Everything starts with the customer.

- Lou Gerstner, Former IBM CEO
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There are mountains of information available in the marketplace that try to describe all aspects
of Customer Relationship Management (CRM) — from technology, to processes, to strategies.

Fundamentally, we believe CRM is fairly simple and
straightforward to both understand and embrace. It's

a management approach focused squarely on growing =1 In , you will execute more
and protecting your company's most valuable asset — targeted campaigns, measure ROI, and
existing and prospective customers. GRBIENR MEE [2EEE

=1 In , you will be more disciplined
At a more practical level, CRM is a commitment to and collaborative, and close more
knowing as much as you can about your customers, business with the right kinds of
and using that information to empower your people to CUSIOEES
market, sell, and serve them as effectively and effi- =1 In » you will resolve issues

more quickly and accurately, and
provide your representatives with
comprehensive customer information

ciently as possible.

In pursuing CRM, your company adopts a consistent,
proactive, and information-driven way of life in dealing
with your customers. It fully focuses your employees
on the customer, and supports them in their business
functions with consolidated and accessible customer
data, sound customer processes, and flexible, easy to
use CRM technology.

through workflow efficien-
cies, as well as time and cost savings

d! through new,
repeat, and up/cross sales

CRM Success Services

Our approach to CRM is comprehensive and flexible. We can help you with both strategic and
tactical needs, and we are comfortable joining you at the beginning or middle of your efforts.

Our family of services, offered under the banner of CRM Success Services, are aligned with
the reality that CRM is an evolutionary, multi-stage journey in which companies must often walk
before they jog, and ultimately run.

We start by helping you fully evaluate your motivations, gauge their impact and potential
return, and establish a vision of CRM within your company. We then work together to create a
pathway of preparation, launch, and optimization that bridges your motivation to your vision.

CRM Success Services

Impact
Evaluation

o Business Case

o Vision / Strategy
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Justification Preparation Introduction Customer
Commitment Planning Availability Context
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# An Independent Perspective

digitalKnowledge is technology independent, which means unlike many service companies, we do not resell software,
nor do we have an exclusive relationship with any one CRM technology provider. Having an independent perspective
ensures full and complete objectivity as we work with you to choose the right CRM technology for your situation.

Our primary focus is on CRM software suites that provide your business and end users with a single integrated source
for the entire range of CRM functionality (sales force automation, marketing automation, and customer service/
support automation). We are always seeking the right balance of power, flexibility, and ease of use to meet your

needs and suit your organization.

Our CRM consultants have direct experience with:

+ Microsoft Dynamics CRM
+ Salesforce.com
¢+ Siebel CRM On Demand

$%

Our staff has worked with a mix of Fortune 500 and
small-medium size companies across a variety of
industries to both define CRM strategies and

implement CRM solutions.

Our complete range of skills provides you with a
single source to meet your CRM needs, both upfront

and over time.

Several representative projects include:

+ Travel Agency:
Created a custom, web-based application to
streamline the entire process of working
with customers to establish their travel
needs and finalize travel itineraries.

+ Technology Reseller & Integrator:
Implemented a CRM solution in sales,
marketing, and service areas to enable
cross-selling, collaboration, campaign track-
ing, and consolidated reporting.

+ Automotive Manufacturer & Distributor:
Conducted a CRM Impact Evaluation which
helped them clarify the business case for
CRM, understand the potential return, and
provide an implementation roadmap.

We also actively monitor and track:

¢+ Sage CRM
¢ NetSuite
+ Right Now Technologies
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The technical skills and functional expertise of the
project team are only part of the picture. A well
designed methodology is instrumental in bringing
all elements of the project together for successful
delivery.

digitalKnowledge follows a flexible approach that
recognizes the unique challenges that come along
with each individual project. Our methodology
includes practical tools and techniques for
addressing the needs of real-world situations and
our approach aims to maximize the effectiveness
of the team while keeping overhead low.

Key aspects of our methodology include:

. Holistic project approach; develop partnerships
with our clients

* Identify key business needs and requirements
first — we don’t lead with the technology

. Incorporating Certified Project Management
Professionals (PMP) on each project to ensure
we deliver accurately, on-time and on-budget

. Strong emphasis in planning and preparation
to ensure your business goals are fully met

. Quick wins and phased rollout to maximize
success

. Sensitive to change management; incorporate
personalized training to increase adoption

To learn how we can help your organization realize its CRM vision, contact us at C )* +.
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