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Customer Relationship Management



Product Offerings in CRM Market Space



Prakash A Chapter 8



Product offerings in the CRM market space



Evaluating Technological solutions for CRM Few functional and technical requirements of CRM solutions: • Business Intelligence and Analytical Capabilities • Unified Channels of Customer Interaction • Support for Web based functionality • Centralized Repository for both customer and other Enterprise Information • Integrated Workflow for Business Rules and Procedures • Integration with ERP and Other Enterprise wide applications Functionally CRM applications can be categorized into three main segments:  Sales Application - Sale Force Automation  Marketing Applications – Campaign Management  Customer Service and Support (CSS) Applications



Product offerings in the CRM market space



Capabilities of CRM suites in the Market provides



          



Category Management Promotion Management Demand Planning Interactive selling Sales and Service Contact Centre Analytics Capabilities Contact Management Account Management Automatic routing Capability Workflow Management Mobile Sales and Services Support with Access Support to Mobile Devices



Product offerings in the CRM market space



Criteria for Evaluating CRM solutions Few functional and technical requirements of CRM solutions:



Functionality Catering to Multiple Channels of Interaction Compatibility with Existing Infra Scalability Integration Choice of Framework Flexibility in Incorporating Changes / Upgradability Experience in implementation Check references Price
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Global CRM product Main Target



Sever Centric



Web Centric (Hosted)



Large Enterprises



Siebel, Oracle My SAP Peoplesoft



Siebel CRM on Demand, Salesforce.com



Small & Medium Enterprises



Microsoft, SalesLogix, Talisma, Onyx, Salesnotes



SalesNotes.net, NetCRM



Product offerings in the CRM market space



SALES FORCE AUTOMATION Functionally CRM applications can be categorized into three main segments: 1. Sales Application - Sale Force Automation 2. Marketing Applications – Campaign Management 3. Customer Service and Support (CSS) Applications  Timely and Accurate info about products and product features  Info about sales Orders  Prompt & dependable answers to questions  Follow through on communication within promised time frame  Regular contact and follow up
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Comparison of CRM solutions: Siebel , Oracle, MySAP, Peoplesoft Siebel CRM  Leading solution provider  Business Intelligence and Customer Data Integration  “CRM For Everyone” strategy – serves all kinds of organizations, Industry verticals  Features enhanced capabilities and usability improvements  Configurable data warehousing – transforms data from Siebel and other Internal & External sources into actionable intelligence  Highly scalable and open analytic platform delivers new levels on insights from data that spans across the enterprise, and extensive support for global deployment  Siebel tends to works with integrators and other third party vendors to enhance existing functionality.  Analytic capability was provided thro’ partnership with BroadBase than developing its own analytics. Also teamed up with IBM to develop BI solution that enable Orgs.
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Comparison of CRM solutions: Siebel , Oracle, MySAP, Peoplesoft Siebel CRM Leads in CRM market with user base of 2.8 million users spanning 4000 Orgs and revenue of over 1.35 billion TCO of Solution Easier Implementation & Ease of Use “Best-of-Breed” CRM
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Oracle CRM Major player in Data Base marketing entered CRM space with Oracle’s e-business suit CRM supports Marketing, Sales to interaction management, services and customer support for industries: Aerospace & Defence to Travel and Transportation Product comprise of:  Marketing, Sales and Service.  Additional feature Partner Relationship Mgt helps to work collaboratively with distribution channel partners to increase revenues and enhance customer satisfaction Functionalities:  Multi-Channel Access and Support for Web, Phone, email  Business Analytics/BI to get better idea of marketplace  Field Service Support with Connectivity provided through WAP device  Scheduling, Dispatch, Assignment and Routing Support  Account Management & Contact Management  Inventory and Depot Service Management  Contact Tracking and Mgt. for prompt billing  Integration with Enterprise Database



