
1 © 2009  IBM Corporation

New Intelligence – Business Analytics and Optimization

IOD City Zürich
New Intelligence / Business Analytics and Optimization

Erich Leitner
29.September.2009



2 © 2009  IBM Corporation

New Intelligence – Business Analytics and Optimization

Our Smarter Planet and the Information Challenge

Agenda

Business Analytics and Optimization 

How to Get Started…the IBM Information Agenda 
approach

Leveraging Information For Smarter Business Outcomes
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The World Is Becoming Smarter
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Variety of Information
80% of new  data growth is unstructured content
Emails, images, audio, video..

Volume of Digital Data
57% CAGR for enterprise data through 2010
Machine generated data : Sensors, RFID, GPS..

Velocity of Decision Making
Rapidly changing business climate 
Need to get ahead of the curve : predict issues 
and fix them

Data Explosion In A Smarter World!

New Data      New Information!
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But, How Do We Leverage Information For Smarter Business 
Outcomes?

47% of users 
don’t have 
confidence 

in their information

59% of managers 
miss information 
valuable to their 

jobs because they 
can't find it

42% of managers use 
wrong information at 

least once a week

Sources:  Accenture Survey, January 2007,  AIIM Survey,  July/August 2007
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Think Differently To Drive Smarter Business Outcomes

Call Center
Operations

Human Resource
Management

ERP &
Financials

Automation
Application

Agenda

Optimization
Information

Agenda
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Smarter Businesses Are Able To Leverage Information To 
Drive Smarter Business Outcomes

Reduce Costs

Reduce Risk

Increase Productivity

Increase Revenue

7



8 © 2009  IBM Corporation

New Intelligence – Business Analytics and Optimization

The Intelligent Enterprise Is…

Anticipating

Precise

Aware

Questioning

Empowering

Gathers, senses, & uses structured 
and unstructured information from 
every node, person, and sensor 
within the environment

Predicts and prepares for the 
future and doesn’t only react or 
correct actions, but also steers 

and evaluates trade-offs

Linked
Connects internal and 
external functions front 
to back across 
geographies in a way 
that aligns to desired 
business outcomes

Enables and extends 
employees with memory, 
insight, reach and proper 

authority to decide and act

Reserves the right to get 
smarter by challenging its 

status quo while creating new 
opportunities

Uses only the most relevant 
information to support timely 
decisions/actions closer to the point 
of impact and consequence

Intelligent
profitable 

growth

Cost take-
out and 

efficiency
Proactive 

risk 
management
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Sense and respond Predict and act

Back office Point of impact

Instinct and intuition Real-time, fact-driven

Foundational Breakaway

Skilled analytics experts Everyone

Automated Optimized

Next Generation of efficiencies come from optimizing every 
decision, transaction or process at the point of impact…
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Imagine If You Could…

Physician Telco Call 
Center RepLoan Officer Retail Sales 

Associate

…predict and treat 
infection in 

premature newborns 
24 hours earlier?

…apply inferred social 
relationships of 

customers to prevent 
churn?

…adjust credit lines 
as transactions are 

occurring to account 
for risk fluctuations?

…determine who to 
offer discounts at 

time of sale instead 
of offering to all?

…optimize every transaction, process and decision at the 
point of impact, based on the current situation, without 

requiring that everyone be an analytical expert
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Plan an
Information

Agenda

Apply
Business 

Analytics & 
Optimization

Establish a
flexible 

Information
Platform

IBM’s Approach to Accelerate
Information-Led Transformation

• Information Agenda 
Workshops & BAO Strategy

• Industry-specific Experience

• Deep Skills
• Technology & 

Software

• IOD Software Portfolio
• Information Infrastructure
• Workload Optimized Systems

1H091H09

Over 4,000 Business 
Analytics & Optimization

Consultants

IBM Smart
Analytics 
Systems

2H092H09

Over $10B
In Software

Investments

20052005……20082008

Information
On Demand

Launch

20052005

Information-Led Transformation

Smarter Planet/
New Intelligence
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Approach and Smart Analytic System

