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IBM’'s MDM Investment

SQEU ) software

IBM InfoSphere MDM
Enterprise Edition

R&D investment is larger than
iIndependent MDM vendor revenues

combined i
Broadest and deepest MDM portfolio in Collaboratve
the industry solves the widest array of

challenges and complexity Y,
IBM’s investment guarantees customers  Shatiengers foadurs

will never out grow what we can offer
and need to reinvest

MDM is a core decision and an IBM
choice removes the risk and uncertainty
associated with the acquisition and
funding of smaller independent vendors

Recognised by Analysts as the market
leader

© IBM
DOracle (Siebel UCM)
Informatica

SAP,
Oracle {[COH@

Tibco Software

DataFlux

| ability to execute ————

VisionWare

I\- | __J'
niche players visionaries

— 1 completeness of vision F——p

Source: Gartner Magic Quadrant for Master Data Management of Customer Data Solutions Dec 11
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What is Master Data? Why is it important?

Master data is a subset of
all enterprise data

Master data is the high-
value, core information

. %
usepl to support critical !. 4 Master Data
business processes across ‘r

the enterprise IS

~‘ Trusted Data

Master Data is information
about customers,
suppliers, partners,
products, materials,
employees, accounts and
more

Master Data is at the heart
of every business
transaction, application
-and decision

© 2012 IBM Corporation
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What is Master Data Management?

« A discipline that provides a consistent understanding of master data entities

» A set of functionality for data governance that provides mechanisms
and governance for consistent use of master data across the organization

* |s designed to accommodate, control and manage change

SOURCE SYSTEMS

CRM

Name:

Tilly . Jones

Address: 235 Hill Road

Address:

ERP

Singapore 178882

Name:

Natalie Jones

Address:

234 Hill Road

Address:

Legacy

Singapore

Name:

N Jones

Address: 235 Hill Road

Address: Singapore 178882

MASTER DATA
MANAGEMENT

INFORMATION

First: Natalie

Last: Jones

Address: 234 Hill Road

City: Singapore

Post Code:178882

Gender: F

Mobile: 657778 7766

DOB: 1/1/65

Information Governance

ENTERPRISE
APPLICAT@INS

Customer
Support
. IIE
|
W 4
l.‘; o

© 2012 IBM Corporation
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What is happening in MDM today?

Business Intelligence
= Analytical Applications
= “Downstream”

m Measuring the Business
m Decision making

Business Operations

m Transactional Applications

m “Upstream” _

= Running the business Business Business

= Decision taking Operations Intelligence

QOutside the Org.

m Content Services

= |[nformation and
Data Exchange

Enterprise
m Cloud-based MDM

Outside

Information Mgt Organization

Enterprise Information Mgt
= Driven from EA down
m Shared governance framework
m Active Data Stewardship SOA

m Information Infrastructure

= MDM as a Service FL‘:." '
L N

x BPM

7 © 2012 IBM Corporation
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Resolution Pattern

Supporting on-boarding and a validation business process

Scenario 1 — Harry Lee Kwan Yew does not exist in the MDM

CSR Establishes Add Lee Kwan Yew, 12 North
customer records Bridge Road
Returns validated name & 6

address for acceptance

CIS System I

6 Name and address accepted

O

i On-going synchronisation

CSR

-

T

g Search for Lee Kwan Yew

No suitable candidate
(match) found

@ Validates name and address.

a Inserts Lee Kwan Yew, 12
North Bridge Road

© 2012 IBM Corporation
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Resolution Pattern

Supporting on-boarding and a validation business process

Scenario 2 — Harry Lee Kwan already exists in MDM

6 Retrieves accurate G Search for Lee Kwan Yew, 12 North
customer records Bridge Road
Returns list of match candidates e
CIS System I

@ CSR Chooses best candidate

O

On-going synchronisation

10

N
@ Search - Lee Kwan Yew
Associates choice with
household entity
J

© 2012 IBM Corporation
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Multi-Channel Synchronisation Pattern
Supporting a complete view of customer
Scenario: Mary Tan calls to enquire on a product offer

