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Analyzing content is critical to cognitive computing

Derive new business insight rapidly by
aggregating, analyzing and visualizing
unstructured content

» Aggregate information across multiple
sources and types

* Analyze information using superior
natural language processing techniques
to extract meaningful facts, entities,
concepts and sentiment

 Visualize to validate what is known or
suspected or to reveal what is unknown

IBM Watson Content Analytics

IBM brings together the technologies that
define the next generation of
Cognitive Computing solutions
that can understand and learn

Moving your organization from simple query to
information insight , from possibilities to
probabilities, and from simple outputs to intelligent
options
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Businesses are “dying of thirst in an ocean of data”

90% 80% 1 Trillion

generate 2.5
quintillion bytes
data / day

was created in the today is
last two years unstructured

_—e—— e = = = =

?
|
of the world’s data of the world’s data : connected devices
I
|
|
|

83% _
business leaders of CIOs cited BI and more likely that top
don’ t have access analytics as part of performers use
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Organizations face major challenges when it comes to
understanding their unstructured information...

Volume, variety, velocity and veracity of information

Inability to analyze and use unstructured data

Difficulty analyzing and revealing patterns in data

Manual, inefficient data analysis

Siloed, fragmented and unknown information

Inability to find and share data

* Inability to understand customer sentiment and '
preferences . X ‘
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To unlock insight from unstructured information, organizations
needto ...

* Incorporate data from all sources
» Recognize customer sentiment

» Understand potential for up-sell or cross-sell

 Determine the customer lifetime value '

« Target the best customers

* Analyze product/service quality ' '

. Speed time to value .

T
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Watson Content Analytics helps organizations reveal unigue
business insights

Analyze Visualize

Aggregate

... content by ... to validate
identifying what is known
trends, or suspected
patterns, or to reveal
correlations, what is
anomalies unknown

... content from
multiple internal

and external
sources and

types
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Surface actionable insights from enterprise information

Leveraging content
requires the ability to
aggregate, analyze
and understand large
volumes of text to
reveal relevant insight
quickly, from multiple
Information sources
Inside and outside the
firewall
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Watson Content Analytics provides the “why” behind the “what”

What is happening? _ Why is it happening?
« Analyzing structured « Mining unstructured
data only gives you a content gives you a

comprehensive
understanding of the
world around you

partial view of the world
around you

* Only 20 percent of
enterprise content is
structured

» 80 percent of enterprise
content is unstructured

« Data analytics gives » Content analytics
you the who, what, distinctively adds the why
where and when of a and the how
subject
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Watson Content Analytics provides the

What is happening?

Sales missed because of out-of-
stock inventory

in
congestive heart failure patients’
readmission rate

Claims payouts

Decrease in arrests over the
past six months as the crime rate
slowly rises

10

“why” behind the “what”
Why is it happening?

Customers provide negative
sentiment when product out of stock

Missed medical facts buried in
doctors’/patient notes the indicate
relationship of age to readmission

Missed suspicious information in
description claims submitted

Resources redeployed incorrectly due
to unrecognized patterns in crime
reports

© 2014 IBM Corporation
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IBM Watson Content Analytics

11

* Transform information into business
iInsight quickly without building
models or deploying complex
systems

 Derive insight in hours or days — not
weeks or months

« Easier to use for knowledge workers
to discover and analyze content

» Flexible and extensible for deeper
insights

Expose Unique
Insights

Visualize

Aggregate

External and internal content
sources, social media and
more

ation



IBM Content 2014

Information. Insights. Results.

IBM Watson Content Analytics

Dynamically explore content for new business insight

— Uncover trends, patterns, relationships and sentiment, from enterprise content to
drive fact-based decisions

Multiple views for visual analysis, exploration and investigation

— Enable knowledge workers to analyze content through feature-rich, easy to use
visualizations

Powerful solution modeling for deeper insight

— Deliver deeper insights through flexible and extensible application integration and
development

Deliver rapid insight to other systems, users and applications for
complete business view

— Transform information into insight quickly without building models or deploying
complex systems

12 © 2014 IBM Corporation



IBM Content 2014

Information. Insights. Results.

