Analysis for Your Users: Why One Size Fits All is Not a Strategy for
Success

Moderator: Hello and welcome to today's web seminar, titled, “ Analysis for Your Users
-- Why One Size Fits All is Not a Strategy for Success.” In order to better leverage the
investments in data and technology, I T departments are being called on to provide a
broad range of analytic capabilities to business analysts, managers, and executives.
During this afternoon’'s web seminar, our speakers will look at the breadth of analysis that
can be used to drive greater value from an organization's data assets.

Joining us for today's presentation are Mark Smith of Ventana Research, Chris Framel of
Albuguerque Water, and Mark Morton of IBM.

Before we get started, there are a couple of housekeeping notes I'd like to go over. We
want to make this session asinteractive as possible, so first of al, if you need any
technical assistance please type your question into the questions box on the left-hand side
of your [presentation] console and then click the “ Submit” button.

This presentation console has been optimized for viewing at a screen resolution of
1024x768 or higher. If your screen resolution is set to alower level than that, you may
be unable to see the entire slide. 1f you need to make adjustments, you should be able to
do this through the display options in your computer's control panel. To view the dlide
presentation in full screen mode, please click on the “Full Screen” button located on your
player console.

All lines have been placed into a listen-only mode during the presentation to prevent any
background noise, so you will hear us, but we won't hear you. We do, however,
encourage your questions at any time during today's event. To submit your question,
simply type them into the questions box on the left-hand side of your screen and then
click the “Submit” button. We will attempt to answer as many questions as possible
during our question-answer session alittle bit later in today's event.

| would now like to turn things over — turn the call over to Mark Morton with IBM.
Mark, please go ahead.

Mark Morton: Thank you, Eric. Good afternoon, everyone. The speakers today, as was
said to you, will include Mark Smith of Ventana Research. Mark is CEO and CVP of the
performance management research area and he's been an analyst at quite a number of
organizations for more than 20 years now.

We're also joined -- very pleased to be joined by Chris Framel from the City of
Albuquerque Water Authority and he's along-time Cognos user since 1998, an IT
manager today; he's also worked for anumber of organizationsin IT auditing,
accounting, and as an applications manager.

I'll be your host today. I'm Mark Morton with IBM.



Without further ado | want to passfirst to Mark Smith. Mark, take it away, please.

Mark Smith: Great, thanks so much, Mark, and I'm glad to be here today to talk about a
really important discussion point in organizations today, which is around the styles
anaysisfor providing true business intelligence. It isclear that in organizations today
that we've got to do a better job of placing the right kinds of analysis and information to a
wide range of both business users and also to I T to work together to meet the aims of
what business intelligence is al about. The discussion points around analytics and the
needs of helping organizations get better technology and tool sets to support the
improving maturity of our individuals on understanding of the organization and processes
isall what I'm going to be discussing today.

Aswe look of the style of analysisin organizations, though, we also have to realize that
organizations must also look at how to adapt and support different kinds of roles and also
different types of generations of users. Aswe all look at that, we've got to think about
what we are -- aim to accomplish in regards to this important mandate.

As organizations look at how to improve their analysis capabilities, there's arange of
requirements that are necessary to drive improvement. No matter if it's making
improvements across our strategies and our plans, to our goals and our initiatives, to
metrics and then to results, it is clear the organizations realize that time is an important
asset, and that we must provide information in the right form, so that decisions and
actions can be taken much more swiftly than ever before. It is clear that -- as we look to
accomplish this we have to also understand that having a common set of technology that
can adapt and meet the different kinds of analysis requirementsisreally up to all of usto
work together and to drive improvements to our current efforts.

Now we must realize also that as part of this that we have to focus on how our
organizations can adapt and support the change that's so important to organizations
success. Aseach individual in an organization have roles and responsibilities that they're
held accountable for, we've got to make sure that these organi zations have -- and these
individuals have -- the information to be able to not just take actions, but coordinate and
drive change in a synchronized manner across the organization.

What | mean by that is that in many organizations we are working with dozens of
different toolsets, many different copies of data, and we don't have the same set of data or
the same tools to collaborate and coordinate our efforts. Our research has found that only
9% of organizations are very well coordinated in driving changesin the organization. In
fact, over athird do areally bad job in coordinating. Then there's about half that are
mediocre.

We've got alot of room for improvement to ensure that the kinds of technology and
information that we use is actually examined, so that we can actually drive improvements
and so that we can coordinate, because organizations don't just operate by individuals
operating independently, they operate as part of a broader framework of processes and
initiatives and goals that are set out to drive improvements.



To accomplish this, though, the organizations realize that we've got to get back to some
of the pragmatic basics of what analysisis all about -- analytics. Analytics, aswe seeit at
Ventana Research, isreally the science and technology that applies mathematical
computations and models to generate relevant historical and predictive information that
can be used to optimize both our business and operational management and individual
processes.

