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Agenda

� What really matters in CRM and the key lessons 
learnt so far

� Information Driven Selling 
� Why Oracle?
� Next Steps



CRM in the Financial Services Industry

“Customer Data is a bank’s greatest asset. Our goal 
is to achieve a much better understanding of our 
customers and their needs based on real-world 
information obtained directly through customer 
interactions. This will allow faster time to market and 
better product alignment…leading to growth in 
market share and improved cross selling and up 
selling”.

Derek Wong
Managing Director
Dah Sing Bank
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Best Kept Secret # 1

� Oracle CRM solutions address the real CRM critical 
success factors as learnt from the initial wave of 
CRM
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The Oracle Information Architecture, Customer Data 
Hub and eBusiness Suite enable your organisation 
to focus more of its time and resources on 
addressing the People,  Policy & Process 
challenges.



Best Kept Secret # 2

� What does really matter in CRM?



Seven reasons for CRM failure (or seven areas you can use for 
success)

1. Data is ignored
2. Politics Rule
3. Then IT Organisation and Business users can’t work together
4. There is no plan

5. CRM is implemented for the organisation not the customer
6. A flawed process is automated
7. No attention is paid to skill sets

Gartner 2001, S Nelson & J Kirby



It’s information that matters.
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CRM Mk 1 focused above the surface
- it’s obvious & immediately tangible
- is where the pain is first felt
- can provide immediate relief………(and remains vital)
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Correspondingly that is where the 
spend has been
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However by only treating the symptoms without addressing 
the systemic causes the cost is high!



“Poor data quality costs organisation
between 10 and 20 % of Gross Revenue”

“Quality data reduces business costs by eliminating the costs of scrap 
and rework caused by inaccurate or missing data. But more significantly, 
quality data eliminates missed and lost business opportunity…”

Larry English - President of Information Impact International, Inc., 
Brentwood, TN.  



In your own organisation consider the cost of:
� Wrong address, returned mail
� Poorly targeted marketing campaigns
� Inaccurate forecasting resulting in waste or resource and 

wrong staffing levels > Lost Sales
� Duplicate contacts
� Reduced customer satisfaction > attrition
� Missed Sales opportunities



Customer DatabaseCustomer Database

Customer IntelligenceCustomer Intelligence

Business Business 
ProcessesProcesses

Sales Sales 
& & 

ServiceService

What really matters in CRM lies 
below the surface



The lessons learnt……

� As organizations soon found out that functionality is 
as only good as the data that enables it.

� Gaining compliance was incredibly hard
� Departments persisted with their own siloed data 

stores
� CRM systems became just another silo



Oracle Customer Data Hub
(and why it’s key to CRM)

� Unifies Data Across Heterogeneous Systems
� Centralize enterprise data model, quality, enrichment, 

process

� Synchronizes Data Continuously 
� Share data among transaction, analytical, partner 

systems

� Prevents Data Errors
� Centralize validation and maintenance 

without compromising security and data ownership

� Provides a 360 Degree Enterprise View
� Any related data from any source in real time



Best Kept Secret # 3

� Different business functions need largely the same 
data…..they just use it differently.



Reduce Complexity 

� Processes span multiple business functions
� Operational CRM exposes the complexity of 

business processes…and redundant policy and 
procedures (I.e. Security & Audit)

� Different functions need different tools….though 
they are serving the same customer

� What 360 Degree view means to you

� Enter data once! Use it multiple times!



End to end visibility

“    Every step of the way is tracked within Oracle. The 
operations people do their task as per normal, but what 
we have from the shop floor right now is used by costing 
and finance. This also provides customer service and 
anyone on the business or customer side the ability to 
track movements without logging into a different system.”

Jeff Chang, Business
Systems Manager
Silterra
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So instead of spending like this……
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Consider spending like this…



Best Kept Secret # 4

� Information Driven Selling is where the money is in 
CRM!



Service should not just be a cost….

With Oracle CRM solution and Oracle9i Real 
Application Clusters, we can give customers reliable 
individualized services and products. We now conduct 
one on one target marketing, making the call centre not 
just a service tool, but a strategic tool to increase 
market share and profits while cutting operating costs.”

Myung – Wook Ahn
Director of Customer E-Industry Department Call Centre
Dongbu Insurance
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Why Oracle CRM?

� Data Consolidation & Oracle Information Architecture – TCO
� Completeness of Solution – Integration across business 

processes
� Oracle enables you to “Pay as you go”, while working towards 

strategic objectives



Next Steps….

� Please visit the DEMOgrounds to explore our solutions via 
demos and/or hands-on labs

� Meet with your Account Manager or one of our Sales 
Team to arrange for a more detailed discussion regarding 
you CRM requirements.

� Please visit www.oracle.com
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