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AGENDA

" || portale: storia di una vision
* Cosa ha scritto chi e quando? La gestione dei contenuti
" Posso usare il mio tablet? La gestione dei dispositivi mobili

* 11:00 Break
" Freeze police - La sicurezza

= Scotty beam me up: trasformare un e-commerce in un Social
commerce

© Copyright IBM Corporation 2013
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| 4 capisaldi fondamentall

Social

Analytics

Employees
Partners
Customers

Mobil
Context
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a prima impressione CONTA !l

30% leave website
5 seconds 37% won't return

{ |
)
\Ji/ / 27% go to competitor
N

10 seconds Communicate your value

proposition or lose
customer

30 seconds More likely to stay 2+ minutes

Source: 5 seconds — Harris interactive...Jakob Nielsen, “How Long Do Users Stay On Web Pages, September
2011, http://www.useit.com/alertbox/page-abandonment-time.html


http://www.useit.com/alertbox/page-abandonment-time.html
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Ogni 60 Secondi
Le soluzioni IBM permettono

60
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o

D
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72000 flight availability requests

4514 financial transactions

496 scores checked
277 banking services delivered

23 claims processed

19 customer renewals



Cosa vuol dire context ?
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| clienti fruiscono vari servizi Online
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% Bl ]
clienti vogliono una esperienza coerente e appagante

attraverso diversi canali di fruizione
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Cosa rende I'esperienza appagante

Customer Innovazione nei Workforce

Experience e Insight prodotti e servizi Effectiveness

a Dlsponlblllta di comunita, blog, o || Crowd sourcing aiuta lo 4 Talent sourcing
social forum sviluppo di nuovi prodotti e 0 Migliori processi di On
J  Ascolto attivo dei clienti per servizi boarding e migliore
poterg mten:emre con una O Integrare il customer insight integrazione dei nuovi assunti
esperienza “personale nello lo sviluppo di prodotti e O Expertise location
J  Effettuare analisi sul servizi 2 Piani di sviluppo e di carriera
customer care Q i it , . .
- | o U.t|I|zzo delle cqmuplta per O Creazione di comunita
J Condividere informazioni su aiutare nel lancio di nuovi oL o knowled hari
prodotti e servizi prodotti e servizi earning, knowledge sharing
. L . - L e riuso di asset
J Mettere a disposizione gli d L'utilizzo della gamification . _
esperti come supporto alla Social platf%rms per fare
iy innovazione e alla formazione emergere edare un
- Creare delle comunita per _ . _ riconoscimento ai talenti
ampliare il supporto ai clienti J Prodotti con capacita Social

, . J Migliore lead generation
J Vendere prodotti e servizi

La sfida del 21 secolo per tutti | clienti e trovare il giusto

equilibrio tra i vari elementi per adattarsi alle mutevoli
esigenze dei clienti e ai nuovi canali di fruizione
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| benefici dei Social Business Portal

1) Raggiungere i clienti ovunque siano
(marketing)

2) Aprire nuovi canali di relazione|fjf
per favorire la “fidelizzazione”
dei clienti. (retention)

3) Mettere a disposizione dei
propri collaboratori la forza
di un social network
(efficienza)
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Come emergere
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Know Your Intended Audience:
Deliver Precisely What They
Need/Want

Relevant

Elementi di una exceptional CUSTOMER WEB Experience

Balance Form & Function:
Visual Appeal, Ease of Use, Interactive

Engaging

22
Trustworthy
Portable —E R
People Are Everywhere: Turn Customers into Advocates:
A Reliable, Secure, Social
Experience 14

Explosion of Mobile Means A Moving
Target
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Solutions offrono tutti gli elementi per costruire e erogare la
exceptional Customer Experience

RBC Royal Bank® Site msp
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Utilizzare elementi social per creare una esperienza coinvolgente su qualsiasi
device

Offrire una esperienza multichannel ricca e coerente

Creare portali che ofrano una esperienza coinvolgente grazie alla gestione
dei contenuti e delle applicazioni a prescindere dal canale di delivery

Ottimizzare le azioni tramite l'integraizone di web & social analitics per offrire
esperienze uniche e personalizzate

