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. Hosszu tavon vezeto vallalatok

- EQy O cég megalapitasahoz egy o Otlet kell

- A kiemelked6 cegeknek kiemelkedo, karizmatikus
vezetOkre van szukséguk

- A legsikeresebb cegek elsGsorban és foleg
profitmaximumra torekszenek

- A hosszu tavon vezeto vallalatoknak hasonlo
alapertékeik vannak

- Az egyetlen allandé dolog a valtozas

- A vezetO nagyvallalatok ovatosabbak

- A vezeto cegeknél mindenkinek j6 dolgozni

- A vezetO cegek alapos stratéegiai tervekkel gyoznek
- A vezetO cegek a versenytarsak legyozéseére

koncentralnak
- ,A kecske is jollakjon es a kaposzta is megmaradjon”

ORACLE
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. Az ugyélkozpontusag altalaban #1

Gartner Forbes

CEO Executive Survey 2008

#1 A meglévo ugyfelek megtartasa és a
kapcsolatok fejlesztése

#2 Uj tigyfelek szerzése

502 Valaszado. 75% US, 16% EMEA, 9% ROW
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Az ugyfélkozpontiusag a novekedés kulcsa

New frontiers
Which of the following strategies will be most important to driving revenue growth atyour

company over the next three years? Select up to three options.
(% respondents)

Acquiring new customers

Building closer relations with existing customers

Sournce: Economist Intallige nce Unit.

“Az ligyfélkozpontu cégek esélye a
s r'a - 4 - e e ra NMANTAER
novekedési céljaik elérésére \gh Jntingsn

hatszoros.”

“A novekedés 40 szazaléka az ligyfél

>
lojalitas eredménye.” accenture

Rev_enue Shareholder
Growth Value
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Business Process L ) L o
Az ligyfél uj cimet és Az iigyfél érdeklédik, de szeretne

y kgpcsolattarté? jelent be — gondolkodni a dontés el6tt.
' . (Gjdonsiilt nejét).

Az iigyintéz6 valos idejii keresztértékesitési = — =
ajanlast kap 3 hénap ingyenes szolgaltatas €s s
a ,,csaladi termék” ajanlasara. Ajanl.

Magas ertékd ligyfél erdeklodik a
,csaladi termék” irant kondicio teljesiil-
A territoriumert felelos értékesito
megkapja a ,leadet” és sms értesitést.

A hivas el6tt a marketing vezeto
beallitotta a szegmenseket és a
keresztértékesitési ajanlas
szabalyokat.

o
HR menedzser


http://www.goldmansachs.com/

Business Process

Az iigyfél oriil és jo Az értékesito Az ligyfél dont a

néven veszi, hogy az tajékoztatja a ,,csaladi vasarlas mellett.
_> értékesto érdeklﬁdik, -> termékrol” az

hogy megtortént-e a tigyfelet.

cimvaltas.

Az ligyintézé :
megjeleniti a @5 @
teljesitményét a
célokhoz képest.

|

A vezeto minden

team tag =
= teljesitményét et
Ugyfélszolgalati vezetd ellenérzi. )
e ' Az értékesit6 megkeresizes Az értékesits ——
az ugyfelet - az ugyfelre.. ellenérzi a bl
vonatkozé informaciok é [ jo — B = . sy . :
az ajanlas torténetét g s jutalékat az TE-
ismerve . _ | lgyletbdl. |

= A marketing menedzser megvizsgalja
] i a kampanyhatékonysagot (valos
idoben) valtoztat a kampanyokon a
al hatékonysag érdekében.

L

HR menedzser


http://www.citigroup.com/citigroup/homepage/index.htm
http://www.goldmansachs.com/

Probavasarlas
2008, Magyarorszag

“Hivasa fontos szamunkra.
Kérjuk tartsa a vonalat.”

ORACLE
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. Ingatlan hitel ,,prébavasarlas” 2008-ban

- Call centerben varakozasi id6 rovid: 1/8

- Atkapcsolas nélkul érkezik a valasz: 4/8

- Ertelmes, pontos, gyors tajékoztatas elsére: 2/8
- Telefonszam elkérése: 4/8

- Megkeresés a hivas utan: 1/8

/ 4

- Ujra megkeresés a hivas utan: 0/8
- Eredeti, szamlavezetd banknal az utolso allando

atutalas megszuntetésekor a ,churn valdszinlség” a
monitoron: ALACSONY

- Extrak:

— A biztosito: az egy masik varos, hogy gondolja, hogy itt
egyeztetjuk és ott alairja?

— Az onkormanyzat, a kozmu szolgaltatok, a vallalkozok, a
tervezok...

