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The Problem: Information Explosion

Regulations
70% say Regulations drive up storage demands, 
businesses realizing they must classify, manage, 
delete data - not just keep adding storage
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Every day, 15 petabytes of 
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An average company with 
1,000 employees spends $5.3 
million a year to find 
information stored on its 
servers. 42% of managers say 
they use the wrong information 
at least once per week.
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1,000 employees spends $5.3 
million a year to find 
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servers. 42% of managers say 
they use the wrong information 
at least once per week.

Information Week, “State Of Enterprise Storage Changing Priorities, Changing Practices”, Jan 2009. Delahunty, Steve
IDC: Expanding Digital Universe, 2007

IDC: "The Hidden Costs of Information Work" April 25, 2006 Accenture: Managers Say the Majority of Information Obtained for Their Work is useless 2007 

http://newsroom.accenture.com/article_display.cfm?article_id=4484



Content

Data

The Problem: Almost everything is unstructured

Over 80% of 
information being 

stored is 
unstructured

Data tells me 
the who, 
what, where
and when

Content tells 
me the why
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me the why
and how

Most business intelligence initiatives are about data. 
Optimizing business outcomes to include Content requires a new 
approach …



The Problem: More than 75% of information is unnecessary!

Unnecessary 
Information

•is over-retained
•is irrelevant
•is duplicated

Necessary Information

•is valued
•requires governance
•is legally relevant

© 2010 IBM Corporation6

Too much information has amassed – necessary and unnecessary – and people: 
� Don’t know what to ask or where to look for answers

� Can’t find information because of how it has been saved, 

even if they know where to look

� Can’t identify trusted information and trusted repositories



3 Questions

• What´s the problem?

• What is IBM´s vision ?

• What are IBM´s solutions?
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IBM Vision: ECM for a Smarter Planet

… driving a need for better

Enterprise Content Management

© 2010 IBM Corporation8

Instrumented

Interconnected

Intelligent

� Managing essential content anywhere

� Governing information over it’s lifetime

� Optimizing processes that rely on content

� Deriving unexpected content insights



IBM Vision: Four waves of ECM innovation

Optimization

Trusted Content Analytics

BPM � Adv Case Mgmt

• Uncover key business insights

• Optimize business outcomes

• Leverage trusted content

• Improve customer experience

• Reduce cycle time

• Reduce costs
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Automation

Compliance �

Info Lifecycle Governance

Essential ECM
• Reduce costs

• Improve Efficiency

• Reduce risks

• Reduce costs

• Reduce costs
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ECM Analytics: Trusted Content Analytics:
Smarter Business Outcomes

Applying dynamic analytics to help organizations achieve smarter business outcomes by better knowing, 
trusting, and leveraging their content

Case Management 
Analytics

Insight Applications 
& Predictive 
Solutions

Business Intelligence
Solutions

Legal & Regulatory 
Compliance Analytics

Master Information 
Solutions

Smarter Business Outcomes

Findability &
Enterprise Search

Content Assessment
& Decommissioning

taming the
chaos

organized,
valued, trusted
information

insight,
optimization, 
& opportunity
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Know

Trust

Leverage
& Exploit

• Assess information & accelerate time to knowledge

• Decommission content

• Enable basic findability

• Organize & preserve

• Create trusted single content views

• Manage lifecycle & disposition

• Analyze

• Discover insight

• Create optimization
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Know: Enterprise Search: fragmented content landscape

V
o
lu
m
e

Teamrooms

Doc 
libraries

Discussion 
threads

Lotus Notes

SharePoint

Lotus Quickr

File shares

Images

Audio

Records

Email

Collaborative

Social

ECM

Databases
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Know: OmniFind Enterprise Edition 9.1

• Enables Knowledge Driven Search to:
• accelerate time to knowledge
• provide greater accuracy 
• deliver business context with enterprise search

OmniFind delivers on the Five Pillars of Knowledge Driven Search:
• Dynamic – Delivers complete dynamic facet capabilities, type-
ahead search, query saving and result exporting, and is reactive 

© 2010 IBM Corporation
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ahead search, query saving and result exporting, and is reactive 
to search-led content exploration

• Tailorable – Delivers business adjustable relevancy and UIMA 
standardisation

• Supportable – Delivers search on 5 platforms, connects to 30+ 
repositories

• Secure – Delivers enforced security across content repositories

• Scalable – Lucene-based index for enterprise level scalability



Know: OEE - An enterprise search platform & end-user search 
application

�Scalable to very large 
search collections

�Connects to a wide 
variety of repositories

�Whole range of 
search options 

�Concept / Semantic 
Search

� Dynamic summaries

� Thumbnails
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� Top Results Analysis

