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WHAT 1S CRM2(1)

CRM(Customer Relationship Management), - 24 2t H| O &

=0of( &

(@)

Ife Time Value )=

St >H

— A

v/ CRM is a Re-engineering of the Business Process to

Focus all 1ts Resource on Chosen Customer.




WHAT 1S CRM? (5)
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WHAT 1S CRM? (6)
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“The World's Greatest Salesman”*

*The Guraness Book of Recovdi
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CRM Index

Mindset
(strategy and Customer Philosophy)

Connectivity

(Process and Infrastructure)

Criteria:

? Economic Segmentation Principle:
(OXID18 028 M2 3t

? Customer Scorecard Principle:
(22 K== 2tel)

? Real-Time Information Management
Principle:

(&AIZt BE 22| E St 2 AIZ &)

? Collaboration Principle:

(22 0el <)

? Listening and Learning Posts:
(L& oA =g A BHH)

Criteria:

? institutional Memory Principle:
(LHEEo St 22| & 2 )
7Touchpoint Alignment Principle:

(2 4&Q1 DMHEH 2t2])

? One & Done Principle:

(RE SAl 2Kl ol &)

? Closed-Loop Process Principle:
(Front office?} Back office?] 3E2S & & %)
2Customer Experience Management:
(BEAUAN 2= DRAS 2t2)

Source: Cap Gemini Ernst & Young
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CRM 2 E x5 Al &4 g 0l

I /AR Banking ?;%E Insurance fal\éltir:ijr_mg Retail | Telecom | Other

o gy EHES S 20% 14% 8% 67% | 20%
R 40% | 20% 14% 23% | 33% | 60% | 33%
MEs CRMHIZLA M2 2T | 40% | 20% 71% 69% | 33% | 0% | 17%
Cross functional 712 = 60% | 80% 43% 62% | 67% | 20% | 50%
NE2 &S Z=M=2TR 1 6005 | 60% 29% 1% | 67% | 60% | 17%
Zmo| NE 2= 20% | 20% 71% 15% | 33% | 60% | 50%
DS Y Y N 2= 20% 14% 15% | 33% | 20% | 33%
DEmEgo HIXLIA O 25 | 20% | 20% 43% 31% 0% | 60% | 17%
M2ZOBIE ZH S 08 | 2006 | 20% 43% 15% | 33% | 20% | 33%
R e ReE=PIE= 20% | 40% 14% 23% | 33% 50%

=x:

META Group, [CRM Study]
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. THINGS TO DO IN 2004
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CRM Scope?

CRM

CRMZ2| Sales= 0|
MO Sales?F &
H CHEIR?

©

Marketing

Sales




CRM Scope?

Operational & 2
CRM 0l Al 2419 22l

XS 200047
+

Analytical YR SRS NP E

Operational

Collaborative
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ZM 2| CRM
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ZM 2| CRM
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THINGS TO DO IN 2004
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Al2{13. Singapore Airlines
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CRM2| A/TH 2101 (5+2)
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Ill. THINGS TO DO IN 2004

Customer Life Cycle Management

Event Based Marketing

Customer Touch Point Management

Customer Interaction Hub

Data Quality Management

Customer Life Cycle
Management

Event Based
Marketing

Customer
Touch Point
Management

Customer Interaction Hub

Data Quality Management
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E-mail. hwangsta@empal.com



