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SocialBusiness EES O

La web experience si misura in secondi...

Nei primi 5 secondi

\ / J 30% clienti cambiano sito web

37% clienti non tornano sul sito
27% clienti va su un sito concorrente

.I | II II. I|I II

| primi 10 secondi

Sono il tempo medio che si ha per riuscire
a comunicare il proprio valore
altrimenti si perdono potenziali clienti

Superati i primi 30 secondi

La maggior parte dei clienti resta sul sito
per piu di 2 minuti

Fonti: Customer web behavior, "When Seconds Count" — for Gomez by Equation Research
5 seconds — Harris interactive...Jakob Nielsen, “How Long Do Users Stay On Web Pages, September 2011, http://www.useit.com/alertbox/page-abandonment-time.html
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http://www.adehost.com/hb/seconds-count-in-site-load-time-says-gomez-cto
http://www.adehost.com/hb/seconds-count-in-site-load-time-says-gomez-cto
http://www.useit.com/alertbox/page-abandonment-time.html
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SocialBusiness

L'obiettivo e superare I'approccio tattico

COMM/ADVERTISING MARKETING 4P SALES
(PAYED/EARNED)

Agency X, Y, Z

Ads

Scontrini

App YT Target, reach, repeat

GRP... Google...
e-Com Vendo/Non vendo

Analitica = Merci

FB " Dgt

Tl Spesa / Venduto, Cliente, 0.75%

Prodotti, Territori, 0.25%
Profili/Cluster ecc.

2-5%
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SocialBusiness

Utilizzare la tecnologia in modo strategico

COMM/ADVERTISING
(PAYED/EARNED)

Ads Agency X, Y, Z

—— Campagna

——

Multichannel customer onboarding / data collection

(OWNED)
Print fEy
App
Web

© 2012 IBM Corporation

MARKETING
4P+People

Vendo/Acquisisco
Analitica = persone
Dati = individuali

Venduto, Cliente, Prodotti,
Territori, Profili/Cluster ecc +
comportamenti sociali e
interattivi, segmenti affinita’,
desiderata ecc.

SALES
Digital managed relation
Scontrini 15x
. Long tail
Reclustering
Retargeting

Anticipated insight

People
analytics

Social registration
Multichannel analytics
Sentiment analytics
Store analytics
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2% IBM Customer Experience Suite -
N7 P

® Basata sulle esperienze di successo nella
realizzazione di portali web customer-facing

® Progettata in modo da integrare il piu ampio
portfolio di tecnologie innovative @

Commerce

®= Modulare per capitalizzare gli
investimenti fatti

Social

tools
& UCC

® Pronta per offrire un veloce s
time to market ed un basso TCO montive

content &
media
© Y)Y IBM Corporation



1

SocialBusiness

Integrate
¢ )

L W
w . 0O

Applications Content

© 2012 IBM Corporation



[l
|!:||:
il
<

SocialBusiness
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1111

Create Target Socialize Optimize Realize
Integrate
9= E:ﬂ ¢ )
. ®
Applications Content Processes
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SocialBusiness
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Engage

. B

ldﬂ oa LIL
Realize

Socialize Optimize

I_,Hﬂllul-ld

Target

Integrate

o LA L

Applications Content Processes
;r ( .u

© 2012 IBM Corporation



SociclBusiness IEE ®

2" IBM Customer Experience Suite

m Ogni 60 secondi siti web basati su IBM
\\ /) Customer Experience Suite gestiscono:
S / / P g

-

72.000 richieste di disponibilita voli
4.514 transazioni finanziarie

496 visualizzazione di risultati
277 servizi bancari complessi

233 nuovi visitatori con un tempo
medio online di 1.4 hrs

23 reclami processati
19 rinnovi cliente

8 servizi amministrativi al cittadino

Fonte: IBM Client Engagements.

