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La technologie a changé notre vie et nos

comportements

Comment
j'achete

Interactions avec mes
pairs et les relations
avec les entreprises
avec lesquelles j'opére
des transactions.
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Comment je
travaille

La collaboration de
n'importe ou et
n'importe quand a
partir d'une multitude
de canaux.
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La technologie a changé notre vie et nos

comportements

5 secondes pour engager
un visiteur avant qu’il ne parte

du site.
30% partent

40% ne reviennent pas

La population active et
mobile sera en 2015 de

1.3 milliard
44% des 4 sur 10
entreprises nombre

font appel au
crowd sourcing

d’utilisateurs
de
smartphones
qui cherchent
un article
depuis le
magasin

4 a 5 fois
plus que la
moyenne est
dépensé par
des acheteurs
multicanaux

80%

des PDG
estiment offrir une
excellente
expeérience client
8%

de leurs clients
sont d’accord

Utilisateurs de tablettes :
Taux de conversion +2%
Panier moyen +20%

D’ici 2014, 50% des
employés seront nés

apres 1980
45% 81%
des clients des
qeman,dent consommateurs
I'avis d'un se fient aux
proche avant | recommandations
d’acheter

de leurs pairs



Exemple: élection du Pape a Rome
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IBM Web Experience platform

Engage customers, increase

revenue and satisfaction .
With an exceptional r-_._.

web experience

Mobile Content Targeting Social Integration Analytics

J G ®

| i B [!

IBM SmartCloud  PrivateCloud  On-premise Hybrid
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IBM Web Experience platform

Engage customers, increase

revenue and satisfaction .
With an exceptional r-_._.

web experience

- Mobile h Content Targeting Social Integration Analytics
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Responsive Design
Comment adapter votre contenu aux mobiles
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Why artend Experience?
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Responsive Design
Intégration sociale: Expérience identique

GG )
dentity_Experience.odp

About Program Blog Location Contact Registration Ree 'ec 11 | 16 downloads

practice guidelines for administering a full, scalable digital

e

Design_Responsive_World.odp
Updated by Samantha Daryn on Oct

Information about fundamental br r a responsive site design.

Presentation.pdf

il created by Dan Misawa on Sept 9

o IS 2

Develop. Engage Listen. Leam. Lounge in the sun,

DoconcivoNiooan i

ation and skills development fo Experien

=)

Citizen Reports

Take Picture

Picture capbured
* RiEport
[Gr.;ll'l'.l,l v]
Address or Intérsection
4205 South Mearmi Bhd, Durham, NC
Description

So
10:00 AM - 12:00 PM on
April 2, 2012

The premise of Customer Experience

[Grafiiti on a wall |

Submit Report

Show Reports
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Exemple

L‘. JY¥YSKE BANK Produkter Finansnyt Kontakt

i NETHANE PRIVAT ERHVERY

Cj JYSKE BANK Menu og sag

@ NETBANE PRIVAT = ERHVERY

skaft uil lyske Bank
Det er nemt at skifie - vi klarer
alt det praktiske for dig,

St ke Se dine fordele

Dt er nemt at skifte - vi klarer alt de som kunde i ]}I'SkE Bank

praktiske for dig. ’

Dw far en fast, personlig rad ko - énsmkl len, opsparing og lin pd
Gt ] L]

&r ko anner, o du har rmulig
Beregn, hvad du kan spare,

i:“‘:ﬂ"“ opsparing og lin pd én undgd gab ved at bruge Jyske Matbank
n

Beregn, hvad du kan spare. og Mobilbank.

| Bliv kunde k. Lan til erhvervskunder

Ve
y
v _./
B, Lin til erhvervskunder selvfalgelig laner vi penge ud tl
selvfalgelig |aner vi penge ud il erhvenvskunder.

erhvervskunder.

Aktueh Forbedringer pa vej i netbanken Ea hizlp til den nye nethank Finanstilsynets redegarelse Flere nvh r

Aktuelt Flere nyheder

Forhedringer pd ve| | nethanken

Fa hizlp til dan nye nathank

®

Waluta

Finanstilsynets redegeralser

= &

| Eolig o Eil

o Investering . Pension

Finansnyt

Tanker til tiden 15: Tro pa det - og vind!

07.01.201

Fem globale akbier som
alvernariv il
virksomhedsobligationer
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Exemple

Explications detaillées

http://ibm.co/124FQOI7

Démonstration avec des sites de production

www.]yskebank.dk
www.base22.com
www.capbluecross.com
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IBM Web Experience platform

Engage customers, increase

revenue and satisfaction .
With an exceptional r-_._.

web experience

Mobile (Cnntent\ Targeting Social Integration Analytics
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Gérer, cibler et diffuser vos contenus

Geérerles contenus

Catalogue de modeles pour accélérer la contribution : types de
contenus, composants (carrousel,...), modeles de page, usine a sites

Généralisation de |'édition en ligne
Gestion de formulaires pour sondages et enquétes

Diffuser vos contenus

Au travers de workflows

Date de mise en ligne / expiration
Sur votre ou vos sites Intranet

Sous la forme de flux RSS, ...