La Personalizzazione della esperienza sulle specificita del cliente e del canale
di delivery

Recepire immediatamente il feedback dei clienti e gestirlo con processi
automatici supportati da forms dinamiche adatte a qualsiasi device

Migliorare la produttivita attraverso apps disegnate per fornire la migliore
esperienza possibile

Integrare la ricerca per facilitare I'accesso alle fonti

Migliorare la fiducia dei clienti attraverso I'esposizione di servizi sicuri e
protetti che rispondando alle loro esigenze
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Come aggiornare i contenuti “Rich”

Social Network Information

Total Activity Reiresh 213 shares 56 commens  T42 e

@ Facebook

UX Social Biz Facebook April 19, 2012 3:15 PM

to social channels

UX Design Facebook April 19, 2012 3:17 PM

Diesign Track

Design Track

End user direct posts

We've been able to bring some of the most W Twitter 41 tweels 2 favorites

together in order to inspire you, lead you through

answer the challenges that you're facing designing tog Y bernences @UXSocialBiz Apri 19, 2012 3:19 PM 14 2 Untrack | Remove
End user direct posts
Designing for a Responsive \h'orld @UXDesign

May 4, 9:00 - 1| Edit | Gota | Details

513 ke | 26 Comments = Tags: responsive, strategy

Posttoall

Moore's Law expls
We wanl o give yo

ower of it does
[ experie

edit rich media into

Site Templates web content

Create sites with an easy-to-use site building wizard

Search Templates =1

» Site Creation Status

Sort by Lasi Updated ~ | Name

IS [ntranet Oevepmert Trch
Web Experience .

h ) Create Site

il
Template description larem ipsum dolor sit amet, consectetur adipisicing elit, sed do eiusmod tempor incididunt ut labore

Influential Web Practiioners.
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Supporto per OpenlD

* Permette agli utenti di autenticarsi Google
sul Portale tramite il proprio Openl[ YAHOO!

* Authenticazione

* Registrazione % @

* Condivisione di alcuni elementi del
profilo utente

* Fornisce la possibilita di integrare in
SSO il proprio portale mantenendo il
controllo sui servizi esterni integrati Mo’

* Semplifica l'iscrizione e
I'aggiornamento del profilo
* Riutilizzo di dati provenienti da servizi
esterni

IBM WebSphere Portal

* Diverse implementazioni possibili:
standalone o con Tivoli Federated

|ldentity Manager (TFIM)
19



IB\MSoftwareNetwork2013 [T,

Fare partnership con il Software IBM

L'integrazione di social channels esterni
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Pay Far e Mew
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2 (1] (]

Trends - Change

John Torry
g

Ach Konamaz

You don't have any Tweets to read

Rafresh - View a

-—

Justin Timberl... & Mouloud Ach... &

o Follow ¥ Follow
Tweets
IBM Renovations Demo

Compensation Done Propery portal swg.usma.ibm.com/wps
/pociwemiol... Staying on top of what's new in executive pay Is a
challenge even for the most ..

1BM Renovations Demo 2 or 5
Pay for the New Hires portal.swg.usma.lbm.com/wps/poc/wemiol..
How are compensation systems adjusted when a hierarchical
organization fiatten ...

1BM Renovations Demo tions

B ion Beyond C portal. swg.usma.ibm.com/wps
fpociwemicd... Ary CEO knows that employee motivation is a key to
individual performance, gro ...

IBM Renovations Demo 3
Your Financial Independence portal swg._usma ibm. com/wps
/pociwem/ol... Financial independence means going to work, not
because you have to, but becau ...
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Inserimento di funzioni social per il “customer support”

Vendor Mantanance

Leverage social in-

context, helping to

improve business
processes

Frank Adams = Actions -

Help Log Out

The Supplier On-Boarding Checklist

Use this checklist to complete the supplier on-boarding process

Forums enables
customers to get
their problems
resolved quickly.

Learn More Proceed | Mark Completed | Done?

