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Analytics
• Traditional Business Intelligence

• summarize and report performance
 tools exist, can be deployed and used

• Predictive Analytics
• techniques exist, along with toolkits (e.g. SAS)
 need to tune techniques to training data
manual process, need to repeat regularly

• Causal Analytics (CA)
• what are customers/employees/citizens saying?
• which products/services/policies are problematic?
• why are there problems and what are the remedies?
 tools are new, analytical expertise needed
 often results in directly actionable intelligence

?  data

classifier

training
data

good

bad

good bad

Σ

re
gi

on

t ime

Text
Analytics

blogs, …

surveys
emails
discussion 

boards



5 March 2010

CA Example: Voice of the Customer
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CA Potential: Voice of the Citizen

E-Filing:
• What problems do taxpayers face while e-filing returns?
• Which aspects of the process are these related to?
• What possible solutions could remediate these, and with what impact?

Availability of Credit:
• What difficulties are small businesses facing while getting credit?
• Which specific regulations are becoming bottlenecks for which class of 
borrowers?

• What regulatory adjustments could improve the availability of credit to deserving 
borrowers?
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New Directions in Enterprise Search
• Enterprise Search is more difficult that Web Search:
 no links, security, mix of structured and unstructured data …

• Traditional knowledge management systems are flawed:
 use a fixed taxonomy; but organizations operate in a fluid environment
 rely on people uploading data; ignoring the wealth of information on 

individuals’ desktops
 structured data can’t be `searched’
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Collaboration: Seeking Ideas from Stakeholders
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Collaboration: Tapping the Wisdom of Crowds
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Summary

• Causal Analytics
new way to focus: yields actionable intelligence

• Enterprise Search
harder than one thought: huge untapped potential

• Collaboration
 innovation platforms: idea generation, wisdom of crowds …
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