This might sound complicated, but analyticsis all about taking the analysis that we do in
an organization and driving some routine and some rigor to that, and then driving that
consistently across the organization. It also meansthat we've got to have a common set
of tools that we can also use to actually perform these calculations, just as we need to
make sure that we have high-quality sets of data that we're actually applying these
computations to as well.

For many new organizations, analyticsis discussed as a set of business tools; for others,
it's about the computations that are done within the tools and within our underlying data
infrastructure. They all have to work together, frankly, for us to be successful.

But what's really holding us back from reaching that success? Aswe've found in our
research and in our clients that there continues to be a significant amount of use of
personal spreadsheets. Many organizations think they're free but they're not, because
personal spreadsheets where we all copy and paste our data, put it into our own
worksheets, and then send it around via email, store them on our hard disks and such,
actualy has potentia errors that have been and will continue to be anissuein
organizations.

In fact, in research that we did around decision-making and performance management, in
the analysis, we found that major errors in spreadsheets are found in 48% of
organizations. Those are maor errors, not minor errors, and these major errors are either
found frequently or less frequently. Frankly, any potential error that actually ismajor isa
significant issue for organizations because that error could be important by itself, but it
also could be compounded to be a much larger issue as that data that has errorsinit is
used for other kinds of analysis and is deriving sets of metrics or key performance
indicators as part of that analysis.

We have to realize that spreadsheets as stand-alone spreadsheets really need to be
eradicated, and we need to look at integrating spreadsheets into what we call enterprise
spreadsheets so that if we're going to use spreadsheetsin the front end as part of our
analysis, we then -- we integrate them into our enterprise Bl platforms and into our data
so that they are actually using consistent data and then actually it's being safely secured
aswell. For many organizations, they've begun down this journey, and frankly the
technology putting spreadsheets in front of our enterprise systems has been available for
well over a decade. and organizations should take note and drive improvements to these
efforts.



Now as we look at what we have to do to actually take these analysis capabilities and
these analytics to expand business intelligence, we also need to look at what are the kinds
of capabilities that we need to have available for the different kinds of roles and
generations of users within our organizations. No matter if you're in public sector or
you'rein the retail or manufacturing, no matter if you're aline of business VP or aline of
business data analyst, there needs to be a set of capabilities to support the kinds of
stylized analysis that are important for you in where you need to use data as part of your
strategic asset and make decisions on it.

As we see these kinds of capabilities, they could range from forecasting, alerting, search,
drilling and pivoting, doing what-if, doing root cause analysis, cause and effect,
correlations, modeling -- all these kinds of capabilities are necessary and can be brought
together into different kinds of role-based access to these tools so that you don't
overwhelm particular users who may just want to be able to click on information within a
dashboard, compared to analysts, who may have to do arange of analytics functions and
may even actually have to do some predictive analytics. Of course, al this should be able
to leverage the computational capability of our underlying data and be able to useit as
part of overall information management efforts within our organizations.

Of course, part of using the styles analysisis leveraging and harvesting the investments
we've made in our data across our ERP, CRM, no matter if it's custom applications and
even datathat may come across the Internet aswell. All these kinds of capabilities
should be considered as you start to do some requirements analysis on what's important
for your users and your organization.

Now aswe look at what is necessary for analysis and decision-making, we've found some
pretty important elements for you to consider as you look at what are the styles of
analysis that may be necessary for your organization. The research we did around
decision-making and analysis actually looked at what kinds of needs, capabilities, are
important for management and doing analysis and making decisions.

Frankly, the top five results that came from the research were that management needs to
be able to perform quick analysisreview. They may need to see something that they
want to be able to interact with. 1t may be drilling or pivoting, it may be setting an alert,
may be forwarding a notation for somebody €else to look at it, but doing this quick
analysis and review isreally important, because it's the number one response that we
found in our research.

Of course, reviewing up-to-date metrics because people want to come in and see what's
changed. So aswe look at metrics that may have the up-to-date information from the
daily data processing, maybe it's the weekly processing, we want to look at how things
may have changed and how those impact our key performance indicators. That was the
second-highest response.

The third was looking at the impact of potential changes. Management always needs to
look at what if | change this, what will happen, and understand what those things might



be. Then it was followed by implementing changes, and then followed by
communicating issues and then what changes are being made.

These are all the kinds of capabilities that people are looking at simplifying how
management can interact with data and have the ability to very quickly have technology
that meets those needs. These are not the kinds of things that you find as standard sets of
functionality inside your typical spreadsheet or presentation or email. They come from
dedicated business intelligence tools and analytics that are form-fit for the kinds of styles
analysis that you might have in your organization.

