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- Market Trends Drive Challenges...

The Market is Changing

oRrACLE
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The Conventional Approach -- Kit Assembly

Kit Complexity Worsens with Global
Operations
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- Kit Complexity Worsens with Global
Operations

;»bdua&.

Customer Relationship Management Software Report
1998-2003. AMR, 1999
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What ’s going on in the Application Market

ERP vendors are straining to deliver CRM, one of
the CRM vendors has built or acquired back-office
JSunctionality.

AMR Research Report on Enterprise Applications. March 2000

w

Our Front/Back Office are
now running together
I m sormy,

there are only three
|l 1

lsegﬂve _

The customer credit Iis exceeded w Ii—was, they just paid.
: You can take the order

| didn’t expect such results after all the integration effort
Our customers are starting to complain about our internal segmentation

_mﬁ
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2/23 M
¢ Public internet 2 3 Demo JF Jts&HLIDN?

olgsto
e 02 MEZ (Web, &E}, e-mail, mobile
routing) =28 2OHAN &
2AF1

AL Ol
- ATP, pricing
- A Z=HIB MN3IL,
- ANHE YLFEH,
- S OFNE campaign® GIAHCHHI A' =Dt ROI B
update 5t1l,

- DA EFRLX G2 AHIA QEAE S 20I6HH,
- U2d =22 M2 HOIES HL6HH,

- OHEISAMAAS XN SUEAE update B =
USLINE?

_

Everyone Shares Information
ZE EARL?
Integration!
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Sg2 2H38

* Business requirement
- Unified customer view
- Front and back office integration
- Single instance of information
o« MetX FSEel 2X
- S| HE DN HeH
- EBAS JIs WS 2H
- Technology updates (version up & etc.)

_ﬂ@

SEo ZAE (H=H)

* Vendor Integration Issues

- Alliances
- FH N2 2HE (0: data model ownership)
- Acquisitions |
* CIE vision, P23, data model S &

We 2Ms

s

ot
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- Batch vs. real-time interfaces *
- Interface workflows
- Depth of integration

- Underlying architecture
Sato gy

w

Enterprise Application Integration Defined

The coordination and synchronization of
multiple, heterogeneous applications, within and
between enterprises |

Why integrate applications?
Global, Cons_olidated View
Automate Business Processes
Reduce Process Latency

_@
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Enterprise Application Integration

A $40 billion problem ($60 billion in 2001).

I0cC (1997)

...accounts for 40% of IT budgets.
Forrester Research (1997)

. messaging infrastructure will become the
engine for mission-critical interpersonal and
application communications....

Mera Group (May, 96)

Based on the document that

the Key
Flows, this table shows the
fnumber of integration points
jbetween CRM modules and non-
CRM applications for the key
business flow processes that

occur in CRM snabled businesses | .

JAccounts Receivable

jCall Center / iCenter

ICore Admin

HR

NetworkElements
rder N

inventory
Payables
Project (ERP)
Purchasing

Receiving

IWIP

Call Center

Charges
Collections
Contracts
Customer Intelligence
Depot Repair
Foundation

IConter

iMarketing

iPayment
{Marketing

Mobile Fleld Service
Network Elements
Network Logistics
INumber Portability
Number Registration Center
Order Capture
Provisioning

Sales for Comms
Sales Online
Scheduler

Service for Comms

| Spares Management
Suppornt

Telesales
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Integration H| &

CRM PROJECT
COST DRIVERS

1
DIRECT INDIREC
COST DRIVERS COST DRIVERS
time costs tactical drivers - — e
SOFTWARE - IMPLEMENTATION INTERFACE OPPORTUNITY PROCESS PROJECT
ACQUISITION CONSULTANCY OEVELOPMENT .- cost CHANGE RISK
going costs - gic drivers
INTERFACE TECHNOLOGY ONGOING CRM - * VENDOR* TECHNOLOGY
MAINTENANCE UPGRADE OPERATIONS FUNCTIONALITY MANAGEMENT LEADERSHIP®

IS HE HIE

* Software Acquisition (A& 72 HI&)

- Application license, Infrastructure platform software licenses
( operating systems, databases etc.)

* Implementation Consultancy
- DAY RIFW UFD| 7o M AR Z2ANA B
- Customization
- Implementation planning for installation and roll-out
- Data migration - X, S&, O|&

* Interface Development
- Analysis, build and test of interfaces

_m
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T B MF HIG

* Interface Maintenance
- Enhancement of Interface as required by users

- Upgrade of interface to comply with software :;\nd
hardware upgrades '

* Technology Upgradé

- Application and platform software upgrade to comply
with technology upgrades

* Ongoing Operations

- Processing - standard costs and incremental costs of
running interface jobs(for batch processing) and data
hygiene routines ‘

- Resource - required to support applications and

infrastructure{e.g. DBA, Operation support staff)

jl%ﬁi (o] a-I-l UIQ

- — = [=}

* Opportunity Cost (J|3/H| &)

- Until the system is fully operational, a number of
opportunities would be lost{or not exploited to full
potential) due to sub-optimal CRM capability

