Chapter 5
CRM

From the previous chapter, the implementation plan to setup the CRM project
based on the guideline to gain the maximum performance in company is already
approved by the management. This chapter will explain the implementation in deep
detail.

51 CRM IMPLEMENTAION PLAN

From all the above mention, the companies setup the CRM implementation
plan follow the frame work and guiceline to implement CRM and come out with
many issue that they do need to change. This issue will explain all the CRM
implementation and how the company use CRM to gain the competitive advantage in
the market.

In this current situation, company need to change some organization and work
process to implement the CRM, this detail is already describe in chapter 4, CRM
implementation plan, however, the summary about the organization and work process
change is as follow.

» Changing the title for “Sales engineer” to “Industrial Advisor” who
change the role from sales the product and service to the customer to
be the advisor for the customer how to get the best solution for specific
application to gain the maximum benefit for the customer.

» Negpotiate with the service company to be the technical partner for the
company to support the customer in basic equipment especially in local
area of customer factory to increase the service level in term of time to
react with the customer problem. However, in special equipment that
need more skill and knowledge, company do need to use their own
specialist to solve the problem for the customer. Finally, company had
the 6 service partner to serve the customer when company request and
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this company located in: 1 in north of Thailand, 1 in north-gast of
Thailand, 1in south of Thailand, 2 in east of Thailand and the last one
in Bangkok which is the center of Thailand. All of this service
company can arrive to any customer in Thailand after any request
within 6 hours which will improve the customer service level
especially when compare to 48 hours as before.

»  Company make the contract with the supplier in Germany to build the
brand in Thailand and they give the marketing right to use their brand
and promote it in Thailand. After this agreement, company got many
support from the marketing department from Germany about the
catalog, article, promotion material and financial support. This will
help company to promote their brand together with the company name
which is the most valuable asset in the future,

» Evaluate the requirement of CRM project, data requirement and Setup
the CRM software to record all the customer data and marketing
activity in each customer to he a data warehouse and use this data as
the information to launch CRM campaign to improve the existing
customer loyalty and gain new customer to the company.

» Prepare the customer-centric Service management project to generate
the life cycle revenue for the company and customer satisfaction in the
future,

After company implement the issue as the above mention, then, the company
had the software to use in the computer system and all staff can input and retrieve data
based on their individual authorization. However, CRM software is just software,
therefore, company need to use the data in the CRM software to gain the competitive
advantage in the market. In order to use the CRM more effectively, the companies
need to understand the current business process and implement the CRM into the
process and use as the tool to support customer more effective.
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5.2 COMPANY REDESIGN PROCESS

From the chapter 1 the company used to provide the excellent service and
professional solution for the customer in beginning how ever when the company
expands the business in the last few years, company can not give the same level of
service and solution to the customer as before. This problem makes huge impact to
existing customer loyalty and customer service. In order to overcome this problem,
company does need to improve the customer royalty, customer service and reduce the

operating cost in the same time. Therefore, company decided to implement CRM in
the company.

In order to do it, project team evaluated the problem and categorizes it into 2
categories which are uncontrollable problem and controllable problem. The
uncontrollable problem is come from outside factor such as weather, accident,
supplier, partner, and etc. The controllable problem is come from inside factor such as
communication error between department, misunderstanding with  customer
requirement, human error in employee and etc. Every problem makes an unnecessary
operating cost to the company and reduces the customer satisfaction which will
impact to customer loyalty as well.

Company realizes this situation and problem in the beginning of 2003;
therefore they collected the data about reason of controllable problem since the
beginning of year 2003 and the result is as follow.

» - Communication error 41%

*  Misunderstanding with customer 28%
*  Human error 21%

»  Other reason 10%

In this number, if company can avoids this error, they will increase the
customer satisfaction and gain the customer loyalty again. After the meeting among
the project team, Company needed a system to share the information of the customer
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among department to retrieve the data from one source which is more reliable and
more accurate than the old system which is very simple that company use Sales
engineer to discuss with customer and come back to explain to the engineering
department to design and offer to customer by sales administration.

The project team setups the project to redesign the business process aim to
solve the problem about communication error and must understanding with customer
which is 69% of the controllable problem. This project uses the knowledge of re-
engineering and business redesign process as the hasic of the project.

After the assessment, project teams found that the orcer processing process is
the core function of sales and marketing department. This process involves in convert
the customer order to the job order in the whole company. Therefore, if company can
eliminate any problem in this process, the customer loyalty will increase in huge
number. Therefore, after the redesign phase from the project team, a new process of
order processing process is shown as follow using by IDEFO method.
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The project team wants to change the system from the old simple and
ineffective one to a new system which provides consistency data and monitoring
system to avoid any error and reduce it as much as possible. Finally, they come out
with the new business process which shown in figure 5.1,5.2,5.3,5.4 and 5.5. In this
system, all employees in the company can access the information in real time to avoid
the communication error in the company, to check all information from customer

directly not from the conclusion of sales engineer and to check the human error during
the process.

