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Smarter Content
Is Essential to
Smarter Commerce
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Harness content and apply pattern of:

Discover, Recognize & Act

Built on capabilities:

Capture, Activate, Socialize, Analyze and Govern.
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Introduction

Erik du Toit
ECM Sales Leader for IBM South Africa
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Smarter Commerce then and now
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SmarterCommerce

Customer

© 2013 IBM Corporation
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Smarter Commerce and
Smarter Content in perspective
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SMARTER CONTENT / SMART COMMERCE STATEMENTS

1. Smarter Commerce depends on Smarter
Content

2. Content is Essential to Commerce

3. IBM ECM enables greater Efficiency in Buy,
Market, Sell and Service Activities.

© 2013 IBM Corporation
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Black Friday
Real Time Sales

2011 —2012

— 2010
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Highlights from Black Friday 2012 - Stats
" Mobile Shopping:

—Mobile purchases increased with 24 % of consumers using a mobile
device to visit a retailer's site up from 14.3 % in 2011.

" Mobile sales:
—Exceeded 16 %, up from 9.8 % in 2011.

=The iPad Factor:

—The iPad generated more traffic than any other tablet or smart
phone, reaching 10 % of online shopping.

" Multiscreen Shopping:
—Consumers used mobile devices simultaneously to get the best
bargains.

=Social Media Sentiment Index:
—Shoppers expressed positive consumer sentiment on promotions,
shipping and convenience

© 2013 IBM Corporation
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A content Explosion

S9te 2.5 quintillion &

.

y

f'the information in the world today has heen
created in the last two years alone

0% of the information is unstructured content

f o ."
. . LS il & . .
es oMo
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Content is BIGThis “explosion” is vast

« Content represents 80% of all information created and stored

* Quintillion another one of those new words
« How much content is 2.5 Quintillion?

[20(/0 ﬂSTREA[r:‘Iﬂgﬂ dfa’,
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: 73% of GEOs are investing in
B ustomer insight

Drawing insights from
information

Customers
Operations | I
Sales | |

“Companies will evolve through globalization and IT
adoption, but always — at the center — are people.
People are the foundation.”

IBM CEO Global Study, 2012 © 2013 IBM Corporation
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SmarterCommerce

You Have the Opportunity ...

To unlock the value of content

© 2013 IBM Corporation
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A new pattern has emerged ...

.. to unlock the value of content

{ ¥
«aumnn
| ] ]

y ol 2 mnuﬂﬂ

Content in Motion = Value, Content at Rest = Cost

© 2013 IBM Corporation
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Harness the content, apply the pattern

Content

_ Solutions

CAPTURE  ACTIVATE SOCIALIZE ANALYZE GOVERN

B w 2% ® @

© 2013 IBM Corporation
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SmarterCommerce

DISCOVER

new content and patterns

“Each customer has distinctive traits we
need to understand. To manage this
complexity, we must be a digital cheetah:
fierce and excellent.”

Hasnul Suhaimi,

President
XL Axiata

CAPTURE  ACTIVATE SOCIALIZE ANALYZE GOVERN

B w 2% ® @

© 2013 IBM Corporation
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RECOGNIZE

opportunities to transform

“Survival skill set 101 for the
next five years will be
deriving insight

ahead of peers.’

Mike Rillstone

CEO
Health Support Services NSW

CAPTURE  ACTIVATE

E W

SOCIALIZE ANALYZE GOVERN

N ©® @

© 2013 IBM Corporation
© 2013 IBM Corporation



SmarterCommerce IEE @
to drive better insight and outcomes
‘How do you

unleash the innovative power
of the people who deal with your
customers every day?’

Insurance CEO
United Kingdom

CAPTURE  ACTIVATE SOCIALIZE ANALYZE GOVERN

E w & ® @

© 2013 IBM Corporation
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Content is exploding

The marketplace is
driving greater
volume, variety and
velocity

Enisrprice Conent M2 nagenmei—in modan IBM

Content is evolving

The marketplace is
increasing opportunities
to optimize and analyze
content

mmmmmmmmmmm Manzgsoprt—in modan IBM

The Role of Content in the Marketplace is changing,..

