
IBM Global Business Services Customer Relationship Management 
Executive Report 

IBM Institute for Business Value 

CRM

2



IBM Institute for Business Value 

IBM IBM Institute for Business Value

IBM Global Business Services 1 

Carolyn Heller Baird Gautam Parasnis

CRM

CRM

CRM
ROI

CRM

IBM Global CEO Study 2010 CEO

1

8

2010

CRM
CRM Web

CRM

CRM

IBM Institute for Business Value 2
1

351
1 1,000

CRM

70%

38%
2



IBM Institute for Business Value 

IBM IBM Institute for Business Value

IBM Global Business Services 1 

Carolyn Heller Baird Gautam Parasnis

CRM

CRM

CRM
ROI

CRM

IBM Global CEO Study 2010 CEO

1

8

2010

CRM
CRM Web

CRM

CRM

IBM Institute for Business Value 2
1

351
1 1,000

CRM

70%

38%
2



2 CRM

CRM

3 2

CRM

CRM

3 1

ROI
60% ROI

3 1

53%

CRM

3 2

2011 5 Facebook
5

130
70%

3

LinkedIn 2011 5 7
200 8,500 4

2010 3 Twitter 100
2010 7

200 5

IBM Global Business Services 3 

70%

3 2 67%

58%

Facebook LinkedIn Orkut QQ

79%

YouTube Flickr SlideShare
Twitter Jaiku Tumblr

1

1

100%
IBM Institute for Business Value analysis. CRM Study 2011. 



2 CRM

CRM

3 2

CRM

CRM

3 1

ROI
60% ROI

3 1

53%

CRM

3 2

2011 5 Facebook
5

130
70%

3

LinkedIn 2011 5 7
200 8,500 4

2010 3 Twitter 100
2010 7

200 5

IBM Global Business Services 3 

70%

3 2 67%

58%

Facebook LinkedIn Orkut QQ

79%

YouTube Flickr SlideShare
Twitter Jaiku Tumblr

1

1

100%
IBM Institute for Business Value analysis. CRM Study 2011. 



4 CRM

B2C B2B 

B2B
B2C

6 B2B 76%

B2C 4

B2B B2C

2010 10 74%

65%
60%

2

/

2

/

/

 = 351 = 9% = 2%
IBM Institute for Business Value analysis. CRM Study 2011. 

IBM Global Business Services 5 

CRM

CRM

CRM CRM
Paul Greenberg CRM at the 

Speed of Light CRM
CRM

CRM

CRM

CRM
7

CRM

Facebook

CRM

CRM

CRM

CRM

3 1

40%

3



4 CRM

B2C B2B 

B2B
B2C

6 B2B 76%

B2C 4

B2B B2C

2010 10 74%

65%
60%

2

/

2

/

/

 = 351 = 9% = 2%
IBM Institute for Business Value analysis. CRM Study 2011. 

IBM Global Business Services 5 

CRM

CRM

CRM CRM
Paul Greenberg CRM at the 

Speed of Light CRM
CRM

CRM

CRM

CRM
7

CRM

Facebook

CRM

CRM

CRM

CRM

3 1

40%

3



6 CRM

3

KPI

CRM

25% 44%

21%
KPI

4

 = 351 = 2% = 1%
IBM Institute for Business Value analysis. CRM Study 2011. 

IT

e-

/

/

/

IBM Global Business Services 7 

4 CRM

CRM

38%

30%
27% CRM

Best Buy

Twelpforce Twitter
Best Buy

Facebook

100
IBM Institute for Business Value analysis. CRM Study 2011. 

KPI



6 CRM

3

KPI

CRM

25% 44%

21%
KPI

4

 = 351 = 2% = 1%
IBM Institute for Business Value analysis. CRM Study 2011. 

