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Agenda 

 What is a “Social Business?” 

 Web Portal Concepts Infused with Social Collaboration 

– Portal Concepts Explained 

– CICS integration with Portal 

– Portal Goes Mobile 

 How Social connects to Big Data/Analytics, Mobile, and Cloud 

 Customer Experiences and Additional Resources 
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How would you describe Social in the workplace? 
Typical Stereotypes of Social… 

• Distraction/Time consuming  

– (Decreased Productivity) 

 

• Ungovernable  

– (Regulating information shared) 

 

• Unnecessary 

– (No profit margin/expected benefits) 
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How models have changed over time… 
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What is a Social Business? 

Accelerate 
innovation 

Create valued  
customer 

experiences 

Drive 
workforce 

productivity and 
effectiveness 

Social business harnesses the trends in market today, 
helping us change business models of yesterday and 
driving brands forward into the operating modes of 
tomorrow. 
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Characteristics of a Social Business 
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How can Social solve your business problems? 
Social Business Patterns 

Customer 
Engagement 

• Provide a common customer experience to sales, service and marketing processes and channels (online,  

  contact center, in-person, mobile and others) 

• Identify and connect with key customer influencers to establish broad and ongoing relationships 

Innovation • Increase innovation with a wider reach of ideas 

• Increase the success and speed of bringing innovations to market 

Recruiting 
and 
onboarding 

• Collaboratively find and connect the right candidate to the right position 

• Streamline assessment and hiring processes 

• Better connect, engage and retain new hires 

• Contextually recommend expertise to increase new hire productivity 

Mergers and 
acquisitions 

• Increase overall success rate of merger and acquisition activities 

• Accelerate creation of “one company” community and culture 

• Maintain customer focus and success by building rich social networks 

Workplace 
and Public 
safety 

• Speed communication of new or changed safety regulations, policies and procedures 

• Minimize or eliminate project execution delays that arise from actual or potential safety issues 

• Improve innovation in safety procedures by increasing dialogue between safety experts and workers 

Expertise 
and 
Knowledge 

• Create social networks aligned to organizational priorities to identify, create and spread knowledge and  

   expertise   

• Connect the best possible resources to effectively respond to customer needs 

• Embed the identification of resources with relevant expertise and other related communities, 

  documents and more into core applications and processes 

Supply 
Chain 

• Engage customer communities and leverage social analytics for improved demand forecasting 

• Build active supply chain communities (within and across companies) to benchmark and share  

  Best Practices 
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Social Mobile Analytics Integration Content 

Bringing together the essential capabilities to create, manage, and deliver powerful multichannel 
digital experiences 

IBM Customer  
Experience Suite 

IBM Employee 
Experience Suite 

Integration 

Analytics & 
Optimization 

Cloud 
Commerce 

Content, 
Rich Media Mgt 

Portal 
Marketing 
Management 

Social  
& UCC 

Exceptional 
Digital  

Experience 
 

Mobile 

Personalization 
& Targeting 

IBM Exceptional Digital Experiences Solution 
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Agenda 

 What is a “Social Business?” 

 Web Portal Concepts Infused with Social Collaboration 

– Portal Concepts Explained 

– CICS integration with Portal 

– Portal Goes Mobile 

 How Social connects to Big Data/Analytics, Mobile, and Cloud  

 Customer Experiences and Additional Resources 
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Do your end users:  

 Complain about “the green screen?” 

 Make fun of, talk down to, or cuss green screen panels and function keys? 

 Struggle to learn all aspects of the CICS presentation layer in a timely manner? 

 Infuriate their customers by trying to correct an embarrassingly simple mistake? 

 Complain about accessing multiple disparate applications to effectively do 
their job 

 Increase security risks by writing down CICS specific passwords 
and taping them to their computer monitor? 

 Wish they could POINT AND CLICK in a browser? Or fill 
out a simple web form and click “submit” to pull up 
customer data? 
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WebSphere Portal Concepts 
Explained  
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 Portal 

 A single point of entry to many different web-based resources 

 WebSphere Portal aggregates those resources in one place and requires the user only to log in to the portal 
itself and not to each resource separately 
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 Portal Page 

A portal page is an aggregation of portlet output windows 
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 Portlet 

 Portlets are reusable web modules that run on a portal server and provide access to web-based content, 
applications, and other resources 

 From a user's perspective, a portlet is a window on a portal site that provides a specific service or information, 
for example, a calendar or news feed. 
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• Single sign-on services include a credential vault and 

persistent back-end connections. 

