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CRM Redefine - CRM

/
(Transformation)

Traditional
Enterprise

esProduct-based Strategy
esFunctional Process
eHierarchical Org.
#Transaction Processing

Brand and Product
focused

(Customer-Centric Enterprise)
CRM

CRM
& W

CRM is a strategic tool
which makes it possible
to transform into
customer-centric
enterprise.

Customer-

Centric
Enterprise

gr-based Strategy
&Streamlined Process
eFlat & Flexible Org.
&Front & Back Office
Integration

Retail and Channel
focused

Customer
driven

Customer focused
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CRM

CRM .
CRM

Banking | H19h | Insurance | Manufact | Retail |Telecom | Other
Tech uring

20% 14% 8%

20% 14% 23%

CRM 20% 71% 69%

cross functional 80% 43% 62%
& 60% 20 38%

20% 71% 15%

40% 14% 15%

20% 43Y% 31%

20% 43Y% 15%

40% 14%

Source: META Group, CRM Study
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CRM CSF -

= Top-down/Bottom-up
—Customer Object view
—Customer Information Analysis view
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CRM CSF - ( )

—Top Down & Bottom Up
» Segment Objective : differentiation & effectiveness
» Catch Interesting Dimension
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Intelligence Model

CRM
Model
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CRM CSF - CRM ()

(Customer-Centric Enterprise) Customer/Channel/ Product
Strategy, Business Process, IT, Organization Transformation
Strategy
CCP Strategy *
/ Customer
7 7 /
Prefer / Cost-effective Prefer / Profitable

& Customer Segmentation

& Channel Transformation Channel Product/Service

& Product/Service Innovation Sales Potential / Cost-effective

Process / Organization

Streamlined / Flexible / Integrated
’ ’ (_ - Marketing -~  Sales .. Service )
& To-Be CRM Process Design
& To-Be Organization Design
Integration : Multi-Channel / Customer Info. / Back-Office
foatr Campaign Internet

& CRM Application/Data Management SFA Call Center / Web
* CCP Strategy : & To-Be Architecture Design
Customer/Channel/Produc DW _
tgervice Strategy & Solution Evaluation
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CRM CSF - CRM ()

CRM Assessment, Vision & Strategy, Action Plan
3 .

Vision & Strategy Action Plan

. Establish CRM Vision &
Project —P Assess External Environment P Strategic Direction P>

Develop CRM Master Plan

Mobilization I
Industry / Market Trend i

Competitor
|

Develop Change Plan

Customer Need & Pattern

Best Practice/Benchmark

VN N\ \/

Develop CRM Strategy

—P» Assess Internal Environment & Customer
Strategy & Channel

& Product/Service
' > P Solution Evaluation

|
Current CRM Strategy

As-1s Process

To-Be Process Design

To-Be Organization Design :>>

To-Be IS / IT Architecture ::>

Project Management

As-1s Organization

As-1s IS /7 IT
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CRM CSF - Closed Loop CRM ( )

CRM ) )
Closed Loop .

Closed Loop CRM Process

&Customer Management
&Customer Queries
&Contact Management
#Trouble Management
&Billing

&Payment Processing

]

&Market Research & Analysis ’ ‘ #Sales_Strategy
i Definition
&sCustomer Segmentation
#Channel Management
&Product Development A . ¢
&sMarket Strategy Development = CC°9” anagemen
. #Selling & Sales Close
&Campaign Management
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& Integrated
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CRM CSF - Enabler Technology ( )

Enabler IT -
& Impact

« Enabler IT

«Supporting IT
&S

P /

« Enabler IT
—Internet
—Database

—Multimedia

—Mobile/Wireless
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CRM CSF -

CRM

CRM

« Off-Line
- Call Center
- DM ...
*On-Line
- ARS, Phone
- ATM

System /
e Data Warehouse

(Operational CRM)

Enlargement
Enrichment




CRM CSF - / / / CRM

CRM Architecture , ,

% % % % % % E Beﬁgﬁ{:ﬁrﬁnt Tools

C3R Agent Customer Marketing Sales Analysis Third Party
1. Channel

Frteacoacn D G > <G>

Channel Integration (CTI, Channel Objects)

' ‘ . 2. Presentation

Technologies

3. Customer
Management

Custemer Care/Self Service Sales

A it Contact
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: 6. Content
4. Legacy . 5. Data-centric
Integration {real-time) Integration

Enterprise Application Integration-MQ ST W e W ETL Tools
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7. Infrastructur
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CRM CSF - Operational & Analytical CRM ( )

DW Analytical CRM
Operational CRM

%
e

Campaign Manager.
11 , 10

CRM Mart
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CRM CSF - CRM EDW ( )

TYPES OF DATA SOURCES

~ Account

7€ampa7657 CE\ nnel S

Internal Organisation Event

External

EXAMPLES OF ANALYTICS
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CRM CSF - CRM

CRM

uses or manages/is used or managed

is involved with/involv

ACCOUNT

repregents/is represented by

On/0ff line

offers or services/

s offered or serviced §

can be cpntactef at/is contact for

manages/managed by

PRODUCT §

is dd

miciled at/is vt?hicjf_
CUSTO

is vehicle for/is conduct

may be alis a

LOCATION

marketed

arkets

is target for/targets

by/

CUSTOMER-AD
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CHANNEL OMER-INFORMATION | [cEMOGRAFHICS b

| ER-SEGMENT
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CRM CSF - ON/OFF Line ( )

CRM
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CRM CSF - CRM

CRM CRM Marketer,
, E-BIZ.
Stage 1
Stage 2 Stage 4 ﬂ“" Stage 3

IT Skill-Up

CRM []‘

Stage 5

CRM Pilot I
J A

DBM/CRM
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CRM CSF -

GAP

Stage EMA

1: .
Stage COMSP

Stage EMRE

E":;:/

Stage EMRI

Stage EMM T

I 2
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CRM

Customer Insight

= CRM
= CRM
= CRM

Organization
. /
« Enabler IT /
. CRM Training




CRM — Customer Insight

Customer
Insight
Change
Management |

Enabled IT
Infrastructur

e Customer Insight

Organization

« Customer Map

= I I I

Intelligence Model

5 To-Be Model
g Customer Segment
« Segment

~ Customer Loyalty, Customer Profit, Lifetime
Value
= ] ]

« Segment

Demo | « Customer Insight

.




CRM

- Strategy

Change
Management

Enabled IT
Infrastructur
e

Customer
Insight

Organization

L

Strategy

« Trend
z

= Customer Loyalty

« CRM

#

&

= Channel
= Sales

= 0n & Off-line

=

Best Practice
CRM
High Value Customer Retention

Middle Man

Mix
Integration

Customer Care
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CRM - Process

Customer
Insight

Strategy

Change
Management

Enabled IT
Infrastructur Process

e
Process
Organization

o CRM
p CRM
To-Be

= CRM To-Be Process
P Event

« Process Flow

Enrichment
= Middle man  Sales Process
« On & OFf Line Business
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CRM — Organization

Customer
Insight

Strategy

Change
Management

Enabled IT
Infrastructur
e

Process

Organization

= CRM To-Be
= CRM
=« CRM

CRM

= CRM

CRM Skill-set

= CRM IT
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CRM

— IT Infrastructure

Change
Management

Enabled IT
Infrastructur
e

Customer
Insight

Enabled IT Infrastructure

& CRM

P CRM IT Infra
= IT Infra

& Data  EDW

« CRM EDW

P CRM IT Architecture
= Channel Integration IT
= EDW  Mining

=« CRM IT ROI




Change Management

Change Management

p CRM

&5

p CRM
= CRM Feed-Back




