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Voice of the customer
Customer Relationships

NPS — Net Promoter Score )
Customer-centric

Customer Satisfaction

Customer Loyalty
Community Engagement

Staff are the key

Highest retention rate

Business Analytics software

© 2011 IBM Corporation

4"'



The Predictive Analytics Agenda, May 2011
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What If.....

You could use feedback captured from:
» Customers
+ Constituents
* Employees
* Students
* Patients
* Stakeholders

to make improvements to your businesses, services or programs.

Business Analytics software
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You could......

Reduce marketing spend

Tailor web sites

Better identify prospects

Analyse buying patterns

Personalise interactions

Have better knowledge of customer requirements

Be more aware of staff needs

Identify students at risk

Identify problem areas in your organisation.

Business Analytics software
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Agenda

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

= Customer Successes

Business Analytics software
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Agenda
= Why feedback is important

Business Analytics software
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A Holistic Approach

Descriptive

Interactional

Behavioural

Attitudinal

Business Analytics software
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The End of the Averaged Customer

95% of Top Performers’ Consider

95%

Getting closer to customers

14

more

Others Standouts

“To surprise customers requires unexpected ideas through

interactions of people with diverse perspectives.”
Shukuo Ishikawa
President and CEO, Representative Director, NAMCO BANDAI Holdings, Inc. Japan

Source: IBM's 2010 Global CEO Study  Capitalizing on Complexity (1,541 CEOs, 60 nations, 33 industries)

Getting Closer to Customers Their Top Priority——___

Building intimacy & trust

tion of services

arket of one.”
Tony Tyler
ific Airways, Hong Kong

iness Analytics software
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Are Businesses Really Listening .......
Why Do Customers Leave
Customer Service
Cuuality
g Price
=5
w
& Other
—_
=]
=
= Functionality
® Customer View (n=300)
Convenience u| Company View (n=369)
MNeeds Changed
L E - e -f' E -’l
0% 10% 20% 0% 0% S0% B0% TO% BO%
Percent of Reapondents

In the Public Sector..

Ra=(hd

Pain control

+37%

+15%

+13%

+13%

+8%

+7%

+o%

{505 MORI

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

Business Analytics software
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The importance of staff attitudes

How

Respondents were asked:VWhich of these phrases best describes the way youwould speak about the services your
organiation provides?

M Detiactors
W advocates

Teachers

GP receptionists
Education {national total)
Private sector norm*
Murses

Allied Health Professionals
Health {national total)
Mational total

0% NE

Local authority
GPs

polce S

+ Private secter nom based on all MOR private
sector surveys as of Apil 2004

0 MOR!

Source: Lost in translation: why are patients more satisfied with the NHS than the public? Nigel Edwards: Director of

policy for the NHS Confederation Business Analytics software
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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

Business Analytics software

© 2011 IBM Corporation
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Continuous Improvement: Act on Feedback, Tell Customers
and Staff

= 95% of companies
collect feedback

= 50% alert staff of the
findings

= 30% make decisions
using this insight

= 10% deploy and improve

= 5% inform customers of
the change

Collect  Alert Uses Deploy Tell
Feedback Staff Insight and Customers
Improve

Business Analytics software

© 2011 IBM Corporation

Source: Gartner

IBM SPSS Driving Customer Intimacy

Capture Predict Act
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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Business Analytics software
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What is Feedback?

Social

Teleph
media/(blogs) =epone

interviews

Customer
Survey

Call Centre
Notes

Employee
Survey

Conversations

Resident
Survey

Business Analytics software
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Agenda

= |BM SPSS Data Collection — Demonstration

W e 00T W e,
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Business Analytics software
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TS % =l

Business Analytics software
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Business Analytics software
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IBM SPSS Data Collection

Author once

Re-use

Standardise questionnaires
Control

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.

