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Digital Intelligence Research and Analysis
using Enterprise Intelligence Software

A case study exploring the digital footprint of American Express



Digital Intelligence Research and Analysis and

Social Media Research

The rapid evolution of digital communication and publication technologies has brought
about a revolution: By enabling the dissemination of information, knowledge, ideas and
opinion to a universal audience; and direct and immediate exchanges between individuals
and groups, as well as organisations; it has supported research and technological
advancement, social and political change and the expansion of the knowledge economy.

Knowledge is power

One man’s information overload is another man’s infinite resource: As a source of
strategic and commercial intelligence, what may be harvested from the digital
environment has become extremely important.



What you are about to see

The Digital Intelligence Research and Analysis processes applied in this case study have
been supported by the use of Enterprise Intelligence Software.

A series of coordinated research scenarios were set up to explore the digital footprint of
American Express using this technology. These ran for approximately two weeks in
October 2011, during which 1,280 pertinent documents were collected and analysed.

The information and data shown was publicly available and its collation and interpretation
has been for demonstration purposes only. Whilst none of it is confidential information in
the strictest terms, the privacy of individuals and to what extent it could be commercially
sensitive were considerations when putting this presentation together.

All opinion and commentary on the subjects covered in this overview is objectively made
as the result of fair and appropriate evaluations of the resources gathered.
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The digital footprint of an organisation is the
aggregate of its intended publication, which

| includes its marketing , PR and communications; its
| exposure through documentation in the interests of
transparency or compliance; the commentary and
opinion of others, including the press, professional

pundits and of course its customers or clients; and
the activity of those that represent it, which means
its staff at all levels, as well as the services it engages
externally in the conduct of its business. It is also
the gaps in its presence; where the challenges or
opportunities lie, where its competitors are active,

. or where strategic advantage is to be gained.




In a service led Knowledge Economy the value
of a businesses’ human capital cannot be over
stated, so the digital footprint and thought
leadership potential of its employees is a
differentiating factor to take note of; and also
part of the impression that the organisation

makes. At the local level thought leadership is
also about trust, the personal brand of the
individual contact and therefore brand loyalty
to the organisation that employs them...



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%
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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 - JmBush - Lnkean - MEW
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.

san francisco

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

———
— — In the Knowledge Economy, it is what you know that differentiates you
from the competition. Today’s intelligent business has to stay permanently

Total

Express company
American Express company
comoany

@D

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
W AmEx: Executive
W AmEx: Staff

@\ AmEx: Futures

@ AmEx: Customer relations |

W AmEx: Money

¥ AmEx: Sector opinion
¥ AmEx: Technologies
W AmEx: What future?

@\ AmEx: Leadership footprint

m

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 Software has been
evolving for over a decade and has now

" reached a level of maturity that makes it
indispensible for all types of information

AmEx Customer relations
Scenario E]
50

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

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

gathering, analysis and research. e




In simple terms the technology significantly extends the reach of
human intelligence and multiplies its capacity to find relevant
information hugely.

AmEXx: Leadership concepts

. American Express .
\NY - CEO . Credit card -

Y . Facebook -

| new
york -

- Vice President .



At the same time its artificial intelligence helps identify concepts and
trends within what is being gathered and supports the analysis of it.

AmEXx: Futures concepts

america - American EXxpress .-

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

advance - CEO - Cf&dlt 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 Express, beyond its control; and suggests that the employees with the most
prominent digital footprints are simply delivering PR led statements for it.

AmEx: digital footprint volumes
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Identifying focal points of thought and their critical mass is useful for
horizon scanning in rapidly changing environments.

Co-Word Analysis

o ,:)

Weak signal Strong signal




=k All © Clusters @ Concepts Refresh

1))

Here the relationships between some of the concepts
identified by the software are being mapped.

astercard

QIi sa

Google wallet
debit card

arclaycard

q: itter
acebook

ouTube
erican Express Contactless Reader

C’?inam:ial services () :
inkedin

oursquare
mobile payment
Lredit card
Q Q
R —— e s o - -

Q’O - » @

ayPass %Iackberry

] eBay
digital wallet q)

'Dan Schulman
sis CQlerizon Wireless
Google
IPhone O|Pad
ySpace

e d w . dngy e

ear Field Communication smartphone

C?’ayPal

A click-through process allows further analysis of what that means.
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Linked {3].

Current * Vice President -

Past » Vice President -

Education

Connections 244 connections
Summary

Large-scale service delivery executive, with experience across multiple business processes
and functions. Expertise includes Organizational Design and Development, People Leadership,
Customer Experience, Internal Audit, Financial Planning & Analysis, Software Development
Life Cycle Management, Production and Business Continuity Planning, Performance & Partner
Management

Specialties

Production Planning,Performance Management, Team Development, Strategic Planning,
Contract Negotiation (RFI/P), Internal Audit & Control, Sarbanes Oxley, SAS 70, Financial
Planning & Analysis, Business Continuity Planning, System Design and Development,
Software Quality Assurance, MIS, Six Sigma and Lean Manufacturing.

Experience

Vice President- o =0« e - - - - e —
American Express

May 2010 — Present (1 year 6 months)

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

Let’s begin with a look at the organisation’s Human Capital

—

Here’s one of the
company’s executives:

Like many of his
colleagues he has a
comprehensive
professional résumé on
LinkedIn. Most career
conscious people do . It is
a good starting point for
establishing a ‘personal
brand’ around your
expertise.

