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92% 39%

77%

of consumers
trust earned media

think social
will improve

forecasts

of B2B buyers put the most weight 
on what the people they know and trust 

say about companies and products

Source: Nielsen Jan 2012; Aberdeen Mar 2012; Forrester Dec 2010
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Maximize
the Moment
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Maximize
the Moment
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Understand
Understand your customer

and their intentions

Connect
Connect with your customers

and your value chain

Engage
Engage at the right time

and place with the best action
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BIG DATA & ANALYTICS
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MOBILE
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SOCIAL

September 2013 October 2013
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For every spent

were generated

$1

$12

16 © 2013 IBM Corporation
Source:  Based on 21 ROI case studies on the value return from IBM Smarter Commerce from Nucleus Research, 2013
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You don’t
know me.

You’re not connecting
with me.

It’s too

hard.
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FULLY ENGAGED CUSTOMERS
SPEND and RECOMMEND

3x 2x
MORE

Customer Sat

1

%

4.6%

Market Value Gain

=

19 Sources:  AMA, PeopleMetrics
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IBM Watson Engagement Advisor
Transforming Customer Engagement
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90% 32%of consumers expect

personalization

only

claim to be highly

effective at engaging

individual customers

Source: IBM Institute for Business Value  and Center for Applied Insights
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