© 2012 IBM Corporation
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Search

My w3 workspace

Connect and shaf"

Network updates

Home  Merchandising Logistics

Manufacturers Store Owners

Adam West

Is busy saving the | BecomeasSupplier  Register  News Leam

Get Started with VT,

n Trisha Jones
Duis autem

Pl |

Welcome to the VT Living Inc. Supplier Portal!

Avital information resource for doing business with VT Living Inc.

Registertoday
Nierel

This site provides easy access to information for existing and prospective VT Living Inc. suppliers,

Welcome to VT Living Inc.

agents, and manufacturers. In addition, this site describes the business philosophy of VT Living
including the code of conduct with suppliers and the strateqy for establishing long-term relation-
ships with suppliers.

Supplier Information
This site is designed to enable suppliers to enhance their understanding of VT Living Inc. business

operations and improve their relationships with us

Are you an approved supplier? Log in to the site with the usemname and password that our
supplier relations team provided to you. After you log in, you can access a variety of resources and

tools to help you manage your transactions with VT Living

Are you interested in becoming a supplier? Our merchandisers are constantly locking for new

and innovative new products and designs. Our goal is to establish mutually beneficial relationships
with our vendors that we can sustain over a long period of time. The Vendor Reference Guide avail-
able on this site contains all the information you need about how to get involved, including supplier

requirements and the tools and resources we provide to you

© 2012 IBM Corporation

the Hub

View All

Paul Sainstury

Working ot AMP

ABOUT  PLANNING  INVESTME! LOANS  BANKING

Think big... but gy«
things.

we'll help you get your pi- .gyour goals simpler weve

puttogether alist - and shartcuts to help you

tontin

| WANT TO...
Pioper In a

dismal climate Home Loans
a Credit Card

House Insurance

IBM Customer Experience Suite

TALK TO US
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La strategia IBM per la Web Experience

Offrire la possibilita di creare e Confezionarle come componenti Distribuibile attraverso
gestire centralmente tutte di una coinvolgente e consistente un ampio spettro di
queste tipologie di contenuti... esperienza utente... canali digitali

Traditional HTML-based Perso
web content

Rich media

Socially-created
content

Forms-based
customer input

Enterprise
data & transactions

<L

Con un costante feedback e misurazione dei risultati

© 2012 IBM Corporation ;r r J A .u
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<> IBM Customer Experience Suite v8
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SocicalBusiness IEE QO

In meno di 15 minuti un utente

CTC

News Room Events Calendar About Us Media Room FAQS Alerts

Haome / Mews Room S Press Releases "" " ?

e

-

3 — Cambiare il banner
promozionale per puntare ad
un nuovo articolo/pagina

Cras elit tortor, varius sit amet tristigue non, eleifend ut leo. Wivamus sed lectus et justo maollis fermenturn e ed.

1 — Creare una nuova
pagina

4« 1[0z »

Featured News

[.atest Press Releases

- Y B e P 'K
A RS - Spa el S IR

1‘ - ,3,'.' " t ..‘ f L

AW R B e

Search for: From: To: ¥’
100872010 105672011 Search . . .
4 — Ampliare i contenuti della
o in n new rsonalizzat
4 Study Finds Link to Asthma pagina con neEws persona ate
& Sep gy Jeny Smith L P Cra el | il W
= E— I - =i=far Children. . SR R
. . . Faster build lowers TCO
2 — Aggiornare i contenuti
. . by Uid=vwpsadmin o=defauttkFileBazedRealm
esistenti Proin np———t—— -
- e Ta o =TT = Preariieofe - T < : . wehicul L H
F ..__ﬁ Industry Leading Products and Solutions 15— Condividere il lavoro
- - May 11, 2011 by uid=wpsadmin o=defaubMFileBasedRealm
= Fusce commaoada tellus at nunc placerat sallicitudin, Prain aliguam metus nec est congue ) appena fattO'
! ~ wvehicula. Donec nulla guam, venenatis vitae luctus.
S, ' Read more Connect
: ) e ) 2 ) B Like
Agile Development Transformation J
© 2012 IBM Cory ‘ Mary 10, 2011 by wid=wpsadmin o=defautivFileBasedReslm B Tweet | 0 Ju
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SocialBusiness

Facebook

Get access to the following for users that authenticate with Facebook:

Basic Profile

Read acoess to the users’ profile data. Retumed by the auth_info API call.

