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The customer activated enterprise engages people across 

the business"

collaborate closely with 

customers2

60%

Listen to the client

72%

Build shared value

customers influence 

strategy1

more revenue per employee3

Increase innovation

26%



Our world is changing

Power to consumers

Networked Workforce

Independent Worker

Speed from Agile Workforce

Transparent Value Chain



Leaders leverage social business for a competitive advantage

Social Business: From “Liking” to “Leading”

DELIGHT 
CUSTOMERS

Increase loyalty, 
advocacy, and 
revenue

ACTIVATE THE 

WORKFORCE

Improve productivity 
and unleash 
innovation



Larger order size when 

buying on tablet

Get product purchase 

advice from social 

networks

5
Seconds to engage 

customers 

Customers 20% 81%

Billion global mobile 

workers by 2015

less likely to 

leave when 

highly engaged

50%
millennials

Employees 1.3 87%By 2014,

Source:  1  ”When Seconds Count”, Aug 2010, Equation Research, 2 “Tablets: Ultimate Buying Machines”, Sept 28, 2011, 

Wall Street Journal, 3 Click Z, Jan 2010, 
4 Millennials: “We R Who We R”, Feb 5, 2011, Millennial Marketing, 5 IDC, Worldwide Mobile Worker Population 2011-2015 

Forecast, doc #232073, December 2011 6 Independent Study by The Corporate Executive Board, 2004

Success comes from creating and delivering exceptional experiences 



Leveraging a proven foundation of technology and capabilities

IBM Customer 

Experience Suite
IBM Employee 

Experience Suite

Commerce
IntegrationAnalytics

Security

Mobile

Search

Social 

Media

Content 

Rich Media

Personalization

Portal

Exceptional 

Web 

Experience

Delivery Options: Extranet, Cloud, Private Cloud,  Hybrid,  On Premises

The Foundation

WebSphere Portal  |   IBM Web Content Manager  |  IBM Forms  |  IBM Web Experience Factory



We call the path forward: SMARTER WORKFORCE

A Smarter Workforce brings together these three key elements 

to ensure a best-fit and engaged workforce, to develop deeper 

client relationships, and to drive measurable business 

outcomes: 

TALENT

CULTURE

WORK



Talent Acquisition TALENT



Attract the right people using human insights 

to drive popcorn sales and profit
TALENT

Overall theater profits rose to the 

highest in the industry in just five years 

1.2% increase in profit per 

customer

6.3% increase in employee 

engagement

43% decrease in employee 

turnover rate



Leadership and Engagement TALENT



Talent Optimization

MY PROFILE 

AND MY 

EXPERTS

WISDOM OF 

THE 

CROWDS

SPEED & 

INFO FLOW

MY 

“TIPPERS”

MY SOCIAL 

NETWORKS

INNOVATION 

& IDEA 

STACKING

TALENT



Talent Analytics TALENT



Embedding culture change in the Digital Workplace CULTURE

My 

People

My Apps

My 

Knowledge



TD Bank “WOW” Moments CULTURE

Social Amplification of Social Amplification of ““Customer Customer 
ServiceService”” Culture Employee EngagementCulture Employee Engagement

DELIVERY LEGENDARY 
CUSTOMER EXPERIENCES

“weaving social into everything      
we do and how we do it,”

“PROUD TO BE A TDer”

“distinguish us from the other 
financial institutions”

*
*

*
Wendy Arnott, Vice 

President of Social Media & 

Digital Communications 



Collaboration is driving a quantum change in 

business & personal process productivity

Modernized business processes have Modernized business processes have 

repeatable patterns of interaction and ROIrepeatable patterns of interaction and ROI

WORK



Cemex SHIFT Social Intranet

Real-time process 

innovation and 

improvement

Created a “single”, 

“flatter”

organization to 

drive innovation

New global brand 

in one-third of the 

time

Voted “Most 

Innovative 

Enterprise 2013”

by peers SAP Workflow



WORK

Education Proposal

Application Process

Pacific Life Pacific Life -- ““PRIMEPRIME””
Agent & Financial AdvisorAgent & Financial Advisor

