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GreaterChinaCRM

CRM is not just about software.
the keys to CRM success are ;

"Strategy, People, Process, Technology and the
Customer”.

Founded in 2001, GreaterChinaCRM preaches
"CRM Success Beyond Software" via cccrMm pPortal,

Consulting Associates, Institute and The 3C MethOd(a CRM method
jointly developed by Customer Marketing Institute (Netherlands-based)

and GreaterChinaCRM tailors for the Greater China market. )

Our mission iIs to improve the success rate of CRM
Implementations in Greater China.

- GCCRM.com ;the bilingual CRM portal with 70,000+
members from over 100 countries .

- - In GCCRM Research Institute, on CRM in China,
"Best CRM Practice in China", "CRMBodyCheck " and
"China CRM Solution Guide".
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Sampson Lee Founded in 2001,
GreaterChinaCRM, GreaterChinaCRM preaches
President "CRM Success Beyond Software"
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Paul Greenberg, “CRM at the speed of light’.
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Paul Greenberg

"CRM and irony is probably the only
combination of concepts involving CRM that |
haven't written about. Yet as 2005 comes
upon us, this last bastion will fall and, as you
will see, 2005 shapes up to be an ironic year,
and potentially momentous one, for CRM."

In addition to being the author of the best-selling CRM at the Speed of
Light: Capturing and Keeping Customers in Internet Real Time, Paul
Greenberg is President of The 56 Group, LLC, an enterprise
applications consulting services firm, focused on CRM strategic
services.

His book, CRM at the Speed of Light: Essential Customer Strategies
for the 21st Century, now in its third edition, is in 8 languages and
been called "the bible of the CRM industry". It is used by more than
60 universities as a primary text. It was named "the number 1 CRM
book" by SearchCRM.com in 2002 and is one of two books
recommended by CRMGuru. The Asian edition of CIO Magazine named
It one of the 12 most important books an Asian CEO will ever read.
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Sidney Yuen
Hong Kong Call Center Association, Chairman
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SINA Reports First Quarter 2005 Financial
Results
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Best IT: Lenovo Group
Represented by Ms Wang Xiaochun, Vice President,
Lenovo Group

Prize presented by Mr Paul Greenberg, Executive Vice President,
CRM Association, U.S.
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Best Manufacturing: Sony (China) Limited
Represented by Mr Tatsuo Muranaka, Group President,
Sony (China) Limited
Prize presented by Mr Junkyo Fujieda




19 award-winning enterprises

Cross-industry Grand Award:China Ping An Group
Cross-industry Grand Award: Sina.com
Cross-industry Grand Award: China Hewlett-Packard
Best IT: Lenovo Group

Best Manufacturing: Sony (China) Limited

Best Insurance: Manulife-Sinochem Life Insurance Co.,

Best Servicing: Bertelsmann DirectGroup China
Best Airline: Air China

Best Automobile: Shanghai Volkswagen

Best Pharmaceuticals: Wyeth-Ayerst (China) Ltd.




19 award-winning enterprises

Best Bank: China Merchants Bank

Best Telecom: Siemens Shanghai Mobile
Communications

Best Hotel: Shangri-La Hotels & Resorts

Best
Best
Best

Real Estate: Forte Group
Retalling: Starbucks Shanghai

-MCG: L'Oreal China

Best Logistics: DHL-Sinotrans
Best Securities: China Securities Co., Ltd
Best Internet: Alibaba.com




honorable moment - group photo of all 19 senior representative
of award-winning enterprises:
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From left to right: Candice Ng-Chee(Meta Core AsiaManaging Consuiltant),

Naras Eechambadi Quaero,CEO), Rosemary. King(Quaero, Co founder),
Prof.,Junkyo Fujieda (President of CRMA Japan| , Sidney Y uen, (Hongkong
Call Center) Prof.,Rafael Rodriguez Focused Management,




2005-2006 CRMA National Officers

C R M m \ | The Forum For Building Better Customer Relationships
Customor Ralationship Marapemant Associaiian ,

W B ' S/dent:
Michael Thomas,

Executive Vice President: CRM Essentials
Paul Greenberg, 56 Group

P of Analyst Relations:Ginger Conlon, crRM Magazine
P of Communications: Share Reeves, NetNack

