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Lack of
Customer 360°

-
¥

Cross-Channel
Interaction

Lack of
Experience

© 2017 Teradata
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Many organizations lack the complete view of
the customer, across all online and offline
channels and products, staying limited to a
product / channel-centric approach

It is difficult to visualize, understand and
manage cross-channel interactions for all
customer journeys, most organizations can do
it for a channel or two, not across all

Most organizations lack the people with the
necessary experience and analytical skills to
extract the right insight and plan optimal
communication strategies

Customer
Insight

Real-Time
Action

Avutomation &
Scale

To build long-term, sustainable relationships,
companies need sophisticated analytic insights into
their customers preferences, and drivers, not just a
view in to their past behavior

Most organizations are not able to react in real time
to customer opportunities and threats, leading to loss
of revenue, and worse yet, loss of customer

Managing a customer’s journey is difficult but
orchestrating it for billions of interactions for millions
of customers virtually impossible. Most solutions lack
the automation and ability to perform at scale

TERADATA.
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McKinsey&Company

@ntmﬁ'\r exp( n(“m é:
Creatingvalue through
transforming eustomer

journeys
“Journeys are central fo the *How an organization delivers
customer’s experience of a for customers is becoming as
brand—and as important as important as what it delivers”
The pI’OdUCTS ThemSelveS” - McKinsey & Co., Winter 2016

- Harvard Business Review, Nov 2015

TERADATA
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Strategic
Priorities

Roadmap
Definition

Insight Driven
Business
Ovutcomes

Customer
Journey
Orchestration
Capabilities

ol H|ALIA JHXIE

Customer Journey Program

Cross-Sell/ Customer

Customer Acquisition Up-Sell Chumn

Customer Experience

Customer Journey Capability Assessment & Roadmap Service

Omni-Channel Abandoned Churn Root Cause Analysis Experience Issue
Optimization Cart '/ |dentification

Experience Root Cause

Online Search Opftimization Next Best Offer Proactive Churn Prediction :
Analysis

Active Customer
Experience Management

R R ) R

Real Time Personalisafion: RTIM, Celebrus...

Sales Process Opfimization Convert Browsers to Buyers Customer Lifetime Value

Omni Channel
Customer Inferaction Management: CIM

Data Foundation
Data Platforms Analyfic Ecosystem Advanced Analyfics D ATA
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Connected Data

Access and connect all
data to identify every
customer journey

Know me
and serve me
Connected ~ atevery Connected
Interactions interaction point Analytics

Customer interactions Rapidly convert data
executed flawlessly at into insights to fully
every touch-point. S understand every
Right message, right customer

fime, right place

TERADATA.
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Data from Any Source

Customer single Interaction 3600 Customer 28 Single
|dentity View Q’ 360 E Event View

Sc:ll_.l rce

celebrus e

teshrnalogias
S ol Dl B e

Aster Channels

v il

Hadoop Analytics

.
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@ OI0IEl(Connected Data)

Sourcing and Connecting Data from all sources

Customer |dentity
. % ‘ « Customer ID

« Cookie on a device
« Email address
* Product IDs

 Client and 3 party
customer atfributes

« Reconciled over time

Customer Data

« Demographics
E » Product Holdings
« Sales/Order History
® 0 .

Behaviors and activity
* Revenue, Cost, Margin
* Models (Propensity, Churn, Risk)

© 2016 Teradata

CONNECTED DATA

Single Interaction View

« Web
* Mobile device
4R - Store

'3

« Call Center
 Digital Advertising
* Social

« Search

Single Event View

@ @
oa

* Financial Transactions
« Complaints

Sales Events
Service Events
Life Events

TERADATA.
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Understand the Customer Throughou’r Their Journey

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

% Real-Time ' e Discovery : 6 il Dashboards m Actionable
: B Analytics @ *4 Analytics E'*v’ & Reports Analytics

e Campai B Predicti
Business : wea.  Affinity R : (D (D SREE
: T Insights : Analyfics
Rules :
e Path & : :
" ratte
: T Detection R :
—  Machine : | o | Dhechiveness i LININIIN trends
__= lLearning : : — :
/\/- Text Analysis :
Watedall  : .
: . . e Predictive : SI=%=- Visudlization : } mpss—i Cross
; Triggers : / 2 - Modeling : : = Segment

