An IBM*® SPSS* Event

The Predictive
Analytics Agenda

Collecting and Analysing Survey and
Research Data

Voice of the customer i
Customer Relationships ™

NPS — Net Promoter Score .
Customer-centric

Customer Satisfaction
Customer Loyalty
Community Engagement

Staff are the key

Highest retention rate ‘6
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What If..... Il:iiiii
()
You could use feedback captured from:
*Customers
«Constituents
*Employees
*Students
*Patients

«Stakeholders
to make improvements to your businesses, services or programs.
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You could...... T

« Reduce marketing spend [lssull

* Tailor web sites

« Better identify prospects

 Analyse buying patterns

* Personalise interactions

< Have better knowledge of customer requirements
» Be more aware of staff needs

« |dentify students at risk

« |dentify problem areas in your organisation.
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Agenda

= Why feedback is important
=|BM SPSS Data Collection — Demonstration
= Add value with IBM SPSS Statistics

= Customer Successes
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= Why feedback is important
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A Holistic Approach (R
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Descriptive Behavioural
——
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Interactional Attitudinal
7
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The End of the Averaged Customer Iyt
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95% of Top Performers’ Consider
Getting Closer to Customers Their Top Priority=-—__
95%
Getting closer to customers
.
14
more
Building intimacy & trust
Others Standouts
“To surprise customers requires unexpected ideas through “Our customers want personalization of services
interactions of people with diverse perspectives.” and products. It is all about the market of one.”
Shukuo Ishikawa Tony Tyler
President and CEO, Representative Director, NAMCO BANDAI Holdings, Inc. Japan CEO, Cathay Pacific Airways, Hong Kong




Are Businesses Really Listening ....... (I

Why Do Customers Leave

Customer Service

Quality

Price

Cther

Major Issues

Functionality
m Customer View (n=300)

Convenience | Company View (n=369)

Meeds Changed

-~
0% 0% 20% 0% 0% S0% 0% T0% BO%

Percent of Respondents

In the Public Sector.. il

+37%
+15%

+13%

Rafti
inf

+13%

+E%

+7%

+55%

FR=0%4 P05 OR!
Source: Lost in translation: why are patients more satisfied with the NHS than the public? Nigel Edwards: Director of ‘

policy for the NHS Confederation ‘




The importance of staff attitudes

Respondents were asked: Which of these phrases best describes the way vou would speak about the services your

organisation provides?

Teachers

GP receptionists
Education (national total) _
Private sector norm* _
Allied Health Professionals _
Health (rational total) m
Mational total
Local authority
GPs

saclor sureys & of April 2004
Police

B Detractors
W advocates

+ Private secter nom based on all MOR private

{505 ORI
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Source: Lost in translation: why are patients more satisfied with the NHS than the public? Nigel Edwards: Director of
policy for the NHS Confederation

Why do we collect feedback?

= Deliver reliable, actionable insight

— Customer Satisfaction/Retention

— Staff retention

— Concept Testing and Product Planning

— Brand/Messaging/Image Development... and more!
= Operate more efficiently
» Have a direct impact on business.
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Quick Quiz ::HH::
()
» What percentage of companies collect feedback? il
* 95%
* What percentage alert staff to the findings?
* 50%
* What percentage deploy and/or improve business
processes based on those findings?

*10%
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Continuous Improvement: Act on Feedback, Tell [

Customers and Staff ::m;{:

[l
= 95% of companies L

collect feedback

= 50% alert staff of the
findings

= 30% make decisions
using this insight

= 10% deploy and improve

* 5% inform customers of
the change

0

Collect  Alert Uses Deploy Tell ‘
Feedback Staff Insight and Customers ‘ ‘

Imirove
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IBM SPSS Driving Customer Intimacy ®
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apture Predict Tl

Data Collection delivers an Predictive capabilities bring repeatability to Unique deployment technologies and

accurate view of customer ongoing decision making, and drive confidence methodologies maximize the impact of

attitudes and opinions in your results and decisions analytics in your operation
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What is Feedback? i
[ty
(4]
Social il
. Telephone
media/(blogs) interviews

Conversations

Customer
Survey

Resident
Survey

Call Centre Employee

Notes Survey ‘ ‘
AA
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= |[BM SPSS Data Collection — Demonstration
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IBM SPSS Data Collection "'{%'
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e Author once [ll

