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Abstract rE.H I.:

* Effectively creating, managing, and deploying content across many web
properties and audiences is challenging - straining marketing and IT
resources with increased time and labor needed for current and dynamic
commerce, marketing, and customer self service websites.

* This session addresses how companies are successfully creating
centralized and effective content authoring, management, and deployment
solutions - empowering marketing teams, reducing IT demands, and
increasing reusability from existing content investments - specifically
showing how this content comes to life for improved customer experiences
in the company's commerce and other sites - with microsites and targeted
customer experiences integrated to social capabilities.
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Topics

Connected
Customer

[- The landscape j
* Afew rules of thumb

* Real-world case studies
— Keeping costs and frustration levels low
— Keeping it simple
— Keeping up with the speed of content
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The landscape: THM =
Augmented reality -- life with annotations

http://www.youtube.com/watch?v=9c6W4CCU9M4 -


http://www.youtube.com/watch?v=9c6W4CCU9M4
http://www.youtube.com/watch?v=9c6W4CCU9M4
http://www.youtube.com/watch?v=9c6W4CCU9M4

The landscape: EH -

Nokia has patented the magnetic tattoo
Material attached to skin can connect to your cellphone

-------



The landscape: Mobile payments




The landscape:
Many people have never used ...
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The landscape:
Companies can be well positioned for the future

* Disruption can be a
benefit to visionary
companies who use
standards-based
technologies
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* Afew rules of thumb

— Keeping costs and frustration levels low
— Keeping it simple
Keeping up with the speed of content
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A few rules of thumb for content and e-commerce

- .

:}

>

When should | use a CMS?

1.

2.
3.
4

When you need to build more than 30 pages
When you see repetitive templates in your design
When you have internal content authors

When there is multi-purpose content that can be syndicated to
different websites or devices
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Yum! Brands: Personalizing the World’s Largest Restaurant Company

* Deliver consistent communications and collaborati
across multiple connection and access methods supporting
thousands of employees at retail franchise and
headquarters locations

* Present and personalize content for each unique retail
brand identities within enterprise portal

* High scalability and availability, performance monitoring
* Meet the needs of employees at over 38,000 restaurants
in more than 120 countries

* WebSphere Portal, impersonation and personalization
services, virtual portals, IBM WCM and more

* Delivers timely communication and collaboration
services to thousands of employees across
headquarters and retail franchise locations

* Presents retail-specific identities and information

* Supports diversity of connection, OS and web client
access investments

* Scalable, high performing platform supports business
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Yum! Brands: Providing an optimized HRonline site
and a better user experience

*Delivering HR capabilities to online
more than 1.4 million team
members

Today My Heolth ond Benefits My Money Wiy Career clicies aond Form

e el £ e Say Hello and So Much
*Fewer clicks to content -- only CRGEHELLO e VOre't
. . . a.m?y.f? ,c«?mﬁ":h chi? Buikd your language know-how today with Rosetts Stone. Click here to

1 or 2 clicks -- with few exceptions p Uk e
*More information without

. . . “ ” Fund Your Educational 5 Ways to Own Your Heslth Say More with Riosetta Stone
clicking via “Mega Menus e
*Less “hunting and guessing” Take Action In the News
where content is located

Get What You Need...Fast Increase Your Energy in 2012!

Cleaner interface with N 00 }
better use of white space IIIIIT [

energy) to take action!
> See the 2012 Yum! University schedule

*Quick access to popular ,

content via “Static Footers”

m




Yum! Brands: Providing an optimized HRonline site

and a better user experience Mﬂ nill

*Content structured to provide a
fast search experience

*Simplified personalization to deliver
targeted Content Money My Coreer  Policies and Forms

-
Logout | Print This Paz= | YUAML! E |

*Access to personalized and secure . oniine
information such as paychecks '

*Self-service applications for ‘;.?Lil.”f“,s it mom ot

timecard approvals s s s

Health Reimbursement Account (HRA) Plg I' ugh Uni Haull'..g our primary ... If you do e]
usz 3 all your HRA maney, the plan works like ryp ical p pro\'i:ar Intmrnal Wels Page (7)
= Source:
2 G]FSA Reimbursemen ts [ =h ] *
HRA Plg Ey Ir' \ Ir' L Dentsl Plans, you will b= tomatically reimbursed for any | HROwine Content Library (7)
st submit a claim form to ...