Business Analytics software

© 2011 IBM Corporation
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Demonstration

Business Analytics software
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mEasy to use

= Centralise & share
survey assets

= Control Access

mIncreasein
efficiency

= Faster to react

Business Analytics software

© 2011 IBM Corporation

Business Analytics software
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IBM SPSS Data Collection
Deploy

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

Business Analytics software

© 2011 IBM Corporation
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Demonstration
Deploy

Business Analytics software

© 2011 IBM Corporation

4."

12



The Predictive Analytics Agenda, May 2011

‘Shert Mame
[
riningClsasss
] st
(7] Bavairreliad Decloy Locally_.
(7] Berin e Adbvie
& Haaylioried
& [0 Page Actatsn Conec
T E s ats Anpwer .
5] Gender. Validate Template
I3 E W" Vi S Fissponss & GoTo ® Omer &  Exhswe &
[2] Doimar Saneints Rapasitiry.
e o [m]
Ostioas—
L [t [ 0 1 5] ]
< s
4 10148 EPEES Bata Eolboctian Interdbewer Server hatration  Windowe fntornet Exploser [ el

EMPLOYEESURVEY
EMPLCYERSURVEY
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Launch praject 1o alernate site
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Deploy

B Vi Survaey LN Windioves Ier et Explorer

30

Online

C‘é Staff Survey
=

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

]
i
f

| have the right amount of independence fram my immediste
superviser to da my job

My upe s good at iy

My perfo e prroecides. me with I need
ta do my job better

| rocmive snough training to be able to improee my ckills
1 ks what is expected af mo i oy job

Sevibar management has a cleas sorme of dicection lor eur
company

My compensation i3 appropriate for my job
‘Communication within my department is good
1 understand the compary’s goals, strategies and mission

Cammunication between the different parts of the company I
goad

My immediate supervisor Is goad at managing others

| think there are opportunities for career growth at this
company
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Craste o modfy your survey [Windows forme clent)
Craste or modify your sureey
Praviem and test the survey

Powertul anabyss and iabulaton
Pemeital Bty e tatudgten [Aindems farns shert)
‘Wiew summary history of your actnations

Telephone

@v ‘ahm:y:mmm Dinensioniet] hash=17:16:26,343000080r0j=EVPLOVEESLRVEY 28exit=1

{8 18M@ P55 Data Colecton Interviener Server Adn m

1BM® SPSS° Data Collection Interviewer Server Administration

My Projects Data Collection Activities
Project 1d: EMPLOYEESURVEY2
Project Name: EmployeeSurvey?
3 m System Project Description: Employee Survey
a DEEWRDEMO1 Select an activity below to work on

Phone Participants Telephone respondents to participate in a survey

15



The Predictive Analytics Agenda, May 2011

Project: EmployeeSurvey2

Click the *Next Contact’ button to retrieve the next
contact

2% Next Contact

o Get Specific Contact
& Change Project

€ Exit

Telephone

EID15

61278271727 [ edit |
ohn Smith

[edt]

Introduction to Survey

Dial number and select Call Gutcome from the list on the left.

+61278271727

FRESH
EmployeeSurvey2

| Good afternoon,
[abandoned
[Answering machine . .
Appointment ‘We are doing a survey on behalf of your employer to ask you about some of the training you may
Business have done recently.

Bu

Cell phone Would you mind answering a few questions about this?
Tt will take around 10 minutes.
ast bu

2

Language barrier
anguage recall
letwork bu:

io answer

My name is karen_Hardie I am calling on behalf of Human Capital Management.

lot available
efused

sjected
ransfer to web

16
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Telephone

rol2123456780 _J[edit]
edt]

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

+612123456789

IMTSHRDEM1

Good afternoon,

My name is KAREN_HARDIE, I am calling on behalf of 18M.
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. Is this acceptable to you?

Informant denies Resp existence

Language barri

er

Language recal

Language probl

lem - GK.

lem - Respondent

i

&

_ag_.l_‘fm;f_ g i d L

Paper — Scan or data enter
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Paper — Scan or data enter

Serial number

I S S — —

Depart What Department do you work in?

ment
O  sales
O  marketing

Finance and Administration

oo

Logistics and Warehousing

Region In what region are you located?

