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IBM Design Thinking



Employee & Customer
Engagement

= s

* Systems of Engagement

Social
Networkmg

Analytics
Science

* Talent Engagement

ENGAGING PEOPLE TO GROW THE BUSINESS
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What Is the workforce of the future?
Focusing on their success

Understand Adoption Connecting
- R

Mirror Top 10%

Turns data Rooted In Exceptional Enabled by
Into Insights workforce employee social and
with analytics science experience mobile

Metrics to - . : o
Predict Omni Channel § Innovation




"It will be an ideas and ‘
Innovation economy rather
than knowledge economy"

- | /.

| There is an 81% positive t—
correlation between .
Innovation and
- collaboration
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Strategic Relationships




Industrial

Products

Energy and

Utilities

Banking and

Travel and

Financial Markets Transportation

Telco
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Co-developed Industry Mobile Solutions
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Project Durandal
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Q) John's Workplace
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Durandal Tasks

Durandal Fles

Updates fom the Durancy Team
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Top News for Durandal

Durarndal Team




Cognitive Is the new
competitive advantage.
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Algorithms Cognitive
) Learning

Collective

Social Data Expertise Location Human Expertise

Wisdom of Crowds Skills & Expertise Enhance, Scale & Accelerate



IBM Design
Thinking

Grounded iIn:

«  Empathy

*  Prototyping
 Radical Collaboration




The IBM Design Language Is
a living set of guidelines for
how we design software.

Users first
Contextually aware
Aesthetically pleasing
Fun to use

Clear and in-context

Obvious

Everywhere
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IBM Design Thinking = User Centric







3 Hills

System that Less clutter, Connecting me
understands you more clarity to we



CC Showcase Home Mail Calendar

R - I N -
=0 a

OV | &F & THSWEEK ™ () o PEOPLE ON THIS MESSAGE
LAST WEEK
i Management information found for all 8 people: :
Heather Reeds & May 1 Phil Jones

P
[\HH/] Fidelity Mobile App and Budget
— Frank, Here are the concepts that we talked about today on our ...

Heather Reeds Apr 30
[HR )] Market Replacement
Frank, We need to talk about the Market replacement strategy. T...

—, me Apr 30
( FA/] Product Details
— Link Subject Folder Entry Date Category Maodified Date col1Znot...

Heather Reeds & aprao

Product Review ﬂ .

Comments: Get the numbers

_—.  Connections Cloud Apr 30 | .. Q *
(ec) [Connections Cloud] Daily Newsletter for Apr 30, 2015 . Lot - ¢ * .
“—" our dally updates for Apr 30, 2015 - - O
P— Heayher Reeds . Apr 29 e, O . .
E\HH/] Setting up VPN on iI0S
— I05: Setting up VPN You can set up a Virtual Private Metwork (V...
&) MNext appointment: Lunch With Mark | 11:30 am - 12:30 pm ® H

7am Bam 9am 10am 11am 12pm 1pm 2pm 3pm 4pm 5pm Bpm J



see ATAT T 9:59 AM

<
@ IBM Verse Today

Coming Up at 10:00 Heather Reeds 2:58 PM
Client Meeting E‘ ! Budget planning for next quarter

Hi - take a look at the

You have 2 meetings later today Lukas Geiger y
Project NextOne set up on...
New Mail From have the community ready {

And 10 other messages

Needs Action Tomorrow

Waiting For Gail Chao 1:10 PM
Updated client briefing document...

Nancy - please pull together the

Seamlessly integrated anywhere,
- e b anytime access
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Social Business Patterns

4 ) 4 A
&".ﬁ
2 | @ = || M
Customer | Cust Recruiting &
@ngctgemenp \_Marketmg ) \ Service ) \Onboarding,

4 N/ N N/ )
; Mergers & Workplace & Expertise &
Eupply ChcuB \Acquisitiony @ublic Sctfetp \Knowledge ' )

r . .
Patterns represent modernized processes with

dynamic, repeatable and measurable “people
interactions” created by building social into work
and life