TERADATA.
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Paths & Pattern Detection
(Purchase, Churn, Complaint)

EVENTS PRIOR TO CHURN

MULTICHANNEL PATHS TO ACCOUNT OPENING

o v s wy

o woT coueTe
-
iy
v

uuuuu

Text Analytics
(Topic, Sentiment, Needs)

;,.." .-:—-.‘ ‘ TG _sciout

ETR T
EEU RN
ha 240%
6%
026 %

AN Mm%
ans

20 %)

ool
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Affinity Analysis
(Product Recommendations, Social Network Analysis)

Baking ingredients
& moes

Personal Hygiene
(somp. toothpeste. =ic)

e -

Ted—

Cleaning & taundry s
products .

Propensity Modeling
(Predict Behaviors,...)

Multi Genre Analytic Utilising

sQL

Sessionization

Attribution (exponentially weighted)
Naive Bayes

I@\C’

PAGE DURATION NO. ‘CURRING

SCORE

NEW DIGITAL VARIABLES

C Ll\,K VISITS

Aster Mode/
! K

nas nan
TN
256%
I 210 0%

o5 0% % 0% 80% 100%
% of Audience
—— Existing Propensity Model = Aster Digital Madel




@ &l2l (Connected Interactions)

Influence the Customer, Guide Their Journey

Capabilities
L ]
G e 80 ©
@
Omni-Channel Event Tnggers Avtomation Optimization Feal-Time

Orchestration

e ——— I
Personalization Closed Loop Interaction History Self Learning Open Channel
Integration
Channels
[ dey (&) =
—— r—
Call Center Print Mebile Email Paid Media  3ocial Web
12 © 2017 Teradata TERADATA



Customer Journey Solution : Capability Framework

Sources
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Business Outcomes ( Acquisition, Growth, Service, Retain)

Connected Data

RZDI
- Master Data Management
N

Customer Identity Registry ”:;'

U U °
o
Event Analytics Customer Customer

Repository Interaction 360
View

Performance Management Metrics -Tl'l

¥
0

Low Latency
Feeds
510ADT $5920V e|que|:|m

Zﬂk

Integrated Interaction View

Connected Analytics

Analytics Workbench

A
|I|I

Actionable
Analytics

i
©

Y
i
SUOIDY POJOUIPIO-0D 8 PAJDNSAYDIO

K

Customer NEl
Experience Learning
& Journeys

Access to Any Data
uoidwnsuo)
10} paz|puoybiadO

Performance Monitoring

Pathing, Senfiment, Attribution, Recommendations

Call -
Center Network

2 % G wLav
wUTE DECUAE

- e
crans

Search/
[B]elle}%

Mobile

Social

EVENTS PRIOR TO CHURN

Connected
Interactions

8{} Real Time Automation é

plig
n

Journey Orchestration

Content &
Message
Personalization

Customer
Targeting

m Access to Any Data

il

Journey Designs, Outbound, Inbound, Real Time

‘Bujuolsioaqg pasipbiua)d

Channel
Systems

Touch
points

.;'
-
-

Content
Systems

Digital
Delivery
Systems

Social
Platform

CRM

IVR

Kiosk/POS

Network
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Customer Journey HIOIE EE<

Persona
Engine
Event
Enrichment

Event
Analytic
Processing
Realtime
& Batch

Ingest
Realtime

& Batch Events

© 2017 Teradata

Customer
Events

Proactive
Event
Queue

Business
Events

Campaign
Management
& Catalog

Event
Action
Systems

|[ERADAIA.




