Welcome

Digital Transformation, Where We've
Been and Where We’re Going

An analysis of key findings from a recent
CMSWire digital customer experience survey




Agenda

JYINEE Introductions

35-40 MINS ==Y Y=Ye]r=\ile]

JYINCE Discussion + Live Q&A (you!)

Submit your questions
> Use the Q&A module at the bottom left of the browser

> The colorful widgets at the bottom of your browser have
additional resources, including any technical support




CMSWire

Founded in 2003 Key services
e * 150+ articles per month
400+ editorial « Monthly editorial themes

contributors  Monthly tweet jams, hangouts, webinars

Three primary topic areas
» Digital Customer Experience
 The Digital Workplace
* Information Management




Today’s Sponsor

Organizations across all industries are reexamining how
they interact with their customers, employees, partners
and citizens to deliver on high expectations of all digital
interactions and enable a consistent, personalized
experience. IBM Digital Experience empowers
business owners to deliver engaging experiences with
interactive content, targeted offers and consistent
branding across channels — web, mobile web and hybrid
apps — without relying on IT for every change.

www.ibm.com



https://www.ibm.com/customer-engagement/digital-marketing/digital-experience
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Questions

We want to hear from you!

Use the Q&A module at the bottom left of the

browser at any time to submit a question Be sure to check
out the Speaker widget to

_ the left to learn more about
Tell your community what you're up to — Tweet us! today’s presenters and the

. S— Resources widget to the




Methodology

DX Survey respondents job function

Which of the following best describes
your job level?

Director

Manager

Executive

Individual Contributor

Team Leader

Other

Operations / Delivery 3.7%
Administrator | 1.2%

Which best describes your role
in making product/service
purchase decisions?

Authorizor o .
6.7% ecommender
N o 35.8%
Not involved
12.5%
A

Decision-maker
21.1%

Influencer
23.9%

Purchasing role



How would you rate the current state of your
organization’s digital transformation?

A. A priority, but not yet started
B. At an early stage

C. At a mature phase
D. Not a priority



Digital Transformation

How would you rate the current state of your organization's
digital transformation?

HE 2016 6
53.99, 26-6*

Hl 2017
22 1% 22.3%
15.4%
c 10 7%
1%
2.4%
—

6.3% 4.3%
-—
| DON'T A PRIORITY AT AN EARLY ATA MATURE
KNOW BUT NOT YET PMORHY

STARTED



Content Delivery

Digital Experience
Platforms

The foundation to help
address digital
transformation projects

Commerce Account Mgmt

Digital Workplaces

Self Service



Digital Customer Experience
Priorities, Challenges,
Measurements



DCX Priorities

Why is digital customer experience (DCX) a priority
for your organization? Choose all that apply.

To improve customer success / customer service 71.9%
For competitive differentiation / staying ahead in our industry
To preserve or strengthen brand value

To boost customer acquisition

It's part of our digital transformation strategy

To reduce operational costs

To reduce customer churn

Other (please specify)
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What are your organization’s top three digital customer
experience challenges?

A. Budget constraints F. Lack of organizational agility
B. Siloed systems and customer data G. Lack of strategic direction
C. Limitations of current H. Limited cross-functional alignment
platforms/technology |.  The chaos of organic evolution
D. Limited staff expertise/skill J. Limited operational processes
E. Lack of cross-departmental K. Lack of executive support
L.

collaboration Other



Challenges

2017 |

What are your organization's top three
digital customer experience (DCX) challenges?

Budget constraints 47.8%
Siloed systems and customer data
Limitations of current platforms / technology
Limited staff expertise / skills

Lack of cross-departmental collaboration
Lack of organizational agility

Lack of strategic direction

Limited cross-functional alighment

The chaos of organic evolution

Limited operational processes
Lack of executive support
Other

See Appendix Figure 1.5
7.8% for data from 2016.



Proliferating digital touchpoints
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... yet approaches mostly focus on “web first”
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Content
illuminates the
customer

journey.

“Your brand is
the sum of all
customer
interactions.”
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Digital Customer Experience
Ecosystem



I nve Stm e nt What are your organization's current

digital customer experience investment
priorities? Choose all that apply.

Analytics and dashboarding

Marketing and experience automation
Data management / data integration
Personas, targeting and/or personalization
Digital transformation projects

Mobile apps or Mobile touch points
Consolidation and integration of systems
DX / Web CMS platforms

Social listening and engagement

Digital governance and content quality
Organizational culture

Al / machine learning capabilities
Ecommerce experiences and intelligence
Customer service or call centers

Digital Asset Management (DAM)

Voice of the Customer (Voc) programs
Customer-facing chatbots

Microservices / AP| development
Customer communities
Blockchain-based content systems
Other




Watson Customer Engagement aligns to your
digital customer experience priorities

Effective
Insights Action Engagement
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Investment

Which statement describes your place in a purchase cycle
of digital customer experience technology?

