Sazery 257 1BM Innovate
b Cames &=
b Caplus 1 @ Mobile
= G
s : . =

Heaging: AR2 2R

w|anr||

b Conlacts

» Ak

» GEokeaion
b Fustmenrk

Simplify first step of testing during development
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1) Plan & Manage 4
2 ) Develop

Mobile
Application ‘ 3)‘ Secure
Delivery ‘
4 ) Test

?) Deploy
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Poll Question -6

What is your current approach to testing the
security requirements for mobile applications?

A. Perform a manual test on infrequent basis

B. Testing using outsourced pentest services on periodic
basis

C.Incorporated into SDLC through automated tools
D. No specific testing specifically for security use cases

A New Era of Smart
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IBM MobileFirst’s Approach to Security

Security for endpoint  Achieve visibility and adaptive Develop and test
device and data security policies applications

A New Era of Smart
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Security Testing within the Application Cycle

CODING BUILD n SECURITY PRODUCTION

Most issues are
found by security
auditors prior to

going live.

----------
-----------------------

% of Issue Found by Stage of SDLC

------------
----------------
----------------
----------------
----------------
-------------
-------------
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Security Testing within the Application Cycle

CODING BUILD n SECURITY PRODUCTION

"
-
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-
e
o
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.
b
.
"
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.
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"y

Desired Profile

.
.,
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-
0
"y
-
e
o]
e
.
"
»
"
*a
*n

% of Issue Found by Stage of SDLC
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IBM MobileFirst Security: Make Application Secure by Design

Advanced Security Assessments

Dynamic Analysis Static Analysis Runtime & Hybrid Analysis

= Analysis of a running/ = Scanning source code for » Glass box testing with runtime
deployed application security issues analysis

= Key requirements " Key requirements = Automated correlation of

— Threat coverage: WASC, — Application/language support static & dynamic results
OWASP Top 10, etc — Ease of use for non-security
— Web Services/ SOA users (developers and build = Key requirements

— Web 2.0 & Rich Internet managers) — Precise & Actionable results
Applications — Broad threat coverage

Collaboration & Governance in Application Lifecycle

Security testing, shared results, assign ownership

—

m

Track corrections and integrate with development systems

A New Era of Smart
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1) Plan & Manage
2) Develop

Mobile
Application 3 ) Secure
Delivery ‘) V
4) Test
?) Deploy
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Leverage Mobile Devices for Services offerings

Scene 3

* Tanuj now needs to test the application which is already built and
deployed on the server.

* Tanuj does the regression testing of the mobile application on various
devices.

 Tanuj then rechecks by running the automated test scripts and
approves of the quality

* The application is ready to be deployed

A New Era of Smart
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Testing the End-to-end Mobile and Web Solution

Back-end Data\& Services

iddle Tier Server

Client TienDevices

Service
Virtualizatio

Service Performance
Functional Test Test

Quality Management

Mobile & Web
Functional Test

A New Era of Smart
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Meeting the Challenge of Multichannel Testing

[ Test Case ]

+ )

Test scripts

[ Key words J

J

A New Era of Smart

Multi Channels

|

/P Web App ](_)

$[ Mob App ](_)

e

Web Env to test

S

browser

Middle-ware

Hardware

Mobile Env to test

S

browser

Middle-ware

Hardware

| [O0aE

Env to test

(O

browser

Middle-ware

Hardware

(8
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1) Plan & Manage
2) Develop 4

Mobile
Application 3 s
Delivery ‘) ecurev
4) Test
5  Deploy
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IBM Mobile Application Deployment

Worklight Studio ™ Worklight Application Center™
HTMLS5, Hybrid,
and Native Coding
Optimization
Framework
Integrated Device
SDKs
3" Party Library
Integration

Worklight Server

User authentication and Client-Side
mobile trust App Resources

Mashups and service Direct Update
composition App Version
Mobile Management
JSON Translation e g

Adapter Library for
backend connectivity

A New Era of Smart
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1) Mobile Analytics S/

2 Responsive Ul Design

3 Mobile Application Delivery g/
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