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Digital Intelligence Research and Analysis
using Enterprise Intelligence Software

A case study exploring the digital footprint of American Express



Digital IntelligenceResearch and Analysis and

Soclal Media Research

The rapid evolution of digitatcommunication and publication technologigsasbrought
about arevolution: Byenabling the dissemination of information, knowledge, ideas and
opinion to a universal audience; and direct and immediate exchanges between individu
and groups, as well as organisations; it has supported research and technological
advancement, social and political change and the expansion of the knowledge econom

Knowledgeis power
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strategic and commercial intelligence, what may be harvested from the digital
environment havecomeextremely important.



What you are about to see

TheDigital Intelligence Research and Analypi®cesses applied in this case study have
been supported by the use &nterprise Intelligence Software

A serief coordinated research scenarios were set up to exploredigéeal footprint of
American Expresgsingthis technology Theseran forapproximatelytwo weeksin
October 2011 duringwhich 1,280pertinent documents were collected and analysed.

The information and data shown wasblicly availableand its collation and interpretation
has been fodemonstration purposes onlyWhilst none of it igonfidential information in
the strictest terms, therivacy of individualsand to what extent it could beommercially
sensitivewere considerations when putting this presentation together.

All opinion and commentary on the subjects covenredthis overview i®bjectively made
as the result ofair and appropriate evaluation®f the resources gathered.
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Thedigital footprint of an organisation is the

aggregate of itentended publication which

. includes its marketing , PR and communications;

| exposurethrough documentation in the interests o
transparency or compliance; tremmentary and
opinion of others, including the press, professiona
pundits and of course itsustomersor clients; and
the activity of those that represent it, which meang

| its staff at all levels, as well as the services it enga
externally in theconduct of its businesdt is also
the gaps in its presengenvhere thechallenges or

opportunities lie, where itscompetitorsare active,

' or wherestrategic advantagés to be gained.




In a service leknowledge Economyhe value
2T | 0 dhurhayl GapitalcaiEn@ be over
stated, so thdligital footprint and thought
leadership potential of its employeets a
differentiating factor to take note of; and also
part of theimpressionthat the organisation

makes. At the local level thought leadership
also aboutrust, the personal brandof the
individual contact and thereforbrand loyalty
to the organisation that employs theK



AmEx: Futures

Virtual Currency: The Future Of Money?
http:/iblog 1i10Nirtual future-of
121 october 2011

. AMEX Futures

This was just a simple graphic of a dozen roses that appeared on her Facebook page.

The list of virtual Stuff we all buy is getting to be pretty large and virtual money may be the way that
we purchase it n the future.

We know that any cashless society would require a trading mechanism to faciltate transactions
and virtual currency seems to fit the billfor that

N ane really knows the: future of virtual currency and where exactly i wil lead.

By no means am | recommending that anyone should start converting thousands of dolars into
virtual money or anything ke that

the future of money

i 21 octaber 2011 - L AMEX Futures
IS Lezing: Imagine the Future of Money

i 21 october 2011 - - AMEX Fulures

Islam and the Future of Money

i 21 october 2011 - - AMEX Futures

Vivonet Recegnized in Deleitte Technolegy (...)

v i 21 octover 2011 - 1 AMEx Futures
The Future of Meney in the Information (...)
i 21 octaber 2011 - - AmEX Futures
QR Cedes
AmEx: Sources
Volume by Source
venve.google.co.uknn, 60.61%

——wr.mEnbC MENLCO MLy, 2,69
~— v creditcards.com..., 2.6%
thedx.druckaninstitute.com...,
e markstuire.com..., 3.03%
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vavilinkedin.com..., 5.63%

wavve.4-traders.com..., 6. DEE‘nJ finance.yahoo.com..., 5.63%
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'What is Enterprise Intelligence Software?

AmEx: Leadership concepts

e - AMerican EXpress . aneic
company - CEO - Credit card - D
. Ed Gilligan -

- ﬁerwrydrkr .

SA - Ven

Président

Amex: Leadership footprint

Credit Card Foreign Transaction Fees Mostly Up

fri21 october 2011

AMEX: Leadership footprint
“Our aimis to sirengthen relationships. with Cardmembers who rely on American Express because

they appreciate the value of world Class service and the bene fits of our premium products,” said EG
Giligan, vice chairman of American Express, in a Dec.

thu 20 ociober 2011 - - AMEx: Leadership footprint
Loyalty Has Its Privileges

thu 20 ociober 2011 - i AMEX Leadership footprint
Using MediaOne of Utah's online subscription (...)

