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H1&. CRMIR

1.1 CRM2 =& Hi&H
1.2 CRM2 &9
1.3 CRMS] &

1.1 CRMQl =& i3

L Business Environment: Challenging Market J

. o New Mergers/
Deregulation Acquisitions &
Alliances

This has resulted in ..

Increased
Competition

Need For Increased
& Customer Intiznacy and
Value Add

Decreased __ . Inereased Customer
Customer Loyalty Charn

f

"Market power is shifting to the customer who has unprecedented powers of
choice today” The McKenna Group

"Incumbent businesses today face 'life threatening' competition from new
market entrants, category killers who use customer knowledge to provide new
levels of customized service and value to their clients. Business survival will
depend on how you prevent custormner defections.”

Mercer Management Consuiting

"We know you have choices....We know you can leave....If we didn't understand
that, we would be stupid” Crestar Bank
Television Ad
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1.1 CRMS| =&l Hi &

I Senior Management’s Challenge T

Changing

IT for Strategic Competition
MEA

loyalty &
Business Pressures profitabilit

+ Meeting customer expectations for services, access to information and
immediate action

*  Extended availability

*  Cost pressures — focus on reduction of cost without diminishing overall
sefvice and matching cost of customer value

» Retaining and building customer base in competitive marketplace
= The need to know the customer, their relationship to the organization

5 Copyright reserved by IBM CRM Consulting & Services

1.2 CRM2 &2

To Know Who’s Who |

Protect & Retain
High Value Core Customers

F 3
Relationship

Value Ofter Added Value Propaosition

to Potential High Value Customers

Servige Cost~effectively
1o Mass Market Customers

Your compelitors are NOT targeling # of Customers

your non valiable custfomsrs
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1.2 CRM2| &<

g sy e £
e J ¥ w)‘w( "y

'liree Core Marketing Oblactives }

b

11 WAH 7

Wallet Share Improvement
/ncrease Revenue i the existing customers

Acquisition
New customers incliding win back

Retention
Freventing customer atirition
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1.3 CRM2 &

w

e

CHM Study of S\d\(’géﬂy Aqbb‘t:(éré

v Create a single view of the customer

v Consists of a set of tools & technologies

v' Provides a consistent face for the company across points of
interaction

v Involves pushing customer data to employee on the front line

v Represents a shift from product-centric to customer—centric
organization
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1.3 CRM2 &

_CAM... |

v NOT a NEW one
®» Change of View (‘Relationship’)
» Technology-enabled
et v From Where to Where?
B » Clarify Objectives of Your Own

= Communicate everyone to get ‘Focused
v Integration? Coordination? Collaboration?
» Seamless / Consistency

< Start simple — get early payback

g Copyright reserved by IBM CRM Consalting & Services
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2. IBM2I CRM & Atet

E /TS 87 0HsH0{0 DA AY Ol BAELICH
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“Web J)EtE) SENE HEZYF OHY
«AUEE DRI E CAMIIR =4
e B, QEE JNME pUp) A

Customer Service Leve)

F.4 Customer Service LevelS E&lis CRMS I8 && LL0/0HY
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2. 1BMS CRM & A Abaf

CRM &t 38l g #5830 THaA B stUel I/T InfraB P& faldes OEL 22 3752
CAM =0FS D& E 00k ol0], 0152 f21Hel HAIJH 0IRHXK O 210l CRMS! B0 JHes B LICH

Mobile
Office

4

|
H 4
Customer | za 2t web ZH
. = : P = —mai E-
Interaction | (VR A'Z®) i Cofboration [ (M) Fax) £ & T R
¥y . i h
N SRS NN S,
Collaboralive CRM Source Motz Croup June 1808
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2.

IBM2| CRM & Al A2t

CRM Solution RASS AlAH OIS HMNA =2 HOZ [IEN 22 AXA

oz gEgUL

’7 ;

Group ware / Mail / Office System

-

(Enterprise Application Integration)

weasAg |euoneladg

Data Warehouse / Dafta Mart

CRM
CallCenter Sales/Sve Marketing
Cyber cente Automation Automation
Customer
EAl Intelligence

by waishg

Methodology

|

Blueprint / Framework
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3.2 CRM HI=LA HA
3.3 CRM E2AlAE XA

_43_




3. CRM ZZRE?2| R

 owmas

Customer -
. ) [
f?e/af/msﬁ/ﬂ[:>i CAM B 7.2
Managernert R
- CRM B2 28 A
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3.1 CRM d& Z2HE A4

CRM B |

Customer
& Targeting &

A
(200

& 77, _ _ .
v Wj O MET MHAS o HEE OB TS
(52 2% &) (498 B 2 ATA) BFUCE H2B RO
T gAY (e 5
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3.1 CRM d&f ZRHE 24

s
v,k
[

_CRMEZ |

CRM &&

WHO ARE THEY -

et o @ D2 g

uW‘M
AIPUE TAlgl D20l 8 Jks ol
_ EE TURS SROOM

Wallet ® THAtS DA
Cross-Selling2)
Share 14101 2 93t anae

FReF?