� Drill down facetted 
search 

�Featured Links

�Customizable

�Based on Open 
standards (UIMA)



Know: OmniFind Customer Examples

• Global engineering firm improves productivity and 
reduces project delivery costs via secure intranet search 
of Lotus Domino and other content

• Government organization improves productivity and 
customer satisfaction via OmniFind search for 
WebSphere Portal (e-Gov award finalist)

Media 
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• Global media company improves knowledge sharing 
and search on 5 Terabytes of Lotus Domino content

• Government organization improves service and 
collaboration, and reduces costs via OmniFind search on 
e-Government portal 

• A leading healthcare provider in the southeast US 
gains greater insight into their network of service 
providers, enabling better customer service

Media 
company 
in Japan
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Trust:  Automated Classification for content organization

Content is disorganized...

...I need to automatically organize and 

tag it to improve management, 

compliance, and gain leverage.
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Definition:

Class.i.fic.a.tion [klas-uh-fi-key-shuhn] – n – the 

act of assigning an element (a document for 

example) to a category.

Trust:  So, what is Classification?
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example) to a category.



• Extemely Consistent

• Extemely Reliable

• Good at extracting 
“unique” data

• Can be Complex = 
expensive and less 

Trust: Rules-based classification

© 2010 IBM Corporation

expensive and less 
accurate



Compare 

document profile 

Category 1

Statistical profile 1

Category 3

Trust:  Context sensitive classification
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with category 

profiles

Category 2

Statistical profile 2

Statistical profile 3

Unclassifi

ed 

document

Statistical profile 
document



• Manual methods lead 
to inconsistency and 
high costs

• Rules based methods 
offer high consistency 
and higher accuracy

H
ig
h

Rules Based

Context Based
Classification

Combined Approach

Complex Policies

Consistent Participation & Enforcement
Accuracy

Trust:  Optimizing classification methods
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• Context based 
provides flexibility and 
low maintenance

• Combined approaches 
provide the maximum 
accuracy from 
automationLow High

L
o
w

Manual
Classification

Authoring 
Templates

Rules Based
Classification

Simple Rules

Cost Savings Productivity



The Solution: IBM Classification Module

• A product (enterprise server) for classifying 
text based content items: Texts, documents, 
and emails

• “Classify” – Extracting information from 
document: Topic or category, metadata

• Core technology: Combination of rules and 

Accelerating time to value from ECM 
investment, while cutting costs

© 2010 IBM Corporation

• Core technology: Combination of rules and 
statistical analysis

• “Learns” from user feedback

• Enterprise server: Distributed, scalable, 

• Integrated to IBM ECM architecture or use 
as a free-standing service

• Also integrates seamlessly with ECM tools 
such as CM8, BPF, ICC, RM

• 18 languages (including Dutch & French)



The Challenge

� Government Accountability Office (GAO) Report:  
4 federal agencies surveyed revealed NARA 
regulation non-compliance, specifically with 
email 

� “Factors contributing to noncompliance included 

insufficient training and oversight as well as the 

difficulties of managing large volumes of e-

mail.”*

Trust: Classification at the US Army

Business Benefits
� 85% automation after Phase 1

� 99% automation after Phase 2

� Each phase tested on approximately 600,000 
email messages (different corpus per phase)

ROI Projections:

� 900 TB of disk savings, annually

� $1.8 M in hardware savings alone, 
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Training 1.2 million users:

� Logistical impossibility, given the scale of the 
organization

� Poorly aligned to users’ skills and inefficient use 
of their time

The Solution
� Utilize IBM Classification Module in IBM’s email 
archiving and records management solution to 
automate record categorization without 
burdening users

28

� $1.8 M in hardware savings alone, 
independent of human costs and consistency 
of classification

� High satisfaction when Records Manager 
checked accuracy manually

“As a records manager with a 25-year 

background in federal and civilian records 

management, I believe the automatic 

categorization of information is the next 

logical evolution in managing the records of 

an organization.”

-- Records Manager involved in pilot
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Analyzed Content 
(and Data)

John sprained his ankle on the step

...

Noun Verb Noun Phrase Prep Phrase

Person Injury Body Part Location

Claimant: Soft Tissue Injury
Extracted
Concept

Leverage and Exploit: Content Analytics – How it works
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Source Information
Internal (ECM, Files, DBMS, etc.) 

and External (Social, News, etc.)

