Expectations

B ¥ Reinventing customer
S experiences for growth
Moments that matter
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We live in a moment of enormous possibility and transformation

Three imperatives for new value creation:

Exploit Leverage Cloud Drive people-centric
as the new basis of as a growth engine for Engagement
competitive advantage business

for new profit channels

Alone, each of these has immense potential.
Integrated, they







Market Shift

The customer-activated enterprise is here

2013 study: 4,183

wetolacet0 @, ©.,.0..0, 9. 0.

CEOs ClOs CMOs CSCOs CFOs CHROs

70 countries
across 20
industries

Since
2004




Market Shift

Voice of the board: key influencers on business strategy

Cus®ideits | 78%
Board of Directors 53%
Corporate strategy function 44%
Non-exec senior leadership 06%
Key business partners O5%
Parent company 3%

Source: Question CEO1-Who has the most influence on your strategic vision and business strategy?; n=884 [CEO only]




only

of consumers expect

personalisation claim to be highly

effective at engaging
4 individual customers

Source: IBM Institute for Business Value and Center for 5
Applied Insights =




80% of CEOs

think they deliver a superior
customer experience

Only 8%

of their customers agree




Market Shift

Collaboration through digital and physical integration represents the
next wave of innovation

No Digital strategy

. Integrated digital-physical strategy

B 4 Limited digital strategy
. Uy 31 Y%

Source: Question B4 What kind of digital strategy does your enterprise have?; n=2,869




EXxperience







~___You don’t o =

You’re not connecting
— with me.

It’s too
hard.



a lot is changing in the market

The last, best experience that anyone has anywhere
becomes the minimum expectation for the experiences
they want everywhere.

— Paul Papas, Global Leader, IBM Interactive Experience




It's no longer about singular channels...

Design Matters

EXPenence Matters
. I mern \ > \ \

data informs experience
experience transcends channel



the
iImportance
of design



Design is not just what it
looks like & feels like.

Design is how it works.

- Steve Jobs




This is not a user experience







Context is key to
engagement

EXPERIENCEE‘

ANALYTICSJ
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Experiences driven by
data




Transaction

Attitudinal /
Sentiment Data

Context Data

Behavioral

A 4 Interaction

Data - data
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Social Ana'ytlcs Profile Watch  About Individual  About Them

\
iuul Detail The Badge
Twitter Info [ viiigont Advisor
i PR, Roger Luethy 4 Foster Connecton |
4 Swizorand
4256 | 959 736
2 wees | toowny | folwers

Webs: htpliroge
Description: Roger Luathy, Starage Specials! at IBM Switzeriand, 27
years of Storageebw orking/IT experiance and loves

Sport, Travel Photography, Blogging

C—
(2 ugsw}
. General
S | ——
SWITZERLAND
Current; N
2URCH, SWITZERLAND al 2012.08-27 53|i-Tran5CE-‘nd-f29 %)

Recent:
BERLN BERLIN, BRUSSELS

span, wavel, photagraphy, product
| ook (2012-03-23)
BN Cartified Specialst - Storage Sales

Yes

Aentersirasse 26
8003 Zurich, Sw izeriand




2 Extend physical experiences
with digital







Use digital to enhance personal
engagement







Making

content %

accessible, W/
Interactive and O

personal.
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Personalised Mobile Fan Experience

wseco BELL ¥ 421 PM

= PHOTOS

| OTHER COURTS

Wimbledon in the

% *LONDON THU 7:45 FM

Tt 2 3 winter 20 PHOTOS
YOUR TIME THU 1:45 PM

L

M O e 0 T UG 4 Wiig £5
Pt h “all
- . _
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David Ferrer battles
through for fourth
round tie




Fan engagement through insights — driving experience with data

WIMELEDON
24 JUNE - 7 JULY 2013

GENTLEMEN'S SINGLES - CENTRE COURT - SEMI-FINALS SLAMTRACKER

M. Djokovic currently leads R. Federer by 2 -

40|62 776 | 4|7
30/| 77|59 3|6|5
MATCHDURATION: 42 58 81 47 38

SMARTER AMALYTICS BY

Djokovic loses the game forehand
forced error.

Game Summary

40-0 R. Federer wins the point with an
ace

Aces

30-0 N. Djokovic loses the point with a
backhand forced error

Total Points Won
Djokovic: Points at 15-30
15-30 N. Djokovic wins the point
Distance Ran

Federer's 1st Serve Points
Won through Set 3

24
22
21

20

Total Points Won

Djokovic

—

N

w

A

Federer

20
18
22
24




HILL v WORLD
GET INVOLVED!

W @ WIMBLEDON

If you are on the hill at Wimbledon, tweet your
answer using #THEHILL

If you are not at the Championships, tweet your
answer using #THEWORLD

QUESTION

Federer is one game up, in the fourth set. So
who's going to win the 2014 Final, Federer
or Nadal?

ON THE HILL
| TIME-LAPSE ( 60s REFRESH )}

TWEETS TODAY TWEETS TOTAL

66,542 1.232wm

FWIMBLEDON #FIMAL #FEDERER #NADAL
#THE HILL EATHER #TENNIS

GENTLEMEN'S SINGLES R. Federer (1]
FINAL CENTRE COURT R Nadal [21

Next guestion in 09:10

THE HILL SAYS THE WORLD SAYS

T2%

FEDERER

HEAT MAP

= TIMELINE

FUN FACTS

Roughly 54,250 balls are used during The
Charnpionships period.

