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There are 7.4 billion people on the planet… 
 
                   6 billion of them have access to mobile phones… 
 

…only 3.5 billion of them 

use a toothbrush! 
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We Have Moved From… 
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billions of mobile devices Millions of PCs to 

massive amounts of unstructured data Structured data to 

an elastic cloud infrastructure Rigid infrastructure to 

personalized  engagement Single transactions to 

dynamic services Static applications to 



© 2013 IBM Corporation 

Mobile has changed customer expectations 
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Glued to the phone:   
The average mobile 
phone user checks their 
phone 150 times a day 

Transactions are increasing. 
People are making transactions on 
everything from banking to finding 
a date and everything in-between 

One chance to make a 
good first impression 
80% of apps are used 
once then deleted 

138% CAGR 

growth in Mobile banking 
transactions ($0.3B in 
2008 to $9.4B in 2012) 

94% of smartphone 

owners report using their 
mobile device while in-store 

  
of citizens access federal 
government websites by 
logging in from phones or 
tablets 



© 2013 IBM Corporation 

Hointer – An example of the retail revolution – powered by mobile 
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Hointer – An example of the retail revolution – powered by mobile 
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Social has changed How We Communicate and How Influential an 
Individual Can Be 
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Source: Forrester Research:  

New Digital Path to Purchase 
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Digital transformation will continue to alter the landscape of life and work 
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Last decade Transformational forces Emerging reality 

Clicks plus bricks 

Data collection 

Customer listening 

Automated call centers 

Clicks within bricks 

Data is a strategic  

enterprise asset 

Co-creation  

with customers 

Cognitive 

Computing 

Social  

Mobile  Cloud  

Big data  

& analytics 
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There are five key mobile and social transformation dimensions that 
are emerging  
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Customer Insight: 

Developing a deep and holistic understanding of your customer 

 

Engagement Model: 

Leveraging Mobile and Social for deep, seamless customer & employee relationships 
 

 

Platform Transformation: 

Mobile and Social platforms that accommodates fully integrated backend environment 
  

Process Innovation: 

Applying Mobile and Social to hone and streamline processes 
 

Organizational Agility:  

Driving innovation, productivity, and scale 

Driving customer loyalty 

and satisfaction 

Incremental sales uplift / 

employee productivity 

New product opportunities and  

revenue at scale 

Applying mobile context to 

improve performance and 

efficiencies 

Business agility and 

measureable ROI 

Transformation Dimensions Business Value 
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Qantas Freight improves performance with advanced analytics and 
integrated online and mobile services 
 

11 

Speeds delivery 
processing from up to 60 minutes 

to as little as 60 seconds 

Improves visibility 
into service level agreements and 

key performance indicator metrics 

Satisfies customers 
by optimizing operations 

“This project has delivered on the holy trinity: 

it delivered financial benefits on time and on 

budget; customer feedback has been 

outstanding; and the staff loves it.” 

— Lisa Brock, executive manager 
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Using mobile to reduce friction across the customer experience 

13 



© 2013 IBM Corporation 

Including everything in the connected world 
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Including everything in the connected world 
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Between 2012 and 2013 there were 1M new Apps created 
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ING innovatively increased customer satisfaction by 50% 
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Balance Meter 

Bill Payments 

Funds Transfers 

Save Cheque 

One-click shopping 

e-Gift Vouchers 

Branch / ATM 
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The China Railway Corporation Mobile Application helps 3.9 million passengers per 
day book tickets  
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Benefits 

19 million app installs in first 60 days 

2 million unique visitors in peak time (daily) 

0.3 million concurrent user in peak time (daily) 

0.4 million tickets were sold in peak time (daily) 

100 million daily hits in peak time (daily) 
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IBM MobileFirst enterprise app life cycle 
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Scan & Certify 

Test 

Integrate 

Obtain Insight 

Manage 

Deploy 

Design & Develop 

Instrument 
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IBM’s Industry-leading MobileFirst Portfolio  
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IBM LEADS in 
Worldwide Mobile  

Application  

Development, Testing,  

Management &  

Infrastructure Services 
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Offering Portfolio 
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Industry Solutions 

IBM & Partner Applications 
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The impact of enterprise mobility 
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Our clients are transforming their industries by innovating and engaging with mobile solutions. 

 

 

 

 

 

 

 

 

• Customer Apps 

• Workforce & 

Operations 

Management 

• Asset Management 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
• Mobile Banking 

• Sales Force 

• Wealth Management 

Apps 

• Insurance Customer  

Apps 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Customer Apps 

• Store Availability Apps 

• Delivery Management 

Apps 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Field Service 

Management 

• Inspections 

• Asset Management 

• Safety 

• Operations Mgmt 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Mobile Workforce 

• Field Service 

• Citizen access to   

Services 

• Business access to 

Services 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Salesforce Automation 

• Community Care Apps 

 

Banking & 
Insurance Retail 

Natural Resources, 
Energy & Utilities,  

Telecom 
Transport Government Healthcare 
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Make Your Enterprise More Mobile 
Three Ways to Get Started  
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1 Come and talk to us in the Zones after this 

session 

Stick around to hear more info on Mobile as 

the day continues 2 

4 Interact with us @ibmmobile and 

#ibmmobile 
 

Evaluate current state readiness through an 

Enterprise Mobile Strategy engagement 3 
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