*Supports diversity of connection,
OS and web client ) m%

*Scalable platform supports business
growth

o are enrolied in the Enhanced Yum! HRA

Some 1

were filtered because they matched others closehy. Click here to se= 3l results.

Result Page: 1 powerad by b
coveo
Visit Other Popular Sites  Contacts b
mmmmmm ‘O Your Health ‘Contacts by Brond
ICHING! Leaming Zone
mmmmmm Hiring Zons =




Yum Brands

Food & Beverages

My Account
Legal info review
Search policy
WCM Integrated

PeopleSoft Integrated

Ask the Experts

Leave of Absence Policy = »
Holiday Schedule & Hours >

E ASK THE EXPERTS H

YUM! HR Generalists
X

Name

Daniel Hayward 502 874 8305

Restaurant HUB Finance Human Resource
Generalisits

Terina Matthews 502 874.8305
IT Human Resource Generalisits

Jenett Sims 502.874.8305

Hurnan Resource, Corporate Services, Express,
Lagal, Orginazational Developmeant, Quality
Assurance, & YUM! Unversity HR Generalisits

Mystie Bemett 502.874.8305
YUM! Corporate Finance, Assets Prolection and




YUM! HR Generalists

YUM! Mentoring Lead

Name

Emma Oberdieck 502.874.8305

YUM!'s Accounting Help Desk

Restaurant HUB

Compensation Administration

Benefits Administration

O

ISSUED: January 01, 2001
EFFECTIVE: May 01, 2001

POLICY STATEMENT:
be

Disability and Leave Overview

A quick refernce guide to help you understand more
about our availibility disability and leave policies
and benefits

ADA (American with Disability Act)

O

Personal Leave of abse

When unigue situations arise, an unpaid Personal
Leave of Absence may be granted.

ISSUED: January 01, 2001
EFFECTIVE: May 01, 2001

Sick Days

Up to 5 days of paid sick time each year to care for
yourself and your family.

O




Enterprise app store at Yum!

il 365PSD = 4:20 PM

User Login

username




Enterprise app store at Yum!

i

& A

il 365PSD T 4:20 PM

TEAM @

S 3

My HR Our
Online Culture

&

i

Contacts Conference View
Rooms Paycheck

9 w I

Offices Favorites Dashboard

11 ||]
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For Streebo and YUM only - Private and Confidential



Enterprise app store at Yum!

-ailll 365P

)

SD = 4:20 PM

Today, welcome Username
12-08-2012 9:00am

Lastname Lowson

Firstname Elizabeth

Department

Human Resource

Location White House

Phone

502-874-5030

Lastname Lowson

Firstname Elizabeth

Department

Human Resource

Location White House

Phone

A

Home

502-874-5030

C I (SR -

Corporate My Profile Settings

a

Employee Information

MName Lowson

Job Title Elizabeth

Supervisor Human Resource
Admin White House
Email 502-874-5030

Department

Supervisor No

502-874-5030
502-874-5030

Admin Number 502-874-5030

Employee Location

Location Lowson

Floor Elizabeth

Maildrop Human Resource

Building Add

White House

WJ

| Done | .
Export Print




Enterprise app store at Yum!

a

il 365PSD T 4:20 PM

Approve Payable Time Logout .l 365PSD & 4:20 PM [~
Approve Payable Time Logout

Date
® My Employees Delegates

® My Employees Delegates 03-01-2012

Employee Information 03-02-2012

v John

Name John 03-03-2012

Michel Email john@yum.com
Empl 00001234
Peter Red Nbr 0000123456
Job Title Sr.Manager
Richard Department HUB
Desc 2/26-3/23
Henry Hours 40 Hrs

03-04-2012

03-05-2012

Total Hours

Corporate My Profile
Corporate My Profile Settings




Enterprise app store at Yum!




