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The US Has Seen Three Cycles Of Tech Introduction And Digestion Since 1960
December 2009 “Smart Computing Drives The New Era Of IT Growth”

© 2009, Forrester Research, Inc. Reproduction Prohibited



Smart Computing Will Help Solve Balance Sheet Business Problems
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Verticals 3.0 Differs From Verticals 1.0 And 2.0
December 2009 “Smart Computing Drives The New Era Of IT Growth”
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US Investment In Current-Generation Versus Smart Computing Technologies (Cont.)
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Asset-Intensive Industries That Benefit From Smart Computing Are Big IT Spenders
December 2009 “Smart Computing Drives The New Era Of IT Growth”
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Social media – the end result of the network era

• Consumer-to-consumer information channels 
complement (replace) company-to-consumer 
communication

• New channels enable highly decentralized 
information creation

– Twitter, YouTube, blogs, wikis, etc.

• Aggregation of content emerges as new “market”• Aggregation of content emerges as new market
– Search/content aggregation, new role for media

• Corporate/government also aggregate user created 
content to enhance experience
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Differentiation based on customer experience

• Leveling of field in business environment

• Greater availability of information combined with less 
relevance of location leads to commoditization 
across many industries

– Media and entertainmentMedia and entertainment

– Financial services and insurance

T l i ti– Telecommunications
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Technologies promote communication

• Content about products
– Social networks

• Company/consumer communications• Company/consumer communications
– Chat, click-to-call

Horizontal use of technologies – limited differentiationHorizontal use of technologies limited differentiation 
across verticals (today)

14 Entire contents © 2010 Forrester Research, Inc. All rights reserved. 



Three Questions Drive The Customer Experience Index
January 2010 “The Customer Experience Index, 2010”
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Range Of Company CxPi Results Within 14 Industries
January 2010 “The Customer Experience Index, 2010”
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Customer Experience Correlates With Loyalty
June 2009 “Customer Experience Boosts Revenue”
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Customer Experience Correlates With Loyalty (Cont.)
June 2009 “Customer Experience Boosts Revenue”
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The Connection Between Customer Experience And Loyalty
June 2009 “Customer Experience Boosts Revenue”

p y y

© 2009, Forrester Research, Inc. Reproduction Prohibited



The Connection Between Customer Experience And Loyalty (Cont.)
June 2009 “Customer Experience Boosts Revenue”
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Business environment resets expectation of 
government services
• Online access to services

• Redefinition of “business hours”

• Access (and use) of “public” information• Access (and use) of public  information

• Aggregation of public and private information

• Customer service on par with commercial sector

Customer experience – better quality of life
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Gov’t Hit for Hampering iPhone Apps Info

“However, iKorail is now dead 
f h f iPh d iP dfor the users of iPhone and iPod 
Touch multimedia players, with 
Korail, the state rail operator, 
bl ki th f iblocking them from accessing 
its Internet server since earlier 
this month. 

“Korail claims that it made a 
logical decision, since the 
developers of iKorail had beendevelopers of iKorail had been 
using its real-time train 
information without its 
consent.”consent.

Korean Times, 01-20-2010
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But Who Will Control Smart Computing?
December 2009 “Smart Computing Drives The New Era Of IT Growth”
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The Five A’s Of Smart Computing
December 2009 “Smart Computing Drives The New Era Of IT Growth”
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Critical Success Factors

• Awareness
Infrastructure– Infrastructure

– R&D for smart network technology
• Analytics

– Data access
– Data privacy
– Data securityData security
– Privacy policies (balanced)

• Alternatives
– Business/legal enablement of new models
– Control of choice (provider or consumer)

• Actions
– Policies that allow flexible business and staffing models

• Auditability
S it d i
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– Security and privacy
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