[ Australasia [ middieEast

[ Morth America [ Africa

[ Southamerica [ other

O UxEurops [ Prefernottoanswer

Bom  In whatyearwere you bom?
1940 - 1994

IS S — —

Age  Howold are you?
14-78

I —
Time  How long have you been employed by MTS?

O  undertyear [ s1oyears

[ 1-2years a

[} 2-5years

Over 10years

search: [ |

Oplionss dedyanged | Mtk | Baced

My Activitios Log-oll

Phone Calls | Service | Contacts | Accounts | Calendar | Te Do List

Mew Customer 10 : 13570 Phone Number: 555-555-1212

Last tarne: [anderson First Name: [Fllen

address: [123 Maple Drve

city: [Blasmingten

Gendes: [Female =] ssa: 111 [22

oceupation: [

Other Accaunts: [Chacking Account

Hecommendations: Service:

Family Savings Account

gathar name, addoes

Can 1 ask you a counle of quastions that vill allaw us to batter service
veu going farvardy

Premium Savings Account

D vou cusrartly have invartrnant predusts vith ethar banke?

i ki ’ . g
Do you mtend to make ABC bank your pr

Mow Value: Lifetime alue: Retention Score:

L ® LY

Updata Racommandations

Eves O No

are

ration

4"'
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Mobile devices

mIncrease
participation

= Easy to control

s Engage your
stakeholders

mIncrease efficiency
= Get timely results

Wil U0ARRRY

Business Analytics software

© 2011 IBM Corporation
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Business Analytics software

© 2011 IBM Corporation
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IBM SPSS Data Collection

* 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.

Business Analytics software

© 2011 IBM Corporation
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Analyse

Demonstration

Business Analytics software

© 2011 IBM Corporation

Analyse

Access

IBM® SPSS® Data Collection Interviewer Server Administration

My Projects

Data Collection Activities

L W m 8 S e Project Id: EMPLOYEESURVEY2
e W

System

€5 Cati Test

&l oo

A DEEWRDEMO1
dem2

&) pEmMo1

Project Nam. EmployeeSuruey2
Project Desc Employee Survey

Select an activity below to work on

Author Create or modify your survey (Windows forms client)
Build Create or modify your survey
View Surwey Link Preview and test the surwey

Launch Go live with the survey

Promate Project Launch project to alternate site

Participants Upload database information about your survey participants
Farticipant Rules Script how participants access your survey

Email Invite participants to take your survey

Phone Survevs Manage telephone-based interviewing

Review Interviews Review data collection interviews

Files Share files with your colleagues

Phone Participants Telephone respondents to participate in a survey
Export Data Download the latest survey data to your desktop

Survey Results View summary results of your survey
Status View how many participants have completed this survey

Ehene View informatien on telephone-based interviewing
Survey Tabulation Powerful analysis and tabulation

Survey Reporter Powerful analysis and tabulatien (Windows forms diient)
Activation History View summary history of your activations

21
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~

sEasy to use

s Ready access to
information

= Real time results
s Allows Proactive

sIncreased
productivity

L Business Analytics software

© 2011 IBM Corporation

Distribute

Business Analytics software

© 2011 IBM Corporation

4"'

®

22



The Predictive Analytics Agenda, May 2011

l
i

IBM SPSS Data Collection

Distribute

* Integrate with other systems

» Automate

* Can trigger actions

» Access to complete reports or data

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

Business Analytics software

© 2011 IBM Corporation
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Demonstration

Distribute

Business Analytics software

© 2011 IBM Corporation
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BL

Distribute

=Improve
processes

mActionable
information

mAccessible
information

© 2011 IBM Corporation

mEasy to use

= Centralise & share
survey assets

= Control Access

mIncreasein
efficiency

= Faster to react

mIncrease
participation

s Easy to control

sEngage your
stakeholders

sIncrease efficiency
u Get timely results

lyse

sEasy to use

s Ready access to
information

= Real time results
s Allows Proactive

sIncreased
productivity

Bl

=Improve
processes

mActionable
information

mAccessible
information

© 2011 IBM Corporation
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Agenda
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= Add value with IBM SPSS Statistics