Address
Family Name
Given Name
Profile Photo

Extended Profile

Birthday Display Name
Formatted Mame Gender

Homepage Preferred Usermame
Time Zone Verified Email

Resd scoess o the users’ extended profile data. Retumed by the auth_info AP call.

About Me

Cument Location
Interested In Meeting
Maowes

Photos

TV Shows

Contacts

Addresses Books
Emails Friends List
Interests Last Updated
Music Organizations
Relationship Status Status

URLs

Resd scoess o the users’ friends. Returned by the get_contacts AP call

About Me

Birthday

Display Name
Gender

Interested In Meeting
Mowes

Photos

Relationship Status
TV Shows

Social Sharing

Actrty/Status Message

Description

© 2012 IBM Corporation

Address Addresses
Books Current Location
Family Mame Formatted Name
Given Mame Homepage
Interests Last Updated
Music Organizations
Preferred Username Profile Photo
Status Time Zone

URLs

Write acoess to the users’ activity stream. Works with the activity and set_status API calls (Pro only).

URL Title
Meadia

Email

Password
Help me sign in

[ Remember me

4>

Also, sign in with...

Facebook [ Linkedin
*§ Google Q) Livejournal
M Twitter @ MyCpenlD

PORTAL

Registered User
Data Hub

w

(including Business & Social data)

-—
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SocialBusiness

Servizi di community e social media privati

OPEN FINANCIAL NETWORK

My OFN Banking Lending

You are in: Community > Retirement Planning > Blogs

Welcome to the Retirement Planning Community!

Overview

Investments Communities

Retirement Planning is a com-

munity that is facilitated and
moderated by Open Financial
Metwork Bank

Owned and moderated by:
BDan Misawa

Join this Community

Tags

funds 3
technical_analysis 4
income_plus 4
long_term 2
co 1 1

Tag cloud dinamiche
per offrire nuove
modalita di
classificazione e
ricerca delle pagine

© 2012 IBM Cor

J Featured Blog - R

Fine-tuning Your Investment Portfolio LR
Created By Dan Misawa | July 24 | Tags: funds technical analysis
retirement Comments (2)

Lorem ipsum delor sit amet, consectetur adipiscing elit. Fusce libero tellus,
molestie in imperdiet vel, dapibus vitae gquam. Sed ut lacus est. Phasellus ullam-
corper sem eget nisl blandit ultrices. Nullam ligula nunc, malesuada eget male-
suada sit amet, egestas eget lacus. Integer at nisi metus. Duis viverra viverra
lorem sit amet gravida. Morbi quis augue justo, non placerat neque. Duis iaculis
nigl magna, at aliquet augue. Nulla facilisi. Donec adipiscing, dui sit amet semper
dapibus, libero felis ullamcorper lorem, sit Retirement Planning Caleulator eget
dui. Nam a vulputate est. Pellentesque non mi ut velit tempor commodo.

eément Planning

Aenean vulputate venenatis justo, ac volutpat justo consectetur non.
Fellentesque eget nulla a lectus molestie lacinia. Cras at sollicitudin diam
Mauris facilisis tortor eget massa fermentum tristigue. Cras laoreet, quam nec
imperdiet semper, libero purus accumsan elit, vitae feugiat risus tellus at felis.
Etiam elit est, pharetra et semper in, euismod eu erat. Fusce facilisis semper
nisl, ut ullamcorper felis dictum vel. Duis consectetur faucibus tellus, et aliquet
leo lacreet in. Nulla consectetur est non velit fringilla in porta ante suscipit.
Vivamus sagittis dui felis.