ORACLE
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Egy elemzo6i vélemény

Thtéﬁférrester Wave™: Enterprise
CRM Suites, Q1 2007

bv William Band
Risky Strong
Bets  Contenders Performers Leaders
Strong
A
Oracle’s Siebel CRM
Oracle’s PeopleSoft CRM QSHP
Oracle’s EBS CRM
RightNow
Pegasystems g.
Infor Global T
Current Onyx
offerin
0 Rrdce salesforce.com
Chordiant Microsoft
Orade’s Siebel CRM
On Demand
Market presence
_—
. [} @ @ Full vendaor participation
o (o1 (&) | o | Incomplete vendor participation
Weak
Weak Strategy = Strong
39975
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Oracle CRM - Transformational CRM

gOA-Enabley

Marketing/
| 2114

eBilling

Public Sector

Lifa Sciences

ORACLE
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Marketing Funkcio térkép

Wﬁerprlse Marketing Platform

Planning &
Resource
Management

Initiative/
Program
Planning

Budgeting
Management

Purchase
Orders/
Expense Mgmt

Market
Development
Funds

Marketing
Calendar

Content
Management

Pricing
Management

Approvals/
Workflow

Management

Customer
Analytics &
Management

Customer
Profiling

Customer
Behavior
Analysis

Product Affinity/
Market Basket
Analysis

Customer Value/
Profitability

Data
Mining

Customer
Surveys

Customer
Preferences/
Privacy Mgmt

Contact
Frequency
Governance

Campaign
Management

Campaign

Planning & Activity

Mgmt

Segmentation &
Targeting

List
Management

Offer
Management

Multistage
Dialogue Design

Trigger Based
Marketing

Real-time
Marketing

Multi-channel
Execution &
Tracking

Email &
Web Marketing

Content Template
Management

Content
Personalization

Dynamic Content/
eNewsletters

Web Forms/Surveys

High Volume Email
Sending

Intelligent Bounce
Handling

Click-Through
Tracking

Opt-In/Opt-Out
Management

Event
Mianagement

Event Planning &
Budgeting

Session
Management

Activity & Staff
Management

Vendor & Venue
Management

Registration &
Payment
Processing

Wait List
Processing

Attendee
Tracking

Measurement
& Reporting

Response
& Lead
Management

Multi-channel
Response Capture

Response
Fulfillment

Lead Scoring &
Prioritizing

Lead Assignment

Dynamic Call
Scripts

Lead Qualification

Lead Conversion/
Opportunity
Management

Conversion
Tracking

Loyalty
Management

Program
Definition &
Management

Tier
Management

Promotions
Management

Membership
Enrollment &
Management

Points
Accrual &
Redemption

Transaction &
Tiers Engine

Member &
Partner Portal

Loyalty
Performance

Measurement/
Reporting

Pre-built
Analytic
Content

Role-Based
Dashboards

Real Time
Tracking &
Alerting

Planning and
Financial
Analysis

Campaign ROI &
Effectiveness

Event
Performance

Brand/
Product
Performance

Channel/
Partner
Performance

ORACLE
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Banki front office funkciod térkép

n ficerSales and Service

Marketing &
Analytics

Customer
Segmentation

Customer Profitability,
Product / Channel
Usage

Events Triggered Micro
Campaigns

Scorecards

Campaign Analytics

Executive Analytics

Call Center Analytics

Sales & Service
Analytics

Sales

Needs Analysis

Product Details

Product
Comparison

Product
Recommendations

Sales Scripting

Competitor Information

Opportunity
Management

Incentive Compensation

Account
Opening

Auto-Application

Multi-Product
Application

Customer & Product
Auto Data Population

Multi-Applicant
Support

Application
Workflow (iHelp)

Application
Activities

Fulfillment

Trailing Document
Management

Service

CTI Integration

Universal Queuing

Activity Plans

Assignment
Manager

Pre-Built Service
Request Templates

Financial
Accounts

Balances &
Transaction History

Correspondence

Relationship
Management

Customer Profile

Shared Notes

Asset/Liability
Summary

Referrals
Activities
Calendar/Alerts
Book of Clients

Account Team

ORACLE



Teljes biztositoi Siebel folyamat

h. /| call =
| Center =

[- 247 i

' . Claims
Web __ é Reps

ﬁu Agents
] !

' i Independent
'FF! Agents /
L™ | Brokers

I

| Employees

|auuey)

Marketing,
Prospecting,
& Sales

New Business

Agent / Broker
Management &
Service

Claims & Medical
Management

Customer Care

Marketing

Risk Evaluation

Agent / Agency
Profile Tracking

First Notice of Loss /
Claim Reporting

Customer Definition
& Management

Campaign Definition
& Execution

Quote Development

Recruiting

Discovery

Inquiry Management

Prospecting

Quote Management

Training & Readiness

Claims File
Management

Regulatory
Compliance

Lead Distribution &
Management

Needs Analysis / Prod.
Recommendation

Application
Processing

Underwriting / Case
Processing

Incentive Comp.
Calculation

Relationship
Management

Adjustment

Settlement

Policy Service

Billing Service

Sales Execution

Sales Management

Enrollment

Policy Issuance

Agent Sales Force
Automation

Provider Network
Development

Wellness Program
Management

Utilization
Management

Risk Management

Customer Self-
service

Marketing / Sales
Analytics

Product Development
& Filing

Plan Design

Network / Utilization
Management

Policy Administration

Claims Analytics

Claims Administration

Regulatory Reporting

Reinsurance

Accounting

Billing & Collection

General Ledger

Asset Management

jusawabeuey diysuone|ay
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Broker- és ugynokkezelés