w (" etomer ©

Business Analytics software

53 © 2011 IBM Corporation

Juell
1]
h

IBM SPSS Statistics

= Add advantages of spss

Business Analytics software

54 © 2011 IBM Corporation
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[ R Suveysar [DataSet]-TaM PSS Statistic Dta Edir o T —
File Edt View Data Transform Analyze DirectMarkefing Graphs Utiies Add-ons Window Help
BB er BRI HEMBLE {005
4 V\sw.me:.a\
D Department Region | bom age .age_bands  Tenure gender ManagerDesc1 ManagerDesc2

262 . "Depann:elm; "Su.uth America 1917 19 L|p.1024 Over 10 ye... ) .Ma\e Compassionate Deménding

x4 wund Hot Answered 1977 1 upto4  12years  Female Autocratic 0

262 Sales Not Answered 1980 16 upto 24 Under1year  Female Autocratic 0

2005 Logistics & Wareho... South America 1921 75 Haandup Ouer 10ye.. Malg Autocratic  Shows Leadership

2006 Marketing UK/Europe 1922 T Handup  1-2years Wale Approachable  Shows Leadership

2007 Sales UK[Europe 1926 70 S5andup Ower 10ve.. Malg Autocratic  Shows Leadership

2008 Sales UK/Europe 1927 69 Shandup 510 years Male  Shows Leadership Compassionate

2009 Sales North America 1927 89 Handup Bl0yeas  Female  Shows Leadership 0

2010 Marketing North America 1930 66 S5andup Over10ye... Female Approachable Shows Leadership

10 2011 Finance and Admini... UK/Europe 1930 66 S5andup Owerf0ye..  Female Approachable  Shows Leadership
il 012 Sales UK/Europe 1931 65 Shandup Owerf0ye..  Female Approachable  Shows Leadership
12 01 Marketing North America 1931 65 S5andup Ouer 10ye.. Male Approachable  Shows Leadership
13 0 Sales South America 1932 6 Handup Owerilye..  Female Autocratic. Shows Leadership
1% 2% Sales North America 1932 64 Hhandup HA0years  Female  Shows Leadership 0
15 2016 Marketing UK/Europe 1933 63 H5andup Ouer 10ye.. Malg Autocratic  Shows Leadership
16 017 Sales UK/Europe 193 62 S5andup Ouer 10ye.. Wale Autocratic  Shows Leadership

How would you rate MTS as an employer on each of the following|
factors
Base | VeryPoor \ Poor \ Average | Good \ VeryGood \ Mean
How would you rate MTS as an employer on each of the following factors
. 300 57 g2 55 63 73 31
The benefits program is good 100% 19% 17% 18% 21% 24%
300 a7 63 40 70 70 31
Communication between the different parts ofthe companyis good 100% 19% 21% 3% 29% %%

. i dat 300 62 44 60 73 61 31
Myimmediate supenvisor is good atmanaging me 100% 21% 15% 20% 249 208
| isfied | 300 65 46 62 52 75 31

am a satisfied employee 100% 290 15% 218 17% 25%
3 A a 300 53 52 ] Il 86 31

| am recognised for doing a good job 100% 18% 17% 29% 249 19%
- 300 L) 5 g2 68 61 31

| have the right amount of independence from myimmediate supewvisor to do myjob 100% 18% 19% 21% 2% 205
. . . 300 51 5 61 74 55 31

| feel free to express mythoughts, feelings and ideas withoutfear of reprisal 100% 755 0% 0% 25% 18%
. 300 57 ) 58 50 72 31

| am able to work from home and/or be flexible with myhours 100% 195 219 19% 17% 245
300 61 49 67 64 59 30

| understand the companys goals, strategies and mission 100% 0% 16% 29% 219 20%
. . . 300 58 57 [£] 4 7 30
This companycreates an enviranment where talented people can flourish 100% 19% 19% 24% 14% 24%
Management is effecive when communicating decisions or changes that affect the 300 54 66 63 52 65 30
employees 100% 18% 22% 21% 17% 22%
. L f 300 61 5 57 62 62 3.0

