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What is a Social Business? P
Engaging, Transparent, and Nimble )

"ROI is REAL!

T marketing

McKinsey Highlights!’

effectiveness 20%
T sales revenue 15%

T customer sat 20%

y,

[Social by the Numbers
79% using 2
45% take lower pay 3

7 3% CEOs #1 Customer
Engagement 4

J

#1

Software Platforms, ranked

Market Leader in Social ]

#1, for four years running’
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Winning with Social

Focus on ROI

* ROl is measurable: S$900B — 1.3T/yr
(McKinsey)?

e Highest ROl in areas with many
decisions, interactions, audiences & risks

Embed into strategic processes

* |t's about the process; not the “S
Word”

* ROl Again: Process are measured

#connected
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Top 6 Patterns that Cover 70% of client success

—— -

Finding Expertise Innovation Reinventing Customer

Engagement

Recrumng & Mergers &
Onboarding Acquisitions

#connected
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These patterns touch all parts of your business

Recruiting &
Onboarding

dli.

Safety

Innovation

‘ Operations
Human ."‘ Product
Resources .:. v * Development
\i
Customer D 8
Service \\ > ‘ IT
. -
. w oy
2 '4
< ?‘ : N
_,..‘f"
] ~ ‘ n ‘ 4 ‘/ “ ‘
N o [ k__ "’
. ' a . y Vl"
=N Sales | & - ‘
" o5 Finance

Marketing

Finding
Expertise
#connected

Mergers &
Acquisitions

Reinventing Customer
Engagement
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The Expertise Challenge

* Employees waste 1 day a
week finding information 1

« 22% of customers disengage
not finding information 2

A shift is happening...
from What you Know = What you Share

#connected
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» Speeds trusted relationships with likes
& ratings

* Displays expertise in process through
digital experience

* Visualizes expertise through Network
Analysis

ROI
* 30% Increase Speed to access Experts’
« 20-25% increase in productivity?

» Up to 80% increase in engagement by
recognizing & rewarding?®

#connected
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CRUZ ROJA
CHILENA

Leveraging expertise in crisis response

» Focus on disaster
response, disaster
management and
health

+ Lacked capacity to
coordinate resources

100% Resolve missing persons in
Increase in 2 weeks from 2 years
response efficiency

#Fconnected



IBM Connected 2013 Y/ 3

Her Deneyim Bir Kazanim ?;‘
Finding Expertise to generate ROI
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Crowdsource Use social tagging Contact via social or Rank and reward
the hot topics and expert ratings traditional means using social

Mortgage 18 Results
William T. Smith Add to Favorites
Commercial )
Loan Officer

Small Business

Work: 1-511-551-5833

Thank Expert

Small Business i
Lending Mobile: 1-511-421-1168 Share Contact

Credit I am available for a 15 minute
discussion please text m :

Message: 1-511-551-7812

Rates Save to Contacts

& i Bruce Otte
Loan File Review .
Caommercial

View All Experts AR Lending Officer

email: wills@greenw.com

Add to Network

Sametime
Savings / Checking Post to Connections

Lending R I
ance!
MyGreenwell

30% Increase access to experts

20-25% knowledge worker productivity
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The Knowledge Sharing & Innovation Challenge

e Fortune 500 lose “S31.5B /yr

failing to share knowledge”!

*Only 25%

ing

are good at Generat

ions?

Innovat
ial Network is the New Production
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Social increases innovation

* Breaks silos with social communities

* Taps the wisdom of crowd with
ideation for top challenges

» Redefines leadership innovation with
video, blogs, etc.

ROI

* 20% Increase in successful
innovations?

* 20-25% increase in productivity?
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Boston Children’s Hospital customizes medical training for
Doctors around the world

ImMmagination

collaboration

PICU Without Walls

IBM Interactive Solution
H_H\/E Cloud Based Updates
Dr J. Burns
Learning powerful “Teaming Social Network
Skills” in different locations
#connected

Children's Hospit
Video
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Innovation & Knowledge Sharing at Dutch Tax
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« 66% B2B & 52% B2C leave from 1
bad service experience’

« 6/% never followed brand online?