Automatic Visualization for Interactive 
Exploration and Assessment



Delivery of Insight to Users, 
Systems and Processes

Industry Solutions

Leverage and Exploit: Content Analytics – How it works

Solution and Modeling Tools

IBM

Interactive Assessment and
Discovery of Business Insight

Content 
Analytics
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Business Intelligence
Predictive Systems

ECM
Advanced Case Mgt

* Formerly Cognos Content Analytics
** IBM LanguageWare tooling is now 

part of Content Analytics

IBM
LanguageWare **

IBM
Classification Module

External and Internal
Information Sources

Sources

Analysis

Exploration



Views, Filters and 
Thresholds

Search Query Exploration

Leverage and Exploit: Content Analytics: 
Powered by Dynamic Analysis
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Automatically 
Extracted and  
Analyzed 

Concepts, Entities,  
Relationships, 
Meta Data and 
Classifications

Visualization with Drill Down for Exploration and Assessment



Case Study 1: NTT Docomo
360 view of customer improves customer sat, reduces churn, drives new marketing opportunities

• Adopt a customer-oriented business 
strategy to offer highly satisfying 
products and services based on real 
voice of customers (VoC)

The Corporate Strategy :

• Increased internal use of VoC across 

VoC
Call Center

The Results:

The Solution:

Over 2 million 
meaningful 
records of VoC 
per a year

Enabled by IBM Content analytics
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• Increased internal use of VoC across 
depts
• Business benefits:

� Improved rates for model and service 
upgrades to loyal customers

�Started new Premium Club points 
program based on VoC 

�Set initial parameters of mobile 
phones based on VoC

�Opened kiosks in international airports

Web Site

Staff

Customer 
Service

Business
System

Analysis
System

analytics

• Collecting VoC

• Sharing  VoC

• Accessing VoC

• Utilizing VoC

Analysis of  
• major VoC
• trends in VoC
• remarkable VoC
for specific 
products/services



� Search and analyze complaints, police 
reports, 911 records, arrest records, and 
data marts … all stuck in silos of information

� All of these forms of text suffer from the 
common problems of call center text i.e. 
abbreviations, misspellings, synonyms 
(Police-specific i.e. perp, ML, FM, MO, 
pistol, gun, etc...)

Challenge

Case Study 2: NYPD
NYPD is Solving More Crime Faster with New Insight from Content Analytics

The Results
� Text Analytics can describe events, 
categorize them and allow for concept 
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pistol, gun, etc...)

� Find events that keyword search can never 
find because they are all described 
differently – what keyword to use?

Solution

� IBM OmniFind Enterprise Edition with 
Content Analytics enables insight and 
understanding across all silos

� Customized with NYPD-specific case 
management analytics

categorize them and allow for concept 
searches across often unstructured 
and at times inaccurate descriptions

� Enables aggregated view of 
information beyond silos

� In the first week of deployment two old 
murder cases were solved which were 
directly attributed to being able to 
analyze trusted data and content 



Leverage and Exploit: Content analytics adds value to…

Telco Customer Care

• Analyzing:  Call center logs and emails

• For: Churn prediction and FAQ generation

• Benefits: Improved customer retention & customer 

satisfaction

Crime Analytics

• Analyzing:  Police records, 911 calls…

• For: Rapid crime solving & crime trend analysis

• Benefits: Safer communities & optimized force deployment

Healthcare Analytics

•Analyzing: Care records

•For: Clinical analysis; treatment protocol 

optimization

•Benefits: Better management of chronic diseases; 

optimized drug formularies; improved patient 

outcomes
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Automotive Quality Insight

•Analyzing:  Tech notes, call logs, online media

•For: Brand Reputation Management

•Benefits: Reduce warranty costs, improve customer 

satisfaction, marketing campaigns

Retail Customer Care

• Analyzing: Call logs, online media

• For: Brand Reputation Management

• Benefits: Improve customer sat, marketing campaigns

Insurance Fraud

• Analyzing:  Insurance claims

• For:  Detecting Fraudulent activity & patterns

• Benefits: Reduced losses, faster detection, more 

efficient claims processes

...and more!

Retail Banking Customer Care

•Analyzing:  Call logs, online media

•For: Buyer Behavior

•Benefits: Improve Customer satisfaction, marketing 

campaigns, find new revenue opportunities
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Take Action using Trusted Content Analytics! 

• Leverage the IBM ECM portfolio to take 
action by …

• Knowing your content - with OmniFind 
Search and Content Assessment 

• Trusting your content - with 
Classification and Master Content 

• Leverage & Exploit your content - with 
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• Leverage & Exploit your content - with 
Content Analytics



3 Questions

• What´s the problem?

• What is IBM´s vision ?

• What are IBM´s solutions?
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For More Information...

