NCR CRM Solutions




Relevant and Timely
Customer Communications.

Your search for world-class CRM
capabilities has led you to NCR - the
global leader in Relationship Tech-
nology. By choosing NCR you choose
to benefit from NCR’s rich experi-
ence with the world’s leading retail-
ers, financial service providers, and
communications companies world-
wide. You are also choosing the most
broad and visionary CRM suite for
the networked economy - designed

for optimal performance with the
world’s most powerful relationship
engine, the Teradata Active Data
Warehouse”

You are competing in a dynamic,
multi-channel consumer environ-
ment - where consumers have more
choices, more information, and
more access than ever to the prod-
ucts and services they desire. To be
successful, your business requires
an equally dynamic, integrated
CRM process capable of helping you
communicate more effectively to
each one of your customers, thus
offering a better relationship than
your competitors can. The result:
competitive advantage, improved
loyalty and profitability.

NCR CRM solutions can help you
manage and grow customer relation-
ships based on a complete, inte-
grated and shared understanding of
all interactions. You'll accomplish
this with NCR’s next-generation
capabilities in market segmentation,
customer analysis, modeling, person-
alization, optimization and interac-
tion - along with total systems
integration to ensure relevant and
timely customer communication.

Dramatically improve your

insight into customer hehavior,
needs and values

Offering the right products and
services at the right time strengthens
the relationship between your
company and your customer. NCR
CRM Solutions provide deep
analytics and broad modeling
capabilities, helping you to quickly
identify and support the needs and
interests of each of your customers.
Analysis of both transaction and
interaction behavior for each cus-
tomer enables richer customer
profiles and also permits the identifi-
cation of significant moments of
change to know when your custom-
ers are most likely to be receptive to

new offers and services. With NCR’s
superior customer optimization
capabilities, you can better under-
stand your customers through an
integrated view of their behavior
over time - and use that information
to serve them more effectively.

Make Your CRM More Interactive -
With Relevant and Timely
Communications That Meet Each
Customer at the Point of Need
NCR enables interactive CRM,
making it possible for you to be sure
that you are engaged in highly
relevant and timely dialogue with
your customers via the most appro-
priate channel - at every stage of an
evolving relationship. NCR CRM
Solutions serve as a customer rela-
tionship control center - helping you
to identify target customers and take
action with prioritized communica-
tions. Most marketing approaches
operate only at an abstract layer,
where “segment” is the proxy for
customer and “product” is the sub-
stitute for actual needs. NCR CRM
Solutions move your company
beyond mere product pushing,
giving you the ability to plan and
optimize both segment-based cam-
paigns and event-driven, individual
opportunities. NCR’s CRM Solution
deploys leads directly to the most
appropriate channels, enabling the
most effective two-way interaction
between your business and each of
your customers. You’'ll be equipped
to respond to the actual needs of
each customer - at that golden
moment where it counts most. Then,
watch your customer satisfaction
grow as you're right there for them,
time after time.
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Choose a More Effective Customer
Relationship Management Process
NCR CRM Solutions provide a
highly effective process for manag-
ing and growing customer relation-
ships to improved profitability and
longevity. Here’s how:

Event Detection identifies significant
or relevant changes in your
customer’s behavior. This includes
the methodologies and capabilities
required to define and apply
algorithms that analyze detailed
transactional data for millions of
customers. The system watches
for significant behavioral changes
that are the clues and triggers
that indicate it is time to act on
a possible opportunity because
something important has changed
for your customer.

Behavioral Analysis leads you to a
deeper and richer understanding
of your customers and the sig-
nificant events that should
form the basis for identifying
and managing your customer
communications.

Communications Management helps
plan and prioritize communica-
tions across all your customer
touchpoints to ensure that the
channels most likely to succeed
are used first. NCR CRM Solutions
apply your business rules to
determine the most valuable leads,
allocated to the most appropriate
channels. Channel workload
management is performed accord-
ing to channel capacity, ensuring
that all channels are most effec-
tively leveraged. When a channel
is full, leads may be redirected.

NCR CRM Solutions ensure that
each moment of customer contact
enhances the relationship and the
ongoing personal dialogue follows

a unique path determined by the
customer’s own responses to a lead.
Success is evaluated at each point
of the process using analytic mea-
surement and reporting capabilities.
Targeting and execution are further
refined at any and every point in the
process to enable continual improve-
ment in customer communication.
The customer dialogue information
captured can be used to refine
models and build a complete and
integrated view of each customer -
which can be shared and leveraged
across your business.

A Packaged Solution Adaptable to
Your Business

NCR’s CRM Solution is a packaged
solution, adaptable to your business,
with six major sets of functionality.
The integration of these functionality
sets enables marketing analysts to
understand what each customer
needs and values most, to model
customer interaction behavior, to
identify significant customer events
and rapidly deploy communications,
to personalize the messaging, and

to optimize relationships with
customers through the most effective
interaction channels.

