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Engaging and Exceptional....
Here NOW with Social Business .
Engaging &

- Responsive
Interactive
R — Social
«; ity Business
Read only i - - § *QW
- ' Web / User y ¥
Wﬂ. Op“mizm! Proliferation : ";.%,'
< Web B2-All

o lnternet / W Expenence

Self-Servic,§ B2E/ B2B

| Business W\ B2E/ B2B o i AE'mployees
Internal Emergence \ B2G [_.:" [ —
Enterprise 1 ' L
Application, % B2E/ B2B £ ]
Infformation & / 2 —
Content Sprawi
3 g Partners
& B2E » - e
—~—*|

= -



V)U\

Soclal Business Transformation

Optimize your
workforce

Deepen client
relationships
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Relevant & Engaging -- Portable --
personalized memorable, compelling, consistent experiences
to individual needs moments of truth when & where needed

o'y

Trustworthy: Delivered with reliability, security, consistency

‘ Business GetsSocial2012
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Helping You Create Differentiated, Engaging Online Experiences \

. Integrated — Speed time to market with
a core platform
. Open — Leverage & extend existing data
sources through robust integration ® Analytics
capabilities Search Ps
: . : : .
. Social — Drive innovation & improve /
collaboration thru socially-infused ___ 7A-.
experiences ( / ®. commerce
. Instrumented — Support evidence- Social “ / )
based decision making through analytics ..va..-----"Il
. Contextual — Increase customer ” ®
satisfaction by with experiences tailored Mobile @ @®* ® Marketing
to a user's location, attributes, Automation
preferences, device, behaviors. Rich
. Flexible — adapt to handle the latest Media
advancements + technology changes

Our vision is to help you realize the “art of the possible”
for engaging your customers on the web
Business GetsSocial2012
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IBM Exceptional Web Experience

Ae

8L : : _ PROSPERO
*.. Create Dynamic, Engaging Web Experiences :

— that Wow Customers

but get on top of the Hittle

‘ Target the Right Experience to the Right User
via the Right Channel at the Right Time

@ Improve Customer Loyalty by Enabling Users S
to Socialize

Insurance is the most neglected aspect of the average joe's inancial plan. This aricie focuses
on the essential. but often overlooked. basics
AOVCR

‘ Optimize the Experience to Maximize Results

Feb 27,2010 by Frank Adams [l O sHARE

RELATED EXPERTS
e 2 Chat with an Investment Rep . u g 1

e - | £ Dan Misawa 2
StartChat Call Me A
m— AR

/ Realize Business Goals

| " LIJ .

N B Reach Customers Across Multiple Channels — T — ™

= Mobile, Web, Kiosk, Email... &

& Print o Delicious

ﬁ— - {2 Digg -"Gw-;ls

E-. ﬁ ‘ 8 MySpace ,:'Lhe
e Integrate Across Heterogeneous Systems to Bokis; Wi b i
9=| Deliver New Value s .

Business GetsSocial2012
©2012 IBM Corporation 7

VN



IBM Exceptional Web Experience Offerings

Services and Support

. N N Ny |
IBM Global Technology  Global Business IBM Lak Enterprize Softwars

Business Partners Sernvices Senvices Software Sarvices Support

Customer-Facing Solutions
— — — — — — ——— ——

Government Healthcare  Banking Retail Insurance  Industrial Telco Travel&_
Transportation

Intranet Solutions

I Y Y N N N ——
Employee/ Customer Sales Corporate Executive  Project  Production Selvice

HR Seryice  Management Info Cashboarc Management Planning  MManagement
IBM Value-added Modules Partner Value-added Modules
I B B D D
Commerce BN Mobile (multi- ~ Digial ASSet b oo ties Wobile

channel servery  Management

I I S B NS ——
Pradictive Business Enterprise Immersive CRM

Analytics Web Analytics ' |pte)jigence Marketing Mgt Viewing

IBM Web Experience Platform

Web Content Fortal Social Fersonalization Marketing Tools Search
s 5§ 5§ B
Anal‘;tms- Instant ) ; - Rich Internet
enabled Messaging Maobile Rich Madia Mashups App Tooling
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Integration Excellence / Secure multi-channel delivery
Seamlessly Combines Internal & External Applications/Services

.

IBM Portal provides integration at the glass and is the front
end of IBM’s SOA Framework.

