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Oracle’s Siebel Customer Relationship Management (CRM)
applications enable organizations to sell to, market to, and serve
their customers more effectively across multiple channels in any
industry. Siebel CRM empowers organizations to meet the rapid
pace of change so they can capitalize on the best opportunities for

growth while ensuring maximum satisfaction levels for customers.

Siebel eCustomer Self-Service Application

The dynamics of the customer relationship are changing dramatically in today’s
business environment. Heightened competition, new distribution channels,
increased access to information, and new technologies have shifted power to the
customer. Companies can no longer compete on price, product, quality, or
distribution alone. As a result, organizations must conduct business the way the
customer chooses: anytime, anywhere, and across any channel. And to ensure the
customer’s repeat business, the company must provide a seamless, integrated
customer experience across all communication channels throughout the entire

relationship.

Supporting business-to-business and business-to-consumer eCommerce, Siebel
eCustomer enables companies to deploy a complete customer portal via the internet.
Siebel eCustomer combines the functionality of Siebel eMarketing, Siebel eSales,
and Siebel eService to allow organizations to sell to and service customers across
the entire life cycle. From customer engagement and product selection to online
ordering and customer self-service, Siebel eCustomer’s comprehensive functionality
reduces the expense of integrating, maintaining, and upgrading a variety of
applications that address only one part of the self-service strategy. And, as part of
the Siebel eBusiness Applications suite, Siebel eCustomer integrates seamlessly
with other Siebel eBusiness Applications, including Siebel Call Center, Siebel Order
Management, Siebel Field Service, and Siebel Partner Portal so that customer
interactions are coordinated across all channels, including the web, telephone, field

sales, and partner networks.

Engaging the Customer

Siebel eCustomer’s marketing functionality enables organizations to engage
prospects and customers effectively through the creation, execution, and evaluation
of Web-based marketing campaigns. With Siebel eCustomer, organizations can
segment their customer and prospect bases; target them with personalized,
dynamically generated Web- or email-based communications and promotions; and

assess the effectiveness and return on investment of each campaign.

Siebel eCustomer provides each customer with a highly personalized Web
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experience based on the customer’s personal profile, behavior, and past product
purchases. Based on this information, customers receive personalized notices and
product recommendations that are specifically targeted to them, increasing the

likelihood of customers finding the products and services that meet their needs.

Selecting the Product

Siebel eCustomer delivers a superior customer experience during the sales process
by providing a wide range of methods for customers to identify and select the
products and services that meet their needs. Siebel eCustomer provides an online
hierarchical product catalog that contains product descriptions, images, pricing, and
associated literature. Related products may be presented alongside each item in the

catalog to create up-selling and cross-selling opportunities.

To help customers quickly access particular product information without navigating
through the product catalog. Siebel eCustomer offers a keyword search capability as
well as parametric searching to specify the attributes or features of particular
products and perform side-by-side comparisons. Siebel eCustomer allows frequent
buyers to create favorites list or order templates of items they purchase regularly to

simplify their future purchases.

Siebel eCustomer also offers a Quick Add functionality that allows the customer to

add a specific item to the shopping cart by simplifying its name or product code.
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Placing the Order
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and end consumers by tracking and storing user information and using it for repeat
visits. The shopping cart provides full support for customizable, configurable
products; displays personalized pricing; and provides access to all ordering
processes, including quote requests, purchase information, and shipping options. As
customers add items to their carts, summary cart information on every page provides
them with a visual confirmation without disrupting the shopping experience. The
content of the shopping cart may be saved for future use, enabling customers to

create multiple orders simultaneously.

Siebel eCustomer also saves customers’ preferred shipping and payment information
to provide a rapid checkout process. Its repeat purchasing capabilities allow a
customer to reorder an entire order quickly and easily. Customers may also check

on the status of their past orders at any time.

Siebel eCustomer offers comprehensive support for companies conducting business-
to-business eCommerce. With Siebel eCustomer, business customers can control
who has purchasing authority within their organization, define order approval
processes, delegate catalog administration responsibilities, administer corporate

address books, and monitor orders placed by anyone in their organization.

Supporting the Customer

With Siebel eCustomer, companies can build stronger relationships with customers
after the sale while keeping costs under control. Siebel eCustomer provides an
integrated service solution that allows users to perform self-service or receive
assisted service via the web. Allowing customers to serve themselves over the Web
increases overall customer satisfaction as the customer can receive an answer
immediately. Self-Service also reduces costs by leveraging a low-cost
communication channel and therefore decreasing the number of more costly

interactions between the customer and the contact center.

Siebel eCustomer provides complete service request management by allowing
customers to submit, track, and update service requests as well as view agent

recommended solutions online.

Siebel eCustomer improves problem resolution rates by allowing users to quickly
and easily search knowledge bases for past solutions; access frequently asked
questions (FAQs); and view general documents, including troubleshooting guides,
documentation, and product briefs. With Advanced Search functionality, customers
can set their search preferences and create personal searches. The search results are
presented in a web-crawler-like Ul where customers can sort results based on
relevance, data source, file type or date. Moreover, the search engine suggests
relevant keywords that help customers refine searches and find their answers

quickly.

Siebel eCustomer enables customers to manage the complete life cycle of their
purchased assets. It allows customers to register and track their assets and receive
personalized information, including timely product news or alerts; track warranty
agreements; receive recommendations on scheduled service; and submit and track

service requests for asset return, exchange, or repair.
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In addition, Siebel eCustomer provides customer satisfaction surveys that allow
customers to provide online feedback to an organization regarding the quality of
service they received. This real-time feedback is immediately available to call
center agents and management teams and can be used to help organizations monitor
service levels, refine business processes, and develop additional training for agents

to improve customer satisfaction.

Flexible Development and Maintenance

As with all Siebel eBusiness Applications, Siebel eCustomer is based on the Siebel
Smart Web Architecture. This unique technology combines a zero-footprint,
browser-based Web client — meaning there is no software to separately install and
administer on the desktop — with levels of interactivity traditionally available only in
Windows applications. Using Siebel Tools, organizations can easily deploy,
administer, and maintain Siebel eCustomer. This common architecture and
administration environment ensure that all customizations and rules added to any
Siebel eBusiness application are easily leveraged throughout the Siebel eBusiness

solution.

In addition, business owners can easily develop targeted Web campaigns, update
product information, and maintain online FAQs or online knowledge of HTML or
any other Web programming language. Web site processes such as checkout, order
approval, and registration are configured in a graphical workflow process

environment, which simplifies administration of the Web site.

Siebel eCustomer also provides content management capabilities that enable

administration responsibilities for different parts of the product catalog to be
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delegated to multiple users. Employees add content to the Web site in their own
staging environment, and it is then available for managers to approve or revise
before posting. Because it is so easily customized, an organization can easily
project its own branding in Siebel eCustomer’s customer portal to ensure

consistency across the entire Web site.

The Lowest Total Cost Of Ownership

With Siebel eCustomer, companies can avoid the burdensome IT expenses of
integrating, maintaining, and upgrading various point solutions. Having marketing,
sales, and service functionality on a single platform reduces labor and administrative
costs while ensuring that customer information is synchronized and shared across
the entire customer life cycle. Moreover, Siebel eCustomer enables companies to
avoid one of the main problems surrounding eCommerce — the lack of integration
between the web channel and existing sales channels. As a part of the most
comprehensive suite of eBusiness applications, Siebel eCustomer allows companies
to serve customers consistently and affectively across all channels, thereby

increasing revenues and customer satisfaction.
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