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Chapter 2 : Getting to Know Your Customer
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Chapter 3 : Conceptualizing the CRM Design from Business
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Solution Blueprint
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Key
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Process Catalog

The process catalog for the purpose

of the blueprint document is

captured in Microsoft Excel and

embedded here. For the most

current list of processes,the project
TFS instance should be referenced.

Statistics

Product

Private

Corporate

Retail

o

Total Workstreams: 5
Total Processes: 331
Total Requirements: 1355

Total Processes by Workstream

20

40

(1)

Consumer

80 100

PROCESS OWNERSHIP-WORK STREAMS

Based on the breakdown of processes within the catalog and the organization of the
exchange, the process catalog has been organized into the following workstreams:

PRODUCTS

This workstream will focus on the processes for managing product and pricing and
category data. This workstream will have joint ownership of the core setof products
with the Retail, Consumer and Corporate workstream.

Retail (Branch and Web)

This workstream will focus on the processes for the branch management and teller-
operation as well as a set of processes related to POS that are specific to retail
branches. This work stream will have joint ownership of the core set of branches
and Teller processes.

Consumer
This workstream will focus on consumer.....

Corporate
This workstream will focus on processes in B2B and corporate accounts. This work
stream will have joint ownership ...

Private
This workstream will focus on the processes for managing private investors and
relationship managers processes.
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Chapter 4 : Architecting Your CRM Platform — Preparing for
Today and Tomorrow
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Chapter 5 : Utilizing Artificial Intelligence and Machine
Learning in Your CRM Platform
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— ‘ Big Data
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Artificial Internet of Things (IoT)

Intelligence

First City International

Welcome to our Portal

First City
International
Insurance
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’_,ef“ 0 Image Recognition

Y,
/
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%9 Language and Text Understanding
%

Car, Property and Life Insurance

Choose the right insurance

Get a quote right now and here
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Hi! I'm a bot and can help you get your

insurance 24/7.
guten morgen 0

Ihre Versicherung 24/7,

botjouro

Salut ! Je suis un bot et peut vous aider 3 obtenir
votre assurance 24/7.

@ Hallo! ich bin ein Bot und konnen fhnen helfen,

e Hi! How can | help you today?

e Hil I'm a bot and can help you get your

insurance 24/7.

EI Type 3 Message... =

f

Hi! How can | help you today?

e Hi! I'm a bot and can help you get your

insurance 24/7.
what can you do? 0

| can help you will all of your insurance needs.

9 ‘Whether you're in the market for a new auto or
home policy, needing to make a claim, or just
have questions, I'm here to help 24771

El [rype a message... }' \!r



| need an insurance please O

’
Loading options...
What kind of insurance are you looking for
today?
[Za] Fype a message... > 4

What kind of insurance are you looking 101
today?

[Zaa] Frype a message... > 4

What kind of insurance are you loaking for
today?

@ | can help you get a new automotive policy.
Are you an exasting customer?
O -

3

Type a message... > !



| can help you get a new automotive policy.

Are you an existing customer?
Yes

No

Great! Let me retrieve your information.

What's your full name?

=0

‘Great! Let me retrieve your information.
What's your full name?

Max Fatouretchi 0

And the last four digits of your social security
numbier?




]

=

And the last four digits of your social security
number?

One moment please
Hmmm | can't find a customer with those details.

Right ncw | can only help existing customers.
Please contact our call center instead on 1-800-

Great! Let me retrieve your information,

What's your full name?

e )

And the last four digits of your social security
number?

234




e One moment please

I've found your existing policies. If you insure
e your new car with us, you'll get a 10% multi-
policy discount.

| can also see that your daughter on your
other policy just turned 16 years old; should |
@ include her on this one as well?

Yes:

No

[Za] ypeamessage.. > 1

Ve ToOUNd YOul existing poscies, 11 you i e
@ your new car with us, you'll get a 10% multi-
policy discount,

| can also see that your daughter on your
other policy just turned 16 years old; should |
@ include her on this ane as well?

Yes

No

- ®

e OK. What make of car do you want to insure?

[Zaa] Tywea message... >



And the year?

206

2Mm3

EI Type 8 MESEAge...

And the year?

206
o -

23

Do you have a photo of the car?
Yes

E Type 3 MESSIge...




more fike a man ding on 3 snow ¢ d

o Hmmm..that doesn't look like a car. It looks
mountain to me.

Please click the image upload button below to
select your image.

E Type 4 message... > &

Leve Chat

e That looks great. Nice purchase!

That's all the information | need. Let me generate
a quote for you.

@ Type a message... > L]



Live Chat

=

e That looks great. Nice purchase!

e That's all the information | need. Let me generate
2 quote for you.