Q ¢ Tove el

Q7 B

B - (1200 bt et spectroeser)

Analyties

Q ¢ @ srovatences

| ol 1 |t o o oo [ | fe | [ ) e 1 o | e | e e || e | e ™™
C oot kel Stow - Faer & R Lot | Rave Satpe +] Actons
+ Patatspoch . . .
i Resaits - 20.f 300000 12345100 Sotby Relenrce] v Resus par page 10,25 50 103 PartolSpeech | Pertol Spoech
+ ot \ P S e + Garin R [l \
- s CENERALNOTORS CORP . + tonPresse Pt
+ wehck rfemiion e s a ST O . d | .
gt i o J rmptoros o e——  a— o BAIET oo o vehicle ——
3 o) ; ORD UOTOR COUHN ASON 2 221 NENGH LG ENGHE 4G it = R Predcaevmanet |
ey PRSI 102121 M G R TR U WA B EECTED M Rt | o TR CORPERATON i — e — - be ) e
Weahe DATEL 3 FOLLONED Y THE SUELL OF GASOLIE el 5 Tommuciorcorrarmon [ p— oo give problem NOL it ao have « S
. o TEBKIE Teme 3 )
;""‘“ THAEADS CF THE TRITON SPARK LU HOLE WERE DAMAGED BY THE FORGE OF THE E-ECTION THS SHOULD NOT HAPPEN WITH THE o HOND JNERICAH HONDW WETOR CO [ Cwe— b Conuctin Prase. and V N 2 ——s
» P FORD ENGHE 10 THE CUSTOMERS SFETY GHEN THS YAS A RGN PL AT S50 LES) THE WEATHER - - —
. HSAN AT AIERICA G - e T — ket 6s Y o motor 1 e
§ —— [E— - — e o
VOUKSVAGEN CF AUERICA NG w2 —— ] « T2 A2 XOWE 200007 200008
B @ P e
s _ e S o - N
4078 B0 FORD NOTOR COURANY FOROY 11210 \SBUTY ST K 20 2 . =
B0 Do HRENHE TR EFR0ST HDMO AT HOGUNAN DU st oA u s T — e - et -
oitse ] UHOEANILFACTLRER ] a Ce— e “ Spewch  ualer
saasTrmi 0
T i [ FHUNDAMOTOR COUPRY [ ] E] L ee— Akt " = N
ay 8 20 a 20000 - Je—— » —t—n
7 10034085 TO WARINO CA TTOKE2D068 VEACEDES BENE USA LG [ s ———— » " ,
RAWNDY i e ey ongnal equpmene. date purchased. 2
14023 280123 TROPASSE 440 TOHOLD HEAUGHT YO0 CARS OF A LLG ] = T ee— - "
STCHIAMALY 70 BUE KEIOUOH b .
54 NOTORS NERTH AVERCA, I n [ — |
U seaTeam I o — O ot A e | prasss | e e on [T and
ey 23 211 4 2NV ot M - = - v
i S 9B (88
B - s Q¢ Ot | st e | sww (s
T o s Amese Mo Gl Qe o o ‘ (=) |
P e | vam o[t i
) | ol s Dmfon Deaans |« Tresar o || Nsmemimosgecar 100 - | e e [ homeetn g oxy omoyisn [ X il
+ Pt Sesch glax == - I
Y [P — R "
t—— o | S 8 ™ e o=
- " : . A :
Ky | g B o m m
= el P §CT T s E ft E 9 k] 1
manacham g — o » 1en
Josten E L8 2 0 ] (]
: o ow
[ s o e -k . . o
oo
e —— s : s
— o om w
T ———— o A
—— o ow
05201 P 6yl spes copcty Vs Ve 10 5 3 : i
T T e — e
T | oo .
|
10T s e a4 s s Ty
J sy
[ ——— [Tl | bt
e st g cnt e 3ot s . pere
[y oyl | | N
T
TR P —
\
Qe | Vo o o ¢ St |
veted al deumens i ca0 v - Q (@ shew atasers —_— ey |
Documens Y Facets WA TmeSeres [ Dedmiors  JTends () FacetPain o Comectis Dastibsend Docorerss  JfFoceis  pliTeSeves gl Devisons  pfTerds  [iFacelPars o Comections |
Doemerts Jfocss  iTmeSes  Gewom  piTends  [FmePas o Connactors 5% Dabord i
Raws Stw. « Cobmrs Shw. Fer v Fer Cohrms: ] & & b o e v Sut [ ghbequeney | =] Crsperpsge 4 < | |
Facet1 shows - Focat2shows Sypr— e P fp oo + Pt Sposch 50 + P Speech o [penaar 3] & [P — ) \
S — X B o5 5 » P Caretems i
+ Mo Pz 0 Bla. [irve.bome siis._door |bw ke T [y repp— pp— gy Wy Kerts Tl GEMERAL NOTORS CORP. 11071} 2l |
v FebsPr O whia T mE mh s DA oA oo R —
s zn
] Fradea wh Ao w0 or i o o 0 [ z ]
] tun-poke OO L N . . N - G w m mn Bm ma e W we g b8 e w0
I 2 ol
et 02 0 8 w o %
[r—— -
] - oo : . e - ot
H o 0 wo o
S ®0 J— |
| mandacirer ) ‘,fﬁ ‘:‘ ﬁ 4 ;q gig ke purchased PR E R R E R T e |
Ld B ¢ e " ™ DAMLERCHRYSLER CORPORATION (50609) !
e GoBAT 0 £l [l » 0 7 7 " i e
yoar . k) o [H o o Ll 0 [} = el type |
s e . N . elsptem |
s 0D | Be 0 o w . eoe = = m m
i o ¢ |
o purhased 00 p— . " " el ugement 7 TEVOTAMOTOR CORPERATION (764)
b degkr frmaion U 08 m 18 o e nm o
= 00 e . i
1 PP o .

