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IBM is helping leaders innovate and win in the new era of IT

Internet of Things

Big Data &
Cognitive analytics

Cloud computing

212 piiion

Total number of
available sensor
enabled objects by
2020

212B is 28x the
total population of
the world

com
by 2020

“The Internet of Things (IoT) is
emerging as the third wave in the
development of the Internet.”
Goldman Sachs
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We’'re in early stages of a new era of
computing—the era of cognitive
systems, which will transform IBM,
business and society.
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Cloud is transforming IT and business
processes into digital services and
increasingly becomes distribution
channel for software apps.
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IBM is helping leaders innovate and win in the new era of IT

Big Data &
Cognitive analytics

We're in early stages of a new era of
computing—the era of cognitive
systems, which will transform IBM,
business and society.
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Big Data — buzzword or reality ?

Data at Scale

Terabytes to
petabytes of data
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Data in Many Forms

Structured, unstructured, text,
multimedia
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Data in Motion

Analysis of streaming data to
enable decisions within
fractions of a second.
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Data Uncertainty

Managing the reliability and
predictability of imprecise
data types.
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Cognitive analytics - The New Era of Computing

“The Smart Machine Era will be the most
disruptive in the history of IT.” Gartner

“By 2018, half of all consumers will
interact with services based on cognitive
computing on a regular basis” 1DC

© 2015 IBM Corporation

Wikipedia:

=“Cognitive computing combines artificial intelligence and machine-learning

algorithms, in an approach which attempts to reproduce the behavior of the

human brain.”

w“Artificial intelligence (Al) is the intelligence exhibited by machines or software.
It is an academic field of study which studies the goal of creating intelligence.”

= “Machine learning is a scientific discipline that explores the construction and

study of algorithms that can learn from data.”

Discover

Understand Move from basic
questions in our SEARCH to
natural language DISCOVERY

Decide

Learn with each
new action and
outcome
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IBM’s answer to the new era, Watson, is a cognitive learning system
that enhances our abilities to perceive, reason, and relate

Adapts and learns from
user selections and
responses

Generates and
evaluates evidence-
based hypothesis

Understands
natural language and
human communication

Inquiry '%”
1000’s of Learned Models

Pieces of Evidence help combine and weigh the Evidence

Responses

Hypothesis Hypothesis and ] Final Confidence :
Evidence Scoring Synthesis Merging & Ranking W'th
Confidence

Multiple Interpretations
of a question

Inquiry/Topic Inquiry
Analysis Decomposition Generation

. . 100,000’s Scores from
Hypothe_3|s H_ypothe5|s aqd many Deep Analysis
Generation Evidence Scoring Algorithms
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WATSON Go To Work (For You ©)

IBM Bluemix - the cloud application platform.
https://apps.admin.ibmcloud.com/manage/trial/bluemix.html

Watson Content Analytics
exposes vital insights from unstructured information

1BM Bluemix CATALOG

Watson

Build cognitive apps that
help enhance, scale, and
accelerate human

expertise

Concept Expansion  Language Identification  Machine Transiation Message Resonance

IBM BETA IBM BETA IBM BETA IEM BETA

Question and Answer  Relationship Extraction User Modeling
IBM BETA IBM BETA IEM BETA

IBM and Twitter

IBM Watson Analytics
Business decision making will never be the same

Self-service analytics for business users and experts alike

o @

Twitter data will be offered in IBM Watson Analytics,
our new cognitive service that brings intuitive
visualization
o and predictive —_—— e —
N analytics to = = ==
g ’ every business == =T

1 user, and other
= ‘ cloud-based analytics solutions from IBM.
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Shifting from Product-centric to customer-centric model

Companies that shift away from a product-centric culture toward a customer-centric
SGOCVF?Q/'W of model will be better positioned to maintain client loyalty and grow their bottom lines

o organically.

vl Marketers must migrate away from traditional, product-oriented communications and toward
product more informative, solutions-oriented messaging ... Clients aren’t interested in buying

gficiglg Sl products; they want proven business solutions.
undling

_ A recent Forbes magazine article on lack of understanding of customers by CXO'’s states —
Quality of “ . . . .
service C-level executives estimated that the lack of positive, consistent and brand-relevant
PIESIl Customer experiences could cause them to lose out on a staggering 20% in annual
revenue”.

Churn Banks are losing customers at an average rate of 12.5% per year, while average acquisition
JECMuRE rates are at 13.5%. Furthermore, the cost of acquiring new customers is estimated at
five times the rate of retaining existing ones.

Xsell
models
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Targeted added value

= Analysis of unstructured data from Multichannel services inputs with the
structured traditional data

= |dentify the Retention triggers out of inbound/outbound calls.

» Generate Leads for sales that were not immediately picked up by the operator
» Enhance Event Based Marketing by events from calls

» |dentify the Churn alerts from customers compliances

= Long term and campaign based call Sentiment analyses

= Call center / Multichannel service & sales Quality reporting
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Manager of the call center/servicing:

Campaign manager: Sales performance

Customer Interaction Analytics / Use Case + Leads for event based marketing: Customer

mentioned on a call she will get married in 6

Automated & months.

personalize N
triggers e Sales leads: Customer asks for the conditions

on premature repayment of a loan.

Inbound /

Outbound * Retention triggers: Customer requests to know
Traditional Leads & Actions the rates for savings account.
Marketlng & Documents 3 Facsts s TwmeSeies [l Deviaions | [ Trenos 5 FacetPars  of Com
Customer Data 7 B P 2% 3 0 & ¢

4123455 Sortby:| Relevance) | =

1343657424059_0775059349_77069_37944d wav

Customer
Interaction
Analytics

On a regular base: \.Nhat. people are Lead / Action creatio Sales & Churn
calling for, at what time, if and why some Retention Action triggers

people are recurrently calling. X-Sell, Upsell

Event Driven

On the spot: identification alert of
unexpected peaks or important calls and Visualizati Call Center
the reason behind, in order to intervene ISualization Management Performance

pro-actively. Customer sentiment reports Improvement
Service quality

Whatis the people immediate sentiment
on actual campaign
How customers react to new offers
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Customer Interaction Analytics / Reference Architecture

_ Customer
Callrecording  Unstructured facts
mp3, wav data CRY

. Servicin
Voice-to-Text Watson facts 9 Service

Data Quality
Explorer lassi ]1: actt_s q Reporting
classification and EESeR—

CAlECOrIZALION " RSNy Customer
Unstructured LU Sentiment

text analyses Analytics

Media crawler Identified
churn

alerts

MCH Servicing

Social media = Call center

Churn alerts

Structured data

with metadata Leads Marketi
InBound / Outbound offers ?éa?jéng
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Omnichannel platform

Inbound / Outbound
Campaigns

Retention offer
management

Personalized products &
Loyalty models

Mobile Apps

Products & Lifecycle
management
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Big Data — buzz word or reality ?

Data at Scale

Terabytes to
petabytes of data
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Data in Many Forms

Structured, unstructured, text,
multimedia
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Data in Motion

Analysis of streaming data to
enable decisions within
fractions of a second.

(‘Wom‘“
Ol o

(Q
Data Uncertainty

Managing the reliability and
predictability of imprecise
data types.
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Innovation distinguishes between a Leader and a Follower

» Feasibility study — Call center analytics

» Free benchmarking PoC (A/B Testing) — knowledge shared model
= Customer: Specific industry business know-how
= |IBM: Technology & Implementation

= We are ready to start !
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Thank you for your attention and time

Jan Hromadka, Chief Technology Officer
IBM Czech republic & Slovakia
jan_hromadka@sk.ibm.com
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