Now the other thing that we found, which was looking at what are the most important
analyst needs. So we've got to look at both business analysts and data analysts. No
matter what line of business area you're in, from finance to operations to sales to
marketing, supply chain to manufacturing, we've got to look at what do they need to be
ableto get their job done.

The number one response, no surprise, is performing analysisitself. You'd be surprised,
most organizations till struggle with performing certain kinds of analysis, from doing
what-ifs or root cause or cause and effect, or doing trending analysis. Some of these
basic analyses are not available and easily performed in maybe legacy tools they're
currently using or on their spreadsheets, and so basically you need to have technology
that's designed to help them with their analysis.

The second thing was executing actions and decisions. As management makes decisions
of what changes, they have to be able to look at and change the particular impact. So if
we're launching particular products we need to group those together into different product
categories, or we need to look at changes that are being made within a business process,
and so we need to update particular maybe calculations of how metrics are being
measured and so on.

The third one is conducting these what-if scenarios. As| mentioned, doing what-ifs,
there's a standard kind of analysis capability, but still isin need by analysts and was the
third largest important item indicated in our benchmark research on decision-making and
analysis.

Of course, we shouldn't also forget the need for designing measures and metrics and
source information that has to go into our model. These are all important el ements of
what organizations analysts have to do, which is| need to actually perform certain kinds
of tasks designed to measure metrics, build our key performance indicators, and then |
need to be able to source where the information is coming from.

Now, we shouldn't forget that organizations, people connect and they collaborate. They
share information, share experiences, they work together as part of analysis steps to
determine how to make improvements. Thisis more so in organizations today aswe
actually operate much leaner than we did several years ago, with fewer people, lesstime,
fewer resources, and we have to look at how do we actually start to foster better



collaboration -- better collaboration across business, and better collaboration across
business and I T, because these requirements and decision flows are essential for working
together.

We also need to look at how to provide better self-service capabilities, because we can't
expect our analysts to be the never-ending source of responding to data requests and
changes, so we need to also have better self-service capabilities for business as well. We
also need to look at how to try all different approaches and find the best path forward.
Many organizations that we've found have actually found how to service certain types of
users with very well-structured dashboards, compared to loosely framed tool sets that
may be better for power users who are interacting with the data on maybe a once aday or
multiple times a week approach, but are not necessarily business analysts by themselves.
Then of course we need to find the methods to facilitate that data efficiently across
business, which has become quite a bit issue in organizations as they struggle for getting
the datain the right form and then within the right timeframes to respond to our
executives needs.

Of course, thisisimportant to realize as part of what we think about as we look at
technology, so that we don't always just look at collaboration as some task of emailing
files back and forth, but how we can actually make comments and notations and share
and collaborate across a common environment, because that's really what we've got to do
in collaboration is actually putting the people to work and having their efforts be part of a
larger environment within our organizations today.

Now, as we look at helping organizations and looking at the kinds of evaluation criteria,
we also found in our research some prioritization on evaluation criteria, especially around
thistopic around analysis for your users. When we look at what's important for analysis
and business intelligence from the business side of the equation, then the priorities are
quite clear. We need to have -- our number one response was usability in 63% of
organizations. We've got to have the technology usable by the different levels of users,
different generation of workers, and we've got to be able to meet their needs and have it
usable, and then have the second most pending requirement, which is functionality at
51% of organizations.

Aswe get usability and functionality, then we can look at some of the traditional items
around reliability, which isimportant for performance and scalability. We've got to make
sure that the things that we're doing and that the software responds, the data's being
processed, and that we're not waiting around and heading off to a coffee break, we're
actually looking at the information directly in front of us aswe do our slicing and dicing
or specific kinds of analysis requests.

We've also got to make sure that the cost-benefit ratios are in order, and so that the
benefits we achieve on the investments are important. Many organizations think the
spreadsheets are free and beyond just that they're not free, because most organizations
don't realize it's not just the errors but thisis cost of managing different versions of
spreadsheets and how they're deployed in notebooks. Nothing comes for free, so we've



got to look at a balanced viewpoint of the cost structure for achieving those benefits that
we need. Then of course lastly, really important for IT, manageability of these systems,
because we've got to make sure that we can manage these things across large sets of users
and make sure they can actually fulfill on the necessary needs of organizations. These are
the top five types of requirements that you should consider as you look at what are the
kinds of analysis you need for your user classes and also part of the reason why one size
doesn’t really fit all and is not a strategy for success in your organization.

With that, | am going to introduce both Mark Morton and also bring in apoll for all of
you to participate. Mark?

Mark Morton: Thank you, Mark Smith. Wonderful breakdown for the folks.