Whenever, the company can reduce the error and the controllable problem, the
customer satisfaction will increase in significant number and this will improve the
customer loyalty to the company. This will effect to the profitability and company
business in the future. This is very important factor because it is extremely hard to get
the customer confident in the business equipment. The company success to find a new
customer is for expand the business in other hand to keep the existing customer is for
survive in the market.

However, this process is quite complex and need a lot of process to check and
monitoring. Therefore, company needs a computer system to support otherwise it will
consume a lot of employee time to do this process. Therefore, the company needs to
make the investment the CRM software In the company to use in this new business
Process.

53 CRM SOFTWARE

The CRM software, as the previous information that company decided to
assign software house to build the CRM module adding into the existing accounting
software that company uses since 2001, This software will use as the core business in
account department, purchase department, logistic department and sales department.
Now, when add the CRM module into the software and acquire new hardware to
support as the workstation for the |A to use in their department and after 1 month test
by IT department and project team, all hardware and software is now ready to use.
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To understand more about the CRM project in the company, the explanation
of software will describe in the following. The software is build by existing software
house that company used in accounting system. However, the company adds the CRM
module in it. This module is design based on the above mention which will help the
employee to use one database which is most updated in real time and easy to use as
their task in the CRM and business process.
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From figure 5.6, software show the main menu for user to login, in this menu
all employee can only access in their specific job such as purchasing officer can
access to PO system which consist of purchase order system, warehouse office can
access to IC system which consist of inventory control system. All the mention
systems, company have been used since 2001 except campaign module and customer
relationship management module which is just install to the system.

Another change is the customer data which the old system will have only
customer name, customer contact, customer address, and customer telephone and fax
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number. However, from the project team requirement, new information must be
acquired to use as the strategic tool for the marketing and customer relationship
system.
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Figure 5.7 Customer address data

The data that project team require to more in the customer data is as follow:

»  Competitor for individual customer
o Customer type

* Register Capital

o Business type

o Credit limit

»  Discount structure

»  Condition of colleting money

o Ownership

* Decision style
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*  Management style

»  Company revenue

* No. of staff in office and factory

o Strength

o Weakness

»  Customer contact tile and responsibility
» Transportation method
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Figure 511 Customer contact person data

The above figure 5.8, 5.9, 5.10 and 5.11 will show some information about the
data that CRM require to record in the company database based on the requirement
fromthe CRM project team. However, if company need to add more data type into the
database, company can add it from themselves in define field in the software which is
more flexible and less cost than asking software house to do it for company every
time. All of this data will store in the main server in the company and can be setup the
security system for the authorized person only to access this database.

The responsibility person will login to the system and input the data for use in
the company system. In this data do not use only the CRM team but it will use for the
whole company in every department to share the information together such as account
department can access to check the available information of customer for their job in
accounting too.

CRM s the newest module in the system for the CRM team to use and gain
the competitive advantage of the company in the future.
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Figure 5.12 Customer relationship management modules

In figure 5.12, this module will separate into 2 main categories; the first one is
the data section for the user to input the data to the system or get data from the
system, second s the report section for the management level to get the report from
the day to day data from the past and even some report will give the analysis of the
data also.

Same as another system that company can made new report by themselves in
the future in case that they need. The new report can be create by setup the form and
link to the specific data table in the database or process the data in the data base and
show in the report. This is a very useful in case that company will expand business or
process in the company and no need to ask for software house to change it or add it

for company. Nevertheless, project team assigns some basic report to build in with the
system.

Data section will consist of 2 main menus which is data entry and calendar.
The data entry will use as the input and query the data infout from the system. This is
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the most important information for the CRM project and this is the gold mine in the
database that UT can use it to make the competitive and better service for the
customer in the future. This section will consist of routine (daily entry), Contact,
Planning, Customer relations and Generate customer.
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Figure 5.13 Daily entry data

In figure 5.13, daily entry data is the sub-module for the CRM user to input
the contacting data that they have everyday with the customer into the system to share
the problem, complaint, suggestion, project or etc. that they discuss with the
customer. This will help company to understand the requirement of customer and
share the same knowledge to every people to give better service to the customer.
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Figure 5.14 Daily Entry data history

In figure 5.14, moreover in the daily entry sub-module, CRM user can access
the history data to check the information and retrieve the specific information in the
system anytime. This will ensure that all the interaction between people will become
the interaction between company and company.

