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Welcome, and key takeaways

= Qur research focuses on the disruption and change brought by the
intersection of business and technology.

= Today, disruption and change are most prevalent at the intersection of
how you engage with your customers and technology.

= This change brings a new set of expectations and needs to IT leaders.



The needs of the CFO and the drive to streamline
transactions have defined enterprise IT to date

CFO and Operations

Enterprise resource planning
Financial consolidation and reporting
Compliance

Supply chain planning

Purchasing and procurement

Order management and fulfillment

Employee management



But a shift to growth, and customers, is under way

“What are your firm’s three most important corporate | |, our previous survey (Q2 2010),
business priorities over the next 12 months?” 53% of global IT budget decision-

makers put grow company revenues
and 52% put lower costs among their
top three priorities.

Y

Grow overall company revenue 65%

Lower the firm’s overall operating costs 57%

Acquire and retain customers 51%
Improve quality of products and/or processes 42%
Improve workforce productivity 41%
Improve our ability to innovate as an organization 36%

Drive new market offerings or business practices 32%

Improve business flexibility and resilience: faster time-to-
: ; ; = 28%
market, quicker response to changing business conditions

Source: December 2011, “Forrsights: Analytics, Mobile, And Collaboration Lead 2011 Tech Investment
Growth” Forrester report



Why? We have entered the age of the customer

Age of the customer

Empowered buyers
demand a new level of
x customer obsession.

b}

Age of information .

Connected PCs and
oo \ supply chains mean

\ those who control
« information flow

'. dominate.
Age of distribution .

\ Global connections and .
: transportation systems  *
. make distribution key.

. Contenders
. include Facebook,
. IBM, Best Buy,

Amazon.com, Google, \g and Apple.

Age of manufacturing " Intuit, MBNA

Mass manufacturing
makes industrial )
powerhouses successful.

Walmart, Toyota,
UPS, CSX

Ford, RCA,GE, .
Boeing, P&G, Y
Sony "\

A
!

Source: June 2011, “Competitive Strategy In The Age Of The Customer” Forrester report
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Social is at 90% online penetration everywhere now

MIDDLE EAST
LATIN AMERICA m & AFRICA ASIA PACIFIC

Canada B4%
United States  58%

Percentage of Online

Population Using Social

Metworking around
the World

Sowrce: comSeoore Maoia
Metrix, Octobar 2011
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Disruption is accelerating

Global smartphone and tablet app shipments in US$
$29,400

Smartphones

$22,500

$14,800

Smart tablets

$1,900
$300
2010 2011 2012 2013 2014 2015

(numbers are in millions)

Source: February 2011 “Mobile App Internet Recasts The Software And Services Landscape” Forrester report



Your executives must rethink competitive strategy

Potential

entrants

Is this model outdated?

UU Y,
T T




Our hypothesis: Customer obsession drives strategy

A customer-obsessed company focuses
Its strategy, its energy, and its budget on
processes that enhance knowledge of and
engagement with customers and prioritizes
these over maintaining traditional
competitive barriers.




This will drive a shift in enterprise priorities

= Develop real-time insight

Marketing, product,

= |[mprove customer experience and service :
and service

= Deliver intelligence about customers leadership

= |nvest in content and interactive

Are you prepared to be a service provider to these stakeholders?



This shift brings new needs, and with them new
Imperatives

1. Embrace agility.

customers. 2. Help turn customer data into

customer knowledge.

2.Design, architect, and
3. Focus on systems of
engagement. engagement.

4. Build a competency in

software design & development.




1. Does your current delivery capability keep pace?

“What problems do your current application development and project
management organizational structures cause?”
(Select all that apply)

Inability to deliver software fast enough 64%

Agile development is de rigueur in digital projects.

Poor transition from development to

maintenance/support 29%
Poor quality of software deliverables 28%
Inability to meet business needs 24%

Base: 105 professionals directly involved with the development or support of software applications

Source: Q1 2011 Global Application Development And Delivery Organization Structure Online Survey

Source: January 2012, “Revamp Your Approach To Skills And Staffing For Agile And Lean: Welcome To The
Machine” Forrester report



“Agile is a change framework for software
delivery organizations because the
business needs us to change.”

