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演示者
演示文稿备注
In the event that your audience is unfamiliar with the capabilities of IBM ECM, use this slide to give a basic overview of ECM.

Content 
Manage a wide range of content, regardless of source or format.  
Use this visual to prompt the client to consider the  types of content are most prevalent across the organization, which content is critical, which content presents the greatest challenge in the organization.  

Process 
BPM facilitates efficient management of content and reduces or eliminates the need for manual processing of documents in the course of a workflow. 
The creation or capture of a document can automatically launch a business process – such as the reception of an email or a fax .
A document can automatically be created during the course of a business process – such as the creation of a review document in the
A document can automatically be created at the conclusion of a business process – such as the creation of a letter, email or report in response to a customer inquiry.
BPM is also used to manage updates (or new versions) to existing documents to assure that the document has been updated, reviewed and approved before being published, as in the case of changes to product information, customer policies, technical documentation or any other document type that needs a formal (and auditable) review cycle.
An added benefit of IBM’s tight integration between business process management and content management is the ability for all documents/content involved in a business process (such as ordering/provisioning, corporate sales, product planning, etc.) to be captured and securely retained for future reference.
The combination of business process and content management form the foundation for IBM case management, which adds business rules, collaboration and business activity monitoring capabilities.

Information Lifecycle Governance 
IBM ECM enables a provider to control the entire lifecycle of a document – from point of capture or creation through final disposition.  This helps a provider reduce storage costs by retaining documents no longer than legally required. IBM acquisition of PSS Atlas further strengthens the breadth and depth of IBM ECM capabilities. The Atlas Information Governance Suite provides a set of applications for legal, IT, and business users that enables organizations to eliminate legal risk and reduce data management and discovery costs. By linking ediscovery and retention management applications, Atlas is able to provide a common, value-based view of information across the enterprise, enabling both robust discovery and defensible disposal at the end of the data lifecycle.

Search & Analytics 
IBM’s capabilities in the areas of content classification/categorization combined with OmniFind’s increasingly sophisticated search capabilities - dynamic facet capabilities, type-ahead search, real-time content alerting, search-led content exploration, business adjustable relevancy and UIMA standardization for entity identification and tuned semantic searching.  OmniFind search capabilities are relevant in the areas of customer service (particularly in call centers), customer self-service and employee portals.
Allows a provider to exploit the inherent insight contained in unstructured content (email, call center logs, blogs, web sites, customer correspondence, research reports, etc.) to gain market/customer insight, improve products or services.  Providers are accustomed to analyzing volumes of structured data using Business Intelligence.  Analysis of unstructured content reveals the “other half” of the information/insight that is pertinent to improved products and customer services as well as reducing costs. Note that IBM Content Analytics is a key component of IBM’s Watson - 
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Highlighs:

« Analyza customer and aperaions
dats and buld business processss
tooptimtze buy, merkst, ssl snd
sanics acthitien

+ Enabie s Einge, securs access point
for b unstuctured and

suppllers o customers

Content is essential
to commerce

IBM ECM belps organizations improve the efficiency
of buy, market, sell and service procesves

Smarter Commerce: Redefining the value chain
in the age of the customer

Trall smrs with the cusromer. In business, this srarement has always
been erue. But today, a new breed of customer is dictaring a fresh see of
terms in the dynamic between buyers and sellers.

IBM® Smareer Commeree™ addresses chis changing dynamic by
putting the customer a+ the censer of all operarions, malyzing cridcal

Information abiout procucts, suppliers
Bncisupportacioes the st

idenrifics and addresses the unsusainable incfficicncics of our global
syseems of cammerce.

Smarter Commerce depends on content

A broad spectrum of activiries fill within the definidon of *commerce ”

Aranc ond, simple eransacrions involving the immediats cachange of
ar services for cash or eredit ake place millions of times each

second. At the other, complex commercial transactions involve months

ofpl Jividnals i and the

coordination of inrernational resources.

Hless of che gpe of i
fvundarional role, providing value long bofors a product or servics is
sald. Before raw maserisls are delivered o 3 fuctory. Before you purchase

iantly

dendfication of a markee

pduct or service, or w0

rvice. Once the business case
{ idenfying appropriate

oF this procedure varics by
or services hrought e

lse management capabilisies,

wvaliarion, sclection and

nable 1 greater degree of

r life cydle.

les from IBM provide a
nmene feauring content,
s, ad hoc asks and sacial
clp facilicare:

quose and any
et specifications or

board” used to
fratic review of the

ion and fnalization
kmene of unserucrured
¢ suppliers

hin link content, contrace,
ndence associzeed with a
unning (ERF) or other
supply chain decisions and
imicarions (email, fax, paper)
H berween buyer and

ined as corporate records e
T performance and

ditional negotiation strength
=8

P
iplicr invoices are commonly
ange (EDI), many accounts

12

Solution Bricf

payable operations are inefficient processes involving paper
invoices, printing, rekeying of dasa, and manual rousing and
filing. TBM ECM helps organizations auromare these
procedures by capeuring invoices From email arachmenss of
scanncd paper documenes wo quickly and casily classify, rouse
and process them—ofien without human inervension.

