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Optimizing Marketing Results requires an 
integrated communications environment
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o Industry
o # offices
o Sales
o Assigned Channel/Partner

o Contact Information
o Contact History
o Customer Status

Universal Customer Repository
To track entire customer lifecycle at all points of contact requires 
relational data with event architecture.

Benefits
o Tracks all events with customers (and prospects)
o Builds data at each level
o Monitors dynamics of process for ROI calculations
o Creates data-driven environment to understand customer behaviors and preferences
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Real-time, Model-driven Action Chains
Rules-based processing automates the marketing process.

Segment
rules

Qualification
rules

Lead
rules

o Immediacy/
urgency of
info needs
o Ability to 
subscribe

o Channel
o Product focus

o Industry
o Job Function/
Role
o Software
language
o Type of
development
tools
o Knowledge
level/requirement

o Off/on-line
o Cross-sell

Benefits
o Provides disciplined process for automatic execution and measurement.
o Menu-driven environment ensures flexibility to meet changing needs

Mailing
rules

o E-mail
o Package
o Offer

Response
rules

Fulfillment
rules

Followup
rules

o Letter version
o Package
o Fax version
o E-mail version

o Script
o Site visit