AmEx: Futures concepts

thu 20 ociober 2011 - - AMEx Leadership footprint
Facebook Dumps Visa Small Business for (...)

thu 20 october 2011 -
Brad Allen

AmEx Leadership footprint

. American Express .

Credit card . ex any -
k - Fidelity - Foursquare . future of
American Express . future of money -
Google - unean - mobile payment - new york -

AmEx: Employee concepts

wed 18 ocober 2011 - - AmEx Leadership footprint
American Express buys Rosenbluth International

AmEx: Employee footprint

Transformational Leader Louis V. Gerstner, Jr. To Take Stage at
‘GBTA 2012 Masters (...)
TtpJwww breitbart com/article. php?id=xpmw.20111020.DCO0437&show_article=1
fri21 october 2011
AmEx Employees

He served as chief executive officer of IBM from 1993 until March 2002.

Prior to joining IBM, Gerstner served for four years as chairman and chief executive officer of RIR
Nabisco, Inc. This was preceded by an H-year career at American Express Company, where he was
president of the parent company and chairman and CEO of is largest subsidiary, American Express.
Travel Related Services Company.

i 21 oclober 2011 -
Klown Kollege

AmEX Employees

America - American Express .
bank nt - CEO . china -
. executive

ard - busi

Company . Credit card -
Search - Fac < - Fies aursaua
India - nemstenar - on - Jm Bush - L - new
YOIK - nicoss cenest - Total - Vice President - Visa

#i 21 october 2011 - - AMEX: Employees
Glen Ridge and Montclair Moms Named “Werking (...)

21 october 2011 - - AmMEX: Employees
Make changes yourself !

i 21 october 2011 - - AmEX Employees
Obama named job slashers to job creation (...)

AmEXx: All concepts

Geographic Place.

new york 16
India 7
san francisco 6

i 21 october 2011 - - AMEx: Employees
New Bronze Tier Brings More Benefits to the (...)

— Inthe Knowledge Economy,is what you know that differentiates you

Total

Express company
American Express company
comoany

@D

from the competitiond ¢ 2 Rl & Q&

AyaSttAaSy
ahead of the game in order to be sustainable.

Foursquare 14
Facebook 13
Google 10
Twitter 4
Linkedin 2
General Concept

Credit card 58
Future of American Express 28
maobile payment 18
visa 15
Future of oney 15
debit card 12
Wastercard 12
Near Field Communication 11
Google wallet 8
financial Senices 8
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Collect Map

Collect Map

~' @ Magus digital

-} & American Express

@\ AmEx: Employees
® AmEx: Executive
W AmEx: Staff
@\ AmEx: Futures
W AmEx: Customer relations
W AmEx: Money
¥ AmEx: Sector opinion
¥ AmEx: Technologies
W AmEx: What future?

@\ AmEx: Leadership footprint
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R»R Scenario : AmEx: Customer relations
Creation time : 2011-10-06 | Modification time : 2011-10-18

NAME

MODE

ACTIVE SCENARIO
RELEVANCE MIN. (%)

MUST CONTAIN

SIMILARTO

Enterprise Intelligence Softwarbas been
evolving for over a decade and has now

AmEx Customer relations

Scenario E]
50

("American Express” OR "AmEx") 2
"relationship”) NOT ("payment +k

"pleased" "dissatisfied" "rubbis
"customer satisfaction"™ "put you

 reached a level of maturity that makes it |

indispensible for all types afformation
gathering, analysis and research e




In simple terms the technologgignificantly extends the reach of
human intelligenceand multiplies its capacity to find relevant

information hugely.

AmEXx: Leadership concepts

york - | l

Amerlcan EXpress ./
MPANY - CEO . Credit card

‘n'-Facebook--

new

n - Vice President . L




At the same time itartificial intelligencehelps identifyconcepts and
trendswithin what is being gathered and supports thealysisof it.