IT

e-

/

/

/

IBM Global Business Services 7 

4 CRM

CRM

38%

30%
27% CRM

Best Buy

Twelpforce Twitter
Best Buy

Facebook

100
IBM Institute for Business Value analysis. CRM Study 2011. 

KPI



8 CRM

Best Buy

Web 500

10

3,000 Twelpforce

Best Buy

Best Buy
John Bernier

ROI

ROI

5
ROI

CRM

IBM Global Business Services 9 

5 ROI

ROI
ROI

24%
36%

ROI

ROI

ROI

ROI
ROI

ROI

ROI
ROI

ROI

ROI 3
ROI

 = 351 = 3%
IBM Institute for Business Value analysis. CRM Study 2011. 



8 CRM

Best Buy

Web 500

10

3,000 Twelpforce

Best Buy

Best Buy
John Bernier

ROI

ROI

5
ROI

CRM

IBM Global Business Services 9 

5 ROI

ROI
ROI

24%
36%

ROI

ROI

ROI

ROI
ROI

ROI

ROI
ROI

ROI

ROI 3
ROI

 = 351 = 3%
IBM Institute for Business Value analysis. CRM Study 2011. 



10 CRM

ROI

ROI

CRM
/

CRM

ROI

ROI

3
1

6

ROI

Seton Hall University

ROI

2008

Facebook Twitter

Facebook

Facebook

Web

IBM Global Business Services 11 

6

Web

Facebook
Web

30
2,900

18% Facebook

ROI

Facebook

ROI

Rob Brosnan

1

Brosnan

IBM Institute for Business Value analysis. CRM Study 2011. 



10 CRM

ROI

ROI

CRM
/

CRM

ROI

ROI

3
1

6

ROI

Seton Hall University

ROI

2008

Facebook Twitter

Facebook

Facebook

Web

IBM Global Business Services 11 

6

Web

Facebook
Web

30
2,900

18% Facebook

ROI

Facebook

ROI

Rob Brosnan

1

Brosnan

IBM Institute for Business Value analysis. CRM Study 2011. 



12 CRM

58%

4 1 16%

39%
2

E

1

25% 44%

21%
7

7 4 1

100
IBM Institute for Business Value analysis. CRM Study 2011. 

IBM Global Business Services 13 

1
3 1

3 2
2

American Express If... ...

American Express

American Express

American Express &

2
7 ROI

ROI
American Express

American 
Express

American Express
& Steven 

Faktor



12 CRM

58%

4 1 16%

39%
2

E

1

25% 44%

21%
7

7 4 1

100
IBM Institute for Business Value analysis. CRM Study 2011. 

IBM Global Business Services 13 

1
3 1

3 2
2

American Express If... ...

American Express

American Express

American Express &

2
7 ROI

ROI
American Express

American 
Express

American Express
& Steven 

Faktor



14 CRM

CRM

CRM

8 (1)
(2) 1

 (3) CRM

CRM

CRM

8
CRM

KPI

 1

CRM

 CRM

IBM Institute for Business Value 

IBM Global Business Services 15 

CRM

20%

Web

CRM

IBM

8

ROI
CRM

Best Buy

Gina Debogovich
Best Buy 



14 CRM

CRM

CRM

8 (1)
(2) 1

 (3) CRM

CRM

CRM

8
CRM

KPI

 1

CRM

 CRM

IBM Institute for Business Value 

IBM Global Business Services 15 

CRM

20%

Web

CRM

IBM

8

ROI
CRM

Best Buy

Gina Debogovich
Best Buy 



16 CRM

ROI

CRM
9

CRM

CRM

CRM

CRM

CRM

IBM Institute for Business Value
IBM

IdeaWatch
IdeaWatch IBV

ibm.com/gbs/ideawatch/subscribe 

Carolyn Heller Baird Gautam Parasnis
CRM

2 IBM Institute for 
Business Value. February 2011. 
http://public.dhe.ibm.com/common/ssi/ecm/en/gbe03391use
n/GBE03391USEN.PDF

