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382�383

AS IS analysis, 357
AT&T, 151
Attivio, 363�364
Attribution, 180
Audience
communication strategy and, 307�310
data visualization and, 104�107
digital analytics and, 187
measurement, 175�176
mobile analytics and, 298�299
See also Customers

Augmented Cognition (AugCog), 202�203
Automated agents, 180
Avis Rent a Car System, LLC, 45�46
Aziza, Bruno, 333, 344

BASP framework, 15�33
analytics implementation pillar of,
22�27 (See also Analytics implementation)

business challenges pillar of, 18�20 (See also
Alignment of business challenges)

data foundation pillar of, 20�22 (See also
Data)

distributed knowledge pillar of, 31�32
execution and measurement pillar of,
29�31 (See also Business performance
tracking)

Five Stages of Analytical Maturity and,
16�17

generally, 15�18
illustration of, 18 (See also Analytics
implementation)

innovation pillar of, 32�33 (See also Analytics
and innovation)

insight pillar of, 27�29
predictive analytics and, 216�218

Bias, competitive intelligence and, 281
Big Data, 54, 57�61, 322, 362, 378
Blogs, 182
Bookmarking, 253
Brand, social media analytics and, 249,

254�259
Bristol-Myers Squibb Company, 38
British Airways, 46�47
Bueno de Mesquita, Bruce, 213
Burns, Megan, 134

bindex 3 September 2012; 13:16:1

393

CO
PYRIG

HTED
 M

ATERIA
L

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Business analytics
accessibility to general business users,
384�385

assessing, 335 (See also Business performance
tracking)
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tools for, 187�191
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Fido, 38�39, 215�218
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214�218
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Forecasting, 207�210
Forrester Research, 134, 201
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Front-line employee listening systems,

142�143
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149�150

Gartner, 52, 62, 114�115, 206, 360
Geographic identification, 298. See also Location

analysis
Gladwell, Malcolm, 248
Goals. See Alignment of business challenges
Google, 37, 58, 253, 355�356
Governance, data, 69�71
Govindarajan, Vijay, 345
Graphs/graphics. See CONVINCE framework
Grimes, Seth, 370�372

Hadoop, 58�59
Handset capability detection, 297
Harris, Jeanne, 16
Health savings account banks, VOC analytics,

147
Heat maps, 101, 102
Honesty, visual, 103�104
Human capital
analytics implementation, 121�123
digital analytics and, 171�172, 184�187
human capital risk management (HCR), 229
human-centered computing, 386�387
predictive analytics (See also Predictive
analytics applied to human resources)

Human Capital Source, 226�229, 234

IBM, 37, 57�59, 166, 362, 363
IMPACT (Identify, Master, Provide, Action,

Communicate, Track), 27�29, 77�93
actionable recommendations, 88�89
communication strategy, 83, 89�91
defined, 79�82
example, 92�93
identifying data, 81, 82�86
mastering data, 86�87
need for, 77�79
predictive analytics and, 211�213
tracking outcomes, 91�92

Incrementality, of social media, 254
In-depth interviews, 140
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Influencers, 253
Information technology (IT)
analytics implementation and, 114�115
digital analytics tools, 187�191

Ingram Content Group (ICG), 242�244
Innovation. See Analytics and innovation
Intelligence, data versus, 20
Interaction, encouraging, 109�110
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Intertwingularity, 248
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“Lie Factor,” 103�104, 112
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Listening
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142�143

social media listening, 249, 252, 263
VOC analytics and insights, 137�144

Literary Digest, 63�64
Little Data, 61�62
Localytics, 288�289
Location analysis, 288, 292, 294, 298, 388
Longitudinal analysis, 191
Lurking, 252