* Re-use

e Standardise questionnaires

¢ Control access

* Advanced version control

* Match the tool to the user

* Have capacity for complex surveys
* Maximise use of resources

* Multi-lingual

* Minimise work for analysis

¢ Clean, high-quality data.
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Demonstration

Author

i

mEasy to use

= Centralise & share
survey assets

= Control Access

=Increasein
efficiency

= Faster to react

i
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IBM SPSS Data Collection )
Deploy il

 Multi-modal
* Centralised
» Secure
* Interact with organisation databases
* Tailor survey to market
* Track progress
- Respondents
«- Telephone Interviewers.
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Demonstration

|2 EmployerSurvey - B8 SPS58 Data Collection Auther®
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Please indicate which benefits you are currently enrolled in by checking the box next to each benefit which
applies. Please check all that apply.

Medical HMO (Individual)

Medical HMO (Family)

Dental HMO (Individual)

Dental HMO (Family)

Medical PPO (Individual)

Medical PPO (Family)

Dental PRO (Individual)

Dental PPO (Family)

Life Insurance (Individual)

Life Insurance (Individual & Spouse)
ADED (Individual)

ADED (Individual & Spouse)

vision

Flex Spending (Medical)

Flex Spending (Transportation)
Flex Spending (Child care)
Retirement (401k, 403b, IRA, etc.)
pre-Paid Legal

Other (Please Specify) (Please write in) (Please write in)

O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O

\é,
Iyt
l['il i
[l
ol

How would you rate MTS as an employer on each of the following

Very Very
Poar Aversge Good
B -

| have the right amcunt of independence fram my immediste
supervisor to do my job
My immediate supervisor is good at managing me

My performance review provides me with information | need
ta da my job better

| i enough training to be able 1o fmprve my skills
| ks what s expected of me n my job

Semibar management has a clear sorme of direction for our

gy
My compensation is appropriate for my job
Communication within my department is good

| understand the compary’s goals, strategies and mission

Communication between the different parts of the company Is
wood

My Immediate supervisor is good at managing others

| think there are opportunities for career growth at this
L ¥ |

[Proviows | [_Hems ] [ Swp ] N
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Data Co i Activities

Craste o modfy your survey [Windows forme clent)
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Telephone

Project: £
ek the "Naxt Conact button £ retrave the nest.
Eomact
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Telephone

fro12123456789 J[edit]
edt]

Introduction to Survey
Dial number and select Call Qutcome from the list on the left.

+612123456789
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Dialer busy
o

Fast busy

Good afternoon,

My name is KAREN_HARDIE, I am calling on behalf of I8BM.
Would you mind answering a few questions on working for MTS?
It will take around 10 minutes.

For quality assurance, this phone call may be monitored and recorded. s this acceptable to you?

Fax

| Gatekeeper/Inf problem - send to
s

| GK/Informant problems

Hard Of Heari

Informant denies Resp existence

Language barrier

Language recall

Language problem - GK

Language problem - Respondent

Make appointment SOFT
Maori Interviwer Re

Telephone
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Depart
ment

Region

Born

Age

Time

Paper — Scan or

What Department do-you workin?

a
a

Sales

Marketing

In what region are you located ?

a
a
a
a

Australasia
Morth America
South America

UK/Europe

In what year were you born?
1840 - 1984

I I

How old are you?
14-78

L1 1

How long have you been employed by MTS?

a
a

Under 1 year

1-2 years

data enter

Serial number

L1 1 1 1

Finance andAdministration

oo

Logistics and Warshousing

Middle East
Africa
Other

Prefer notto answer

oOo0oo

a
a

5-10 years

Over 10 years

- |:| 2-5 years .

- Call Conber - Microssll

Call Centres

ernel Fxplarer

My Activitios

hone Call | Service | Ce

New Customer [0 195781008

Phone Number: 355-335-1212

Last Name: [andarsan

Fiest Name: [fFllan

Addedrmes

[125 mopie orve

city: [Blaemingten

Mecommendations:

Mow Yalue:

Lifetime Value:

Family Savings Account

Premium Savings Account

Retention Score:

o

Search:

Oplisnss &lyanged | Hatwerd | Baxed

| Accounts | Calandar | Ta O List

Gendwe: [Fomale =] s s

@ecupation: |

other Accounts: [Chacking Account

service:
[#a woukd ba vary pleaied Lo waico Cat e gt -
Labw duwr & fawe dubads, (gathar nam: ¢

San T ash you a couple of quastions that will allow us b betler sarvics
veu gairg fareard?