• Development tools create multichannel applications and 

dynamic forms. 

• User profiles are managed through the virtual member 

manager, which stores user data in Lightweight Directory 

Access Protocol and a database. 

• IBM WebSphere® Portal Integrator for SAP software 

allows easier integration with SAP data. 

• Powerful “wiring” capabilities allow one component to 

take action based on the user interaction or data from 

another component. 

Web content 

Content 

IBM Cognos® 

IBM  
Connections 

Integrate and aggregate 

Business content, applications, processes and forms into one unified employee experience 

Social 
media 
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• Powerful and extensible personalization engine 

• Create flexible personalization rules to determine how 

the digital experience interacts with individuals and 

groups 

• Integration with IBM Digital Marketing Optimization to 

create segments based on customer behavior 

• Automatically target the right content to engage and 

reengage each visitor segment 

• Multilingual support 

• Out-of-the-box integration with analytics solutions 

• Need and interests are stored as properties and can be 

accessed for personalization purposes 

• Easily set up target marketing campaigns with related 

content, start dates and stop dates 

Analyze and personalize 

Provide a personal experience targeted for the right user 

IBM  
Connections 

IBM Web Content 
Manager 

IBM  
Connections 

IBM Web Content 
Manager 

IBM Web 
Content 
Manager 

 
 
 

Regional 
manager 

 
 
 

Line of 
business 

Social 
media 

Social 
media 
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Internal 

Applications 

Content 

Collaboration 

Capabilities 

Self Service 

Contextual 

Personalized 

Secure 

Role Based 

Dynamic 

Cloud 

Consumer 

Applications 

Omni-channel 
Delivery 

Employees  
Customers 

Lines of Business 

A Digital Strategy integrates seamlessly with existing technology and providing 

secure contextual, omni-channel & mobile delivery   

 

Contact Center 

Enterprise Wide 

360 Degree view 

B2B Solution 

Smarter Workforce 
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Portlet Principle 
Each portlet is a separate application  

 

 Developed independently 

 Portlets have modes and instance data 

 Can be placed anywhere on the page 

 

Portlets can support multiple devices 

 Phones, Organizers, Voice 

 Unique views for each device with shared 
business logic 

 

 Standards Based 

 JSR 286 

 WSRP V2.0 
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Virtual Portals 

Virtual entities each representing the logical 
behaviour of a distinct WebSphere Portal 
running on a shared infrastructure  

 

 Unique URLs 

 Shared resources (JVM, Portlets, 
Configuration Repository) 

 Unique set of places, pages, and users 

 Unique set of anonymous pages , login 
and sign up pages, and themes and skins 

 Unique user directories 

 Each can have separate administrator 
groups 

 

LDAP 

WebSphere Portal 

WebSphere App Server Portlet EARs 

Portal A 

Portlet  
Instances 

Portal B Portal C 

LDAP LDAP 



CICS integration with Portal 
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IBM System z software 

26 
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System z software continues to innovate to 
solve business requirements 

  
71% of global Fortune 500 companies use the mainframe 

~70% of all enterprise transactions touch a 

System z 

55% of all enterprise applications need 

the mainframe to complete transactions 

Mainframes process roughly 30 billion business 

transactions per day, including most major credit card 
transactions and stock trades, and money transfers 

 

It is estimated that 80% of the 

world’s corporate data resides or 
originates on mainframes 

1.1 million CICS transactions, every 

second, every day 
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Portal as a Modernized CICS User Interface 

How? 

 CICS Web Services 

 HATS (Host Applications Transaction 
Services) 

 

Why? 

Highly personalized, role based user 
experience 

Single point of access to multiple 
disparate applications in an intuitive, 
user friendly portal 

Single Sign on capabilities 

Reusable/flexible portal and portlet 
infrastructure designed for scaling 

Consistent look and feel across portal 
pages 

Mobile ready themes out of the box 

Integration with IBM Worklight for 
mobile applications 
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Why a Portal front end makes sense from an IT Perspective? 