L | Retention | » Thate D22 = 0|12
! = N=dol w8

AARE S0

HOW TO APPROACH TO THEM

“I DU EE ST I L
&5 0f

S S HEFS

&/F (Product)

HEE & SEN
HES= HUAF | AL (Service)
G20t HEE WL (Channel)
sa Z2

Copyright reserved by [BM CRM Consulting & Services

3.1 CRM & TEME 1

CRM &2 : Ch2k@t 3174 Segmentation &3 &

Valie Chain & &2 8 Segmentalion 24

Acquisition Wallet Share Aetention
JE D OHA, 88 22 NN - SX{0IR) M
Segmentation

2} AHAS QB0
2 8 Segmentation

= AE DM (L, New Biz Model
SHAS A% GBS0 2He

Segmentation

SE/ABA 22 OH,
A W SE/AHA
HEZH 2N
Segmentation

« i o4 DA Segmentation
- FER M MINEY HE
HE/AHA 2L

Bahaviora! Segmentation
Customer Value Function Segmentation

MA/INE DA s 2] GolH

Qg DM T Market JE DM 22 o §
Research 2 Positioning® & ;ﬂlg M 2&3& Hesearclha ¥

2 B Al Market Research

Dt
Source

Copyright reserved by IBM CRM Consulting & Services

_45_




3.1 CRM &2 LZHE Ac

CRM Ea |

DAY HASEH SHE = A FHA

B DAY 2 E2 EHE © D @B)M
®

\ AA
{llut.}lj’ﬁﬂ;“u‘»%» @@ @ BAL @ @ @

‘ ol I —
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3.1 CRM &=t TZ2HE AL

CRM @&t |
TG HEEN A 2 INY AT

AALE THE HBsts OB

2 C2 A0 7|8
A/BS A0 8 Jis40l w2 18

(OI® Jt=d &2 O8)

B @Ok 3 AL LB FMAL G2
= =203

B B3I AR 22H0] X ¢
CASl T240| 8 Jh=dH0l wE 18

! CROIZ H=0ts 18
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3.1 CRM 3= ZTRHEE [

CcAM @R ]

-
AHY HEEQ DHE 2 SAY HT

CAtel 2ty D2/
27X sS40 = JIE 2N

s

EIH HEE= BIALDL A5
x*SHIIII o2
s 18
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O (2) L s B DAoiXeH
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/
/ \
1 T CEJIE Moo= & | -
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3.1 CRM && Z2HE A&

RO ]

' CAM &%

dorih bt

2HG HeLof 2 3 FALL A

8 Ccel 2ol Xt
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SEGMENT 2
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3.1 CRM d&f TZHE &

CAM B ARl ]

AA I EF AANE O/EE ISH0 =2 TFY ASLT Positioning

A Af
/e 2 |
A Af
nEg 252
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3.1 CRM d&f IZRE AL

CAM &2t At |
A AN OIE IF 18 S/At A& 281 Positioning

AAtog 287

o5 ALZ GAMON CHEH B0t
A= EE SEE
=m0 WOl IDHSL
EEO0 e ZaEo|
B0l DHED AD KA
o Fe #NME A0
DHE D US

SILAD CHE BOIAH S
NE = HEH
SHE D3I f=Ht

012 Ol YXIoE
ITH 2B = pS
; & % MP[AO BT R
oE W oES A TR IS
¢S, AEN aHE
SN0 R e,

S Al

+ F5 Positioning MpA/le HE/J} TS =2 AT 7 28
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3.1 CRM 3t T2 HE 1

- CRM @2 OiE 2w &)

i =) T2 ) 2N EE
HY ZEIH S EEE BT IE
HHE R=3

i

Market Sutvey
&2/ Design

DHEE L
E= /4
Data Mining
Modeling

« Multi-dimensional] *
Secaling

o Scoring
o Association
A

=Z FH st
g =
Sampling

Ik
Segmentat&.
& Targeting

IEDE F
Sample ZF 72/ st

*Survey A &8 FIOIH A
- IIE L)0/IE{ 29 Mapping f &

L/ E 22 DB EEE (AL 2/ Sample £ =& 5/ 07 Market Survey &
HMASGFOOE JIE &5 7 Data 2 Mapping O &S