an




IBM Content 2014

Information. Insights. Results.

Text Analytics Is the basis for Watson Content Analytics

What is Text Analytics? ‘

Text Analytics (NLP*) describes a
set of linguistic, statistical, and
machine learning techniques that
allow text to be analyzed and key |
information extraction for business |

integration /
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/ What is Content Analytics?

Content Analytics (Text Analytics + Mining)
refers to the text analytics process plus the
ability to visually identify and explore
trends, patterns, and statistically relevant
facts found in various types of content
spread across internal and external content

sources
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Watson Content Analytics — How it works

Real-time NLP REST API

Content Push API //

Source Information
Corporate (Contact Center, Test Data,
Dealer notes, ECM, etc.) and External
(NHTSA, Edmunds, Consumer Reports,

MotorTrend etc.)

e
e
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Deeper contextual analysis with Watson Content Analytics

Not only was the[pick-uplline|at the counter
lvery long, but ||waited 30 minutes|just to
talk to a rude representative who gave me a
|car that smelled like smoke, had stained
floor mats, a dented fender, and only half a
tank of gas.

| Pickup/Delivery | Attitude/Helpful/Friendly Body Damage

| Speed of Service | Odor Fuel Level

Counter Interior Cleanliness

16 © 2014 IBM Corporation
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Deeper contextual analysis with Watson Content Analytics

Not only was the[pick-uplline|at the counter
lvery long, but ||waited 30 minutes|just to
talk to a rude representative who gave me a
|car that smelled like smoke, had stained
floor mats, a dented fender, and only half a
tank of gas.

| Pickup/Delivery | Attitude/Helpful/Friendly Body Damage

| Speed of Service | Odor Fuel Level

Counter Interior Cleanliness
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Watson Content Analytics for your business

18

Customer
Insight

Customer experience

Customer satisfaction
and survey analysis

Product and service
quality

Churn prediction
Marketing campaign

development and
execution

New revenue
opportunities

Product
enhancements

Crime
Analytics

Community policing

Investigation
analytics

Incident management
Antigang initiatives
Antiterrorism
initiatives

Cyber crime
investigation

Diagnostic assistance
Clinical treatment

Critical care
intervention

Research for improved

disease management

Fraud detection and
prevention

Voice of the patient
Claims management

Prevention of
readmissions

Patient discharge and
follow-up care

Healthcare Insurance %

Risk assessment
Fraud detection

Policy and
underwriting analysis

Claims analysis,
payment validation
and loss review

Reserve trending and
optimization

» 360-degree view of

the customer

Anti-money
laundering

Internet banking
fraud

Operational
efficiency

Risk management
and compliance

© 2014 IBM Corporation
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{3 Customer Insight

Customer Insight Solutions

Customer Experience

Customer Sentiment

Product and Service Quality

Churn prediction

Marketing campaign development and execution
New revenue opportunities

Product enhancements

© 2014 IBM Corporation
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“‘How can |
understand
why my
customer
satisfaction is
decreasing?”

g

know what
my
customers
are saying
about me?”