D2 vou surrartly hava nusstenant reducts with sthar banks?

5 FEa =
Do you mtend to make ABC
& yes CNo Update Recommendations
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mIncrease
participation

s Easy to control

sEngage your
stakeholders

mIncrease efficiency

= Get timely results

ke J



Hyuutt

ke J

1

IBM SPSS Data Collection

[l
Analyse ﬂ:][:“
([

* Data is centralised

* Easily exported

» Can be integrated with organisational databases
» Control access

» Easy to use tools

 Accessible anywhere

* Reuse previous work

» Share work across organisation.
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Analyse

Demonstration

Access

IBM* SPSS® Data Collection Interviewer Server Administration

My Projects
Project Id:
Project Name:

EMPLOYEESURVEYZ
EmployseSurvey2

Project Descriptios Employes Survey

Select an activity below to work on

{5 DEEWRDEMO1
R dem2

Author
&) pEMo1

Build
View Survey Link

Launch

Promote Project
Participants
Participant Rules
Email

Phone Survevs

Export to desktop

Survey Results
Status

Analyse online in
real time

Survey Reporter
ivation Histo:

Create or modify your survey (Windows forms client)
Create or modify your survey
Preview and test the survey

Go live with the survey

Launch project to alternate site

Upload database information about your survey participants
Script how participants access your survey

Invite participants to take your survey

Manage telephone-based interviewing

Review data collection interviews

Share files with your colleagues

Telephone respondents to participate in a survey
Download the latest survey data to your desktop

View summary results of your survey

View how many participants have completed this survey
View information on telephone-based intsrviewing
Powerful analysis and tabulation

Powerful analysis and tabulation (Windows forms dlient)
View summary histery of your activations
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mEasy to use

s Ready access to
information

= Real time results
s Allows Proactive

sIncreased
productivity
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Distribute

ke J



E IBM SPSS Data Collection “@j‘
U
Distribute ;Fi;lii
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* Integrate with other systems

* Automate

 Can trigger actions

» Access to complete reports or data

» Publish to web, email, word, excel, ppt.
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Distribute

sImprove
processes

s Actionable
information

s Accessible
information

%—‘j’

mEasy to use

= Centralise & share
survey assets

= Control Access

mincreasein
efficiency

= Faster to react

mIncrease
participation

s Easy to control

s Engage your
stakeholders

mIncrease efficiency
u Get timely results

Analyse

s Easy to use

s Ready access to
information

= Real time results
s Allows Proactive

sIncreased
productivity

i

S

Distribute
sImprove
processes

s Actionable
information

s Accessible
information

%—‘j’
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= Add value with IBM SPSS Statistics
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IBM SPSS Statistics

= Uncover key insights
= Validate assumptions
= Easily conduct more in-depth analysis:
— Market segmentation
— Market basket analysis
— Data Reduction
— Perceptual mapping
= Investigate key influences on outcomes.

= Data from Data Collection is immediately ready for analysis
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[ R Surveysav [DataSet ] TN PSS Satisics D Eor e ’———J ly

File Edt View Data Transform Analyze DirectMarkefing Graphs Utiies Add-ons Window Help

ETEN T S TEFL LR T

5 Region 4 Visible: 31

D Department Region bom age age bands | Tenwe | gender ManagerDesc1 WanagerDesc2

1 252 Depam1’1‘elnt; South Amenica 1977 19 upto 24 Over 10 ye... Malg Compassionate Demanding
2 24 oucd Not Answered 1977 19 upto2d  12years  Female Autocratic 0
3 2621 Sales Not Answered 1980 16 upto24 Under1year  Female Autocratic 0
4 2005 Logistics & Wareho... South America 1921 75 S5andup Ower 10ve.. Wale Autocratic  Shows Leadership
5 2006 Marketing UK[Europe 1922 4 Bhandup  12years Malg Approachable  Shows Leadership
b 2007 Sales UK/Europe 1926 70 S5andup Over 10ye... Male Autocratic  Shows Leadership
i 2008 Sales UK/Europe 1921 69 Hhandup 510 years Male  Shows Leadership Compassionate
8 2009 Sales North America 19271 69 Shandup A0years  Female  Shows Leadership 0
9 200 Marketing North America 1930 66 Saandup Over 10 ye... Female Approachable Shows Leadership
10 2011 Finance and Admini... UK[Europe 1930 66 S5andup Qweri0ye..  Female Approachable  Shows Leadership
1 2012 Sales UK/Europe 1931 65 S5andup Owerf0ye..  Female Approachable  Shows Leadership
12 01 Marketing North America 1931 65 Hhandup Ouer10ye.. Malg Approachable  Shows Leadership
13 014 Sales South America 1932 64 Hhandup Owerf0ye..  Female Autocratic  Shows Leadership
1% 1% Sales North America 1932 6 Shandup H0years  Female  Shows Leadership 0
15 2016 Marketing UK/Europe 1933 63 S5andup Ower 10ye.. Wale Autocratic  Shows Leademh\pr
16 017 Sales UK[Europe 1934 62 Shandup Quer 10ye.. Malg Autocratic  Shows Leadership