Analysis

NCR Analysis provides marketing
users with powerful tools in a robust
environment to analyze and under-
stand customers - and to visualize
the significant events that drive
customer interaction with your
business. The analysis modules are



tightly integrated into the total CRM
NCR solution to provide seamless
integration between analysis, action,
evaluation and learning.

Modeling

NCR Modeling applies our vast
knowledge discovery capabilities

to help your company build sophis-
ticated statistical models that identify
and predict meaningful and profitable
customer communication opportuni-
ties. Once these models have been
identified, the NCR tool enables users
to continuously score customers and
integrate those scores with NCR
Analysis and NCR Communication.

Communication

NCR Communication supports an
integrated, enterprise approach to
planning, development and manage-
ment of customer communications
across multiple channels, product
lines, and business units. Using the
opportunities identified by event
detectives and segments defined

from NCR Analysis, NCR Communi-
cation allows you to determine and
apply the best communication tactics
for each opportunity.

Personalization
NCR Personalization allows you to

create personalized e-mail templates.
These templates are personalized for
each unique individual with rules as
simple as inserting a customer’s first
name, or as complex as generating a
dynamic offer based on the results of

a sophisticated rule or score. NCR
Personalization templates are inte-
grated with NCR Communication
allowing you to personalize even the
most complex interactions for each
individual customer.

Optimization

NCR Optimization ensures that you
communicate with optimal impact
on each of your customers, based on
the priority of the message and the
availability of resources to act within
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customer relationship management functionality

Analyze customer
profiles & behavior

Build and analyze
predictive models

Target customers Score customers
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Evaluate response

Event analysis

Capture and re-use
analysis knowledge
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Generate personalized
offers by customer

Build personalization rules

Y

Plan continuous
communication dialogues
—

Define batch and real-time
event rules and triggers

Prioritize and limit
communications by
channel

Regulate frequency
and quantity of
contacts by channel

Optimize customer
communications
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Deploy outbound

or manage pending
inbound/event-driven
communications

Manage workflow
of interactions

Personalization
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Real-time
personalization
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a particular time window. Once

leads are selected, they are filtered
and prioritized according to your
company’s business rules for number
of contacts, recency of contact, and
the availability of specified channels.

Interaction

NCR Interaction manages customer
interaction activity across multiple
channels through personalized
inbound and outbound customer
communications. This module
manages all interactions across key
touch points such as direct mail,
kiosks, POS, the call center, web,
and e-mail. Results can be measured
in real time, enabling marketers to
immediately understand customer
behavior, draw implications, and
take proactive measures to enhance
the relationship.

NCR CRM Solutions Help You
Communicate More Effectively—and
Clearly Differentiate Your Business
Your customers’ expectations are
high, and getting higher. So are your
business performance expectations.
You are looking ahead - beyond the
current CRM packages on the market
- for the CRM solutions of tomorrow
from a world-leading CRM provider.

NCR CRM Solutions are the result
of global leadership in Relationship
Technologies, making it possible
for companies to respect and relate
to each customer as an individual,
communicating when there is an
opportunity to build or retain value
for the customer and the company.
This differentiates your company in
your customer’s eyes, enabling your
business to pursue the most
profitable opportunities.

When your company can continually
identify those opportunities that hold
the greatest long-term value poten-
tial, your finite resources can be

directed at exploiting these opportu-
nities and maximizing profits. NCR’s
CRM Solution establishes an envi-

ronment where your company can
continuously assess and act upon
value-generating or value-retaining
opportunities as they occur. With
NCR CRM solutions, you will better
manage and grow relationships by
understanding what each customer
needs and values - and see how each

is best served - through a complete,
integrated and shared view.

Want to Learn More Abhout

NCR CRM Solutions — or See

a Demonstration?

To learn more about NCR Customer

Relationship Management Solutions,
please contact us and we’ll meet with

you to answer your questions and

discuss your unique business needs

and strategy. We can also arrange to
deliver a demonstration of our CRM

Solutions

and capabilities.
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“Many technology companies talk

about improving customer relationships
through campaign management, but few
are delivering real value at the point of
customer contact. As companies realize
the potential of event-driven profitability,
they will turn to leaders like NCR for
their next generation CRIM solutions.”

Dr.Wolfgang Martin

Vice President

Application and Delivery Strategies
META Group



NCR continually improves products as new technologies and components become available. NCR therefore, reserves the right to
change specifications without prior notice. All features, functions and operations described herein may not be marketed in all
parts of the world. Consult your NCR representative for the latest information. All brand and product names appearing in this
publication are the trademarks or registered trademarks of their respective companies.

© 2000 NCR Corporation Dayton, OH U.S.A. Printed in U.S.A. All rights reserved.

om

SP-7653 1000

(Z)NCR

Transforming Transactions
into Relationships