P of Marketing: Tara Scarlett, Integrative Logic

P of Memberhship: Marsha Calfee, Net Bank

P of Sponsorship: Paul Ward, PKWard

P of Strategic Growth: Jason Johnson, Columbia River
Group

Co-VP of Technology: Brent Leary, CRM Essentials




CRMA USA :Board of Directors

Ginger Cooper, Founder and President of the Board, CRMA
Jill Dyché, Baseline Consulting
Erin Kinikin, Forrester Research

Brent Leary, CRM Essentials
Michael Maoz, Gartner q
Michael Thomas, CRM Essentials A

? Bob Thompson, FrontLine Selutions
Bruce Culbert, President of Cultech

Ginger Cooper, Founder and President of the BoardpCRMA
Ginger Is a freelance journalist on the SFA/CRM
Industry for 15 years.

She founded the CRM Association (CRMA) in May of 2000.




CRMA-USA Chapters

PROVIDING EXPERIENCES FOR CUSTOMER CENTERED INDUSTRY
Customer Relationship Management (CRM) is.now part of the mainstream.
Customer strategy is “ordinary” and something that is a day-to-day

concern for all enterprises, large or small.
The business universe has shifted its focus from the company at its
center to the customer at its hub.
As a result, the CRM supplier industry has matured.
More than ever, firms that do nothing but work involving the analysis
and enrichment of customers abound.
CRM as an industry has not just practitioners, but vendors, integrators;
management consultants, boutique specialists, evangelists, ‘analysts,
pundits, bloggers, authors and even detractors!
As the industry has matured, so has the customer.
The customer experience, formerly an art and a gut check, is now a
cutting edge science that is necessary for business growth and
differentiation in an era where customers are fully empowered and
highly volatile.




Promises OF CRMA

The CRM Association aims at representing the industry as
not just a purveyor of knowledge and information,

but an action-oriented association that will

protect and promote the interests of customer relationship
management & provide the members with the tools that it
needs to enrich and improve that customer experience

(1) Represent the industry as a whole, not special interest
groups within the industry

(2) Provide a forum for the industry and the practitioners to
Interact without fear or pressure

(3) Be a center for the dissemination of knowledge and
Information to the CRM community

(4) Provide services to the community that will enhance
business and careers associated with the industry

(5) Provide members with both mainstream and cutting
edge tools and best practices .

(6) Provide the important industry standards so that
members can interoperate knowing the quality of what
they are giving & getting.

(7) Represent the industry’s best interests in legislative and

other activities through programs to heighten awareness

and support of important issues that impact the industry
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C R M ; ' The Forum For Building Better Customer Relationships

Cusiomar Relatimghip Manageman Afsocustian .

Login
2005 is the Year to Optimize Your Customer’'s Experience!

= CBM Resources
= Ahout Us

= Event Calendar

The CEM industry has matured. — join the CEMA today.

= Chapter Finder

el customerthink Leadership Summit 2005

= Membership . : S .
S ContactUs CRMGuru’s annual event, the CustomerThink Leadership Summit. is coming up soon!
- CRMA Job Board | Click here for more information

June 14-15, 2005

Chaminade at Santa Cruz

Santa Cruz, California

CRMA Members receive a $100.00 Discount by using the code "crma’ when registering.

Attend the CRM Solution Providers Expo
May 10, 2005 --2:00-5:30 pm Seattle

Avoiding the Pitfalls in CRM Software Selection!
Fresented by the CRMA Seattle Chapter,
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CRMGuru's international forum of customer management Ihcru_[_;hr feaders
June 14 and 13 Space is limited!
Chaminade Register Now!
Santa Cruz. California

The Future of CRM Is Here. No sales pitches. No demos.

mmit Partner

Are You Ready To Lead Your Industry? Just the best CRM insight.

What can you do to improve

el Honoring the winners of the
your customer-centricity?

Customer-Centricity Leadership Awards:

q Find out in these keynotes: amazoncom. TESCO

d help? Call

LA S A S
Customer Management: Realizing fts

Promise amd the New Business :
Paradigm - m I
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Cathy F. Burrows, " a

.

Summit plus two nights hotel at Chaminade June 13-14, 2005.