How would you rate MTS as an employer on each of the following
factors
Base ‘ Mery Poor | Poor | Average | Good | VeryGood | Mean
jow would you rate MTS as an employer on each of the following factors
300 57 52 55 63 73 31
[The benefits program is good 100% 19% 17% 18% 2434 Py
. 300 57 83 40 70 70 31
Communication between the diffzrent parts ofthe companyis good 100% 19% 215 123 2% 209
diate . dat 300 62 4 60 73 61 a
immediate supewvisor is good at managing me 100% 219 155 0% P 20%
lisfied ) 300 [ 45 62 52 75 31
am asatished employee 100% 2% 15% 21% 7% 2%
am recognised for doing a good job <10 53 % & I 5 &
g ) g 100% 18% 17% 23% 24% 19%
. . . " 3 g 300 5 58 62 66 61 31
have the right amount of inde pendence from myimmediate supervisor to do myjob 100% 18% 103 P 20 205
. 300 51 59 &1 74 55 a
feel free to express mythoughts, feelings and ideas withoutfear of reprisal 100% 17% 0% 0% 25% 1%
300 57 63 58 50 72 31
am able to work from home and/or be flexible with myhours 100% 19% P 19% 7% Py
300 61 49 &7 64 59 30
understand the companys goals, strategies and mission 100% 0% 16% 2035 219 20%
300 58 57 73 41 Il 30
IThis companycreates an environmentwhere talented people can flourish 100% 19% 10% 2435 14% 2%
IManagement is effective when communicating decisions or changes that affect the 300 o4 66 63 52 65 30
e mployees 100% 18% 22% 21% 17% 2%%
- 300 61 58 57 62 62 30
performance review provides me with information | need to do myjob better 100% 0% 19% 19% P 51
. ; 300 80 58 57 71 54 30
thinkthere are opportunities for career growth atthis company 100% 0% 10% 105 I 5%
. 300 62 61 52 61 63 30
Communication within mydepartmentis good 100% 215 0% 75 o0 21
. . . 300 5 4] 67 48 62 30
receive enough training to be able to improve my skills 100% 19% 2085 poen 16% 21%
ann 4 fh =) 54 i 20
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Mean | am hapgy with my eurent pesition

Markesng Finsmce and Adminksiration  Logistics & Wasshming
= uwy

Sales

h “HR Survey.sav [DataSetl] - IBM SPSS Statistics Data Editor V—
File Edit View Data Transform Analyze DirectMarksing Graphs Utiities Add-ons Window Help
ELETEEETE EY FLEEEIE YY)
Name Type Width | Decimals Label Values

13 Reason String 100 0 Reasaons for recommending/not recommending None

14 rating01 Numeric 1 0 | am recognized for doing a good job {1, Very poo...
15 rating02 Numeric 1 0 This company creates an environment where talented people can flourish {1, Very poo...
16 rating03 Numeric 1 0 | .am happy with my current position {1, Very poo...
17 rating04 Numeric 1 0 Lurild d at this \ {1, Very poo...
18 rating05 Numeric 1 o | 88 Factor Analysis - - — == {1, Very poo...
19 rating06 Numeric 1 0 Variables : {1, Very poo...
20 rating07 Numeric 1 0 & DI <] 1 am recognizea i {1, Very poo...
2 rating08 Numeric 1 0 & Department [Dep il This company er my job {1, Very poo...
22 rating09 Numeric 1 0 & Region [Region] oMl | am happy with ... ) {1. Very poo...
23 rating10 Numeric 1 0 & Year som [oon] oll | would recomme ket the employees {1, Very poo...