DELIVERY
* LEGENDARY
CUSTOMER

EXPERIENCES

“weaving social into
*everything we do and
how we do it,”

capturing, celebrating

& sharing employee

Wow M
customer service stories o troducng T

Great everyday customer Introduced

service stories unshared and
not widely known

: - CinpicanTD \ G @ “PROUD TO BE A TDer”
Why People Share: It s ‘i. 2 “distinguish us from the
o e ' - ‘ \ | other financial

* Recognizeandacknowiedoe Nt oo institutions

peers
» Help & inspire other employees
 Build relationships

o Celebrate exceptional work
|

Why social recognition
is important:

e Contributes to positive culture
and improved relationships Helgeng Mamgm = c
» Employee satisfaction and ge M /
loyalw nvolv m wp« w«
« Creates strong sense of team or
community
» Motivates positive behaviours

Congratulations.

Social Amplification of
“Customer Service” Culture

TemboSocial




to say thank you #TDThanksYou

WOW
Moments

SHARED VIA
YOUTUBE

Customer Service Cul_j;qre
Automated Thank Yeu-Machine
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/lzemex ‘ Shift
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A I CONSHUCHON COMIMENCIal E “ —
OIRthEDXIST Valtiahle For the first time in our
Cenuny PrepeSItGNS history, we are creating
NETWOrK jorallfmarkets products designed to be
& | successful in other
v ol marketplaces. This
[ linker F 'orn e | innovation is a direct
" Saeluciion result of collaboration
clobal OPErations enab{ed b;),/ the IBM
Collaneraten SECUNLY. soluthn. o .
— — Gilberto Garcia, innovation
~orrLocal director, CEMEX
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Innovation Examples



Peace Keeping
22 Departments
5 Regional Commissions
15 Pease Keeping Missions
100k staff, consultants,
volunteers & troops

Communities

*The Social Web

*New to the UN
*GenevaGreenGroup

«gText — Global Language (eLuna)
*Organizational Resilience
Management System (ORMS)

(4]
United Nations WebcaST " WeDIyRIIOIG!

L3 PER DAY

LLIL !
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United Nations
Unite Connections
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fiked a message. | Todayat 2:37 FM

I got an amazing email from

Children's Hospital in Boston today -

recall we jointly launched

OpenPediatics as a social learning
platform with them in the Fall. Feedback is
coming in from around the world and here is one
of the more compelling comments: Kudo's to the
whole team working on this.

:"This program has changed my life. I had a hard
time trying to place post-pyloric tubes since no
one really showed me the formal way of doing it
before. It was see one - do one - teach one, which
didn't really work for me. After watching the
video I get them in every time. I have shared the
video with everyone and it is now how we
perform and teach this procedure at our intensive
care unit". - Physician in Israel

E 43 - You like this Unlike

Repost
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o
1l
1

m

\ Boston Childrens Hospital

) Until every child is well

OPENEDIATRICS' I Adam Cutler
Continuous Renal Replacement Therapy e

Clearance l

| 00:01:5¢
Ryan Ma

new commentin the 2 minute range, with
a slide showing sieving coefficients. The
text is a little fuzzy. there might be
somethingwrong with the aspect ratio or

scaling.
we B o O

N 000208 1
Ryan Ma

another new comment to test positioning
of new comments

)

Additional Discussions

4
g

i )
P W) 2158

Chapter List L)

The purpose of this videa 1s to provide general information ond aoucation about pediatric aritical medicine. The information contained in this video is

produced by facuity aod stoff offiliated with Preczptor and is meant o be used as an educational recourse for physicians ond other healthoare providers. 1t is
in noway a substitute for the independent decision making and judgment by a qualified health care profassional. The informration contained in this video
should pot be used tomake 6 dicgnosis.

2012 Boston Childran's Hospital & 1BM

OPEN PEDIATRICS'
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Maintain
Talent .

Sunday

Sung Night to
Products to Mond ay
Market L Morning

e
~ | Employee
~ *  Engagement

: Innovation

L

-
-

-

Productivity ﬁ

.

Ado o)ilgle a#NewWa ToWork



IBM Strategy

#NewWayToWork




Questions

q
4

e



