omer Communicafions

SAIE 024 HE 2|
( Enterprise Interaction Management )

R

4{ ECMiner

Eleriroms Cammerce Mhnes

UH: 4Dl

e

(ECMiner Marketing Team)

Agenda

eCRM & &

Introduce of Enterprise Interaction Management.

Why Enterprise Interaction Management?
4 EIMERE2 24,

Case Study.
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What is CRM

An enterprise wide bus:ness stratcay desigre i to optimize profitability,
revenue and customer satisfaction by orearzing the tnterprise around
~ostemer segmertation nster.ng cust sa.isfyirg behavicrs and iirking
grecesses fram custorroers through

- Gantrer Group

A erterpnisc approscr (o understanding ard nfiuencirg custorrer beravior
‘Frough cortruous relevant communication to improve customer

acquisition, customer retention, and custoiner profitability
-NCR

Ar data driven approach tnat erarcies comran s to ancess each customer's
current needs and pot t profitability anc taiior sales otners and
Data 2t . service ('t often rvolves Lsing mulliple charne s toomprose efect veress and
e cency

- cansey

eCRME ClEiW &t Aol HEE Mo, NXIUA= W MIHER ROHHED, OIE O €2 O
2R AANYCEM IY +-2AdE wOIJLL DDIYSREE RS O W DRI T2 HAZY
SEYE =O0I= U2 UH

-RTCOE
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Background of CRM

71909 a2y ge| i (v =U & BH)

Customer Satisfaction(CS) -> DataBase Marketing(DBM) -> Customer
Relationship Management(CRM) -> Integration CRM Channel(?)

B0 cs DEM CRM
{1970W0H) {1980\ 0H) (19301 ) (90LCH FBt~)
HoA sy 4+5% 200 dom 200 Aoz Qan s =58 mEy
XM AT YR DA BET(CSNAEF, 8% 9 ANy HE D2y wns
AAd 2N FETE YYR AN TR ANLE
22 2 e gY 9 gg‘%&:“ﬁ“%é’ Tolas A HAE ot

8! Internet Channel

(—2
= 33

D720 CHE 121Y) Fo, AT HUI2AE RN, AIHBL: SR8 SUEHA
2 g 85H= eCRMO| (&t Needs S0

> 1200 YA (Communication Channel) &2l Q.

CRM Ecosystem

Operational CRM Analytical CRM

i i i ;

A4 Ad Y Y —
Back ERP/ERM SCM Legacy of [ e Data
Office Order Mgmt. || Order Systems -% 3+ Warehous

we | - -
= -
.......... - 33 -

A4 A4 o %
Front Customer || Marketing Sales %_ g Cusiomer
Office Service A 1} 8 ,E L Datt:a\llatayn

A A -

b e &

) A4 y 2 v
Mobile Mobile Sates | |  Field 32 an Farkating

T | |——YerticalApp. | | Automation
Office {Product CFG) Service 0 ﬂ Category Mgt Ampaign
Voice Conferencin, E-mail Direct
Customer l (IVR, Co‘n, ACD) l Web Conferong:e E-Resp. Mgmt. Fax/Letter Interaction
Interaction
Collaborative CRM
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e-Business Processt 1l
R S SR N R D

- Aberdeen Group :

=Sprint, Kodak, No-tel Network: ;

— "
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What is EIM?
- Enterprise Interaction Management.
- 01 XIS £ Y 2ol 0MUS P8

Web J|EH2] HAIE 14 HEF &2l

1) Pre-sales service
helps turn prospects
into customers

3) Post-sales support
builds customer
loyalty

2) Point-of-purchase service

increases the closure rate ¢
SR

o

Mission of EIM.

- Q2 pe) = 2HE N 01 Communication Channel S8,

- WebZ2 J|Bt2Z2 Qi N|, OICIAE O 12X MBIAS
BAMEOIL SEHHIE2Z Xal. o
e e-biz &E | &HE 98t Infrastructure.

Telephore
Emait
Live Web

Voice IP

Self Scrvice
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| LOYALTY

1

Business
Systems’

Call

Enterprise
Interaction
Management

Knowledg
e Sources
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Communication & &

Seif-Service

“satt )

Service Email

Live Chat ETIRE vy Live Chat
Email

Coll Center

1. D2349) Communication Y] 22 A,
2. AUR/SYT J2ES HID.
3. Multi Service2| X 2.
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MZ22 HE=22 0ls.
o 11

annn

1500
2000
2500

3000

1

DPasn

O

Web

INOOUNA ana VUIbouna
Contact Volume Growth
{narcant)

Source: Forrester Reseéréh- 2000

mmunicatons

eCRM
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Powering eCommerce omer Communications

N2 HPEO| F4Ak
(Off-Line 71 2)

nfE”

Telephone Telephone Telephone

VD2 HHIA BHO| O J1Y
el #Fo 02 DB,
vERWS DA DB QI
RSE AHIA J3.
12 DBY B4 Y3t
S S Corramar VX3 E D2 KYIA BOL

information Infarmotion Information Pl m‘—)-l Contact Channel §!’)1|

Marketing 53¢ Service

Powering ¢Cammerce Customer Communications

DB PO 24k
(On-Line J]8)

Customer Telanhone
Information relepho v Off- hneJI%iOll H|6H C}%*EF Bzﬂ
Communication Channel Al &

v112DBS & A,

Customer

. Emoil
information

v DBO Ea YU FE 2R
Customer Live Web
Information ' OISt HISS/HIR =D},
A o) DM
Customer Voice [P vIHCI3H L Xl 28t D2 IS,
Information cice v )24 DBY s UM )}
Customer v 1124 DBY| Update HHE .

) Self Service
Information
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vils U912 R4 E 2AHDBRY
HH S s

vH AN AME 0 Chkst
Communication Channel 3

vOgs DA T2mAN 2He
MOl Al A B

VDA 2 £ U= 2E MY

20128 XS0 2 |
vIHQISE DMMHIA MBS
S &t loyalty 7=




