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Mobile Analytics SocialRich Media

90% 84% 90% 81%
of mobile users 

keep their devices 
within arm’s reach.

of web traffic will 
be video by 2014.

of businesses 
today are using 
web analytics.

of purchasers get 
advice from their 
social network.

Market Trends are Forcing a Higher Level of 

Engagement with Customers, Employees and 

Citizens



Spawning a new kind of consumer behavior
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1.5 Billion
“word of mouth”

impressions each day

100 brand advocates 

can reach 60K people

Now, brand attributes are not business defined

Now, everyone has their own printing presses

Now, harvesting knowledge is as easy as “123”

Now, mass personalization is a new currency

Now, customers can pay you to sell your products

Now, new brand advocates trump new clients 

 72% of adults are social networkers

 58% used on-line coupon or promos

 88% go on-line before visiting stores

 55% share buying experiences

 61% research other buyer experiences

 50% purchase on word of mouth

 400% getting referrals from advocates

Sources:  Zuberance, Cisco, IBM, Accenture, Prnewswire, McKinsey, Edelman, Deloitte 



4

Accelerated 
Business Outcomes

Exceptional 
Experiences

Connected

Innovation      
That Matters

Fusing new kinds of consumers with new ways 

to work has never been more important

Sprawling, disconnected workforces lacking 
client-centricity and a unified voice is enemy #1

Working in   
New Ways

Empowered

Energized



Businesses will need to Think differently
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Organize 
Workforces

Create 
Value

Drive 
Demand

Sell to 
Customers

Support 
Customers

Re-Inventing the Traditional Linear Business Lifecycle

Structured 
Organization

Collaborative 
Networking

Business 
Processes

Personalized 
Experiences

Business 
Data

Analytical 
Listening

Closed 
Initiative

Collective 
Knowledge
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Exceptional customer experiences

Personalized Marketing

Social Commerce

Support & Self- Service

Loyalty ProgramsSelf Discovery

Connect  - Empower  - Energize 

• Deliver relevant, personalized experiences to prospects & clients

• Transform client facing processes to be simpler, quicker and integrated

• Provide expanding value by creating knowledge sharing communities

• Gain behavioral insights to shape individual, community and business outcomes

Analytical ListeningCollective KnowledgePersonalized Experiences Collaborative Networking



77

Passionately Engaged 

Workforces
Exceptional Customer 

Experiences
Community Inspired 

Innovation
Product-line, Services, ICS LeadersC-suite, HR, Finance Leaders Mktg, CRM, Sales, Support Leaders

Social Business Platform

Business Customized Applications and Content

Requiring an openly customizable platform

Collaborative
Networking

Collective 
Knowledge

Analytical
Listening

Personalized 
Experiences
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LOB OperationsHR Mayors

Business Transformation Services by Industry

Finance Marketing Support DevelopmentSales

Social Business Platform

Digital Marketing Innovation                  
Improve prospecting with unified 
analysis, campaigns & lead mgmnt

On-line Sales and Service
Energize new and repeat sales with 
personalized, on-line shopping. 
Respond to issues faster,  delight 
customers & create brand advocates

Digital Experiences & Portals 
Delivery personalized, highly engaging 
experiences for clients, prospects, 
partners and influencers.

Exceptional Client 

Experiences

Crowd Sourcing   
Involve clients early and often 
improving product value, 
quality and revenue returns

Continuous Delivery
Speed product innovation,  
time-to-market and talent 
sourcing with DevOps

Talent Sourcing
Improve the ability to 
seamlessly source contractor 
or outsourced skills. 

Community Inspired

Innovation

Employee Experience
Source talent with social 
networks and streamline    
on-boarding & enablement

Employee Empowerment 
Improve productivity, 
engagement, collaboration     
and knowledge sharing

Workforce Loyalty       
Identify critical issues and 
address them with speed.  
Analyze needs & innovate.

Passionately Engaged 

Workforces

IBM capabilities for Social Business



Cityforward.org







http://www.youtube.com/watch?v=p5zOgD-2Ync&feature=youtu.be



Target the Right Experiences to the Right Users via the Right Channel at the Right Time

Consistent
Regardless of your device

Empower
Putting the customer in charge

Compelling
Matching and exceeding expectations

Relevant
Knows who you are and what you’re doing

Reach Beyond Your Website by Providing 
Exceptional Digital Experience



Thank You!


