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Customer Knowledge
Clients — Segmentation model and definition
of “profitable” long-term customers.

Customer Life Cycle — Definition of customer
lifecycle (engage, transact, fulfill, serve) and
desired customer experience.

Brand, Products, Services, Channels — Prod-
ucts/services and go-to-market model.

Operations
KPI, Metrics — Expected P&L impacts from
CRM initiatives and defined measurements.

Execution Processes —Processes and score-
cards used to manage CRM process execu-
tion.

Marketing, Sales & Service Processes — Key
processes and their current complexity.

Organization and Communication — Change
management model, approach and current
status.

Information
Data Quality - Current state of data and proc-
esses to ensure quality data.

Interactive, Operational & Analytic — Critical
functionality required for supporting CRM ini-
tiatives.

CRM Integration —Integration required to sup-
port common view of customers and the op-
eration.
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