Complete Supplier Onboarding Farm ki ]

Update Vendor Profile & (]
Schedule Online Training Seasion ® (+]
Submit EDI Setup Package @ I o
Complate Mew Merchandising Vendor Inguiry ki - h (+]
Review Vendor Shipping & Routing Guide & (]
Review VTLning, Inc ’s Requirements for Mew Vendors [ ] (+]
Review VTLnving, Inc Vendor Maintenance Policies and iz i (=]
Pracedures

PSR I——

\\ Supplier On-boarding Forum

@ This question has 1 accepted answer.
¥ou are In° Supplier On-boarding Forum = How do | add addiflonal users?

Follow this topic
Z Replies | Last post Yesterday by Ted Amado

Betty Zechman
3 posts

@ How do | add new roles to the VTL system?

Moy 11, 2011 10:04 AM

| have several colleagues | needtd add 1o the system but | can't fgure
out how to do thal.

Reopen Cuestion | Reply | Edit | Delate

Retall Home Applcabions Search Center  Tag Center

ACCEPTED ANSWER

Blmar A4 W84 4714 4 Dk in rasmnnnes bn Bab Tasheen

Questions?
Click to start a chat
with your WTLiing Incadvisor

E&.
Current Events /\

Leveraging Antique y \{
Jun 7 = =
Under

2 12 Improve your service by
e offering live chat with experts

T T
Jul 21, 2010, 07:30 AM

Renovations Roadshow
Aug 27, 2010, 08:00 AM

Hational Retail Supplier
Jul 2F, 2010, 0730 AM

Resources and Information

Direct Store Delivery
Distribution Center List
Facility Hours of Operation
Holiday Schedule

Impart Guide

Provide access to your knowledge
base. Include the ability to view,
read, share, tag, rate, download, &
comment on documents.

- I < [ |
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Responsive design — disegha una esperienza che sia appagante
con qualsiasi strumento vi acceda

Combinando la dimensione, la risoluzione e la tipologia di device, si
modlifica la risposta personalizzando l'esperienza finale

»

+ 6}\3” +._o Q ‘\.0 ._3\
N
P QQO(:\@ Q o‘z’ Qg)
0@‘@ \
3\ 4@ ch

Design Track
We've be

Development Track
This is the year of mobile. Again. But now we've got
ATMLS and a bunch rks a
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WebSphere Portal e IBM Worklight

@

I
ly
llll

Desktop Mobile H%?{g'gﬁ;”
Web Blrowser Web Browser Installed Abp
Firewall & Proxy
HTML/JS/CSS, Security check,
' services notificationfregistration,
WebSphere Portal Server Worklight Server
Personalization, access control, customization, navigation, Notifications, application
“—Portlets authorization, app validity,
Web Experience Factory Content update service, etc.
portlets, RAD portlets, social
purt:cta, ete:
Enterprise applicalions and services IEWiGonnectior

s and
social servides

© Copyright IBM Corporation 2013
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Una web experience appagante e dinamica

v Authoring del contenuto e del sito (no skills)

v

v

v

v

v

Il site wizard (microsites)
Microsoft Word-based authoring
Inline editing con rich-text editor

Supporto per WebDav — i tool html piu comuni
(ie Adobe Dreamweaver)

Broadest reach

v

v

v

Multi-lingual sites
Write once — syndicate to many channels
31 languages OOTB for content authors

v Governance migliorata per ridurre i costi

v

v

v

v

v

Workflow engine flessibile
Version control

Un security framework robusto
Strumenti per site management

Fast time to market

v

v

v

CTC - free content templates
SEO-ready
Site search robusta

@ GREENWELL WPAdmin | Actons | Logout | @ X _

About Us Products Newsroom Community Relations Customer Service Careers

«1Hs3»

Read about our |atest &life changing 2 billion dollar R&D investments in cutting edge medical equipment!

Latest Press Releases

Greenwell Launcl New Greenwell Awarded The Top Place to
; Scholarships in Glidna Work!
¥ May 14, 2012 by Heather Reeds May 11,2011 by
Launch of HeartGo 5000 Will greim:jl to Panilcgat]e}lncthe Deutsche
Revolutionize the Market ank 37th Annual Health Care
May 8, 2012 by Heather Reeds Conference
) Posted May 10, 2011

Greenwell to Deliver Keynote at
Heart Rhythm 2012
May o S

Upcoming

Scan Me to Learn More
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Fai la scelta giusta, basata sui fatti grazie agli integrated

analytics EX
il
Search _
Who's coming? Using tools? for? Find? Most popular Response/clicks
content? for images?
How find it? What are Most popular Pick content w/
they doing? areas? Rule A or B?