. = T - = ”
- - il
ol i,
A Vs B s
Ibler selon Ies nro'lls vr-l-ll-ll?lll-.'.j.

Personnalisation de contenu selon ses attributs de profil

Personnalisation plus importante sur la page d’accueil
Gestion multi-langues
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Le catalogue de modeles pour accelerer et
simplifier la contribution

ABOUT PROGRAM BLOG LOCATION CONTACT REGISTRATION

._.;45" ==

ENGAGERIENCE: OUR INTERACTION DESIGNERS DESIGN:
CRAFT SIMPLE, FOCUSED, AND BEAUTJFUL:SITES THAT"" .-

CUSTOMERS LOVE USING.

Experience: A conference for professionals designing
better web experiences

Some of the bnghtest minds, covering topécs that get to the heart of matter, with in-depth sessions and the
chance to challenges with the experts. So come to Sydney, improve your fundamentals, reevaluate your
strategies, and leam new technigues from the leaders in the field

Why attend Experience?

The presenters at Experience 2013 will cover a range oftopics in 2

mix of lzciures, hands-on labs, and interactive sessions

aluable and
an adopt to

Themes, not dreams

Rather than a random mix of talks, each session at Experience
2013 is focused around a few important themes. We've asked our

28, 29 et 30 aotit -

HE

EXPERIENCE 2013

Some of the brightast minds covering Wopics that get
1o the haart of the matter.
LATEST TOPICS

Designing for Tomorrow, Today
Last updated Mov 22, 2012

Building with Web Standards
astupdated Nov 21, 2012

Créer
rapidement
et
facilement
un site d’information
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Diffuser le contenu sur tout type de support

Zoom sur la publication sur les , ") ﬁ [i
réseaux sociaux
Greenwell

Innovative Sﬂlllliﬂllﬁ Grossmwse |l 1M Do
Amrick;

e Facetsos
for Healtch ¥
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Opportunity

Relocation 1-2-3

Did you know that the Team Renovetions Human Resources
department has experts on staff to heip you make the most of
your reassignment or relocation? We've got you covered. Start
planning today.

IN THE NEWS

2013 Compensation Guidelines
By Brandon Seppa

Wiorkforce Management
Today 4:51:31 AM

l.ig Linking Pay to Performance

b_i “‘ Jun 22, 2012 By Ed EFAman

BENEFITS CENTRAL

Retirement Benefit Changes
Last updated Aug 23, 2012

Catch Up On Savings... Slowly
Last updated Aug 21, 2012
New Fees for 401(K) Accounts
Last updated Aug 21, 2012

Compensation Our Way

Posted Jun 22, 2012

Motivation Beyond Compensation
Jun 22, 2012 By Heather Reeds

Paying for New Hires

Jun 22, 2012 By Frank Adams

The Tax Mess Deepens

Last updated Aug 21, 2012

A Retirement Strategy Game Plan
Last updated Aug 21, 2012

Multilinguisme natif

BrandonSeppa | Actions  Log Out

News

FEATURED NEWS

2013 Compensation Gul
By Brandon Seppa

Eu pulvinar et hendrerit ut.
Integer tortor sapien, dictum
Curabitur ut augue nunc. Do
vuiputate lectus. Vivamus risi
non, interdum at metus, Ut v
nula elit, vehicula sit amet ol
Duis sed quam dolor, venenal

READ MORE

A Fortune Hidden in yof
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O ac Maupsamune

MnaHnupyere
nepeesn

3uaeTe i B, 4TO 8 OTAENE KaPOS "TpyNNK Peroaeliwesa’
eCTl, IKCNEPTL, KOTOPLE HOTYT Ba NOHOL NOY-HTL
MaKoMyM 0T BaWern nepesona 33 rpasMLY Wi
NPORBKOKEHMRT Ml BaM NOMOMEN. HALHHTE NNBHAPOSATS
cerapHa.

NOCNEQHUE HOBOCTH

'O'f’f\" Kak Balwa 33pnnara 3aBucHT oT

s.f.\” MNpoM3BOAMTENEHOCTM

~ 22.06.2012 Brandon Seppa

Ynydwenne B Monutrke KoMnescaumn
22.06.2012 Samantha Daryn

Y7o Hac MoTuaupyet

22.06.2012 Heather Reeds

KOMMNEHCALIMOHHbIW NAKET
2 Hanoroeasi fonosonomka
Q0 Nocaepwee ofioanenve: 06.09.2012

[N

Hosble Buinnats no 401-My 3aKoHy
Nocneanes okoanenwe: 06.09.2012

Brandon Seppa  [lefcrm  Buocon v oucresnd

Onosewermn Meponpusmn

Mnata 3a Npueneyerne HobbiX COTPYAHWKOB
22.06.2012 Frank Adams
Balwa duHAHCOBaR HE33BHOAMOCT

03.08.2011 Minh Li

Kak Hoswli 3akoH 0 3apaBooxpaHequm Moanuser
Ha Bac

Brandon Seppa

BoHyctl 4N YX0aAwWmx Ha TeHcao
Mocneawee obaanesme: 016.09.2012
Mnan Bexoga Ha MNexcuio
Mocnegeee abwoanenme: 06.09.2012

MncryvesTapi

Gestion des langues pour la publication de contenu, locales ou régionales

Opamian case

BAXHbBIE HOBOCTH

~

l‘n'.