Content is transforming

The marketplace is
expecting high- value
solutions to solve specific
timely business issues

mmmmmmmmmmm Minpgspn—in maton IBM

aboutonething

Volume |

1 2 terabytes

Anahyze product sentiment Identify potential fraud

Menitor events of interest

Determine relevance Prevent customer chum Improve customer satisfaction

- During this presentation,
of information will have been created

aboutsurviving the status quo

Analytically sophisticated companies outperform their competition

2.2x
outpe of :

1.6Xx

Business of solutions

®74%

of CFOs believe that the need
for faster decision-making will
change theirindustry

© 2013 IBM Corporation
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y I aiim
New world of opportunities iI= alim

Information Professionals
Buyer behavior shifting from technology to solutions

S e vorid

Defined by Technology Defined by Use Cases/Solutions

Case Management solutions
Compliance solutions

Process and Workflow solutions
Marketing Management solutions
Publishing solutions

Employee Productivity solutions
Resource management solutions

« Content Management

* Records Management

- BPM

« Capture

« Taxonomies and metadata

Content viewed through prism  Content viewed through prism
of technologies of solution applications
IT Buyers LOB Buyers

© 2013 IBM Corporation
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Smarter Commerce
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Introducing Smarter Content Solutions...

Leveraging
- IBM Research

- Largest number
of patents

- Breadth and depth
of portfolio

Tackling big
challenges ...

Solving tough
problems Integration with

- Big Data

- Smarter Analytics

« Smarter
Commerce

- Smarter Cities, etc.

© 2013 IBM Corporation



[Jun]]
!!:u:
il
>

SmarterCommerce

To optimize business outcomes,
Smarter organizations manage content for value.

‘— SMART IS ... ELIMINATING PAPER.
@ SMART IS ... GOVERNING AND DEFENSIBLY DISPOSING OF INFORMATION.
‘— SMART IS ... IMPROVING CONTENT-CENTRIC WORKFLOWS.

‘— SMART IS ... RAPIDLY DERIVING CONTENT INSIGHTS..

© 2013 IBM Corporation
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SmarterCommerce

-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
o .

Enterprise Content Management
A powerful foundational set of capabilities that enriches our ability to bring
differentiated solutions to market

Capture Activate Socialize Analyze Govern

/ Smarter Cities [ Smarter Commerce

Accounts Payable
Supplier Management
Voice of the Customer

E-statements & Archiving

Case Management

Intelligent Operations Center
Social Services
Education Intervention
Crime Solutions

L

~ ”’

© 2013 IBM Corporation
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Solutions Built on our Core Capabilities

CAPTURE E » and gain control of the content to determine the value

..ACTIVATE.._i_' » and put the content in context

......SOC..IALIZ......,,, , p for better collaboration and access

ANALYZE@ and identify patterns to gain insights

Smarter

Content
for reduced cost and risk  (Solutions;’

© 2013 IBM Corporation
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Smarter Commerce helps companies manage and adapt their buy, market, sell, and service
processes, by putting the customer at the center of their operations.

/Buy

Drives intelligent,
adaptive and
optimized
extended supply
chains based on
customer
demand

/

/

Service
Anticipates
behavior and
delivers flawless
customer service
across all
channels

Buy

Sourcing, controlling
and procurement of

goods and services
> |

Servicing
customer needs
across all <
interaction
channels

Market

Targeted and
personalized
marketing across all

¢ Nﬁtomer interactions

Sell

Selling and fulfillment
of products and

services across o /
all channels o /
’

’

S

’

-~ -
Bt Tl

Engagement

/IVIarket

Creates
personalized and
relevant offers
with unified
cross-channel
marketing

/
Sell

Enables
customers and
partners to

buy what they
want, when and
where

/

© 2013 IBM Corporation
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Efficiently Process &

