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Without the right tools, sellers struggle to meet
customer expectations

18% 32%

59%

59% of sellers say they have Only 18% of salespeople are On average, sellers only spend
too many sales tools. considered trusted advisors. 32% of their time selling.
Qo Accenture Sy HBR. 2017 Qo €SO Insights
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https://www.accenture.com/us-en/~/media/PDF-34/Accenture-Selling-In-The-Age-Of-Distraction.pdf
https://hbr.org/2017/08/7-reasons-salespeople-dont-close-the-deal
https://www.csoinsights.com/2018-2019-sales-performance-study/

More roadblocks to selling

More

i More distractions
g stakeholders

50% of business travel 78% of employees 75% of buying involved

will disappear in post- report being distracted and people from a wide variety
pandemic world ! needing help to focus 2 of roles, teams, and
locations 3

Qg Bill Gates
Qg Willis Towers Watson
Sy Gartner

m Microsoft
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https://www.nytimes.com/live/2020/11/17/business/dealbook-summit
https://hrexecutive.com/hres-number-of-the-day-teamwork/
https://www.gartner.com/smarterwithgartner/what-sales-should-know-about-b2b-buyers-in-2019/

-
B2B sales accelerate with trust and strong relationships

What do buyers want from sellers??2

1. Understand my business. Know me.

Trust is the #1 reason for closing deals.?

ROI _ 33% 2. Demonstrate excellent communication skills.
Price - 13% 3. Care about my post-sale experience.
0% 10%  20%  30%  40%  50% -

4. Give me insights and perspective.

1linkedIn, 2017
2 Miller Heiman Group, 2018
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https://business.linkedin.com/content/dam/me/business/en-us/sales-solutions/resources/pdfs/linkedin-state-of-sales-us-new.pdf
https://www.millerheimangroup.com/resources/resource/2018-buyer-preference-study-results/

Customers expect exceptional service

Customer service expectations have never been higher which has led to increased pressure on contact centers

) . ) . — -

Even in the best of times,

customers are ready to Expect personalized Wl!l severa relationship Among M.|ll'enn|als, 22
abandon a brand after : with a business due to percent said just one bad
. customer experience . . . ..
only 3 unsatisfactory poor customer service interaction is sufficient
support interactions. impetus to leave.

. /;_/\ Y,
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The gap between how
buyers and sellers
Is at critical mass

7%

of Sales organizations are not
adapting their sales processes to
their customers’ evolving needs
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Common
challenges in
Sales Process

Buying journey is more
complex and unpredictable,
and sellers have limited
visibility

Traditional buying has been

. upended by COVD-19
Stakeholders and decision-

makers are scattered across
different functions and
geographies

Customer data is scattered
across systems, making it
challenging to switch to digital
selling

New generation of digital-
native buyers that value
convenience and speed

8 IBM Strategic Partners / © 2022 IBM Corporation
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Transforming strategy Séqu;';
into a launchpad for top transformation
line growth with

Sales Enabling
strategy technology

Successful organizations are growing top line
revenue, retaining talent, and outperforming their Intelligent
competition by radically evolving their strategy and experiences
processes to enable agility, scalability and
intelligence to embrace a rapidly changing market.
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* Imagine a world where your Sales Reps had tools that
provided so much value, they actually used them in their
daily workflow

« Imagine a world where you had real-time data to turn
your Monday forecast calls into deal strategy
discussions instead of status updates on who to chase
down

« Imagine having customers who reached out to you
because they felt loyalty to your brand and viewed your
sales reps as resources to solve business problems

« Imagine you invested in tools that enabled you to do
more with less, reducing the strain of hitting your
numbers with less sales staff

This Is the
Business of Sales
Transformation
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Customer expectations Today’s experiences
are growing are falling short

of consumers are more likely to shop
with brands who recognize, remember,
and provide relevant offers and
recommendations. !