In this case though no
link to a blog, or page on
the company website
where his strengths and
thought leadership are
showcased.




Search

facebook

. Find friends Home ~

r— - or— > Friends : +1 Add Friend ] ' Message \# v |

| Search by name + ‘?Type a friend's name i ‘E 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
social life too. That’s good
as well. He seems like a
nice guy...

~ 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
army and train mighty

. Dragons in the best new
MMO on Facebook.

| 41 Add Friend |

...and he probably doesn’t
realise how easy it is to
follow the

- interconnectedness of
things in the digital world.

Build your city, lead an
army, rule the empire.
Try one of the best
games on Facebook
today for FREE! Play
Now!

T+1AddFriend“

| 41 Add Friend |

EvMENRQFEDN

| 41 Add Friend |




facebook i 1

& Studied at ¢l Lives in

Work and education

University -

facebook Search

So, apologies for doing
this, which is just to

make a point... Secomduey -
S school
¢ Livesin # From
Arts and entertainment
S - Music
wall Activities and intere
=7 1nfo ) J
Other @
ps wall
..about how things connect. .. ) Info e
ami viagic
— Basic Information Photos e
Friends (119) & Friends

Gender

Television

. Friends (310) . L |
u . Seinfeld De
Lam Y /]

Name City, State Relatives

- - - -

. | Basic Information



This property includes a pool.

County/Region:

Year built: 1997 | Builder: N/A

Square footage: 1 sq. ft. (land) | 3,892 sq. ft. (living)
Baths: 3.0 | Stories: 1

Directions Search nearby Save tom

Census tract:

Property taxes: $6,897.00 (2008)
High School:
Middle School:

Elementary School:

Political Districts:

92.4% White: All*

6.2% White: Latin or Hispanic*

4% Black or African American*

0.3% American Indian and Alaska Native*

And keep on connecting. 3% Asian*
- Like this 0.1% Native Hawaiian and Pacific Islander*

* alone or in combination

Median Income: $100.823
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Here are some
= people he’s played
golf with...

And like this...

=
> ...and this is his local golf club.



Here is another example.

There is a really positive story here that could easily be developed into something
bigger and very relevant to today’s society and workplaces.

Successful Career Paths for Women in
Corporate Sales

by WICT Mentoring Blog

O Rate This
By: Barbara Frankel "
DiversitylncBestPractices.com ’

In 1997, when was a director for American Express
based in Houston, her husband received a great job offer requiring

7
them to move to . Eleven years ago, at most — ‘

companies that would have meant either quit or asked for a
reassignment to a desk job, effectively committing career suicide.

Instead, her boss let her set up a virtual office, giving her the flexibility that ev And here is something
current position of vice president, Business to Business (B2B) Payment Solu else about this company
and her husband had a daughter, now , and they continued to both succeed executive...




Maureen J Deboer (Self employed/Real Estate
Lori B Liederman, (Zip code: 94122) $250 to C
Mr. Alan Hiboon, (Zip code: 94107) $2000 to C

(American Express/Financial €
Donald Abrams (University of California San F
Donald Abrams (University of California San F
Mr. David Bryant (DR Bryant & Co, Inc/Real E:
John Everts (Self/City Planner), (Zip code: 94¢

NEW YORK, NY 10285

PARENT, LOUISE M
NEW YORK, NY 10285

SCHICK, THOMAS
NEW YORK, NY 10285

THOMSON, ROBERT B Il
WASHINGTON, DC 20004

NEW YORK, NY 10285

GLENN, WILLIAM H
NEW YORK, NY 10285

Jon Doellstedt (Ric her colleagues...

Mr Daniel Sullivan (Not employed/Retired), (Zi
Seth Close (Self employed/Engineer), (Zip coc
Donna Shibata (Children's Day School/Directo
Mr. Stephen Secrist (US Goverment/Policy An
Daniel Baker (Self employed/Home Theater Ci
David Baker (Self employed/Consulting), (Zip «
David Baker (Db+P/Architect), (Zip code: 9411
David Baker (Db+P/Architect), (Zip code: 9411
Jennifer Rosdalil (Paragon Real Estate Group/|