We can insure your new 2016 Ford Fusion
e for just €146.50 per month. This includes

coverage for your whole family and a 10%

discount given your existing policy with us.

e What do you think? If this sounds good, we
can start your coverage nght now!

@ Type & message.., = L)

Live Chat

do you think? |}
§ can start your coverage right now!

| think this is too expensive O

| understand. We really want to make this work.
e Let me see if a human agent is available to
review this in more detail,

Jane is joining the conversation

love to help you with the 2016 Ford Fusion

@ Hello Alice Cison, it’s a pleasure to meet you. I'd
quote!

[Za] Frype a message... >
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Topic* Auto Insurance.
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Custamer Profile
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License

g Deperdents

Make
Model

Alice Olson
Active (5+ years)
Daugliter (DOB 09/02/00)
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Cloud

Social Media

Big data

Al,

Shop/Branch
Operation

Documents

Inbound Online
Support Services
Center

Contact History Clients

Campaign

Management

Data
Warehouse

Mobile

Accounts

Customer
Information
Analytics

Contact




Chapter 6 : GDPR and Regulatory Compliance

People Process

Data

-

Chief Privacy Officer (CPO) Data Protection Officer (DPO)

Responsible for informing employees of their
compliance obligations as well as conducting the
monitoring, training, and audits required by GDPR.
She or he can be an employee or contracted from
outside the company.

Responsible for establishing organizational guidlines
for managing customer data, and for ensuring that all
applicable legal guidelines of GDPR are followed. She
or he is consulted for technology choice as well as
overall accountability.



o/

Credentials
Compromised..

Phishing

Responsibility

Data Classification and
Accountability

Client and endpoint
Protection

Identity and Access
Management

Application Level
Controls
Network Controls

Host Infrastructure

Physical Security

B customer

On-Prem laaS Paa$S Saas

Cloud Provider  Shared



Chapter 7 : CRM Integration Strategies

Campaign Mgmt.
Segmentation

E-Marketing

Lead Mgmt.

Loyalty Mgmt.

Marketing Resource Mgmt.
Enterprise Marketing Mgmt.
Marketing Performance Mgmt.
Partner Marketing

Data Mining
Performance Mgmt./
Dashboards/KPls
Personal Productivity
Customer Value Analysis
Sales, Service, Web
Field Service Analytics
In-Line, Event-Driven

Field Force Optimization
Wireless Mobility

Parts Planning
Contract/Warranty
Remote Monitoring
Fleet Management
Dispatch and Repair

Sales Force Automation
Lead Management
Sales Configuration
Order Management
Pricing Management
Sales Compensation

Sales Performance Mgmt.

Marketing

Customer
Service

Integrated
CRM

Field
Service

Store

Web Storefront
Catalog, Pricing
Inventory

Sales Partner Mgmt.

Regulations

Deficiencies

Dependencies

Contact Center/Call Center
Community Management
Service Analytics

Desktop Productivity
Workforce Optimization
E-Learning

Workforce Mgmt.

Q/A, Menitoring
Self-Service/E-Service
Knowledge Mgmt.

E-Mail Response

Surveys

Unified Communications
Trouble Ticketing/Case Mgmt.
Enterprise Feedback Mgmt.

Customer Data Integration (CDI)
Product Information Mgmt. (PIM)
Business Process Mgmt.

Master Data Mgmt. (MDM)
Enterprise Information Mgmt



Commercial and Retail customers and all other

Corporate customers

s issued (credit
cards, debit cards)

workplace acc, credit cards acc etc.

=My work
4 Activities

Internet Banking
Queuess o
Articles profile

%4 Contacts Bank Br

Internet Banking
=¥ sStores customers

Stores with POS
machines

Bank Units (Branches

and Brokers etc.)

Key
Components

Relationship il

Structure Sales
Feedback

(Loop) Devel

IT oper
Processes

Customer

i:?;;i:: CRM . Service
IT Integration .
Dependencies Integration
Technics
Stake Initial
holders Load

Data Center
Operation System
Management



Multiple Customer Sessions
Simultaneously

Multiple Applications per Session

Call Scripting for Efficiency and
Consistency




Enterprise
Application
Integration
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EAI
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Enterprlse SerV|ce Bus (ESB

Service-
Oriented
Architecture

(SOA)

Mi crosoft
Power
Platform



= Data Ownership = Data Modeling

* Data Stewardship * Data Taxonomy

» Data Policies » Data Relationship
* Data Standards

= Data Migration

» Data Storage ® Master Data Management

* Data Access * Reference Data Management
* Data Archiving » Metadata Management

* Data Retirement

= Data Profiling = Data Privacy
* Data Cleansing » Data Retention
» Data Monitoring * Regulatory Compliance