« Only 12% say social “very effective”
generating leads?®

« Firms with 30+ pages have /X
leads of those <104

« Social Customers more loyal &
spend 40% more’

#connected
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Social reinvents constituent engagement

* Builds trust with focused blogs, wikis &
chat

e Gives customers answers from

communities, tweets & more ) _—
Community Building

» Generates offering feedback & design

: Customer Service
through crowdsourcing

Sales

ROI
* 15% increase in Revenue!?

* 20% increase in effectiveness of
marketing (out bound)?

* 20% increase in customer satisfaction?

#Fconnected
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Trinidad & Tobago: Citizen access to personalized
information and services anywhere, anytime

‘ ‘*{ Government of the Republic of Trinidad and Tebago tt

Services lor
Husinesses 4 Non-Residents —og In| Services | About TET | Help/FAQ

ttCOII..I'IE(.t Fonl Sice; bl B | EEnallo Ficnd | Feedback | o Buoknak

ECVENTIONT 3 FOUT SR

e o i — e
* Over 90% citizen

TTBizLink

satisfaction rating

* Decreased cost of
service delivery with

. ct Mobile- C

Top e Services at your fingertips

&) kheg=ter far yaur tevnrect 13

g t:cannect Mobile waz laanchzd -acertly by the Prime Minister of tha
8 llousing Application Repablcof Trrided 2nd Tebzgo. the Honouratle Kamla Persad Blssessan
;‘alréff;:“:;fguztf" stthe rezently soncluded Trnidad and Tobage [CT Buz nass ard
= Imcome Tmw Salf Aszemzraert Dnnwvadivr Syinposivn (Muveinbe 16U = 160 20100 2= uie uf Lie neve :
5 Larm of Trin dad and Tebago Which ttconnect channeal do
= ] PR chanrals cf dalivay which cbfars parsans tha ooticn to connact £ and
©IT Trainae Apalication tf Hy?
=) Cducmtion _e==zor Planz seaich @ mcbile version of Wesinedl Onlne va ey incbile shune capeble You use mos requently:
cf connactng to tra Intarrat. Ey anzaring “Heonnact.gow. bt ints = mobila
fE| Artides of Incarparation cownload accurata information on a | gevarnmant irfermazier and Express {23)
1 Eirtr Cariticata fppizatior ==-vica: svailable in this forrat, ticonnact Mcbile iz sdepted to both
T kemed of inlane keuenue (HIK) Figh-and and Inu-anr Internat-raady phanes sn that the trrannar weh - 6.4%
Apnliratine = b
SETE applicat on Farm ceges losd faster and the vessite iz render=d sccord ngly for the uzen
| tir-the-Inh 1@ ming Hracramma Kiosk {8}
Mobile {48)
COnline (263)
Service Centre (20)
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United States Department of Agriculture:
Engaging directly to Citizens and Businesses

USDA
2ol

United States Department of Agriculture

Popular Topics

> Agrney Repoms
# Nronnhr Azslatance
Climate Changa
Distary Guidelines
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2z Mo
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Food, Nutrmion and Consum
L Arion

Food Bafety
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e Offers over 550 online
services

e Multilingual for Spanish
speakers

 3-5 Million hits a day.
Spikes to 95-100 million
hits a day during public
health scares
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The Recruiting and Onboarding Challenge

While /1% say employees are #1 source of economic value...’

* 90% do not have skills to be
successful.?

* Declining engagement loses
525,000 profit / employee?

Social networking is

the #1 way to attract
talent

#connected
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Social Recruiting and Onboarding successes

» Shows culture in specialized
recruiting communities

e Speeds onboarding linking to
experts, wikis, and assets

* Establishes reputation by social
comments and sharing assets

ROI
* 30% faster new hire time-to-value
» 20% increase in employee retention

* 30% faster access to experts

#Fconnected
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British Army relies upon recruitment, assessment
and selection systems to attract a new generation
of officers and soldiers

Recruiting e Arm
of the future

Advanced recruitment, assessment and
selection systems from IBM Kenexa in
partnership with Capita is helping the British
Army to transform the shape of its

force, attracting a new generation through
social media and reducing the number of
recruits who leave during basic training

#Fconnected
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TD Bank Group engages new-hires in social on day
one to accelerate onboarding

e Leaders engage on 15t day

* Smooth transition and
accelerate time to value

Reduced time to onboard new
hires by 2 days

#Fconnected
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While M&A activity has been strong in 20131

..50-83% fall to realize

expected results?