— General manager of a large energy company



e: February 2012, “De

“37% time-to-market

improvement” and

“16% productivity increase”
Source: QSM




2. Are you helping your firm build customer
knowledge?

1. Big data and analytics 2. Business analytics
technology team
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Put “"big data” building blocks into context

Customer intelligence decision-makers

Enterprise marketing platforms

Integration

Event Query and e Optimized for
management Transaction (@) virtt?alf’distributed

Fast data capture via Processing computing
parallel processing

Consumer data

Social streams S
. . Data stream
Listening -

platforms

Non-relational database

Stream

processing Distributed file system ©

Data management

Commodity, can ] ifrac Intelligent workload _
buyorrtgnt @ Virtual infrastructure O Blede e

Infrastructure services

Shared nothing,
distributed,
massively parallel

Leverages
virtualization

Source: May 2011 “Big Opportunities In Big Data” Forrester report



But, we face an analytical talent shortfall

Demand for deep analytical talent in the United States could be
50 to 60 percent greater than its projected supply by 2018
Supply and demand of deep analytical talent by 2018

Thousand people
140190

50-60% gap

relative to
2018 supply
2008 Graduates Others? 2018 supply  Talent gap 2018 projected
employment  with deep demand
analytical
talent

1 Other supply drivers include attrition (-}, immigration (+). and reemploying previously unemployed deep analytical talent (+).
SOURCE: US Bureau of Labor Statistics; US Census; Dun & Bradstreet; company interviews; Mckinsey Global Institute analysis

Source: McKinsey Global Institute, “Big Data: The next frontier for innovation, competition, and productivity,” June 2011
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You need to find, grow, and groom your own

Communication Translate data into business terms

Collaboration Peer to customer and market intelligence

Data-literate, answers to existing questions, answers
to questions not asked

Analysis

Understands business, business processes, and

Customer-focused .
data alignment

Willing to explore new concepts, techniques, develop

Curiosity new skills

Multitask, resourceful, committed to delivering high-
guality outcomes

Results-oriented




3. Have you shifted your priorities and resources to
systems of engagement?

Customers Partners
N\
]
Smart products Systems of engagement touch people Employees
- Serving customer, partners, « Delivering in an individual’s
and employees personalized context

- Enabled by smartphones,
tablets, and smart products

- Focused on in-the-moment
tasks and decisions

- Providing analytics-driven
experiences
- Leveraging social and cloud
technologies
« Short, rapid, iterative
release cycles

Systems of record
host processes

- Targeting employees
- Supported by ERP packages and large databases

« Recording transactions and accounting data
as part of core business processes

- Maintain state, status, and history
- Long development and deployment cycles



Systems of engagement center on analytics

-
Insight from
the device and sensors

« Location

« Direction

« Identity

» Preferences

\\_

.

e
Historical perspective
from systems of record

« Purchasing history
« Order status
« Shipment notification

'/Social

« Peer influence data
- Tweets and updates
« Activity feeds

« Social profiles

« Social graph

/Smart products
« Health data
- Usage information
- Personal insight
« Action alerts

h.

- N « Supply chain inventory
v levels
 « Customer records .
M vy
- ~
n (7\ Public“as-a-service' ﬁ"‘x\\
N _ , capabl!ltles \
Predictive analytics delivers: »Mapping . \
- Optimized choices ( - Augmented reality
. Data-driven offers 7 - Location-based services
| - Customer buying trends \ - Network access P
- - Commodity price futures \_ ‘Payments Y
« Supply chain capacity ~_
\ L )

W

Resulting in context-rich experiences:
« Situational interfaces

« Location-aware services

« In-the-moment special offers

- Real-time business intelligence
« Customized services

Source: February 2012 “Mobile Is The New Face Of Engagement” Forrester report



Engagement must occur across multiple touchpoints

[ [
Search T
|
Research
. Gethelp ...
v . .
L Discover
L M Share
Evangelize
Use pemmemmemee N . :
- . ~ rsonalize
A L .
" : Compare
L | 4 ([
. Trust N : .
N Friend
. r
" Decide
o =
e .

" Purchase

Il Web B Company website [l Mobile [l Branch/store  Call center | Social

© 2012 Forrester Research, Inc. Reproduction Prohibited Source: March 2011, “Welcome To The Era Of Agile Commerce” Forrester report



4. Why build a software design and development
competency?

&
=Y

. your |
1 problem. 3¢
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You must demonstrate continually advancing
competence in experience design

Use of persona design, customer journey mapping, A/B testing, and
storyboarding can lead to extraordinary user experiences

« People can accomplish
Useful their goals.

