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First. Impressions

Source:	IBM	Customer	Engagements

94%	
Of first impressions are 
design related	
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Mobile. Supremacy

85%	
Of consumers think 
the mobile website 
should be better than 
the desktop version 

Source:	IBM	Customer	Engagements
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Attention. Dispersed

Source:	IBM	Customer	Engagements

90%	
Of people use multiple 
screens at once 



Digital Transformation – IBM Confidential	
© 2015 IBM Corporation5

Climbing. Everest

Source:	IBM	Customer	Engagements

64x	
More likely to climb 
Everest than click a 
banner ad 
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Informed. Shopping

Global E-commerce 
sales have surpassed	

$1 Trillion 
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Live in. The Cloud

Source:	IBM	Customer	Engagements

40 x    
More cost effective for 
an SMB to utilize cloud 
computing vs running 
their own IT 
infrastructure 
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This is a new game. Are you Ready?
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“The last best 
experience that 
anyone has 
anywhere… …becomes the minimum   

experience they want  
everywhere

New. Expectations
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This is not User Experience…

Functionality	usually	is	
confused	with	design	and	
user	experience.	

Functionalities	and	
attributes	neither	creates	
a	relation	nor		an	
engagement.
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This is…

User	Experience	creates	
a	unique	relation	with	its	
user,	a	relation	that	goes	
beyond	delivering	a	
function	and	establish	an	
intangible	value	
perceived	by	the	user



Experience. Design
Designed for the practitioner and the way to work



Commerce Insights 

Ability to learn from the data and provide 
advice based on evidence.

First steps we’re exploring

Real-Time Personalization Services 

Continuously learn from each individual 
interaction to deliver the right experience 
at just the right moment.

Analyze Trends 

Leverage a multitude of data sources 
to provide data on key trends–along 
with evidence of why.

Cognitive Power
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Organizations face major 
challenges when it comes 
to understanding their 
unstructured information…

To unlock insight from 
unstructured information, 
organizations need to …

Volume, variety, velocity and 
veracity of information.

Inability to analyze and use 
unstructured data.

Difficulty analysing 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.

Incorporate data from all sources.

Recognise customer sentiment.

Understand potential for up-sell or 
cross sell.

Define the customer lifetime value.

Target the best customers.

Analyze product/service quality.

Speed to time value. 
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Aggregate 

… content from 
multiple internal and 
external sources 
and types 

Analyze Visualize 

… content by 
identifying trends, 
patterns, 
correlations, 
anomalies 

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

Watson. Help organisations reveal unique business insights



Digital Transformation – IBM Confidential	
© 2015 IBM Corporation16



Digital Transformation – IBM Confidential	
© 2015 IBM Corporation17



Digital Transformation – IBM Confidential	
© 2015 IBM Corporation18



Digital Transformation – IBM Confidential	
© 2015 IBM Corporation19

Cognitve. Watson Personality Insight



Our cloud-based insights and  curat ion 
plat form provides a deeper  d ive into the 
data providing real- t ime analyt ics,  
download reports and export  data that  
can plugged into di fferent core systems. 

๏ Crisis Monitoring  
๏ Branding, co-creation  
๏ Sales Lead Generation 
๏ Campaigns Monitoring 
๏ Point of Sales Engagement 
      (Digital Branch) 
๏ Product Launch 
๏ Life event detection 
๏ Competitive Intelligence 
๏ Employee Advocacy 
๏ Discovery/Innovation 
๏ Customer Journeys 
๏ Digital Signage powered by  
      Data and Analytics  
๏ Marketing Events  
๏ Cognitive Call Centers 

powered 
      by IBM Watson 

Real time. Social Command Center



Visualisation Platform / 
Make data look beautiful

Insights Platform /
 Real Time Analytics

Real-Time Visualisations:  Two Screens Approach
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In the world of Internet  
Customer Service, it’s important  
to remember your competitor is  
only one mouse click away. 
~ Doug Warner

The more you engage with  
customers the clearer things  
become and the easier it is to  
determine what you should be  
doing. ~ John Russell

You’ll never have a product  
or price advantage again. 
They can be easily  duplicated, but 
a strong  customer service culture 
can’t  be copied. ~ Jerry Fritz

Loyal customers, they don’t just  
come back, they don’t simply  
recommend you, they insist that  
their friends do business with you. 
~ Chip Bell

Use Cases. Social Media Best Practices
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Use Cases. Social Command Center

Risk / Crisis Management http://ibmcommandcenter.com/swf-preview/IDOPB6UL

http://ibmcommandcenter.com/swf-preview/IDOPB6UL
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Use Cases. Social Command Center

Competitors Overview http://ibmcommandcenter.com/swf-preview/IDWWILUN

http://ibmcommandcenter.com/swf-preview/IDWWILUN
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Use Cases. Social Command Center

Social Media Management Link

http://ibmcommandcenter.com/swf-preview/ID4EEW0V
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Use Cases. Social Command Center

C-Level Dashboard
Other Data Sources Integration

Link

http://insights.buzzradar.com/swf-preview/IDHB7IPJ
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Use Cases. Social Command Center

#BeingThere Campaign
Point of Sales Engagement
Digital Signage

Branding

Link

Link

http://ibmcommandcenter.com/swf-preview/IDIYM24Q
http://ibmcommandcenter.com/swf-preview/ID8MYXUC
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Use Cases. Social Command Center



Closing the circle. Journey analytics



Closing the circle. Journey design



Closing the circle. Universal behaviour exchange
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Capabilities. Real Innovation Delivered

Powered 
by 
Watson

Deep Vertical 
Knowledge

Analysis and up-to 
date insights of all 
industries enabling 

accurate and relevant 
solutions

Cognitive Power & 
Analytics

The most powerful 
cognitive and analytic 
engine for business 

analysis

Design Centric 
Approach

Cultivating the 
customer perspective 
with a design focus at 

the forefront 

Social Command

Center

Visualise insights in 
near real time, turn 
data into actions. 

Customer Journey

Understand and 
improve your 

customer journey.

1 2 3 4 5
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Let’s	transform.		Together	
Thank	you


