
The Predictive Analytics Agenda, May 2011

1

Karen Hardie - Senior Technical Sales Consultant 

May 5, 2011

Collecting and Analysing Survey and 
Research Data
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Business Analytics 
Software

Voice of the customer

NPS – Net Promoter Score

Customer Relationships

NPS Net Promoter Score

Community Engagement

Customer Satisfaction

Listening to our customers

Customer Loyalty

Customer-centric 
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Customer Insight
Listening to our customers

Staff are the key

Highest retention rate.
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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.

© 2011 IBM Corporation
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You could......

• Reduce marketing spend

• Tailor web sites

B tt id tif t• 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

© 2011 IBM Corporation
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Identify problem areas in your organisation.
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Agenda

Why feedback is important

 IBM SPSS Data Collection – Demonstration

Add value with IBM SPSS Statistics

Customer Successes

© 2011 IBM Corporation
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A Holistic Approach

Descriptive Behavioural
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Interactional Attitudinal

The End of the Averaged Customer

95% of Top Performers’ Consider 
Getting Closer to Customers Their Top Priority

95%

Getting closer to customers

14%
more

83%
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Source: IBM’s 2010 Global CEO Study – Capitalizing on Complexity (1,541 CEOs, 60 nations, 33 industries) 

“Our customers want personalization of services 
and products. It is all about the market of one.”

Tony Tyler
CEO, Cathay Pacific Airways, Hong Kong

“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

Others Standouts
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Are Businesses Really Listening ……. 

© 2011 IBM Corporation

Business Analytics software

Source: CRMGuru Survey (http://www.rightnow.com/pdf/whitepapers/tlc_white.pdf)

In the Public Sector..
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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
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The importance of staff attitudes
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Business Analytics softwareSource: 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

© 2011 IBM Corporation
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 95% of companies
collect feedback

 50% alert staff of the

100%
95%

Continuous Improvement:  Act on Feedback, Tell Customers 
and Staff

50% alert staff of the 
findings

 30% make decisions 
using this insight

 10% deploy and improve
 5% inform customers of

the change
50 50%

30%

© 2011 IBM Corporation
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0

30%

10% 5%

Collect
Feedback

Alert
Staff

Uses
Insight

Deploy
and
Improve

Tell
Customers

Source:  Gartner

Capture Predict Act
Data Collection delivers an 
accurate view of customer 

attitudes and opinions

Predictive capabilities bring repeatability to 
ongoing decision making, and drive confidence 

in your results and decisions

Unique deployment technologies and 
methodologies maximize the impact of 

analytics in your operation

IBM SPSS Driving Customer Intimacy

…
Data

Collection
Deployment

TechnologiesPlatform

Statistics
Text

Mining

Data

Mining

© 2011 IBM Corporation
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15

Attract Up-sell Retain
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What is Feedback?

Telephone 
interviews

Social 
media/(blogs)

Conversations

Focus 

Customer 
Survey

Resident 
SurveyFeedback

© 2011 IBM Corporation
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Polls

Groups

Employee 
Survey

Call Centre 
Notes

Agenda

Why feedback is important

 IBM SPSS Data Collection – Demonstration

Add value with IBM SPSS Statistics

Customer Successes
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Author AnalyseDeploy Distribute
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Author AnalyseDeploy Distribute

© 2011 IBM Corporation

Business Analytics software
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IBM SPSS Data Collection

• Author once

• Re-use

Author

• Standardise questionnaires

• Control

• Advanced version control

• Match the tool to the user

• Have capacity for complex surveys

© 2011 IBM Corporation
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• Maximise use of resources

• Multi-lingual

• Minimise work for analysis

• Clean, high-quality data.

Demonstration
Author

© 2011 IBM Corporation

Business Analytics software
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Author AnalyseDeploy Distribute

Easy to use

Centralise & share 
survey assets

© 2011 IBM Corporation

Business Analytics software

survey assets

Control Access

 Increase in 
efficiency

Faster to react

Author AnalyseDeploy Distribute

© 2011 IBM Corporation

Business Analytics software
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IBM SPSS Data Collection

• Multi-modal
• Centralised

Deploy

• Secure
• Interact with organisation databases
• Tailor survey to market
• Track progress

• - Respondents
• Telephone Interviewers

© 2011 IBM Corporation

Business Analytics software

• - Telephone Interviewers.