Stuart Staniford (Fireeye/Chief Scientist), (Zip

SCAMMAHORN, JULIE
NEW YORK, NY 10285

MCNEAL, GLENDA
NEW YORK, NY 10285

GUPTA, ASHWINI
NEW YORK, NY 10285

O'NEILL, MICHAEL J
NEW YORK, NY 10285

MESSENGER, DAVID
NEW YORK, NY 10285

NEW YORK, NY 10285

LACEY, BETHA
NEW YORK, NY 10285

KASIARZ. DAVID

AMERICAN EXPRESS COMPANY/EVP-GEN CO  02/04/11

AMERICAN EXPRESS COMPANY/EVP-CORP A  02/04/11

AMERICA

AMEXTRJ

AMEX TR/

AMEX TR/

AMERICA

AMERICA

AMEX TR/

AMEX TR/

AMEX TR/

AMERICA

AMERICA

AMEX TR/

AMEX TR/

Christopher K Fred (AMEX Travel Related Sen
COMMITTEE (AXPPAC) on 02/25/10

Iwao Fusillo (AMEX Travel Related Services/VI
(AXPPAC) on 02/25/10

Alan P Gallo (AMEX Travel Related Services/S
(AXPPAC) on 02/01/10

Manish Gupta (American Express Company/S\
COMMITTEE (AXPPAC) on 02/25/10

JOHN D HAYES (American Express Company;
COMMITTEE (AXPPAC) on 02/02/10

James J Higgins (AMEX Travel Related Servic
(AXPPAC) on 02/16/10

Christopher R Hollins (AMEX Travel Related S
COMMITTEE (AXPPAC) on 02/16/10

Paul H Hough (AMEX Travel Related Services!
(AXPPAC) on 02/07/10

David Kasiarz (AMEX Travel Related Services/
(AXPPAC) on 02/22/10

(AMEX Travel Related Services/VP
(AXPPAC) on 02/25/10

Susan D Korchak (AMEX Travel Related Servi
COMMITTEE (AXPPAC) on 02/22/10

Rebecca S Krecke (AMEX Travel Related Serv
COMMITTEE (AXPPAC) on 02/25/10

Beth Ann A Kupchinsky (AMEX Travel Related
COMMITTEE (AXPPAC) on 02/23/10
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ARIZONA —

CHARTER SCHOOLS

ASSOCIATION

Advocecy for Choice. Resources for Quality.

Home The Association Membership Success Center Resources HNews & Events Take Action SEARCHI

Our Board

And here is some evidence of

external engagement, which

though no doubt a personal

commitment on another

R executive’s part, also has
connotations involving
Corporate Social Responsibility,
which is all relevant to the
organisation’s digital footprint.

Board of Directors

Chairman




E=3 < Vente-privee's Plans For U.S.

Hike 21

»w 2z Domination Exciting Enough For

2™ " Google TV Execs To Jump Ship .

3 ROBIN WAUTERS $| posted on October 11th, 2011 ‘ 4 Comments ‘ GALAXY Note
Here is an executive that moved on... §

Vente-privee, the

announced in May 2011 that it had teamed up wﬂh

vente-privee.com o) (@ American Express to form a joint-venture for

Interview with GoodElements.com Founder

founded GoodElements.com in 2004 in Florida. Today it is a
The hires that | thoughtwer  growing vegan health supplement company.
both previously served in le
Saroff has joined vente-priv.~~ G00dElements.com, founded in 2004 by , Is @ leading maker of
creative development and g vegan health supp|ements.
online boutigues for each p

Jill szuchmacher wilbe ez ¥€ll me about your current business. What are you doing exactly?

U R S [ . S

This happened whilst the research was being done and was its the absolute highest
. . health supplements
picked up as potentially relevant .

Information on his separate business interests also emerged.

S P T In addition to my role as co-founder and CEO of GoodElements.com, I

am the Vice President of Corporate Development at American Express. I
oversee and manage the company's investing and acquisition activities.
I have been with American Express for more than 5 years, and have
prior experience working in New York City's private equity and
investment banking sector. I have a Bachelor of Science in Commerce
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Here’s how it works on American Express as an organiza

joining Ogilvy & Mather in New York
and would be working on the



The whole is the sum of its parts...




American Express Management Discusses Q3 2011
Results - Earnings Call Transcript

October 19, 2011 | about AXP  Font Size: = (71T Print Email

Learn from the
investment experts

CLICK HERE

<
BNY MELLON

Here is a walk through sample of
what was discovered.

Presentation =(Q&A  Participants

American Express (AXP) Q3 2011 Earnings Call October 19, 2011 5:00 PM

ET
Operator s
Ladies and gentlemen, thank you for st 4p, SR Po Th
American Express Third Quarter 2011 EDaW xPl'Dfit lnc e‘:']ﬁramde with
[Operator Instructions] As a reminder, ThUr:dKC’DEck,Z' ®201, aSEs rg
Sdy g
now like to tumn the conference over ““.... ' Octobe, 20 ;iloo”’bwg Ney Scory Cﬂrds
............. r <01y Sy,
PRI e, e
go ahead. ﬁT@ E-ay, @, ---------------------- pe"dlng: Dery
Rick Petrino e el 7 Shagg ) e Ults In

Thank you. Good evening. We appr » Frang LAE’BLDOMB ................

disc.ussinn. Before I tu.rn it over te lgirf?:”'}f;:rﬁti’.” Cler, MIZ.E@LINES Oct F:""TISI:EEB .................................
remind you that the discussion c 20 IOOme ............................
statements about the company' In depth 0., the b, €rg) - Heme T
business prospects, which are = commenta ry on . Epul"c-bageg’ pﬁ‘:'ttCrEdz't\cardgg“DaH E"*’Pl‘egg
speak only as of today. The wce ca dng € ] Suer b,

: | bists' . © Hird- Y
and details of the Pending ' estimage. . I0alter

optimistic, intend, plan, aim, w o . 0
expressions are intended to id © |atest results. def&u]tEd.C‘zmbedande::::l];Sto ; o
Factors that could cause actG*""M HOSItE Repairs Netfncg 0 Werg
forward-looking statements, ‘ETQUQTE .............................. bi]]jon I‘head;,rin d

goals, are set forth within t ~"&Sp-— e orgg E;OI $ 03 3 Ilalégpel'feﬂt log £
in an 8-K report and in the S MBS Lo, = b’ﬂsed ]e-nt Ve car: > frop, $1-Dg 1)1 2

with the SEC. In the third ,, "~ o The g, fde Said yreg; er e New y, llioy —_
supplement, as well as th . ¢ pt:’s”‘.lES ................................ Blog b dge o Tisz erd, a stag Ork-

on our website at ir.amer e :ﬁ’/c foroe ,. T8 wag for e Of2 alysy Cmen;t

. . = ) a5, X ' .23 4 "t'\-" S -
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How American Express Transformed Its Call

Centers

3:00 PM Tuesday April 19, 2011

by Jim Bush | Comments (16)

=] EMAIL

[This post is part of Creating a Customer-Centered

Organization.]

