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Today’s Discussion 

+ The New Era of IT   
+ Digital Front Office enabled by a GIE  
+ Analytics driven process innovation 
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SHIFT 1 
Data is becoming the 
world’s new natural 
resource, transforming 
industries and 
professions. 

SHIFT 2 
The emergence of 
cloud is transforming IT 
and business processes 
into digital services. 

SHIFT 3 
Mobile and social are 
transforming individual 
engagement – creating 
expectations of security, 
trust and value in return  
for personal information. 

OUR POINT OF VIEW 
Data is the new basis 
of competitive advantage. 

OUR POINT OF VIEW 
Cloud is the path to new 
business models. 

OUR POINT OF VIEW 
A systematic approach 
to engagement is 
now required. 
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The new era of IT is defined by three fundamental shifts 

2.5B gigabytes of new data 
generated every day. 

Connected devices on the planet 
generating data by 2015. 

1,000,000,000,000 

50% of large enterprises 
will have hybrid Cloud 
deployments by 2017 

250B potential market 
size for Cloud by 2017 

$1T of upside of potential 
online retails sales if buyers 
trust more 

80% of individuals are 
willing to trade their 
information for a personalized 
offering 



Innovative Core 
Operations 

Cloud 

Social 
Mobile 

YESTERDAY TODAY, INNOVATION IS DISCRETE AND DISPARATE 

61% 
of IT spend is funded by 
line of business. (IDC) 

40% 
of IT hires are recruited 
primarily for business skills. (IDC) 

80% 
of IT initiatives will be 
decided by line of business  
by 2016. (IDC) 

AND THE CIO ROLE IS EVOLVING RAPIDLY 
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Business Leaders need to move beyond today’s discrete 
and disparate innovation 

Mission 
Critical 

Systems 

Big Data 
& 

Analytics 

Security 
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Mission 
Critical 

Systems 

YESTERDAY TODAY, INNOVATION IS DISCRETE AND DISPARATE  

Systems of 
Record 

Systems of 
Insight 

 
 

Enterprise 
Innovation 

Systems of 
Engagement 

EMERGENT, INTEGRATED SYSTEMS  
FOR ENTERPRISE INNOVATION 
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Enterprise innovation will be realized through the 
integration of new era technologies with core systems 

Pervasive Security 
Intelligence 

Enabled by Cloud 

Innovative Core 
Operations 

Cloud 

Social 
Mobile 

Big Data 
& 

Analytics 

Security 

© 2015 IBM Corporation 



Systems of Engagement  
How are organisations harnessing mobile 
and social to transform relationships with 
customers, employees and citizens? 
 
Key Actions 

A leader  
In worldwide Mobile 
Application Development (IDC) 
 

#1 
Market segment share for Enterprise 
Social Software (IDC) 

2,800 
Social business experts 

6,000 
Mobile engagements by 500 
mobile experts 

Apple alliance 
Transforming enterprise mobility 
with new business applications,  
strong security device management  
and enterprise-grade support 

Reimagine how 
business 
happens through 
mobile and 
social. 

Build your 
business to 
personalize every 
interaction. 

Design your 
system to enable 
privacy, security 
and trust. 

Why IBM? 

Definition: 
A system of engagement integrates 
mobile and social, so trusted 
relationships with customers, 
employees and citizens can be 
conducted on a personal level. 
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TRANSFORM HEALTHCARE 
WITH MOBILE 
• Ottawa Hospital needed to 

transform patient care at the 
bedside. 

• IBM’s MobileFirst suite helped 
the hospital redesign workflow  
around the use of mobile devices 
to provide an integrated patient 
“circle of care.” 

• Better collaboration allows 
doctors to spend 2 more hours 
per day on patient care. 

• OCBC Bank needed to win the 
loyalty of each customer. 

• IBM’s Enterprise Marketing 
Management suite helped the 
bank create a personalized, 
event-based marketing system. 

• Triple-digit increase in 
marketing-driven revenues, 
cycle times reduced by 40%. 

• IBM needed 90,000 employee-
owned (BYOD) devices secured 
within days. 

• IBM deployed MaaS360 to  
provide advance mobile 
management and security  
on the cloud. 

• 15,000 IBMers self-enabled  
their devices on day one. 

PERSONALIZE MARKETING MANAGE MOBILE SECURITY 
WITH CLOUD 
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FIGHT CRIME WITH DATA 

• New York Police Department 
needed to find crime “hotspots” 
and prevent crime before it 
happened. 

