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Definition

e CRMis

- A business strategy to select and manage the most
valuable customer relationships

e CRM requires

- A customer-centric business philosophy and culture
to support effective marketing, sales and service

* CRM applications

- Can enable effective customer relationship
management, provided that an enterprise has the
right leadership, strategy and culture

ORACLE

Source : CRMguru.com



CRM technology echosystem

e Operational (Process Automation)

- Transactional Technologies/Applications used by an
organization to interact with its customers

 Analytical (Intelligence)

- Analytical technologies to get the full (360 degrees)
view of the organization

 Collaborative (Customer Interaction)

- Optimize interaction with internal/external
customers

ORACLE

Source : META Group Inc.



CRM Key Points

e Customer

- Simple: Single Customer Model vs. Multiple
Customer Models

 Relationships

- Complete: 360-degree view, Front and
Back Office

* Management
- Global: Multi-Channel Interaction
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Why CRM

. Increase Marketing ROI
. Up-sell/Cross-sell
Global Market presence

Fundamental
Business
Drivers .

Service
Cpordinated Sales
HAster time to market

. Retain Profitable
Customers

. Learning Relatioghips
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CRM Market Today



IT spending plans - Priorities for 2002

Responses Rank
Application Integration 126 1
Connecting to customers over the Internet 97 2T
W indows 2000 upgrade - Server 97 2T
Security software 96 4
Building out network capacity 74 5T
W indows 2000/XP upgrade - desktop 74 5T
Connecting to suppliers over the Internet 66 7
New custom development 59 8
Business Intelligence Tools 58 9
ERP software 56 10
W ireless initiatives 54 11
MS Office upgrade 52 12
CRM software 51 13
Storage software 47 14
SCM software 37 15
New line of business applications 29 16
Mainframe software 23 17
Procurement software 22 18
Consulting 10 19

ORACLE

Source : Morgan Stanley CIO Survey, Feb 2002



CRM Market Today

e CRM Services Market + "In the coming year, the

Revenue (billion $) focus of CRM initiatives
is expected to turn from
- 2000 19.9 operational and tactical
_ 2001 29 CRM initiatives to CRM
analytics and business
- 2002 25.3 intelligence, with Web-

- - based customer support
_ 2006 47 stabilizing, though still

quite important”

ORACLE

Source : Dataquest Inc.



CRM Market Penetration

Yes, | have a solution implemented ﬂ 22

Yes, | have a solution selected but not yet _ 17

fully implemented

Yes, plan to select a solution in the next 12 _ 16

months

Yes, but no plans to select a solution in the _ 2 3
next 12 months

No, | do not believe that my company would _ 2 1

benefit from such a solution

0O 5 10 15 20 25

ORACLE

Source : InformationWeek Survey, Jan 2002



CRM Market Today

e Major Players
- Siebel
- Oracle
- SAP
- Peoplesoft
- Onyx
- Pivotal
- Interact Commerce
- E.piphany
- Amdocs (ex Clarify)
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CRM Market Issues

“The astronomical cost of data and business
process integration across multi-vendor
products represents as much as 10% to 30% of
the IT Budget. Buying an ERP, a CRM, and an
SCM product and sorting out which system
updates customer data is often a multimillion-
dollar project that leaves the CIO feeling
cheated.”

* Incomplete Customer Information

* Incomplete Business Flows

e Integration Issues

* Financial Return must be Recognized

ORACLE

Source : John Bermudez, AMR Research



Corporations Today

Service Contracts

BRoADVISION
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The Real Issue: No Data Or Flow Integration

Marketing Service Contracts

ORACLE




Information is Everywhere

Information silos abound.
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Oracle Unified Information Architecture

* A single, complete data model

e Data modeled one way -

just 1 customer definition »‘ W “
.

4 )
» Datastoredin 1 place- v |

single instance is possible
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Simple and effective
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Oracle E-Business Suite

e Simple and complete

e Architected

|
Human Resourcesj

.
 Implement @Internet

Speed
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Oracle e-Business Platform

o ||, Anaytical Business Intelligence

= Applications

3 Business eBusiness Suite

< || Applications (EPR, CRM,SCM)
Common

Infrastructure

£

o Common : : Transactions : :

()]

o Internet

% Application as

5’ Server

@
Database 9 Database
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Oracle e-Business Platform

Applications

Analytical
Applications

Business
Applications

eBusiness Suite
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Oracle CRM e-Business Suite
Families

Customer Intelligence & Call Center Intelligence
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Oracle CRM e-Business Suite

Analytics

. . . Sales
Marketing Online iStore Online TeleSales -
CRM
Partners
c Online
eCommerce
Advanged Trade : Mobile Incentive
Marketing iPay
O Mgt Sales Comp

Customers Online
Shared Universal Work Queue Resources Territories Assignment Engine
Components )
Tasks Notes Calendar 1-on-1 Fulfillment
Knowledge Base Interaction History Atachments Escalation Management
Interaction
Channels
i Customer Model Pricin
eBusiness Product Master Installed Base '¢ing
Foundation TCA Configurator
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Marketing |