Enterprise app store at Yum!




Enterprise app store at Yum!

Employee Information

Name Lowson

Job Title Elizabeth
Supervisor Human Resource

Admin White House
Email 502-874-5030
Department 502-874-5030
Supervisor No 502-874-5030
Admin Number 502-874-5030

Employee Location

Name Lowson
Job Title Elizabeth
Supervisor Human Resource
Admin White House




Enterprise app store at Yum!

Team Yum! Logout

Team Yum! > Today > Directory

Directory

Select Employee
® My Employees Delegates
® Name Empl ID Empl Red Nbr Job Title

My Workspace @ John 00001234 0000123456 2/26-3/3

My HR Online

Michel 00001234 0000123456 2/26-3/3
Our Culture
Approve Payable THs Peter 00001234 0000123456 2/26-3/3

Richard 00001234 0000123456 2/26-3/3

Conference Rooms
Henry 00001234 0000123456 2/26-3/3

View Paycheck
Mark 00001234 0000123456 2/26-3/3
David 00001234 0000123456 2/26-3/3

Albert 00001234 0000123456 2/26-3/3

Albert 00001234 0000123456 2/26-3/3




Enterprise app store at Yum!

Date Hours
03-01-2012 05 Hrs
03-02-2012 15 Hrs
03-03-2012 05 Hrs
03-04-2012 05 Hrs
03-05-2012 10 Hrs

Total Hours 40 Hrs




Enterprise app store at Yum!

Welcome Username
Team yYum! 12082012, 9:00 am soaout

Team Yum! > Today > Directory

Directory

n Yum! HR Generalists Yum! Mentoring Leads Yum! Accounting Help Desk Restaurant HUB .
Yt R Geneaits

My Workspace Department

My HR Online Lawson Restaurant HUB HR Generalists 512/214-2565

Ask The Experts

. Lawson IT HR Generalists 512/214-2565
Leave Of Absence Policy
Holiday Schedule & Hours HR. Corporate Services, Express, Legal, 512/214-2565
Organizational Development, QA & YUM! Uni.HR Generalists

Lawson
Our Culture

Lawson YUM! Corporate Finance, Assets Protection 512/214-2565
Approve Payable Time

Lawson Restaurant HUB HR Generalists 512/214-2565

Conference Rooms Lawson IT HR Generalists 512/214-2565

View Paycheck Lawson HR, Corporate Services, Express, Legal, 512/214-2565

Organizational Development, QA & YUM! Uni.HR Generalists

Lawson 512/214-2565

YUM! Corporate Finance, Assets Protection

AR I G IR
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Keeping costs and frustration levels low EH ?

2
3¢

Successfully created centralized and effective content
authoring, management, and deployment solution.

Empowered HR teams, reducing IT demands, and
increasing reusability from existing content investments

Brings content to life for improved experiences in the
company's intranet and other sites




Case study: Satisfying employees,

partners and customers

Challenge

* Needed to achieve economies of scale m
leveraging a single set of tools across
intranets, extranets and Internet sites.

* Business users needed to update
enterprise content that would flow
automatically to web sites.

* Provides secure and easy access to
enterprise information.
* Reflects consistent identity and branding.

*Implemented automated workflow approval
processes that route content to various sites.
*Reduced time to value and lowered support

]|
!!:u:
i

€

COSTCO.

Customer Profile
* Largest wholesale club

operator in the world.
* Operates more than 600
membership warehouse
stores serving some 67 million
cardholders worldwide.

* Offers discount prices on
more than 4,000 products

* Also offers products and
services such as car and
home insurance.

L




Keeping it simple: Adoption of CMS IEM 1

* Challenge: The company standardized on a
CMS and overcame complexity around
access to content behind the firewall.