Information Infrastructure

Proven Approach Smart Analytic System

Includes advanced 
analytics software

Pre installed and 
tested for fast 
deployment

Optimized for 
highest Data 
Warehouse 
performance

Scalable for all sizes 

Based on mature 
Foundational 
Technologies
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Data Warehouse 
InfoSphere Balanced 
Warehouse
Workload Management 
Tivoli System 
Automation 

IBM Smart Analytics System FoundationIBM Smart Analytics System Foundation

IBM Smart Analytics System ModulesIBM Smart Analytics System Modules
Analytics Options

Business Intelligence (Cognos 8)
Cubing Services                    
Text Analytics & Data Mining

Hardware/OS
AIX 6.1
IBM Power 550
IBM System Storage 
DS5300

Integrated Smart Analytics System
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Smarter Business Outcomes With Information Agenda

Establish end-to-end vision 
& business-driven value

Align people, 
process, & 
information

Accelerate
projects for short
& long-term ROI

Architect an extensible 
information infrastructure

Proven 
Approach
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Requires a mission-specific, cross-
enterprise corporate organization for 
collaborative policymaking

Defines policies and practices for 
managing critical information assets

Develops architecture practices and 
standards

Monitors data quality

Ensures training and enabling of all 
affected staff

Establishes Competency Centers

Information Governance & 
Foundation Tools

Information
Analyzer & Workbench

Data
Architect

FastTrack

Business         
Glossary

Metadata 
Workbench

Smarter Business Outcomes With Information Agenda
Define and Govern

Proven 
Approach
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Smarter Business Outcomes With Information Agenda
Strategy, Roadmaps: Information Agenda Guides

Proven 
Approach

Guides, 
Workshops,
Accelerators, 
Roadmaps…
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Smarter Business Outcomes With Information Agenda 
Strategy, Roadmaps – Across seventeen Industries

Proven 
Approach

Strategic 
Imperatives

The key focus areas for a 
specific industry that are 

critical to improving 
overall business 

performance

Core Management 
Processes

The underlying processes 
that are prevalent across all 

areas of the company in 
every industry and must be 

managed for improved 
business performance

Business Objectives
The processes and 
activities that can be 

optimized through more 
effective use of information 
in support of the strategic 

imperatives
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An Industry-specific Approach
Driven by Strategic Imperatives

Revenue 
Assurance

200+ Industry-specific and 
function-specific assets 
across 17 Industries…

Telco Example
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Business Analytics & Optimization:  Service/Solution Areas

BAO Strategy
Business 

Intelligence & BPM
Advanced Analytics 

and Optimization

Enterprise 
Information 

Management
Content 

Management

• BAO Strategy 
and Roadmap

• Detail Business 
and Financial 
Case for 
Change

• BAO

• Governance

• Change 
Management 
and Adoption 
for Large BAO 
Programs

• Dashboards & 
Scorecards

• Planning, 
Budgeting, & 
Forecasting

• Business 
Analytics & 
Reporting

• Advanced 
Analytics

• Analytic 
Applications

• Predictive 
Modeling

• Business 
Optimization

• Visualization

• Data Integration 

• Data 
Governance, 
Data Quality

• Data 
Architecture

• Master Data 
Management

• Document & 
Records 
Management

• Web 2.0 / Web 
Content 
Management

• Digital Asset & 
Rights 
Management

• Archiving & 
Record 
Management
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Providing a Business Justification for Transformation

Implementation RoadmapFuture State Definition
Industry-based 

Data Integration Models
(pre-built accelerators)

WCC CDIAFS-To-BDWM Data Integration Model

TSYS-To-BDWM Data Integration Model

WCC-To-BDWM Data Integration Model

Financial Services
Commercial Systems

Log ica l Data  Model

Project:        Cust omer  In teraction Ana l

Model Type: Data Mar t

Author : IBM Cons ultan t Version 10 Da

Arrangement P rimary Payment Type
A rrangement Primary P ayment  Type

A rrangement Primary P ayment  Dsc

Channel

Channel Id

Channel Code
Channel Name

Channel Type
Channel Type Id

Channel Type

Customer
Customer Id

Effective Customer Dat
End Cust omer Date
Provision Flag
Air Travel F lag
Airline Club Pass Flag
Int er net Banking Flag
Special Ter ms Flag
Telephone Banking Fla

