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CRM Process Overview

) Customer Interaction
Marketing Telesales/eMail Sales

Campaign

Creation
Product Catalog

Execution Product Configuration
l Shopping Basket

|_, Ordering Enabled
FRI|s Response Mgt
Personalized Marketing
Segmenting
Opportunity Mgt

ROI Analysis

Performance Monitoring F=R2I|s
Generate eMail Campaign
Business Response Analysis

==
Service Request
Solution Support

Order
Management

Service
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CRM &= =& A — Gl Al

1. Understand customer behavior by being able to explore, interactively, all
the data on all of the customers.

2. Automatically profile and segment the customer base for initial targeting
and value groupings.

3. Develop “models” to predict customer behavior and propensity scores for
a wide range of marketing and potentially risk applications.

4. Put these models into operational action immediately, probably in a test
mode to some target groups before then rolling out a full action before
the competition catches up.

5. Analyze true changes in behavior as a result of either the companies own
marketing actions, or perhaps those of the competition, or perhaps due
to pure market dynamics.

6. Repeat these steps to continuously learn how different customers react
to different situations and thus plan the best form of service and

marketing offers to increase profits.

Source: Quadstone
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Process flow of e-Marketplace
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