So the question that we'd like folks that are listening to reply to here is which of the
following types of analysisisyour Bl team called on to provide to your end users ? And
you can select more than one -- just mark the checkboxes. When you've marked all the
ones that you're happy with, push that “ Submit Answer” box at the bottom. We'll give
that afew moments to collect the information from the people that are listening, and then
well actually live examine what the results of this survey isjust at thistime.

I'll also take a moment to remind you that you can type in questions if you want. As
Mark was talking, a number sprung to my mind. Y ou can type those in and submit those
and we'll get to those alittle later in the session today, so that we can respond to the
guestions that you actually have.

The other thing | will tell you is, avery common question that comes up is to obtain the
dlides from today's presentation, those will be available to you through email. My folks
that look after such things assure me that they'll be available to you. They’ Il send you
something and tell you where to get those, so don't be concerned about that.

So one more time, which of the following types of your analysisis your Bl team called
upon to provide to your end users? Please check al the ones that apply and then push
that “ Submit Answer” box if you would be so kind. Well give that just afew more
moments and then what we're going to do istake alook at the results.

So there we go. What we can seeisthere's alot of analytical reporting -- 95% more
percent, about 84% are doing trending, scenario modeling quite a bit less, and some
predictive analysis for about athird. 1 am personally interested to see those results. We
see alot of stuff and we'll try and -- given that, well try and focus things as we proceed
forward with that in mind.

So alot of reporting out there, fair bit of trending, alittle less of the scenario modeling,
and alittle bit more of the predictive analytics. Very interesting. If | go on and -- how do
| get -- there we go.



So from the IBM point of view, just at some level, we think of analysis as something that
enables guided exploration of information, and it's for all the dimensions of your
business. It'sfor people all throughout your organization. It's not just the slicing and
dicing, it's not just your spreadsheets, it's not just -- if peoplein your organization have
guestions and they can get answers to them, then that is analysis for them.

Now certainly we think that analysis facilitates the complex types of predictive analytics
and the scenario modeling, which your organizations seem to be using widely. But we
think that it's the whole enchilada, that whole broad range is what's important.
Fundamentally, it's answering why for people -- why isthat hump in that chart there?
What isit that's contributing to that, what can we do about it?

We do think that the navigation from high trends, because some of the things that Mark
Smith pointed out, that management wants a quick view of what is the status of the
business, but they also want to be able to then quickly get through and understand well,
what are the causative factors? So we think that hasto be easy if it's going to be
successful in their deployments.

So we think of a breadth of analysis styles and we think of a number of different types of
people in your organization that may need information, and we try and think about,
imagine for them, what would make it easiest for them? So as most of you do seem to do
agreat deal -- quite afew are doing analytical reporting, and so you're aware of the idea
that it's going to give you your status reports, perhaps a drop-down view, possibly
drillable.

If you have an IBM Cognos solution you can click on information. If there's further
detail available, it drills down or drills through to make that available to an end user. It
can let you sort to get the tops, the bottoms, the largest-selling or the least-selling, the
exceptions are easily to get at, and you can actually do a case where you're looking at a
high level and then drill through to more detail. Even if it'sfrom adifferent part of the
warehouse, those interconnections are in place for you already with our solution. Call
that guided analysis. That's part of the analytical reporting. We think that makes sense
for amost anybody in your organization, everyone from the casual users who interact
very infrequently but do need to know what do | need to do today, or what have you, in a

very easy way.

We also see executives using that type of thing to get a quick view, as Mark Smith had
indicated, of what's going on. We know that's a high concern for people. Everyone else,
even the statistical analysts, may still need to look at the underlying data and they may
well use the analytical reporting tools just to see okay, what information is available to
us? How can we then use that to do more sophisticated things?

Now, the next one, which some 80%-odd of you say you're already using to some extent
isthe trending -- the slicing, the dicing, the drillable, maybe OLAP -- the ability for
peopleto go in and in amore of an ad-hoc fashion interact with information. So this
requires fast response times, which is where the OL AP-type tools come into play. There



are anumber of those available from IBM, and that'sfine. There'salot of good sources
of information of that nature. Or perhaps you structure your warehouse to enable it with
what we call dimensionally modeled relational data.

The key hereisthat information is available in away that users think about it, so users
don't think about, for the most part, tables and facts and things, they think about their
customers. They think about the geographies that are at play, the products that are
involved. So these dimensional viewpoints and the ability to pivot those, to slice and
dice, how do my saleslook by color, how do they look by geography? Do we sell more
of aparticular color in aparticular geography? So the intersection of those dimensions
becomes important. The ability to rotate and nest information, and whether connected to
the Internet or disconnected, people want to have that information at their fingertips.