Save $70 off the price of booking hotel rooms separately.
$1,895
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6:00 o.rr. Welcorne Recegilon arid Dinner
_ _ SUMMIT DAY 1
7:30 a.m. Registration and Breakfast
8:15 a.m. Welcome

8:30 a.m.

9:15 a.m.
9:45 a.m.

10:30 a.m.

11:00 a.m. Panel: The Business Case for Putting Customers
First noon Lunch 1:00 p.m.
1:30 p.m. Think Tank:

Think Tank:
3:00 p.m. 3:30 p.m.

4:00 p.m. Awards Presentation and Panel
5:00 p.m. Closing Comments, Adjourn Day 1
6:30 p.m Reception and Dine
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June 15" SUMMIT DAY

June 15"

7:30 a.m. Registration and Breakfast
8:15 a.m. Welcome

8:30 a.m. Keynote

9:15 a.m.
9:45 a.m.
10:30 a.m.

11:00 a.m. Technology Trends To Watch in the CRM Industry
1:00 p.m.

1:30 p.m.Think Tank:
Think Tank:
3:30 p.m.
4:00 p.m. Closing Comments, Adjourn Summi
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stomerthink Leadership Summit 2005  crmgugy

Agenda Sessions Speakers Hotel & Travel Registration

Speakers

Keynote Speakers

ARTMERS

Cathy F. Burrows is director of Enterprize Information and Customer Management
support for RBC Centura Bank (a subsidiary of Hoyal Bank of Canada), based in Morth
Caralina. Burrows develops and implements enterprise information strategy to suppont
business process standardization and customer relationship management programs.
Eartlier, Burrows was a senior industry consultant for Teradata, a division of NCR and a
national manager, Consumer Markets, for Royal Bank of Canada. Before joining Royal
Bank in 1989, Burrows held marketing and sales roles with UK. -based packaged goods
manufacturer Reckitt & Colman Inc. She has a bachelor of arts degree in sociology and
business from the University of Toronto, Canada, and an MBA from York University's
Schulich Schoal in Toronto, Canada.

mmit Partner

LENOS

Linda Denis, vice president, Customer Relationship Marketing, Intrawest Corp., has been
in marketing for 25 years. She leads a team of CRM specialists in Intrawest's Leisure and
Travel Group, which owns and operates 10 of the leading ski resorts in Morth America.
Previously, she worked at TELUS, where she headed its Customer Relationship Marketing
Tearn. Before that, Denis worked with two ad agencies, Bryant Fulton & Shee (how part of
TEWWA) and Palmer Jarvis (now part of DDB) in the area of direct response marketing.
Eatlier, Denis operated her own business designing and manufacturing packaging for
retailers across Canada. Denis began her career with JWWT Direct in Toronto, specializing
in direct mail and local store marketing for such clients as Midas Muffler, Burger King and
the Toronto Blue Jays.

5 |=mr= =i =
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Jim Barnes, an intermnationally recognized consultant, speaker and author on customer
relationship strategy and metrics, approaches the creation of custamer relationships from
the customer's viewpaint. His views are based on more than 30 years of experience in
researching customer relationships and loyalty on behalf of clients in Morth America and
Europe. Barnes operates his consulting practice, Barnes Marketing Associates, Inc., from
his base in Canada. His most pertinent book for CEM practitioners, Secrets of Customer
Helationship Management: It's All About How You Make therm Feel was published by

hc Grawe-Hill,

Bill Brendler, of Brendler Associates Inc., teaches arganizations how to change. He has
helped numerous companies eliminate customer retention problems by facilitating changes
in the culture. Brendler has written numerous articles and is quoted extensively in top
business publications. He is the author of the best-selling online book, Change Leadership:
The Management'CRM Connection, and is a keynote speaker at industry trade shows
around the world,

Silvana Buljan has been working for more than seven years in CRM and eCREM projects
as project manager and consultant for blue-chip clients. Her industry expertise is in the
autorotive, air transport and services sectors. She worked for PwC Consulting and
Fixelpark before founding her own consultancy, Smartworssx, which specializes in CEM in
the Spanish-speaking markets. Her focus is in supporting her clients in making CEM waork
throughaout the whole organization, cultural change management and training.

