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How marketing, product management, facilities, customer service 
and human resource organizations use IBM ECM to increase 
efficiency, reduce costs, improve quality and go home early on 
Friday afternoons
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Objectives for This Session 

 Share actual experiences, best practices and benefits of other customers’ implementations

 Provide use-case examples relevant to line-of-business (and enlightened IT) attendees

 Offer new ideas about use or extension of your IBM ECM investment

 Stimulate discussion regarding broad applicability of IBM ECM in your organization



© 2011 IBM Corporation

Marketing

Industry: Media & Entertainment   

Challenge
•Provide richer web experience related to 2010 

World Cup coverage

•Accelerate the publishing process 

•Classify content to more easily and accurately 

aggregated across disparate sources

Solution
•IBM Content Analytics 

•Identify concepts embedded in story, news feed, 

statistics, etc

•Editors review/approve/reject concepts/tags

•Concepts (metadata) stored in database

•Metadata enables dynamic page aggregations for 

teams, groups and players

Outcomes
•Editorial workflow transformed from manually publishing stories and index pages to 

journalists writing content and verifying suggested tags or concepts are correct

•Dynamic, individualized online experience, as pages automatically aggregate 

and create links to other relevant stories based on user queries & preferences
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Product Lifecycle Management

analyze plan develop

launch support

• email, call-logs, blogs, web 
sites, social media for: market 
trends, customer sentiment, 
product ideas, competitive 
threats

• develop product concept

• create business case
• develop product specifications
• evaluate & select suppliers
• initiate project

• collaborate and coordinate 
across departments - marketing, 
research, manufacturing, 
engineering, partners, suppliers

• IP & licensing agreements
• develop product documentation, 

pricing, collateral, media assets 
FAQs

• enable sales – call center, retail, 
web and partners

• collaborate with advertising 
agency 

• execute campaign
• capture orders
• assess market sentiment

• update FAQs, product 
information, supporting 
materials, technical materials, 
warranty claims

• assess market sentiment

Results 
•Accelerate time to market
•Lower cost of product 

development
•Improve product quality
•Demonstrate compliance
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Product Management

Industry: Telecommunications   

Challenge
•130 new product/service introductions

• 60 day cycle

• 750 deliverables 

•250 product/service improvements 

• 15 day cycle

• 400 deliverables

Solution 
•BPM, Content Management

•Integration with Microsoft Outlook

•Completion of one activity automatically starts 

the next

•Manage document review and approval cycle

•Manage document versioning and storage

•Monitor processes’ timing for every action

•Establish SLA for processes

Outcomes
•Collect and retrain all information and deliverables for reference, repurpose and compliance

•Easily monitor progress status, and related planning and budget information

•Reduce process lead time 

•Annual  savings of €200,000

•50% faster time to market
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Customer Lifecycle Management

analyze attract acquire

support statements

• email, call-logs, blogs, web 
sites, social media for: market 
trends, customer sentiment, 
product ideas, competitive 
threats 

• develop market & product 
plans 

• develop advertising collateral
• publish product information
• promote with partners

• capture customer information 
• execute order & fulfillment 

process
• provide product information
• manage corporate/business sales 

agreements

• resolve customer inquiries 
across all channels

• provide product information 
and FAQs

• facilitate x-sell and up-sell 
• update customer information
• enable self-service (web site)
• assess support quality

• paper, email or on-line 
• retain as legally required
• custom offers per customer 

profile

Results 
•Accurately target customers
•Efficient customer “on-

boarding”
•Reduce printing & postage
•Reduce support costs
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Customer Service

Industry: Rental Car

Challenge
•Eliminate manual review and classification of 

customer feedback

•Rapid identification & resolution of customer 

issues

Solution 
•IBM Content Analytics employed by Mindshare 

Technologies

•Apply to 1,000s of comments from web surveys, 

emails and text messages 

•Automatically categorize feedback related to 

Vehicle Cleanliness, Staff Courtesy, and 

Mechanical Issues. 

•Identify customers who request a phone call or 

those who mention customer loyalty program
Outcomes
•improved accuracy and speed of analysis and classification process

•Almost doubled what had been achieved manually

•Quickly adjust staffing levels to address issues 

•Focus managerial attention on priority issues
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Customer Service

Industry: Broadcast & Communications   

Challenge
•Provide consistent customer service across all 

lines of business 

•Process thousands of customer “white mail” 

and email received daily

• Contracts, checks, mandates, email, paper 

correspondence

•Reduce average backlog of 40,000 “cases” 

Solution 
•Capture, BPM, Content Management, email 

management

•Integration with CRM & HR (skills database)