Now, something that seemsto be the least-used at the moment, but something | think you
will see more and more, and perhaps it was because of the phraseology in terms of do
your Bl people do it, but certainly we see alot of organizations where there are financial
anaysts and financial modelers who do look at different scenarios for the business. This
isapowerful tool -- you can actually imagine using thingslike our TM1, whichisanin-
memory, 64-bit OLAP kind of structure that allows you dynamically to restructure.
Imagine if we restructured our sales force, if we sold our products based on a
geographical breakdown rather than a product tree breakdown or perhaps the reverse --
maybe if we structured our sales force geographically instead of by product or what have
you.

If this capability then modeled the business, what would it ook like? What would be the
impact on our balance sheets and things? It's very powerful in the hands particularly of
financia analysts -- those people that the management has asked for, what are the
impacts of potential changes? That was one of the things that Mark Smith pointed out as
well. A high area of concern for people is yes, what shall we do about changes? What
would that mean? Thisis actually handled by scenario modeling, and the IBM Cognos
solution makes that easy for the people of that nature that need that capability -- typically
the business and financial analysts.

On the farthest right you have your advanced analytics. Thisisavery exciting topic
that's actually coming to the forefront these days. IBM recently purchased SPSS to help
be sure that we offer you the world-leading solution in thisarea. Okay, thisisthe ability
to really take alook at what exists and use that to help you understand beforeiit's -- even
beforeit's actually happened. What's likely to happen? How can we minimize the risks
involved with things? What are the kinds of products that our customers buy at the same
time, and how can we put together packages that better suit their needs? What are the
kinds of clusters of buying people out there? How do peoplein a particular age group
buy thingsin a certain way? Can we design things that will work for them? What areas
of the city are likely to have crimes, and what kinds of crimes, and when do they happen,
and what can we do about those? Now, this usually requires people who do understand
statistics to some degree, but you'll see, particularly with some of the newer tools that we



bring into play, the modeling tools SPSS, thisis being now opened up to more of the
financial and business analysts as well.

All right, so that was arather long-winded overview. Let'sgo in and take alittle bit --
look in alittle more detail each of the various kinds of analysis, the first being analytical
reporting. You may think of this as dashboards or scorecards. Y ou can see information
on mobile devices. You can have drillable reports. All of thisis something, again, it
seems alot of you are using, and thisis analysis, but alarge number of people,
particularly executives or your casual users that aren't interacting on adaily basis.

Now, you'll see you may or may not be able to read those big, long links at the bottom,
however, if when you get the slides if you take the trouble to copy and paste that into
your browser, this will move you to demos on the web, sometimes interactive, sometimes
recorded, but in any case demos so you can actually see the toolsin place and how they're
used and get a better idea of what that's all about.

Now, Chris Framel, | believe you're on the line aswell. | think you use this type of
capability in Albuquerque Water Authority. Isthat true, and can you tell us about it?

Chris Framel: Yes, we do severa different types of analytical reports. We do it for our
asset management program, our water program, our wastewater program, and as you can
see, here'sjust a sample of the reports that we do. We analyze usage across various
classes and types of customers, various rate structures, meter sizes. We also do the
analysis by work orders and the type of work we're doing versus corrective and
preventive maintenance, because that can affect the costs that we're doing, that we're
having on maintaining our lines, our water lines, our meter boxes and things like that.

So we analyze across just various different ways. The data that you see right here iskind
of asummary of about 60 million billing records that -- which is very difficult on a
detailed basis to monitor -- but through an analytical cube in Cognos we can look at the
data very quickly and then drill into certain areas that we want to.

And then at the bottom there is an example of a metric that we use in metric studio in
Cognos to analyze some of the metrics from a high-level analytical standpoint, and then
we utilize these across the organization in various operational and financial areasto start
with our analysis. Then management takes it from there, and just drill down into further
more details.

Mark Morton: So thisisin place today across your organization?

ChrisFramel: Yes. We've been -- when | used to work at the city, we used PowerPlay,
Cognos PowerPlay to analyze crime stats, various operational things, including
financials. Being a public sector, we have -- and at the city we had 26 departments, from
animal licenses to various things to analyze and we used Cognos PowerPlay to analyze
all 26 departments and some of their functions. Now that I'm at water, we've carried that
over to now analyze financial records, billing records and water usage, and our asset



management program. So we're carrying it in amost all areas of our organization,
wherever we can.

Mark Morton: So aswe'd said it typified basically this analytical-type reporting, broad
usage, all through your organization and that seems to be your profile for usingitin
Albuquerque Water Authority aswell.

