eXtending CRM to the Web

Customer facing CRM for the future
David Fertig — June 11 2007 HIDA Ops Conference



The Business of
Business is getting and
keeping customers

- Peter Drucker
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2 If you lost 10% of your inventory year
over year — you would investigate and
correct the issues

e —— 3

~1According to Gartner Group most
distributors lose up to 25% of their
customers a year
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= It costs five times more to get a new
customer than to retain a current one.

= 26 out of 27 customers fail to report a
bad experience.

= Customers don't report bad experiences
because they feel you won't do anything
about it.

= 919% won't return

= 13% will tell 20 or more people, further
polluting your reputation.

= Tom Peters in Thriving on Chaos
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Integrating People with
Process and Technology
“Gaining Employee
Acceptance of

Technology Initiatives”

Dr. Jon Anton

Purdue University

Center for Customer-Driven

82 to 95 % come back if the situation
is resolved well and in a timely
manner.

A well-handled problem usually
breeds more loyalty than before the
negative incident.

If your build a new plant it starts
losing value the aay you complete It.
But a customer increases in value
year over year. — Mcgreevy



Examine some new tools in the customer
service arena

Learn to address customer need’s
proactively — don't wait for the complaint

See what others have accomplished




Track issues (Internally/Externally)
Order Status/Backorder/Shipments
Returns
Billing Disputes
Payments and Invoices

Real time Collaboration
Support issues and training
Sales and Detailed product info

Inventory visibility (supply chain)

G
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= Customer Bill of Rights
= Published Service Levels/Standards
= Golden Opportunity for change

/ ' % = Identify
By = Resolve
= Learn




S [T ] |

S : ’ /

, i ' ’ :
':_.';. ‘_‘;'; . _.‘--v,.:. ‘.:: ¥ / \\
&7 4. Demonstrate Customer \

4 Appreciation '

Provide responsive and measurable
service

Set a timeline for a call back and
document how often you achieve it

Give instructions and training

Invite customer opinions with
polling and email feedback

Share testimonials
Utilize Email and Web Meetings



Retention

ViSIon
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Give them the tools to help you help
them

Doctors will often be thankful for a
24/7 invoice review process

Knowledgebase will allow them to
answer their own questions

Information will now be accessible
to all parties

Build the stickiness that
differentiates you as a distributor
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IDN — Integrated/
Independent Delivery

Network

Wehsite Links

Request#

Customer

Name

Phone

FAX#
Department
Email

Contact Type
Contact Category
Priority

Status

Date Required
Leesar Department
Assigned To

Description of Issue;

Visibility for Hospitals
into the complete
supply chain.



WEEKS @] FRMAN  Customer Reporting System - Update
C 0

1P
Request#

Customer
Contact
Phone

Phone Ext.
Fax

Email
Request/Problem
Severity
Status

Date Required
Department
Date Promised
Assigned To

Description of Problem:
'i: th

Special Instructions:

Comments:

VISION
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Printer Friendly Version




Printer Friendly Version

H Ll
ms MlTH Customer Reporting System - Update

A DIVISION OF HELEY IMPORT COMPANY
Request# 013018 Entry Date 04/19/07 Updated 04/30/07 Open

Customer The Beadsmith
Contact GRACE

Phone

Phone Ext.

Fax

Email GRACE@HELBY.COM
Mod/Problem Froblem

Severity Low

Status Magr Review

Quote Required Mo

Customer Priority

Date Required 04/19/07
Department ADMIN

Menu Path

System Area Accounts Receivable
Date Promised 04/19/07

Assigned To David T

Description of Problem:
C.C.DEC# 150869 VISA..6012
$ 5.49 ORDER SHIFFED

Special Instructions:

C DECLINED AGAIM. - @ 12:05:57pm

CC DECLINED - @ 04:17:21pm

02:07:17pm
C DECLINED AGAIN/E-MAILED REQ UPDATED CC INFO. 36am
¢ declined - (@ 0! 3am

Completion Date
Attached File




= You control what the
customer sees

= Each view gets
tagged to provide a
end to end view of
the life of an issue

= No more dropped
issues or finger
pointing
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Google it!!!