In the not-so-dis’
customer senvice
to follow scripts,

and had several

But a few years
call-center strate
centers are the f
customers every
know instantly w
listening, and tal
We began to asl
approach to hirir

We looked at wt
love to build rela
have a passion f
hadn't always be
about candidate:
philosophy that '

We widened our
traditionally beer

lines, and custol

E) sSHARE

There was a push on

good customer service

though there was also a

related back story and
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CASE STUDY

1:30 American Express: Continuing Its Focus On Providing Superior Customer
Service

Even for a company built on the strength of its semnvice, it is vital to constantly explore ways to bring the
customer experience to a new level. This session will examine a number of customer-centric changes to
service at American Express. Against the backdrop of an unprecedented economic environment,
American Express saw an opportunity to further differentiate itself by investing in deepening relationships
with customers through the billion plus individual customer interactions it has each year. This session
will explore how, by creating and fostering an ethos of viewing each contact with a customer not as a
fransaction or cost, but as an opportunity to build and deepen a relationship, the Company is:

* Cultivating a culture that has captured the imagination and pride of employees

* Discovering new ways of building relationships and customer satisfaction at every customer
touchpoint through investments in training and technology

* Driving positive tangible results

Doria Camaraza
Senior Vice President and General Manager for the Credit Card Operations Service Center
American Express

Oine challenae we faced e that the intanables we are lankinag for dont alwave cshow o on récnmeac



We recognize that great service is not about what the company thinks about its
performance internally; it’s all about what the customer thinks.

We want our customers to come away
from their service experience, whether
it’s on the phone, on the Web, or
through email, recognizing that
American Express truly cares about
helping them resolve their issues. It’s
important to us they know that we're
committed to building relationships with
them and creating a personal
connection and that we view their
interaction with us as much more than a
rote transaction. It’s our goal that
ultimately, as a result of their service
experience, our customers will be
willing to recommend American Express
to their friends.

Jim Bush, Executive Vice President,
Service at American Express

There was a new emphasis on
externalised customer-focused thinking.




American Express Launches "Serve" Digital
Payments Platform, Paves Way for NFC l

EY KIT EATON Mon Mar 28, 2011

There were new products
and services and there was

w=f serve social media engagement.
3159 81b5%3 21001

VT

- PHQE.';

By roups
75 Apps
American Express is joining the ranks of old-school credit card compan’ 53 Even
realized they need to embrace the future of digital transactions. Its new Wep , i
.. e,
enables novel digital payments that threaten PayPal and pave the way [ Posts ;’ls —~ Pa;':B an Exp, Ficg Xpres
'engs 205¢ . s
Pupy; 5,4
The new system acts like an extra layer between AmEx and its clients /77, 'f Posts
they another credit card, a debit card (even a competitor's one) ora’ " roupg

is that it'll facilitate digital transactions online, cash extraction fromr
to-person payments from a computer or smartphone.

If that sounds unremarkable, that's because it's intended to be so
genesis is simply a traditional payment-clearing system that'll wr
AmEx card is accepted. But the system is actually all about infra
more future-focused business model inside American Express i
company will evolve the way Serve works to embrace the immi
transaction technology. According to the company's Group Pr
Dan Schulman, the idea is genuinely to "put into place a plat/
e-wallet--that enables digital payments and commerce that;
merchants to seamlessly move between online and offline.”
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HCEE | FAQs

There were more new products and services...

Click to chat '\ 577-863-0775 [N

All your payments. All your
Place.

accounts. All in one

e how managing all your payments from a single place can streamline the process and save you time.

WATCH
THE DEMO ¢ Home

Y WHY YOU SHOULD
= USE PAYCENTER

O HOW IT WORKS

CE—
B FOR CARDMEMBERS ONLY

Not yet a Cardmember? Explore our C

About American Express Fraud Protection Center

Not yet a Cardmember?
Start taking advantage of all the rewards and
valuable tools like this one by becoming

a Cardmember.

Explore our Cards

| American Express Terms of Service | PayCenter Terms of Use

ENROLL NOW

* Expedited delivery and third party charges may apply.
See Pricing after trial for fees starting April 1, 2012,

Pricing After Trial

I This service is exclusively for American Express® Cardmembers. NI

AMERICAN EXPRESS

BUSI.\"ESS

0L
)=

If you are already a Cardmember,
Start using this helpful tool now. Plus, if you use

your Card to make payments, you can get rewards
that you can reinvest into your business.