My performance review provides me with information | need to do myjob better 100% 0% 135 19% 249 21%
. . 300 60 5 57 m 54 30

| thinkthere are opportunities for career growth atthis company 100% 0% 19% 19% 2% 16%
300 63 61 52 61 63 30

Communication within mydepartmentis good 100% 21% 0% 17% 208 219
300 58 65 67 48 62 30

| receive enough training to be able to improve my skills 100% 19% 2904 2% 16% 219

-ulll
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N

b “HR Survey.sav [DataSet1] - [BM SPSS Statistics Data Editor

File Edit View Dala Transform Analyze DirectMarkeling Graphs Utilities Add-ons Window Help

SHEGc 2 ELINHEBLE A8 %

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 Ll d at th \ 1, Very poo....
18 ratmgﬂﬂ Numeric 1 o | & Factor Analyss i :W.Veg znn,,,
19 rating06 Numeric 1 0 Variables {1, Very poo__.
20 rating07 Numeric 1 0 £ 00 =] ol 1am recognizeat. <] {1, Very poo__.
21 rating08 Numeric 1 0 &, Department [Dep... oMl This company cr. my job {1, Very poo__.
22 rating09 Numeric 1 0 & Region [Region] oMl | am happy with 11, Very poo___
23 rating10 Numeric 1 0 & vear som foom] ol I would recomme \ect the employees {1, Very poo...
24 rating11 Numeric 1 0 ﬁ :ge fege] o receie erough 1 {1, Very poo...
ge (Banded) [ag. oMl | think my talents
2 rating12 Numeric 1 0 4l vears of employ. 4l 1am a satisfied e... [5] {1, Very poo...
26 rating13 Numeric 1 0 & Gender [gender] Selection Variable: {1, Very poo...
27 rating14 Numeric 1 0 & Description ofa.. {1, Very poo...
28 rating15 Numeric 1 0 % g:iz::s:g: 2::::: {1, Very poo...
29 rating16 Numeric 1 0 {1, Very poo__.
30 rating17 Numeric 1 0 {1, Very poo__.
kil rating18 Numeric 1 04 = = personal life {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...
4 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 None
38 FAC2_1 Numeric il 5 REGR factor score 2 for analysis 1 None
Rotated Component Matrix*
Component
1 2 3
Management is effective when communicating decisions or changes that affect the 850
employees
Communication within my department is good 835
Communication between the different parts of the company is good 793
| feel free to express my thoughts, feelings and ideas without fear of reprisal 764
Senior management has a clear sense of direction for our company 754
My immediate supervisor is good at managing me 738
| have the right amount of independence from my immediate supervisor to do my job 728
My immediate supervisor is good at managing others 691
| know what is expected of me in my job 507
| am a satisfied employee 443 A7 404
| understand the company's goals, strategies and mission
My compensation is appropriate for my job 782
| think there are opportunities for career growth at this company 762
My performance review provides me with information | need to better do my job 753
The benefits program is good 501
| am able to balance the demands on my time between my work life and my personal life 330
| have enough information to do my job well 544
This company creates an environment where talented people can flourish 702
| receive enough training to be able to improve my skills 586
| am recognized for doing a good job 635
I think my talents and skills are being fully utilized -585)
| would recommend employment at this company 526
| am happy with my current position

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

-ulll
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HR Survey:sav [DataSetd] - 18M SPSS Statistics Data Editor M T
ile Edit View Data Transform Analyze DirectMarketing Graphs Utiliies Add-ons Window Help
SLER"ES N X B 0% %
:Region ‘4

‘ gender H ManagerDesc || ManagerDesc2 ” ManagerDesc3 ” Recommen ”
1 Male Compassionate Demanding