——

‘ Search for Mary Tan

C—

CIS System . Returns complete

\\\m‘
>

CSR

11

household and
product
association for
Mary Tan and the
Tan household

-

'_,LE
AT

‘ Searches for Mary Tan

Searches for Tan
Household

. Searches for household
and individual
relationships to
products

Peter Tan
interactions

—

Self Service
Portal

—

Retail POS

Mary Tan
interactions I

© 2012 IBM Corporation
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Analytics Pattern

Supporting proactive customer interaction
Scenario: Mary Tan calls to update her address

)

! . Searches for Mary
Tan

CIS System

@

CSR

. Returns offer

presentment options

12

-

G

i
i

‘ Search for Mary Tan

. Searches for Tan
Household & Products

Provides household,
individual and product
relationships

$

~
Mary Tan !
interactions  Retail POS
/) —
Campaign &
Real-time
Offers Mary Tan

© 2012 IBM Corporation
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SmCtI’[eIAnCIlYﬁCSBM Institute for Business Value

CEOQO & CIO Study: CEOs and CIOs are both highly focused on
Insights, clients and people skills

CEO focus over the next 5 years ClO focus over the next 5 years

@ing closer to customer Insight and intelligence -
People skills Client intimacy

Insight and intelligence People skills

Enterprise model changes Internal co IIa.boratlon &
Communications

Risk management Risk management

Industry model changes Enterprise model changes

Revenue model changes Industry model changes

Revenue model changes

“Business Intelligence will provide information to the company that no one in the
industry has ever seen, and will open up opportunities that were not previously
considered.”

Utilities CIO, USA

Source: 2010 CEO Study Q13: “Which of the following dimensions will you focus on more to realize your strategy in the new economic
environment over the next 5 years?” (n=1,523); 2011 CIO Study, Q13: “Where will you focus IT to help your organization’s strategy )
14 over the next 3 to 5 years?” (n=3,018) © 2012 IBM Corporation



-
~

(o]
”:u:
g
<

SmCtI’[eIAnCIlYﬁCSBM Institute for Business Value

ClO Study: A wide array of innovative tools and methods are
actively deployed to turn data into real intelligence — MDM has
highest priority

Activities to turn data into intelligence

Master data management

Client analytics
Data warehousing
Visual dashboards
Search capabilities

. Low priority . Some priority - High priority

“We are focusing on real-time and measurable information and

to enable our business functions in quick decision making.”
Telecommunications CIO, Pakistan

Source: 2011 CIO Study, Q17: “What activities will you prioritize over the next 3 to 5 years to turn data into actionable information for your organization?” (n=3,018); some responses may
15 add to over 100% due to rounding up © 2012 IBM Corporation
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Survey question: “three biggest barriers to ‘interactive marketing?”

Organizational structure, corporate culture or — 550¢
internal processes are not conducive e 0
Existing systems and data are too disparate [N 50%
L : 0 _
Lack appropriate in-house skills [N 33% Lack of the right
ok of bug i technology is an
¢ I moed
N ______ i impediment
Difficulty working with internal IT [ 33%
Uncertain ROI _ 32%

Lack of support from upper management/ _ 249%
Lack of an executive sponsor — 0

Cost is too high F 18%

16 source: Unica/IBM § The State of Marketing: Annual Survey of Marketers, 2011 © 2012 IBM Corporation
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Survey question: “biggest bottleneck in your marketing organization?”

Measurement, analysis & learning

|

57%

Integrating cross-channel efforts

53%

IT support of marketing technology needs

Marketing planning & objectives

Creative development & strategy

Program planning & targeting

Channel execution & delivery

11

32%

31%

31%

47%

43%

17 source: Unica/IBM s The State of Marketing: Annual Survey of Marketers, 2011

Lack of
cross-channel,
interactive marketing
is a big problem

© 2012 IBM Corporation
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A typical MDM problem — establishing a single trusted view

eCommerce
Name:  Natalie Jones
Email:  nj@fake.ibm.com E eCommerce
Address: 235 Hill Road 4
___________________________________________ S
o ®
i
MDM
ﬁ ERP Global ID: 12345
Name: Natalie Jones
Call Center ~  bmm e

Email: nj@fake.ibm.com

N :
ame: _Nat Jones Address: 235 Hill Road
Phone: +65 9876 5552 Call center

) . Phone: +65 9876 5552
Email:  Jones99@gmail.com
_____________________________________________________________ Gender: Female

Marketinglist 7777 TTTTT oo oo oo oo o m oo oo oo o oo oo o ooooooooooooe

Name:  Natalie Jones . .
Address: 10 North Bridge Rd Marketmg Lists

Gender: Female

CUSTOMERS & é Point of sale
PROSPECTS —

18 © 2012 IBM Corporation
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A typical marketing problem — how your customers behave

some
more
like this!