Now a second type of analysis we spoke to was this trending. Again, seems to be widely
used in the attendees today, and again, thisisthe idea of slicing and dicing, pivoting,
looking through perhaps OLAP structures graphically or what have you. Oftentimes too
management can use this, particularly the line managers who need to answer the
guestions about why is something going on and stay on top of that. They're able, with our
tools, to interact in an easy fashion and get the questions for senior management, get
those answers that they require. Again, the links at the bottom will point you to live
demos of some sort or a demo of one sort or another.

Once again, Chris, | believe you do use that in the Albuquerque Water Authority context
aswell. Can you tell us about that?

ChrisFramel: Yes, we usetrending. We're just beginning to useit in the water authority,
but we use it for -- the dide that you're seeing right now, thisisfor our performance
incentive and it provides a trend on our injury hours, our serious injury hours, the work
orders closed within a certain period of time, and fuel usage. We provide the trend
analysis on our SharePoint site to all the employees so they can see how we're trending in
these areas, and then they get a performance incentive based upon whether they meet the
goals or not.

We provide this not only on our performance incentives but on how customer serviceis
answering calls and the time they answer the calls on, on water conservation, because as
awater utility here in the southwest we have to conserve our water, so we provide trends
from prior fiscal year to thisfiscal year. Now we're expanding that trend analysis into our
asset management program for work orders, how we maintain assets, various locations
that we have herein the city, both water and sewer.

Mark Morton: So have you had feedback from people and their incentives are actualy --
they're tracking how they're doing against their incentives. Have you had feedback from
them? Isthis positively viewed or are they worried about, gee, other people are going to
seeit? What kind of responses have you seen?

Chris Framel: Well, they've been meeting the incentives, so the feedback's been pretty
good. But they seeit right away. When we update this once a month, they seeit right
away, so every employee logsin to SharePoint and can see how we're trending.
Normally when they have questions on the numbers, we're getting callsimmediately to
say why did our injury go up, so it is putting the information in front of them in away
that's kind of visually easy to see, and they're aware of what we're trying to do as an



organization. | think that's helped out on meeting our objectives both last year and what
we're doing this year.

Mark Morton: That's very -- thank you, that's really good to know the real world, how
people respond, it's nice for us to talk about theory but in practice. Now, something,
again, people indicated that they don't use quite as much is scenario modeling, and if |
had actually known this ahead of time | should have found some way to actually do alive
demo.

Mark Smith spoke about spreadsheets and how they are used and the need to have those
connect up with your corporate information that has been cleansed and has been -- is
trustable or trusted. Now, people use spreadsheets alot, and the worry is that they go
offline and take them off in al kinds of directions, so with IBM Cognos, we provide a
number of ways of having you have a spreadsheet-like interface, one where you can do
lots of modeling and things, but still have that connect through.

So one of the ways that we talk about is a product called IBM Cognos APl Analysis for
Microsoft Excel. What thiswill doisallow you to put your spreadsheet on top of
anything in the warehouse -- anything that's dimensionally modeled, like your OLAP
sources, or even your relational information, and have that brought right into the
spreadsheet environment. Allows you to slice and dice, to expand information and format
the way you would, use charts from within the Excel environment if you wish, get that
information out. But the key here is when you save that, you can save it back into the
portal environment, when you open it at afuture date it can automatically update with the
new information available through the warehouse. So you don't have to depend on people
to go out and dig that back out, it can be just automatically come into place. Another
advantage of it is that the security is respected, so if people are not allowed to see
information, it won't show up in the spreadsheet if they can't pass that requirement for the
security. There's prompting and rulesin place to be sure who is allowed to see what
information.

Now another way of dealing with this -- so that's one way you might do scenario
modeling. You link into that, you use spreadsheets on top of it. Another way would be
to use our TM1 product or our planning products. TM1 has awonderful ability that you
can actually write the information back into the central store aswell, so it's used to power
things like our planning products, our contributions to plans and things like that, but you
can also use it as an analysistool in itsown right.

So these two tools definitely appeal to the financial and business analystsin an
organization. They're able to work with trusted corporate information but stay within the
spreadsheets which typically they're very comfortable with. That's kind of a powerful
thing.

Now, another style of analysis we talk about, one that's getting alot of airplay these days,
is the advanced analytics or the predictive analytics, the data mining, and with the
acquisition of SPSS, IBM has awonderful solution to offer now that's very, very



powerful in al kinds of different areasto let you get at. Y ou may seethis -- this can be
used, as | indicated earlier, to do things like segmentation of your customer base through
cluster analysis. It can let you understand process control, all kinds of charting and
graphing thingsto let you do, oh, Q2 charts and all the different kinds of X-bar charts and
things that allow you to look and be sure that the processes that you're doing are staying
within the control limits that are necessary for them to stay.