& raelage] oM | receive enough't x

el rating 1 Numeric 1 0 {l Age (Banded) [ag.. oMl | think my talents ... L {1, Very poo...
25 rating12 Numeric 1 0 {I Years of employ... | Jil | am asatisfied e =] | {1, Very poo...
26 rating13 Numeric 1 0 & Gender[.gender] Selection Variable: i {1, Very poo...
27 rating14 Numeric 1 0 & DESC”W”” of la. {1, Very poo...
28 rating15 Numeric 1 0 % g:zz:g:z: 2::::: L ) {1, Very poo...
29 rating16 Numeric 1 0 {1, Very poo...
30 rating17 Numeric 1 0 ) {1, Very poo...
kil rating18 Numeric 1 0\ personal lfe {1, Very poo...
32 rating19 Numeric 1 0 I'have enough information to do my job well {1, Very poo...
33 rating20 Numeric 1 0 I think there are opportunities for career growth at this company {1, Very poo...
M4 rating21 Numeric 1 0 My performance review provides me with information | need to better do my job {1, Very poo...
35 rating22 Numeric 1 0 Communication within my department is good {1, Very poo...
36 rating23 Numeric 1 0 My immediate supenvisor is good at managing others {1, Very poo...)
3 FAC1_1 Numeric " 5 REGR factor score 1 for analysis 1 Mone

38 FAC2 1 Numeric " 5 REGR factor score 2 for analysis 1 MNone




Rotated Component Matrix®

Component

2

Management is effective when communicating decisions or changes that affect the
employees

Communication within my department is good

Communication between the different parts of the company is good

| feel free to express my thoughts, feelings and ideas without fear of reprisal

Senior management has a clear sense of direction for our company

My immediate supervisor is good at managing me

| have the right amount of independence from my immediate supervisor to do my job
My immediate supervisor is good at managing others

| know what is expected of me in my job

| am a satisfied employee

| understand the company's goals, strategies and mission

Wy compensation is appropriate for my job

| think there are opportunities for career growth at this company

Wy performance review provides me with information | need to better do my job

The benefits program is good

| am able to balance the demands on my time between my work life and my personal life

| have enough information to do my job well

This company creates an environment where talented people can flourish
| receive enough training to be able to improve my skills

| am recognized for doing a good job

| think my talents and skills are being fully utilized

| would recommend employment at this company

| am happy with my current position

850

835
793
764
754
738
728
691
507
443

417

7a2
762
753
601
950

404

702
.6B6
635
585
526

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Mormalization.
a. Rotation converged in 5 iterations.

Communication
Compansatien

Hecognition

Mean

T T
Finance and Logistics &
Admintstration Warshowsing

Department

T T
Sales Marketing

s
[NIE)
N}
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HR Survey.sav [DataSetl] - IBM SPSS Statistics Data Editor
ile Edit View Data Transform Analyze DirectMarketing Graphs Utiliies Add-ons Window Help
SLEN N[t 4 Q% %
:Region ‘4
‘ gender H ManagerDesc || ManagerDesc2 ” ManagerDesc3 ” Recommen ”
1 Male Compassionate Demanding 0 N
‘Whether recommend company to others

2 Female Autocratic 0 res

3 Female Autocratic 0 0 No answer

4 Male Autocratic Shows Leadership Demanding Mo

5 Male Approachable Shows Leadership Yes

[3 Male Autocratic Shows Leadership 0 Yes

7 Male Shows Leadership Compassionate 0 No

8 Female Shows Leadership 0 0 Yes

9 Female Approachable Shows Leadership Yes

10 Female Approachable Shows Leadership Compassionate Yes

11 Female Approachable Shows Leadership Demanding Yes

12 Male Approachable Shows Leadership Demanding Yes

13 Female Autocratic Shows Leadership Demanding Mo

14 Female Shows Leadership 0 0 No

15 Male Autocratic Shows Leadership Demanding Yes

N

B HR Survey.sav [DaeaSert] - 1M SPSS Statistics Data Editor W——

e Edit View [ata  Transform  Analze  DiractMarkeling  Graphs  UGlies Add-one  Window  Halp