Customer Journey &4

ﬁ'ffféi_eh::'y_é _s'cag\ipchieved via end to end automation, plus data, insight and <77h/cmnel in’regra’rionﬂ“
|

Celebrus Teradata
Real fime capture | 360° customer view Advanced Personalised insight In session
& streaming of including all single analytics to driven marketing at contextual
digital & other interaction view, ID discover new scale. Real time decisioning and
data reqgistry, plus closed customer insights omni-channel personalisation
loop feedback. that drive delivery for the
Includes Data Lake marketing whole customer

/ decisioning journey

Customer Customer Marketing Return on Business

Satisfaction Retention Efficiency

Up Sell &
Cross Sell

Customer

Agility
()

Investment

O

Acquisition

0

() () ) ()

Rapid and agile innovation delivers new business opportunities

TERADATA
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[&l 8 Ald]l] Digital Data Integration

Challenge & Opportunity

« Large Retail Bank, with millions of customers using their welbsites

« Challenge: Web reporting showed online sales being abandoned but
not which individual customers were doing this, or why

« Opportunity: Identify and contact customers that abandon a purchase
journey, address their questions, then help them complete it

Soluhon
Tag free, real time data capture deployed into web (incl Internet
Banking).

« Solution structures the data and loads it to the IDW every 2 minutes

« Data are integrated to provide the 360° customer view, and are
available to downstream analytical CRM tools

« Solution was deployed in weeks

How Used
« Business rules set up to identify customers that abandon a purchase

« Triggers used to generate multi-channel, personalized contacts

Business Outcomes
« $12m dollars of incremental profit in first 12 months, 000's of sales

- Digital data then re-used to address a wide range of Service and Sales
process issues, plus Functional gaps in the website

17 © 2017 Teradata TERADATA



[& 8 Abdll] Digital Data Integration

How we do it

.Q
Data from Web Integrated with existing Campaign
and Mobile customer data Management

System

Tag free, real time Pre built data Digital events
collection and model, no trigger

contextualization development personalised
of Digital data required messages

Actions Triggered & Decisions Enabled Across Channels
* Real-time web personalization ¢ Digital event triggered leads
* Personalized triggered emails ¢ Marketing & lifecycle attribution

Iazj'I' —) L mmp oy

Customer receives
contact

Messages
delivered into any
channel

 Single customer view creation e Messaging development ¢ Offline personalization

© 2017 Teradata
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[& 8 Abdll] Digital Data Integration

What we provide

| |
| |
Raw Event ®
L hatg %%L?Qorc}l’eg g lIntegrated Data
! I Warehouse
E l Event I
W] colection o |1
= ; Discovery
- 2 Real-Time 5 =)
Browsers | Business : Q5 [ Platform
Business Q .
l context e.g. w»n O :
. Event -1
I Clicks, Modeli < o ' .« o e
| ‘ e odeling ':%.'5 =)' | Decisioning
|
Mobile : searches (o) :
APPS | ) I Channel/CMS
I Increasing Data Value " Interfaces
\ L o o o iiaiminemmmm—m——m—m—————

Customer 360°
Reporting
Analytics

Decisioning

Omni-Channel

Campaign
Management

« Celebrusis rapid to deploy

« Connects to all Teradata solutions natively (IDW, Aster, CIM, RTIM)

« Consistently delivers positive ROl in year 1, and supports multiple use cases

© 2017 Teradata
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[&& Alell] Customer Journey Mapping

Chqllenge & Opportunity
Retail bank aiming to optimize their omni-channel Customer Journey,
focused on Digital

« Challenge: Current Web Analytics solution showed volumes for each
process, but not actionable insight into how to improve

«  Opportunity: Identify the Customer Journeys through each process,
where and why these fail, and what to do to improve them

Solution
« Detailed digital data and offline data sources (sales, interactions, etc.)

«  Multi-Genre analytics capabilifies including Customer Pathing
« Initially deployed as a 6 week RACE

How Used
« Data Scientist & Bank’s analysts ran Customer Pathing to understand
multiple digital an omni-channel sales & service processes

« Business consultant interprets results and business cases for improvement

Busmess Ovuticomes
$10m dollars incremental profit from two sales process changes for 1
product

« |dentified cause of 80% failure rate for a service process

» |dentified >40 business opportunities including follow up marketing
triggers, process changes, and online banking feature enhancements

TERADATA
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[& & Atdll] Customer Journey Mapping

How we do it

=
m*+

O

ol
/o\./.