In the financial area, certainly you can do risk analytics and take alook at what areas are
potential problems. In fact, an example | can talk you through had to do about in a
commercia banking environment, account abandonment. So what would happen is
banks would allow credit to customers. They could be overdrawn, say, up to $500, and
most people, that would be fine, they would pay up and all would be good. But
occasionally, people would walk away from that debt and not pay it, and this was leading
to some problems within the bank.

By using the SPSS solution to look at the characteristics of people who had walked away
from such loans, they were actually able to then come up with amodel and put it into
place, so agiven bank manager could look within the actual accounts open at their bank,
and as you can see, they would see how many people had a balance outstanding, and even
it would highlight for them here are the potential ones at risk -- in this case, 37.

They could drill through to those individual ones and an application was written to let
them limit. They might move their credit limit from $500 down to $200, say. By doing
so, they were able to limit therisk. Now for a particular bank, | remember a particular
branch, it was something like $2,500 that they limited the risk by across a number of
accounts. If you multiply that by 400 branches that were available that the bank had,
there was $1 million in risk that they very easily took care of. The system was very
effective in doing that and it brought down their outstanding risk and made it much better
for them.

Now Chris, | think in the city of Albuguerque you don't yet do predictive analytics, but |
believe you have a number of initiativesin mind and 1'd like you to, if you'd be so kind,
tell people alittle bit about them.

Chris Framel: What you're seeing hereiswe do -- as awater utility we have lines, both
water and sewer lines across the city, and thisis amap of adirty water pump that's being
dropped into our asset management work order program and then being displayed on a

map.

Mark Morton: So we're actually looking at areas where there had been problems over the
history of time, and it looks like they've classified them into different kinds is what's
going on, and they're actually placed on the map. So it's amarriage of your business
intelligence with mapping, is that what I'm seeing there?

Chris Framel: That's correct.



Mark Morton: Now as| understand it, then your thing -- theideawas being if | wereto
pick aparticular one and click on it, we might do some sort of drill-through which might
then give us more information about that particular incident.

Chris Framel: That's correct, though as you can see there this would go to the details that
you could get in atabular report, but here in agraphical report. So --

Mark Morton: So you have the information tabular today, and you might moveit into
this other format moving forward?

Chris Framel: That's correct.

Mark Morton: All right. So thiswould be kind of, if you will, a GIS type of application,
Bl meets graphing. But then to take it into the predictive domain, | believe there's some
thoughts there as well.

Chris Framel: That's correct. What we want to do iswe have |ots of data that we're
gathering on the work we performed on lines and metersin atabular format, but if we can
map that and bring that data into a map and show that we've been doing lots of work for
the past six months on these lines around arailroad crossing or by a school or by a
hospital, we can maybe take the next steps to go and look in there and say, should we
replace aline here? Instead of sending six crews out there every three months to replace
certain parts of the line, maybe we should look at it and maybe just replace the entire line
and maybe costs alittle bit more now, but saves more money down the long run.

Plus as arisk, we don't want to have sewer collapses or sinkholes or water going out
around those critical areas, like a hospital or a school or a sewer collapse around a
railroad track. So by beginning to map the tabular data on a map as you see right there,
we might be able to then better utilize our work force, avoid risk down the road, and save
money down the road by investing alittle bit more right now for future gains.

Mark Morton: So we do see thistype of thing happening in alot of organizations where
people are starting to move from just monitoring what is happening and start to look
ahead and say what can we do to prepare ourselves to mitigate risk before things become
aproblem? | do see the advanced analytics doing that role.

So to summarize from the IBM point of view, we think that information is used by
different kinds of usersin different ways, and we think to get the most bang for your
buck, to get the most effective use of your existing information resources, you need to
keep in mind what kinds of users need what kind of functionality, and put that in aform
that will be accessible to them in the way that they want it, where they are, and when they
need it in the right kind of timeframe.

We have alarge breadth of offeringsto let you provide what is needed for your different
organizations, and of course we have the services organizations and the training and what
have you to back all of that up. So overall, we think you get the most out of your



organization by paying attention to what people need and offering it to them in away that
works best for them.

That concludes our prepared material for this presentation. We now would like to turn to
guestion and answers. If you had any questions and you hadn't put them in, now's your
chance. We will answer afew at least to just get things started and see what comes
through further.

Let me see, | see one here -- someone had asked for can we show TM1 examples on
screen, and I'm sorry, the technology, we just weren't set up for that, but certainly again if
you'll go to some of those links, we will -- that were in the presentation, you should be
ableto find -- you will find those online on the IBM website. We'll make sure that we
have links in the slides that we send through to people through email after the fact. Hope
that'll help at least in that area.

Mark Smith, what styles of analysis do you use at Ventana Research internally?

