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Web use is growing, usage shifting

Source: Social Networking Leads As Top Online Activity Globally, comscore, December 2011. WW Internet Users: www.internetworldstats.com. March 2011, Copyright © 2001 - 2011, Miniwatts Marketing 
Group. Online behavior: Pew Internet & American Life Project, Surveys of  Adult American Internet Use, 2000-2011. www.pewinternet.org. , Mobile growth: Global Mobile Statistics 2011, mobiThinking.
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2000 2010-2011 Online Behavior Shifts

35% 78% Research Products/Services
27% 71% Buy Product
0% 65% Use Social Network Site
0% 37% Provide ratings
52% 78% US adults use Internet

5.3B mobile 
subscriptions at end of 

2010 = 77% world's pop.

>30% of mobile users in US/ 
Europe & > 75% in Japan 

use mobile browser or app 

Mobile Google searches 
grow 4X

79% of smartphone users 
use it to help with 

shopping.

Social Networking is the most popular online activity- accounting for 
1 in 5 online minutes.  Social Networks reach 82% of the worlds 

Internet population  - over 1.2B people.  ComScore

http://www.comscore.com/Press_Events/Press_Releases/2011/12/Social_Networking_Leads_as_Top_Online_Activity_Globally
http://www.comscore.com/Press_Events/Press_Releases/2011/12/Social_Networking_Leads_as_Top_Online_Activity_Globally
http://www.pewinternet.org/Trend-Data/Online-Activites-Total.aspx
http://www.pewinternet.org/Trend-Data/Online-Activites-Total.aspx
http://mobithinking.com/mobile-marketing-tools/latest-mobile-stats
http://mobithinking.com/mobile-marketing-tools/latest-mobile-stats
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Engaged organizations have 3.9 
times the earnings per share (EPS) 

growth rate compared to 
organizations with lower employee 

engagement  Gallup Research

Engaging people is the design point....

Customers purchasing on tablet 
computers have 2% higher 

conversion rates and 20% larger 
order size.  Wall Street Journal

5% reduction in customer 
defection rate can increase 
profits by 25-125%, depending on 
the industry. Bain & Co

Online retailers may have lost $44.6B 
in 2010 due to online customer 

experience problems.  Harris Interactive

Source(s): Organizational Engagement, Gallup Consulting, Reduction in Customer Defection rates, Bain & Co, Return on Behavior Magazine., Tablet's ultimate buying machine, 
September 28 2011, Wall Street Journal, Retailer losses from customer experience, Harris Interactive Tea Leaf Online 2010 survey, September 23 2010, Fast Company Magazine

http://www.gallup.com/consulting/52/employee-engagement.aspx
http://www.gallup.com/consulting/52/employee-engagement.aspx
file:///SametimeFileTransfers/(http://returnonbehavior.com/2010/10/50-facts-about-customer-experience-for-2011/)
file:///SametimeFileTransfers/(http://returnonbehavior.com/2010/10/50-facts-about-customer-experience-for-2011/)
http://online.wsj.com/article/SB10001424052970204010604576597151983657300.html
http://online.wsj.com/article/SB10001424052970204010604576597151983657300.html
http://online.wsj.com/article/SB10001424052970204010604576597151983657300.html
file:///SametimeFileTransfers/ http://www.fastcompany.com/1690788/infographic-online-retailers-44-billion-customer-experience-problem


© 2012  IBM Corporation 5

72K flight availability requests, 11 customer check ins, 5 new tickets purchased

In Web Experiences..Seconds Matter 
Success or failure happens in moments of engagement

11,41611,416  self service transactions

2323  claims processed

4514 financial transactions 
completed

496 scores checked

233 new visitors, avg. time 
online  1.4 hrs

8  citizens received services,  
68% return to site  277 banking customers 

using services

1919  customer renewals

60 Seconds for Customers means....

Source: IBM Client Engagements.
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Finnair – Customer Site  
2010 WEBAWARD - Web  Marketing Association (Airline 
Standard of Excellence)

Boston Medical Center  – Patient Site 
2010 WEBAWARD -  Web Marketing Association 
(Outstanding Website)

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)

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

Omron Europe  – Employee Intranet 
2010 Intranet Innovation Award, Step two Designs (Gold 
award: Frontline Delivery)

Exceptional Web Experiences Recognized

CareFirst BlueCross BlueShield – Member Portal 
2011 WEBAWARD – Web Marketing Association (Outstanding 
Website)

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)

Lufthansa  – Customer Site
 2010 WEBAWARD - Web  Marketing Association (Best Airline 
Website)

RBC Royal Bank – Online Banking Site 
2010 Surviscor’s Online Banking scorCard (Winner)
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Why the recent 
surge in adoption?