Enroll now

American Express Privacy Statement
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...and there was a focus on small businesses. -
LOg In = Regisier = T v [g 0

Top Story ¥ A
What’s Your Problem?» e Most popular

Or, more specifically, what does your business - A ;
need? Here are some points to consider. ‘ ' b MOST COMMENTED >

MOST VIEWED »

From The Community ’ 1 : MOST SHARED v

Featured MSNBC Video B Using Excel For Business: 10 Productivity

Featured Event Tips

Advice From Innovators I Don't Be The Boss—Be The Leader

I How To Capture Someone’s Attention In

What'S new. 10 Seconds

B 9 Reasons People Don't Do What They
Are Supposed To Do

Q&A With WePay: How It
Feels To Fund Occupy Wall
Street»

I 1 dayagoin Money
APalo Alto startup shares what it's like to funnel donations to Occupy
Wall Street protestors.

Katia Marall Ninan Earnnim Editare

* THE 2ND ANNUAL *

SMALL BUSINESS




BUSINESS THROUGH GOV ERNMENT

AMEX OPEN FORUM'S VIP EVENT

| No comment

GROWING YOUR SMALL
CONTRACTS: ON THE SCENE AT

Posted date: October 21, 2011

Posted by: staff Contributors Tags:
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to reconsider.

iith the worlds largest customer? 1f not, you may want
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Did you know that the federal govemment is poised to @
purchases

govemmem contracts this year? What's more, 23 percent of those
businesses. In 2010 alone, the govemment spent $98 billion o0 products and

business oWners.

share

through govemment contracting and revelation of these eye opening statistics were
Your Business through Government Contracting” eventin
f the financial services

®, the small business division O

gmall business growth
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company-
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had direct access to government buyers — including the largest yer, the Department of Defense —
+ia VIP Contract Connections, puyer/ seller meetings: nd prime contractors also met with
entrepreneurs 1© dise ities. Close t0 30 procurement officials from the federal, state

and prime contractin

into 2 lucrative P
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Wh!wty around small business
' ich includes American

|

POPULAR ARTICLES

1 Entrepreneur Entrepreneurs are

. 10 Signs You're ar
different from everyone else. Generally, We don’t

prescribe -
. 5 Easy Steps to Get the Most Marketing Mileage out
of your Website Does the thought of developing 2
marketing plan or marketing .-



AmE

A
AmEx: Sector opinion i

AmEx: Executive

AmEx: Technologies

AmEx: Money

AmEx: Customer relations

AmEx: Staff
Ed Gilligan
fo o
. ato’a“ i,
And there was this back story . Tty
. . Ve,
to the merchant relationship o Sl
and the value proposition to ey
. st
the American Express Zotiar,,,
oy n
customer end-users... Ben o
lua,if""ba.




B Credit Cards Blog

Finance Blogs » Credit Cards » DOJ sues American Express

_ Ultimately the customer not the
DOJ sues American Express court will decide of course.

By Leslie McFadden - Bankrate.com

Tuesday, October 5, 2010

Foeted: 4 pm ET

Yesterday the .5, Department of Justice, along with seven states attorneys general, filed a civil 4
antitrust lawsuit against American Express aver rules it has in place that prevent merchants that
accept its cards from offering incentives to consumers for paying with cards that have lower
pracessing fees. The DOJ also said that it had reached a proposed settlement with Yisa and | |
MasterCard over its discounting restrictions.

tweets

“These three companies run the largest three credit card networks in the United States. Everytime a
consumer uses one of their credit cards to buy somethina from a merchant that merchant navs A fee — A fes
thatis passed on to consumers through higher prices,”

conference yesterday Weigh in: How do you feel about the idea of merchants
Me_ru::han?agreem_ents with these credit card cnmpar_ﬂes haVing the ablllty to steer your payment ChOiCES? WOUId yOU
e 8 cams i oees o PrEfeEr to get discounts for paying with lower-cost cards or

The proposed settlement with Visa and MasterCard wo WOUId you see ita penalty againSt higher'COSt rewards CardS?
:jgsgrcgidc.redit card, an airline could offer you maore mimes or S meETCmanT cou provae Yo Wit 3 TETane,

American Express has no intentions of settling, Vice Chairman Ed Gilligan said yesterday during a conference
call with media and investors. "We deliver high-spending premium customers to our merchants in the U.S.
and around the world. And if merchants steerthem to Visa and MasterCard, that would be damaging to us.”

Yisa and MasterCard already control more than 70 percent of the market and have 10 times as many cards as
American Express, pointed out Kenneth |. Chenault, American Express chairman and chief executive officer.

"The sheer number of Visa and MasterCard credit cards, and the fact that most of their customers do not carry
an American Express product, makes it virtually impossible for merchants to steer customers away from the
dominant networks, even if they have the right to do s0,” he said.

Changes to Visa and MasterCard's rules go into effect "as soon as MasterCard and Visa either do this
voluntarily or as soon as the court approves the settlement,” David Boies, chairman of Boies, Schiller &
Flexner LLP, said during the call. His firm has been hired to serve as legal counsel far the lawsuit.



Amex: Partnerships required for
mobile payments

gr Cheng | October 12, 2011 10:27 AM PDT

Dan Shulman had been brought in.

