

    

        


        
        
                        
                
            
                    


        
            	
                    IBM Customer Engagement Solutions
                
	
                    
                        Home
                    
                
	
                    
                        Comments
                    
                


        


        
    
    

    
        
            
                
                    
                                                    
    
        

        


        
            A new way to understand your customers 
        

    





                                            

                

            

        


        
            
                
                
                
            

            
                

                

                
                    
                     Match case
                     Limit results 1 per page
                    

                    
                    

                

            

        
    


    
        
                            
                    


        

            
                
                    

                    
                    
                

                
                    
                    1

15
                    
                

                
                    
                    100%
Actual Size
Fit Width
Fit Height
Fit Page
Automatic


                    
                


                
                
                    
                    Embed
                
                
            


        

        

    




        

            

        
            
                
                    
                        
                            Home
                        

                        
                                            


                    
                        IBM Customer Experience Analytics

                        Jul 27, 2015

                        
                                                                                        Download
                                                        Report
                        


                        
                            Category:
                            
                                Presentations & Public Speaking
                            

                        


                                                    
                                Author:
                                IBM Customer Engagement Solutions
                            

                        

                        

                                                    
                                Tags:
                                
                                    summary seamless analytics
siloed analytics conn
entire customer journey
customer experience
customer engagement
entire journey
application ibm
understanding customers

                                

                            

                        
                    



                    

                                    

            




            
                
                    
                                                    Welcome
                        
                                                    
                                Comments
                            
                        
                                            




                                            
                            Welcome message from author
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A new way to understand your customers
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Customer Experience Gap

Page 4
                        

Why does the customer experience gap exist?
 Because understanding customers requires seeing their entire journey, and connect the dots is difficult
 $
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And analytical tools are silo’ed
 Which channel did they use
 What they said
 What they needed help with
 …making it difficult to understand what is happening across channels, and drill in to specific
 sessions to gain qualitative insight into why, and understand the impact
 What they did
 Where they came from

Page 6
                        

Organizations are fragmented
 …resulting in disjointed customer experiences
 Marketing eCommerce Service

Page 7
                        

A new way to understand your customers
 IBM Customer Experience Analytics is the industry’s first solution that makes it possible to quantify and visualize customer journeys—individually and in aggregate—across channels to pinpoint improvements and drive acquisition, revenue and loyalty.
 7
 Seamless analytics
 Understand customer journeys
 Analytics that grows with you

Page 8
                        

IBM Customer Experience Analytics

Page 9
                        

Customer Experience Analytics delivers seamless analytics
 Web analytics capabilities
 Customer behavior analytics
 capabilities
 Journey analytics capabilities
 Only IBM offers a single interface in which analysts can seamlessly pivot between views that answer what is happening, why it’s happening and determine impact.
 Seamless analytics
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Seamless analytics makes it easy to pivot to answer…
 ….what is happening
 ….why it is happening
 ….and how much you care
 All easily, within a single interface

Page 11
                        

Understand customer journeys
 Journey Analytics
 IBM Journey Analytics enables brands to visualize the entire customer journey, as individuals and segments, across channels to pinpoint improvements that drive acquisition, revenue and loyalty.

Page 12
                        

Understanding of journeys is enabled by a data exchange
 Journey Analytics is fueled by data from across the customer engagement ecosystem
 A universal behavior exchange connects customer behavior, profile and segment data in real-time from any application (IBM or partner)
 Identities are joins through common ID, delivered via API

Page 13
                        

IBM has comprehensive customer analytics capabilities
 IBM’s Customer Analytics capabilities
 Customer Experience Analytics
 Digital Analytics
 Customer Behavior Analytics
 Journey Analytics
 Performance Analytics
 Cognos
 Watson Explorer
 Social Analytics
 Social Media Analytics
 Cognitive Analytics
 Watson Engagement
 Advisor
 Watson Discovery Advisor
 Predictive Analytics
 Predictive Customer
 Intelligence
 SPSS
 Watson Analytics
 Only IBM provides the full scope of analytic tools that enable you to understand your customer’s experience and sentiment, and predict the best way to engage them

Page 14
                        

IBM has comprehensive customer analytics capabilities
 Digital Analytics
 Behavior Analytics
 Journey Analytics
 Social Media Analytics
 Predictive Analytics
 Cognitive Computing
 Only IBM offers the full set of tools to understand your customer’s experience and sentiment, and predict the best way to engage them
 Performance Analytics
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Summary
 Seamless analytics through a
 unified interface
 Comprehensive understanding of
 customer journeys
 Analytics that grows with your
 business needs
 Silo’ed analytics
 Connecting interactions across
 channels and touch points
 Fragmented organizations
 Analytic challenges IBM delivers
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