In figure 5.15, another sub module is the contact and appoints which is use for
|A to input the data before and after they go to visit customer. This module will help
|A to track the customer profile and provide better service to the customer. This
information to link to another module that call “calendar” which will show the
appointment of each IA to each customer and remind them every time when they
login to the system. This module still has history function like the previous module to
search for the information in the database to provide the information when they need
it also. This will provide all the information that customer use to provide to the



9%

company in the database and any 1A does not need ask for the information every time
from the customer.
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Figure 5.15 Contact and appointment data
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Figure 5.16 Planning data

In figure 5.16, planning data is the another module in CRM which use by
CRM user to plan their project and track all the project which is currently in process
to keep it updated and avoid any delay in the process.



100

IWINSpecd  ITJtfQNG CO. 1JP ««UDI » »

: 3U

»  t« 3 11:33 «« al 11:33

3 « // 37 r >r
«

I~ 1Contact I <5 History 1

p Hew HSava X Delete :f~Find Imprint lactose
iReady

Inbox -Microsoft Ou,,. > WMSpeed : IMHO... - c Adobe Photoshop-j.» EN

Figure 5.17 Customer relation

In figure 5.17, this module is designed for customer support to use when the
customers have any complaint, feedback; return product or anything about the product
and service. The customer support will input the data and use it to track all the data
until get the result to close any case. This will help the customer support as the
knowledge database for them to access and provide the data the customer more
accurate and faster and same as every module that the user can search for the history
and study the past to improve the future.
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Figure 5.18 Calendar

In figure 5.18, This is the calendar function that mention in the contact and
appointment module that the data in will link to the calendar and book as the
organizer for the |A to check what they need to do every day or which company that
they already make the appointment to avoid any problem and duplicate appoint on the

same time. This is also use for the sales manager to track all 1A activity during the
working time too.

Another category for the CRM module is the report in figure 5.19, 5.20 and
5.21, this is very important tool for the CRM project hecause marketing team and
management team of company need to evaluate the data and performance for the IA,
customer support, product and services to improve the performance and reduce the
cost as much as possible. The following figure will show some basic report that come
with CRM module. Nevertheless, any new report, company can set it up later when
the user or management level required.
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Figure 5.22 CRM forms
In figure 5.22, this is the CRM form which use for the marketing department
to create the form which is letter, label or any promotion letter and send to the
customer via mail or email from the information in the customer data. This is the tool
to save marketing officer time to do it in the future.

From the data and software capability, UT can create any report which is
suitable for the business which no need for the skilled person or programmer to do it.
Therefore, any marketing officer can generate the idea to come out the any marketing
campaign more easily than before and faster than before.
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Figure 5.23 Campaign module

Figure 5.23, this module will help the marketing team when they initiative a
new campaign in price to share the information to every department in company. It is
not only share information but it also link to the account department to calculate the
commission, track all campaign and control inventory for the campaign too. This
module will reduce the conflict between each department to gain the same
information and prevent the customer support to put the wrong price in the invoice
t00.
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Figure 5.24 set standard price and cost

In figure 5.23, Campaign module consists of 3 sub module which is standard
price and cost, price list and promotion. First, standard price and cost is the acceptable
value that market expect for example standard price is a price that customer accept to
buy or used to buy it before which mean if any company can offer the same quality
with this price, it is an acceptable condition for the customer.

Figure 5.34, standard cost is for company which the purchasing manager
needs to control the cost to be at least on this point. Second, price list is the list price
for each product in the company because most of product is import product and the
cost will related to currency exchange so the price list will change more often
sometime twice a month so this module will help the whole organization to share
same and most updated information. Third, promotion price is a price for some
special event which will come from the marketing department to gain more profit for
the company.
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Figure 5.27 Campaign report

Again figure 5.25, 5.26 and 5.27, this sub module can generate the report for
the management and marketing officer to evaluate the ROl of each element,

This software will help CRM team to do their job more efficiency and
effectiveness. However, the software itself can not do anything about the CRM but
company needs people to operate the system. Therefore, people are the most
important factor in this project and need to give the skill and knowledge to them to
use the system. So the training is the most important factor for this project, HR
manager need to setup training time table for each employee and manage to find a
people to train them to use the system properly.

From the CRM software, company will have the capability to record all the
customer data and all activity between customer and the company to use as the data to
in the future which include the customer relationship management.
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54 CRM PROJECT

From all above information, finally the company comes out with the CRM
project that had been implemented in the company since beginning of year 2004,
After implementing the CRM strategy and software, the CRM team uses the data in
the computer system to create the CRM activity to improve the customer relationship
between company and customer.

This activity had the objective to improve the relationship between company
and existing customer by providing the updated information, newest technology,
special priority, and executive service.

5.4.1 Special priority and executive service

CRM team use the data and historical record in the computer system to
separate the customer type to specific the service for them as follow.

* Gold class service: the customer who buy the product and service
from company mare than 1,000,000 baht per year.

»  Silver class service: the customer who buy the product and service
from company more than 500,000 baht hut less than 1,000,000 per
year.