Resolve Complex
Inquiries & Requests

Provide a complete context to
understand the customer history and

issues

Collaborate within subject matter
experts to investigate, record decisions

and resolve

Interact with external systems and
applications (e.g., CRM, IVR, commerce,
ERP) for required data exchange

Analyze information within customer
cases to derive insight and detect
patterns that can help identify causes of

service issues

’
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Target Buyers

¢ VP Customer Service/ Call Center Manager - reduce cost
of customer care while maintaining quality of service
that will foster loyalty and customer satisfaction; provide
capabilities that allow CSRs and SMEs to be as efficient as
possible in resolving complex customer service requests.
ClO/ IT Directors, Enterprise Architects and Application
Development Managers - standardize customer service

\

adapt to respond to changing customer service

requirements.

Corporate Legal —reduce cost and risk in responding to
audits or litigation involving customer service and

support.

IT environments; deliver applications that can quickly

CFO/Controller - reduce customer care costs; reduce

business risk associated with resolution of complex or
._contentious corporate customer issues.

Complementary Solutions

ECM Solutions

Smarter Commerce Solutions
e Delivery, Service, & Support

e |IBM Case Manager

. ® Customer Self-Service

© 2013 IBM Corporation
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New market demands require new_
approaches

» I[ncreased costs and risks from
unpredictable processes

» Higher customer service level expectations

» Greater demands for productivity within
complex decisions

= Limited ability to respond to market
dynamic

© 2013 IBM Corporation



SmarterCommerce EERE G
4 Support the Way People Work 4 Optimize Case Outcomes
*Knowledge work *Visibility at the case level
*Unpredictable or dynamic processes *Dashboards and reports
*Mixed Ad-hoc and structured tasks *Insight from content
*Collaborative and social *Guidance or recommendations for
. successful outcomes
*Supported by a variety of processes
| pegple
O /
4 Information to Make Better Business Can Take Control
Decisions *Business-driven solutions

*Capture and activate information in
the context of a case

*360° view of all case information *Agility and flexibility to adopt to
R . change
*Content is critical for decisions

*With authorization, case can be - -

: information
accessed and acted on by anyone at *Governance
anytime

*Stored and available for audit

*Rapid time-to-value

*Accelerators and templates

/ /

© 2013 IBM Corporation
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Efforts to achieve the best outcomes efficiently have

evolved in the industry over time...

| ——
Case
Folder
The
introduction
of software s
automgthn to Collaboration,
the pfanpa' — social software,
business Enterprise ERP, CRM, and  application
processes Imaging and content other enterprise modernization,
workflow management applications business rules

* Multiple line of business systems
processing information redundantly
for the same customer

Lack of standards, inconsistent
processes

Information inconsistency

No single view of a customer’s
case history

Heroic acts by knowledge
workers

© 2013 IBM Corporation
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IBM Case Manager
Simplifying the delivery of case-based solutions

/ " Case Design Case Runtime " Case Analytics
Case User
Models Tem plates ‘.11'."|I.l|.il'.?'rl‘.~J Context  360° View Hi*;'l:-tle Hmnu;i‘il tlgzg“ucrul::ﬂmedj
| Case Infrastructure Comprehensive Case
g Case Object Case Solution Task Ohject Case Analytics Infrastructure
Madels APIs Constructs Maodel Data Store
-
P Core Capabilities
Content Cgllﬁ%l::?ar?;ﬁn Workflow Rules Events Integration Mi?.f;mlg&
people *+  process * information /

© 2013 IBM Corporation
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Intelligent Enterprise
Capture & Processing

Improve supplier relations with
enhanced accuracy and speed
Transform legacy pCommerce
transactions into digital eCommerce
Employ automation and analytics to
establish standardized, best practices
to drive 40 - 60% savings

Achieve up to 300% time reduction in
invoice processing

Eliminate cost of shipping documents
Reduce errors that lead to costly
exceptions, unhappy vendors

Take advantage of early payments to
lower COGS

\

Target Buyers

Chief Procurement Officer - Improve supplier relations
through more timely and accurate invoice handling.