Document resolutions and
processes to create the database

Establish metrics and review them




Benefits Of The 5 Whys

Help identify the of a
problem.

Determine the relationship between
different root causes of a problem.

One of the simplest tools; easy to
complete without statistical
analysis.


http://www.isixsigma.com/dictionary/Root_Cause-61.htm
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1. Write down the specific problem. Writing the
issue helps you formalize the problem and

~ describe it completely. It also helps a team
focus on the same problem.
2. Ask Why the problem happens and write the
answer down below the problem.
3. If the answer you just provided doesn't
identify the root cause of the problem that you
wrote down in step 1, ask Why again and write
that answer down.
4. Loop back to step 3 until the team is in
agreement that the problem's root cause is
identified.

Again, this may take fewer or more times than
five Whys.



il 4 Learn to Ask Questions

"If you don't ask the right
guestions, you don't get the right
answers. A question asked in the
right way often points to its own

answer. Asking questions is the ABC

of diagnosis. Only the inquiring
mind solves problems."

- Edward Hodnett

-WWW.isixsigma.com
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It's QUESTION TIME!!

~
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= Build customized alerts

= Customer Calls per month/day
= Product Calls per month/day

= Returns analysis

= Shipping analysis
= Payment analysis jju




According to Gartner, automating your
reverse logistics with a Web interface
that demands a RMA and compliant label
before any return would save you 50-70
percent over a live call center.

Gartner further notes that if you set up
an entirely Web-based RMA system that
links directly to your ERP, your company
could save 50-80 percent over pre-
printed return labels.




Automatmg Front End --
Customer Interface ROI
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Online Return Template vs Call Center
50-75%

Business rules + original order info vs.
Manual Process 50-80%

Web RMA /shipping + label vs. pre-
printed 50-80%

Carrier pickup & return routing 25-50%

Email messaging of customer/ vendor
status vs. manual process 25-50%

Source: Gartner Research




OEM Distribution
Center

ClearOrbit allows companies to optimize execution across their extended supply network, improving speed, visibility and con-
trol through collaborative processes. Enterprise returms management is an important component of a comprehensive ap-
proach that should be integrated with forward processes.

VISION
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INVCICER

PAYMENT

ACH

Credit Card

International




@ A |E| https:ffsupplier .transcepta,com TransceptaSolutionfSupplierPortaliviewInvoices, aspx

5 ||£| |E| |web based returns management

[2]]

File Edit ‘iew Favorites Tools Help

* e,f.? [88 I - { g Transcepka - Partners -

‘gTranscepta Invoicer Porkal ¢ ] ‘

@Y @Y@Eagev@Tgolsv

ranscept

Invoicer Portal

| View Invoices | AddressBook = Administration

Invoice Search Criteria

Invoice Pf0ﬂ|93| The Systems House Inc. (2)

Customer Number:| |

Custamer Name:|

Your Sales Order Number:|

Customer Purchase Order:|

Click on a document number to view details or change the status.

———— |Number|Date Customer
Humber

Invaice

31416  2/6/2007 UNIVERSALMARINEMEDICALATTDANAHARRISSUPPLYCOPOBOX19 MARINE

Invoices & Electronic Payments

David Fertig

Document T',rpe:|

Number:|

Date Range:|

Balance Due Range:|

Status: |

UMNIVERSAL
$45.00 Open
MEDICAL

Copyright @2006 Transcepta, LLC

4ll rinhte racanad

Transcepta Home Page Support  Privacy

https:/fsupplierl . transcepta, comf Transceptasolution/SupplierPortal Administration. asp:x

| - ° Internet

| K 100%







Login Winner of PC Magazine

System Tools Home Editors' Choice Award
Prod erview 2 Years Running
How It Works
Free Tril
Buy Now
Pricing
Powared by
—=T5 Linktivit About Us Easy Online Meetings — An
Tue May 1 18:25:35 EDT 2007 Newsroom

Save time and money with the easiest-to-u
GoToMeeting. You can present, demonstra
Tel for one low flat fee. Trv it free and discover

Intes
Web Collaboration conferencing to
and

eSupport Solution @ Join a Meeting « Give Sales Presentations and Prog

= Meet and Collaborate across the G

@ = Provide Online Training

Start a Free Trial of GoToMeeting.