-l

WV

The idea of a digital wallet and the opportunities that come
from moving payments onto the smartphone were major
themes at the CTIA Enterprise & Application show. American
Express executive Dan Schulman used his keynote address to
call for more alliances, noting that, "no single company can do
this alone." The prospect of mobile payments was also the 4=
focus of one of the more prominent panel discussions today. S CIA CTA CTA CT

MA CTIA CTIA CTA ¢
THATCTIA CTIA CTNA CTIA CTIA CNA CTIA CTIA CTIA CnA B N CNA CTA CTA T

CA CTA CTA CTIA CTIA CTIA CTIA CTIA CTIA CNA Cl (

i R

Pl )

Dan Schulman, group president of American Express’ enterprise growth unit, speaking at CTIA today
(Credit: Roger Cheng/CNET)

SAN DIEGO--No single company can catapult mobile payments into
mainstream use, said American Fxo.c executive Dan Schulman, who
catled for more partnerships between the ﬁnanc&al and wireless worlds.



Exclusive Interview: Dan Schulman of American
Express Talks Payments Innovation and Regulation
(Transcript)

Watch video interview

Here is some of the thinking

EVANS: Hello everyone, this is David Evans. I'm talking to Dan Schulman today . .
American Express, where he's the Group President for Enterprise Growth. Dan bEhlnd What American
in thinking about how innovation can transform AmEzx, and I'm sure he's thinkin Express iS now doing.
he can transform the industry more generally. He came to AmEx, from Sprint W e emee

. . . L mis
the President of their prepaid group. Dan, thanks a lot for joining me today.
SCHULMAN: Thank you, David. It's a pleasure to be here. B Like
EVANS: Dan, why did you decide to join AmEx? 5
SCHULMANM: | spent the last maybe 10, 15 years with technology companies. As you Share
probably know, | ran AT&T's Internet division. | left to become the CEO of Priceline.com and
then founded Virgin Mobile. 5o, | have quite a bit of experience in the mobile industry. Ermail
If vou look at the move from physical to digital payments, that background and skill set I've
Share

been able to develop over the last several years came in quite handy. If you look at American
Express, all of the leveragable assets that it has as a company and at kind of where digital

Well, | will say to you we are seriously at work, and | think we've developed a kind
of strategy and an end state towards which we're driving. We are doing quite a
number of things behinds the scenes from a technology perspective to be able to
go into the market with a robust platform that enable us to move into digital
payments, and then into other services around that.

SCHULMANM: Clearly one of the futures, | don't think there’s any question that the payments industry is going
to be going through a fundamental transformation over the next three to five years. The move from physical to
digital will be a prime driver of that. We're all moving from a physical commerce type of environment to a
commence life cycle that really blurs online and offline together. Clearly, that movement will be very important
to the entire payments industry.

American Express has a number of benefits and assets that we can leverage as we look at that. Cur core



SPECIAL REPORT: Web 2.0 Summit see morex=

Walls Falling Between Online, Offline
Commerce

At Web 2.0 Summit, eBay, Visa and American Express execs share similar visions of what's next in
mobile commerce.

By David F. Carr InformationWeek
October 19, 2011 10:58 AM

Speakers from eBay, Visa, and American Express expressed similar
visions at the Web 2.0 Summit for how online and offline commerce will
become one and the same in the very near future.

That's a big part of the motivation for initiatives including eBay's
X.commerce payments platform and the American Express Serve digital

wallet.
"The distinction between online Slideshow: 10 Cool
More Personal Tech and offline is blurring,” Dan Social Media Monitoring
. schulman of American Express Tools
InSIQMS said, because with smart phones

. . (click image for larger view and for
White Papers when we walk into a store, slideshow)
- Server Room Solufions: How smallfo ~ we're carrying the Internet with

midsize IT businesses can make their  us.”

IT budgets appear larger than they

are The race now is to develop the best set of payment services, and
* Mobile Device Management: Best associated data services, that will provide the most convenience to
SE— both merchants and users.
Here is some more...
More >>  Schulman, a group president in charge of digital and alternate
“1=|.run| =

+ Mobility 101: Surviving The ‘BYOD" payment initiatives at American Express, appeared side by side
Revolution with John Partridge, the president of Visa, in an onstage interview
conducted by Federated Media founder and chairman John

= Buyer's Guide: Mobile Device .
Y Battelle. Matthew Mengerink, general manager of X.commerce,

Management
was interviewed by Tim O'Reilly as a sort of sequel to Monday's
More >>  interview with eBay CEO John Donahoe.
Webcasts
» Effective IT Inventory and Asset [ Get more news and videos from the Web 2.0 Summit, which

Management: From Quagmire to

Quick Fix is produced by Federated Media and O'Reilly Media in

partnership with UBM TechWeb. ]
* Qutsourcing Security: What Every

Potential Cloud Security Customer X_commerce taps into the combination of eBay's PayPal payment
Should Know . S . . P . N



Transcript: Captains of the Industry - Ken Chenault on
What's Next with American Express

F'_tMNTSD-E_ﬁ ... think the growth of person to person payments, the

xecutives 1 INterrelationship of the growth of mobile with payments, is
nthis editi; 80INE tO be important. It's one of the reasons why we have

gg;;fm;" E'hﬂ a deal with one of the largest mobile providers in China,
. BEn ni

reputation ar With @ deal with ICBC, and UMPay, | think, is the name of
tustsince 1 the mobile provider, because we believe that that

American Express has been shaping

pa'_-,rmenta F'EF' and mobile redefine | CONNection is gOIng to be very, very Important

~ 7= =775 his thoughts on Amencan cxpress, ano now recent TeguIENUNS TEVE m
Ehare
...ahd more from snts industry.
the top... | of this interview, click here. Email
Part One: American Express and Innovation - Past, Present and Future Share

...| think some of the so-called emerging markets are going to lead the way in some
of the payments and technology advancements, because they're going to skip the
existing infrastructures that have been in place...