CFO, Controller & Accounts Payable Mgr — Reduce cost and
the time associated with processing invoices through
automation, outsourcing or combination of both. Execute
timely payments to take advantage of discounts and avoid
penalties. Assess supplier performance, identify potential
fraud, and conform to regulatory requirements.

ClO — ERP (SAP, Oracle) integration, consolidation,
standardization, and possible outsourcing of IT systems and
. applications

Complementary Solutions

ECM Solutions
e |BM Datacap Taskmaster

Accounts Payable Capture
e |BM Production Imaging Edition

Complementary Smarter Commerce Solutions

_® Source to Contract

© 2013 IBM Corporation
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IBM Datacap Taskmaster
Accounts Payable Capture
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SmarterCommerce IEE QD
» Automatic document recognition, _“ -_
-gpn - - d Q00 b1 Ooipsnip ® & & g | FOI‘[;ER“ |
classification and data extraction e :
= Strong background processing capabilities | RO L e
to increase throughput and reduce costs A sl S
= Choice of user interfaces | -, o
TTaxWithzr:eId?’qv 55 8EIC_C o 351- z:: ;:
» Highly-functional, user interface G _ R e
. . I- R 4 400 & b
u Fu nctlonal secu rlty 4#djustedGross - Faled By Calculate fction On Field §Taxablelncome', [§ / Trusted sies

= Extensive integration capabilities for data
lookups and feeds to line of business |aa
systems and ERP's to quickly integrate in
customer's business processes

= Advanced Account Payable processing § e e
capabilities, including vendor lookup and line
items reconciliation

© 2013 IBM Corporation
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Accounts Payable, HR Files, Contracts

Providing best of breed IBM ECM capture and
imaging solution for SAP users

Xft

© 2013 IBM Corporation
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Accounts Payable
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= @ Access order data
@)

» Create invoice record

with verified data
. Impnr’r imngp file

Retrieve
archived invoice

®)

Datacap

@»
RN

Invoice

|

@ Scan

Extraction of header
and line item data
Verify against order

AN
@ Link and archive invoice

Invoice

ICC4SAP

FileNet P8
or
Content Manager 8

© 2013 IBM Corporation
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SmarterCommerce

xft Solutions for SAP

« Qver 20 years of experience in document-centric SAP business
processes

 All business solutions completely integrated into SAP business
processes

« Conforming with the highest performance requirements
 xft applications are SAP-certified

« Strong references in all industries

XFE

© 2013 IBM Corporation



Statement Presentment & Archiving
Target Buyers

¢ VP Customer Service/ Call Center Manager - reduce cost
of customer care while maintaining quality of service that
will foster loyalty and customer satisfaction; provide
capabilities that allow CSRs and SMEs to be as efficient as
possible in resolving complex customer service requests;
enable customer self service (secure on-line access to
statements)

Reduce Print, Postage
and Storage Costs

= Facilitate customer self-service to reduce
call center costs

= Reduce/eliminate printing and postal
costs of monthly

statements and legally required o . . '
confirmation letters ] retaining transactional records; respond quickly to audit ;

. request, facilitate fraud investigation

e Compliance Officer/ Corporate Legal - wants to cost
effectively conform to regulatory requirements for

= Electronically archive statements,
reports, trade confirmations, tax | T ooooooooooooooooooooooooooooooos

information, receipts, records Complementary Solutions X
= Provide call center agents access the

identical statement or bill ECM Solutions

e IBM Content Manager onDemand
Smarter Commerce Solutions

e Order Management & Fulfillment

e Customer Self-Service

= Largest customers currently have 160
billion objects stored, millions of
retrievals per day, 25+ petabytes of data

Link: Materials in Smarter Commerce University e .-

© 2013 IBM Corporation
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SmarterCommerce

Content Manager OnDemand

© 2013 IBM Corporation
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Improve Customer Service With Rapid
Call Center Access

Q. Do you need to reduce the
time that call center agents
take to resolve customer
iInquiries and reduce the
number of call-backs?

