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“Happy minds Happy Customers leads to Happy Business!”
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Background and Introduction

Businesses grow when they maintain healthy relationships with their customefsT A Dyhain@sbésiness

solutions are designed for service industrfiesmbining projecmnanagementcommunication, and business

solutions tailored to your organizational needs to help reduce costs and increase customer satisfaction.
companies with more complex operations, customer relationship management (CRM) software is often essential.

History ofsales and the platform that has transformed the business over the past three desagas withd ¢ K S

[ S R Idhdkible paper pad and pesllowingbusinesses to track basic sales and customer information. In 1950s

oRolodex was used which had dlty adding customers while updating existing customer information. In early
1980stDatabase Marketingwas usecenabling businesses to create customized communications to attract
prospectsoContact Management 2 T (i dvlasNEdin late 1980s with clierserver architectre used to digitally

organizethe data.In early1990sé { | £ S& C 2 NBvEs Usetrifiobast-piodutivity followed by evolion of
GCRMin1995.InlF § S mdopdpna GKS 62NI RQa ¥FA N iollowed ay Cerapanebe§inta 2 t dzi A 2 y
see CRM as a way to manage all business relationships via a single piat2ods

CRM Today

All serious business owners and game changing entrepreneurs :

the power of building and maintaining customer relationships as

their key tosuccessNow,the CRM scene is set to be wodhove -
£35billionby 2017¢ KS a1 eQa G4KS fAYAGT Reteasicn
fully optimized CRM platforns ivastg and companies know it.

Building a solid CRM foundation is no easy task. Organizations |

not only identify the best CRM technologies for their business, b

must also employ effective change management strategies to al

their people and processes with customer relationship goals
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Service
Delivery

Order
CustomeRelationship Management (CRMBEenefits

Platform based CRM

«Call Center Back office Processing Shared Services

wContact Cente(Voice, winsights

SMS, MallS, Web etC) oData d|g|ta‘t|0ns oGo to Market Strategy 0£0||ecti0nS(Due till
«Non Voice Lifecycle GEDP, Data entry , indexi oMarketing process NPA)and Sklp tracing

Management and CRM/SW tagging outsourcing uCRM Loyalty

winbound & Outbound(Pre
Sales, Customer Support,
Retention & Loyalty)

«Multi messaging respons wAnalytics WCQMThird Party Quality
management system and transformational

uRemote troubleshoot audits)

) Contact Center *PO/M R/Strategic Mk
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Challenges

Theme / Concept

Decision to
outsource

Complete
understanding of all
business process
and its linkages

Ease of doing
business and the
cost

Solutions Deployed

Expensive
(Implementation
Cost)

“EXtent and Extant o
customer
engagement visa-
vis business
milestones

Consumer Insights
and Intelligence

Database
(existing, latent and
potential)

Reach, Access and
Dialogue

Business controls

Market Dynamics
and CRM Relevanc{

Business Viability

Moving targets
(flexibility required
in KPIs)

Ambiguity wrt CRM N
goals b

Skilling, Talent
Sourcing

e r———
Coordination,
flexibility and team
work with all
stakeholders

Infinity works with human agenda and personalized touch having stée linguistic callers or specialists to
overcome thechallenges which is beingd SR Ay
Solution Deployment is based on thes& important pillars:

T Platform

T MIS

9 Dashboards

1 Business
Intelligence

1 Customer Service
Delivery

i KPI Management

1 Communications

i Process Control

1 Process Improvements

1 Analytics
9 Database & Design
1 UAT & Maintenance

Operatlonc

1 Infrastructural Req. }\

IT Services

g0 se

=

an

Technology

—

..w

L

ea m

everythmg you buy!
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1 Clients
1 Clients Consumer poSS\BLE
Stakeholders+ 1 ™SI @
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Insights

\

Account
Management

1 vocC
T Audit
9 Compliances

1 Transition
Management

 Engagement

I Communications

9 Goal Setting & KPI
Analysis

1 Continuous gap analysis study and performance enhancement measures are taken on regularly to cope with

the competitive environment.
9 Planningand developed business strategies for the clients
9 onducted time to time research / surveys to actually know the@uer behavior, tastes and preferences
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Benefits to theeustomer
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Instant Access & Speedy
resolution

Improved customer experience
Pro-active communication

Effective TAT management of
sales/service

level

Tangible Benefit

Valuable feedback translating

to new / improvised offering

Benefits to the Business

Reattime
performance matrix

Increases customer satisfaction

Simplicity and Ease
Customer Loyalty

)

N
-

Automation Integrates back office
replacing manual applications removes

tasks(also dashboard§ll overlaps & speeds up|
and reports) decision making

More credibility in
business seen as 3
long term partner

Ease of doing
business
(anytime,
anywhere)

Business Risks

Seamless flow of
information (business
activity to all
S EUCHEIS))

p
and timely
communication
amongst
stakeholders

.

Lack of
understanding
of the business

leadin CRM
implementation
failure

Proactively
anticipate and
mitigate user
adoption
challenges

Fails in
meeting the
requirement
of the client

(]

Optimize return of
investment and low
cost of ownership
(TCO)

Outsource-

Downtime Yes / No and
and SLAs to what

extent

Business is all about relations. Our goal is to strengthen them!
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