.../ 0% of failed M&As ignore
people and cultures
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Social increases M&A success

 Leveraging single channel to engage
organization on culture

* Engages tippers in key competencies
with social network analysis

* Accelerates sales embedding
expertise finder in process

ROI

* Reduce the 50-83% M&A failure
ratel

* 30% Increase Speed to access
Internal Experts?

#connected
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Omron united to better serve customers

Established sales communities to
move:

 From multi-local to Pan
Geographic

* From division model to “One
Omron to Client”

3
L]

= :

)4
W ol

P Sateen  Eocric

“Our ultimate goal was not just knowledge
transfer from one employee to another but
to transfer organizational knowledge and

expertise to the customer as quickly as
possible”

— Michel Min, strategic communication and e-marketing
manager, Omron Europe

#connected
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Social embeds safety into this core responsibility of

organizations

e Streamlines Monitoring, Control & Reporting
with social listening, wikis, communties and
more

* Deploys crowd-sourced pre-emptive safety
solutions with ideation blogs

* Coordinates response with IM & mobile
access to experts & assets

Safety is about SAVINQG

lives and minimizing |0SS
& disruption

#Fconnected
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Prevention & Response

40+ US Federal, State, Local
Government & NGOs
Connected Seamlessly -
Interoperability

Fort Worth — Tarrant County —
Joint Emergency Operations Center (JEOC)

#Fconnected
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Jersey City Fire Department

Transforming Tall Building Fire Safety

* Tall Building data
managed & accessed
on social cloud

* First responders
access real time
building intelligence

www.ebicard.com

#Fconnected
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Next Step: Identify Patterns with greatest impact on
your Busmess

—— -

Innovation Reinventing Customer

Finding Expertise
Engagement

Recrultlng &
Onboarding

Mergers &
Acquisitions

#connected
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Our market leadership...

Leading social business in three dimensions

Dynamic
outcomes for our
clients

Working with more than

60%

of the world’s Fortune 100
companies

#connecied

Differentiated social

business engagement platform

H1

Market Leader in Social Software
Platforms, ranked #1, for four
years running’

Deep

ecosystem and industry
expertise

New!

Bringing to market
new, cutting-edge
capabilities, including, gamific
ation, video, compliance, proje
ct management and mobili
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And industry leading solutions...

SOCIAL BUSINESS SOLUTIONS

Smarter Workforce et Exceptional Customer
IBM Employee. Experience

Kenexa Talent IEBpreQustomStﬁte

Management Suite rience SU

attract . empower . motivate . deliver

IBM Platform for Social Business

35 e &

Social Networking Social Analytics Social Content Social Integration
IBM Connections IBM Social IBM Enterprise IBM WebSphere
IBM Notes & Domino Analytics Suite Content Management Portal

Social Edition IBM Web Content
IBM Sametime Manager

& IBM SmartCloud & Dedicated Private Cloud  lm On Premises @ Hybrid

#connected \
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...provide unparalleled experience on how to achieve
value

SocialBusiness

Learn Leading Through

Connections
IBM o

CXO Studies

A 'A]Ign Organizational Goals & Culture Business Value Assessment (BVA)

@
ENGAGE
d’ ’ To Fit Into Week
o Style And Culture
— Value Day-in-the- Business
m Engage
— N )Ne‘twnrk Your Business Processes Reverse Mentor
‘ © What could or What does the How can we your Leaders
'6 D )Deslgn for Reputation & Risk Management should we do with | social business financially justify Raise an Infamal
o a social business | experience look our social Brand Army
solution? like for us? business
) A )Analyze Your Data solution? Snow Metrcs

Establish Define Business Accelerate
Strategy Value Adoption
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Thank youl!

P m h n r 10 North Mar tingale Rd.
Glg)al Sags Vlace P?egdent SN L EILTS
) ) 847 987 5175 mobile
Social Business
pchandor@us.ibm.com

@pchando

www.linkedin.com/in/pamchandor/
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