CUSTOMERS &
PROSPECTS

19

Point of sale

Postal mail

© 2012 IBM Corporation
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What your customers and prospects expect

One person
behind all the
2N channels,
............................................................ ‘pulling the strings ”
and guiding

the dialogue
——————————————————————————————————————————————————————————— & relationship

Call cente

CUSTOMERS& [/ ~ = mm ™ EKETER
PROSPECTS

E Postal mail

20 © 2012 IBM Corporation
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What your customers and prospects actually experience

Online

w SILOS

In SILOS

Email

!n SILOS

Mobile

w SILOS

SILOS

SILOS

SILOS

Postal mail w SILOS

21 © 2012 IBM Corporation

Call center

i

CUSTOMERS &
PROSPECTS

I

S Kiosk, ATM, etc. w

X
DX
8
8
i

Point of sale w

E
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How companies deal with this today...

-
E Online ln\ SILOS

= :
- Emalil ln\ SILOS
7\ strategy tech

\/
A

-
Mobile ’n\ SILOS

:
O Call center ’n\ SILOS

-
Stores 'n‘ SILOS
-

Kiosk, ATM, etc. ’n\ SILOS

Point of sale ’H‘ SILOS

:
Postal mail 'n\

i 18

SILOS

22

Real Time
agenda
’ Operational

Systems

strategy

Reporting

Campaign
Management

Data
Warehouse
data
, Trusted

Data

i

© 2012 IBM Corporation
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There Is A Better Way!

ﬁ Online
5] e

E Mobile SILOS
O Call center

[
ﬁ Stores w SILOS

[ ]
Kiosk, ATM, etc. w SILOS

SILOS

==-

SILOS

==

==

SILOS

==

m Point of sale SILOS
[

[ )
E Postal mail w SILOS

23

£,

IBM InfoSphere
MDM

e,

© 2012 IBM Corporation
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Customer Case Study - Australian Financial Services Group

« A leading financial services group wanted a single, integrated view of its
customers to address issues impacting revenue:

« Internal conflict between the brands
* Duplication of efforts
« Mergers and acquisitions increased data management complexity
« 23 different source systems
« 3 independent customer information systems,
« Analytical warehouses, campaign processes, CRMs.

“Mergers and acquisitions in the past decade have increased
our customer base by 200 percent. Having a single view of
the customer, we’re more accurately able to target and

cross-sell across our brands.”
AT
- W

25 © 2012 IBM Corporation
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Customer Case Study - Australian Financial Services Group

Brands

Brands
Ng

Brands

'I
=

26

3 g

BANKING
SYSTEMS

€]

SYSTEMS

WEALTH
SYSTEMS

€ 1)
o "/
a A

(€]
SYSTEMS

Integration Layer

LIFE

SYSTEMS

IBM MDM provided a complete view of customer
across brands and stop cannabalising across brands
and also reduce marketing costs

OPERATIONAL
CRM

Analytical m
lufoSphere Enterprise CAMPAIGN

_ MANAGEMENT  unica
M DM Marketlng An IBM Company

ANALYTICAL
WAREHOUSE

{

Cognos. REPORTING ﬁ.:vi
software - .

© 2012 IBM Corporation
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Customer Case Study: Government Border Protection Organisation

Multiple border legacy processing systems across to organisations
Border processing is inefficient and this impacts traders and travellers.
The benefit of Entity Management to Risk Rating

* Provides a single source of information about entity composition for
operational Risk Rating

« Removes the overhead of determining records that belong to an
entity from the offline analytical Risk Rating system

« Systems communicate via web services and Enterprise Services Bus

Enhances existing functionality and improves upon the reach of these
systems across the organisations.