‘Whether recommend company to others

2 Female Autocratic 0 res
3 Female Autocratic 0 0 No answer
4 Male Autocratic Shows Leadership Demanding No
5 Male Approachable Shows Leadership 0 Yes
[3 Male Autocratic Shows Leadership Yes
7 Male Shows Leadership Compassionate 0 Mo
8 Female Shows Leadership 0 0 Yes
9 Female Approachable Shows Leadership 0 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 Mo
15 Male Autocratic Shows Leadership Demanding Business Analytics software
60 © 2011 IBM Corporation

Utiiies  Add-ons  Window  Help

-

€Y

)

age_bands
1o 24 Cwer 10

gends
13
-

Dependent Variable:

oy Whether recommen...
[ gapones., ]

[_oupar. |
(vasgaton. |
[Lcnens._|
(Lgawe. |
[ gotons... |

Independent Vriablos
& riment [Cepsn
F3 in [Riegion]

& hge fage]
oll vears of empdoyme...
oy Genoer [gender)

| Force first variable

Influence Variable:

Growing Methad:
CRT =

ot
Male

59 55 and up Under 1 year Mala
59 56 and up Ower 10 ye Fremals
59 55 and up Ower 10 ya... Mala

ManagerDesci

Compassiona:n‘

Autocratic
Autocratic
Autocratic
Approachable
Autocratic

Ehows Leadership
Shows Leadership
Approachable
Approachable
Approachable
Appraachable
Autocratic

Shews Leadarship
Autocratic
Autocratic
Autocratic
Autocratic
Approachable
Autocratic

Shows Leadership
Shows Leadership
Shows Leadership
Autocratic
Approachable

.\ﬂ
ManagerDes]

Dem|

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
Campas:

Shows Lead
Shaows Lead

Business Analytics software

i HR Survey.sav [DntaSert] - IBM SPSS Statistics Datn Editor ——
fue Fat view Data  Transform  Anahge DirectMarkeling  Graphs
= _ B e &
SEE M o~ Binfl 8 HERLE 0% S
o Deparment | Region bom
1 2525 Sales South America 1977
2 244 Sales 1
3 2621 Sales Mg
a 2005 Logstics & Wareho... Sof "‘"“:““D-]
y . 10
2006 Marketi
5 aresy & ear bom [pom)
i 2007 Sales ol Age (Banced) lag..
7 2008 Sales & Description af M
B 2009 Salas Ml | & Description of Ma
[ 2010 Marksting nd) f; ﬁ::;';::"': r"; *::
10 2011 Finance and Admini... ol am recognized Y
n 202 Sales ol This comaany cre...
12 2013 Marksting Nl |l 1 3m nappy with m
12 014 Sales Sofl| | all 1 would recomme
1 Frers Solre ud) il | receha enough It
- ~— ol 1 ik my talents .
] 2018 Marketing il 1am 3 sansnege..
16 2017 Sades il 1 nave the right am..,
n i
7 2018 Salas N Righi-cick 3 variabie to
18 2019 Marketing Hefl| ctange s measuremen
19 2020 Marksting level In the Variables Iist
20 021 Marketng Mgl
2 0z Marketing
22 20 Marketng S
23 0z Marketing UR/Europs 1937
24 0 5 South fanenca 1937
25 2076 Logstics & Wareho... UK/Curopa 1937
61

© 2011 IBM Corporation

4"'

®

28



The Predictive Analytics Agenda, May 2011

.|||

Whether recommend company to
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Predict & Act...

15 Field\ /Status

Create/Execute
{ 5 i Models - Show and

IBM Cognos BI

Status *, Accuracy of
Y the results
.
/ Analysis
- — iR

Type Status
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15 Field\ /Status

Create/Execute
{ 5 i Models - Show and

IBM Cognos BI

Status *, Accuracy of
Y the results
.
/ Analysis
= —

b4
Type Status
/ Table

- = - - - Selectthose ‘at risk’

employees at riN

IBM Cognos Bl Export

© 2011 IBM Corporation

30



The Predictive Analytics Agenda, May 2011

Include employee surveys

Create/Execute

A Gy [

Status *,
15 Field /Status » .
“ /
Analysis
> — " aR

Status
/ Table

- - - - {selectthose ‘atrisk

- employees at riN
Employes Survey
.
'

Employee Survey - Exit surveys,
performance evaluations, etc IBM Caognaos BI Export

Accuracy of
the resulis

IBM Cognos Bl Tvpe

© 2011 IBM Corporation

Include feedback including qualitative data

Create/Execute

5 Models - Show and
TyiEl Predict Employee
Tumover
Status *, Accuracy of

the resulis

15 Field Status .

.