91% 65%

of buyers want brands to get
81% to know them and understand when 74%
to approach them and when not to. 2

61%

T Accenture 2 Accenture 3 McKinsey 4 Accenture 5 Accenture
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of consumers are frustrated by
inconsistent experiences across
channels. 3

of customers are frustrated by the irrelevant
content they are exposed to on websites.
Up to 40% of them will leave. 4

of customers stopped doing business with
at least one company last year because of
poor customer experience. °
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https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf
https://www.accenture.com/us-en/insight-customer-loyalty-gcpr
https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/do-you-really-understand-how-your-business-customers-buy
https://www.accenture.com/gb-en/insight-exceed-expectations-extraordinary-experiences
https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf

Common
challenges in
marketing
processes

Data is dispersed across
systems, inaccessible and
typically unusable.
Complying to regulations like
GDPR poses more challenges

Legacy and new technologies
needed to deliver the right
experience are disconnected —
adoption and adaption to new
platforms within the marketing
organization still lags
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Difficulty integrating a data-
first approach with customer-
centricity — optimization,
personalization and
measurement consistency
across traditional and digital
channels remains a huge
channel.

Lack the flexibility, resilience
and insight to respond
proactively to market demand
or change
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Marketers need

a new strategy

!

End to end experiences

Agile, always on marketing

Demand generation
Insight based decisions

Big bang campaigns,

megaphone messaging
Engaging events with

audience nurture

Gut decisions
B Microsoft

Tradeshows
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Technology must evolve to support new strategy

1.0 Mass communications 2.0 Campaigns 3.0 Customer experiences
- Email marketing - Segment-driven campaigns - Real-time, event-based journeys
- Ads to raise brand awareness - Demand generation mindset - End to end experiences
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Marketing transformation:
A paradigm shift in strategy o)
and systems LI

transformation

Effective Enabling and

The pandemic-induced consumer behavior shifts communications adaptable
and marketing resource constraints of 2020 and technology
2021 gave way to marketing ingenuity. As the

drawn-out recovery continues to impact consumer .
attitudes and behavior, organizations are looking for Persopahzed
ways to extend that agility and capitalize on experiences
unprecedented levels of consumer experimentation.
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Marketing Transformation:
Data-driven Orchestration

Are we using the most
innovative marketing technology?

Orchestrate the core component

Y How effective are our of the modern marketing
marketing operations? organization
Compelling — human experience
Human

Experience

B How might we leverage
Data Analytics & Al to drive growth? -
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Personalization

Journey Development
Journey Measurement
Segmentation /Targeting

Experience Management

m Microsoft



Improving customer experience is key plank of new strategy,
and offers tangible benefits

° o o

Revenue increases of Cost reductions of Customer advocacy score

- o - o improvements of
10-20%  15-25% o pcuel

Source: Potential improvements reported by BCG for customer journey programs
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https://www.bcg.com/publications/2020/customer-journey-programs-hard-get-right

How IBM comes Y R et
and Microsoft 7
can help you

unlock new




Customer ~ Commerce Fraud
aws Servi Protection .
Microsoft -
Voice ’ | w J .\ Cog?frceted .“_II.
Business Applications . A YRR
Customer ‘ Services ‘ Intelligent Order
Insights \a» Management
Platform is a fully ® .. & L
o o N ' Transformation ' . o
integrated solution IEES e Data& == @ mew H> 5O g
a Intelligence _ <
Powerful, flexible, and agile RedHat S Nraieie gt P cuices in o
. Workers _?—Q_ %
— From optimizing operations, h‘ Field Data Systems A e,
empowering your employees, or Adobe Service B | Finance 03'1.
transforming your products and Businety o‘ )' O o cources
services, Dynamics 365 and Power Central Remote Project A
Platform give you the power, W Assist  Operations
flexibility, and agility to help your celonis
business thrive.
usiness " Q o »
Power Power Power Power
BI Apps Virtual Agents  Automate
Azure
B g e e D B B e @ @ e )
Al + Machine IoT Analytics Developer Databases Compute Cognitive 70+ compliance Scale (54 regions)
Learning tools Services offerings
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Dynamics 365 Sales

Dynamics 365 Sales is the perfect solution to help sellers
gain deeper insights, access customers, and streamline
sales processes when and where they need them most.