CRM DWW
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3.1 CARM &% ZERE AT

O cRM B A |

Telecom 22/ &5 Business Model 5/04.4/</ Positioning ., |

® Banking .\

s ® Insurance
o s Segment 8

Wb ® Ticketin Transaction

,"lﬁf W B Segment A concert, ”gm )
! . Preferred & Health
Transaction
Mobile Access
Time Duration

e Chatting
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3. CRM Z2HES| 2%

=

Cusltomer

CAM 52

Aeiationshne [;:>

Management

CRM BIZLIA A

CARM ZZA/ L& A

28

Copyright reserved by IBM CRM Consulting & Services

- 50




3.2 CARM HIZUA HAH : 24 A

“CPR Soliition & CAM
£ #3229 Gap 24 S

/N
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=

48
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el | L 1.
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I
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o T2 NAH Issues o4
« To-Be ZEM A~ &3
« To—Be Al-ABI 0|0IX &
o1 e NAE &M 2
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uz + NAS RE G BIA
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Amg T EL TR E
OT[VE-In 3 2]
* Cost ¥4
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10 =

T 3 N SHA
EHE To~Be ALAHE OIE,
O2HA 78§ AL I

SaE e 29,

2 EObwwe |

CvM 2 EES 0I88..

o HEBRE

« U

« DZHASE GAP B

« WM GAP BE

» Market Place ® 4

o EDIEQ BB A A

* *

6 F

CVM (Customer Value Management)
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3.2 CRM HIZUA M : 248 &

Sz

i
i
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i

A Philosophy@iLICH. “ T2 ©2 CRME 2&5101' . .
mer Process Reengineering) 0l OIROIFOFRF . -,

]
= U= AL (JH=d 70%)

ANEHO DTRN A 2AXLIOYE +RGHA ¥2H, 20041 X| CRM EZ H E o] 50%0| 51201 K2 E B4 &
— Gartner Group

.

CRMZ2| 404

Action <184

Contact Center

ZHe!
e
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3.2 CRM HIZLIA HAH - 24 A7

e TRV R

JE Y 0§ e SRR
i, T

LG F{,(Gumumer Process Heenglneering)E EAP"E X}EOIM EI”UOW}*&I’% ’—‘"7)1'11
o mooec

HalAs T
P 20%E S =H oY, 50% Front Office Bt 4=

2005 KA JIYES CPR EE §E s ST &€& H0ICH
— Gartner Group

20% Back Office= =¥, 10% 22X, (IH=4HB0%)

echnalogles
Process

Suppliers

Partners

Back
Office

Customer—Centric Processes

Customer
Interactions
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3.2 CRM HI=LIA A : Issue(l)
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3.2 CRM HIZUA XA : Issue(1)
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3.2 CRM HIZULIA A : Issue(2)
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3.2 CRM HIZUA A : Issue(2)
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3.2 CRM HIZUA ™A : Issue(3)
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3.2 CRM HI=LIA H A : Issue(3)
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3.2 CRM BIELIA &M : 24
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3. CRM ZE2HE? AL
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Management

i

CHM & &
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CHM SZA/2E A
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3.3 CRM EEAIAE A

CRM Solution X &/ A £22] X[HHY
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3.3 CRM &S AIAE XA

3.3.1 Analytical CRM —Data Mining Solution
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3.3 CRM EEAIAE XA

Web CRM Solution

3.3.1 Analytical CRM =1 to 1 Marketing Solution
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3.3 CRM 32 A A A

3.3.1 Analytical CRM —Campaign Mgmt Solution
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3.3 CRM EE2AIAE XA
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3.3 CRM EZ2AIAE H Al

3.3.2 Collaborative CRM
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3.3 CRM Z2AIAE XA

3.3.2 Collaborative CRM
NTMS(Network Telephony Multi~media System)
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3.3.3 Operational CRM - Sales & Service Automation

Siebel Industry Applications

+ Siebel eFinance . . - Siebel ePublic Sector
- Siebel elnsurance - Siebel sAutomotive - Siebel eConsumer Goods
+ Siebel eHealthcare + Siebel eEnergy - Siebel eApparel & Footwear
- Siebel «Communications * Siebel ePharma - Siebel eTechnology
.COM Applications | Call Center Field Channel
- Siebel eSales - Siebel Call Center - Siebel Sales = Siebel eChannel
+ Siebel eMarketing - Siebel Service + Siebel Field Service
- Siebel eService + Siebel Telesales - Siebel Configurator Marketing
- Siebel #Briefings + Siebel Handheld + Siebel Marketing
- Siebe eContent Sves = Siebel Phone
- Siebel eMail Response

Siebel eBusiness Architecture

Data
n T | . Data Analysis / Softwara
Security Data Y Synchr Customization
Mznagemant & Replication Data Mart Distribution
Content Routing and | Dynamic Load | Multi-Languapa Data Appilcation
Personalization Azgl Balancing I Multi-Curmency Movement Upgrades EAl
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