Compelling ROI

Historic opportunity
to gain (or lose)

competitive advantage
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Three waves
of innovation that
can set you apart

Social
Mobile

Rich web content
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Omron Corporation
Over 75 years’ experience in Machine Automation

 Founded on the 10th May 1933

 Over 35,500 employees

 Net annual sales: over 5 billion 
Euro

 200 locations worldwide, close to 
the customers

 More than 200,000 products to 
offer real solutions

 7% annual investment in research 
and development

 Patents: 5500 granted; over 5000 
pending
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“We never met before, but it’s likely,...

...we have touched your life 

in some way over the past 24 hours”
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Strategic reason - 1
From Multi Local to Pan European

 
Strategic reason – 2

Introduction of the 2 division model  

Besides the way we communicating is changing…

Why Collaboration is important, right now
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•Based on design-in timing

Pulse (customer demand)

Automation - Motion

key

our competence

Excellent technical know how            
Speaks engineering language Team 
player (internal-, external)

main matching technology characteristics

•Based on continuous need

Pulse (customer demand)

Sensing - Components

Excellent relation     Good 
application knowledge   Easy org. to 
deal with (also via distry)                          

OMRON

Possible risk is that the customers are faced 
with two Omron’s  
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principle  #1 
IT system is just a tool, 

but an important enabler

The fundamental principles of Ozone 
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Integration 
“at the glass”

Other web content

CRM Application

Databases

Content Management

eHR

Web Services

Syndicated Content

Collaboration

databases

more databases

BI - Cognos

ERP - JDE

CRM - Relavis

Web

Internal
social network

External 
social media

Power users keep on using their 
core systems 

• One window 

• Confronted with relevant 
information

IT principle:  this is what you all know… 
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Integration 
“at the glass”

Other web content

CRM Application

Databases

Content Management

eHR

Web Services

Syndicated Content

Collaboration

databases

more databases

BI - Cognos

ERP - JDE

CRM - Relavis

Web

Internal
social network

External 
social media

User experience:  One platform

IT principle:  this is how we use it… 
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principle  #2
Tsunagi…

 Tsunagi is Japanese for linkage… 

Social Media Mix and Match… 
but not for the sake of it
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M>
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principle  #3
Address needs of people in the field

Nobody comes to intranet for corporate news,
 it must support their daily job
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Give people the 

right tools & info



© 2012  IBM Corporation 20

“maximize the time spend with customers ” 
    Effective visit planning please….
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“… I don’t open all those database..    No way  ” 
     Just give me a quick scan
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● Avoid two separate platforms:
– IBM Connections
– IBM WebSphere Portal

● Inject Social Data where it matters based on:
– only RELEVANT Social Data
– only where it matters, i.e. in the 

                                       RIGHT BUSINESS CONTEXT

Conclusions: socialize your portal  



© 2012  IBM Corporation 26

Intranet Experience

Customer Experience

@garydolsen
# LS12, #IBM socialbiz, #ibmexperience
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How IBM is investing for your success

Content Social Analytics

Integration

Mobile
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Intranet Experience capabilities deliver engaging 
experiences that are social, mobile, integrated

Experts

Communities

Personalized 
Content

Mobile

Content 
Management

Video

Analytics

Available Now 
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Content Template Catalog V3 
Dramatically Speeding the Time to get an Initial Site Going

29

 Available 
Today

● Complete set of templates – content, 
page, site – makes initial web site 
development a snap
 Dramatically eases process of setting up a 