Version V4 500037 Support

Need Webinars and capacity for 1,000 — p|
GoToWebinar.

Frost & Sullivan
Best New Service Award Winner

Read More

More Web-based Solutions from Citrix O

GoToWebinar™: Web Events Made Easy
GoToMyPC®: Access Your PC From Anyw

VISION

@ webex oo
| -and On-Demand Collaborative Applications

Individual Small & Medium

Large Business

=Support +Partners «Buy = ContactSales = Search

Company Info Partners

Host Meeting  Attend Mesting |

Support Services Communities

Accelerate results in every area.
Marketing. Sales. Training. Support. Buy WebEx

It's easy with WebEx.
Try it Free for 14 days @

M e——— L — L —
Large Business &

Individual
Professionals

Small & Medium

Business

Enterprise

The Latest WebEx Honored with Supplier of the Year Award from Boeing

What is a web meeting?

Curious about meeting online but
dont know where to begin? Start
itro—and you'll
ly y more than 5.5 million
people use WebEx every montt

WebEx Customers

Hy
A
L

support
nli

Featured Webinar

Popular Links

Connect

2007 WebEx Experience

Online Forum

6 days, 28 sessions.
All sessions hosted online - no

cost to attend
Reni

2007

View all solutions »
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G@ v I@ http:/fwww.liveperson.comjsb)

File Edit View Favorites Tools Help

w W [%H @ Customer Reporting System ... I (3 Live chat software, Live s... % ]_]

RS

fsh v ;b Page v () Tools ~

LIVEPEerson

PRODUCTS & SOLUTIONS // COMPANY // SUPPORT & SERVICES // CONTACTS

California Cabemet
California Merlot
California Syrah
lifornia Zinfandel
French Bordeaux

S
CUSTOMER LOGIN »

click to

French ind
French Rhone

Special Price: $113.49
Regular Price: $139.99
15% Savings!

To taste Dom Perignon is tof
and style of  truly great wil
stage of vineyard selection]
celar...

Your Name

Small & Midsize Business Solutions

Features Overview

Why Choose LivePerson?

LivePerson Pro

Industries

Success Stories

Our chats are

(U HACKER SAFE)

Give your customers
peace of mind with the
certification rark proven
to increase conversion
rates,

LivePerson
Contact Center

Your Country: | Untad Stetes [1)

Your Phone: 2125

Affordable, award-winning live chat solution
Help online visitors find what they need before they get
frustrated and leave your site.

Increase online sales
* Provide customer service
* Reduce operating costs
Learn More! » View Demo » Schedule Demo »

Cost-effective, complete contact center solution
Make it easy for your visitors to contact you, and for your
contact center to keep track of their requests.

* Live chat, click-to-talk, email management and
FAQ/knowledgebase

* Improve productivity

* Provide better customer service

Learn More! » Reguest Demo »

[l

| [3 o Internet

- ®100% -




Supply chain visibility is a firm's ability to collect
and analyze distributed data, generate specific
recommendations, and match insights to strategy
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About Online Ordering  Change Password  Place an Order

You may clic|

You may us

SortBy: [web Logn_[+][60]
o

Items per page:

Web Order# Customer PO

0 ltem

opyright © 2007 The Systems House, Inc.