P s

27 © 2012 IBM Corporation
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Customer Case Study: Government Border Protection Organisation
Analytical Process - Batch

Vessel

People

Address/Location -
Organisation OPERATIONAL

3. ENRICH RISK
ASSESMENT

1. POPULATE

Integration WH

OPERATIONAL ENTITY (customin 7. PUBLISH
SYSTEMS MANAGEMENT house)

4. EXPORT

2. EXPORT

5. RETRIEVE

1. POPULATE PR

1. Populate MDM, warehouse and ODS with operational information OEELINE RISK
2. Export records from entity management system with ID to identify records that ASSESMENT
belong to same entity. Aol oo
3. Enrich records to export to warehouse by retrieving additional information from the
ODS as required 6. DETERMINE
4. Export enriched records to warehouse include ID’s RISK
5. Retrieve additional detail from warehouse for processing in offline risk assessment
6. Determine risk
7. Publish offline risk assessment to operation risk assessment. © 2012 IBM Corporation
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Customer Case Study: AP Government Border Protection Organisation

Operation Process — Real Time A.REQUEST
RISK RATING T p.
A. Request risk rating from risk assessment system E. RETURN DETERMINE
B. Entity information related to risk request is retrieved RISK RATING :
C. Additional detail is retrieved from ODS B. RETRIEVE ENTITY
D. Risk rating is conducted on available data INFORMATION
E. Riskrating is returned ~ OPERATIONAL

RISK
ASSESMENT

C. RETRIEVE
/ DETAIL

WH

InfoSnhere
‘ Integration lufoSnlhere WH
OPERATIONAL ENTITY DB2 (custom in
SYSTEMS MANAGEMENT ODS house)

OFFLINE RISK
ASSESMENT
ANALYTICS

29 © 2012 IBM Corporation
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Customer Case Study: Chinese Provincial Government — Citizen Card
[ Citizen Card App }

( -
Police

g

-y

>
Population

g

(Heanh

&

( Givil

g

.
Education

S

B
Insurance

(&

Vs

Non-
L Resident

— 8 U\ 'Sy /'S 'Sy s J

30

Exchange

Platform
(3" Software)

Service
Caller

Data
Transfer
i Service

Other
Services

IBM MDM will provide data to
Citizen Card Application thru
Exchange Platform.

Exchange Platform calls
IBM MDM service to
achieve the delta data sync

Real Time

IBM MDM sends the data
change to some source
system thru Exchange
Platform;

MDM
Services

Data
Stewardship

Exchange Platform will take the channel role for data transfer
between different offices

The government will call IBM MDM service thru Exchange
Platform to get a person’s information

© 2012 IBM Corporation
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Customer Case Study: Global Retail Organisation

Source Data Data Transformation & Integration Analytics

-
MDM Strategic Business

ENTITY Intelligence Analytics
MANAGEMENT

— S
Enterprise + Dashboard

ETL * Reports
* Analysts
Finance
» Sales Operations
* Planning & Budgeting
* Metric
Analysts
* Analysis
* Adhoc Query

Cleanse Transform
Deliver
Match — Standardise
Synchronisation

Financial & Business Data Source

Change Data

Capture

Operational
Users

Information Analyser Metadata Management Business Glossary

31 © 2012 IBM Corporation
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Common barriers to implementing MDM

33

System and organisational control — My data is authoritative for my
purposes, so why should I care’

Cost of adoption —We cant afford to change all our systems and
dont even control half the systems needed to participate ’

Perception that implementation takes multiple years to derive
business value.

Belief that CRM, Data Warehousing or in-house implementations can
solve the problem

Confusion about where to start — We have so many channels, data
feeds and data quality issues. Should we model first? Clean up all
our data first? ... *

© 2012 IBM Corporation



SmarterAnalytics

1]
1l
Il
@
7’
.
-
AY

IBM’s experience proves...

34

MDM is a continuous process but can be implemented quickly to
deliver short term business value

MDM does not have to threaten the control of application owners.
They can participate incrementally and maintain control of ‘their
data’

MDM does not have to be invasive to existing systems and
Implementation costs can be kept to a minimum

MDM is complimentary to CRM, Sales force automation, data
warehousing, campaign management etc.