Oracle CRM
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Modules:  Oracle Mktg-To Drive Profits  Oracle Sales – Effective Selling  Oracle Support – Profitable Service  Oracle Advanced Scheduler  Oracle Interaction Centre End-to-End CRM solution
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My SAP • ERP, SCM market leader • MySAP has strong presence in ERP market space • Its features may not be as strong as Siebel SAP highlight 3 main features : • Consistent Info across all touch points • Operational, Analytical and Collaborative CRM are fully supported across multiple functions • Covers the entire Customer Interaction Cycle (CIC)
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My SAP Key Capabilities:  Customer Engagement  Marketing Analytics  Campaign Management  Telemarketing  E-marketing  Lead Management  Business Transaction  Sales Analytics  Account & Contact Mgt  Opportunity Mgt  Telesales  E-selling  Order Acquisition  Order Fulfillment and Analytics  Logistics Management
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My SAP  Billing , Credit Management  Customer Service  Service Analytics  Customer Care & Help Desk  Contract & Installed-base mgt  Enterprise Intelligence  Field Service & Dispatch  E-service



Product offerings in the CRM market space



My SAP Functionalities:  CRM Activities Mgt  Opportunities Mgt  Opportunities Analysis  Opportunities Pipeline  Opportunities Reports  Service Management  Service call  Customer Equipment Card  Service Contact  Solutions Knowledge base  Service Reports  Calendar  Microsoft Outlook Integration  Sales Order  Sales Delivery  Gross Profit Calculation
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My SAP Functionalities:  Structured Marketing Document  Sales Analysis Report  Purchase Order  Purchase Analysis Report  Inventory Management  Bill of Materials  Production Orders
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My SAP modules CRM Modules:  Activities Management  Opportunities Mgt  Opportunities Analysis  Service Management  Solutions Knowledgebase Logistics Modules:  Sales order/delivery  Procurement and Inventory Mgt End-to-End CRM



Product offerings in the CRM market space



PeopleSoft An ERP solution provider acquired Vantive CRM solutions provider. Recently Oracle acquired PeopleSoft Key features:  Total visibility into customer performance resulting in tracking ongoing performance in real time  Highly configurable, tightly integrated platform, fast to implement  Unparalleled usability and performance Product is Web server based solution Provides mobile access functionality supports desktop, laptop, PDA, chat & phone. PeopleSoft functionality covers:  Marketing  Sales  Services  Support  Analytics
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PeopleSoft Specific industry vertical solution for:  CRM for Communications  CRM for Energy  CRM for Financial Services  CRM for Government  CRM for High Technology  CRM for Higher Education  CRM for Insurance  CRM for Wealth Management



Product offerings in the CRM market space



Talisma Integrates all customer interactions such as phone calls, emails, and Website Knowledgebase Key modules  Talisma Knowledgebase – provides website visitors with Answers to FAQs (Frequently Asked Questions)  Talisma Email Response – Quick response to email enquiries and also helps in mass mailing  Talisma Chat – Online chat feature to respond to website visitors  Talisma Phone- provides pop of each customer query Other standard features of CRM:  Ability to offer Customer Service at any Touch point  Account Management  Management of schedules  Management of teams  User-defined Routing Rules  Graphic Workflow  Full History of Customer interactions



Product offerings in the CRM market space



Talisma  Major Advantage is seem to be in deployment and implementation.  Easy integration with Std. software like Microsoft Outlook.  It has a scalable and open architecture and can import data from any ODBC compatible Database Functionalities :  Std. time taken to implement is as low as five days  Training needs are also low as the user interfaces are intuitive ( help screens)  Analytics capabilities
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Sales Logix  Initially developed as SFA solution, upgraded with functionalities of Marketing, Service and e-Commerce.  Has over 6000 user companies and emerged as the best Mid-market CRM market leader.  Connects with ERP and Financial packages. Interfaces with Microsoft Commerce Server 2000  20 + add-ons solutions offered by Sales Logix partners ranging from ERP integration, content management, data analysis, data cleaning, helpdesk, project management and such others Key Business features /modules:  Sales Logic Sales  Sales Logic Marketing  Sales Logic Customer Service  Sales Logic Support  Sales Logic Mobile Solutions  Business Alerts and Workflow  Reporting and Analysis  The user interfaces are intuitive ( context senstive)