oblems? Click here to email the Webmaster

VISION

Inquiries  Help  ContactUs  Log-Out
Inventory Inquiry

Cust/ltem Price Inquiry
Product History s Mr. Sy Fertig

Order Inquiry

Open Orders mber listed below to resume your order

or
prace a new order or to inquire the system

Backorders

Customer Conbract

QOrdered By Order Date Order Amt

Orders on Hold

Status

Previous Next
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E Product History dows Internet Explorer |; |§ E
% - |g| hittp: ffvnan leesar, comfcgi-binfolecgi, exeflogin7 97 |§| |£| |Google ||‘5:l "|

Microsoft Excel - LEESAR_XSS008711.xls
@ Ele Edt ‘iew [nsert Formab  Tools  Chart  Window  Help @ T @Eﬁge = @Tgols -

A e s like B oL

| 7 dj @ | ¥ Reply with Changes. .. End Review. .. !

c D [ETFICIAIITI] K [ [ [ Product Histo
Product No. Cust ltem# Product Description Dec Jan Feb Mar Apr May Avg Usage Total YTD Sell U/M Last Price Last U/M
55051120 =~IJSE USSLS1020™ “LIGASURE. SHORT. ATLAS | i 3 EA $337.25 |EA
COKNTSE-030115-UDH  [353743552 *BASKET NITINOL EXTRACT 3F 2 EA §172.00 EA
ALOGUB3ES 653747579 “BASKET P/S 11 Wiy0 TIP 1 EA §122.23 EA
LINSO72-101 BR3051211 “BLADE STK(19.5x1 27 XBGMM) 0EA §58.58 EA
5TK2108-109-000 §A3823724 “BLADE. SAG. 21 MM B3MM 0EA §2237 EA
STK2108-105-000 BA3623720 “BLADE. SAG. 25 M3 BIMM 0EA §2237 EA
5TK2108-160-000 BR3E23721 “BLADE. SAG. 25 MM BIMM 0EA §2252 EA
B05390-101 853747213 *BSKT.OTIP.NITINOL 2. 4FR 120CM 2 EA §194 63 EA
B0S330-106 AR3727728 *BSKIT_ GEMI AFR 120CM OTIP AWIRE 0/EA §1A7.39 EA
STKEI00-020-901 B53845010 “BUR 20 EA §1864 EA
STKE300-010-903 653844404 “BUR 1200 15 EA $1033 EA
STKEI00-010-901 853844400 “BUR 20 EA $1038 EA
E05220-103 AT 1000 1 EA §138.98 EA
BOS220-104 “CAT 1 EA $138.98 EA
STRID5108 654248775 “DE] $65.82 |CS to Excel.
MIC4609 B53045658 “DRE 800 §95.85 C5 .
STHEI00-010-07 1 A53844392 DRI §1997 EA Excel.
COKB35437 653745339 G 500 P §1873 EA
ALSSM74000 101803317 “HaLl v $207 63 |CS
BOS15-101 553621885 “INF | Total Expend $164.50 |BX
BOS820-100 853741155 T, 400 $790.75 |EA
DAYO010201 853448410 “ME (§515 46) EA
MISC “MIS 200 $59.12 EA
STKEDG20-030-600 “PLI §31.84 EA
BOS260-120 *SET 0 §4122 EA
COMCOR1-1011 452815375 *3P( USSLS1170 LINGO72-101 STKI106 $321.63 |CS
BOS145-372 653755500 *STH 10-000 §124 61 EA
BOS145-361 53755567 *STH §124 61 EA
E0S175-254 853735259 ST o to T $106.50 EA
BOS175-271 853747806 “STENT. PERCUFLEX.PL.7%22 W/0 Gy $106.50 |EA
BOS175-252 853726835 “STENT. PERCUF L PL.4.8/24 $106.50 |EA
ALLZI657-044 100613339 *STOCKINETTE 4" STERILE $63.06 C5
ETCETA3OH A53920270 *SU ETHL 1.CTX.30IN 368 $60.84 |BX
ETCETR424H 53920360 *SU MERS.0.CT-1.30IN. GRN 36/BX §72 68 |BX
ETCETREESH 653920265 *SU.MERS 2-0.F 18IN.WHT 36/BX $73.23 [BX
ETCETRS21 653920353 *SU. MERSILENE. 12IN 6/BX $190.16 |BX
ETCETMAE709 653925769 *SU. PRO.G-0.BY-1 30IN.BL 12/8X $443.40 |BX
ETCETMEB776 HA3943052 “5U. PRO.E-0.BY 30IN.BL. MONC.12/B% $436.71 |BX
LEESAR_X55008711

