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Business Process in Enterprise
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Enterprise System [Laudon]

¢ System with integrated software modules and a
common central database

¢ The database collects data from and feeds the data into
numerous applications that can support nearly all of an
organization’s internal business activities.

** When new information is entered by one process, the
information 1s made immediately available to other
business processes



Enterprise System Architecture

+ Cash on hand

« Accounts receivable
« Customer credit

* Revenue

_ g ﬁ Human
Centralized Resources

Database
* Orders * Hours worked
+ Sales forecasts * Labor cost
* Return requests « Job skills

* Price changes

Manufacturing &
Production

L=

* Materials

+* Production schedules
+ Shipment dates

* Production capacity

* Purchases



Enterprise System Architecture (2)

Manufacturing Finance and
and Production Accounting
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Enterprise System Not about selling
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- Resource
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Enterprise management
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Business Value of Enterprise Systems

* A MORE UNIFORM ORGANIZATION

* MORE EFFICIENT OPERATIONS AND CUSTOMER-
DRIVEN BUSINESS PROCESSES

s FIRMWIDE INFORMATION FOR IMPROVED
DECISION MAKING



Upstream

Capacity, inventory level delivery schedule, payment terms

Qrders, return requests, repair & service lequests, payments

T !

Cownstream

Tier 3 Twer 2 Tier |
Suppliers Suppliars Supplhers



Key Supply Chain Management Process

Plan
« Balance resources with requirements

« Align supply chain plan with business financial plan

Make

* Schedule production

* Evaluate quality &
performance

* Manage work in process

Source

* ldentify suppliers

* Schedule deliveries
* Manage inventory

Return

* Authorize returns
* Schedule returns
* Receive returns

* |ssue return credit

Deliver

« Select carriers

* Route shipments

* Manage warehouses
* Invoice customers




Bullwhip Effect

Bullwhip Effect
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Supply Chain Planning & Executive System

Capabilities of Supply Chain Planning Capabilities of Supply Chain Execution
System System

Order Commitments
Final Production
Replenishment
Distribution Management
Reverse Distribution

» Order Planning

» Advanced Scheduling and manufacturing
planning

¢ Demand Planning

o Distribution Planning

e Transportation Planning



SCM and Internet
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SCM Intranet and Extranet

Planning &
Scheduling

Order
Processing Procurement

Intranet




DEMAND-DRIVEN SUPPLY CHAINS: FROM PUSH TO PULL MANUFACTURING AND
EFFICIENT CUSTOMER RESPONSE

Push-Based Model

 Distriby ) Custon

Supply to Production based Inventory based Stock based Purchase what
forecast on forecasts on forecasts on forecasts is on shelves

Pull-Based Model

Supplier @& Manufacturer i Distributor ‘ Retailer Q Customer
Supply to Produce to Automatically Automatically Customer
order order replenish replenish stock orders

warehouse
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Business Value of Supply Chain Management Systems

s Improved customer service and responsiveness.
% Cost reduction.

% Cash utilization.



CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

% Customer relationship management extends to a firm’s business partners
who are responsible for selling to customers. Partner relationship
management (PRM) uses many of the same data, tools, and systems as
customer relationship management to enhance collaboration between a
company and its selling partners. If a company does not sell directly to
customers but rather works through distributors or retailers,

% PRM helps these channels sell to customers directly. It provides a company
and its selling partners with the ability to trade information and distribute
leads and data about customers, integrating lead generation, pricing,
promotions, order configurations, and availability. It also provides an firm
with tools to assess its partners’ performance so it can make sure its best
partners receive the support they need to close more business.



Customer Relationship Management (CRM)

Staff .
Aulomaion
Customer
. Support




Customer relationship management systems typically provide software and onli
tools for sales, customer service, and marketing.

s Sales force automation (SFA).
s Customer service.
* Marketing



CRM software capabilities

Account
Management

Lead
Management

Order
Management

Sales
Planning

Field
Sales

Sales
Analytics

Customer Data

Marketing

Campaign
Management

Channel Promotions
Management

Events
Management

Market
Planning

Marketing
Operations

Marketing
Analytics

Service
Delivery

Customer Satisfaction
Management

Heturns
Management

Call Center

& Help Desk
Service

Analytics




Recelve

Yes / Yes
tome
g/ Customer * Score ‘ High value Provide special

customer \u nd loyalty? offers and service
4

service
request

< information
Navailable?

Customer
database



* Priority based lead qualification and distribution
* Integrated customer order management

» Real time offer optimization

e Value-based customer segmentation

» Contact strategy-based targeting

* Rules-based service order fulfillment

e Value-based service coverage



Operatlonal CRM

Campaign management
* E-marketing
* Account and contact management
* Lead management
* Telemarketing
* Teleselling

* E-selling

* Field sales

* Field service dispatch

* Customer care and help desk

Contract management

Analytlcal CRM

* Develop customer segmentation strategies

Develop customer profiles

Analyze customer profitability

Analyze product profitability

Identify cross-selling and up-selling opportunities

Select the best marketing service, and sales channels for each
customer group

Identify trends in sales cycle length win, win rate, and average deal
size

Analyze service resolution times, service levels based on
communication channel and service activity by product line and
account

Analyze leads generated and conversion rates

Analyze sales representative and customer service representative
productivity

Identify chain problems



Channels

« Call center
« Web site

« Wireless

« Field sales
* Direct mail
* E-mail

* Retail store
* Partner

Other sources

* Legacy systems

* Demographic data

* Third-party data

* Marketing campaign
data

Customer data

* OLAP
* Data mining

* Other data
analysis tools

* Profitable customers
« Market segments

» Customer profiles

* Churn rates