EVANS: Ken, how did you get into the payments business? Was it serendipity, part of a master plan?

CHENAULT: Mot really. | 1 . . -
What | really like about 2 -+ VW€ T€ the largest issuer in terms of billings. We are a merchant

provide and faciitate ara @cquirer, we are a network processor, we have a very large rewards
companies Mo PR 4 nd loyalty set of capabilities. And the fact that we can connect
those all at once, we think is going to give us a very important set
of advantages...

My interest in coming to
was the cable business.

EVANS: Oh, yeah.

CHENAULT: And | sort of date myself when | tell some of our young people coming in, that the cable was like
the Internet for me, and | thought it had tremendous possibilities. | was certainly off there. It did have



AmEx: analysis 3

... While | can't publicly share with you what our international growth objectives are, what |
can say, if we just look at the GDP growth rates around the world in different markets, that
leads you to the need for any business that wants to grow, they in fact are going to have to
have very strong growth in a range of international markets...

[ i \

...And if we just look at the brick markets and the growth rates there, we're
going to have to have a more substantial presence in international, and we
have been growing in international, and | think that will be accelerated...

r: L
finance.yahoo.com { B news.yahoo.com

...And then the last piece that | would emphasize, both on a global
basis, and certainly in the U.S., as | think about 2019, is that
American Express is increasingly, and we characterize ourselves
this way, is — think of us more broadly as a services company than
_ afinancial services company. What we provide is, we've got a
network of very broad relationships with end user customers,

...and yet more.

B Americon Beproee | m oredit cara. With companies, with merchants. And we in fact can provide value ;7
Communication W debitcard | {0 g|| those different segments as a result of the relationships and

Financial Sarvices Isis

B cashless society B Contactless | the Value that we perform---
LinkeadIn MySpace B NS W EEITE T ST WEEETTE NS ST W OEET WOCSH T W THOTEs MET
W Jim Bush B Dan Schulman Jad Scala Melanie Cochrane Terry Bodensteiner Linda Albornoz N Joe Quagliata

Kyle Curtin N E Bai Koo W Rafa Margquez B Tony Prentice B Christina Wong W Joanna Macleod W Jean Paul Ndong
Lizzie Massay Heng Chew Cheng Abear Bhatia
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...and involving new

October 17, 2011 10:56 ET .
technologies.

Mint Announces Formation of Transaction Processing Company

TORONTO, ONTARIO--(Marketwire - Oct. 17, 2011) -
NOT FOR DISTRIBUTION TO U.5. NEWS WIRE SERVICES OR FOR DISSEMINATION IN THE U.5.

Mint Technology Corp. ("Mint™) {TSX VENTURE:MIT) announces today that the Company has signed a binding Memorandum of Understanding with
Carta Worldwide, a Canadian transaction processing company, for the formation of Mint Global Processing LLC (MGP). MGP will be owned 55% by
Mint and 45% by Carta Worldwide,

Mint Global Processing will process Mint's own prepaid and payroll card’s and in addition will be a full service, third-party transaction processing
company capable of processing a range of mobile banking and other financial products throughout the Middle East and MNorth Africa (MEMA) for other
financial institutions.

Business will only commence following certification and approvals from both the Central Bank of UAE and MasterCard as a Third Party Processor
(TPP), which are now underway.

Mint Executive Chairman, Chris Hogag, said today, "Mint's business growth strategy includes extending our fast growing prepaid card management
business into transaction processing and we chose Carta’s technology to be the engine for Mint Global Processing after a thorough review of a
number of competing software solutions and are very impressed with the next generation platform they have built. This platform will enable MGP to
offer an interoperable, market ready solution with NFC, EMY and chip based multi-application technology including online/offline, micro payments,
data mining, dynamic F/¥, fraud and security, micro financing and maobile banking solutions.”

Carta Worldwide Founder, Brian Semkiw, said today, "We are co-investing with Mint to form this new Company to take advantage of the
extraordinary opportunities Mint has developed in the MENA region. The development of a full service transaction processing platform utilizing
Carta's next generation technology we expect will place this new venture in a highly competitive position to expand the range of payment solutions
Mint offers to this market.”

Mint expects to make further announcements as required with regards to MGP as approvals and certifications proceed,

Forward-Looking Statements

Certain statements in this news release constitute "forward-looking” statements. These statements relate to future events or our future
performance. Forward-looking statements include the issuance and approvals required to formm MGP from the Central Bank of UAE and MasterCard as
a TPP. All such statements involve substantial known and unknown risks, uncertainties and other factors which may cause the actual results to vary
from those expressed or implied by such forward-looking statements. Forward-looking statements reflect current expectations regarding future
events and operating performance and speak only as of the date of this news release, Forward-looking statements involve significant risks and




And, there may be a challenge in how
. international the American Express
g brand really is.
Print o3 e Boiera
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.. American Express? That'll do nicely, especially |-

" in North America, where the brand remains

arguably the card of choice for business users.
But increasingly the company is out to capture
the hearts, minds and purses of ordinary
consumers in order to counter sharp declines
in corporate expenditure. This has pushed
American Express into fierce competition with
credit card operators Visa and MasterCard...
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Research, reports and technical information...
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Not everyone shares the vision....
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American Express Sucks

ProductfService

wall American Express Sucks - Everyone (Most recent) + Sponsored See all

Share: [ Post [E] Photo 1 MINUTE RESPONSE

. | ...rather a lot actually. The dock is ticking! Get a
Write something... response in 60 seconds

: .7 ] for a Capital One Classic
card. Apply Maow!
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...and there was
informed opinion.