WCM page or site – simply select from the 
pre-built components and build up a site

 Use samples as is, or copy, customize, and 
combine with your own assets 

● Prescriptive approach makes it easy to 
'get it right‘ 

● Content items show up on palette 
• Easy drag & drop of content onto the page

● Page metadata/SEO 
• Title, keywords, categories, etc taken from 

WCM content and rendered as keywords in the 
HTML HEAD

● Analytics instrumentation
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Out of the Box functions-
● Rotating Images
● Highlighted Item and 

Item List
● Subscribe and Print
● Social Buttons
● Scrolling Nav 
● Tagging & Rating
● ...and Much More!!
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IBM Customer Experience Suite, IBM WebSphere Portal 
& IBM Web Content Manager Beta

https://www14.software.ibm.com/iwm/web/cc/earlyprograms/lotus/portalopenbeta/
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.
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Web Experience Fast Track

 Delivering new, valuable, web 
experience features and solutions 
to existing implementations as 
soon as they become available.

 Eliminates the need to wait for the 
next major web experience 
release(s) to get new features

Available Now 

Available Now 
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Community Pages
Infusing social communities in Web Experiences

 Consistent User Experience 
− Common page navigation, look & feel

 In Context 
− Scope and associate communities with 

relevant Web Experience page   

 Targeted Social Content
− Display the appropriate social content 

to the right users

 Extensible
− Customize portlets with Web 

Experience Factory

Available Now 
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 ...mobile Web applications or 
content for virtually any 
mobile device browser

CUSTOMER NEED

7,500 + Devices

IBM Mobile 
Portal Accelerator

Portal Mobile Webkit Themes 
 Works with your favorite development

 tools!

 ...extend a Web experience to mobile 
devices for specific smart phone 
browsers

 ..rapidly develop & deploy web        & 
hybrid mobile applications that have a 
native smart phone look  and feel

 ..write once, run on many devices - 
Browsers and Smartphones, Tablets, 
Kiosks, even Web TV 

Web Experience Factory 
+  Portal Mobile Webkit Themes 

SOLUTION

Mobile 
Tiered strategy
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New Smart Phone Builders & Samples
 Automation components that help developers 

rapidly construct great-looking mobile 
applications with a native smartphone look & 
feel:

– Scrolling lists with configurable display options:
thumbnail images, multi-line text with multiple styles

– Native-looking navigation tabs and lists, 
buttons and controls

– Access to smartphone features such as HTML 5, geo-
location, and orientation

– Complete CRUD (create, read, update, delete) 
applications tailored for smartphone display

– Input UI patterns suitable for smartphones such 
as selectable lists and checkbox lists

 Sample application using Phonegap to access 
device features such as camera

 Sample offline form application using HTML 5 

BlackBerry iPad

iPhone Android

Build once, deploy anywhere
Portal, Web App Server, Mobile Device, Kiosk, WebTV 

IBM Web Experience Factory

Available Now 
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17 integration points to answer

Instrumented Out Of The Box For Web Analytics 

Who's coming? How find it?

What are they 
doing?

Most popular 
content?

Most popular 
areas?

Search for? 
Find?

Response/clicks 
for images?

Pick content w/ 
Rule A or B?Using tools?

In beta

The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision. The information on the new product is for 
informational purposes only and may not be incorporated into any contract. The information on the new product is not a commitment, promise, or legal obligation to deliver any material, code or 
functionality. The development, release, and timing of any features or functionality described for our products remains at our sole discretion
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Enables Customers To Craft A Targeted 
Web Experience With SAP In Context

Integrator for SAP

Web Experience Factory

Success Stories 
HR Direct 
Sales Online 
Training 
Careers
Employee Services
Help / FAQ

Related Links 

APJ 
EMEA
Americas

Home Company Portfolio Employees Services Development Sales Marketing

Customer Information

Software Services GMBH
Software Services GMBH

Software Items Software Items

Company or Customer “Name”

Selectively expose  SAP 
User Experience Elements 
and Navigation

 
Customer Information

Software Services GMBH

Software Services GMBH

So ftware Items Sof tware  Items

Co mpany or Custo mer “Name”