* People can easily perform
Usable i

Desirable % People want to use the

application.




Experience is more than simply the aesthetic

What they see
(with agency assistance)

shophick

exclusive
20%°"F

$379.99
Toshiba - Satellite Laptop / Intel®
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And how it performs
(leverage knowledge of your systems)

Performance

Avallability

Scalabllity Adaptability

Security Economy

Source: shopkick mobile app



This need drives increased in-sourcing of development

“Which groups or companies does your firm use to develop mobile
applications?”

In-house developers — 76%

Specialist mobile app development companies _ 46%
Solutions provider _ 23%

Offshore consultants/systems integrators - 19%

Multinational consultants/systems integrators - 9%

Other F 2%

Base: 418 North American and European software decision-makers

Source: Forrsights Software Survey, Q4 2011



And drives increased software development spend

How do you expect your firm’s total software spending will
change from 2011 to 2012?

®m Decrease more than 10% = Decrease 5%-10% m Stay about the same
® Increase 5%-10% ® I[ncrease more than 10%

Platform and infrastructure software s 18w 1%
Custom software development [Hi [ ENEEENCEOGNNNNNN " 16% " INi6%N
Software-as-a-service (Saas) | INNENCISIONINNN " 24% " NTA%N
Software staff (total salaries plus benefits) e 6% 13%
Software consulting/implementation services [ ew 2% 6%
Packaged application software (e.g., ERP, CRM, finance _.
and accounting)
Software maintenance fees Te20 T 15% 5%
Software support 7206 T 10%4%
Software managed services I eeve T 11%3%

Base: 240 North American and European software decision-makers

Source: Forrsights Software Survey, Q4 2011



Open Web culture, community, and technologies will
iInform your development, and developer, decisions

Platform for digital engagement

» Fuels usage of cross device frameworks
such as jQuery Mobile, PhoneGap

= Unleashes flood of Internet services
= Leverages cloud capacity and self-service
= Taps into valuable, context aware services

= Changes how developers think about
development




What it means: Software Is your business

= New business expectations require software delivery
change to keep pace with customers.

= Customer knowledge is the foundation for engagement.

= Software is not code; it creates experiences and
delivers engagement.

= Technical talent (e.g., template coders) is now table
stakes; design is your new focus.
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Research-based advice to save time and money

Forrester analysts are in contact with IT leaders like you every day,
delivering research that’s highly relevant to you and your situation.
Forrester’s research-based consulting helps you:

Develop a capabilities map to better link IT and business strategy.
Assess the maturity level of your technology foundations.

Streamline the process for choosing a service provider.

Determine if your IT investment proposal balances cost, risk, and
flexibility.

Negotiate a new vendor contract or increase the value of a current
contract.




Research-based advice to save time and money

CAROL ITO
Chief Information
Officer

Forrester Leadership Boards is a premier
service level designed to help you solve key
business problems by leveraging insight from
peers and Forrester’s analysts. Make use of:

A dedicated advisor.

Council conference calls and meetings.
Member regional events.
Member-to-member facilitation.
Member library.

Member blogs.

Exclusive research.

Unlimited access to Forrester’s research,
webinars, and analyst inquiries.
ANDREA DAVIES

Forrester events. Application Development &
Delivery Professional



http://www.forrester.com/events/eventdetail/0,9179,2512,00.html
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ClO Forum AND
Enterprise Architecture Forum 2012

o
® ™,
R )

May 3-4, 2012 Las Vegas | June 19-20, 2012 Paris | www.forrester.com/events _— -

These events will provide you with a vision
for the future of business and IT.

From Collaboration To Co-Creation

Forrester’s ClIO Forum will tackle everything
you need to be not just a technology manager
but a business manager, and ultimately to shape
the future business vision.

Infusing Enterprise Architecture (EA) Into
Your Business Strategy

Forrester’s EA Forum will show you how to
infuse EA into your business to accelerate
business agility while streamlining costs and
complexity.

Register for one forum and receive
complimentary access to the other colocated
event!



http://www.forrester.com/events/eventdetail/0,9179,2526,00.html?sTab=overview
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