Jay Curry originated "Customer Marketing," a structured methodology for implementing
and prafiting fram CREM. Thousands of businesses have adopted Customer Marketing,
supported by Customer Marketing books and tools that have appeared in six languages.
Curry is president of Jay Curry Associates, an Amsterdam-based consultancy specializing

in non-profit companies and advanced "voice of the Customer” techniques.

|=mr= =i =
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Marco De Veglia has worked in marketing communications since 1980, both inside
international advertising agencies and as a cansultant on the integration of traditional and
digital marketing. In 2001 he founded the CRM Group of affiliate professionals offering CR
consulting and services to ltalian companies. He also founded CRAM ftaliz, the first
newsletter and portal dedicated to CEM in ltaly. Currently, he is supenising the CREM unit of
ARG, the digital-relationship marketing agency of Leo Burnett Group,

Jim Dickie is a partner with CS0 Insights, a research firm that specializes in analyzing
howe companies are reinventing the way they market, sell to, and service customers. He is
also a contributing editor for SRV Wagazine and the author of The Chief Sales Officers
Fuide to CRM and [nsights into High Tech Sales and Marketing and the co-author of The
fnformation Technology Challenge. He is a board member for Baylor University's Center for
Professional Selling. Dickie is a guest host on PBES' World Business Review He has more
than 25 years of sales and marketing management experience. Dickie began his career
with IBM and Stetling Software and then went on to launch two successful softweare
campanies.

Naras Eechambadi is the founder and CED of Quaero Corp. Quaero helps marketing
organizations grow market share and accelerate revenue pedormance by leveraging a
unigue cambination of innovative ideas, best practices and proven technologies. Quaero
serves leading companies in financial services, publishing, pharmaceuticals, travel and
leisure, high technology and retail, providing consulting solutions for CRM initiatives,
marketing autamation and marketing effectiveness as well as turnkey and outsourcing
services. Befare starting Quaera, Eechambadi built the Knowledge Based Marketing
division at First Union Corp.

Donna Fluss is principal of DMG Consulting LLC, delivering customer-focused business
strategy, operations and technology for both Global 2000 and emerging companies. Fluss
is a recognized CREM visionary, specializing in contact centers. She is the author of the
industry-leading 2004 Qualiy Wanagement/Liabilty Recording Product and Warket Report,
widely quoted in leading business and CRM-related publications and a highly sought after
wiiter and speaker. She previously was a vice president and research directar in Garther's
CRM practice and a senior manager at Chase Manhattan Bank.
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| Dick Lee i founder and principal of High-Yield Methods (HYM), a boutigue consulting firm
that warks with select clients that are committed to achieving ocutstanding growth and
profitability through alignment with customers. While Lee was a pianeer in the relationship
marketing movement, he has broadened his focus to include alignment of business
strategies, business process and technology. Lee speaks frequently to both CREM and BRI
audiences--and has authored several books and numerous articles on achieving
custaomer-centricity.

Sampson Lee is the founder and president of GreaterChinaCRM.arg, the first bilingual
CRM portal to focus on Greater China, which is mainland China, Hong Kong and Taiwan,
The purposze of GreaterChinaCRM. org is to share the global experiences of CEM experts
and the development status of CRM in Greater China. Lee is an experienced sales and
marketing professional in multiple industries, including telecommunications and information
technology in Ching and Hong Kong,

Rich Lloyd, director of technology management at Dell Inc.'s U5, consumer business, is
responsible for building a strategic roadmap for consumers' technology investment and
weorking with Dell IT to deliver substantive operating income through technology project
delivery to the business. Lloyd has worked in a number of technical and marketing
leadership rales in his six years with Dell. He also recently worked directly for Dell's chief
marketing officer and was responsible for global CEM and privacy strategy and
implementation. Previously, Lloyd worked for several years in database consulting,
database and web marketing and strategy consulting and financial analysis. He holds an
MBA with distinction from Harvard University and a bachelar of science in finance from the
Lniversity of Litah.