[ }
x Make smarter decisions
®**  packed by data.

‘A‘ Free up time for selling.

> < _ _
.’ Get up and running quickly.
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-
Make smarter decisions backed by data

Focus on top opportunities
to increase win rates.

Personalize
engagement.

Identify and connect
B Microsoft

with the right buyers.

IBM Strategic Partners / © 2022 IBM Corporation
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-
Free up time for selling

Leverage familiar tools and Guide sellers with prescriptive Empower a
complete tasks from Outlook. actions and workflows. mobile workforce.

22  IBM Strategic Partners / © 2022 IBM Corporation
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-
Get up and running quickly

Quick and easy setup Seamless, integrated tools that Flexible and extensible platform
that’s easy to maintain. work the way your sellers do. to easily adapt your solution.
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-
Dynamics 365 Sales integrates with Microsoft 365

Tailor interactions Share guidance for Increase performance with
to customers. optimal outcomes. actionable insights.
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Dynamics 365 Sales integrates with Microsoft 365

Collaborate on deals in Easily create, edit, and share Work on the go with
a modern workspace. sales documents. mobile applications.
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Dynamics 365 Marketing

Dynamics 365 Marketing
can help you elevate 4
customer experiences
across the entire

1
customer journey and P e 0 B
Improve business growth. A ‘
¢

Engage customers in real-time

Build customer trust with a unified,
adaptable platform

3. Personalize customer experiences with Al

m Microsoft

26  IBM Strategic Partners / © 2022 IBM Corporation




Engage customers in real-time

e oo

Orchestrate real-time Design customer-led Create impactful Deliver seamless
customer led journeys experiences content experiences across digital
and physical channels

27  IBM Strategic Partners / © 2022 IBM Corporation
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Win customers and earn loyalty faster

0000

Design end to end Improve customer Nurture leads Turn event, meeting, and
journeys communications and accounts webinar attendees
into loyal customers

28 IBM Strategic Partners / © 2022 IBM Corporation
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Personalize customer experiences with Al

o080

Create engaging Experiment Improve marketing Act on a 360-degree
content assisted by Al to increase engagement effectiveness understanding of
the customer

29 IBM Strategic Partners / © 2022 IBM Corporation E === ] MiCI’OSOft



Build customer trust with a unified, adaptable platform

0089

Unify and share Easily customize Comply with Run business unit level
customer data and extend to meet Regulations such as marketing and promote
more securely your business needs GDPR and HIPAA content re-use

30 IBM Strategic Partners / © 2022 IBM Corporation
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IBM Differentiators
& Marketing
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IBM D365 Packaged Solutions & Accelerators for Connected
Sales & Marketing

With our unparalleled understanding of Microsoft technologies and deep industry experience and expertise, we have
developed best-in-class industry solutions & accelerators (based on Dynamics 365) for transforming customer
experience. They help enable the organizations to achieve their business goals, drive operational efficiency, revitalize
customer experience and enhance collaboration among teams.

®

X 4= ) oC

Jumpstart to implementation
thereby reducing time to
market by 4-6 weeks

Reduced risk due to proven Enhanced employee Engaging customer
data models productivity experiences

Industry Solutions

i \Ts

1l o= i

I G - nIBNé o IBM IBM Retail toolkit
Sl SSOEe surance Sotutio Automotive Solution (CPG Store Assist)

Dynamics 365 Toolkit for CX (Cross Industry)

B Microsoft
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Transforming customer experiences in Banking with
IBM accelerators

IBM Banking Solution provides a powerful platform for digital transformation programme of a Banking Client. It is a
tailored solution based on Microsoft Dynamics 365 designed for the banking industry that helps in providing digitally
astute banking experience.