When inservention is required, ITBM ECM helps minimize
processing time and reduce crrors that can prevent dmcly
processing and payment. In addition, integration with ERF
systems can fureher improve the efficiency of the accounts
payable process. And finally, converting from paper-based
invoicing to cleceronic systems can help reduce physical
document starage coss as well

The Market process

Market: The targered muarkesing of produces and services aorns
‘multiple cbammels m drive svies. Smurier Commerce sakes sdtantage
of deep insighes fnes cussmers—gleaned in Lrrge pare from
comversations eaking place online end through social media sts—w0
defiver timely and targeted promotions oo mwlriple wuch poinis.

http://public.dhe.ibm.com/common/ssi/ecm/en/zzs03023usen/ZZS03023USEN.PDF

Invert these documenss
Inase the cost and

Ines, making ic

iated data and enabling
45 corporate records
raving compliance and

Ul ingenacion chawnels 1o
\ade of customers. Smarter

hary customer service soros
Ir amd ke action to promose

r

ntext are critical to
|seomiers, encourage

sales, organizations muse
scrvice long aficr the
hvides pawerful capabilities
lity and efficiency of

s, curlined below.

Solution Bricf

Provide accurats, current, complata support
information

A key facror in delivering such service and suppore is the
accuracy, currency and complezeness of the produce, scrviee,
policy and procedure information pravided to emplayees and
customers alike. Today's dara-rich business climate gencrates
cver-increasing volumes of information from a wide varicey of
sources. By adopeing a disciplined approach @ managing this
content and s life cycle, organizations can realize significans
busincss benefies such as improved assomer loyaly and
lowered service coses.

ECM content, collaboraeive and business process capabilicies
from IBM help organizations acquire information from
suppliers, create company-specific product informasion, and
develop policies and procedures with the ability w0 carefully
review, index and classify conwent before it is published or
diseribured across service and suppore channels. As new
versions of content are produced, they can automatically
supersede previous versions, giving employees and customers
access o the mose current informarion available. I necessary,
previous versins may he rewined in conformance with
company, industry or legal regulasions.

Ease access to relevant support information

In many organizacions. service and suppore documents are
contained in muliple locations or applications, gready
hampering the productiviey of personnel who must scarch
‘mubiple sources as they atempe o resolve cuseomer inguirics.
IBM ECM can help companics analyze, chissify and index
isolated sources of support information w identify vahuble,
relevane conene and eliminaze duplicares and owdared
information thar akes up valusble disk space. By creacing a
single point of access for support consent, ITEM ECM helps
businesses make relovane informacion available w employees
and cussomer self-service channels—#facilisating the overall
suppore process, improving employee effciency, lowering
searage costs and enhancing the castomer expericnce.

A lution of

Speedy resahution of cussomer inquiries s a crisical faceor in
delivering qualisy suppor: and service, Unformnaccly, there
are mubtiple deterrenss w rapid resolution, cspecially in

1§ 1BM PER{E A
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IBM Content Analytics

Collection: Ho... (change)  Logged in as: Not ...

| My Profile | He

13146 results matched
Facet Mavigation

* Pan of Speech

* Phrase Constituent

* Mamed entity

part number
product category

experience

_Documents ¥ Facets

Default order

Er
S

B

Sl
L=
B
EE
B
B
=
o

v

4 Time Series |6 Deviations

Rows Show

Celumns Shawt

l% Trends  [% FacetPairs =% Connections &% Dashboard

« | Filter Rows:

Filtar Calumns:

iEaic

Rons = expariance

Calumns = product

Comslation  Low High

delivery

store

install

install
Happy Homa
Friday
Saturday
delivery

Saturday

c . Frequency

Admirable 6.5 cu. ft. Super € 7 pa————

Admirsble 6.5 cu. ft. Super C 3 p—
Admirable 6.5 cu. ft. Super C 4 mE—
Taymag Bicentennial 7.0 cu. 2 m——
Admirable 6.5 cu. ft. Super C 3 p——
Taymag Bicentennial 7.0 cu. { mmm

Taymag Bicentennial 7.0 cu. |

Taymag Bicentennial 7.0 cu. 1w

Admirable 6.5 cu. ft. Super C 0

Correlation

15
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IBM Content Analytics

S5 - 4

IBM Content Analytics
with Enterprise Searchj

Collection: Ho... (change)  Logged in as: Not ... | Preferences | My Profile | He

v

Documents  #EFacets | 88 Time Series I8l Deviations ki Trends | [ FacetPairs | 8 Connections | &% Dashboard

Results 1-10 of 13 ) e g ;
(13146 resuits matched) DEHdA 8 F Results per page: 10 =
Facet Navigation Default order ~ | Actions | Source | Date | Title | Thumbna
Filter al & sy 41810 HappyHomeStoreComments.csv?id=26

* Pan of Speech 2
* Phrase Constituent 2
* Named entity 2
product
part number
product category

Great Dryerl | bought this online ater talking with someone at my local &G (who was great) and . Great
price on the dryer, quick delivery, quick and easy sel up. | love this dryer The energy saver

a = sV 5/6/09 HappyHomeStoreComments.csv?id=44
.. Im glad | shopped around, this is the best deall | was looking for an inexpensive replacement ... My old
units served me well for several years but with all appliances. the time will come for . came to the

“conclusion that of all the 516168 | had been to, Happy Home ofiered better choices and | chose the washer
and matching dryer and have no regrets, | would du it again without thinking . For anyone looking for a good
buy o limited by the amount they can spend, follow me, this is a . The money | saved compared to other
8tofes was enough to buy a new gas grillThe people there were _ also, they loaded both machines on my
trailer, helped me strap them dowm and offered @

& =i c8v L0 HappyHomeStoreComments.csv?id=7

a Saturday delivery. They even called us on Friday to give us the time frame for installatian on .
Installation tock fess than 30 minutes and the delivery men were professional and helpful. They

© 2012 IBM Corporation
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