• IBM helped them build the  
Real-Time Crime Center,  
with powerful analytics to better 
predict crime, running DB2  
and Cognos on Power. 

• 35% reduction in crime. 

• Vestas needed to determine 
optimal locations to construct its 
capital intensive wind turbines. 

• Using IBM InfoSphere 
BigInsights, Vestas gathers and 
analyzes 2.5 petabytes of hourly 
meteorological data to examine 
wind and weather patterns in 
areas as small as 100 m2. 

• Identify more accurate turbine 
placement in hours versus 
weeks and accelerate ROI. 

• Memorial Sloan-Kettering wanted 
to transform the treatment  
of cancer. 

• IBM Watson on Power draws on 
the world’s published oncology 
expertise to help doctors create 
personalized treatment plans.  
A doctor would need 160 hours 
per week to stay current with 
research. 

• Doctors have a powerful new 
partner in providing the best care 
for patients. 

$24B 
Invested in Big Data 
& Analytics capabilities 

   

#1 
Ranking for Big Data & Analytics 
vs. 70 competitors (wikibon) 

15,000 
IBM analytics consultants 

Watson 
$1B invested in cognitive computing with 
2,000 professionals 

Build a data-rich, 
analytically 
driven enterprise. 

Harness, create 
and monetize 
insights from 
structured and 
unstructured data. 

Scale your 
unique 
expertise with 
cognitive 
computing. 

Definition: 
A system of insight applies 
advanced analytics to find new 
patterns in structured and 
unstructured data to inform 
faster, better decisions. 

Why IBM? 

Power + DB2 BLU 
82x faster data analytics than a  
comparable x86-based system 
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TURN CLIMATE INTO CAPITAL 
WITH ANALYTICS 

BATTLE CANCER WITH 
WATSON 

Systems of Insight  
How are organisations harnessing Big Data 
for competitive advantage? 
 
 
Key Actions 
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Systems of Record  
How are organisations transforming 
existing IT systems for the 
requirements of the new era? 
 
Key Actions 

Enhance your 
infrastructure to 
free up 
resources for 
innovation. 

Optimize your 
system of record 
for new workloads 
that deliver 
outcomes in  
real time. 

Build in scale and 
performance for 
the new era. 

Up to 90%  
Reduction in data center storage costs  
by using software defined storage 
   
7 nanometers 
The limit of silicon computing—and  
why IBM is investing $3.2B in new  
chip technologies 

Speed 
4x performance advantage on average using 
IBM InfoSphere  BigInsights MapReduce 
over open source Apache Hadoop 

Up to 14x 
Less CPU time when benchmarking IBM’s 
InfoSphere Streams computing against 
Apache Storm 

Scale 
50B+ transactions managed daily  
across the globe by IBM’s Information 
Management Systems 

Definition: 
A system of record integrates 
high-volume transaction 
processing and data management 
to operate at the speed of global 
commerce. 

Why IBM? 
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• Nationwide Insurance wanted to 
future-proof its IT environment 
while reducing operating costs. 

• IBM’s System mainframes 
running Linux enabled virtualized 
development and open 
standards. 

• $15M in anticipated savings over 
three years with web hosting 
costs lowered by 50%. 

• Canada’s Hospital for Sick 
Children needed to anticipate 
sepsis in premature babies 
faster. 

• IBM’s InfoSphere Streams on 
DB2 analyzes 1,200 vital signs 
per second to help provide early 
warning of infection. 

• Doctors can administer 
antibiotics before the onset  
of illness. 

• Coca Cola Bottling Consolidated 
wanted to significantly cut 
inventory carrying costs. 

• IBM’s FlashSystem Enterprise 
Solutions processed 20x more 
forecasting data within the 
existing overnight window to help 
better plan deliveries. 

• Cut latency by 40% to deliver 
insights 4x faster. 

HEAL KIDS FASTER WITH  
REAL-TIME DATA 

OPTIMIZE SUPPLY CHAIN 
 

DRIVE EFFICIENCY TO 
REINVEST 
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Building a Digital Front Office that is fully enabled by a 
Globally Integrated Enterprise 

Reimagining everything  
about the way people connect, 
transact and engage with  
companies, institutions and 
governments—and how they  
create mutual value 

► Develop a customer driven 
strategy 

► Cultivate customer insight 

► Build systems of engagement 

Digital Front Office 

Transforming the organization  
for efficiency, effectiveness and  
to enable new growth 

► Optimize operations globally 

► Activate information and 
analytics 

► Accelerate organizational agility 

Globally Integrated 
Enterprise 
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IBM is transforming to meet the new Client expectations 