Product offerings in the CRM market space



Sales Logix Standard features of CRM:  Sales Logix Sales  Marketing  Support & Service  e-Commerce Major Advantages:  Managing, Forecasting and Reporting Sales through all phases of customer cycle  Managing Campaigns  Process transactions through web and other contact channels  Workflow Management  Supports Web phones & Wireless palm handheld devices  Account Management  Contact Management Strengths:  Ease of Use, Affordability, Easy Implementation  Easier enhancement of Functionality by Add-ons provided by partners



Product offerings in the CRM market space



Microsoft Dynamic CRM MS CRM was launched in 2002 as both Web and Server based CRM solution specifically for SMB segment Key Business features /modules  Close integration with MS Outlook and MS Office Suite  Users can access their CRM Data and interact with their customers via the Web and Outlook Environment  Enables to build profitable Customer Relationships though increased sales effective and more consistent customer support service  Designed for rapid deployment  Users can access CRM data and interact with customers via Web or Outlook environment  Integration with MS Office and MS Great Plains (ERP - back office solutions increasing reliability of Info, data; employee usage and productivity)  Developed on MS SQL Server 2000 DB engine as customer information repository  Sales modules supports sales team at every stage of sales cycle from leads, opportunities management, order fulfillment and invoicing
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Microsoft Dynamic CRM Customer Service module helps customer support representatives deliver stronger, more consistent and effective support with features such as:  Case Management  Activity Management  Routing and Queuing  Searchable Knowledge Base  Manage Contacts  Automated Responses to Customer Requests  Workflow Management  Automatic Routing Capability



Product offerings in the CRM market space



Microsoft Dynamic CRM Standard features of CRM:  Sales Management  Marketing  Campaign Management  Customer Service & Support  Contact Management  Account Management Major Advantages:  Sales people access easily customer information from repository for each interaction  Sales modules supports sales team at every stage of sales cycle form leads, opportunities management, order fulfillment and invoicing  Customer Service module helps customer support representatives deliver stronger, more consistent and effective support



Product offerings in the CRM market space



Microsoft Dynamic CRM Strengths:  Users can access their CRM Data and interact with their customers simply via the Web and Outlook Environment  Automated Responses to Customer Requests  Workflow Management  Automatic Routing Capability  Easier integration with MS Outlook, MS Office, Great Plains (ERP - back office solutions)



Class Quiz 1 The key challenges faced to increase Customer Relationships are: Non-traditional competition, Market Maturity and Misalignment between revenue and profits To understand, acquire customers and market share, Managers need to adopt and analyze cost of business with customers and compare using Activity Based Costing (ABC) analysis Advances in Technology have made impact on all stages from production to consumption, which allow marketers to offer unique solutions to individual customers. The key technological advances are: Production, Distribution, Facilitation and Consumption, build relationship Shift from Transaction Marketing to Relationship marketing would lead to: On- going exchanges, Customer Management, Long-term focus, Life Time Value of Customer The process oriented view of interactions of CRM approaches are: The Anglo-Australian Approach; The Nordic Approach; The North American Approach; The Six Markets Framework



Class Quiz 1 The goals of CRM are: Build Long-term & Profitable relationship with chosen customers and Learning & getting closer to those customers at every point of contact with them Categorization of customers who defect are: Price defectors, Product defectors, Service defectors, Market defectors, Technology Defectors, and Organizational defectors Customer centric marketing emphasizes on: Understanding and satisfying the needs, assess, identify resources of individual customers and determine to serve the customer directly or through a delivery channel Five dimensions that determine the quality of services in CRM are: Reliability, Assurance, Tangibles, Empathy and Responsiveness



Five participant roles in business buying decisions process are: Users, Influencers, Buyers, Deciders, and Gatekeepers
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