It provides a secure single point role based personalized
dynamic interaction of services for information, people, and

IBM Portal

Business GetsSocial2012

o processes anywhere, anytime to any device.
MicroStrategy
ORACLE
— W; Role Based
BUSWNESSOBlECI’SD
Information Management [ 34 S'D‘f}-g:zﬁg'sr e "n Contextual e ‘Secure
Stelleq o & =
3 OB documentum
L vioNeTTE s
.Wem Sametime. Unyte. B et
Googl % amazn - ,
v G ] —  BEAE
e Prrmusce . @ @ e el 3'3 a
. @ = =~ ReuR
E D 1,\.) SKYPE) S . S %E; Self Service
e ‘:\ "‘ Cwitter 3 : : Personalized Dynamic
Go gle
amazoncom
fl ickr,,, : composite applications
moo"' role-based
101 Tube ariven

IBM WebSphere Portal
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Exceptional Web Experiences Recognized

CareFirst BlueCross BlueShield — Member Portal
2011 WEBAWARD — Web Marketing Association (Outstanding
Website)

US Tennis Association — US Open Site
2011 WEBAWARD — Web Marketing Association (Best Sports
Website - Winner)

RBC Royal Bank — Online Banking Site
2011 Best Consumer Internet Bank in Canada - Global Finance
Magazine (Winner)

AMP Limited — Employee Intranet
2011 Intranet Design Award, Nelson Norman Group (Winner)

BMO Financial Group - Online Business Banking
2011 CIO 100 — CIO Magazine (Winner)

Dubai Government —eGovernment Site
2011 Middle East eGovernment and eServices Excellence
Award — Best eGovernment Portal (Winner)

Qatar National Government —eGovernment Site
2011 World Summit Award — Arab e-Content Award (Winner)

Lufthansa — Customer Site
2010 WEBAWARD - Web Marketing Association (Best Airline
Website)

RBC RoyalBank — Online Banking Site
2010 Surviscor’s Online Banking scorCard (Winner)

P

Business GetsSocial2012

Finnair — Customer Site
2010 WEBAWARD - Web Marketing Association (Airline
Standard of Excellence)

Boston Medical Center - Patient Site
2010 WEBAWARD - Web Marketing Association
(Outstanding Website)

US Tennis Association — US Open Site
2010 Webby Award Nominee — Event Site (Finalist)

Cars.com — Customer Site
2010 WEBAWARD - Web Marketing Association
(Automobile Standard of Excellence)

Brocade Communications — B2B Site
2010 WEBAWARD - Web Marketing Association (B2B &
Technology Standard of Excellence)

International Enterprise Singapore — G2B Site
2010 WEBAWARD - Web Marketing Association
(Government Standard of Excellence)

Tyco International — B2B Site
2010 WEBAWARD - Web Marketing Association (B2B
Standard of Excellence)

AMP Limited — Employee Intranet
2010 Intranet Innovation Award, Step two Designs (Gold
award: Communication & Collaboration)

Omron Europe — Employee Intranet
2010 Intranet Innovation Award, Step two Designs (Gold
award: Frontline Delivery)

©2012 IBM Corporation 10
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Web Marketing Best — ==~ | 2010 WEBAWARD Groundswell Award
Airline Website 55; s }.‘_ =l Web Marketing Assoc - Forrester Research
e = .. |wsax | Automobile Standard of =i B2B division winner

ENULCH St
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Research and Reviews
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2010 US SMB Social

: e S e B TS [ . Media Marketing
- : — e e Tl Community
Boston Medical Development Award
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o 2010 WEBAWARD =" raee Rec Mobite Banking app Online Banking Site | ™~ — &= Employee Portal
- Web Marketing Assoc .= =27 ,& 2010 WEBAWARD U L |ESsssmsss 2009 Intranet Design
Outstanding Website g - . _. . B2B&Technology i S . Award, Nelson
‘ . Standard of Excellence _‘ e _:_ Norman Group

i1 ’ ~— = International Brocade m DukeHeathorg | pyke University

o - Enterprise Communications o W e oo J  Health System
Ems = = Singapore G2B Site B2B Site e Patient Portal
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Australian Open US Open Tennis .

Wimbledon
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Exceptional

Web/Content
Platform

Analytics

Marketing /
\Autr:u mation V4
7

Rich S~

Business GetsSocial2012
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Consumers are changing the way they do 4 \
business — Age of Smarter Consumers °

ad )

Interconnected Intelligent

.