Agile, iterative approach to solution delivery  

Speed over sophistication  

Outcomes over architectures 

Low tolerance for product-centric conversations 

Every capability delivered as a service 
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Business Analytics & 
Strategy 

Enterprise Applications 

Interactive Experience  
and Mobile 

Application Development & 
Innovation 

Global Process 
Services 

 Digital Operations 
 Finance, Risk & Fraud 

 SAP 
 Oracle 

 Strategy, Creative & Design 
 Mobile 
 Smarter Commerce and Customer Platforms 

 CIO Advisory & Cloud 
 Application Dev & Management 
 Complex SI & Architecture 

 Finance & Administration  
 Supply Chain Management 
 Lending Solutions 

 HR & Learning 
 Managed Marketing  
 Kenexa RPO 

 Talent & Change 
 Big Data & Analytics 
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 Microsoft 

 iX&M 
 BA&S 
 EA 
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Unique in leveraging the full breadth of IBM to deliver 
business outcomes aligned to industry imperatives 

Recent industry engagements 

Finance & 
Administration 

Customer 
Care 

Human 
Resources 

Industry Unique 
Solutions 

Supply Chain 
Management 

Mortgage 
US based 
mortgage 
institution 
 
Executed large scale 
transformational 
solution to reduce 
credit losses on 
delinquent and 
defaulted mortgage 
loans, leveraging 
IBM software assets 
and GPS delivery 
expertise. Formed a 
subsidiary to provide 
industry leading end-
to-end mortgage 
servicing. 
 

Consumer 
Products 
A French 
cosmetics giant 
 
As part of 
transformation of 
their procurement 
process, attained 90 
percent compliance, 
significantly 
reducing rogue 
procurement while 
realizing greater net 
savings 

Retail 
US movie theater 
chain 
 
Combined 
recruitment with 
analytics and 
behavioral science to 
reduce employee 
turn over by 43%, 
increase profit per 
customer by 1.2% 
and achieve the 
highest profitability in 
the industry 

Media 
UK based media 
company 
 
We helped them 
achieve significant 
cost savings through 
enterprise wide 
financial 
standardization and 
analytics which 
enabled them to 
invest in their digital 
business 

Financial Services 
US based financial 
institution 
 
Improved marketing 
effectiveness 
through superior 
campaign execution 
by leveraging 
Managed Marketing 
services which 
provides robust 
campaign planning, 
execution and 
analysis using 
UNICA 

Business Consulting 

Business Process Management 

Software Assets Technology  IBM Research Labs  CX Lab  IBM Watson™  Business Partners 

Technology Infrastructure 
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Collaboration across IBM fuels our shift towards high 
value BPO services through analytics  

Cutting edge research expertise 
to address our clients unique business 
problems 

► World’s largest private research 
institution 

► Largest math department outside of 
academia 

► Expertise in the areas of 
– Data Modeling, Management 

and Mining 
– Learning and Collaborative 

Technologies 

► Experience from over 40,000+ analytics 
driven client engagements  

► 9 Analytics Solution Centers 
► Industry Solutions Labs and Customer 

Experience Lab facilitate collaboration 
between researchers, consultants and 
clients 

Deep industry and 
consulting experience 

Tools and technology 
leadership 
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Business 
Process 

Innovation 

http://www.spss.com/


Analytics driven process innovation helps to quickly prioritize 
improvement initiatives linked to business outcomes and ROI 

Current / In 
Order 

Pre 
Collections / 
High Risk 

Early Stage 
Collections 

Mid Stage 
Collection 

Late Stage 
Collections / 
Pre Charge 
Off 

Charge Off / 
Recovery 
process 

Agency 
Placement 

Debt Sale / 
Liquidation 

Distressed 
Debt 
Lifecycle 

Business Process Business Outcome Analytic Technologies 

Decrease Roll Rates 

Improve Net Credit Loss 

Improve Right Party Contact 

Increase Payment Programs 

Optimize Strategy 

Improve Asset Management 

Critical Business Insights 

Improve Collections Efficiency 

Improve Operational Reporting 

Collections 

CRMC 
Credit Risk Management 
and Collections Reporting 

Predictive Scoring 
Models 

Contact Analytical 
Model Platform 

Next Best Action 

… allowing us to commit to outcomes based agreements 

Capture end-to-end business 
processes. 

Aligning analytics to desired 
outcomes and embedding 
throughout the life-cycle. 

Leveraging the IBM Software 
portfolio when building 
analytic solutions. 