Customer Interaction Analysis

Measurement Period Id (FK )
Cust omer  Id (FK)
Geographic A rea Id (FK )
Cust omer  Performance Status Id (F K)
P rimary Product A rrangement Id ( FK)
A rrangement  Primary P ayment Type Id (FK )
Channel Id (FK )

Number  of A ctive Communication Threads
Number  Of Threads Closed
Total FI P rocessing Time
Tot No of New Arrangements From Communicati
A verage Number of Communications
A verage Number of Channels Used
A verage Thread Duration
Measuremnet Period Type Id (FK )
S eason Id (F K)
Channel Type Id (FK ) Cust omer  Performance Status

Customer P erformance Status Id

Customer P erformance Status Ds

Geographic A rea
Geographic Area Id

Time Zone Id
Geographic Area Type Id
Geographic Area Density Designation 
Unemployment Rate Segment Id
B ankruptcy Rate S egment  Id
Inflation Rate S egment Id
Geographic Area Nature Id
Telephonic Code Id
Geographic Area Code

Measurement P eriod

Measurement Period Id

Population Date
Population Time
Unique Id In Source S yst em
Measurement Period Type Id
Effective Date
End Date
Measurement Period Name
Parent Calendar Period Id
Calendar Y ear
Calendar Quarter
Calendar Month
Week Of Calendar Y ear
Week Of Calendar Quarter
Week Of Calendar Month
Day Of Calendar Y ear
Day Of Calendar Quarter
Day Of Calendar Month
Parent F iscal P eriod Id
Fiscal Year
Fiscal Quarter
Fiscal Month
Week Of Fiscal Year
Week Of Fiscal Quart er
Week Of Fiscal Month
Day Of Fiscal Year
Day Of Fiscal Quart er
Day Of Fiscal Month
Day Of W eek
Season Id (FK )
Number Of Days
Number Of B usiness Days
Number Of Credit Interest Days
Number Of Debit Interest Days
Public Holiday Flag
Company Holiday Flag
Business Day Flag
Last Business Day In Month Fla
Description
Measuremnet Period Type Id (F

Measurement P er iod Type
Measuremnet  Period Type 

Measurement  Period Type

Pr imary P roduct Ar rangement
Primary P roduct Arrangement Id

Primary P roduct Arrangement Ds

Season
S eason Id

S eason

Data Warehouse Layer
Logical D ata Model

Project:        Customer Interaction Anal

Model Type: Data Warehouse

Author: IBM Consultant Version1 0 Da

Arra ng ee nt Prim ary Pa ym en t Typ e To Cus tom
Arra ng em en t Prima ry Pay me nt Ty pe  Id  (FK)
Cus tome r Id  (FK)
End  da te

Start Date

Arra ng em en t Prima ry  Pay me nt Ty pe

Arran ge men t Prima ry Pa yme nt Typ

Arran ge men t Prima ry Pa yme nt Dsc

Ch an ne l
Ch an ne l  Id

Ch an ne l  Typ e Id (FK
Ch an ne l  Co de
Ch an ne l  Na me

Ch an ne l Typ e
Cha nn el  Ty pe  Id

Cha nn el  Ty pe

Custo me r
Cus tom er Id

Arran ge men t Prima ry Pay me nt Ty pe
Cus tom er Performa nc e Statu s Id
Prim ary  Pro du ct Arra ng em en t Id
Effe cti ve Cus tom er Date
End  Cus to me r Da te
Provi si o n F la g
Air Trave l F la g
Airl i ne  Club  Pas s F la g
Intern et Ban king  F la g
Spe cial  Te rms  F lag
Te lep ho ne Ba nk in g F l ag

Cus tome r In terac tio n Hi sto ry
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Cu stom er To  Cus to me r Pe rfo rma nc e Statu
Cu sto mer Id (FK)
Cu sto mer Pe rfo rm an ce  Sta tus  Id  (FK)
En d Da te

Sta rt Da te

Ge og rap hi c Area

G eo grap hi c  Are a Id

Time Zon e Id
G eo grap hi c  Are a Type  Id
G eo grap hi c  Are a Den si ty De sign ati on  
Un em ploy me nt Rate  Se gm en t Id
Ba nk rup tcy  Ra te Seg me nt Id
In fl ati on  Rate Se gm en t Id
G eo grap hi c  Are a Natu re Id
Tele ph on ic  Co de  Id
G eo grap hi c  Are a Cod e