P, N ISR

Mnara 32 Npuaneyerne Hoabix COTPYAHUKOB

22.06.2012 Frank Adams

B RaHHOM CTaTHE PACOMBTEVEBBIOTCR COCOG, 8 KITOPHX
38PANaTa MpARSaKa & OPraHASBLOHKOR CTDYKTYPe, K3kt
NYTEM WMEHSBCS CHCTEMA KOMNEMEILIAM 4 CTUETHOETS.

HONONHTENGHAR VHODPMALIAR

BAMHbBIE COOBLLEHWA

“ M3menenis B Monumuke Komniencaumn




Exemples

Démonstration sur Youtube

http://bit.ly/13WB7tV

Slideshow & carrousel configuration http://bit.ly/XhaD12
In-line editing and page template usage http://bit.ly/10DKZKA
Social Media Publisher : http://bit.ly/13wO0lfZ

Démonstration sur des sites de production

www.illy.com
40 websites http://bit.ly/13vSejy
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IBM Web Experience platform

Engage customers, increase
revenue and satisfaction

' -
L]
With an exceptional | 1

IS
web experience E “ 1 1\/
R CSR A

Mobile Content (Targeting\ Social Integration Analytics

g%!‘ﬁ"

»

Conversations
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Personnaliser la relation « collaborateurs »

pour ensuite les engager
Cibler les utilisateurs Anonymes

Browsing behavior
Device detection
Geolocation

Site referrer

User attributes: role, dept, mgr,...
Organization information: contract, SLA,...

Personnaliser l'information grace

Filter and Display (or not)
Pages — Blocks — Content — Look & feel

Trigger a rule
“Impersonate” to see the whole site

Content Display: Targeted -

E5)- Targeted Spot

Show confent fo selected segments using larpeting rules. Leamn More

§9 Appearance: Defaull Regiace withe 7

Targeting Rule -
B Aad Content

B Promotions for speakers

w  Displays to users that match any of the following segments:
Speaker

a | B Sman Phone Greeting
Displays to users that match any of the following segmenis:

_ Smariphone

= pﬁanﬂns_sildegnuw_2 (Default Content)

Displainis content to users that are not in selected segments

Save Cancel




Personnaliser la relation « collaborateurs »
pour ensuite les engager

Par la définition de regles métiers décritent dans un langage naturel, les
utilisateurs métiers personnalisent la “relation collaborateur” en fonction de
leur rOle, de leurs attentes et de leurs usages

Profil Pages
Regles

Cookie {Segments Services] Contenus

Métiers
HTTP Apps

ddsssisssansd
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lllustration de la personnalisation pour cibler le

contenu

Segments Utilisateur is
Marketing when
current Portal Users.departmentNumber is included in Marketing Communication and
current Portal Users.countryMame is France
add Condition
IT when
current Portal Users.departmentNumber is Informatique and

current Portal Users.countryName is France

Contenu Marketing Contenu IT

Select Web Content Select Web Content
whose Location is wvalue and whose Location is value and
Ed whose Authoring Template is CTC Design/Event and Ed whose Authoring Template is CTC Design/Event and
Ed whose Category falls under marketing Ed whose Category falls under information technology
add Condition add Condition
Include only Include only
. Régles d’association i
X | Publish date descending When Segmets Utilisateur is »olish date descending
attribute , z ribute
El show 5 items Marketlng or Profile ¥ 5 items

IT or Profile

X
X
X do Contenu Marketing
g

do Contenu IT



Exemples

Démonstration sur Youtube

Adaptation du slideshow pour les utilisateurs venant du site

Facebook
http://bit.ly/10DKSW?7

Changement d’'un bloc de contenu si l'utilisateur vient sur le

site a partir d’'une tablette
http://bit.ly/13vXBPI
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IBM Web Experience platform

Engage customers, increase
revenue and satisfaction

With an exceptional
webh experience

Mobile Content Targeting a Social h Integration Analytics
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L’'intranet d’IBM: expérience sociale Web 2.0

winext

Home Search Sales Local Social [LET

Community

What's New ==

March 8 - winext now upgraded to...

Clustered WebSphere Portal and
Web Content Managerv8.0.0.1

Mohile too!

