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E§==== Erfolgreiche Firmen innovieren nicht nur

~ Uber Produkte

CEO Prioritaten heute....

revenue
growth

cost
reduction

asset
utilization

risk

Mgmt.

0% 20% 40% 60% 80%
IBM Institute for Business Values (IBV) CEO Studies 2004/2006, multiple answers
permitted
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Umsetzung Uber Innovation in....

Business
Models Products
Services

28% Markets
42%

Operations

30%

B Products/Services/Markets
® Operations
B Business Models
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Prozessexzellenz und Technologie
sind und waren eng verknupft

“Specialized
Company”
Externe
Zusammenarbeit,
Horizontale Flexibilisierung
Prozess-
WHEEIEE e
_ Automatisierung collaboration
FU!’lkFlonS' e. g. Outsourcing, Out-
optimierung tasking
= Auslagerung HR/F&A
: Aufgaben
Statl.SCh.e = BPR = Supplier Relationship
Organisation ) ) = “White Collar” Management SRM
= “Blue Collar Automation —ERP s« ERP Il —
automation, e.9g. = Special Process Konsolidierung,
production- and Software, e.g. Optimierung
warehou_se eProcurement, SC = Transparenz &
automation Planning, CRM,... Monitoring
. Kosten Wettbewerbs-!
__Fokus_ ____vorteil |
. Heinrich Klaus Zetlmayer, IBM Schweiz © 2006 IBM Corporation 3 | ©2006



Fokus finden flr den Technologie-
einsatz Uber das Geschaftsmodell

Unternehmens-
ziele

Geschaftsmodell

J omlEn Integriertes
. OIIDn‘ﬂIa:)renmerung Geschifts- * Innovation ntegrierte
Sl lOPdeems komponenten- " Integration Losun
- Strategisch P * Effizienz 1
- Par modell (CBM?*)
- Basis

Technologieeinsatz

Technologie-
entwicklung
ERP, SOA, Wireless, ....

*IBM Component Business Modell
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: === Intelligent Implementieren

N

experience

Event 2006

Erfolgsfaktoren bei CRM Implementierungen

Strategy and value proposition development

Budget process management
Process change

Governance

Change management
Stakeholder assessment
Organizational alignment
Technology implementation

Metric development

CRM Approach Steps

Business case and ROI

Prioritization of company initiatives
Implementation roadmap

Customer data integration and data ownership
Senior executive and opinion leader buy-in
Customer needs analysis

Capabilities and risk assessment

A a2
e 0%

A 12

A 0.0%
T 7.2

6.6%
60% Contributing
5.7% Stgps
(Explain 27%
0,
4.4% of success)
4.0%
L Le%
Bl10%  Foundation

l012%  Building Steps
10.10% (Explain 3% of

| 0.07% success)

0.03%

Differentiating Steps
(Explain 70% of success)

Wir kdnnen 79% der
Unterschiede
zwischen Erfolg und
Misserfolg
statistisch erklaren

| RP2=.79 |

Statistical Values: N =101, results include only Americas respondents. Our acceptably low sample distribution indicates that at the 95% confidence level the obtained scores are reasonable reliable. The R*2 =.79 indicates that 79% of the variance of the
dependent variable (Contribution to Success) can be explained by the independent variables (CRM Approach Steps).
Note: *The 19% is the highest of the percents of respondents reporting to have had “Complete Success” with a CRM initiatives, see page 13.

Source: I1BM Institute for Business Value survey and analysis, 2004.
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t === Kontinuierliches Verbessern zur oy, ¢
B Sicherung der Prozessexzellenz

, Task Force" hig Mehrjahresprogramm
z.B. Six Sigma

Kontinuierliche
> Zweckbestimmung
periodisch zu erneuern

Einmalige Project
Organisation

Kulturwechsel

Kulturschock > o
Kontinuierliches Verbessern

Struktureller Wechsel

2-4%
5-15% Verbesserung
Verbesserung > jedes Jahr
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Besten Dank
far IThre Aufmerksamkeit!
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