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CRM Overview

Late 90’s and ‘2000s
New focal point: relationship

with customer brings about new
products and services.

‘S0s
Focal point: databases,
analysis system

‘70s and ‘80s "09%04
Focal point: prospect Q) g,"o
qualification My, e, (2
*50s and ‘60s oy, 0
Focal point: mass ')0

communication

Focus on the customer
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Channel

Management
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Customers, Resellers

Selling Chain Management
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Supply‘ Chain Management

Business Partners
Resellers,
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Mining and Analysils under D
ampalgn management

.Extended ERP

SFA, Front office process Automatio
ervice as integrated part with ERP,

Enterprise Commerce
One-To-One MKT/Sales
Campaign managemep
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eCRM Ecosystem

Analysis  partner
Relationship
Managem

Source : Gartner Research

2t Torpueiticn. Al g

Call
Mgt.

/ Contact
Center

Gartner

- B3UMYA FESLHAL BAE 22

s &N WAL DV SEID SEHON U=
HEE UHIECR 8 20 U2 AAZE

HIZLAS S840 S8 HAANH >

AS

2t orpor ptien, Aff cights reser sl

BN MR .
Copyrightis)

- 145 -

Why eCRM? Ty CRY e DA '€ouou.) g,T -

e-Engineering
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«— Integration —»

!
\

e-Support/
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eCRM S/ &/ &

. Listening Posts

. One and Done

I Cuslomer

/

- Institational Memory
. Economic Segmentation f'"@‘éﬂﬁi Ot L WA C 2

. Total Experience Management
. Collaboration—> V$°1»E&7

. Touch-point Alignment
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Marketing/ Sales/ Call

Promaotions]| Quotations { | Center

Inventory/
Spare paris

. Real-Time Information Management
. Customer Scorecard
. Closed-Loop Processes
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I eCRM 225 N8 l

Current State eCRM: Multichannel

Future State eCRM: Integrated

Customer

On-Line/Off-Line
HasSe

Markeling/ Sales/ Cal Inventory/
Promotions  Quotations  Center Spare parts
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Leading Vendors '

Functionality
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Customer
Size
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E-Service: QI & WD Q&A, FAQ, S RVIM HHSNY IS FTMUIA i

2 1102 3:
1 o= JICHA) W0 = N O Dt Ot SWBIX MEr A
g -%};SED;?;:U&K%“ . cl. 0&' ﬁi&%agil oI VNN XX
cHE =HAR B8 Ol XMUCDL NBE Jotst
mﬁ.,o 823 | D ) LI IIm A2 Xi

-148 -



LA Eapat ]

€

EH2 A M B AL S A

OIUMIE . E2CSHIT J2I0tNAHE

Call Center | Personalization

AgIRoLB IR
CNM,

OIUIE . OIOIB Z @R AN AH
M B DiCIO1 Net Perception

Target
Mailing

WLHNAE OFOIDLA
GIlOI I ¢ . BTL Global

Business Object,SAS3 210t

Campaign Micro Strategy

Management

Data
Mining

OUE. LA NmDpjor | OMOIOIH.SASZRIO
szonz Z0BM. & 21BM.SPSS
EX-LE

eCRM PE5H S 2 A/ /5| PL &8 L/0F

- 149 -




2H B BEHE

2 {jfe Cyclo Of MR J3

O e B
2 S

DY oE
2 RUA Y
RB2 DAYNP

LY RN BNY

DR KRN NRE
R T & k)

N 28 ROR R
> UM P

eCRM Framework

®5ise Report
®apatyis Repoat

Motaliata 4

Hefetititenids 1 Campaign
WML, UMS, Mabite, OFF .

Nufiisnitary o . g
Tatingentent g k.
fugeel.t-1) Q3 Cumtomer Dats : BEDBY Web tug D) Mupping CARMNES OE RURN
O =-Commeres T © Sedens T ! Swmmacy 7 DRSS B 2R
Pryeictai DLog : Chekstrenne / Sesninur 7 Foge Improssions { Ads Q e-Compeeree Pessonstizucion M1k
O Choanel®l 01 RY O Comprign ¥ : AW /B R BYY DINEBIZ MW E AR
&8

e

mgﬁu@ )

- 150 -




eCRM = Process
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