)
.. stay tuned for new responsive theme, allowing
commeon portal access from all device types! More

IBM Sentiment =

InfoSphere Twitter Stream

Last 5 mins
Hourly avg

)
[
paily avg | [
[ I

Weekly avg

-2 -1 a0 1 2 1L & 5 3
Tweets about IEM (every 5 minutes)

Megative M Positive
[Detsiled graph] [Dizcuszion forum] [EM fwests]

Update 04:03 AM, Wednesday, March 20, 2013 [ET)
Started 08:52 FM, Monday, March 18, 2013 [ET)

Transformation Metric =

AppStore

onnect and Share

christophe.leclercg@fr.ibm.com |[BM Business Connect Paris 2013
effacer

Sur guoi travaillez-vous actuellement ?
P

ot

Réseau Fichiers Communautés Activités

Luis Suarez Good marning, Paris! Crispy morning! Brrr En route now to the
Enterprise 2.0 Summit where I will be participating in 2 differ...
20 mars 2013 08:15 AM Plus

Francoise Otte 20 mars 2013 09:04 AM

ﬁ the agenda seems very interesting. looking forward to your
feedback. enjoy the exchanges and the place, as it is very nice
ZeZls.

Ajouter des commentaires

Christophe Leclercq IBM Business Connect Paris 2013
20 mars 2013 03:58 AM Plus e

Accéder a Profils IBM Connections

My Hews s

Top stories

Sunseting Windows XP - New operating
_ systems support business needs and
.- enhance secure computing. [Profiled for all
IBM]

B -t Cuncricnen o Thank wao

Welcome Christophe Leclercg Switch back to ODW  Déconnexion

Mode édition

March 12-15, 2013 =
Client Experience Jam

Defining the behaviors that make us IBM.
@ Register
to Jam on 12-15 March.

@ Prepare
to participate in the Jam.

@ Engage
with IBMers 12-15 March.

My Links =

Expand all Collapse all

|Essential Links|

[scurce: ODW Essential Links)

w3next Users by Location ==

25705 in 88 countries

us (7969)
in (2404)
Hjpiia
31%| | ¥ de (L698)
W ko il401)
M bri1011)
Hfranl)
Wit (871)

tn (581)
B aul (578




Engager vos utilisateurs au sein de votre intranet

« Des collaborateurs engagés amenent une expérience client particuliere, qui
elle méme géneére des résultats business supérieurs »

Walcome 16 1he Salss Dash, Ths i whens you Can check cul the SISIUS of s hol deals, Al lates!

& greslasl on whal Brotucts & Irending

Recent Sales Activity
1|2]3 |4

008731 | $79,000.00 | Samantha Daryn
Edit | Dolts

000715 | §45,000,00 | Lucills Suarez
Edt | Delels

004512 | §1,630.00 | Amar Srivastava
Edt | Dalels

005976 | $3.400.00 | Ted Amado

Edit | Delets

001629 | §5,120.00 | Dan Misawa

Ef | Daled

Jumg age [T]of d

Create

(o

Bases on Category: Beverages

W ety

O chartreuss weite

W Gusenki Fartbinis
[ tochcoftes

O 1ahaicfnim

B 1ashing tusberiack Lage
O oethack Lager

[0 i viostestoer
B sswao ke

B stedere ot

Dasshboard Filber

Pragust ot Local
==l EFDED

Datesfiter Dats Rangs

Cunrent and lnal 4 quarters | §

rt - The Who's Whoat

Contextualisation de I'info
Contenu ciblé
Contenu social approprié

Recant Sakes Activity

112]%14
SRETI | §70,000.00 | Samantha Daryn
dt | Dwbsts
TS | $45,000.00 | Lusille Busrez
Edil | Dulwie
4912 | §1,530.00 | Amar Srivasiava
Sl | Dubele

25979 | §3,400,00 | Tad Amsoo
Eft | Debsle
21539 | $5,920.00 | Own Eismws
St | Dodeie

Sord by
ﬂu\:miwm-r:'l-:dl
« Hasihiar Hnecin | Taciay 3011 P

i 3012 lessiing Serwirdd Imprassions &n tha Calering isdhisiry
& Frenk AgewTe | Today 1758 FM)

Recommmnds 3

rrort | I

N LACSOTY Ceeeragen

Welcome o Sales
m f..nmml.mn}-

SoMS CHMTUEY - jDin an a8

© n un help pou

sert by (e 1) [ a2

RE3AATHE
L LELT I

Activities and Tasks :

Discussions

§ Aryons desil weeh Compstilor X7

» Candsir Rurpiian | Today 1:51 P01
Theusghts on discoanting for B of Quart
« Frank Adams | Aged | resbes (0




Féderer les utilisateurs autour des communautés

Outdoor Adventures

Best kayaking location
Frank Adams | Lake Tahoe

Humbling historic archs
Lucy Suarez | Grand Canyon

Amazing freestyle biking
Ted Amado | Seattle

4 1-30f9

latest community content

=="1 Latest climbing and canyoneering
Bl pookmarks

‘_gi 3 Knots for Rappelling

S Don't hug the rock!