Bill Price, president and CEQ, Driva Salutions, LLC, has mare than 25 years of experience
as a consultant, a CEM instructor at the college and post-graduate level, a writer and a
CRM practitioner, most recently serving as Amazon.com's first global vice president of
Customer Service. He founded Driva Saolutions in late 2001. He has a bachelar of arts in
economic geography from Datmouth College and an MBA fram Stanford University, He

enjoys running, kayaking, collecting modern Japanese prints and old baseball cards,
diciinn inta 1S Blasw oneratinns in World War | and wdath his wife Toodi chasino after his
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Junkyo "Jack” Fujieda, the president and CEQ of both ReGls Inc. (Research
Ervironment of Global Information Society) and CRM Association, Japan, began his career
as a systems engineer at IBM Japan, moving into marketing and sales leadership roles over
the next 17 years. In 1932, he became the CEC of System Development Corp., a
subsidiary of IBM Japan, and joined the board of CEK{Sega. He is the author of several
publications on systems and project management. He has a bachelor's degree from Kyoto
University in Japan.

Mei Lin Fung, CEQ of MLF Associates, Inc., was an early pioneer in CRM. She was the
business analyst for the first integrated sales and marketing application, envisioned by Tom
Siebel at Oracle in 1988, During her career, Fung warked in assembler programming, as a
custormer marketing engineer, as a division controller and in marketing operations at Shell,
Intel and Oracle. She was managing director for YWainscott Yenture Partners, From 2001 to
2004, she worked with Douglas Engelbart, the inventor of the computer mouse, on
next-generation community technologies. She holds a master's degree in management
from MIT,

Paul Greenberq is the president of the 56 Group, LLC, an enterprise applications
consulting services firm focused on CRM strategic serices. He is the authar of the
best-selling CRV at the Speed of Light: Capturing and Keeping Customers in Intemet Real
Time. His book, CRW at the Speed of Light: Essential Customer Strategies for the 275t
Ceentuny, now in its third edition, is in eight languages and has been called "the bible of the
CRM industry.”" Previously, Greenberg was the executive vice president of Live Wire, Inc., a
Massachusetts-based enterprise applications staft augmentation company. Earlier, he was
vice president of marketing for Atlantic Duncans International (how Optimos), and he served
as the director of strategic relations for Mexgen Solutions, Inc. Greenbery lives in
Manassas, Virginia, with his wife and two cats.

Graham Hill is a principal at Sophron FPartners, a specialist Customer Value Management
consultancy based in London. He has more than 20 years experience in all aspects of
customer-driven change program for clients in the aviation, automotive, telecorm and
financial services industries and in the public sector. He is also the Customer “alue
Managerment guru at CRMGuru. com.
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IT enterprises. Rance was the managmg director DfCustumer Centricity Ltd., a consultancy
he established in 1933 to help organizations increase their business perﬁ:urmann:e through
improved customer management. Customer Centricity later merged with Round. Rance has
earned an international reputation as a challenging conference speaker. He escapes to his
14th century manor house in Marth Yorkshire whenever he can and sometimes goes from

there to his golf club to indulge his other passion,

. | Rafael Rodriguez is founder of Focused Managerment Colambia, based in Bogota. His

| firm specializes in CRM, Balanced Scarecard and Activity-Based Costing. Radriguez has
extensive experience in leading peaple, project teams and businesses. He began his

«+| consulting career after 25 years of work in the media and telecommunications, in the
commercial, international and public sectors. Rodriguez has worked in Colombia, Chile,
Feru, Micaragua and the Linited States, He served as an IT consultant for the Pan American
Health Organization. In his early professional days, he warked at the World Bank and

- returned to Colombia to become |3 directar and later planning manager of & major public

utility.

Bob Thompson is CEQ of CustomerThink Corp., an independent customer relationship
management (CEM) research and publishing firm, and founder of CERMGuru.com, launched
in 2000 and now the world's largest CRM industry portal, with more than 200000 members.
Thompson specializes in CRM strategic planning and research. Since 1998, he has
researched the leading industry trends, including how CEM concepts can be applied to
extended enterprise relationships. He is frequently published and quoted in industry
publications such as BusinessWesk, InformationWeesk and Computersorid and speaks at
conferences and seminars warldwide, Before starting CustomerThink, Thampson had 15
yvears of experience in the |T industry, including positions as business unit executive and T
strategy consultant at |BM.