Analytics



Integrating seamlessly with existing technology and 

providing secure multi-channel/mobile delivery 

Internal
Applications

Content

Collaboration

Capabilities

Self Service

Contextual

Personalized

Secure

Role Based

Dynamic

Cloud

Consumer

Applications

Multi-channel 
Delivery

Employees 
Customers

Lines of Business

Contact Center

Enterprise Wide

360 Degree view

B2B Solution

Smarter Workforce



in�tra�net  [in-truh-net]
Internal Web application that presents the proper information, applications, 
services and tools that people need to do their job

Then Now

Welcome Page
Directories

Corporate News

Document 

Access

Personalization

Enterprise Application

Integration

HR Self Service

Content 

Management

Collaboration

Blogs and Wikis

Social

Mobile



CIO = Citizen Self Service Model



Telecommunication Regulatory Authority 



Mail wastes a lot of time at work WORK

36 times per hour 

average employee 

checks email

40% of emails  

require your 

action

60% of mobile usage is for 

email

>100-to-1 mail volume that dwarfs 

social (facebook/twitter)



Mobile: Collaboration Ecosystem

Email

Collaboration

Social networking

File sync

Productivity

Web conferencing

Instant messaging



What if you could focus on your work, not 

your inbox?
WORK

* Alpha screenshot, subject to change  

My calendar

My dashboard

“Show me 
what's next”

“Others 
owe me”

“I owe 
others”

Important 
to me!

*



What if you could focus on your work, not 

your inbox?
WORK

* Alpha screenshot, subject to change  

*
Go to my inbox (if 
I really still need 

to")

“Flip” to reveal 
meeting details

“What needs my 
attention?”

Hover and click (or 
gesture on mobile 

device)



So, what makes IBM Smarter Workforce Different?

25+ YEARS OF 

BEHAVIOURAL 

SCIENCE

WORK 

EXPERIENCE

DIGITAL 

COLLABORATIO

N

BREADTH AND 

DEPTH

Smarter Workforce

FLEXIBLE AND 

OPEN

TALENT

CULTURE

WORK



Leaders choose IBM based our track record 

Smarter Workforce
* Gartner Magic Quadrant for Horizontal Portals, 24 September 2012. Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users to select only 

those vendors with the highest ratings. Gartner research publications consist of the opinions of Gartner's research organization and should not be construed as statements of fact. Gartner disclaims all warranties, 

expressed or implied, with respect to this research, including any warranties of merchantability or fitness for a particular purpose

Proven 

Expertise

Global 

Clients

8,000
Internet and 

customer-facing 

internet customers

Over

1 in 6
people globally are a 

named user in 

WebSphere Portal 

300
million named 

users from top 

customers

Over

Positioned in 

Leaders Quadrant 

for Horizontal 

Portals* by Gartner

6 of 
top 10

banks

13 of 
top 20
retailers

12
of the largest 

telcos

4 of 
top 6

healthcare 

companies

500+
government 

agencies



Trademarks and notes

IBM Corporation 2014

• IBM, the IBM logo, and ibm.com are trademarks or registered trademarks of International Business Machines Corporation in the United States, 

other countries, or both. If these and other IBM trademarked terms are marked on their first occurrence in this information with the appropriate 

symbol (® or ™), these symbols indicate U.S. registered or common law trademarks owned by IBM at the time this information was published. 

Such trademarks may also be registered or common law trademarks in other countries. A current list of IBM trademarks is available on the Web 

at “Copyright and trademark information” at www.ibm.com/legal/copytrade.shtml. 

• Other company, product, and service names may be trademarks or service marks of others.

• References in this publication to IBM products or services do not imply that IBM intends to make them available in all countries in which IBM 

operates.