{i} Canyoneering Training at Bluejohn
Canyon

» Cool canyoneering jump.mpd

o Bo
@ @
Ee @5
e Bo
Ee B

First | Previous | Next | Last

community discussions

How to prevent rope abrasion?

Rope management - bag or coil?

Marking your rope

Hangers coming loose on bolts

oDoDooam

discussion leader

| am here to help. Ask me anything!

Climbing helmet vs whitewater helmet?

First | Previous | Next | Last

808 s
-+ “1hi|i’r"‘l‘wl" £ WP

3 g O

et T

connect

Elike < 0
W Tweet |4 0

= Printthis page




Associer des experts a des contenus

Accueil Actualités Nos Métiers Mon Réseau My Space Cours de I'action : 21.47

Accueil » Nos Métiers » Messaging & LECLERCQ Christophe =

DSiT Nouveau Plug-ins Connections for Notes

IP Semvices ) . . N _ .
IT Support,video,Messaging, Voix, LAN VIAN IP Services et Messaoerie |

' Messaging connections notes plugins messagerie | 24 avr. 2013 | Auteur | FERNAD D LGNS

Woix

Communication

Marketing

The IBM Connections Plug-ins for IBM Motes are provided in a single install package. New to
this release is Support for Notes 9.0. The list of plug-ins and their features is as follows:

* Status Updates

* Files

* Activities

* Business Card

The Status Updates plug-in provides the following features: AffiChage d ,experts I iés

' Aftach afile to a status update

a un theme donné via le
¥ Activity stream integration allows to monitor updates for all Connections senvi tagging des personnes

* Search by people and communities

* Like / unlike a status update

' Post status letting your colleagues know what you are doing
* View status for people in your network
* Comment on status updates

* Delete vour status or associated comments



Social Web Experience

WLy

W A A M W
£l
{

Social Web Experience Portlets natives IBM Connections

Interface unifiée qui
associe les applications,
les contenus web et les
capacités sociales pour
construire 'Expérience
utilisateur

Socle collaboratif complet:
fichiers, forums, blogs, wikis,
activités etc ...

WCM Rendering portlets
WEF, Activity Stream etc...



Exemples

//I:EmEH | Sh|ft Translate Help Log Out

Home My Workspace My Services Life at CEMEX Inside CEMEX All Sources |Z| u

PERLLCIGEE  Profiles »  Communities »  Apps ~  Policy Center = Thinkn'Build  iNotes  CDM
- -
Luis Fernando Lozano Today | comingEvents nhlec“'s

Belaunzaran Status Thankyou Tap Bookmark File g

fi,i{ @ Inauguration du site CE , .
. Delus d'Oléron (UP BPE et I d d
— Créer les conditions de

| 2012/06/15 " .
My Network Blogs = Network = Communities | Everything = Discover Tag Ilnnovatlon au travers

@ Réunion de concertatio
de-France, CXG Val de Seir

e d’'un Intranet mélant
contenus, processus et
collaboration

Re: How often do you give informal feedback?

n China Cement Industry News(7 to 18 May)

PRUEBA / INFORMATIVO PARA APERTURA DE MANANAEN PD 212
HMO

Global Initiatives

« Global transformation of o - a = -
collaboration practices N .r:‘ Ent_rggg_t_lg r?g.a_los_: [.].|.a E!E_‘l_ I_\IInD o
+ Government relations ‘ﬁ "‘

« Infrastructure projects | .
i T R e n El ABC del Vino: Intreduccién a un Mundo de Sabores
= Violeta Adriana Ram C zjandro | 2012-05-17

« Improve Clinker Factor Reduction =

Employee Exp Suite
 ramotedevelpmertana el of | pour ses collaborateurs
Comnunnes o P s disponible en 11

langues.

My Communities
Collaborate by difference

My Forums

My Wikis Click HERE

-~ Ravalaridn da Sarratnc Indictrialac NnbDant

28, 29 et 30 aotit -
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Exemples

Démonstration sur Youtube
Integration de I'expérience Social au sein d'un website

http://bit.ly/ZZ1isL
http://bit.ly/10x2lzp
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IBM Web Experience platform

Engage customers, increase

revenue and satisfaction .
With an exceptional r-_._.

web experience

%tegratinﬁ Analytics

Mobile Content Targeting Social

28, 29 et 30 aotit -
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Plus value du portail ...technique




Plus value du portail ...pour les metiers

2 2

Kintranets ? 1portail d’Entreprise ? Personnel Collaboratif
O -
Informations
|
)\
Recherche

Un portail d’entreprise est aussi utile pour agréger des
services ou applications que de développer des
Intranets ou des univers métiers