* Process Change

- Consultancy - design of new business process, key
performance indicators and organizational structures

- Organizational - B ¢~ HI&, ARINE/ =X
Mool e Mo&-HS

* Project Risk

- The scale and complexity of the project
- 43BE B0 HOF2ZE 13t AHLS XIROl 25tE

- BRHES ﬁlglw} HE JIsd0l i &8
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HMetX 2t H| E (Strategic Indirect Cost)

¢ CRM Functionality

- CRM Tl @& DI HIZ (0ll: Web store/ Call
center/ On-line credit processing / Link to Fulfillment
mechanism)

* Vendor Management
- B BBX vs. 049 223

* Technology Leadership

- WEIZO ANRS FHD HOl HIR/ED 240
S 0f0F &

Oracle E-Business Suite
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E-Business Suite 11i
Complete and Simple

100% Internet / Architecture

100% internet

Proven scaleable thin-client solution that uses no proprietary software on
the desktop and works through http

Standard Tools

Its the platform
Component architecture

Ul extensibility {plug in your own bean)

Business components and APl
Workflow driven
Architected integration - NOT pieces stitched together
Enabling global operations -- built around features of 8.1.6 (partitioning, < aﬁn. ol
parallel DML, CBO) that provide high availability, reliability and e
scalability

_‘om@q
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Single Oracle Technology Stack

Forms Based Internet Platform

Oracle 87

Architected around featureg
like CBO, OPS etc. *

1¥ utilizesJserverspatial
andintermedia

Serviet/OJSP based applicatior] |
server

Forms 6/
Reports 6/
Discoverer 3/
Workflow 2.5

The New Customer Model

Hallmarks
Support the B2B/B2C markets in one architecture

Introduce the concept of Party - which may be a Person,
Organization, Group of Persons/Organization or a Relationship

Party concept applicable to Customers and Contacts (in future to
vendors and employees)

Provide Best-of-Breed modeling capability to mirror real-world
relationships between/amongst partnes - complex, multi-tier, multi-
org, matrix/hierarchical etc.

Represent current and hnstoncal relationships for real customer
knowledge.

Eliminate data redundancy (e.g. locatnons) through exemplary
schema design

Simple UI/APIs that hide underlying complexity.
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Customer Model - Hierarchy
Product 1 Product 2
John Mary ‘ John Anne
Chris Laura Chris Laura
Tom | | Janet ' Tom Janet
One Parent Only _ Supports Multiple Parents
No Non-Hierarchical Relationships Supports Non-Hierarchical Relationships

The New Customer Model - Example

Time Warneke Employee Of {1997 onwards) Mary Smith
[y Matt
AT&T g | Smith
Strategic A Spouse
Partner of Solutions of
%_,|Charlig
AT&T o John Smith|—_ Smith
AT&T 5| &ember
Wireless 3 Colorado
< 5:"0"’ Country Club
Subsidiary 5
ConAgra [&—%—Hunt Wesso[* Y eroore i BT
" mploye:
' Bill Jones [3gs0198t | Totecom

_@
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The New Customer Model - Benefits

-.Party Concept - Single rhodel for all types
B2B/B2C/B2B2C ...

-.Single Source of Truth

-.Realize of CRMs fouhding principles

Know Thy Customer - framework for capturing
customer knowledge

Treat Them Differently - leverage captured
knowledge for 1:1 Relationship & Personalization
-.Extensible to Single Enterprise Model -
Customer,Vendors, Employees etc.

w

E-Business Foundation

e M i Gedf
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Consolidate Your Business Information

S0000c0000
o o e o
o o
o
o
0000000000
i o o o o
o o o
| | o
i o o

100 Fragmented 1 Complete
Systems Database

* Better information
at lower cost

Oracle E-Business Suite

Customer-side In-side Supply-side
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Customer and Supplier e-Business

Customers & Partners
Marketing
Sales

Service
E-mail Center . . .
Order Management & Logistics
Order Management for E-Business

Advanced Pricing & Promotions

Guided Selling

Streamlined Fulfillment

Suppliers

internet Procurement

Exchanges

Internet Supply Chain Management

Oracle E-Business Suite
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Oracle Exchange Platform & e-Hub

An open collaborative B2B exchange

Adapters (for
non-Oracie ERP
integration)

Exchange Self-service user

Development : S

Projects Intarnegt

Sl

Professional user

Exchange

Supply Chain

<KPIO~0E TmZX

Oracle 8i
Oracle iIAS
Oracle Workflow

 Software Delivery: More Options

Identical Software Code
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Oracle’s $2 Billion Dollar
Savings Target -

By Becoming an E-Business

Customer Side ) - $550 $1,450

Supplier Side $150 5 $200
Inside $100 $100
Consolidate Operations $200 $250

Total - $1,000 $2,000

Note: Based on Oracle estimates.

—@

@ $550M
@ $1450M

Provide Self-Service

Customer Examples
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@ $200M
(Goal JEPENY

Consolidate Operations

Consolidate IT Operations

E-Business Suite 11i
Complete and Simple
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SOFTWARE POWERS THE INTERNET™
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