+ Data Compliance
*» Data Traceability




Treasury s

Treasury s

-
s

LOAN

A\ 4

Batch connection

r
<

Real-time connection

CORE

A 4




The Ripple Effect

Mobile
Social
Views Web Services
Charts
DB Tables :
Creating a Offline
new record Forms
records...
CRM Servers... (loading millions of records per hour)
CRMsl CRMs2 CRMs3 CRMs4 CRMs5 CRMs6 CRMs7 CRMs8 CRMs9

g 3 CRM Servers on Hyper-V 3 3 CRM Servers on Hyper-V
CRM1 CRM2

Hyper-V Manager Hyper-V Manager

g 3 CRM Servers on Hyper-V

Hyper-V Manager

Domain Controller

2 R
)
CRMAD

Storage

Active Directory / Domain Controller DB Serve
DNS Server

CRM Clients




Chapter 8 : Cloud Versus On-premise Versus Hybrid — The
Deployment of a CRM Platform




Accessible via
internet

Control over
@ operational costs
Innovation @

R | Flexibility and
an scalabilty

1

E Pay as

you go Mobility
No need for
internet
Full control
: | d
Regulations -’ ata
| —
| —
-_— Upgrade
On-Premises as needed

Lower local

costs of services - In-house backup

jiid 12



Responsibility On-Prem laaS PaaS SaaS

Data Classification and
Accountability

Client and end-point
Protection

Application level

Controls -
Network Controls - -

Host Infrastructure - -

Identity and Access
Management

Physical Security

B customer Cloud Provider  Shared
Cloud - T

oo
A
\
[¥a)
m
2.
ol
=
w
i :
’
Ay
~

~ r

Servers Files LoB

6
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Releases/Year One release  Two releases (April and
October)
Upgrade/Update By admin Continuous Automatic Updates ~ Mix By admin
and Rollups. Automatic
Upgrade after approvals
Skype (business), Yes Yes Yes Yes
Yammer, Exchange,
SharePoint
Office 365, Power No Yes No Yes (federated)
BI, ML, Bots, Social,
Authentication Active Dynamics365 Authentication and AD, ADFS, ADFS, Synch Azure
directory Azure AD-Synch, Azure
Synch
Large Data Faster with Latency optimized by bulk API, Mix Very fast
Integration low latency or Azure-Server
Mobile for Smart Yes limited Yes (online and offline) Yes Yes

Phone and Tablet



Chapter 9 : CRM Differentiators

4t Industrial
Revolution

3rd Industrial
Revolution

2nd Industrial
Revolution

15t Industrial
Revolution

.Computing

.Electricity

.Stea m

.Artificial

Intelligence
Smart Home
Smartphone
Accurate Forecasting
Predictive Analytics
Google

Alibaba

Amazon

Social Engagement
Facebook

Chatbots
Augmented Reality
Machine Learning
Bots

Cloud

1700 1800

Artificial

Intelligence

1980

2020



r%\ Max Muster And then you arrive at your seat to find nail clippings
< waiting for you....2. QF1 17J. Qantas

|
L)
o

12 Kommentare
E[b Gefallt mir () Kommentieren

6 weitere Kommentare anzeigen 4 von 10

'ﬁ‘ Max Muster Qantas managed to share their own
- "disappointment” before blithely palming me off to a customer care
website to complete a report. No apology. Quite Mind blowing

#gantas
Gefallt mir - Antworten - 11 Std.

&‘ Max Muster

€ Replies Q

T Qantas©

7 HiMarkus, we're disappointed to
hear that the level of service was
not provided for your journey. We
recommend that you discuss this
further with our Customer Care
team via this link to have this
reviewed: http://bit.ly/2TvQVna.
KO

QANTAS COM
Customer-care-feedback-for
QaNnTaS

@ m
17m Like Reply

Gefallt mir - Antworten - 11 Std.
o Eva Smith They always been like that. Their poor customer
service is legendary

Geféllt mir - Antworten - 6 Std.

% @ Max Muster hat geantwortet - 1 Antwort 4 Std.

w Lis Tylor Who clips their nails in public. So common.
Geféllt mir - Antworten - 4 Std. o !
ff‘i', Kommentieren . @ ]

PowerApps

Built-1n connections
to 200+ systems
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Find the hot leads

Enriched with
next best action

Tight cloud
integration

e e

s

\

Move lead information Active sync
back and forth . .

Cognitive @ é Marketing
\

Services

Twitter - Sales
LinkedIn o
Facebook Robotics © Cusomer
- Service
Blogs
Messageboards Integration
[ J
e) Q O tools P~ A
. . oNe
Mobile socia Machine Field Service
Media Learning
Social Data
S L m®
Office Stores/Retail

|
\

Busi Intelli . .
usiness Intetigence * Enterprise Resource Planning



Power BI

Power Apps

Flow

Common
Data Model
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Original Data
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360° client
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