Mark Smith: WEell, we use arange of analysis, actually. We do arange of everything
from modeling to analysis. We're actually looking at different kinds of things that are
coming up within our research in the data, so we use a broad range of capabilities on
some pretty complex data, because it's alot of research, which is survey, text and
numeric, you're cross-tabbing. So we use a broad range of capabilities, actually, because
we've -- well, cumulatively, we've probably benchmarked over 12,000 organizations. We
have a pretty large knowledge base that we mined for our research facts that | shared
today.

Mark Morton: Chris Framel, what do you feel has given you the best return on your
investment in this area so far?

Chris Framel: Well, like | mentioned earlier, at the water authority -- for the past year,
we've been putting this kind of analytical processin place. But | think the best return
we've gotten so far is our injury hours have dropped from about 24,000 hours a year to
now we have set agoal of 8,000 hours, and it looks like we're going to be close to that
goal of hitting 8,000, so 16,000 hoursis quite a bit of savings for us.

Our next areais going to be on analyzing our large meters that are being estimated, and
getting those analyzed and going out and fixing those, and probably increasing our
revenue quite drastically by reading those meters instead of estimating them each month.

Mark Morton: Mark Smith, what do you think organizations should focus on first in this
area?

Mark Smith: Well, what | think they should focus on first is making sure they understand
the universe of kind of the roles and the styles analysis they have, and so you can quickly
assess kind of your roles and responsibilities and the styles analysis needed, and then
look at the intersection of those and then determine how well you need to collaborate



across those different styles analysis, and then start to look at where you've got to make
improvements and then not underestimating the need to collaborate across roles as well.
So thisisreally where people want to do a self-assessment, look at where they're at, and
then working to make some improvements.

Mark Morton: So it sounds like the attitude is know thyself, and then based on that,
figure out where to move from thereis kind of wordsto live by.

Mark Smith: Yes, you know, putting the mirror in front of your own organization is not
always -- the reflection may not be what you want it to be, but it's the best place to start.

Mark Morton: It looks like one for me -- how does IBM Cognos handle predictive
modeling? Oh, boy. That would be along answer on some level, but certainly if you can
think about there's certainly tools from SPSS that would et you model information, take
information from different sources. Y ou might -- that information might bein, for
example, in an InfoSphere warehouse, and if it is, InfoSphere already has enginesto let
you do alot of data mining and predictive modeling.

If not, there's no problem. SPSS certainly supports, from a number of forms, a number of
places, you can take the information and it will do all kinds of advanced analytics on you.
Effectively, you go through that, you sample the information, you draw up models, you
apply appropriate kinds of algorithms, shades or [inaudible] or what have you to get what
you want, whether it's aregression or what have you. Ultimately you then write that
information back out to the warehouse, if you will, and you can do Bl based with al the
standard Bl information on that.

I'll refer you -- when you get the dlides, do look, thereisalink therein fact to a separate
webinar on that very topic that focuses in more on the predictive modeling and data
mining, and there's afull webinar of this nature on that one topic, so | hope that will
answer your needs.

But overall, yes, you're able to model the information with the appropriate tools and then
use the BI to put that out, even to the extent that things like the banking example, you can
actually have applications. Y ou can imagine certainly where you would have the engine
running on the fly to transactions, so you could for example spot a spurious credit card
transaction asit's happening in time to indicate to the vendor hang on, pull that card, we
don't like the look of it, or challenge further, get better 1D, that type of thing. So that's
where work is moving in that direction.

I'm going to allow another few moments for any other questions to come through. | think
that seemsto be where we are there. On that basis, | would like to thank everyone for
their attendance and their time today, and we welcome, if you have further questions, by
all means please send them through. We will respond further to email -- and oh,
someone's saying | might have missed a question, | think, if I've -- ah, sorry, yes, another
one has come through while | wastrying to segue. I1s TM1 an alternative for PowerPlay
and Transformer?



No simple answer to that one. So much dependsonit. It'snot likeit’s areplacement
technology. Both technologies certainly continue to live and be developed. If you don't
know, TM1 isthe memory-resident, 64-bit engine, it allows write-back. PowerPlay and
Transformer isthe very — OLAP cubes that are file-based, very portable, very
compressed, very widely used as well.

We see both of those technologies advancing as we move forward. We don't see one
replacing the other or what have you. But again, alot more information online about
that, if that can help you there.

So well call that awrap for today. We appreciate your questions. | know there are other
ones coming in, but rather than go in between, we will answer further questions through
email over the next few days.

I'd like to thank Mark Smith from Ventana Research and Chris Framel from Albuquerque
Water Authority for their valuable contributions today, and | look forward to more
guestions online as we move forward. Thanks, everyone.

Moderator: Thank you once again to our speakers and audience for joining us today.
This does conclude today's presentation. Y ou may now disconnect your line. | hope
everyone has a great day, and take care.