A. CMOD allows call center
agents to quickly see, on-line,
documents that have been
printed and mailed

© 2013 IBM Corporation
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On-line Statement Self Service Empowers the

Customer

Q. Do you need to reduce costs
and increase customer
satisfaction by streamlining
your customer's access to
information?

A. CMOD can produce
significant and quick savings in
printing, mailing & storage
costs, and drive customers to
view their statements on-line

© 2013 IBM Corporation
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Eliminate Printing with Report Archive and
Distribution =

e kit [ ol ]

Uyt et

Q. Do you need to reduce costs
and increase efficiencies by o
streamlining access to reports e
for employees and trading
partners?

A. CMQOD can produce significant
savings in printing, distribution
& storage costs, and enable
employees and trading partners
to view their reports on-line

© 2013 IBM Corporation
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IBM Content Manager OnDemand

New capabilities to Delight Your Customers

Compression

30:1

Creates.cost savings.of 50%

Performance

3500

ltems per second

Scalability

185

Billion documents stored

Architecture.is unigue.in the.industry

Get the most out of disk
devices

. Petabytes of data under
management

. No penalty during access

Optimize hardware and
manage IT costs

. Multiplatforms, zSeries,
iSeries, Web interface

. FileNet System Monitor for
application health
management

. Content Navigator

Customers expect immediate
access —and get it

* 8.7 Million retrievals/day
*  Scales from department to
enterprise deployments

Start small and grow your application

© 2013 IBM Corporation
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IBM Intelligent Investigation Manager

... a new solution powered by ECM and i2, provides deeper
Insights for fraud discovery and optimizes the process of fraud
iInvestigations.

© 2013 IBM Corporation
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Fraud costs private and public sector enterprises hundreds

of billions in revenues each year .... $ 994 Billion in US alone

BANKING

There was a 25% rise in the
fraudulent use of UK credit
and debit cards last year
with losses amounting to
£535m...

ENERGY & UTILITIES WO m G
L8
r1G1L
Customers have stolen - 2 - ud , AYCY '\
power for decades, costing .~ YA ded 1O yesu
utilities 1% to 3% of revenue | CDEI Hg nten
— or about $6 billion ' or thi —_—"
industry-wide g ad
TAXATION HEALTHCARE

Approximate estimates say
that the EU loses €100
billion annually in value
added tax (VAT) revenues
to fraud.

Estimates place the loss due to
health care fraud at a staggering
$226 billion each year.

INSURANCE

Latest national estimate for claims
fraud in the U.S. is $79 billion.

WARRANTIES

Upwards of 10% to 15% of claims
are in some way suspect

WORKER’S COMPENSATION

25 percent of all workers
compensation claims are fraudulent.

TRAVEL

The average expense
reimbursement fraud scheme costs
a company $60,000, lasting on
average two years before detection.

© 2013 IBM Corporation



SmarterCommerce

~

[l

|||"|
il

In

. ||

L

5

™

\

92

Information

Connect to
any data
source

Leverage
structured
and
unstructured
data

- Discover

Content
analytics

Predictive
models

Risk indicators

Identity
resolution

The Enterprise Fraud Management Lifecycle

B Manage B Investigat W) Report

Case
Management

Initiate and
manage
workflow,
documents and
rules of fraud
cases

Quickly identify
fraud

Visual analysis
Identify patterns

Share &
collaborate

Investigation
reporting and
documentation

Show business
impact

© 2013 IBM Corporation
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IBM’s Information Lifecycle Governance solution improves information
economics by better aligning information cost with its value

IBM Information Lifecycle Governance Solution

* ILG lowers the total cost of information while
increasing the value derived from it