MDM implementations are not inherently risky. Hundreds of
organizations have succeeded and best practices have emerged
that help to lower your risk

© 2012 IBM Corporation
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IBM Smartphone Event Application

Question: Master Data Management is ?

a) The process of archiving data once it has reached its expiry date within an

organisation

b) A discipline that provides a consistent understanding of high value core data

C)

35

such as customer, product or account to deliver trusted information to business
processes

Enterprise governance process that allows organisations to maintain data
management policies

P s

© 2012 IBM Corporation
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IBM Smartphone Event Application
Question: Master Data Management is ?

a) The process of archiving data once it has reached its expiry date within an
organisation

b) A discipline that provides a consistent understanding of high value core

data such as customer, product or account to deliver trusted information to
business processes

c) Enterprise governance process that allows organisations to maintain data
management policies

Answeris (b)

P s

36 © 2012 IBM Corporation
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© IBM Corporation 2012. All Rights Reserved.

The information contained in this publication is provided for informational purposes only. While efforts were made to verify the completeness and accuracy of the information contained
in this publication, it is provided AS IS without warranty of any kind, express or implied. In addition, this information is based on IBM’s current product plans and strategy, which are
subject to change by IBM without notice. IBM shall not be responsible for any damages arising out of the use of, or otherwise related to, this publication or any other materials. Nothing
contained in this publication is intended to, nor shall have the effect of, creating any warranties or representations from IBM or its suppliers or licensors, or altering the terms and
conditions of the applicable license agreement governing the use of IBM software.

References in this presentation to IBM products, programs, or services do not imply that they will be available in all countries in which IBM operates. Product release dates and/or
capabilities referenced in this presentation may change at any time at IBM’s sole discretion based on market opportunities or other factors, and are not intended to be a commitment to
future product or feature availability in any way. Nothing contained in these materials is intended to, nor shall have the effect of, stating or implying that any activities undertaken by
you will result in any specific sales, revenue growth or other results.

If the text contains performance statistics or references to benchmarks, insert the following language; otherwise delete:

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual throughput or performance that any user will
experience will vary depending upon many factors, including considerations such as the amount of multiprogramming in the user's job stream, the 1/O configuration, the storage
configuration, and the workload processed. Therefore, no assurance can be given that an individual user will achieve results similar to those stated here.

If the text includes any customer examples, please confirm we have prior written approval from such customer and insert the following language; otherwise delete:

All customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have achieved. Actual environmental costs
and performance characteristics may vary by customer.

Please review text for proper trademark attribution of IBM products. At first use, each product name must be the full name and include appropriate trademark symbols (e.g., IBM
Lotus® Sametime® Unyte™). Subsequent references can drop “IBM” but should include the proper branding (e.g., Lotus Sametime Gateway, or WebSphere Application Server).
Please refer to http://www.ibm.com/legal/copytrade.shtml for guidance on which trademarks require the ® or ™ symbol. Do not use abbreviations for IBM product names in your
presentation. All product names must be used as adjectives rather than nouns. Please list all of the trademarks that you use in your presentation as follows; delete any not included in
your presentation. IBM, the IBM logo, Lotus, Lotus Notes, Notes, Domino, Quickr, Sametime, WebSphere, UC2, PartnerWorld and Lotusphere are trademarks of International
Business Machines Corporation in the United States, other countries, or both. Unyte is a trademark of WebDialogs, Inc., in the United States, other countries, or both.

If you reference Adobe® in the text, please mark the first use and include the following; otherwise delete:

Adobe, the Adobe logo, PostScript, and the PostScript logo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States, and/or other countries.
If you reference Java™ in the text, please mark the first use and include the following; otherwise delete:

Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both.

If you reference Microsoft® and/or Windows® in the text, please mark the first use and include the following, as applicable; otherwise delete:

Microsoft and Windows are trademarks of Microsoft Corporation in the United States, other countries, or both.

If you reference Intel® and/or any of the following Intel products in the text, please mark the first use and include those that you use as follows; otherwise delete:

Intel, Intel Centrino, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and
other countries.

If you reference UNIX® in the text, please mark the first use and include the following; otherwise delete:

UNIX is a registered trademark of The Open Group in the United States and other countries.

If you reference Linux® in your presentation, please mark the first use and include the following; otherwise delete:

Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both. Other company, product, or service hames may be trademarks or service marks of
others.

If the text/graphics include screenshots, no actual IBM employee names may be used (even your own), if your screenshots include fictitious company names (e.g., Renovations, Zeta
Bank, Acme) please update and insert the following; otherwise delete: All references to [insert fictitious company name] refer to a fictitious company and are used for illustration

purposes only.
a s ‘.Il‘l k
u
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