Data from Web Customer Pathing Customer Journey Customer receives
Mobile, Branch, Data Science, Business Insights contact
Call Center eftc. Consulting

Processes optimised,
Customer journey
interactions identified
(eg, abandoned sale

Customer Pathing Breaks,

applied to Sales inefficiencies, lost
and Service sales, service

Processes failures identified

Interaction data
gathered from all
channels

Actions Triggered & Decisions Enabled Across Channels
e Customer churn triggers « Complex sales triggers ¢ Service Failure identification
e Fraud pattern detection e Process improvement ¢ Activity migration
« Campaign & lifecycle attribution

© 2017 Teradata TF_RADATA



[& & Atdll] Customer Journey Mapping

What we provide

BUSINESS VALUE FRAMEWORK RACE

GUIDED ANALYTICS

BUSINESS VALUE OUTCOMES o ANALYTIC CONSULTING APPROACH 11 CUSTOMER PATHS GUIDED ANALYTIC
- TERADATA e
; : Dig.ih?l ﬁbul!don Marketing Path ta :
Marketing Predictive Online ibufion Purchase or :
- el Bmchase — Chum RACE: Overview & Deliverables s i )
Cust Predict Customer Service Failure Service &
Complaint Sat/NPS Analysis osgfn‘i’:;':on : =l ~\
: M| Path o Fraud "";:u"::h?‘::"" fu“fn"cf::;:; Online Fraud = e T
n Callections Connections Pre-Default Equity : ;::’::ﬁ :z::::ig;t“nm ::,iz:\? %,'2;‘":;‘:5,. i 3
Analylics Risk Risk Modelling
- Business Procass Root Cause : : oject Plan - RhcE keport & Presen:
Operations Pracess Atormaion Analysis of He... DM e ik Ao
Improvement Issues :
ENABLED BY BUSINESS SOLUTION CAPABILTIES RAPID DELIVERY OF NEW USE CASES : : PATHING QUICK START FOR ASTER CUSTOMERS

Rapid Analytic Consulting
Engagement to deploy pathing,
prove use cases, provide
knowledge transfer

Customer Pathing for Aster Users
who want to deploy the
approach to business analysts

Multiple field proven Customer

Pathing use cases. Supports idea
generation.

22 © 2017 Teradata TERADATA
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&8 ALdll] Customer Journey Mapping

What we provide

Teradata Aster AppCenter

D
-
o

et
010101
001010

Data Acquisition
Module

Data Preparation

Analytics Module
Module

Pre-built
Analytic
Functions

Teradata Aster Analytics

INTERFACE

Teradata
Aster
Database

ROW STORE COLUMN STORE

Visualization

Teradata Aster Analytics for complete
tooling for data acquisition, preparation,
analytics and vizualisation

23 © 2017 Teradata

Statistics
AdaBoost

Approximate Distinct Count

Approximate Percentile

CMAVG

Confusionflatric

ConfusiontatrixPlot

Correlation

CoxPH

CoxPredict

CoxSurvFit

Crass Validation

Distribution Matching
AVG

Enhanced Histogram
Fiieasure

GLM

GLMPredict

Hidden Markow Model
Histogram

KNN

LARS Functions

LinReg

Logistic Predict®
Logistic Regression®
LRTEST

Non-linear Kemel SYM
Percentile

Principal Component
Analysis

Random Sample
Sample
ShapleyValve
SMAVG

Support VectorMachines
VectoDistance

Cluster

Canopy
Gaussian Mixture Model
Kieans

KileansPlot
Categuorical Clustering
Minhash

Data Transformation

Antiselect

Apache LogParser
FellegiSunterrainer
FellegiSunterPredict
Identityiiatch
IpGeo

JSONParser
Multicase
MurmurHash
Number as Categories
QutlierFilter

Pack

Pivot

PSTParserAFS

Scale Functions
StringSimilarity
Unpack

Unpivot

URIPack

URIUnpack
XMLParser
XMLRelation

*depreciated

Pattemn and
Time Series

Arima
ArimaPredictor
Attribution

Burst
ChangePointDetection
Causality Detection
DTW

DWT

DWT2D
FrequentPaths
IDWT

IDWT2D
Interpolater
Path_Analyzer
Path_Generator
Path_Start
Path_Summarzer
SAX

SAK2
SeriesSplitter
Sessionization
Shapelets
Unsupervised Shapelets
VARMAX

Cfilterviz
NpathWiz

New Functionsin Aster Analylics 6.21

Association

Basket_Generator
Cilter

FPGrowth

KNN Recommender
WSRecommender

DecisionTree

Forest_Drive
Forest_Predict
Forest_Analyze
Single_Tree Drive
Single_Tree_Predict

naiveBayesiap
naiveBayesReduce
naiveBayesPredict

Deep Leaming

Neural Networks

Text

Chinese Text Segmentation

LDAFunctions
Levenshtein Distance
Named Entity Recognition
(CRF Model)