*Eliminate unnecessary cost and risk by
defensibly disposing of data debris

Align cost to value through value-based
archiving and tiering

*Reduce information risk by instrument privacy,
e-discovery and regulatory policy across the
data environment

3
Q
3
2
o
g
o
Q
~

" TRanspaReNCY

© 2013 IBM Corporation
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DISPOSE OF UNNECESSARY

Has Business
Regulatory
Record

Else
69%

Everything

Enterprise
Information

SmarterCommerce

© 2013 IBM Corporation
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Store 1Q

© 2013 IBM Corporation
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SmarterCommerce

StoredIQ brings powerful, innovative capabilities to govern data in place to drive
value up and cost out

Active Data Intelligence Active eDiscovery Active Information Governance

— 3

Increase your Big Data intelligence. Identify Reduce your eDiscovery review costs. At $18,000 a Enforce information governance policies for
relevant subsets, patterns and trends that drive GB, you can't afford to guess. Collect only what's records retention, compliance regulations, or risk
your business. required. mitigation.

Capabilities: Enable organizations to gain visibility and control over big data and rapidly connect people to
business-critical information.

Customers: More than 120 companies are now able to identify, analyze and act on dynamic data to meet their e-
discovery, information governance and data management requirements.

Technology impact: Dynamically manages data in-place to dramatically improve the speed and reliability of
information management and lower legal costs and compliance risks.

People: Founded in 2002, with more than 50 people, headquartered in Austin, TX.

© 2013 IBM Corporation
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ER Group By
I Haone I Dala Source Type

¥ centera
¥ ciFs

[+ Exchange
M FileMet

M nFs

W SharePoint

F1 View By
I Category View -

¥ Container and Archive
F email |
M Image |

M Miscellaneous
¥ Presentation

~ Programming

E] Select Data Overlay

I Credit Card Numbers

0% ENEEEEEEEE 100%
Percent of overlay maiches

Data Map
I Humber of Objects I Size On Disk

Current View: Objects By Category , By Data Source Type

o
Active Data Intelligence I

Identify relevant subsets, patterns and
trends that affect your business
Analyze data in place across multiple

sources and act for value
[ )

Active e-discovery I

Get insight on data in place, estimate
review cost and make better informed e-
discovery decisions

Leverage legal-friendly repeatable
workflow )

Active Information Governance P

Identify and classify records and put
records in their proper location
Clean up content with no business value

© 2013 IBM Corporation
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SmarterCommerce

Organizations will need to redefine their content strategy

In order to gain control, optimize business outcomes, improve collaboration,
achieve new insight, and govern for reduced cost and risk

Three key steps to take in 2013

How:

* Expand existing investments to capitalize on social, mobile and
traditional applications

e Connect trusted information sources to social business systems

* Naturally extend to broader solutions: Governance, Analytics and
Case Management

How:
* Add value at the point of capture; infuse intelligence into the
2) Think system
* Put the right content in motion and increase optimization with
outcomes case-based-context
* Use analytics to spotlight key trends and customer specific needs

How:

* Move from a “keep everything” policy to a value-based archival
system

* Enable efficient eDiscovery and regulatory compliance

* Defensibly dispose of excess information

© 2013 IBM Corporation
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IBM is the market leader

‘IBM's transition, which started in
2010, from a more technology-
centric focus to one emphasizing
high-value, line-of-business and
industry solutions ... G d rt ner r

. ; )

is showing results. Leader in major ECM categories

— Gartner = Enterprise Content Management

— Gartner MQ Leader

Enterprise Content Management
— Forrester Wave Leader

Dynamic Case Management
— Forrester Wave Leader

ECM Market Share Report, April 30, 2013

Enterprise Information Archiving
— Gartner MQ Leader

Message Archiving
— Forrester Wave Leader

© 2013 IBM Corporation
© 2013 IBM Corporation
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Question and Answers?

000G

© 2013 IBM Corporation