IBM

17 170

IBM Global Business Services 17 

Carolyn Heller Baird IBM
IBM Institute for Business Value

CRM 20
CRM

Gautam Parasnis IBM

CRM CRM
CRM

20

Saul Berman IBM

Raj Mirchandani IBM

Geoffrey Hamelin IBM
 CRM

Denise Arnette IBM

d'Artagnan Catellier IBM

Rawn Shah IBM

Eric Lesser IBM
 IBM Institute for Business Value 

2010 10
2

351

17
Oxford Economics CRM

CRM
CRM

1,056

Y X
2 5,000 10

10

CRM

CRM Web



16 CRM

ROI

CRM
9

CRM

CRM

CRM

CRM

CRM

IBM Institute for Business Value
IBM

IdeaWatch
IdeaWatch IBV

ibm.com/gbs/ideawatch/subscribe 

Carolyn Heller Baird Gautam Parasnis
CRM

2 IBM Institute for 
Business Value. February 2011. 
http://public.dhe.ibm.com/common/ssi/ecm/en/gbe03391use
n/GBE03391USEN.PDF

IBM

17 170

IBM Global Business Services 17 

Carolyn Heller Baird IBM
IBM Institute for Business Value

CRM 20
CRM

Gautam Parasnis IBM

CRM CRM
CRM

20

Saul Berman IBM

Raj Mirchandani IBM

Geoffrey Hamelin IBM
 CRM

Denise Arnette IBM

d'Artagnan Catellier IBM

Rawn Shah IBM

Eric Lesser IBM
 IBM Institute for Business Value 

2010 10
2

351

17
Oxford Economics CRM

CRM
CRM

1,056

Y X
2 5,000 10

10

CRM

CRM Web



18 CRM

1 “Capitalizing on Complexity: Insights from the Global 
Chief Executive Officers Study. ” IBM Institute for 
Business Value. May 2010. http://www-
935.ibm.com/services/us/ceo/ceostudy2010/index.html 

2

CRM
IBM Institute for Business Value. 

February 2011. 
http://public.dhe.ibm.com/common/ssi/ecm/en/gbe0339
1usen/GBE03391USEN.PDF

3 Facebook Web 2011 5 11
Press Room: Statistics. 

http://www.facebook.com/press/info.php?statistics 
4 LinkedIn Web 2011 5 11

Press Center: About us. 
http://press.linkedin.com/about 

5 Beaumont, Claudine. “Twitter hits 10 billionth tweet.” 
The Telegraph. March 5, 2010. 
http://www.telegraph.co.uk/technology/twitter/7375442/
Twitter-hits-10-billionth-tweet.html; Anderson, Sophie. 
“Twitter User Sends World’ s 20 Billionth Tweet.” BBC 
News. July 31, 2010. http://www.bbc.co.uk/news/world-
asia-pacific-10829383 

6 Gonzalez-Wertz, Christine. “Going Digital, The 
Connected Collaborative Path Forward.” IBM Institute 
for Business Value. December 2010. http://www-
935.ibm.com/services/us/gbs/bus/html/crm-path-
forward-going-digital.html 

7 Greenberg, Paul. CRM at the Speed of Light, Forth 
Edition: Social CRM Strategies, Tools and Techniques 
for Engaging Customers. The McGraw Hill Companies. 
2010.

8 IBM
IBM Web

http://www.ibm.com/blogs/zz/en/guidelines.html 
9

CRM
IBM

Institute for Business Value. February 2011. 
http://public.dhe.ibm.com/common/ssi/ecm/en/gbe0339
1usen/GBE03391USEN.PDF

10 Y 1975 1992 X 1965
1974 1964

お問い合わせ

日本アイ・ビー・エム株式会社

〒103-8510
東京都中央区日本橋箱崎町19番21号
http://www.ibm.com/jp/ E-mail: IBMGBS@jp.ibm.com

© Copyright IBM Corporation 2011 
All Rights Reserved 

10-11 Printed in Japan 

IBM IBM ibm.com
International Business Machines Corp.

IBM
IBM

www.ibm.com/legal/copytrade.shtml

IBM

IBM  International Business Machines 
Corporation