o ooooooo
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D= oooo=no
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roduct Contract 3earch - Windows Internet Explorer
Gc - |E‘ htkp: v, leesar .com/cgi-bin/olecai, exe/login 797 E| ‘z| |Google ||P '|
File Edt Wew Favorites Tools  Help
S dlr gpruduct Contract Search ]_l ﬁ - @ - @Eage @ @TQU‘S © Xplorer
=l 5] o) ) [ccoe
LEE SAR Product Contract
‘..“
= Search | |~

About Online Ordering Change Password  Place an Order  Inquiries Help Contact Us  Log-Out

008711 Mone OR-SPD
FT MYERS, FL 33901

Enter your search criteria and click on Search. Click here to view Search TiE

@v @v@Eaggv@Tgnlsv

Product Contract .
Search Results

der Inguiries Help ContactUs Log-Out

T e
QOR-SPD
FT MYERS, FL 33901

ave as Default

Product Description: |GLOVE+NITRILE |
ave as Default
Vendor: |SELECT AVENDOR = Start Date End Date =
Manufacturer: | SELECT AMANUFACTURER N
Cs 200
$13.00 PK 1 |:|
ALL HEALTHCARE 10001406 0531409 Y hd Y
'] $27.20 Cs 2
$1.35 EA 1 l:l
you wish to use a Custom Template choose one or RIS i o s1e03 o N
Please select your preferred order entry method: $291 EA 1 I:l
Choose a template: | Purchasing history 'S MEDICAL ASD. INC N N N
= = | ~Aats ord CAL LODP 1LAT GL ° $67.32 C5 100
o ‘]
L' 38051 CS 4
~ |p2s80 32013 EA 1 |:|
PONS PRESTON N N N
1] 3568 EA 1
Done - ° Internet H100% v J 3558 EA 1 I:I
SAN PRESTON N N N
1213 *COMPRESSION GLV.LFT MED. WRIST LENGTH o 3558 EA 1
1213 AET1213 3558 EA 1 |:|
SaM SAMMONS FRESTON N N N
Done | E o Inkernet C H100% v



@work -
K5 v [ botpssifown.cdw comfriome. s

Edit

our persona ome page indows Internet Explorer

'@ My Purchases: Report Results - Windows Internet Explorer ol
& 1[4 ][x] [soco- |28
: Order Details - Windows Internet Bplorer L aoled
8 i) [coos: |2l

File View Favorites Tools  Help

GE; - ‘@ hittps: [ fuse, cdw. comyShopfPurchases/Reporting/RepartResults, aspx *RIK=585AFBFCS02AB45 706 3F 0EOAFFOF G640

& My Purch

0;‘\@ - "57 hittps: v, cdw, comyShopfPurchasesiOrderDetails . aspx foc=GCG16858h=

w [SE]- ]@cnw: Log On to Manage You... }'@CDW@wn

File Edit ‘jew Favorites Tools Help

* & [88]‘ lﬂ_’@ CD%W!: Log On ko Manage Yo

Brands | Hardware | Software | Ne

+ RESOURCES

» RESOURCES

- My Purchases

- Order Status

- My Company

- My Solutions

+ My Account

* Account Team

- New Accounts

- Rebates

- Special Events

+ CDW Outlet

+ Technical Support
- Request Catalog
- eNewsletters

- Research Center

MY COMPANY
© Qverview
. Security Settings
- Accounts Payable
- Asset Management
. Software License
Tracker
- Employee Purchases
- Quotes
. Purchase
Authorization
.- Custom Catalogs
- Online Chat

Welcome.