Oracle Marketing Online - Netscape
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Grow Revenue with
Real-Time Customer
and Sales information

Improve Productivity
and Effectiveness
with the Right Sales
Tools

Increase Sales Reach
and Boost Profitability
by Synchronizing Your
Sales Distribution
Channels

Oracle CRM Business Intelligence - Netscape
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Interaction Center _
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Automate the entire |

contract lifecycle
Improve Efficiency

Reduce legal &
financial risks

Increase RO

Create better and
smarter relations

Communication,
Coordination,
Compliance,
Control
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e Sell & Service B2B =
and B2C globally &

* Integrate Web
with traditional
channels

* Reduce
complexities and

o _
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Complete E-Commerce Offering

Marketing Online

prise Data

Catalogs
Inventory
Configuratio

Pricing
Contracts
ustomers (T
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CRM Business Intelligence

e Customer Information e p—
- Revenue =
- Gross Margin
- Loyalty

- Satisfaction SN RE
- Acquisition —

Cailamns Eyofie

- Activation

- Retention R L
_ Lifecycle i



CRM Business Intelligence

e Sales Intelligence

- Sales-Force
Performance

- Sales Effectiveness

- Revenue
Management

- Customers

- Pipeline

- Products

- Sales Channels
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CRM Business Intelligence

Interaction Center
Intelligence

- Abandon Rate

- Call Activity

- Transaction Times
- Transfer Rate

-  Occupancy

- Utilization

- Calls Answered

- Speed to Answer
- Inbound Summary

- Productive vs. Non-
Productive Time

Plowd  Homs  Seach  Meaows  Par

ORACLE : B
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CRM Business Intelligence
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Briisiness Tnicligeise Sysien

o
¥

 Marketing Intelligence ———
Campaign Analysis o —
Sales Channel Analysis E
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Sales Channel [ _m ............................
- Sales Cycle by Sales R { ' I l,
Channel |
Lead Analysis
- Lead Aging -
- Lead Conversion R R R
Product Analysis

— Product Gross Margin
Customer Analysis B
- Market Segment -
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Trading Community Architecture
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The Problem with Today’s Customer View

Real World Customers
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View with CRM




More than ‘Customer’ — A Trading Community
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Trading Community Architecture (TCA)

e TCA is an architecture designed to support
complex trading communities, not just
customers

Co etitor of

Pargher

ORACLE




Trading Community Architecture (TCA)

* Provide a Single Source of Truth across the E-
Business Suite

* Maintenance of complex, real-world
relationships, both current and historical

e Allowing for a many-to-many relationship
between Parties and Locations

* Supporting flexible, customizable Customer
Classification that can be used for reporting or
assigning purposes.

ORACLE
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What i1s a Business Flow?

It's the same as a business process:

e Set of end-to-end activities.
e Measurable.
e Crosses organizational boundatries.

Plus...

e |s aligned with corporate business goals.
* |s measurable and can be continuously improved.
e |ncorporates best-practices.

ORACLE



What i1s an Oracle Business Flow?

e Oracle Business Flows are:

- High level end to end business process flow
diagrams representing the E-Business suite
standard solution

ORACLE



Business Processes Cross Silos
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The Flow Way

One Architecture
No Silo’s
Single Customer View

vy vy vy [CBusinessiion] (vl il iy

And... One Vendor to pull it all together
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Flows Deliver e-Business Integration

wiwep wwep wwe)p |BusnesFlow| mmp wwEp waEp
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Oracle’s Business

Flow

Execute
eMail
Campaign

Analyze
Opportunities

Login
and
Register

Personalize
Content

Capture
Order

Process
Payment

Manage
Contracts

Generate
Invoice

Analyze
Customer
Patterns and
Cross-Sell

Manage and
Personalize
Content
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Oracle’s Business Flow
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Campaign to Results Click to Order
=Customg

A — Execute Login
(@) ortgnities el A
pP Campaign Register

Order to Payment

Analyze
Manage Manage Generate Customer
Contracts Order Invoice Patterns and
Cross-Sell

Manage and
Personalize
Content




Analyst’s Agree

“Upcoming Oracle programs lower the total cost of ownership of
CRM implementations, while minimizing enterprise risk and
shortening implementation times...an emphasis on process over
technology - something Gartner has long advocated”

Gartner Group, April, 2001

“Oracle showed it understands that business isn't about modules and
applications, it's about business processes. It took great pains to
ensure that all the steps of a complete business process were
Included in each of its ‘Fast Forward Flows.”

Hurwitz Group, June, 2001

“35% of enterprises in 2000/1 will make no investment in integration
of CRM technologies. During the next two years, META Group
expects the majority of enterprises to attempt piece-meal
Integration across the customer relationship cycle. However,
given the mission-critical nature of customer-facing processes,
morg c(;amprehensive integration across the enterprise is sorely
needed.”

META Group research
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CRM Benefits Today — HP (ﬁﬂ
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CRM Benefits — Gevity hr ¢ gevityhr

service related reasons for first half of 2001

company $3 million in future expansion costs
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CRM Benefits - Oracle

ORACLE
-business
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