“How do |
know what
my
customers
want?”

20

“How can |
decipher

customer
complaints?”

identify why

products are
failing?”

“How can |
prevent
customer
churn?”

© 2014 IBM Corporation
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Customer Insight Solution

« Discover new insights from unstructured content

» Powerful search and analysis to for keyword & semantic search, facet
navigation, trend analysis, correlations, regardless of source or format

» Early detection of industry trends
* Insight into customer sentiment about your company and products

» Better identification of new revenue opportunities, customer satisfaction
issues, early problem detection, product modification requirements

« Deep analysis of call centers and social media outlets

» Integration with existing content repositories, Bl tools, and more to augment
existing analytics environments

21 © 2014 IBM Corporation
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Customer Insight Benefits

* Reduced customer cost to serve

« Improved customer satisfaction and retention

« Grows lifetime value of customer

* Increase in new customers with superior products and services

« Beat the competition based on knowing what your customers want

Reduced manual analysis cost & effort for content like call center logs,
website blogs, and documents

22 © 2014 IBM Corporation
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Expose Unique Business Insights

n Content Analytics
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Global Automakers

Mining content to improve quality and reduce costs

Reduce by

19 or more the

cost of recalls,
estimated at tens-
to-hundreds of
billions of dollars
a year
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A Car Rental Agency

Quickly identifying customer satisfaction trends

Quickly identifies
problems, In real-

time, at over 3000

locations In 146
countries
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A Major Convenience Store Retailer
Uncovered which fresh and prepackaged items to stock in 10,000+ stores

Increased gross profit

by half a point
year-over-year
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Are you....

27

Discovering new insights from unstructured content...
...toreduce customer cost to serve?
Analyzing for patterns, trends, correlations, regardless of source or format...
...toimprove customer satisfaction and retention?
Understanding customer sentiment about your company...
...togrow the lifetime value of your customer?
ldentifying customer satisfaction issues or problem ...
... to provide superior products and services?
Automating examination of unstructured content ...

... toreduce manual analysis and associated costs?

© 2014 IBM Corporation
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Watson Content Analytics
Reveal business insight trapped in unstructured content

Watson Content Analytics is a powerful analytics solution that
helps organizations aggregate, analyze and visualize massive
amounts of information to expose unique insights.

IBM Watson Content Analytics helps you...

« Expose new insights from unstructured
Information even when you do not know what you
are looking for

« Confirm or validate insights that you believe to be
known

28 © 2014 IBM Corporation
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CONFIDENTIAL / ATTORNEY WORK PRODUCT

Please note

IBM’s statements regarding its plans, directions, and intent are subject to change or
withdrawal without notice at IBM’s sole discretion.

Information regarding potential future products is intended to outline our general product
direction and it should not be relied on in making a purchasing decision.

The information mentioned regarding potential future products is not a commitment, promise,
or legal obligation to deliver any material, code or functionality. Information about potential
future products may not be incorporated into any contract. The development, release, and
timing of any future features or functionality described for our products remains at our sole
discretion.

Performance is based on measurements and projections using standard IBM benchmarks in
a controlled environment. The actual throughput or performance that any user will experience
will vary depending upon many factors, including considerations such as the amount of
multiprogramming in the user’s job stream, the 1/O configuration, the storage configuration,
and the workload processed. Therefore, no assurance can be given that an individual user
will achieve results similar to those stated here.

29 © 2014 IBM Corporation



IBM Content 2014
Information. Insights. Results.

Thank You!

7 I-AI- ol |_| |:_|.
Dpanke Euxaprotieg Dalu

NThank You "°SZ°"°"‘03
h Tack "o

Da N k Gracias Q-

151151‘ Merci - o

Mike Zimmer — mzimmer@us.ibm.com

Jqo



