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DEAR Model
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= msiiusnuianen (Retention)
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1. msuSmsanen [Customer Service] -
Call center
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3. MsasweduwusluiBodoa [Community Programs]
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[Structural Ties]
5. MSAUDIEIGIDINSUDYANG ITUS1BUGIGIA

[ Customization]
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msm CRM Is10o:6idowsngungnanaioonenuaruchnivulule
na:nomsoidonithkanansnaswmishandaluounaa
[asiiiuaoulumsnuo 6ol :

1.  mMKuGssNAMOMSeHIdUUDE [identify the business you are in]

2. s:u_m“m|U5h§au‘auar‘ﬂ|§|un15||lj0||a:ms§|ms1:ﬁma1m [identify relevant
segmentation variables and analysis market]

3. dnyifvauehnmomshivanaaidonaaaidisng [assess the

value in market segment and select which market to serve]
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msuUs:ztudounuonain sninv=ld 2 tnoun no

1.  awdulvvasnain Us=naumdg vua, ans1mstiauln, nd1dRas1nuag
ann, auMSHasal, nuduwusiunomsiutdoyuu, gudssalumsuin-oon,
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1. S=AU “@nA1MAndN”  (Prospect) uJuaﬂmnummmﬂu”[ﬂ”[m“[umsmmauhna
wa=gsnede dousinmaiv=novdusdiolusunsumsnaiaua:lusunsy CRM 1u
o8N

2. S=iU “Iji0” (Purchasers) USUno=fiovinlusunsumsnain ua=lusunsy CRM
fiv: mlnmuamamﬂaumtjamamamaluaa

3. S ﬂU “aﬂﬂ']” (Clients) mnammus‘[mwsassmnnaaumwsausmsuaauSlm
881\][71(‘)[11(‘)\]11]8 g=nl umaaamunﬂummmﬂuau nsSolag 1 AUUSYN
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4. S=AU “@naiduuduu” (Supporters) foanmUs:z01ngdntouuSun Innunmua:
AMMEaNYUNANOUSYN uazNaniunvousSun uagslsonuiduudayuoginsidi

5. S=AU “N’U@UfﬂSﬂﬂ]” (Advocates) ﬂaaﬂmm"[nmsauuauummsuﬂmsmaam
noyguu: U"lElﬂﬂTSTH(‘)Uﬂ IT’[T’[UU"IU(‘)E[UV]"IUE)\]USUY] 154101M1N1sna1nN1guanunu
USy¥h

6. S=AU “Hudoussiin” (Partners) foanmiimotuluiudountiovesssio Hdouson
lus1gsus1e9y naznadlsyaausyn WunnudiusiinaliinanduAnaluuSn
na=ns1dumuaIusynuInngn
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1. sUIUUWUNU (Basic  Marketing) 0USUIVUGWELWUSUUISUGUAWUNOWNEUDY
uSENMMSidudaduehnuNaunidu aNEMMEAR3Y IWowanEUIKINGWNANSSUMSDHO

2. sUlluuNIs@a@ibosu (Reactive  Marketing) 10USUIVUNWUNOUNEKSDUSEN
wangnuahuaWaLWUSHUane lus:GUNIKEUUIUMINMSBOUIUWUTNU 15U MSNOLNUUGS
Blkaneh msvacoausiouawusha



3. suluuLoiiudane (Accountable Marketing) wunowung:insewrinaulugoanain
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4. sunuumsaaiaisosn (Proactive  Marketing) winouned:ituwhaoonluidauidau
anGhilouhu Armou KSosuehitus:a: Wothiduottoualkiun nenudueh TKuonu:theine
Wodswnauwioumsanilkinniu

5. SUIIUUKUEDUSST (Partnership Marketing) uSUndIKmsauuauumseiIduouu9Su
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[ACTIVITY-BASED COSTING]

anGhiicia:aud:owarlkiNaGuNURUADMSAIGNGHONU

Boenunsnnenlaiciod

1. cunilumsl@inBoeane [customer acquisition cost] U Mshs@wrig
dueh msidauidau Mslkn@anedueh MSIKehnuthmonada mssuus:iu
KNanG IvasuLlsaueh