 Most CICS apps have a development investment between 1-45+ years of code 

– Preserve millions of dollars already invested in heritage apps 

 Scalability, security, serviceability, High Availability  

– Minimize costs with extreme virtualization  

– Minimize and eliminate negative publicity associated with security 
breaches 

– Decrease operating costs with centrally managed portal infrastructure on z 

 No need to rip and replace or rebuild 

– Save millions in new software, hardware, and project costs 

– Eliminate major project delays and risks 

 

Eliminate risk by utilizing Portal on System z as the central 
system of engagement for your critical systems of record  
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Why Portal makes sense from an end user perspective? 

 Intuitive customer and employee interface and dashboards 

– Increase customer satisfaction 

– Increase revenue  

– Decrease customer service calls 

– Decreased training times for non-IT personnel  

 Mobile ready portal accessible from any device 

– Appeal to growing mobile demand  

– Increase user satisfaction 

– Increase revenue 

 

Engage your employees and customers with an interface they 
love powered by the most efficient, secure, and mature 

application platform on the market...CICS  
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A comparison between Portal & HATS 

What is WebSphere Portal:  

-Highly-personalized, social experience 
for your customers 

 -Provides users a single point of access 
to the applications, services, information 
and social connections they need 

-Common theme across all devices 

-Tight integration with IBM's Web 
Content Management tools 

 

 

What is Host Access 
Transformation Services 
(HATS): 

-transforms traditional text-based 
interfaces—such as 3270 and 5250 
green-screen applications—into web, 
portlet, rich client or mobile device user 
interfaces 

-extends 3270 applications as standard 
web services  

-Convert traditional text-based host 
application screens to user-friendly GUIs. 



31 

Portal HATS 



Portal Goes Mobile 
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Allow employees and customers to engage virtually anytime, anywhere 

Mobile web 

Optimized for mobile 

browsers (phones, tablets) 

using themes and 

responsive web design 

techniques 

Out-of-the-box responsive web design  

(RWD) web experience themes 

Built on open web technologies  

(HTML5, CSS3, JavaScript) 

Sites created are multichannel ready  

(desktop, smartphone, tablet) 

Extend the digital experience to use on-device 

(camera, security-rich off-line storage, accelerometer, 

maps) features (IBM Worklight® software) 

Device classification capabilities help deliver the right 

CSS for the appropriate device 

Hybrid mobile 

Extending digital 

experiences to include on-

device capabilities and app 

stores with entitled IBM 

Worklight capabilities 

Websites 

Integrated content and 

applications into a 

unified web experience 

optimized for desktop 

browsers 
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Responsive Design Themes 
 More than just allowing RWD 

 Portal supports device classes to enable 
smarter rendering on the server side 
(themes, content and portlets) 
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Web Experience Factory 
  

Out of the box capabilities including CTC4 and 

stand-alone Responsive Web Design themes 
 

Key benefits include: 
• Faster and easier to build solution 
• Fits in with other CTC4 based solutions 
• Supports multiple channels including desktop 

browsers, smartphones and tablets 

Applications support out of the box responsive theme 
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 What is a “Social Business?” 
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Social & Big Data/Analytics 

General benefits of integrating Social with Big Data and Business Analytics (BA) 

Single Sign- On (SSO) A user logging into WebSphere Portal will also be logged 
into the Big Data and BA products.  

Dashboard Promote the creation of a WebSphere Portal dashboard 
portal page. The user will be able to see information from 
multiple backend applications on one portal page.  

Socialize Big Data For example, if Big Data and BA identifies a health epidemic 
in a certain geography, an ad-hoc IBM Connections 
Community can be created to bring together people from 
disparate organizations to quickly address the health 
threat.   

95% of Fortune 1000 companies store business data on System z… 
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Social & Mobile 

Making client engagement and employee collaboration easy for people using 
mobile devices is an important part of an organization's transformation to a 
social business.  