Add a Comment | Recommend this Entry | More Actions

Comments (2)

|| portale pud ospitare community per coinvolgere
le persone, condividere info ed esperienze.

5

Media Gallery

- Rich media

multimediali
So't:y:lm

» Planning twenty years ahead
{2 replies) 10:13am

* |RA, SEP-IRA, ROTH - what
do they all mean? (5 replies)
9:13am

» Cost of living increases (1
reply) Yesterday 4:25pm

» Questions to ask a potential
advisor? (3 replies) Jan 27

1 Sam Curman | Jan 10 2011

Add a Comment

Interazione con gli utenti che
possono pubblicare commenti e

al Resources

ent calculator

dare un rating alle singole info e payott cacuiator

b 401K portfolios

» Finding the right advisor
*» How much life insurance?
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Social Analytics

© 2012 IBM Corporation



SocialBusiness

Visualizza le metriche del sito nel contesto
delle singole pagine

© 2012 IBM !

Heather Reads

Actions

Log Out

Details | Close all

| \
T T T

Home page hero text

S5i0

Um

T g Element Views

Details | Close all

inds, see

s and learn

livello di utilizzo del sito

/

Metriche immediate per capiretl

, get hands-or

m the leading

Integrazione con Coremetrics Dashboard
per piu ampi e specifici report

Details | Close all

Report sui dati del
singolo banner

Details | Close all

LOICOANE

An amazing natural harbour. Unforgetiable
experiences. An exciting food scene. Great
art. Great museums. And best of all - these
attractions are within easy reach of the city.

Fead more

Landing Navigation_2 2=
L] on

-4

1 andinn Navinatinn Ravarca i
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2"\ IBM Customer Experience Suite v8
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Mobile
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Dare vita ad un responsive design

Una combinazione di cambiamenti dinamici legati all'ampiezza, risoluzione
e tipologia video dei vari device

Yol e o S
%,],QQQ@@@ O P O L\ N

D heeww EXpanience2012 com

Home  About  Program  Blog

Experience 201

i Visitin pdney
Design Track siting Sydney

We've been abla 1o bring soma of the mast influential
nlerachon designers logether m o
pad

h

ough the latest desigr
challenges that 1

Resd

Development Track

This s the year of mobile. Again. But now we've got

" HTMLS and a bunch of new framewarks and

Development Track koo s i <arkes i ! JavaScript ibranes to help delrver on the responsive
web paradigm. Fortunately, we've also got all the.

Why attend Experience?

Ress more

Influential Web Practitioners
Expesience 2012 is fortunate 1o host 12 of the most
influential web practtoners on the planet. The speakers.
at this year’ noe are covering of topics in
a mix of traditional lecture, hands-on lab and interactive...

A 4 e
© 2012 IBM Corporation N 4 4 BN\
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Total Cost of Ownership / Time to Market

© 2012 IBM Corporation



SocialBusiness
Il valore di IBM Customer Experience Suite

Lower operational cost
Faster time to market and change
Increase
Revenue
Increase win rates

Increase Customer Satisfaction

© 2012 IBM Corporation
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Il valore di IBM Customer Experience Suite

L ower operational cost

90% lower cost to serve customer
62% customers didn't need to call

. . : 30% reduction in call center calls
Faster time to market, delivery of services 10% reduction in no show rate
2X increase self service transactions

84% faster time to find experts
61% faster service delivery to new customers

50% faster delivery of services to citizens
+18% sales revenue  INCrease
Revenue
Increase win rates
60% increase in online sales conversion
85% sales conversion rate when use web tools
17% decrease in shopping cart abandon rate
Increase Customer Satisfaction

30% higher rating for web self service than help desk
30% increase in referral rates - .p

© 2012 IBM Corporation




ibm.com/socialbusiness/
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