Go eg ra ph i c Area  To  Cu sto me r
Ge og rap hi c Area  Id  (FK)
Cu sto mer Id (FK)
En d Date

Sta rt Da te

In tera cti on  Typ e
Inte ra cti on  Ty pe  Id

Inte ra cti on  Ty pe  De sc rip tio

M ea su reme nt Peri od
Mea su rem en t Pe rio d Id

Popu lati on  Da te
Popu lati on  T ime
Uni qu e Id In Sou rce  Sy ste m
Mea su rem en t Pe rio d Typ e Id
Effec tive  Date
End Da te
Mea su rem en t Pe rio d Nam e
Paren t Ca len da r Pe rio d Id
Cal en da r Ye ar
Cal en da r Qu arte r
Cal en da r M on th
We ek  Of Ca le nd ar Yea r
We ek  Of Ca le nd ar Qu arter
We ek  Of Ca le nd ar Mo nth
Day Of Cale nd ar Yea r
Day Of Cale nd ar Qua rter
Day Of Cale nd ar Mo nth
Paren t Fi sc al  Peri od  Id
Fi sc al  Yea r
Fi sc al  Qu arter
Fi sc al  Mo nth
We ek  Of F i sc al  Yea r
We ek  Of F i sc al  Qua rte r
We ek  Of F i sc al  Mon th
Day Of F is ca l Ye ar
Day Of F is ca l Qu arte r
Day Of F is ca l M on th
Day Of W ee k
Seas on  Id  (FK)
Numb er Of Day s
Numb er Of Bus in es s Day s
Numb er Of Cre di t In tere st Day s
Numb er Of Deb it Intere st Day s
Publ i c Ho li da y F la g
Comp an y Ho li da y F l ag
Busin es s Day  Fl a g
La st Bus in es s Da y In Mo nth  F l a
Desc rip tio n
Mea su rem ne t Pe rio d Typ e Id (FK

Me as ure me nt Peri od  Ty pe
M ea su remn et Peri od  Ty pe  

M ea su reme nt Peri od  Ty pe

Prim ary Pro du ct Arra ng em en t
Primary  Pro du ct Arran ge men t Id

Primary  Pro du ct Arran ge men t Ds

Primary  Pro du ct Arran ge men t To  Cu sto me

Cu sto mer Id (FK)
Prima ry Prod uc t Arran ge me nt Id (FK)
En d Da te

Sta rt d ate

Sea so n

Sea so n Id

Sea so n

Dimensional Layer

IIW Subject Area Load Data Integration Model Insurance  
Packages

IBM’s Financial Services       
Data Models

(e.g. BDWM, IIW)
Analytics &                 

Standard Reports
Business Solution 

Templates Key Business 
Measures

GBS Financial Services and Business Intelligence Consulting Capabilities
SWG Cognos DB2 IIS Data Stage
HWG BCU / P-Series 

Business Case
Overall Analytic Solutions Value Case
Benefits Total

1H 2H 3H 4H 5H 6H 7H
Improve Performance Management 11,850,000$          30,000,000$          30,000,000$          30,000,000$          30,000,000$          30,000,000$          30,000,000$          191,850,000$        
Reduce HW/SW Costs 5,000,000$            13,000,000$          18,000,000$          20,500,000$          25,000,000$          28,000,000$          32,000,000$          141,500,000$        
Reduce Data Processing Costs 100,000$               700,000$               2,000,000$            3,500,000$            3,500,000$            3,500,000$            3,500,000$            16,800,000$          
Reduce Technical Support Costs 200,000$               4,000,000$            4,500,000$            5,000,000$            5,000,000$            5,000,000$            5,000,000$            28,700,000$          

Total Benefit 17,150,000$          47,700,000$          54,500,000$          59,000,000$          63,500,000$          66,500,000$          70,500,000$          378,850,000$        

Total Investment (18,000,000)$         (15,000,000)$         (12,000,000)$         (8,000,000)$           -$                       -$                       -$                       (53,000,000)$         
* Capitalized over 5 years