Combinaison d’intégration d’application et de
services, internes ou externes

Applications mirestrategy

ORACLE" AD
alE
BUSINESS OBJECT
Contenu :I‘Ient Shities & py Basé sur les réles
& . — Contel .. Personnalisé
G vonerre 4 N
.WE%X [SametimeUnyte. -
0 86 |'|_|':I" .
Cloud g m
| & G
- o @ | ')
: 7 XF
Collaboration O « Ewitker
Google
amazoncom (5 8
o1 flickr ) _
YaHoO! Employés Mobile
Clients You T3 Clients

Lines of Business



Plusieurs methodes d’intégration

J2EE Development with Rational Application
Developer (Portal Toolkit) or Eclipse IDE

uonesijeuuosiad; ayjigeidepy

Out of the box Complexité de développement



Une méthode d’intégration: Forms

Style | Access | Stages | Validation &
& sewnan Y
Form ltems BED g Pages (6)
Basic Fields

welcome Page B4 T

e ¥ .etaBank

&) Multi-Line Entry

Getting Started
S — - -

Select Account

Promational ftems

Personal Details

[=] Drop Down

| Créer des formulaires
e ) - 0 | Créer des applications

(@) Free Mobile Device and Access

Check Box
Currency

Date

&2 Password ‘i"_ Rebate on Credit Card Fees H 24 H

R et - Interactives et

B select One S U N H

e Frk e e dynamiques permettant
Survey = . - - — ,

G la collecte de données
Display ltems Search

| producs Special offer!

» Information & Checking Account

(@] Free Mobile Device and Access

p Savings Account

Agile, facile a utiliser — Réduction

# Rebate on Credit Card Fees

cos des cycles de developpement.
Credit Cards 0 Mobile-ready — Navigateurs Web et
. 2.17%

APY no matter what the balance

Performance - Montée en charge,
déploiements B2C/G2C
# NO Fees: No fees or minimum balance apply

+ FDIC Insured: Deposits are safe ExPerlences Utlllsateurs

X engageantes - Best-of-breed Web
F draf ! _
My | Apply Now! 2.0 (CSS, HTML Dojo)
Intégration - Portal, SOA et BPM

/(.;omplete our Survey
for a chance to

WIN

AN NN

<

‘Why Zeta Bank? Open an Account Need Help?




Exemple d’une expérience utilisateur xWebX

Welcome Bob

IBM Web Content
Manager

>

IBM

e

ORACLE & FiLENer

- |BM Web Content
w W Manager

28, 29 et 30 aotit -
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Exemple d’une expérience utilisateur dynamique

& B ENER

IBM Web Content 3
Manager £

28, 29 et 30 aofit -
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Exemple d’'une experience utilisateur
personnalisée

= - | — |
Welcome Jan B Vizenme Sob
IBM Web Content
Kanager > Manager
f&. a @ %
Con =1
J nedi \ [ facebook | Connections
ons
“ : SEIES VP A -i".ﬁui.'ﬂ.lr
Regional il
Manager z S 'BM Web Content
g e’ N Hanag::l =

28, 29 et 30 qoiit - :
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Exemple dans le secteur de I'assurance

La chaine de valeurs simplifiée

Opérations Agent / Courtier Client

28, 29 et 30 aotit -
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Comment cela fonctionne-t-il aujourd’hui?

Email Communication Espaces Réseau Social Site
Unifiées d’'equipes d’entreprise Internet

Intranet Ventes

Site
Mobile
Intranet RH
App
Intranet Com Mobile
Processus Metier L parts:nejres
‘ .
SOCUments Opérations ~ Agent / Courtier aredia

L'utilisation indéependante de chaque systeme aide-t-il
veritablement les individus a travailler efficacement?



Exemple de poste de travail intégre aujourd’hui

Pour un processus metier donné

Client Mary Jones

) 28 warsomaLn
Pricsers, AZ 5050

O s 6041548

:D v Ty el
Interactions Recent History
= L
3 E G
ol f Fia
B B
L E5 s
5 ] (5]
| 5 [ 5B, 0
Policy Billing Claims
R —

Cﬂ ntrats Paolicy Details

Lo of Careprage L] P
Pretemed Py f—
Pl
Fraeoae !
(=T "1 ]
L el
Remises
Discounts

Ao Policy A75 B54785 m

¢ (Dosaid Smith

Presence
& Chat

[= g Ty
E E- "
W Ari
-]
Lt LEbL 13
LR
& oo
i TN Liog 121t (]
Liuf et Pay L
& gy 7 EX == 5
s R
Fody 1000 w
4 clatcusts applad

Bl cowrage. Do diveer.  luBols peiiced.  Bllacy serice

Go
Mary Jones” Additional Policies
Homo Policy | AJDOMTED view

M5 | AIDOSETES vow

Experts
identifieés

Primary Coniacts
JrCarae

M T
ATy s, Sare oo

i i

B P e S ]
I AR B W
Important Files

Documents
pertinents

Srparsteiis lors ey srat pd!