Named Entity Recognition
(MaxEntropy Model]
nGram

FPoSTagger

Sentenzer

Sentiment Extraction
Functions

Text Classifier

Text_Parser

TextChunker

TextMorph

TextTagging
TextTokenzer

TF_IDF

Aster Analytics

System Functions

ne_skew
ne_relationstats

AllPairsShortestPath
Betweenness
Closeness
EigenvectorCentrality

glree
LocalClustenngCoefficient
LoopyBeliefPropagation
Modularity

nlree

PageRank
PersonalizedSALSA
RandomWalkSample

Location Analysis

LoadGeometry
PointinPolygon
GeometryOveday

See the Analytics Foundation Guide for a Complete
Review of Analytic Operators

http:{/info.teradata.com/

Over 100 pre-bvuilt analytic functions

(including Pathing) to enable the full range
of Customer Journey analytics

TERADATA
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[Al8H AL2I] Real Time Marketing

© 2017 Teradata

Chqllenge & Opportunity
Retail bank with millions of customers interacting through it's web sites on a
daily basis

« Challenge: All customers get the same offers, messages and experience,
regardless of need. Only very broad segmentation applied to offering.

« Opportunity: Build the digital experience around individual customers,
optimize sales and service messages based on real time insight

Solution
« Real time Digital Data capture & integration with offline customer profile

« Real time interaction management capability
« Integration with Digital and Offline channels for omni-channel decisioning

How Used
« >1000 messages available, many personalized, arbitrated in real time

« Sophisticated messaging strategy with real time rules and machine learning

« Sales, Service and Informational messages presented based on relevance
to Customer Journey

Business Outcomes
« Up to ém real time personalized messages delivered per day

« Click rates on messages >50x higher than untargeted messages (10-20% RR)
« Deployment time for new digital messages reduced by 80%

TERADATA



[&/8 Atell] Real Time Marketing

How we do it

@@
eee

e !&A@‘ \(‘\ o lv] ¢
o

X - gy
Data from Web Customer Data & Real Time Decisioning Personalized
and Mobile Messages Experience

. : Select new or best :
Tag free, real time Customer profile e Personalized messages
existing message

collection and data plus existing . delivered to web page
based on real time

contextualization event triggered : in milliseconds. Pass
rules and machine

of Digital data messages : . leads to other channels
learning. Personalize.

Actions Triggered & Decisions Enabled Across Channels
* Personalized sales messages * Personalized service messages  Information messages
e Pass alerts to offline channels ¢ Synchronized messaging across channelse Alerts
» Strategy balancing

25 ©2017 Teradata TF_RADATA



[& 8 Aldl] Real Time Marketing

[ ]
What we provide = e e - \
(
|
|
=4 8 .
|
Al
Browsers kAW Event geLetng ot |
Data echnologies I
|
. O
D 4 Collection. g .
: 2 . !
Mobile : Real-Time Qo9 |
Business Business o .S
@‘ context e.g. = O the channel requests customer interacts |
‘ Clicks Event = 8 | a message from RTIM with the channel I
. ‘ Modeling —_ i = G~ T R .
Call Center ‘ views, o ! H v 08 R s :
searches 2 I A~ S/ . :
I response captured & prioritized best set of
| analytics “self-learn” messages delivered l
OIS, = 00 | oumm . | & . A& I - I
Increasing Data Value ! : BUSINESS £ ULTHDIMENSIONAL MESSAGE
sranch L B |V e | AN e (N e )
I i Demo A cs C”‘ i‘w:wﬂ Mess I
]

« Celebrus provides real fime web interaction stream
« RTIM applies business rules & machine learning then selects the best personalized messages

« Celebrus provides the integration back into the web to publish the messages

TERADATA
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