Net Cash Flows w/out Business Benefits (850,000)$              32,700,000$          42,500,000$          51,000,000$          63,500,000$          66,500,000$          70,500,000$          325,850,000$        

Business Benefits 25,000,000$          50,000,000$          50,000,000$          75,000,000$          75,000,000$          75,000,000$          75,000,000$          425,000,000$        

Net Cash Flows w/ Business Benefits 24,150,000$          82,700,000$          92,500,000$          126,000,000$        138,500,000$        141,500,000$        145,500,000$        750,850,000$        

Operational Costs Business Value

Data Environment BI OLAP Environment

Data Sources Data Integration AccessData Repositories Analytics

Operational 
Data Stores

Data 
Warehouses

Data Marts

Operational 
Data Stores

Data 
Warehouses

Data Marts Web 
Browser

Portals

Devices

Web 
Services

Web 
Browser
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Web 
Services
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External

Enterprise

Unstructured

Informational
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Reporting
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Metadata
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Data Governance / Data Quality
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Security and Data Privacy

Metadata
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Current State Assessment

Consumer/OPEN

AR, AP, CAS, FinCap, GRMS, Vendor, External….

Corp Card Merchant Risk Banking Travel SDN

TCPS LET SDN SS EBPP CAFE MRM iARC

GCMIS CMHDB GNSDW BIS AR Rep Nexus TPR

IDN GDR PPMIS BIDW MIDW MYSTIC GMIS

Campaign Mgmt Acquisition Transaction Processing Customer Mgmt

As Is

Best Practices / 
Hypothesis

Access & 
Analytics

Data 
Repositories

Data 
Integration

Data Sources

Data 
Governance

Metadata

Security and 
Data Privacy

Network 
Connectivity

HW / SW

Base Competitive Differentiated

Initiated, not shared broadly within enterprise 

Initiated in several verticals, but no consistency or  maturity noted

An industry leader in real time or 
near real time decisioning for Credit Decision & Fraud

Redundant and divergent data, data structures, transformation, 
and accessibility based on LOB needs and requirements

Divergent data integration rules, tools, processes, and environments drive cost and complexity challenges. 

Data sources and platforms with redundancies and significant 
management complexity; lack of a coordinated plan drives higher costs and complexities downstream.

Data management issues noted threaten the ability to sustain
the desired rate of growth in spend and income.

Early adopter of messaging infrastructure

Opportunity exists for consolidation.

Access & 
Analytics

Data 
Repositories

Data 
Integration

Data Sources

Data 
Governance

Metadata

Security and 
Data Privacy

Network 
Connectivity

HW / SW

Base Competitive Differentiated

Initiated, not shared broadly within enterprise 

Initiated in several verticals, but no consistency or  maturity noted

An industry leader in real time or 
near real time decisioning for Credit Decision & Fraud

Redundant and divergent data, data structures, transformation, 
and accessibility based on LOB needs and requirements

Divergent data integration rules, tools, processes, and environments drive cost and complexity challenges. 

Data sources and platforms with redundancies and significant 
management complexity; lack of a coordinated plan drives higher costs and complexities downstream.

Data management issues noted threaten the ability to sustain
the desired rate of growth in spend and income.

Early adopter of messaging infrastructure

Opportunity exists for consolidation.
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In some areas of GCSBB, the existing ETL process, control and tools usage is 
inefficient compared to leading practices.
Multiple data sources that are challenging to navigate and find, are required for 
common data needs when executing queries and reporting (e.g. customer data, 

di d l i l BAC/ MBNA )More time is spent gathering data than conducting the analysis, and in most 
cases, much of the analysis time is used to defend/explain the results.
Tendency for non-technology supported data stores to be created by individual 
analytical users, which are then leveraged to support production-based 
There are known data quality issues which impact the business areas’ trust in 
the analysis and corresponding results.
The merger of legacy BAC and MBNA credit card data models was sub-optimal 
resulting in inefficient data extractions and disparate levels of analytical 

bili iLack of a disciplined data back-up and recovery plan and process generates the 
use for excess storage capacity.
In some analytical data repositories, the data is too normalized causing 
performance issues (confusion and mis-interpretation of data definitions) on 

i b h b i E l h ‘W’There is a lack of analytical tool standardization across and within business 
areas.
There is a lack of shared methodologies which support analytics across 
business areas, and in some cases the optimal methodology and/or tool is not 
Commonly used metrics/terms are not defined consistently across business 
areas.  Examples: Different calculations are used to arrive at a common 

i i f d“Non-value add” functionality has been incorporated to business applications 
that would be better performed in the analytical data repository environments.
There is an opportunity to accelerate the sun setting of analytical data 
repositories already identified to be retired.
Cross-product, cross-channel and cross-consumer data mining is very 
inefficiently derived, not derived at all due to access challenges, inconsistently 
d l dLack of adequate roles-based access to analytical data repositories.