- By resher Newds = dwg

Bastuatcey Dol slam po

Contenus
appropriés

Upcoming Events
Lot - Torort
N Fall Promo Webdeas

e s Prodect Lt b
L | -p [T

Communautés

Communities T
assoclees



Exemple de poste de travail integre demain

Infuser Ies technnlngles sociales 2.0 dans vos prncessus metler

Broker Dashboard Customer Seard | oo

Action a
Customer Events réaliser
Business Trend

Flux AN e 19 1o

d’ACtWItéS John Smith's mongags appcalon Ras Basn SpRroved wilh EonEsans a L HI i I H i 32 m","‘&"“

il b Cx3alns] g W=ayi Tl
Bu.-n'wul.wt

My Business Uverview

Mary Jonas" Equitying viza spplcaiion has boen approved a

v deimls | confecl | mark complels | o

John Smith's mortgage application
has been suspended

Agd s Comment

Mike Sulley's sutmitled the Statuatory Declaration form

el il o Ll T | marl complete e
22 TEGh
Milce Sulley's submitied he Aushorizaten ko Dechoss information for oW preeuE Commenes o ." s
vl kil | SOOARC] | ik COOIENE | il P A 11 53 3 LA st fliine
John Smith's morgage oppiicaticn has been suapanded . Joihn Smeh's Jpplcation Was mesuing 3 s
e il SRfANT] i, cErripleds Te'n l‘!‘r mmmij DE manlere
Hintﬂ.dﬂm Secued isa anplcalion has been denmed a Samantha Oaryn Today EGCIEIE
clasm  wiew debmls | conlac] | Ak cOMpElE | mOne Theanks for the notification. We sent
hat page oved wilh N eechon:
".ll'.‘ Jones’ Couityline vids SpPCAlor 4 PR révide sigriaburs earker today. s
v SOl | GOMABSI | MM complate | Mo
Sam Curman Today h
John Smith's mOngaGE Bpplcabon @ n St 1 feview - Jurst necerved d, Marks Samantha pr | Mencouver
v Srlmin SoOnAEs! s, COmpe TN
fiald
Hank Adams’ Secured ¥isa is pendeng revew Add 8 comment Calgary
e dells  condesi | mank complete | mone
s
John Smith's motgsns appicaton Ras besn compieted lninkr | Yo
vl Seriasls | DONARC] | mark Complets | Mo i Erwan st
Tim Perry's morigage appcafion has boen approved with conditions I Eric Collins
vapa details | candacl | radk complets | Mo DOM Salea

Jennifer Bates' Ecutyine ¥i5a apphcabon has ben approved a

il SEURIE | SSIAART] | PR SIS bl



Exemple

Semany Omrisch | Oivercounines | Help & Contct | Mobike version B Search

& Lufthansa

Book & Plen  Offers & ldess | MyBookings | Information & Service  Miles & More | -+ Login |

Bonking Check-n
A Flight b= Holel & Car

Attirer et fidéliser plus de clients en
| o se différenciant et en travaillant sur la
e T O TSR | Marque et sur le site

Street View live

Th, DE.01 2011
To + CHies Rgtum on
Fr, 14.01.2011

Fhy weithin Euroge A Wordwide offers Py bookings
2 e Oy urbd Sth January 2011 Eingis wour fhght by 14 January _— Jr
AL Sl lh many addional seats for reurm 2011, How many extra seats = .
P12 el (211 yeans)  (up 10 2 ) ights avallable! % A 3

s 0w 0w . —
* + Dubai im0 e el - -

from 99 E + Iohannesbug drom 649 € /Wy bocking
Ciass | Econamy | “indk. 10 € Luftnanss Tioet Servze -+ Kwat Rl L —

i + Wexica Ciy famGaE | o ooy
() Search by prics (+). 3 days) Giances bk n " Osaka fom I2E" | Sp ) meals

T smEEaE | ®
() Search ese dales Dehiand Bombay staring - _'"'"" "'"“ " | = ‘isal&PIS data
* Tokym i 44 € T Cancelelion A 1 i
sarenngs R e = Séduire plus de clients
Search wit li “inzl 15 € Lufthmnss Ticket Sanvioe * Hore erers FAIE ‘4 H 1
= ALl WET more oplons o % Ly o SETVIE . - = =
= Délivrer une image de marque

=+ Hub-segmenl purnsy (muk- ~+ Fight szalug

Lutaras i ies 2 == sophistiquée et consistante

* Award Bosking Teel s your busigst - we'l find your dream destinaticn. Desinations and Gl Sl e
-+ Hewslser Registralion

s woosroyortigor iy = Encourager une intéraction
Fr— avec la marque
= Travailler la fidelité client

» Auiaton Group | For oDOalS Cuslomiass | For vaval agenciss | » Trowal Hips | » Panen | Consa

Imgtist | Terms & Condilioss | Pasienges Rights | Fivaey Sialement | Teewseluse | Sitemap

28, 29 et 30 aotit -
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IBM Web Experience platform

Engage customers, increase

revenue and satisfaction .
With an exceptional r-_._.

web experience

Mobile Content Targeting Social Integration (Analytic;
| |
o o ©

i,

28, 29 et 30 aotit -
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Comprendre le comportement utilisateur
ameliore sa « Web Expérience »

28, 29 et 30 aotit -
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Statistiques sur les pages

Promotions de sites, campagnes, retour d’informations
sur les publications...