RESEARCHING NOT YET BUILDING THE
OPTIONS ALREADY MADE STARTED BUSINESS CASE
A PURCHASE

CONDUCTING
DEMOS 7 POCS

DEFINING OUR
REQUIREMENTS

RESEARCHING
INDUSTRY TRENDS

CONDUCTING
AN RFI OR RFP



Digital Customer Experience
Infrastructure



Strategic Business Apps

What are the most strategic business apps your organizations needs
to integrate with your Web CMS / DX platform? Choose all that apply.

CRM

Marketing Automation
Customer Data Management
Digital Asset Management
Knowledge Management

Email Infrastructure

Call Center / Customer Service
E-forms

Ecommerce Engine

Customer Community Platform
ERP Platform

Event Management Platform
Bespoke/Custom Business App
Other

54.6%
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Accessible Version | Espariol

Florida Blue © ©

ContactUs  Search  Logini Register
Home  Shop Our Plans FindaDoctor  FindanAgent  FindaCenter  AboutUs
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u For questions about
your health plan
- rv I application or initial
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= Florida Blue B9

In the pursuit of health*
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Healthcare Extranet y e
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Shop Our Plans Need insurance?

Member Login  Finda Doctor  Shop for

Coverage

See just how affordable plans You've come to the right place! Open enrollment for Individual health
can be - health, pharmacy, insurance is over, but you may STILL be able to get a health plan.

dental, lfe, financial plans and
more! Let's talk! You can always get a temporary health plan and other

HereforYou  Florida Blue  Health Care

* 85% conversion rate [
Need Help? Call 1-855-714-8894 & Accessibility  Espafiol  ContactUs Q
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Experience Delivery Model

Which content/experience delivery model
does your organization prefer?

8.2% 24.2% 32.0% 35.6%

Other Deliver content Accelerate We need both
to sites, apps website / page the APl /
and devices via building by headless and
APls (headless enabling the more
CMS mode) business users  traditional web
to manipulate templating
page layouts approaches
and contentin
a templated,
WYSIWYG

environment



Watson
Content Hub

Omni-channel
digital experience
delivery

Access content via
headless CMS

Integrate content where your
web CMS can'’t go:

Mobile apps
Kiosks, cars, other
devices

Custom web
applications

Rich web experiences
Business-friendly tools for
managing rich web
experiences:

+ eCommerce sites

« Transactional sites

* Marketing sites

* Landing pages

Use content in
commerce & campaigns

Integration with customer
experience ecosystem:

* Product content
* Email marketing
» Social content

* Personalization

Watson

Build With > #
o

IBM

Watsen Costant Meb

Effective Advertising
- Pointers

Content made easy with Watson Content Hub
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LRl T

Customers are building diverse solutions

Build With >
Watson <=
o
\.
—_ —x

IBM Cloud Developer

What

* A new mobile app to improve sales
and fan satisfaction

* Watson Content Hub powers venue
data for 20k+ venues

Why WCH

» Simple user interface enables venue
managers to control their content
without requiring app updates

What

* Developer cloud experience at
https://console.bluemix.net/developer/
watson and others

* Application blends content with
developer services

Why WCH

* Get content out of code — enable
offering managers to control content in
rich application

* Focused offering, simple API

Taking Taste Further

Mzt great l0ue s 0F n Ihe Gevis

What
Content management system for suite of
mobile apps for Electrolux customers

Why WCH

“It's flexible, has a good user experience
for our content team, is API driven,
capabilities of creating mobile-specific
content type, multiple languages,
categories and tags.”



Artificial Intelligence

What impact do you expect artificial intelligence and
machine learning to have on DCX over the next 2-5 years?

SIGNIFICANT

TRANSFORMATIVE

MODERATE

I'M NOT SURE
NONE
X8 ©




Watson Tone Analysis
Watson Video Enrichment to understand messaging
for audio, text & visual data Sl X “Tr e
within multimedia content o e e e ——

ther communicarions, which Gould ITErove e efiectiveness of the Massages and how they a7 mceved.

Watson Discovery
services for Cognitive
Watson Visual Recognition Suggestions to enhance
for images & documents content

Al ... helping
practitioners
deliver more

u [ L] I :
engaging digital -
eXpeI’IenCGS Watson Conversation Watson Sentiment - — s — — -
for Natural Language to detect positive /' watson Personality Insights
Interaction negative feedback

to understand your customers

CMS
WiRE



Which do you think will have the biggest impact on digital
customer experience in the future?

Artificial Intelligence/Machine Learning
Blockchain

. Chatbots

. Extended Reality (VR/AR)

Data Privacy

Cloud

. Security

G@mMmoOO w2



Thank you!

This webinar has been recorded.
A link to the on-demand video will be emailed to you in a few business days.

Thanks to Lori Alcala and to Brian Chaput for speaking
and for IBM Digital Experience for sponsoring today’s event.

If your company is interested in sponsoring a webinar,
please email us at webinars@cmswire.com