•Classify and map to LOB workflow

•Assign to CSR with appropriate skill set

•Utility to re-assign CSR resources to meet 

changing demands of work load

Outcomes 
•Initial rollout to 250 CSRs, expanded to 2,500 CSRs, now expanding to 6,000 CSRs

•Customer satisfaction +15%; Employee satisfaction +20%

•Match “cases” with CSR skills for faster resolution

•Operating benefits realized in < 6 months

•Faster call resolution - complete correspondence history available to CSRs
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Employee Lifecycle Management

hire orientation status change

re-hire retire

• capture résumé

• complete application
• review and route
• schedule interview(s)
• negotiation
• offer
• acceptance

• “read and sign here”
• benefits packet
• policies & procedures
• role-specific training
• development plan

• performance review
• medical leave
• relocation (local & international)
• benefits
• dependents
• departure

• simple or complex? • knowledge capture
• benefits
• retirement “package”

Results 
•“single view” of employee 

development
•reduce administrative overhead
•employee “self service”
•eliminate paper records
•improved security
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Human Resources

Industry: Electronics & Network Technology   

Challenge
•Imminent loss of physical storage space

•Maintain 25,000 active & historical employee 

files 

•Manual access to 5,000  employee files 

(average of 8 transactions per file per year)

•Inefficient filing of new personnel documents

Solution  
•IBM Partner HR solution 

•Integration with IBM FileNet P8 and SAP Human 

Resources module

Outcomes
•“Single view of employee” = 90% reduction in costs related to managing employee files

•Consistent classification and organization of documents added to employee files

•Enables central management of personnel files in branch offices

•Reduced copying and courier costs

•2 year ROI
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Asset Lifecycle Management

plan evaluate procure

operate dispose

• assess business need
• conduct cost-benefit analysis 
• create business plan
• establish budget
• conduct environmental impact 

analysis

• prepare RFx
• collect and manage vendor 

presentations, proposals, technical 
specifications, consultant reports, 
analyst recommendation, bid 
evaluations 

• negotiate contract, lease, 
agreement 

• issue purchase order(s)
• file regulatory or environmental 

reports

• manage operation manuals, 
technical docs, repair notes, 
technical docs, service bulletins, 
environmental guidelines

• publish safety procedures, 
hazardous material plans 

• retain work orders, invoices
• integrate with ERP, EAM & GIS

• conform to  hazardous material 
procedures and recycling laws

• document disposal 

Results

• Accelerate asset time to value
• Extend asset lifetime
• Lower asset management costs
• Demonstrate compliance
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Facilities & Infrastructure

Industry: Utility

Challenge
•Inefficient management of documentation 

(safety manuals, design drawings, operations 

manuals, schedules, manufacturer updates, 

engineering drawings, maps, repair tickets, 

supplier invoices) associated with wastewater 

processing infrastructure

•Incomplete information related to work orders

Solution  
•Capture, Content Manager, Maximo

•Convert 300,000+ documents to digital format

•Establish process for updating asset 

documentation

Outcomes 
•All relevant asset information immediate available (via Maximo) to maintenance crews 

•Distribution of new safety information, reduced from weeks to 2 days

•Greatly reduce print and distribution costs

•Maintain history of all changes to quickly respond to audits.
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Mobile workforce readiness, etc.

Planning & scheduling activities

Service level management

Facilities management

Field service & repair

Audits & inspections

Asset database

Work activities

Spare parts

Reporting

Inventory

ERP, GIS, SCADA integration

Central Access Point for Facilities & Asset Documentation

ERP

IBM
ECM

LOB

market analysis, 

business plan, 

cost-benefit, 

budget 

RFx, presentation, 

proposal, technical 

spec, bid 

evaluation

contract, lease 

agreement, 

purchase order, 

invoice

safety 

procedure, 

operation 

manual, license

technical docs, 

service 

bulletin, repair 

record, invoice 

regulations, 

hazardous 

procedure, 

disposal record 

Plan Evaluate Procure DisposeMaintainOperate

IBM
Maximo
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Let’s All Go Home Early on Friday

 Employee lifecycle management
– Hire through retire

 Product or service lifecycle management
– Concept through end of life

 Asset lifecycle management
– Planning through decommissioning 

 Customer lifecycle management
– Market analysis 
– Customer on-boarding 
– Single view of customer
– E-statements  

 Project management 
– Planning through completion

 Supply chain management
– Contract lifecycle management
– ERP transactions 
– Accounts payable

 Corporate legal

 Information lifecycle management

Content lifecycle
management

Accounts
payable

Customer lifecycle
management

Asset lifecycle
management

Contract
management

Corporate legal 
and compliance

Product lifecycle
management

Supply chain
management

Employee lifecycle
management

Project
management
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