= L Ji i IS % ‘J I

SHE M « ~ Byl B HE FHooE 0% 6

o Departrment Region bom age age_bands Tenure gender ManagerDesc
1 2585 Sales South America 1377 13 upto 24 Crwer 10 ya... Mala Compassionate.
2 2544 Sales 14§83 Decsion Tree - - - Paleratic
3 2621 Sales Mg Autocratic
1 P sofl| Maiubles: Dependent Variable:
el [ % (3 s | O —
& Year bom [bom] @ .
B 200 Sales l sge Bances)lag. Ccmvoomed Cons ) Autasratc
T 2008 Sales & Description of Ma i Shows Leadership
8 2009 Sales 1| | b Desciption of M ":P"""“"“""'"' S T Shows Leadarship
T - & Description of Ma... Dhepaniment [Depan
[] 2010 Marksting el % Resans for recs & Rugion [Region] [ gptens.. | Agproachable
10 ) 2011 Finance and Admini... all 1 am recognizeato.. & hqe [age) Agproachable
1 2012 Sales 1 s company ere.. Lﬂ all vears of empsoyme... Agproachable
12 2013 Marksting M)l |l 1 3m happy win m i Gender [gender) Approachabla
12 014 Sales Sofl g Iwould recomme Autoeratic
. Vieceshae enough It - e

14 2015 Sales Ny "l ko Ko Force frstvariable Shows Loadership
15 2018 Marketing il 1am a sanstene.. : Autocratic
16 2017 Salers ll 1 nave the night am.. El r—|'m°mw"“'°' Autncratic
17 2018 Sales N\ Righiclick a variabie 1o Autocratic
18 2019 Marksting Hejl| etange i measuremen Gm:‘nn S Autocratic
19 2020 Marketing level in the Variaoles izt R hopesachable
20 2021 Marketing He) Autocratic
2 iz Marksting (Lok ] [ 2aste J[ eset |(cancet [_neio | Shows Laadsrship
22 0 Marketing e e e B T—— s Shows arship
23 2024 Marketing UK/Curopa 1937 59 55 and up Under 1 year Mala Shows Leadership
24 0 Sales South fanenca 1937 59 86 and up Cwer 10 ye Fremale Aautvcratic
25 2076 Logstics & Wareho... UK/Curopa 1937 59 55 and up Ower 10 ya.. Mala Approachable

Shows Lead
Shows Lead
Shaows Lead

Compas:

Shows Lead
Shaows Lead
Shows Lead
Shows Lead

Shows Lead

Shows Lead
Shows Lead
Shows Lead
Shows Lead
Shaows Lead
Shows Lead

Compa

Shows Lead
Shaows Lead




Whether recommend company to

others
Node 0
Category % n
rTT H Yes 734 437
1 W Yes H g 26 6 158
e Total 1000 595
1=
Region
Improveme‘nt:D.DN
South America, UK/Europe; MNorth Australasia; Middle East
America; Africa |
Mode 1 Mode 2
Categary % n Category % n
B Yes BO.7 309 H Yes G004 128
B Mo 193 74 B Ng 386 B84
Total B4 4 383 Total ;e N2
| E | E
Department Region
Improvemelnt:D.DD? Impruvemelnt:D 002
B Ve BO.7 308 B Yes 60 4 128
B 193 74 B Mg 396 B84
Total fi4 4 383 Total 3568 212

Logistics & VWarehousing; Marketing

Department
Impraverment=0.007

B Yes
B Mo

Total

Nade 3
Category % n

B9.1 147
ma 18

7.7 1658

Region
Impravement=0.002

Irmpravement=0.003

Sales; Marketing

Sales; Finance an[i Adrministration Australasia Middle East
Mode 4 Nade & MNode B
Category % n Category % n Category % n
N veg 74.3 162 B Yes B53 77 B Yes 843 41
B o 257 56 B Mo M7 4 B No 4567 43
Tatal 366 218 Total 198 18 Total 128 ™
[+ | -]
Diepartrnent

Logistics & VWarehousing; Finance
and Administration

Node B ; Mode 10
Category % n | Category % n
B yes T i W ves 626 B7
B o 51 1 | B Ny 374 40
Total 18 11 | Total 18.0 107




Predict & Act...