The analytical environment support model under-utilizes offshore capabilities 
(e.g. ETL).
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In some areas of GCSBB, the existing ETL process, control and tools usage is 
inefficient compared to leading practices.
Multiple data sources that are challenging to navigate and find, are required for 
common data needs when executing queries and reporting (e.g. customer data, 

di d l i l BAC/ MBNA )More time is spent gathering data than conducting the analysis, and in most 
cases, much of the analysis time is used to defend/explain the results.
Tendency for non-technology supported data stores to be created by individual 
analytical users, which are then leveraged to support production-based 
There are known data quality issues which impact the business areas’ trust in 
the analysis and corresponding results.
The merger of legacy BAC and MBNA credit card data models was sub-optimal 
resulting in inefficient data extractions and disparate levels of analytical 

bili iLack of a disciplined data back-up and recovery plan and process generates the 
use for excess storage capacity.
In some analytical data repositories, the data is too normalized causing 
performance issues (confusion and mis-interpretation of data definitions) on 

i b h b i E l h ‘W’There is a lack of analytical tool standardization across and within business 
areas.
There is a lack of shared methodologies which support analytics across 
business areas, and in some cases the optimal methodology and/or tool is not 
Commonly used metrics/terms are not defined consistently across business 
areas.  Examples: Different calculations are used to arrive at a common 

i i f d“Non-value add” functionality has been incorporated to business applications 
that would be better performed in the analytical data repository environments.
There is an opportunity to accelerate the sun setting of analytical data 
repositories already identified to be retired.
Cross-product, cross-channel and cross-consumer data mining is very 
inefficiently derived, not derived at all due to access challenges, inconsistently 
d l dLack of adequate roles-based access to analytical data repositories.

The analytical environment support model under-utilizes offshore capabilities 
(e.g. ETL).
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The Next Step: Information Agenda Workshops

Review Information Agenda
Understand key business 
initiatives, strategic 
priorities, challenges, etc
3-hour to 1 day workshop

Build vision and high level 
roadmap for IA journey
Interviews with key 
stakeholders from business 
and IT
1-5 day workshop; 2-4 
weeks offsite

Defines and scopes an IA 
project
Interviews with key project 
stakeholders from business 
and IT
1-4 week workshop

Briefing

1

2
Roadmap Workshop

3
Solution Workshop

Introduction

Begin Developing 
Your Agenda

Architect & Plan 
Your First Project

Proven 
Approach
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Build Roadmap 
(2 – 3 Weeks)

Develop 
transformation 

roadmap

Define and 
prioritize 

opportunities

12

13

Define Scope
(1 Day)

Business 
Priorities

Baseline

Business 
Initiatives

1

2

3

Assess Environment
(2-5 Days)

Assess IM 
Utilization

Assess 
capability 
maturity

Assess IM 
Operations & 

Controls

7 8

Assess 
Physical IM 

Implementation

9 10

Macro BVA 
Analysis

11

• Strategic and Business Track

IT
Priorities

Reference 
Architecture 

Baseline 

IT Initiatives 

4

5

6

• Technology / IT Track
Roadmap BVA 

Analysis

14

Prepare 
Roadmap 

Report

15

IA Sales Consultant IA Architect BVA Specialist

IA Roadmap Workshop Agenda
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Questions and Answers
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Erich Leitner 

Business Analytics & Optimization 
Executive Germany 

Mobile: +49-151-14716120 
Email: Erich.Leitner@de.ibm.com

IBM contacts for Business Analytics and Optimization

Dr. Gregor Scherer 

Senior Management Consultant 
IBM Global Business Services

Mobile: +41-58 333 73 58
Email: gregor.scherer@ch.ibm.com
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2525