17 punti di integrazione
Metriche aggiuntive anche per il logging del contenuto WCM

Semplici configurazioni attivano gli script piu idonei all'interno delle pagine di
portale (themes)

Disponibilita di scripts per prodotti di analytics IBM o partner OOTB

Architettura aperta che permette l'integrazione di altri analytics providers

webtrends OMNITURE (Unica @Wﬁ?ﬁfﬁf
9
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In context insights permettono una “personal” use;‘
experience il

Brandon Seppa Adtions Lo Ouit

Inktiatives Benefits Opportunity Ewvents Downloads Feed back Tools

Human Resources

focus within a page.
See how they interact with
content in context of experience
| device

Kesp up with the latest information on Corporate Compensation Policy at Renovations ...

In the News Featured News

o :' Linking Pay to Performance Pay for the New Hires
& | 1 22, 2012 by Brandon Seppa Jun 22, 2012 by Frank Adams
Your Financial Independence

T Compensation Done Property Mg 3, 2011 by Minh U
. gy
un 22, 2012 by Semanths Denm A Fortune Hidden in your Saary

B
Ausg 2, 2011 by Plerre Dumont

Motivation Beyond Compensation v
Aun 22, 2012 iy Hasther Rl Pay for the Mew Hires

Jun 22, 2012 by F

How are compensation systems adjusted when a
hierarchical organizaton flattens ks pyramid
structure. This artiche examines the ways in which
Benefits Central pay i tied to arganizational structures and the way
compensation systams must be adjusted as repoeting
lines are modified.
g Catch Up On Savings... Slowly Retirement Benefit Changes Read more

Last updated Yesterday 1:29:37 PM Larst updated Yesterday 1:79:23 P™

A Retirement Strategy Game Plan

.:( I The Tax Mess Deepens Larst updated Yesterday 1:29:00 PM Upmmkng Courses

Last updated Yesterday 1:28:34 PM

Time Management Techniques

26
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arget the Right Experiences to the Right Users via the
Right Channel, at the Right Time %

*Deliver highly personalized,
memorable experiences that that
adapt to a user's preferences,
behaviors, location, relationships,
device, sentiment, or even time of
day.

*Enhance cross-sell and up-sell by
providing tailored recommendations
based on users' similarity to like-
minded folks.

*Increase customer engagement
by allowing users to tailor their own
web experiences through drag and
drop.

*Appeal to a global audience by
delivering globalized & localized
sites.

12:52 PM

News Room  Events Calendar ~ About Us ~ MediaRoom  FAQs  Alerts

NEWSFLASH...

| Reuse Recycle
Optimize

Sustainable Resource Recognized New WCM
Drive Efficiency » i 2011 Highlights | for excellence B Greater Return » 0

Upcoming Events

fiFaster build lowers

experiences to specifi
devices
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e\Web Forms — in pochi click senza sviluppare
Agile, self-service user interface

* Interagisci con I clienti
* Ricevi feedback attraverso surveys,
polls, e form personalizzate
* Invia offerte mirate alle esigenze
del cliente

- Aumentare il numero di form
completate %

- Migliorare il click through %
* Supporto al self-service
* Fare affiorare sistemi esistenti
costruendo Ul intuitive
* Reagire tempestivamente
- In pochi minuti & possibile
modificare la U.Ex per adeguarsi ai
feedback dei clienti

* Everywhere

Rendere la U. Ex. coerente e
fruibile a prescindere dal contesto e
dagli strumenti (social media /
smartphones / tablets)

MyOFN  Banking  Lending  Inwestments  WWhat's Hot

My Accounts

e

& Nust be 18 yaars or older
» Valid social secunty numbar
® Good credit history
# OFMN banking customer

Conlad an

s i

n Privacy Policy

L1 FAQ

IMAMCIAL METWORK
Invarious.
" =
Tt TR Banking & Personal Infoermaticn i Lorem ipsum dalor

ard Application - Points Plus Credit Cards

oL product page GIVING U all the conveniance and none of

Fallentesque porta
consectstur saolen

Qcoupation Sofwara Engmesr j
Personal Incoms | 100-150k =]

Already a member? g Yes © No
consectEur aISicing &t sed do
EUSMON LEMpos INCIdidunt ut la0ors &
golors magna akqua. Ut anem &d minim
Va3, quis nos! ullameco

Interastad in cash g Yes ™ No
advances?