They have They use multiple They have clearly
instantaneous access to technologies to defined expectations
information about interact with other of what they want from
retailers, products and consumers and with their retailer now and
other consumers’ retailers in the future
experiences through

technology

Business GetsSocial2012
©2012 IBM Corporation 14
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Consumers are redefining their shopping y
experience (across product & service lines) to fit ‘JB°
their unique needs and timeframes \

= Shopping becomes engrained in all
aspects of our lives due to
persistent connectivity and
ubiquitous access

= Consumer touch points continue to
proliferate increasing availability

Shopping
Becomes

Omnipresent

_ = Consumers can start/stop and
Shopping switch channels seamlessly
Becomes = New competitors arise; disinter
BELENBULTESC . | mediating consumers from
retailers

= Consumers demand relevancy and
Shopping personalized service

Becomes = Availability of consumer
Contextual information combined with real-
time analytics enables superior
experience

Shopping  Digital devices enable data
Becomes capture economically
Real-time - Real-time analytics can be

Aware executed even at ‘Walmart scale’
©2012 IBM Corporation 15



Future is about these consumers

Serve me




To be relevant to these consumers you need to be p N\
relevant across traditional and social channels o
and address the ‘MFE’ \

“Know Me”

“Listen to Me”

Relevant promotions Tune into my channels
Promotions driven by deep customer Value my feedback on products and
insights services
Leveraging real-time and offline customer Extend my buying experience to my social
data to develop engaging marketing dialog channels

“Serve me” ‘Empower Me”
Provide seamless cross channel Let me use my technology to:
experience

» Discover promotions while shopping

» Compare prices

» Get more information

» Seek service, help, order, checkout, pay

Enable me to buy off-line and online
Provide a valuable loyalty program
Provide ordering for out-of-stock items
Enable social interactions during purchase

Business GetsSocial2012
©2012 IBM Corporation 17
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IBM’s Smarter Commerce Delivers New
Capabilities to New Buyers “ME” - Smarter
Commerce Can Help Transform Every Phase of the
Commerce Cycle

/IVIa rket

Sourcing, and Targeted and

integrate to personalized

partners to procure messaging across all

services and customer

products interactions /
.. (Sell

Service Se

Enables selling and
fulfillment of
products and
services across

all channels .

Servicing customer
needs across all
interaction channels ~

-~y
~-—+———’

Engagement

S

Business GetsSocial2012
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Enabling Customers to Shop Seamlessly and
Easily

1. AWARENESS P» 2.RESEARCH Pp 3.PURCHASE p 4.RETRIEVAL /DELIVERY W 5. SERVICE / SUPPORT

Customers have the Social media 47%
freedom to achieve their Advertising Retailer sites

goals throughout the O Consumers want o
shopping process... ' check store availability

Signage . - Email

Kiosks . r e Mobile apps 57%

rt L Want to look for

£ Mobile browse promotions and
coupons online before
shopping the store

32%

Want to return items to
store that were bought

online Employees (@ N 0 swsmms
Catal ‘. Call cent . .
atalogs (@ ; @ caiicenters ...using whichever
. channels and touch
Direct mail Texting & 2D points they prefer.

Bar Code

“Empower Me”

©2012 IBM Corporation 19



that cross multiple devices

Shopping seamlessly means enabling interactions ) ;

1D & 2D Barcodes Address Book Calendar Storage
Contacts Store Events .
- illing address, oupons, Digital
Email wishlist, Recelst for in-
" unt Management store pickup or “
returns ot
Payment

Bluctooth or wiopi OtOT€ lOCAtiON

based services

/

Store Locator

ngulation)

Business GetsSocial2012

obile Payment

Social / Feedback

-~

 %5 |

MMS,

Order Confirmation
Marketing/Promotion Messages

©2012 IBM Corporation 20



Are You able to Deliver “One Brand Experience” f
across Direct as well as new and emerging . )‘ * J ;
Extended Channels —

Next Gen Multi Channel Selling

Extended Channels

Direct channels L Widgets for products
s and promotions

- Shopping experience

ﬁ".;:'; Web Marketing campaigns and ’0
e ¥ promotions e o®

1ise

E =) orll F RSU ﬂ.f ]
B2B / Dealers ‘ ‘ Social Networks

Call
Center

@ 9

Kiosk Field Sales

IBM “Cross Channel
Selling Platform”

———

~. \~'.
-

Distributors
Business GetsSocial2012
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The Lines Between Virtual and Physical are Blurring”
... Cross channel and social enabled stores

empower your customers to transcend traditional
shopping boundaries

- P

mt.-_‘,- e e e -._.___L,T ~— 1

<

amasem v . - .
X - .o o
BT —

- ———— L ——— W ———

- — e -

Outside Store I

yvour shopping list

Shopping List

‘ Aisle 3

Aisle 11




Marketing Conversations driven by deep customerf
Insights

Personalize Promotions (#1 influence of purchase
decision)
« Personalized communication and offers
« Offers driven by customer insight

 Offers that follow the customer across channels — true
cross channel marketing experience

Personalize Experience (Most important factors)
» Recognize me in online & offline
* Remember preferred communication methods
« Show relevant offers and products

Personalize Communication (Most important
loyalty drivers)
« Send me relevant and unique products aligned to my
profile

« Recognise me and status across channels of
communication

Bljsiness GetsSocial2012
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To drive an ‘Customer Aware’ marketing
conversation you need five key capabilities