“…We now manage our customer 
information as an asset; the 
opportunities for innovation and 
optimization are endless.  We can 
respond to the dynamics of our 
business twice as fast.…”

Noel Garry, Executive Manager, Irish Life & 
Permanent

Business Challenge
Multiple lines of business – life insurance, 
personal banking, mortgage banking
Numerous acquisitions
Strong market share position drives need for new 
growth strategies

What’s Smart?
Establishment of Customer Data Council
Deployed trusted data assets as re-usable 
shared services

Smarter Business Outcome
Unified cross-sell/up-sell analysis drives new 
growth opportunities
Reduced call centers and website channels to 1
Reduced duplicate, conflicting views of client 
base by 30%
Enhanced services increase loyalty

Irish Life generates new growth with unified
customer information
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Business Challenge
Difficult to measure productivity and assess 
business performance across 50 prestigious 
brands worldwide
Limited access to information across regions 
(esp. Asian growth countries)

What’s Smart?
Created a robust information analysis and 
reporting system for sales and marketing to 
understand customer buying patterns and 
adjust product mix

Smarter Business Outcome
Better product mix increased daily deliveries by 
100%
Improved sales force productivity and customer 
loyalty

“Our business is driven by customers and our 
ability to understand what drives them adds 
value to our business”
LVMH Executive

LVMH increases productivity of sales force
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Business Challenge
Gain insight from billions of records and 
reach detectives within minutes, not days 
or weeks.
Relate offenders, arrests, calls for service 
(911), human resources and geographic 
information to facilitate quicker and more 
appropriate responses

What’s Smart?
Can now analyze and integrate all 
information assets across structured and 
unstructured data sources in real-time

Smarter Business Outcome
Better response times and resource 
management

NYPD tackles crime with real-time information analysis

Benefits
• On-scene insight for detectives

• Rapid trend analysis for resource 
deployment

• Rapid repeat offender identification

• Integration of structured and unstructured 
information provides more  comprehensive 
insight

“The NYPD’s innovative policing strategies 
depend on our ability to gather, share and act on 
information. IBM—its people, partners and 
technology—have helped us redefine how 
information can be used to fight crime.”

– James Onalfo, Chief Architect and NYPD, CIO
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Business Challenge
Consistent data growth of 25% to 30% annually 
had caused significant performance issues 
throughout the PeopleSoft ERP

What’s Smart?
Archive data from PeopleSoft production 
environment to improve performance & save on 
storage costs using IBM Optim Data Growth 
Solution

Smarter Business Outcome
Achieved full ROI of $10 million over a 3 year 
period and a payback in 9 months
Improve payroll, HR and finance processing 
times by 60%

Corning Reduces Cost by  Millions Of Dollars
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"The success of the HAWK Power Detention System 
has demonstrated the value and potential of IBM 
FileNet P8 for J.B. Hunt. As a result, other divisions 
within the company are exploring business process 
management as a way to remove non value-added 
work and add dollars to the bottom line. "

Tarek Taha Engineering Manager JB Hunt

Business Challenge
Manual billing
Deliveries made before customers could accept 

resulting delays

What’s Smart?
Complete billing process visibility

Automated carrier assignment & billing – drivers know 
when customers can take deliveries and charge 
automatically if the customer delays delivery

Multiple forms of information including email and paper 
are now automatically managed

Smarter Business Outcome
Accurately track and bill charges to the customer 
adding $870K in revenues annually

6 times improvement in billing staff productivity

Improve record-keeping to ensure compliance

JB Hunt Increases Revenue
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Business Challenge
Create a source for complete and accurate 
customer information to drive sales across lines 
of business

What’s Smart?
Core customer information hub built on service 
oriented architecture for maximum flexibility, 
with cross-references to policy, claims and 
billing systems

Smarter Business Outcome
Insurance agents and customer service 
representatives can up-sell and cross-sell more 
effectively, growing revenues and enhancing 
customer loyalty

“ MDM Server provides services that 
are both reactive and proactive. The 
product proactively identifies customer 
events and responds in real time, 
alerting other applications of the 
detected events.”
Jay Woo, Vice President, Information 
Technology

The Co-operators Increases Revenue