Yellow balls were used for first time in 1986.

Hill vs World — Making the digital to physical connection

FAN PHOTOS
#WIMBLEDOM #THEHILL #WIMBLEDON 2014

Andy Bums 1 Hou

BREAKING...

Lorem ipsum dolor

sit amet, consectetur

adi ng elit, sed

do eiusmod tempor

incididunt ut labore et

dolore magna aliqua.

Ut enim ad minim veniam, quis nostrud
exercitation ullameco laboris nisi ut aliquip ex ea
commodo consequat.

SENTIMENT

R. FEDERER




Social command centre — listening, understanding and deepening

WIMBLEDON

| EVOLVING TOPICS : KEY SOCIAL STATS ] VISUAL
Total Tweets Share of Volce IMAGES | VIDEO
TWITTER | INSTAGRAM | OFFICIAL

000 000 000 rGeer  00.00m

NOW | TODAY | TOURNAMENT TOTAL NOW | TODAY | TOURNAMENT TOTAL (

Where Total Reach

oaameica 00.00n OO0 OO0 000

NOW | TODAY | TOURNAMENT TOTAL NOW | TODAY | TOURNAMENT TOTAL

SOCIAL COURT : | INFLUENCERS ] HILL v WORLD =

Most Soclal Court TODAY | TOURNAMENT TOTAL W @ WIMBLEDON Next question in 09:10

If you are on the hill at Wimbledon, tweet THE HILL SAYS THE WORLD SAYS
your answer using #THEHILL

Cent r-e CO u r : 3 2 If you are not at the Champ\onships.LD

tweet your answer using #THEV

The most s ourt right now Is:

QUESTION

Federer is one game up, in the fourth set.
So who's going to win the 2014 Final,
VERSATION AT WIMBLEDON - sl il i

- -
GEOLOCATION : SENTIMENT . PLAYER CONVERSATIONS

#WIMBLEDON | @ WIMBLEDON Most Talked-About Players

+
@

Share of Wimbledon Voice

Positive

Roger Federer
Rafael Nadal
Serena Willlams

Andy Murray

Negative

Novak Djokovic
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In summary

1 EXxperiences driven by data
2 Extend physical experiences with digital

3 Use digital to enhance personal engagement




Omni-channel Commerce solutions from IBM create a differentiated brand experience

PERSONALIZE ENGAGEMENT

LUXE.. HANHY  TROTH

eremr sl —eermearirry

UNDERSTAND CONSUMERS
| OMNITA
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OMNICHANNEL SHOPPING

OPTIMIZE OPERATIONS



IBM Commerce fosters brand advocacy by building trust through
consistency

Deepening the
Brand Experience Trust Advocacy Spend

Customer

Consistency

55  Source: IBV Retail 2012 Winning Over the Empowered Consumer Study n= 28527 (global)




IBM Commerce targets operational excellence to ensure efficiency
and deliver a consistent brand experience

Deepening the
® O

Brand Experience Trust Advocacy Spend
Improving

, -0t

Analysis Planning Execution Profitability




We are entering the Third phase of the Commerce Market Lifecycle

* There have been three distinct phases of the Commerce lifecycle. Current Web 2.0 cross-channel commerce phase has reached late

majority while highly flexible omni-channel engagement platforms and new disruptive innovators transforming the market

* The next phase:

— Will be characterized by highly extensible, cognitive commerce platforms, that will push omni-channel to the limit powering Internet of Things,

Wearables, Adaptive Stores, and more immersive shopping experiences while experimenting with new delivery models.

— Innovation will primary impact four areas: Brand and Experience, Assortment and value, operations and value net, and business model innovation

Chasm: First Commercial
sites

IBM Productized LL Bean,
Intershop launches
commercial SW,
Broadvision was born ' 93
and launches commercial
sitesin ‘96

Phase One:1993 - 2003

Early Mainstream: Exiting
the .com crash online
shopping behavior is
becoming more advanced
and suppliers respond with
integrated Web 2.0 cross-
channel platforms

Chasm: C+ Sites are ported
onto distributed Java
Platforms, True Enterprise
Class is born. Coincides with
the .com crash

Late majority Commerce cycle. Current
platforms evolving into Customer
Engagement Systems and Omni-Channel
Platforms. Disrun'tivelnnovators
changing the Comilnerce Game with
Cognitive Commence, LOSA, and new
business models :
I
I
I
'

Chasm: New entrants enter
market with platform API

begins to take shape

Phase Two: 2003-2013

-
RFE IMAGINE

Dty ol

Economy platforms while a new
breed of Omni-Channel platforms

Key Events during next lifecycle
*Cantinued reimagination

ODqta integration, liberation, and privacy
*Attention Economy Gets worse

-Tq'uch point proliferation: Wearables, 10T, T-
Corpmerce and new screens proliferate
*Dyinamic pricing and Assortment

-Fa'gter everything

-Re‘lcognition of intent with highly targeted
individualized everything

*Ofjerations: Value nets

*3D printing becomes real

Phase Three: 2013-2023




Each Imperative is viewed in terms of its impact on the brand
experience and operational excellence

w . ommerce Consumer
- P bre-purchase, Wme ; =

Perspectlve

Consumer

Industry Imperatives

Deliver A Smarter Shopping Experience \/ \/

Build Smarter Merchandising & Supply ‘/ ‘/

Networks ﬂ

Drive Smarter Operations Indirect Impact \/
58