AmEXx: Futures concepts

america - American EXxpress .-

American Express company - ANdroid - bank of
America - Business Credit Card - Canada - cash

advance - CEO - CfEdlt Card - Dan Schulman - Ed

Giligan - El Paso - EXpress company - Facebook - Fidelity -
Foursquare . Future of American

Express - Future of money . Google -

India - simeush - Joe shea - Nastercard - mobile
payment - new york - san francisco - STEVEN Paul jobs -
Total - Twitter - vice presigent - VISa - YouTube




For example this shows that most of the information gathered comes from outside
American Expresbgeyond its contro] and suggests that the employees with the most
prominent digital footprints are simply delivering PR led statements for it.

AmEx: digital footprint volumes
300

120
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Identifyingfocal points of thoughtand theircritical masgs useful for
horizon scanning in rapidly changing environments

Co-Word Analysis

Weak signal Strong signal




=R All Clusters Concepts Refresh >

Here therelationshipsbetween some of theoncepts
identified by thesoftware are beingnapped

1))

Q’O - » @

ayPass %Iackberry
astercard ' eBay
digital wallet q)
‘Dan Schulman
C%lis;a sis C%/erizon Wireless
Google wallet
Google
debit card
arclaycard
q: itter IPhone O|Pad
acebook :
ouTube ySpace
erican Express q Contactless Reader
inancial services : - * oo
inkedin
e d w . dngy e
ear Field Communication smartphone
oursquare q:
mobile payment ayPal
Lredit card
Q Q
R —— e s o - -

A click-through process allows furtheanalysis of what that means
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Like many of his
Current * Vice President -
e colleagues he has a
Past - Vice President - comprehensive
Education ; professional résumeé on
Connections. 244 connections LinkedIn. Most career
conscious people do . Itis
" a good starting point for
ummary
el T — — Sulofj&eas&nblyzl |-
Large-scale service delivery executive, with experience across multiple business processes
and functions. Expertise includes Organizational Design and Development, People Leadership, . A
Customer Experience, Internal Audit, Financial Planning & Analysis, Software Development bran dQ I N‘E dzy R € 2
Life Cycle Management, Production and Business Continuity Planning, Performance & Partner I
Maiinge i expertise.
Specialties
Production Planning,Performance Management, Team Development, Strategic Planning,
Contract Negotiation (RFI/P), Internal Audit & Control, Sarbanes Oxley, SAS 70, Financial 1
Planning & Analysis, Business Continuity Planning, System Design and Development, In th|S case though no
Software Quality Assurance, MIS, Six Sigma and Lean Manufacturing. I|nk tO a blog or page on
1
— the company website
Vice President - (S S S e S S where hisstrengthsand
American Express thought IeaderSh|mre
May 2010 — Present (1 year 6 months)
| | | showcased.
Lead global 'bill-to-cash’ process. Responsible for strategic planning, execution and daily
performance management. Process oversight includes transactional print production, check
and electronic payment and dispute senvices, depository bank G/L research, partner
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. Find friends Home

facebook

— _ — > Friends FlAddFriendMQMssagev?#Vt

| Search by name ?Type a friend's name i 1? Sponsored See all

View Pics - Messages

peoplelookup.com

Instantly see who else is
looking for you! Sign up
and browse locals now

Still, he has plenty of
friends and family and a
- a20AFt tEATFS
as well.He seems like a
YAOS 3Jdze X

2 2 With VIK Hotels, some
Mondays become the
best day of the week.
Don "t miss out here!

Be a Dragon Master

Build a great and
powerful city, raise an

B S

4 MMO on Facebook.

| 41 Add Friend |

XFYyR KS LINE
realise how easy it is to

follow the R
. Build your city, Ieac! an
-- interconnectednesof e n o
things in thedigital world. o
Now!
| +1 Add Friend |
| 41 Add Friend |
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| 41 Add Friend |
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facebook

So, apologies for doing
this, which is just to
YIF1S

..about how thinggonnect ..

Friends (119)

City, State

& Studied at ¢l Lives in

Work and education

University -

facebook Search

Secondary -
school
o ¢ Livesin # From
Arts and entertainment
Activities and intere Music
f
Other
@ wall
) Ao Family Magic
Basic Information Photos
& Friends
Gender
Television

Friends (310)

. Seinfeld De

Relatives

Basic Information



And keep on connecting.
Like this.