2. Gunuonwoulumsen [term of trade] 15U Msa@s16n MsduUduu
aufusnnus:siduwus RuatUauuliaunano msd@panmsiss:ou
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[ACTIVITY-BASED COSTING]
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[ACTIVITY-BASED COSTING]
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Moving Forward to
"Customer Engagement

’ Customer

Engagement

CEM

Emotional
Cust?mer Attachment
Experience

C RM Positive

Relationship W2 E P
Right offerings Right offerings Right offerings
for different i for different ! i for different

customers E customers i : customers

---------------------------------------------------



e Customer Experience =

Physical Elements + Emotional Elements

“Customer Experience Management”™



Us:aumsninGin@ouonnudageno 1 @l

1. eaowbnwhle (Reliability)

2. anwiGiulona:so@iSlumsaouaudy (Responsiveness)
3. GowiBoionaxiuly (Assurance)

4. anuilvanensiguaaa (Empathy)

5. Kanhumomamw (Tangibles)




vuaudharudmsidu CEM

1. S:UAGALWANDNVD9GINS (Touch Points Identification)

2. Usaduus:aumsnianeluncia:n@diuwd (Experience Assessment)
3. DonuuUS:dumsniniduionanuni (Branded Experience Design)
4. cqnidumsiiaDawa (Implementation & Evaluation)

5. IGIIIGIUUS:AUMSNId@INUNSITNIGE I (Experience Enrichment)




ADD Value Creation of CRM REDUCE

* Respect - Uuifo X * Comfusion - ROLILENE
 Approciation - was 5. Ao wilvwalosovgne X on - porud
- Customer
* Recognition - As=ndniio A * Disappointment - AOWABANTD
* Feeling of value - gdnfruA " * Neglect - aowhiaulo
* Better treatment - UGOWA@ENo" . N oo * Audeness - ADWAEIUATE
* Friendliness - oudunins I‘ T I e I'm * Lack of caring - vwewlaly
* Helptulness - wsndsiiena NTERACTION WITH THE * Mistreatment - Ufjiiugnaen
* Courtesy - neusu ORGANIZATION * Disgrauntiement - Ao wluwalo
* On-time delivery - Asoioan
- 3. powawnsnmomalniacsuy
R TECHNICAL PERFORMANCE
* Access lo information - 107 nlﬂp'
AND SYSTEM
* Service guarantees - SuUs:
* Delivery - a0 * Inflexibility - AowluRaeod
* Warranties - Suuszriu 2. nszusuMsiaaduayu * Complexity - ADIEDEIN
* Payment options - muidenorediu PROCESSES AND SUPPORT * Redtape - SH0BUSIONTS
* Longer hours - b Wi 00U * Stupid rutes - noflumueay
1. AuArna:uSnisndn
CORE PRODUCT * Price - S7A1
AND SERVICE
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> idumsaswaruelus:aunsnis [aasuRaImw
UDVAUGNKSDUSNS
> USuhowo:waenuaaeiunuENUGe IMdlkanenisoduanlalusicninnas

> UdauUimsItiouURLUSUISUMSAS0ENUIGNG IUUGIDUISD0SSSUGM
Tuned

1. AuAma:usnisnan
CORE PRODUCT * Price - S7A"

AND SERVICE




S:GIUN 2 NS:UdUMSlia:auUduu

> I0US:GUALUSENIWUMSUSMS

uonistovINduah IsUUSNISdo
dueh vounsuduen NS
suus:nu wunmsigiou  1IduGiu

Delivery - @0

Warranties - Suus:fiu 2. ns:uounsuaaduayu
Payment options - muidenoeitu PROCESSES AND SUPPORT
Longer hours - b8 WI0a18108U

USYngudusadsnun
luszAutlalng MsHnMS
usmsnanmhisounsoli
foonlU

* Inflexibility - axwlupaeoi
* Complexity - RO WHOEIN

* Rediape - s:i0suswnis
* Slupid rules - ndﬂimm:a‘u
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> Iummo:ma?umsaanumus:uuwumﬂiuia8 l]/\lé?h‘l usmSoan
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