Demonstration
Deploy

© 2011 IBM Corporation

Business Analytics software
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Deploy
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Deploy
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Deploy
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OnlineDeploy

© 2011 IBM Corporation
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TelephoneDeploy
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TelephoneDeploy
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TelephoneDeploy
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TelephoneDeploy
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TelephoneDeploy
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Paper – Scan or data enterDeploy

© 2011 IBM Corporation

Business Analytics software
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Paper – Scan or data enterDeploy

© 2011 IBM Corporation
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Call CentresDeploy

© 2011 IBM Corporation

Business Analytics software
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Mobile devicesDeploy

© 2011 IBM Corporation

Business Analytics software

Author Analyse DistributeDeploy

 Increase 
participation

Easy to control

© 2011 IBM Corporation

Business Analytics software

Engage your 
stakeholders

 Increase efficiency

Get timely results
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Author AnalyseDeploy Distribute

© 2011 IBM Corporation

Business Analytics software

IBM SPSS Data Collection

• Data is centralised

Analyse

• Easily exported
• Can be integrated with organisational databases
• Control access
• Easy to use tools
• Accessible anywhere
• Reuse previous work

© 2011 IBM Corporation

Business Analytics software

Reuse previous work
• Share work across organisation.
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DemonstrationAnalyse

© 2011 IBM Corporation

Business Analytics software

Access

Analyse

© 2011 IBM Corporation

Business Analytics 
Software
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Author AnalyseDeploy Distribute

Easy to use

Ready access to 
information

© 2011 IBM Corporation

Business Analytics software

Real time results

Allows Proactive

 Increased 
productivity

Author AnalyseDeploy Distribute

© 2011 IBM Corporation

Business Analytics software
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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.

© 2011 IBM Corporation
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Demonstration 
Distribute

© 2011 IBM Corporation

Business Analytics software
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Author AnalyseDeploy Distribute

 Improve 
processes

Actionable 

© 2011 IBM Corporation
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information 

Accessible 
information

Author AnalyseDeploy Distribute

Easy to use

Centralise & share 
survey assets

Deploy

 Increase 
participation

Easy to control

Easy to use

Ready access to 
information

 Improve 
processes

Actionable 
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survey assets

Control Access

 Increase in 
efficiency

Faster to react

Engage your 
stakeholders

 Increase efficiency

Get timely results

Real time results

Allows Proactive

 Increased 
productivity

information 

Accessible 
information
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IBM SPSS Statistics

 Add advantages of spss

© 2011 IBM Corporation

Business Analytics software
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Predict & Act…

© 2011 IBM Corporation

Business Analytics software

© 2011 IBM Corporation

Business Analytics software
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Include employee surveys

© 2011 IBM Corporation
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Include feedback including qualitative data

© 2011 IBM Corporation

Business Analytics software
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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 

At A Glance

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

Europe and U.S. (evenly 
split)

© 2011 IBM Corporation
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split)
 Over 57% of sales from 

their motorcycle business
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Solution Implemented

Supplement “formal” market 
research with fast, focused 
online surveysonline surveys

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

 Incorporate feedback

© 2011 IBM Corporation

Business Analytics software

 Incorporate feedback 
throughout the development 
process

Created a virtual biker’s spot

From reality to virtualityy y
A internet bikers cafe

Version 2000

© 2011 IBM Corporation
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A virtual platform to get information
And give information
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Virtual biker’s chat

Take information

Gi i f ti

Early versions in html

© 2011 IBM Corporation
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Give information

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   

© 2011 IBM Corporation

Business Analytics software
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• The Wesley Research 
Institute (WRI)

Making A Difference Today

Institute (WRI)  

• Not-for-profit organization 
established in 1994   

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

The aim is to turn basic scientific findings into better

Translational Research...

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

tr TRANSLATIONAL RESEARCH 

Basic 
Research

Pre Clinical 
Development

Clinical 
Trials

Education Routine 
Practice
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One step further…

•support the clinical community 
internationally by piloting aninternationally by piloting an 
education program 

•designed to educate in the area of 
patient outcome projects, so that p p j
clinicians can learn from our 
processes and take that knowledge 
back to their own community  
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How…

How…



The Predictive Analytics Agenda, May 2011

38

Export to analyse…

13 clicks…

434 questions x 412 patients   =   178,808 cells 13 clicks (30 seconds)

+ 6 clicks (+ 30 seconds)
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Results…

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

© 2011 IBM Corporation
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Statistics

 Data Collection

 Modelling

 Deployment

83
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Contact IBM SPSS Software 

Phone:

132 426

Web:

www.ibm.com/spss/au

© 2011 IBM Corporation

Business Analytics software

84

Seminar Feedback

WIN an Apple iPad2!!
Just complete the online survey 

via email link after the event.

© 2011 IBM Corporation

Business Analytics software

85