Machine learning, advances in, 382�383
Macromyopia, 289
Macy’s, 337
MapReduce approach, 58
Marketing
aligning key business challenges across
enterprise, 43�44

analytics execution in, 331
business performance tracking and,
336�339

market research, 147�148 (See also Voice-of-
the-customer (VOC) analytics)

mobile, 294 (See also Mobile analytics)
MarkLogic, 52
Maturity models, 65
McGilvray, Dannett, 72
McKelvey, Andy, 92
Measurement. See Business performance

tracking
Mehta, Abhilasha, 133, 154, 160, 162
Mendex, Jonathan, 166
Microsoft, 37
Micro-targetability, 294
Mission statement, 36�38
Mobile analytics, 285�300
business optimization with, 298�299
concepts, 285�291
measuring, 295�296
mobile applications, defined, 286
mobile sites, defined, 286
site analytics versus, 291�295
tools, 296�298

Mobility (AT&T), 151
Modeling, social media, 264
Monster Worldwide
analytics and innovation, 349�350
analytics implementation, 119, 121
Big Data and, 53�54
data volume and, 58
Job Optimizer, 26�27
mission statement, 37
predictive analytics, 218�219, 238�241
Rate Your Boss, 69
unstructured data analytics, 370, 374�375
U.S. Monster Employment Index, 92�93
VOC program, 133

Musto, Chris, 55�56

Navigator role, 311�313
Necessity, 101�103
Nelson, Ted, 248
Net Promoter Score (NPS), 159
Netscape, 170
New HR Analytics, The (Fitz-enz), 238,

242�244
Nike, 38
Norton, David, 333

Objectivity, 99�100
Online social media, 249
Online surveys, 138�139
OpenSkies (British Airways), 46�47
Optimization, 194�195, 210�213, 298�299
Organic search, 180
Organizational collaboration
analytics implementation, 121�122
communication strategy and, 303�305
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digital analytics, 171�172, 184�187
VOC strategy and, 152�153
See also Alignment of business challenges

Organizational goal setting, performance
tracking and, 334

Other Side of Innovation, The (Govindarajan), 345
Owned media, 181
Oxford University, 382

Pabo, Carl, 200
Page views, 177�178, 290
Paid media, 181
Paid search, 181
Palaniappan, Latha, 208�210
Palo Alto Medical Foundation, 208�210
Pattern detection, 67�68
Perception, tracking, 157
Performance Management (Cokins), 333
Persona research, 156�157
Phillips, Judah, 168
Phone device identification, 297
Platforms, social media, 252
Pogorzelski, Steve, 86�87
Polaroid, 6�7
Pole, Andrew, 2
Posner, Barry Z., 48
Power Resume Search (PRS) (Monster

Worldwide), 374�375
Predictive analytics, 199�221
applications, 213�219
defined, 201�203
future of, 380�381
human capital (See also Predictive analytics
applied to human resources)

importance of, 199�201
innovation from, 350�351
optimization, 210�213
prediction stage, 206�210
Predictive Analytics and Data Mining Solutions
(Forrester Research), 201

unlocking stage, 203�206
unstructured data analytics and, 369�370

Predictive analytics applied to human resources,
224�245

assessment, 226�228
competency versus capability, 229�230
effective use of analytics by HR, 233�235
examples, 237�245
HR analysis and predicta, 232
HR process management, 231�232
HR reporting, 237�238
need for predictive analytics and, 224�225
planning shift, 229
production, 230�231
staff roles, 225�226
value hierarchy, 235�237

Presidential elections, predicting, 63�65

Prioritization, of business challenges,
41�45

Privacy, 2, 74, 253, 265�267, 388�389
Putnam Investments, 134�135, 149�150

QIPS (quality, innovation, productivity, service),
236�237

Quigley, Amy, 156

Ratekin, Mark, 6
“Rate Your Boss” (Monster Worldwide), 69
Recency, 183
Reimbursement data analysis, 279�280
Reporting, human resources, 237�238
Reporting, social media, 249
Researchers, 186
Resources, identifying, 311�313
Restaurant.com, 24�26
Return on investment (ROI), 323, 333�334