—® —® —a

IBM Cognos BI Merge Type Status
/ Table

@ - = - - - Selectthose ‘at risk’

I. employees at riN
Employes Survey
.
'

Employee Survey - Exit surveys,
performance evaluations, etc IBM Caognaos BI Export

Analysis
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7
ih

Agenda

»Why feed S important

= Customer Successes

68

Business Analytics software

© 2011 IBM Corporation
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Yamaha lets the market drive design

Business goals

= Provide cutting edge
motorbike products

= Be product of choice of
motorbike enthusiasts across
Europe

@YAMAHA

At A Glance

= Founded in Japan, 1955
= 37,000 employees
= 56% of sales are in

Europe and U.S. (evenly
split)

= Over 57% of sales from

their motorcycle business

© 2011 IBM Corporation
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@YAMAHA

Solution Implemented

= Supplement “formal” market
research with fast, focused

online surveys E;é ﬂ@ﬂl N

o develop bikes

vou can help us

= Use ‘feedback portals’ where
customers and prospects
share feedback on motorbike
design and options —

= Incorporate feedback
throughout the development
process

© 2011 IBM Corporation

Juell
el
%

Created a virtual biker’s spot
i 116 @

From reality to virtuality
A internet bikers cafe

l Version 2000

QYAMAHA Design Cafe

A virtual platform to get informatic
And give information

© 2011 IBM Corporation
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Virtual biker’s chat

QYMANA Design Cafe |

Take information

Early versions in html
) YAMAHA Design Cafe |

Give information

Business Analytics software

© 2011 IBM Corporation

@YAMAHA ——

Results
= 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

Business Analytics software

© 2011 IBM Corporation
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« The Wesley Research
Institute (WRI)

* Not-for-profit organization
established in 1994

e Located in the grounds of
The Wesley Hospital (TWH)
Brisbane

| « TheWesiey
== RESEARCH INSTITUTE

Translational Research...

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

Education Routine
Practice

>

Clinical
Trials

Pre Clinical
Development

Basic
Research

| « TheWesiey
== RESEARCH INSTITUTE
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a &

esupport the clinical community
internationally by piloting an
education program

edesigned 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

| « TheWesiey
— RESEARCH INSTITUTE

w  The WESLEY
== RESEARCH INSTITUTE
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| « ThewWesiey

= RESEARCH INSTITUTE
PrT— -

Making s

The WESLEY
— RESEARCH

INSTITUTE
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13 clicks...

178,808 cells

questions x 412 patients =

13 clicks (30 seconds)

The WESLEY
ESEARCH INSTITUTE
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Results...

THE WESLEY
HOSPITAL

CARDIAC

SURGICAL AUDIT
2008

CARDIAC SURGICAL . The Wesiey . o
AUDIT - 2009 L Cardiac Catheterisation

Laboratories Audit 2010

| « TheWesiey
— RESEARCH INSTITUTE
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IBM SPSS Training and Education Services

IBM Australia offers a wide range of public, instructor-led
training courses, in the classroom across major Australian
cities or online.

We are also able to offer private, customised training at your
offices.

Our courses cover all of the four SPSS product families:
= Statistics

= Data Collection

= Modelling

= Deployment

Business Analytics software

© 2011 IBM Corporation
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Contact IBM SPSS Software

Phone: IER

132 426

Web: S = /7/

www.ibm.com/spss/au

IBM SPSS Statistics 19

LA RE-.

84

Business Analytics software
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Seminar Feedback

WIN an Apple iPad2!!
Just complete the online survey
via email link after the event.

85

Business Analytics software

© 2011 IBM Corporation
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