By 2020 there will be 10 billion-plus devices in the pockets and palms of consumers. 
IBM expects mainframe clients to adopt this trend by deploying more mobile 
workloads in 2014.  
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Social & Cloud 

46 % of all enterprises in North America and Europe place a high or critical 
priority on implementing a private cloud. 

The mainframe can provide cloud-like service delivery for social if that is 
what your business requires. 
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The impact of customer service 

51% of Americans Switched Providers in the 

Past Year Due to Poor Customer Service at 

a cost of  $1.4T  1 

# of people social customer tells about a 

good service experience – 42; a bad 

experience – 53 2 

Customers who receive social customer 

service responses spend 20% - 40% more 

with company 3 

Companies delivering customer support 

through social media achieve superior 

gains – 7.5% vs. 2.9% 4 

66% B2B & 52% B2C leave from 1 bad 

service experience 5 
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The challenge to the CSR 

Customer Service Rep 

Customer Relationship 

Management (CRM) 

Supply Chain 
Product 

Customer Service / 

Call Center 

Other ERP 

Core Applications / Processes 

• Have to manage across screens / apps 

• Limited access to best practices 

• Customer feels they start over on 

escalation 

Web content 

Content 

IBM Cognos® 

IBM  
Connections 
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Children’s Medical Center Dallas: Leading by integrating social  into patient care 

and disease management processes 
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Children’s Medical Center Dallas: Leading by integrating social  into patient care 

and disease management processes 

Created customer advocates by redefining how they care for 

patients to improve patient experiences and health outcomes 

with 24x7 access to personalized private support communities, 

integrated care information, and all relevant patient information.  
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Children’s Medical Center Dallas: Leading by integrating social  into patient care 

and disease management processes 

Created customer advocates by redefining how they care for 

patients to improve patient experiences and health outcomes 

with 24x7 access to personalized private support communities, 

integrated care information, and all relevant patient information.  

75%  
reduction in clinic phone calls 
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CAT: Higher touch service through the relationship 

Source: Connect 2013 



47 

Florida Blue: Increasing member satisfaction and revenue using  

a single social portal 
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Florida Blue: Increasing member satisfaction and revenue using  

a single social portal 

b 

Role Based  
Provide the right content and 
applications securely to the right 
person at the right time on the right 
device. 
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Florida Blue: Increasing member satisfaction and revenue using  

a single social portal 

b 

Role Based  
Provide the right content and 
applications securely to the right 
person at the right time on the right 
device. 

85%  
conversion rate when consumer has 
used web tools 
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Florida Blue: Increasing member satisfaction and revenue using  

a single social portal 

b 

Role Based  
Provide the right content and 
applications securely to the right 
person at the right time on the right 
device. 

85%  
conversion rate when consumer has 
used web tools 

13%  
of all traffic is now done via 
mobile devices. Personalized 
content based on GPS -Find 
nearest Doctor. 
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Why Portal? Why now? 

 User friendly interface and applications 

– Higher customer satisfaction and increased revenue  

 Mobile themes out of the box 

– Appeal to growing mobile demand increasing user satisfaction and 
potentially revenue 

 Reusable portlets 

– Development cost savings 

 Virtual portal infrastructure 

– Streamlined processes, reduced administration/development costs 

 Portal infrastructure scalability 

– Cost savings in terms of new products and lines of business leading to 
shorter time to market 
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What's Next? 

 Understand Use Cases 

 CICS application assessment with our IBM Advanced Tech Sales team 

 Portal Proof of Technology 

 Business Value Assessment 

 

 

The IBM Collaborations Solutions team on System z team is 
here to help you empower your end users! 
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Social on System z Team 

 

 

Eric Hurley 

zICS Sales Lead 
ehurley@us.ibm.com 
770-863-1450 
 

 

Eric Selcov 
zICS Sales Lead 
eric_selcov@us.ibm.com 
720-342-2335 

Dexter Doyle 
zICS TSS 
doylejd@us.ibm.com 
917-554-9233 
 

Chris Ganim 
zICS TSS 
cganim@us.ibm.com 
720-342-9008 
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Please remember this simple statement… 

Social alone won’t make your 
business successful.  

 

It’s what you do with it that will. 