K Provide actionable insights to Streamline customer onboarding
ey the employees to help them to processes with capabilities like
have engaging conversations appointment scheduling, digital

[ ] [ ] [ ]
Capabl llt l es with the customers application and e-signature

A DT N

Empower employees with a unified Productivity tools to automate Personalized recommendations to
customer profile to help them understand manual processes and free up enable employees cross-sell

and anticipate customer needs thereby valuable time of employees

helping them to be a trusted advisor

m Microsoft
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Transforming customer experiences in Insurance with
IBM accelerators

IBM Insurance Solution helps to deliver industry-leading experiences to the insurance policyholders and improve operational
efficiency. It provides a robust toolkit designed to shorten the software development lifecycle and provides the capability to the
Insurance Carriers to speed up along the path to customer centricity

o

Key
Capabilities

Personalized recommendations to
enable agents cross-sell

Q

Insightful notifications for the agents
to serve the policyholders effectively
to minimize churn.

Provides a comprehensive view
policyholder and policies to equip
the agents with the all the necessary
information at a single page.

34  IBM Strategic Partners / © 2022 IBM Corporation
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Transforming customer experiences in Automotive
with IBM accelerators

IBM Dynamics 365 template for Automotive provides a platform to connect the dealer process with the OEM through a
connected lead, sales and customer service processes served by customer and vehicle master data. It enables a consistent

35

customer journey and an improved level of customer service.

Key
Capabilities

A
e - 9 | — e——
Extensible framework to Dealer Portal for enabling
collate leads from multiple the dealers to view the
channels and route it leads routed to them and
automatically to appropriate capture responses thereby
dealer for further processing increasing lead conversion
rates

IBM Strategic Partners / © 2022 IBM Corporation

o I 1

Helps the OEMs to listen to
customers, engage them at
every touch point, and provide
a seamless journey through
every stage of the customer
life cycle

Empower OEMs with a 360-
degree view of customer and
vehicle to help them provide
connected and personal
experience to the customers

m Microsoft




Transforming customer experiences in CPG with IBM accelerators

IBM Retail Toolkit — CPG Store Assist provides a platform that can help enable consumer goods companies drive revenue
growth and maximize ROI through improved retail execution capabilities. It provides the sales managers and field
representatives with the necessary tools, data and technology needed to make smart decisions, drive better promotion
execution, streamline order management and build stronger relationships with the retail partners and drive sales.

Key
Capabilities

OO

i

Enable the sales managers Optimize store visits Enable Field Agents with Enable the agents to
to define appropriate KPIs  scheduling to minimize travel an App to streamline share real-time business
for store visit times of field agents tasks (Order Placement, insights and opportunities
Inventory Count, with the executive team

Promotion Check, etc)
during store visit

36  IBM Strategic Partners / © 2022 IBM Corporation
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Sales transformation drives

ROI and sustainable growth 2 2 %

We drive client results with a laser focus on the strategy,

30%

activated by best of breed human centered design, Increase in Net Promoter Increase in sales with
technology and analytics that delivers: Score increased average
« Improved forecasting, matching the right seller to the transaction values

right buyer at the right time

» Increased engagement between customers and
sellers across the business lifecycle

« Enabling sellers to perform meaningful collaboration
in a remote-first workforce

« Alignment across the business, shifting Sales from o
reactive to proactive engagement : ! 5 % o

Increased Sales
Forecasting

Increased Pipeline
Efficiency

ing/ © 2021 IBM Corporation .
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Marketing transformation
enable engaging
experiences to drive growth

We enable the client to create a multi-disciplinary set of
business and digital capabilities to build high value
services that transform end to end marketing processes to
reflect the needs of Customers and Employees.

* Enable marketers to be creative, empathetic to the
human experience, and develop a deep understanding
of their consumers — and get their job done.

« Create and enhance digital touchpoints and
seamlessly support the partnership between humans
and technology

« Create and integrate a more efficient marketing
process for the enterprise that increases the return
on every marketing dollar spent.

IBM Strategic Partners / © 2022 IBM Corporation

25%

Increase in conversion

20%

increase in CSAT
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" Next Steps...
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Our accelerated approach

enables rapid Sales &

Marketing transformation

We combine the pervasive
end-to-end nature of our delivery
methods with the ability to scale
In all places; people, skills,
research, platforms, solutions, all
while imparting culture on clients
that lasts beyond the individual
engagement.