Agant
Apoly cash back

payments to? 2 This cand

{7 OFH Saings Asoaunt
" OFM Chaguing Account

Sed arcy. lpsurm JSCe, mattis cum
condimentum mascenas dul Lobonis
muollis massa. Yivamus grasda. Proin
URnices, [IDera rutrum sed. Ante iera
EUSPENIZEE, Mauns alquam tapibus.
obortis sed prain, welt arat
ulum ac, usca quis

Quis Ut Allquam nunc canveliis, lobariia

feciisls lorem, culs diam mollls. Et laorest

o2
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Integrare aspetti social nelle applicazione e nei processi
aumenta la produttivita

About

scope page content

 from enterprise data

for rapid insights

Initiathees Benefits

Opportunity

Events

Downloads

randon Seppa

Feedback

] 30,000 60,000 90,000 120,000 150,000
boarded Employees with Total Comp. exceeding $60,000
-5of 23 Pagel (2 (3[4 5 Previous  Mext
Emp. Mo Name Dept  Salary Banus Comm. Total
000010  Brandon Seppa 801 $122,B00 $6,201 $11,000 $140,001
000020 Brian Pearson §55,709 $3.450 §14.221 $73,380
000050 Vojtech Trs §77,842 $2,801 0 80,643
000060 George Brichacik §92,450 $8,400 0 $100,850
000070 Reynout Boogaert $192,080 $46,500 $0 $238,530
Show: 5 |10 |20 |50 100 | A items Jump to page of 5 Previous  MNext
Onboarded employee information provided below.
Employee Compensation — Total
250,000 - : — - - /.\ :
200,000 7 |
150,000 ~~ /f |
100,000 \\ “"‘"-i
50,000 —] v i
0
g & 8 g j 2 g g
HNEEEEE
g g g g g g i
1- 10af 38 Pagel 2 3 |4 Previous  Mext
Emip. No Mame Dept Ed. Phaone Total
B 00010 Brendon Seppa BoL w +13032620165  $140,001
=] 200020 Brizn Pearson AD0 18 +17203420067 $71,380
& 00030 Chris Crummaey el 16 +1 7206632157 $34,040

Actions

Tools

Log Out

Files matching compensation

._a%] Linking Pay to Parformance

Employee Compensation.pdf (47 KB)
Updated Jul 5, 2012 by Bri
13 Downloadd 4 Comiments

- and file recommendations
based on context and tasks

Bscomi.
HR Lunch and Leamn Sedes.mp4 (1 ME)
e
Updated Mar 16,

1 Downloads 0 Comments 'y 2 Recomm.

Executive Compensation Pelicy.ods (10 k8)
Lo

Updated May 15 &y Brandon Saops

4 Downloads 0 Comments v 1 Recomm.

Jun 22, 2012 by Brandon Seppa

Pay for performance: Wiy do we assume
50 mudh and know 50 ite? The question
of what kind of pay for what kind of
performance, however, becomes much
MORe complex, SUGQEsting B Practice in
nead of further examination.