Mark Rice (mrice@nl.ibm.com)

• OmniFind Enterprise Edition:

• http://www-01.ibm.com/software/data/enterprise-search/omnifind-enterprise

• IBM Content Assessment*

• http://www-01.ibm.com/software/data/content-management/assessment.html

© 2010 IBM Corporation

• IBM Classification Module*:

• http://www-01.ibm.com/software/data/content-management/classification

• IBM Infosphere Master Content:

• http://www-01.ibm.com/software/data/infosphere/mdm_server/master-content.html

• IBM Content Analytics*

• http://www-01.ibm.com/software/data/cognos/products/cognos-content-analytics

* These products are currently undergoing a name change and may have a different name on the product page referenced 
here. 
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Demo: Content Analytics Saving Lives

Detecting medical device failures 8 months earlier 
than manual approaches
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FDA MedWatch incident reports are one source 
of data for medical device manufacturers to 
understand problems being reported by 
consumers about their products.  It contains both 
structured and unstructured information.
A manufacturer could also analyze internal 
content, such as warranty claims or support 
incidents
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This view shows Deviations 
(or anomalies) over time for 
all values of the selected 
facet– in this case, Generic 
Device Name
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Here we see an unexpectedly 
high occurrence of incidents 
around Infusion Pumps in April, 
2008, so we drill in. 
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Switching to the Facets view of 
key phrases, we see frequent 
mentions of battery issues in 
Infusion Pump incidents 
reported in April, 2008.  We 
drill down into these battery 
issues.
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In the documents view, we can 
see the original source 
documents about these 154 
battery-related infusion pump 
incidents.
Relevant matching text from 
the original documents is 
highlighted.
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Switching to a Brand Name facet 
view, we can immediately see a 
summary, by frequency and 
correlation, of the devices that 
are mentioned in these battery-
related incidents.
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Through Cognos Content Analytics 
OLAP/Star Schema export ability, 
Cognos BI reports and dashboards 
can be created to monitor and track 
these issues over time.
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When a potential regulatory, legal, 
or compliance issue is identified, 
the same Content Analytics 
interface can be used to search for 
internal documents that might be 
relevant.



© 2010 IBM Corporation50

These internal documents from 
across the enterprise can be 
gathered and exported for 
archiving into a centralized IBM 
ECM repository.



Demo: Content Analytics Exposing New Insight

Discovering Unexpected Correlations in 
ER medical records data
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Skip



Over 70,000 emergency room 
records from the Center for 
Disease Control were crawled 
and ingested into CCA.  These 
XML records contain both 
structured and unstructured data
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The documents view lets 
you browse all of the 
records matching your 
search criteria.
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The facets on the left hand side show 
you all of the dimensions that were 
extracted from the data.  These 
include pre-existing structured data, 
as well as snippets of unstructured 
text such as meaningful phrases and 
entities. 



The 2D Map shows relationships between 
two facets.  In this case, between 
expected payment type and triaged 
immediacy.   We see both the frequencies 
of co-occurrence as well as the 
correlations (which factor out normal 
distributions in the data).  Here, there are 
no anomalies highlighted implying that 
people are triaged the same regardless of 
expected payment type.
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In this 2D Map, we’ve 
switched to look at expected 
payment type vs. brand 
name drugs prescribed.

High correlations are 
highlighted in shades of 
yellow and orange.
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Since there are hundreds of 
brand name drugs, CCA 
allows us to zoom out of the 
2D Map, but still see the 
details of highlighted cells.
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When we zoom back in to our 
area of interest, we can see 
that LASIX is highly correlated 
with Medicare patients.  We 
can drill-down our search to 
focus on just these records.
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Once we’ve drilled down, we can 
switch over to the Facets view and 
see all of the most highly correlated 
concepts (in this case Nouns) for our 
current search (Medicare patients 
receiving LASIX).

It looks like LASIX is a diuretic that is 
preferentially prescribed in Medicare 
patients for treatment of certain types 
of heart failure.



In addition to browsing and 
navigating for insights, CCA 
allows you to issue direct 
queries against the data.
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All matching documents are 
returned, and all of our 
views are now updated to 
reflect only the matching 
records.



The Facets view shows us all 
the highly correlated terms 
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the highly correlated terms 
found in the results for our 
search for “eye”.  Notice that 
“cornea” has a high 
correlation.



The Deviations view reveals 
anomalies in the data over time 
on a per-facet basis.
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on a per-facet basis.

Here we’re looking at the brand 
name drugs most often 
prescribed over time for all 
records matching our search for 
the term “eye”.

Antibiotics like GENTAMICIN 
OPTHALMIC and 
ERYTHROMYCIN 
OPTHALMIC stand out.  And 
in certain years, one is 
favored over the other.
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We can also see a side-by-
side view of these two drugs 
over time, making 
comparisons easier.