40 IBM Strategic Partners / © 2022 IBM Corporation

Sales &
Marketing
Transformation

IBM Garage

Our primary way that clients co-create, co-execute and
cooperate with IBM’s teams. This enables a consistent
and visible interaction with the user-centric,
multidisciplinary squads

Dynamic Delivery

IBM’s deep offshore and nearshore capability provide
dynamic delivery models equipped to deliver value,
speed, and quality at a scale that is unmatched.

Unique Industry Expertise
With our deep industry experience and expertise, we have

developed best-in-class industry solutions to help clients
achieve business goals, get useful insights across all
organization departments & drive operational efficiency

B Microsoft




The co-creation journey to Connected Sales & Marketing
can begin anywhere...

Strategize Solve Scale
\ |
X ?le . 4 )
Envision the future Test and measure to Activate finance and operations
get it right transformation

...let’s identify the best entry-point together
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IBM Garage is a bold, £
comprehensive approach \ T BEE
to Innovation and
transformation that
quickly creates and
scales new ideas that

dramatically impact your

s » De-risk innovation by starting with strong business
bus' ness outcomes and ruthless prioritization

Tl
a1

* Focus on what is essential to realize impactful benefits

« Fully integrated solutions created by experts; yours and ours
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IBM Garage accelerates time to value

Maximize financial return
while gaining operational
agility, intelligence, and
resiliency with a process-
led, technology-enabled
digital transformation

You need help CoZexecute You need help building [ Co-operate | You have a proven solution
reinventing your _ out the mvp to get 5 you want to scale, and

operations started on your desire to continue digital
. transformation.

transformation journey

1+ MVP for
Foundation

Test, validate,

Reimagined workflow f
deploy for growth -«

Discovery & Design

Redefine how work gets done with
an iterative framework that guides
you from ideation, to build, to scale.

.
¢
.

First Step: Inputs: -~ "Outputs:

IBM Garage Jumpstart * North Star vision and
Co-create across Best in Class Intelligsent :

: - One-day Garage workshop estin Class Intelligen recommendations

Co-execute using a fast, stakeholders to begin envisioning R , view of areas with
sca[ab[e’ iterative approach your desired future state (North O\ DGSIgn & Enabler Accelerators h|ghe5t business value

Star), identify current challenges . ]
Co-operate scales your against that North Star, and D Industry Leading POVs * Benchmark assessment
solution & team's capabilities. determine key enablers - - Business case inputs

Technology, Data, People, Process
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Engagement Model: Garage Method

Scale to implement use
cases for Connected Sales

Scale with Agility and Speed & Marketing
Scale to implement use
cases for Connected Sales P
& Marketing , s S N
Prioritize & implement use / \
cases for Connected Sales AT TS / \
Prioritize use & Marketing /’ \ " \‘
cases for Pilot = \
p A I’ \ I Scale & \
-~ T =~ / \ l :
e ~ , \‘ I Scale & | ! Iterate |
\ 1
Pilot — Start & plan  y I MVPs 1 \ Iterate I \ /I
for Connected ] 1 I \ / \\ /
\ Sales & Marketing \ / \ / \ /
N 7 \ / \ // \ /
S o _- S / Build, Deploy, S\ Build, Deploy, Measure S s
— e e =~ DA Measure Business >7 Business Outcomes & P Scaled out
‘~-__'~~ ”/’ ~ . _ Outcomes ~  _~ \\\~ Iterate _ _ - \\\~
[ S, o mm = = - = —_— >
Integrated Vision, Roadmap, Business Case & pilot use
cases (MVPs) for Sales & Marketing transformation
\ *5 to 9 months |
' o
Co-create across |©7 Co-execute using 157 Co-operate scales your
Depending upon scope & complexity ©\ stakeholders to a fast, scalable, solution & team's capabilities.
define vision. iterative approach
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