1 

2 

3 
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Helping clients to plan and execute marketing campaigns 
effectively through automation, analytics and flexible service 
delivery models 

Business  
process  

innovation 

Outcome-based 
transformation 

Embedded 
Technology and 

Analytics 

Industry leading  
business and  
process expertise 

Creative 
Services and 
Content 
Management 

Campaign 
Management 
and Reporting 

Marketing 
Operations 

► Improve effectiveness of 
campaigns / interactions 

► Optimize contacts 
across omni channel 
delivery channels 

► Detect event based 
marketing opportunities 

► Develop compelling 
digital content 

► Ensure regulatory 
compliance 

► Improve end user 
satisfaction 

► Improve program 
effectiveness 

► Justify marketing 
program spend 

► Measure and manage 
marketing performance 

► End-to-end digital marketing and campaign management capability 
► Applied automation and analytics for smarter demand generation 
► Marketing automation tools such as Netezza, Coremetrics and Unica 
► Global Centers of Excellence for marketing operations and market insights 
► Customer Interactive Experience Labs to create relevant and personalized content 
► Predictive models to increase campaign execution and improve lead generation 

Customer Behavior Analytics 
► Customer segmentation 
► Digital media analytics 
► Customer predictive analytics 
► Customer engagement analytics 

Social Marketing and Listening 
► Social media analytics 
► Brand sentiment monitoring 
► Influencer identification 

Marketing Analytics 
► Marketing mix optimization 
► Propensity modeling 
► Predictive churn modeling 
► Next Best Action 
► Voice of the Customer Analytics 

Customer Data integration 
► Marketing Database Management 
► ETL Rules, Data Management 
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F&A 
HR 
SCM 
FSS 
Kenexa 

 TOKYO 
 

 BRISBANE 
  CHENNAI 

 

 MANILA 
 

 KASAI 
 

 BANGALORE 
 

 SOFIA 
 

 BUDAPEST 
 

 KRAKOW 
 

 SHANGHAI 
 

 BERLIN 
 

 NEWCASTLE 
 

 TULSA 
 

 BEAVERTON 
 

 SAO PAULO 
 

 SAN JOSE 
 

 BUENOS AIRES 
 

 HORTOLANDIA 
 

 CAIRO 
 

 PARIS 
 

 ENDICOTT 
 

 BRATISLAVA 
 

 DALIAN 
 

 MELBOURNE 
 

 RALEIGH 
 

 DELHI 
 

 OSAKA 
 

Braga 
 

 Peru 
 

MONTERREY 
 

 Moscow 
 

F&A 
HR 
SCM 
FSS 
Kenexa 

We are present in 35 locations globally serving 
thousands of clients for their BPO needs   

Site locations above 50 headcount and / or strategic denoted 
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MONTERREY 
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Helping clients address future challenges, innovate and 
transform for sustainable long term growth 

► Next generation process innovation  
– Help clients transform processes through Cloud, 

Analytics, Mobile and Social technologies 

– Drive the adoption of sophisticated analytics services 
• Predictive models, industry specific expertise, risk 

management 

– Focus on specific high value transformation solutions 
• Digital Loan Processing, Fraud and Compliance, 

Social enabled Learning  

► Transformational service delivery 
– Hybrid Sourcing (BPaaS, traditional) and Services 

Integration 

– Accelerate the infusion of software assets such as 
Kenexa, Emptoris, Coupa and Unica into our service 
offerings 

– Pervasive application of cognitive computing 
capabilities with IBM Watson 

– Strategic partnership based ecosystems 

– Outcome-based metrics and contracts 

Business 
process 

innovation 
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THANK YOU 


	Digitization driving the next generation of BPO��Marcel Greutmann�General Manager, IBM Services Integration Hub�
	Today’s Discussion
	The new era of IT is defined by three fundamental shifts
	Business Leaders need to move beyond today’s discrete and disparate innovation
	Enterprise innovation will be realized through the integration of new era technologies with core systems
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Building a Digital Front Office that is fully enabled by a Globally Integrated Enterprise
	IBM is transforming to meet the new Client expectations
	Unique in leveraging the full breadth of IBM to deliver business outcomes aligned to industry imperatives
	Collaboration across IBM fuels our shift towards high value BPO services through analytics 
	Analytics driven process innovation helps to quickly prioritize improvement initiatives linked to business outcomes and ROI
	Helping clients to plan and execute marketing campaigns effectively through automation, analytics and flexible service delivery models
	We are present in 35 locations globally serving thousands of clients for their BPO needs  
	Helping clients address future challenges, innovate and transform for sustainable long term growth
	THANK YOU