Build Web Experiences 
that tap directly into SAP 
services

SAP Portal

SAP 
Services

SAP 
Services

IBM Web Experience

IBM Web Experience

Use where 
SAP UI value 
is high and re-

use desired

Use where 
new UI to SAP 

function is 
desired

Available Now 
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 Discover SharePoint servers using the new 
Omnifind crawler

 Access SharePoint sites and teamrooms using 
the Web Application Bridge, with a simplified 
configuration process* 

 Single Sign-On: IBM Portlet for Exchange 
supports Microsoft Exchange 2010 for Mail and 
Calendar functions leveraging new Exchange 
Web Services.

 Access SharePoint 2010 documents or services 
through 
─ CMIS interface in IBM Web Content Manager 

beta 
─ New CMIS builders

 New sample RAD application showcasing easy 
SharePoint integration

   SharePoint Site

Custom Apps or Sharepoint  
Document  Library

http://www.yourcompany.com/wps

Web Application Bridge

Web Experience Factory 

Do you know where SharePoint servers 
are on your intranet?  New Omnifind 
crawlers let you locate them easily

*  Supports SharePoint 2007
    today, with 2010 to follow

SharePoint Integration

In beta

The information on the new product is intended to outline our general product direction and it should not be relied on in making a purchasing decision. The information on the new product is 
for informational purposes only and may not be incorporated into any contract. The information on the new product is not a commitment, promise, or legal obligation to deliver any material, 
code or functionality. The development, release, and timing of any features or functionality described for our products remains at our sole discretion
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 Our primary goal is to help our 
customers create engaging, exceptional, 
and differentiated online experiences 
– Drive revenue, improve brand 

loyalty, and increase customer 
satisfaction through customer 
experiences

– Drive innovation and lower costs 
through partner extranets

– Improve productivity, lower costs, 
and improve employee satisfaction 
through intranets

 Focus on seamless integration of key 
elements: social, mobile, analytics, web 
content, etc. 

 Release approach – major releases 
every 2 years, enhanced by Fast Track 
releases of incremental functionality 

 

Summary
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Legal disclaimer

© IBM Corporation 2012.  All Rights Reserved.

The information contained in this publication is provided for informational purposes only. While efforts were made to verify the completeness and accuracy of the information contained in this publication, 
it is provided AS IS without warranty of any kind, express or implied. In addition, this information is based on IBM’s current product plans and strategy, which are subject to change by IBM without notice. 
IBM shall not be responsible for any damages arising out of the use of, or otherwise related to, this publication or any other materials. Nothing contained in this publication is intended to, nor shall have 
the effect of, creating any warranties or representations from IBM or its suppliers or licensors, or altering the terms and conditions of the applicable license agreement governing the use of IBM software.

References in this presentation to IBM products, programs, or services do not imply that they will be available in all countries in which IBM operates. Product release dates and/or capabilities referenced 
in this presentation may change at any time at IBM’s sole discretion based on market opportunities or other factors, and are not intended to be a commitment to future product or feature availability in any 
way. Nothing contained in these materials is intended to, nor shall have the effect of, stating or implying that any activities undertaken by you will result in any specific sales, revenue growth or other 
results. 

: 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 I/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.

: All customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have achieved. Actual environmental costs and performance 
characteristics may vary by customer.

 IBM, the IBM logo, Lotus, Lotus Notes, Notes, Domino, Quickr, Sametime, WebSphere, UC2, PartnerWorld and Lotusphere are trademarks of International Business Machines Corporation in the United 
States, other countries, or both. Unyte is a trademark of WebDialogs, Inc., in the United States, other countries, or both.

 Adobe, the Adobe logo, PostScript, and the PostScript logo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States, and/or other countries.

 Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both.

Microsoft and Windows are trademarks of Microsoft Corporation in the United States, other countries, or both. Intel, Intel Centrino, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are 
trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries. UNIX is a registered trademark of The Open Group in the United States and other 
countries. Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both. Other company, product, or service names may be trademarks or service marks of others.

 All references to Open Financial, VT Living refer to a fictitious company and are used for illustration purposes only.
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