15 Fleld\ /Status

Create/Execute
(&i Models - Show and
/ Status *,
.
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IBM Cognos BI

/Analysm
> — " aw

Type Status
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15 Fleld\ /Status

Create/Execute
(&i Models - Show and
/ Status *,
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Analysis

IBM Cognos BI
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Tyoe Status \
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employees at FIN
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/ Table
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IBM Cognos Bl Export




mrm

Ill
Include employee surveys i

CreatefExecute
i ( ) i Models - Show and

Status *, Accuracy of
15 Fleld\ /Status . T the results
“
/ Analysis
. —_—
c%

IBM Cognos BI Tioe Status

/ Table

== Sehzdlhm;e ‘at risk’

, employees at FIN
Employee Survey
(
'
Employee Survey - Exit surveys,
performance evaluations, etc IBM Cognos Bl Export

mrm

Include feedback including qualitative data ﬁ:,,ji

Create/Execute
) Models - Show and
A """ Predict Employee
.

Turnover
Status *, Accuracy of
15 Fleld\ /Status . T the results
.
/ Analysis
—_— —_— _..

IBM Coagnos BI Merge Tvpe Status

/ Table

== Sehzdlhm;e ‘at risk’
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Employee Survey
(
'
Employee Survey - Exit surveys,
performance evaluations, etc IBM Cognos Bl Export
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m\Ahy feedback is important

= Customer Successes

ke J

LY

Yamaha lets the market drive design @:1
i
[IUTHN
Business goals QYAMAHA
= Provide cutting edge motorbike
products At A Glance

= Be product of choice of motorbike _
= Founded in Japan, 1955

enthusiasts across Europe - 37,000 employees
= 56% of sales are in
Europe and U.S. (evenly
split)
= Over 57% of sales from
their motorcycle business




Solution Implemented @YAMAHA ﬁ
i
Iy

(Gl

» Supplement “formal” market S e
. . 4 = 5
research with fast, focused online E,é & pu E

o develop bikes
surveys

= Use ‘feedback portals’ where
customers and prospects share

u X-MAK

feedback on motorbike design and —
OptlonS :ggzgter
= Incorporate feedback throughout s

are the first choice if you

the development process

Imore]

Created a virtual biker’s spot ﬁi
iy
(I
N}
From reality to virtuality
A internet bikers cafe
l Version 2000

QYAMAHA Design Cafe

A virtual platform to get information
And give information




Virtual biker’s chat lffn
ity
]
(]

| o vamamn Design fafe__.-

Take information

Early versions in html
| O YAMAHA Design Cafe |

A Yo . . - v ]
Give information —— e

@VAMAHA &
Iyl
i

Results (HHT
N}
= Ability to proactively address changing market needs
in a timely fashion

= Optimised ongoing product development for maximum
market impact

= Achieved enhanced competitiveness in the motorbike
marketplace

» Improved processes with dealerships

< S%




Making A Difference Today ®
ki

»The Wesley Research Institute
(WRI)

*Not-for-profit organisation
established in 1994

= ocated in the grounds of The
Wesley Hospital (TWH)
Brisbane

Translational Research... &

The aim is to turn basic scientific findings into better
health care outcomes for patients as quickly as possible.

S TRansiATOwALResEARGH
o Dl B ST B DR
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One step further...

esupport the clinical community
internationally by piloting an
education program

*designed to educate in the area of
patient outcome projects, so that
clinicians can learn from our
processes and take that knowledge
back to their own community
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VASCULAR AND ENDOVASCULAR Co-P
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13 clicks... o}

I ;:!'!
434 questions x 412 patients = 178,808 cells i

13 clicks (30 secondl&lﬂ
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THE WESLEY
HOSPITAL

CARDIAC
SURGICAL AUDIT
2008

CARDIAC SURGICAL L The Wesley i isati
AUDIT - 2009 L Cardiac Catheterisation

Laboratories Audit 2010

IBM SPSS Training and Education Services "'I%
iy

[RIR)
N}
IBM offers a wide range of training courses in multiple formats

to ensure you get the most out of your software investment.

Our training covers each of the four SPSS product families:
= Statistics

= Data Collection

= Modelling

= Deployment

Speak to an IBM Representative about training today or visit
Ibm.com/au/spsstrain 4




Contact IBM SPSS Software il
“!I!Eii
(G}
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Phone: o -

132 426 m SPSS Preqm_lwe: An_‘_all\,vllws SOft\!\_rgnle e

. i‘}“:..“_::::., Stand out from the crowd F --\.'
Web: e TR M
ibm.com/spss/au

WIN an Apple iPad2!! :Hrn
Just complete the online survey ™

via email link after the event to enter.