Incentive
Compensation
Calculation

Agent Provider
Sales Force Network
Automation Development

Relationship
Management

Training &
Readiness

Agent / Agency

Profile Tracking Recruiting

Detailed Notes Opportunity Provider / Network

Agent / Agency
Detailed Profiling

Contract Hierarchy

Appointments by
State & Product
Line

NASD Registration

Errors &
Omissions
Coverage

State License by
Product Line

Designation
Tracking

Communication
Preference
Tracking

Agent Targeted
Campaigns

Automated
Follow Up

Detailed Notes

Agent Referral
Tracking

Agent Portal
for Unregistered
Users

Agent Portal
Registration &
Approval

Learning Plan Modeling

Management &
Training
Administration

Real-time Web-
based Training &

Distance Learning

Registration &
Scheduling

Certification
Testing

Continuing
Education
Tracking

Flexible Engine
with Easy
Administration

“What If” Analysis

Adjustments,
Charge Backs,
Not Takens

First Year
& Renewal
Calculation

Results

Communication

Plan Participation

Services Requests

Book of Business

Pending Cases

Management

Activity
Management

Contact
Management

Policy Status

Product Catalog

Proposal
Generation

Needs Analysis

Coverage Analysis

Provider
Contracting

Credentialing &
Re-credentialing

Capitation &
Compensation
Setup

ORACLE
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Az Uj CRM modulok

- Fusion
— SOA, Business Intelligence a hétkoznapi tranzakciokban stb.

- Felhasznaldk kiszolgalasa és felhasznalodi elfogadas
- Szocialis haldézatok uUzleti kiaknazasa

ORACLE
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. Az alkalmazottak hierarchiaban dolgoznak

ORACLE
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. De szocialis halokban mukodnek

ORACLE
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Uj CRM modulok

Oracle Sales Prospector Oracle Sales Campaigns
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Lbrary Home | Salescom | Help | Logout

Ma

Enablimg b

ORACLE ORACLE ’ & Optimization
Solutions for th 40
RETAIL i

ition Overview

[ ocesane |
Strategic Store Solutions

# Download 4@ Promote &, Foom » Open
P — T 320 of 20
I ’{Cuj My Presentations i noAll H @3 Shared Presentations 1 noAll | My Tags Popular Tags
Aerospace Defense Cu... Enable Next Generafion... Siebel High Tech CRM 5... Siebel Life Sciences ot e EoR T rion ot ook coatl

o customer centriciy customer dofo manogement detense

enterprise parfarmance monagement epm life science
| =T i
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Sales Prospector welcome Shemy Home Preferences change Password Help Logout

six)  Bwaluated Aftributes

All v
industry: Retal
Projected Revenue >0 Purchase Probability >20% Revenue (0005 5203,169 Number of Employees; 95
$0 $ 1M 0% 100% . Search Public or Private; Public Number of Locafions; 2
J Headguarters Country; USA Exporter or importer;
#® Graphic View | List View
Top 10 Prospects = VO
STANDARD EDITION ONE sl
100% Quantity: 1 Total value: $17.982
PURCHASING
0% ..I. Quantity: 1 Total value: $5,193
ORDER MANAGEMENT =
0% Quantity: 1 Total value: $12,983
70% FINANCIALS BUNDLE
= Quantity: 1 Total value: $5,193
3 0% !
- b WAREHOUSE MANAGEMENT x|
g 7
o 50% jJ' A Purchase History
% 40% _af
1 ai” $20K
3 ) 1
% ] J 518K
20% —_— 512K
10% $8K
0% $4K
C Account: 5230,498.05 D Account: $227 424.30
0 1 2 3 o 5 & T 8 7 10 n 12 $0K
Months fo Close Q3-'06 Q4-'06 QI1-07 Q2-'07 Q3-'07 Q4-'07 Q1-'08 Q2-'08

‘ & 1 Likely References



. Sales Campaigns

Create Campaign Manage Library

Preferences Help Logout Full screen

Lot >
LR _
N = , T Top 10 Clicked-Thru
L;; 3 / ' Most Popular Now
f ; Most Shared
Start from scrateh Start from a template

Manage Contacts Track Campaigns
Manage your contacts and create distibution lists. Track and analyze the success of your campaigns.

Executive Dinner

Build your contact list
Business Opfimization

View contact history

Business Intelligence Summit

Import your contacts
Business Driven by Infeligence

Basketball Event

]

20 40 &0 80 100
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