American Express won’t have much of a future if it doesn’t pay down the debt and alter
its business model. With the changing economic times, so must American Express change
its business model to phase out annual fee cards. When it comes time for businesses,

especially small businesses, to cut costs and find savings wherever they can, finding an
alternative to American Express will be a no brainer.
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strength is its home market. It is readily perceived from outside that sphere of influence to
be essentially an American business with all the implications that this concept entails; and
it is unclear what its value proposition is...

,"?’, American Express appears uncertain as to whether it is still a Debit/Credit card business or

# is now a Bank, or business services provider...

¥ Since the advent of the Internet and more so since the rapid adoption of social media,
%: good customer service has become a necessity. It is a survival strategy not an innovation
2 and is only likely to be a differentiator between otherwise identical products...

' Evidence of its penetration of emerging markets is limited and it looks vulnerable in those
=4 where it has a foothold in terms of its competitive strengths and weaknesses...

Heavily managed Public Relations statements delivered through a limited number of high
B ranking spokespeople is an out-dated approach that does not fully recognise the shift in

the balance of power that has taken place across communications channels...
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American Express seems unable to differentiate between the interests of
its commercial stakeholders and its end-user customers. It has 90 million
card members and 5.6 million merchants. Significant effort clearly goes into |
% communications aimed at investors and its current high profile support for FVVK?’?’
= small businesses; which cynically might be seen as in order to engage and '
. retain them as clients whilst seeking to gain kudos from doing this in a
difficult economic environment—not to mention possible associations with
— the lawsuit that arose with the Department of Justice and others in
4 October 2010.

Other than seeking to market to them through Social Media, however,
meaningful communication with the card members, its customer
— . .

-~ stakeholders, seems conspicuous by its absence.
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Money ) Credit cards

Size matters on American Express cards

An American Express advertising campaign claiming consumers
can commonly buy small, everyday items such as a morning
coffee or newspaper with their cards doesn't ring true

3 Tweaet 0
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5 reddit this

E] Comments (4)

Sam Dunn
The Observer, Sunday 29 Movember 2009
Aricle history

B0E8=28

A arger|smaller

American Express: Mot always accepted by wary retailers. Photograph: Karen
BleierAFPIGetty Images

American Express card users seduced by adverts suggesting they
should use their plastic to pay for a morning paper or coffee to rack up
reward points could be left disappointed.

A new marketing push for its panoply of cards, including the popular
Amex Platinum offering 5% cashback, is keen to establish the brand as
one you can use for your daily expenses like most others which use the
more common Visa or Mastercard system of payments.

Money

credgtea. A brand is not whatever its
management says it is. It is
what it is perceived to be from
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The engagement of Dan Schulman as an informed and well-connected
influence within American Express, together with the alliances it is forming
with technology companies shows it to be in the game as the digital
revolution continues to upend traditional commercial models.

It is far from clear though if its position is at the forefront of innovative

thinking or if it is simply in a catch up or ‘me too’ position. [("ffﬁf’”
Thought leadership requires either a vision of the future that may carry (\::j it
others with it and be made real, or the dissemination of knowledge and L
= ideas that are focused, informative and sufficiently unique in how they are \eeay
» put together to create a sphere of influence and the recognition of \;\-._;’:s?
4 expertise and worth that goes with that. \i

Given the vast amount of data that American Express has access to the
intelligent use of that to enable B2B and B2C services, marketing and
— personalised service to the end-user seems untapped. See this for

W clarification of what is meant: http://bit.ly/ou11Jf
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Analysts, investors, or the competition @Q ym@@ us
could do this too, so can today’s global ;S:”D %@]ﬂ 0 HTE@H
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The Internet as a whole including the libraries, databases and archives .

it connects to, the billions of pages of the World Wide Web, wikis as e

collective depositories of knowledge, blogs as broadcast expressions of

ideas, opinion and comment—and social media, either as networks of

friends, or professional groups, are all now part of the digital

intelligence ocean.

As a source of strategic and commercial
intelligence, what may be harvested from the
digital environment has suddenly become
extremely important.

As a consequence Digital Intelligence and Social
Media Research have become the new ‘capital’ of
the Knowledge Economy.
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It is said that if you know your enemies and know yourself, you will not be imperilled
in a hundred battles; if you do not know your enemies but do know yourself, you will
win one and lose one; if you do not know your enemies nor yourself, you will be
imperilled in every single battle.

Sun Tzu: The Art of War, circa 476-221 BC

No enterprise is more likely to succeed than one concealed from the enemy until it is
ripe for execution. Nothing is of greater importance in time of war than in knowing
how to make the best use of a fair opportunity when it is offered.

Niccolo Machiavelli: The Art of War (1520)