Read more

Compensation Done Properly
Jun 22, 2012 by Samantha Daryn

Staying on top of what's new in eecuthe
Py i3 @ challenge even for the maost
dedicated experts, It is particularly
daunting for those broad-based HR
practitioners who do not focus on
exacutive pay requlary. But the nead for a
broader understanding of the key terms
and concepls sUrrcunding executive
CoMmpensation has never been more acute.
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Maotivation Beyond Compensation

Jun 22, 2012 by M
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Fare partnership con il Software IBM

King Faisal Specialist Hospital & Research Center
2012 Digital Excellence Award - Ministry of Communication &
Information Technology (Winner)

Staples — Employee Intranet

2012 Intranet Design Award, Nelson Norman Group (Winner)

Website)

CareFirst BlueCross BlueShield — Member Portal
2011 WEBAWARD — Web Marketing Association (Outstanding

US Tennis Association — US Open Site

2011 WEBAWARD — Web Marketing Association (Best Sports
Website - Winner)

RBC Royal Bank — Online Banking Site

2011 Best Consumer Internet Bank in Canada - Global Finance
Magazine (Winner)
AMP Limited — Employee Intranet

2011 Intranet Design Award, Nelson Norman Group (Winner)

BMO Financial Group - Online Business Banking
2011 CIO 100 — CIO Magazine (Winner)

Dubai Government — eGovernment Site

2011 Middle East eGovernment and eServices Excellence Award —
Best eGovernment Portal (Winner)
Qatar National Government — eGovernment Site

2011 World Summit Award — Arab e-Content Award (Winner)

Exceptional Web Experiences Recognized

Lufthansa — Customer Site

2010 WEBAWARD - Web Marketing Association (Best Airline
Website)

Finnair — Customer Site

Excellence)

Boston Medical Center — Patient Site
Website)

2010 WEBAWARD - Web Marketing Association (Outstanding

US Tennis Association — US Open Site
2010 Webby Award Nominee — Event Site (Finalist)

Cars.com — Customer Site
2010 WEBAWARD - Web Marketing Association (Automobile
Standard of Excellence)

Brocade Communications — B2B Site
2010 WEBAWARD - Web Marketing Association (B2B & Technology
Standard of Excellence)
International Enterprise Singapore — G2B Site
2010 WEBAWARD - Web Marketing Association (Government
Standard of Excellence)

Tyco International — B2B Site

2010 WEBAWARD - Web Marketing Association (B2B Standard of
Excellence)

Omron Europe — Employee Intranet

2010 Intranet Innovation Award, Step two Designs (Gold award:
Frontline Delivery)

[ham]|

2010 WEBAWARD - Web Marketing Association (Airline Standard of
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Fare partnership con il Software IBM

RBC Royal Bank — Online Banking Site
2010 Surviscor’s Online Banking scorCard (Winner)

AMP Limited — Employee Intranet
2010 Intranet Innovation Award, Step two Designs
(Gold award: Communication & Collaboration)

IBM - developerWorks
2010 Forrester Groundswell Award — Forrester
Research (Winner: B2B division)

IBM - developerWorks
2010 US SMB Social Media Marketing Award — AMI-
Partners (Winner: Community Development award)

Los Angeles County — Municipal Portal
2009 National Association of Counties Achievement
Award (Winner)

HSBC Bank Brazil - Employee Portal
2009 Intranet Design Award, Nelson Norman Group
(Winner)

Saudi Shoura Council — eGovernance Portal
2009 Best Website for Parliaments (Winner)

U.S. Nuclear Regulatory Commission — Electronic
Information Exchange
2009 Excellence.Gov Award (Finalist)

]
[l
i
!lll

Exceptional Web Experiences Recognized

City of Gothenburg — Citizen Portal
2009 GT Newspaper Achievement Award (Recognized)

US Army Publishing Directorate — Army Action
Tracking System
2009 Army Knowledge Management Award (Winner)

Duke University Health System — Patient Portal
2008 Healthcare Informatics Innovator (Finalist)

Bharti Airtel — Mobile Portal
2008 Strategy Analytics Wireless Media Lab (Best
Portal)

Spatial Information eXchange Portal
2008 Delivering the plan — Business (NSW Premier's
Gold Award)

State of Missouri — Emergency Response
Information System Portal
2008 Computerworld Honors (Laureate)

Miami-Dade County — Housing Central Portal
2007 Digital Government Achievement Award (Winner)

City of Helsinki — Citizen Portal
2007 UN Report: Digital Governance in Municipalities
(#1 in Europe)

AO Foundation — AO Surgery Reference

2007 International Health & Medical Media Award
(Winner)
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