OPEN FINANCIAL NETWORK

e i R E— OMNITURE

Online Banking
_User name;

Password

Logln | Enrofl Now
Faorgot Passwort

Personal Advis: i
s n | -

Hawve questions or ne:

IE © Daphoe OFN Events

Mortgage Closing Ly ® .
Mal 1o T Add "Getting Started" to analytics tag

i W

Money Works

Going gree|

. Loans and Mortgages 1v1
‘.-l 10 quickes! < e

Downtown br. Apr 6, 2010 1:00 PM

Analytics tag name:

How o cootme First-time home buyers seminar

AV oS
o
‘. finances with your personal pockelbook Oak Stroet branch - May 14, 2010 9:00 AM bannertest u n I c a

Analytics tag value:

medal

Analytics tags associated with "Getting Started"™:

bannertest




Détail du module Analytics* de la Web
Experience

Dashboard

Equipment Sales — Trailing 4 Quarters A/B Test Results

Sales in Milkions A Content: Canyoneering Red
45 329 impressions
Chicithiu Rate [SESSENENE

Canyoneering

Special 20% off
i ENTER CODE POCRIT
4
I B Content: Canyoneernng Green
2 44 98T impressions
l Cicitnru Rate: ([ RSESI
Q12012 Q2 2012 @3 2012 04 2012 Q120

= Canyoneering
Special 20% off
ENTER CODE ROCRIT
B usEast M uscenval W uswest &

Engagement Conversions Benchmark
Details | Close Last Month | December 2012

3000 Orders/Session r )
1AM /
2000
1000 - . .-\“T
US Retail
0

580%
. Seasions . Fage Views Percentile

*: nécessite un produit tiers type IBM Coremetrics , Unica , Google analytics,...



Exemple de collecte de données

Cookie=24601
Utilise le browser firefox
A récemment regardé les tablettes

Arrive sur le site, dép6t d’un cookie,

visite mais ne convertit pas

14

‘—

/|

@ Vero92
Tweet I'offre qui est
ouverte par 12 amis

Véronique regoit un
email d’invitation
une soirée VIP

« avant-premiere» et
peut inviter ses amis
via Twitter

Complétude de la Vision 360°
avec les informations Twitter

¢

Véronique devient follower des
flux de la marque via son
compte twitter

@Vero92
Suit 53

Est suivie gar 152

Donnees Twitter collectées a
partir de I’API Twitter

b

Site web ]

2

Email =vero92 @zmail.com

Cookie =24601
Taux d’ouverture : 73%
Taux de clic: 5%

Réception d’un email avec URL
personnalisée, clique sur le lien et

/. arrive sur le site

Véronique fait un achat et saisit
son email pour la confirmation
ainsi que son adresse postale

pour la livraison de son produi N

Véronique apprécie
tellement le produit qu’elle
devient fan sur Facebook

Facebook ID=01810
210 amis Facebook

Née le 2 septembre 194

Email et cookie sont
maintenant associés

Association entre :
=Cookie et Email

=Adresse postale et cookie
="Email et adresse postale

Association de I'ld Facebook
aux autres informations

Identifiant

Cookie 24601
Les données Facebook collectées a email vero92@zmail.com
partir de I’API Facebook, basées sur Direct Veronique Martin
les permissions de Véronique

Facebook 01810

Twitter vero92



Les criteres d’une “Web Experience” reussie

Communiquer | Agréger | Intégrer | Personnaliser | Multi-canaux

®)

Equilibrer la forme
et les fonctions
Visuel, simple

et social

Quelque soit I'endroit
et la maniere

MOBILE

28, 29 et 30 aotit -

ENGAGEANTE )

f Etre accessible )

@ @ ...... @

xcepticndalWek

Experienc

Connaitre sa cible
Anticiper & délivrer ce
qui est attendu

4 PERTINENTE)

un ambassadeur
Une expérience fiable
et sécurisée

3 #solconnect13

/ Faire d'un utilisateur

DIGNE DE CONFIANCE



IBM SolutionsConnect 2013

L'IBM TechSoftware nouvelle genération
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IBM SolutionsConnect 2013

L'IBM TechSoftware nouvelle genération

Merci

Leclercqg, Christophe

Client Technical Professional - 1BM Social
Business and Collaboration Solutions, IBM
Sales & Distribution, Software Sales
33-1-6875-2769

& 1am available

Profiles Communitiez Blogs Forums Wikis ¥
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