Analyze r o N Decide \

. . - rv .
Predictive analytics L J '/ Cross-channel campaign

Visual exploration & selection management

Real-time interaction
management

Contact optimization
Distributed marketing

"; Deliver

N/ Email delivery and
response history deliverability

Digital behavior Channel integration

Event detection Lead routing &
monitoring

Manage

Campaign planning & approvals
Offer lifecycle management

Collect @
Contact &

IBM’s Unica platform enable's businesses to engage each customer and
prospect in a one-to-one dialogue across communication channels

Business GetsSocial2012
©2012 IBM Corporation 24




Merging historical and real time data to have a y
meaning full conversation ..... *JR°
gl BLAGK FRIDAY PRICES ARE BACKD NG

Spe

® Loyalty Customer
y (Frequent)
[Profile Data]

areenefl NOICE

5349 &

Hammermill* Great White
30% Recycled Copy Paper,
.. Case Of 10 Reams

Save $15 Reg. $49%

$3299

Hammermill® Tidal®

MP Office Paper,

E Case Of 10 Reams

v b Save $15 Reg. $47%
’

Shopping Tools

Add a Coupon

)
3
=
()
S
L
O

Viewedo C Al C OVE C JU UadVy B 0 O
AND have viewed “furniture” during this session [Real Time
Data]

plit test this

SAVE 520 SAVE 20%
éﬂgﬁe@ng = select Holiday
2104 Essentials

drawers
available

» SHOP NOW

AL
T
b B
il A p . . X
Hi 5 select Chairs ]
SHOP NOW (BEUBLUNES o SEoVI
i 5 » SHOP NOW - H

select desk &
and floor
?- mps

» SHOP NOW

Business GetsSocial2012
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Merging historical and real time data to have a
meaningful conversation .....

"X

cialls 8:42 PM (40 minutes ago)

noreply@officedepot.com to me 4 Reply | v

Join Worklife Rewards?

message across
channels

personalization
fields

» Store Locator
» Order by Catalog

Office pEPOT o Do

GREAT FURNITURE DEALS

Save up to Save over
(o)
$ %o
plus
on select Chairs Select Desk/Hutch
Bundles

SAVE OVER 50%

VE £ 20%
select F|I|ng - select Desk/Hutch
Cabinets

24
drawers
available

Bundles

PLUS save

up to $100

select Chairs
»SHOPNOW =t

» SHOP NOW

Off the website

VN

Ink & Toner

Customers Who Viewed

This Item Also Viewed

Realspace® Magellan
Collection Hutch, 33 5/8"H 3
58 1/8"Wx 11 5/8°D,
Espresso

tem #101075

Read all 13 reviews

Your Price $149.99

leach

ADD TO CART

P

Realspace® Magellan
Collection L-Shaped Desk,
30"H x 58 3/4"D x 58 34D,
Classic Cherry

ltem #475858

Qty

Read all 31 reviews

Your Price

Qty

$249.99
/each

ADD TO CART

Embed product
recommendations

©2012 IBM Corporation 26



Smarter Commerce solutions enables
organizations to rapidly deploy customer focused
capabilities

i

Empower Let them use their technology to:
Their - Interaction across devices
Customers :

 service, help, order, checkout, pay

Provide seamless cross channel
Serve Their experience

Customer S O e s e Across Enterprise

engagement cross channels

Relevant promotions
Engage in a « Segmented approach

Across Social Landscape relevant » Personalize communication

Dialo
2 « Marketing Engagement across

channels

Shopping Tune into thelr channel_s |
Becomes = Engage with customer in social

Real-time platform
Aware = Turn them into brand representatives

across social platform in real-time _
©2012 IBM Corporation 27




Helping You Create Differentiated, Engaging Online Experiences \

. Integrated — Speed time to market with
a core platform
. Open — Leverage & extend existing data
sources through robust integration ® Analytics
capabilities Search Ps
: . : : .
. Social — Drive innovation & improve /
collaboration thru socially-infused ___ 7A-.
experiences ( / ®. commerce
. Instrumented — Support evidence- Social “ / )
based decision making through analytics ..va..-----"Il
. Contextual — Increase customer ” ®
satisfaction by with experiences tailored Mobile @ @®* ® Marketing
to a user's location, attributes, Automation
preferences, device, behaviors. Rich
. Flexible — adapt to handle the latest Media
advancements + technology changes

Our vision is to help you realize the “art of the possible”
for engaging your customers on the web
Business GetsSocial2012
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Simon Lee Kuala Lumpur, Malaysia

ASEAN Executive Tel +60-12-3826718

Web_ Experience & Social Simon_Lee@my.ibm.com
Business

Business GetsSocial2012
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