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Agenda

- CRM at HP
Completeness

- Duplication

- Results

- Lessons learned
Questions?
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244 TSO Countries

59 HP Organizations
6 Siebel Instances
3 Business Regions

Completenes | Duplication
ACCOU nt ﬁleasure PARIEI[0 S Site within

Metric based on 10 | !nstance
Contact Measure 15 Intra Site

Metric based on 7

Inter Site within
Instance

1 Standard for CRM Meftrics
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Contact

Completeness

Publish - Number as R/Y/G for Ent and SMB
by Instance and by Region

Data extracted
monthly from
all 6 Siebel
Instances




Duplication

Account Contact

Publish - Number as R/Y/G for Ent and SMB
by Instance and by Region

CID _Site -A CID Person —
persistent ID Calculate — within and across HP Organization,

that identifies Instance, and Overall

like names at

like addresses

Augmented with CID Augmented with CID
Site and Sub Site Person




Results

By Month | Enterpris | SMB Information

Ability to drill down by Instance, HP organization, to
the data element across Enterprise, SMB, other and
total by month to understand best practices and
where improvements are needed.

HP CRM - Provide an industry-leading customer experience through connected

processes and a single view of the customer across inside sales, outside
sales, and marketing.




Actions Taken — Lessons Learned

Data Quality Root Cause Measure

De-duplication Process changes Impact of changes

Data Enrichment Data flow changes Process Simulation




Questions?
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