» Bronze class service: the customer who buy the product and service
from company more than 200,000 baht but less than 500,000 baht.

After the project team categorized the customer into 4 categories as above
mention, the company had 9 gold class members, 23 silver class members, 98 bronze
class members and 540 normal class members. Then project team setup the project to
discuss with the gold, silver and bronze class member to ask them about the factor
how they decided to use the product or service from any industrial equipment
company and the result is show as follow in order of priority..
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L Emergency service when the system is fail and need to be replace
as soon as possible because the cost of production time is
extremely high when compare to the cost of product and service

Itself.

2. Reliability of product and service when the customer used it in

their plant.

3. Price of product and service.

Most customers want any industrial equipment company to give them the
service to run their production cost as low as possible while one of major production
cost is down-time from the process. Therefore, most of them want company to offer
the product and service to improve the mean time between failures and reduce the
down-time as low as possible.

So after the project team got the information from the customer, the project
team had been setup the executive service for company’s value customer to improve
service and fulfill their requirement to keep them as company’s loyalty customer in

the future.

Gold Class Service

Silver Class Service

1
2. 24 Hr emergency on-site service from technical

—

50% discount from company’s product and service.

support department  without additional charge
except cost of spare parts.

24 Hr guarantee delivery to customer site.

4 times on-Site product training and seminar
without additional charge.

Unlimited in-house product training and seminar
without additional charge.

Replacement equipment during the period of repair
(Only ex-stock item)

475% discount from company’s product and
Service.

24 Hr emergency on-Site service from technical



Bronze Class Service

Normal Class

N

—

support department  without additional  charge
except cost of spare parts.

48 Hr guarantee delivery to customer site.

2 times on-site product training and seminar
without additional charge.

Unlimited in-house product training and seminar
without additional charge.

45% discount from company’s product and service.

. Office time on-site service from technical support

department without additional charge except cost of
spare parts.

2 times in-house product training and seminar
without additional charge.

25-40% discount from company’s product and
Service.

Office time on-site service from technical support
department with additional charge.

This service is for the company’s value customer which will help company to
improve the service level and gain more customer loyalty to the company and increase
the switching cost and harder to change from company to competitor.

5.4.2 Company magazine

In order to provide more information and improve the communication and
relationship between company and customer, CRM team decided to launch UT
magazine which will provide any news, product information, new technology, new
service and etc to the customer. This magazine issued 4 times a year in each quarter
and send it to customer via mail and email based on the customer information in the

CRM system.
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This magazine also provide the feedback form for customer to make the
recommendation or feed back to CRM team inside company to use as the data to
improve the service in the future,

5.4.3 Company product article

Industrial equipment is a component in the manufacturing process and each
business will use the different process. Therefore, company should give the

information about the product application and knowledge in specific information to
specific industry.

So the CRM team used the data in the computer system to Separate the
industry type as follow.

o \Waste water treatment
» Pulp and paper
Cement

*  Chemical

* Petrochemical

o« Textile

» Food and beverage
* Pharmaceutical
* Refinery

o Sugar

* Electronic

+  Steel Fabrication

Then request the product application in each industry type from supplier and
engineering department especially the application that company used to successfully
design for the customer to made the article for the CRM team. This article will
contain about the product application in specific industry, the benefit of the user who
use this product.
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This article will provide the new technology and product application for user
to understand more information and the benefit of the product in their business to
increase the revenue in each customer for the company.

55 CONCLUSION

Industrial equipment business is a business to provide the industrial product
and service to the customer. The company can not generate the demand by themselves
but company need to wait until customer want to use it in a replacement situation or
new project plant. Therefore, all marketing activity to find a new customer must not
aim to generate the demand but aim for provides them the right information in the
right time.

Provide the right information in the right time, is a very easy to say but very
hard to do it if company do not have customer information. Therefore, company needs
the information about customer in every aspect to analyze their business to create the
right marketing activity for them such as company management style, business type
and etc.

From the customer information, marketing department could use it to increase
revenue by finding more new customer to become the loyalty customer for the

company. In this project, marketing department decided to launch the marketing
activity as follow.

»  Company magazine, which will provide the company activity to each
existing customer and prospect customer which will become the
customer in the future.

* Product application journal, This journal will come from the
engineering department or the manufacturer to provide the information
about the product in specific application in specific business such as
the control valve to control the humidity in the pulp and paper
industry. This will help the customer to understand more in the product
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and provide them the new technology to improve their process in term
of cost and performance.

» Executive service for value customer, this service will provide for the
value customer for company only to keep them as the value customer
for the company as long as possible.

From all above CRM project, company expected to increase the customer
satisfaction, customer loyalty and company profitability by using this approach. In
order to measure the result of this project, company need to setup the evaluation
system and collect the data before and after implement CRM in the company. This
detail will explain and show in the next chapter.
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