David Fertig is:

Your Account Manager
Eric Blumberg is: IN
P (877) 826-6780

F (722) 280-5885
E Eric Blumberg
+ My Account Team

@ Recent Orders (last45 dayg

- Status: Closed
Order #

GCG1685 4/20/2007
[All Ttems Shipped]

There are no bundles saved

Individual Products

There are no individual prodi

Comparison Charts

There are no comparison chi

Links

There are no links saved for

Account: 1495601 The Sy|

Purchase [

= My Purchases

- Order Status

- My Company

= My Solutions

= My Account

- Account Team

= New Accounts

- Rebates

- Spedial Events

- COW Outlet

- Technical Support
- Request Catalog
- eNewsletters

- Research Center

+ MY COMPANY

-+ Overview

= Security Settings

- Accounts Payable
- Asset Management

. Software License
Tracker

Employee Purchases

= Quotes

. Purchase
Authorization
Customn Catalogs

+ Online Chat

PRINTABLE VERSION

My Purchas

Eile  Edit  Wiew

Favorites

Tools  Help

ﬁ & [88[' ]'ﬂ CDW': Log On to Manage You...

e Iy Purchases: Order Det.,. 0 [ I

- B - e - (G Todks -

My Orders

Reporting =
Report Result]

Your report ap
report or down|

SAVE REPORT

Report Reg

To set a pivi
To cancel a

Customer
#

1495601

1495601

1455601
1495601

1495601
1495601
1495601

1495601

1495601

» RESOURCES

- My Purchases

- Order Status

« My Company

+ My Solutions

* My Account

- Account Team

- New Accounts

- Rebates

- Special Events

+ CDW Outlet

+ Technical Support
+ Request Catalog
- eNewsletters

- Research Center

» MY COMPANY
- Owverview
« Security Settings
+ Accounts Payable
« Asset Management
. Software License
Tracker
Employee Purchases
- Quotes
. Purchase
Authorization

Custom Catalogs
- Online Chat

PRINTABLE VERSION

Brands | Hardware | Software | Networking | Accessories | Services

My Purchases

| Home | About Us | Customer Support | View Cart | Log Off

I -

Advanced g
Search

uct Finders

The Systems House, Inc

My Orders | Purchase DEtailePun:hase H'slorvYFinance Cenler-\]

Order Information

Order #: GCG1685
Status: [All Items Shipped]
Order Date: 4/20/2007

PO #: 7874

Customer #: 1495601
Purchaser: MARY LOU VERGARA

Invoice List: FGB0400

Billed From Address
CDW Inc.

200 N. Milwaukee Ave

wWernon Hills, IL 60061

(a00) 800-4239

Shipping Address

THE SYSTEMS HOUSE, INC
ACCTS PAYABLE

1033 US HIGHWAY 46
CLIFTON , NJ 07013-2428

Product Contract CDW

WatchGuard 1 Year LiveSecurity Renewal 577873

| €) request rma
Meed Help?
Contact
Eric Blumberg
Phone:(377) 826-6780

Fax:(732) 380-6889
E-Mail Eric

Billing Address

THE SYSTEMS HOUSE, INC
ATTN: ACCTS PAYABLE
1033 US HIGHWAY 46
CLIFTON , N] 07013-2429

(973) 777-8050

Payment Method
American Express

Shipping Method
Drop Ship Ground

Mfg Part # Qty Price

WG017072 1 $549.99
Sub-Total:
Shipping:
Total:

Ext. Price
$549.99
$549.99
$0.00
$549.99

| 100%

o Internet
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= Tools:
= Tracking Systems
= Collaboration Systems
= Business Process Systems

m Customer Retention Tools




Examine current practices

Implement one or all of the tools
discussed today

Survey your client base and see
where the needs are

Measure and correct



VISION