Barry Trailer has consulted with companies with complex B2B sales for more than 20
yvears. He iz farmerly president of Miller Heiman, a sales methodalogy company, and past
president of the GoldMine Division of FrontRange Solutions, a CRM company. Together
with partner Jim Dickie, Trailer conducts primary research on sales effectiveness at CS0
Insights, a research firm that specializes in benchmarking how companies are leveraging
people, process, technology and knowledge to aptimize the way they market and sell to
custorers. CS0 Insights produces case studies, white papers, spacial research studies
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CRM

1985-1990

=> one to one

1990-1995 Database => SFA
CRM Vision
1995-2000

2000 2002 Privacy :

awareness

2003 2005 : :
:ERP/SCM,Channels with Web Service

CRM Operation

2006 2010

ROI Centric Sales; Bl ERP



CRM

2003 9 Peopl eSoft

2003.7 Peoplesoft JDE

2002.7 Navison A/S

2001.10 Kana Broadbase

2001.6 Remedy

2001.4 Quintus(CRM)

2001.3 Interact Commerce
2001.2 Brightware(Channel)
2001.1 WebTrends(Web Analytics)
2000.12 Great Plains
2000.12 Clarify(CRM
2000.12 Continuity
(interaction mgmnt)
Servicesoft
Silknet
Vantive(CRM

2000.9
2000.2

.Oracle July18

Peopl esoft
Microsoft

Peregrine Systems
Avaya(CTlI)

Sage
Firepond(CRM)
Netl Q(Network)
Microsoft

)=12 Nortel(Telecom)

DELANO
(marketing mgnt)
Broadbase(CRM)
Broadbase(CRM)
PeopleSoft(ERP)

7.7B

$1.7
$1,450M
$71M
$1,080M
$60M
$263M
$23M
$1,000M
$1,100M
$2,100M
$18M

$645M
$4,000M




ROI — PDCA( Plan Do Check action)

Price Customization
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An Enterpr se Taxonomy Server Architecture
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Existing taxonomies, thesauri and other source datasets imported and converted

* Subject matter experts from around the organisation

design and maintain taxonomies

Taxonomy APT calfs,
. : server i
Metadata assignment in _ serving XML
content, document, dig:tal

asset and records
_Aul:ﬂmatad dasmﬁca;mn and ‘

; bumn‘ess
* applications

directories

ranagement systems
cument muung

Cantent émdmatmn subseription,

Source: Wordmap Limited

lllustration 1. An enterprise taxonomy server manages the content categories that are used by enterprise portals,

enterprise content management systems, and other kinds of enterprise applications. Most importantly, the
terminology and categorization is managed centrally. The taxonomy server provides tailored views of the content
categories through API calls serving XML elements.
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CRM

—JF views

st Phase;
2" Phase;
3rd :)hase;
4™ Phase; & =
Phase, & Web SOAP XML
Phase; SCM/ERP M easurements
Phase, & SOA
Phase; Security & Privacy & Taxonomy

10th Phase; Architecture , Best Practice Library, Governance

TOGAF’ ITIL’ COBIT (Control Objectives for Information and related Technology)

11th-on; RFID, E-Card with wireless & Bio ID
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ITIL (IT Infrastructure Library)

e 90 ITIL IT

Infrastructure Library ITIL
OGC: Office of Government
Commerce IT

Request For Proposal

1995 6 ITIL
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Figure 5
Skill Sets Have Shorter “Shelf-Lives" =
IT Skills Shift from "Hot" to "Cold” at a Quick Pace
2000-2001 Skill Shift 2001-2002 Skill Shift
2001 Rank 2000 Rank  Skill Movement 2002 Rank 2001 Rank Skill Movement
1 3 Unix - 1 n/a Unix/Tornado Development D
Z 2 (++ No change 2 1 Unix -
3 1 Java - 3 3 Java No chan
4 5 saL P 4 /a COM (Microsolt) ﬁ
5 b Visual Basic L ) 4 SOL v
b 4 HTML . b nfa Development Life Cycle for Software
i 12 C Language o T nfa Develop Design Specs
§ 8 Oracle 8/8i No change 8 nfa Dev. Programming Code to Spec.
9 T SOL Server -w 9 n/a Dev. SW Architecture
10 10 Microsoft ASP Mo change 10 n/a Dev. Methodology and Procedures
1 9 Windows NT4 w Il n/a Project Leadership
12 n/a TCR/IP NEW 12 i [+ v
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