Sales
aligning key business challenges across
enterprise, 43�44

analytics execution in, 331
metrics, 53

SAS, 37
Satisfaction measurement, 158�160
Scan-through, 290
Schmorrow, Dylan, 202�203
Scoring, social media, 263�264
Screen flows, 288�289
Screen resolution detection, 297�298
Screen views, 290
Search, mobile applications and, 293
Search analysts, 186
Search engines
search engine optimization (SEO),
105�107, 180

unstructured data analytics, 374
Segmentation
defined, 204�205
location-based, 292
segmentation grid and business performance
tracking, 326�332

segmented analysis, 191
See also Audience; Customers

SELLING concept, 306, 315
Semantic analyses, 369, 370, 374. See also Text

analytics; Unstructured data analytics
Senge, Peter, 37
Sequencing Graphical Interface (SGI), 67
Silo data approach, 53
Siri (Apple), 366
Site analytics, mobile analytics versus, 291�295
Site crossover, 291
Site optimization, 194�195
Site optimizers, 185
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Site traffic, digital analytics and, 174�183
SMART (specific, measurable, aggressive/

actionable, realistic, time bounded) model,
47�48

Social applications
analytics to solve social problems, 387�388
social bookmarking, 253
social information processing (SIP), 381�382
socialization as IRIS step, 45
See also Social media analytics

Social media analytics, 247�269
brand versus direct response, 249, 254�259
business performance tracking and, 322�323
concepts, 251�254
for customer feedback, 143�144
defined, 180, 247�249
privacy and, 265�267
social media as multidimensional, 249�251
social media tools, 8, 259�262
techniques, 262�265

Social metricians, 186
Social networking, 253
Social sharing, 253
Software, optimization, 194�195
Stitching, 291
Subject matter experts, organizational

collaboration and, 121�122
Surveys, 137�144

Tag clouds, 101, 102
Target, 2�3
Target entities, 256�257
Taxonomy, for data, 71�72
TED conferences, 345
Telecommunications, predictive analytics and,

215�218
Telephone surveys, 138�139
Text analytics, 206, 369. See also Unstructured

data analytics
Text mining, 260�261, 265, 361�362. See also

Unstructured data analytics
Time Warner Cable, 142
Tincher, Jim, 147
Tipping Point, The (Gladwell), 248
TO BE analysis, 357
Tomak, Kerem, 337
Traffic source detection, 298
TripAdvisor, 85�86, 256
Tufte, Edward, 103, 112
Twitter, 253
2010 IBM Global CEO Study (IBM), 362

Uniqueness, 179�180
Unique visitors, 175�177, 297

UnitedHealth Group (UHG), 242
Unstructured data analytics, 359�376
defined, 360�363
examples, 370�375
generally, 359�360
industry, 363�364
innovation and, 351
as next analytical frontier, 366�370
process, 365�366
timeline, 367�369
uses, 364�365

Usage, customer, 158
User flow, 288

Value hierarchy, predictive analytics and human
resources, 235�237

Variety, of data, 59
Velocity, of data, 58�59
Virality, 253
Visit, 177
Visitors, 175�177, 297
Visualization, of data, 72�73, 95�97. See also

CONVINCE framework
Voice-of-the-customer (VOC) analytics,

132�164
actions, recommending, 147�150
actions, taken by organization, 150�151
analyzing, interpreting, integrating,
144�147

common program pitfalls, 162
customer feedback importance, 132�137
digital analytics and, 192�194
effectiveness of, 137
listening and monitoring, 137�144
social media analytics for, 143�144
strategy and elements of VOC system,
152�162

unstructured data analytics and, 369
Volume, of data, 52�53, 57�58
Voxy, 288�289

Walker Information Group, 6
Watson (IBM), 363
WebLiquid, 46�47
Web surveys, 138�139
WebTrends, 173
Wong, Eric, 208�210
Word clouds, 101, 102
Word of mouth, 143�144, 252�253
Wurman, Richard Saul, 345

Yahoo, 37
Yieldbot, 166
Yoder, Alex, 173
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