* Solution: Simplified access to the CMS so
that content authoring is easy and can be
accessed by anybody, anywhere, anytime
and on any device.

* Also provides access to guided wizards.

* Result: Increased adoption rates for B2C
B2B and B2E sites.




Keeping it simple: Leveraging existing information g

Dutside
a ¥ Legal Client Counsel
site Business
Visitor
A y
[EM Classification IBM Content Paolicies
Module Collector

Archive Engine

| De-Duplication
Copy, Move, Stub Task Router

ey — WL B IBM FileNet Repository
. s {Retention and Records
Manager Management)

Classificatlan
Sarvar

Compliance Automation
Mapping
Legal Hold Management

eDiscovery
Case Management
Legal Hold Application
Export Results Set

Secure

Legal Client
Personalized Web
Content
T T
EM Content
Business Federation
User Services

Solution Drawing




Case study: Deepening patient relationshipsl-E.H -
\ |

* Needed to optimize resources and

increase patient satisfaction. MM
* Needed to notify patients about delays via —

mobile devices. Re:;'l';zjfdu:

* Needed to use white-labeled microsites i

and social sites to attract new audiences. w { 3ounSienese Aggmaamienio s

* Took pages from the airline industry
playbook by booking more appointments

Customer Profile

than possible based on the expectation that A healthcare provider whose
some people will not show up and by offices are in shopping malls
delivering targeted, personalized promotions needed to reduce costly

to patients. appointment cancellations.
e — They also wanted to increase
» Reduced no-shows, increased revenue patient satisfaction and up-sell
and increased customer satisfaction. and cross-sell elective

* Increased elective procedures. procedures.
* Increased social interactions.




Keeping costs and frustration levels low:  THN
Microsites

* Challenge: The customer has a large number of
microsites that are built and maintained by design
agencies in addition to their main B2C site.

Solution:

— Provided a number of templates for the
microsites to provide:

* The highest degree of flexibility — a blank
canvas where the design team can drop in
the design

* A number of utility templates that can be
used by the business users over and over
again
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Turn content and e-commerce tension into harmon
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Turn content and e-commerce tension into harmony

o
\ /
y
. i
e d ¥

Use a standarc

Provide tempil:
Provide a sim
Provide acces
Consider pub

ased approach
or microsites
er int ce for authors and administrators

anyone, anywhere, anytime, on any device
g content independently of e-commerce

gk =




Summary mH n

* Effectively creating, managing, and deploying content across many web
properties and audiences is challenging - straining marketing and IT
resources with increased time and labor needed for current and dynamic
commerce, marketing, and customer self service websites.

* Companies are successfully creating centralized and effective content
authoring, management, and deployment solutions - empowering marketing
teams, reducing IT demands, and increasing reusability from existing
content investments - specifically showing how this content comes to life for
improved customer experiences in the company's commerce and other sites
- with microsites and targeted customer experiences integrated to social
capabilities.

© 2012 IBM Corporation



Additional resources EH o

= Customer Experience Suite

= Smarter Commerce Solutions



http://www-01.ibm.com/software/info/customerexperience/
http://www.ibm.com/smarterplanet/us/en/smarter_commerce/nextsteps/index.html

IBM =

a’ P

We appreciate your feedback. Please don’t
forget to fill out your evaluation

Go to summitsmartsite.com from your mobile device or log on to SmartSite at any
Kiosk at the event:

Select the Survey icon
Complete the surveys for the sessions you attended
Submit your feedback

© 2012 IBM Corporation



Questions?




Copyright and Trademarks IEH 1

© IBM Corporation 2012. All Rights Reserved.

IBM, the IBM logo, ibm.com are trademarks or registered trademarks of
International Business Machines Corp., registered in many jurisdictions worldwide.
Other product and service names might be trademarks of IBM or other companies. A
current list of IBM trademarks is available on the Web at “Copyright and trademark

information” at www.ibm.com/legal/copytrade.shtml.
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