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What is the usual way to get
something done in Serbia?

e Cable / Internet access
e Complicated Medical Treatment
e Apartment in new building

e Repair of electricitys, ..
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| kKnow someone who knows someone In the
right spot who will get this done quickly




Personal Knowledge is a good base
of business relation

e Seller knows  Buyer knows
— Buyers needs (expressed — Sellers capacity to
and non expressed) deliver
— Buyers purchasing — How to match his need
capability in sellers organization

(delivery time, price, ..)

Ex: Traineeship:

Potential offer, cost,
advantage over other
offers, ...

Ex: Traineeship:

What nationality, training,
expertise, period




How to get something done if I do
not know the customer?

— Public transportation
— Public utility
— Mobile phone provider

— Automotive Retailer

— Supermarket
AN . e
. AIESEC problem is the fast
: turnover of students and that
— AIESEC . the Account managers are
: spread over the projects and
work part time :




In an ideal world

e A bus company would know exactly when the
customer would want to travel, where to, with how
much luggage, and how much money he 1s willing to
spend

e Public utility would know exactly about the energy
need of their customers in advance for the next years
and decades

e Mobile phone providers would know what services
their customers would want to buy, at what price




In an ideal world /ctd.

 An Automotive retailer would know exactly when a
customer would want to buy what type of car, how
much money he has, if he will be able to pay, if he 1s
happy with his current car and why, what other cars
he likes etc.

e A Supermarket would know which other products a
customer would need, how much he would want to
pay

e AIESEC would know who would need a trainee, be

ready to give money (and how much), who would
like to come to an event, ..




How to make this happen?




How to make this happen?

e [t 1s all about Information
e The Information exists
e But i1s not linked




CRM systems

e CRM systems are supposed to collect and
connect this information

e Analyze the information

e Propose target activities




Ideal CRM system

e Bus retailer e AIESEC




Ideal CRM system

Bus retailer

Existing customers (new
and used)

Potential Customers

Their fleet

Their (technical) problems
Perception of brand features
Financial capacity

Future Plans

AIESEC

Former and actual
customers

Potential Customers
Contact person

Customer
(Di1s)Satisfaction

Past purchase profile
Future plans




CRM uses

e Mobile phone company:
— churn rate prediction

— Cross-Selling
e Automotive reseller:

— Desire to change

— Targeted sale of vehicle stock

e Bus retailer
— Stepped activity approach




CRM © Christian Schreiber

Vision

Strategy

Customer Experience Management / Lifecycle
Organizational Collaboration

Processes

Data quality

Technology

CRM metrics




CRM Structure Autoline

Company

Customer

Vehicle

Invoice Service




CRM Structure EvoBus
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CRM Structure AIESEC

Company

Contact

Keywords

Event




AIESEC business fields

1Jobraising
JFundraising (Kind/cash)
JJobfair

JdCompany presentation

1Personal presence




AIESEC Data Sources

e Collect past information

 Magazines (Ekonomist Top 300)

e Chamber of Commerce, FIC, Business
Associations, ..

e Top 30 are known — but the next 707




Example: Event

L [»| Delivered

D: 572006 | |23:39

A 1w Istanbul Tourismo

1.10.2006 2349

no showy (two days befare)

A || BBV Wien
D:[7] 1] 2112008 | 1824

Einladung Best Bus Wien 2006

A |»| BBY 2006 Participati
D:[7] 1] [2112006 | 14:47

Best Bus Vienna 2006 Participation: 2/4 Mov . BBY,
Heuriger Krug, StadtfOhrung, Hotel Pyramide




Example: Keyword

Marketing Keyword

P | [Gradski Autobus w
Prigradski Autobus W
Turizticki Autobus W
SETRA, L
Liovwyline w

* w

b of

Record: [I4 | L[ [ e

—




Keyword vs. Field Concept

Branche

Fersonenbefdrderungsgewerbe=FPASSENGEl » | Type of Business

Brand Limit

EvwnBus |  Can be contacted for which bus

ME ABC

A=Has baught minimum 1 Mew Mercedes bu|w | Importance of the customer

Sales Habit

iorwiegend Neu=PREDORMIMNANTLY MEWY TS SRR Uy EetE

Lales Channel

Sales Type

Fi-Nr:

AB Sifra:

@ (44|

Ersatzteille=5PARE PART: CUSTOMER

Interessent=PROSPECT CUSTOMER

Kleinbus=mMINIBLIZ CUSTOMER

Meu und Gebraucht=MNEW AMD USED BUS CUSTOMER

Feize gebraucht/Linie neu=COACH USEDALINE MEW CUSTOMER
Feize neuslinie gebraucht=COACH NEWYLINE USED CUSTOMER
Feise und Linie=COACH AND LINE MIXED CLUSTOMER
vorwiegend Gebraucht=PREDOMINANTLY USED CUSTOMER
vorwiegend Linie=PREDOMINANTLY LINE CLUSTOMER
vorwiegend Neu=FPREDOMIMNANTLY NEWY CUSTOMER
vorwiegend Reise=PREDOMINANTLY COACH CUSTOMER
Werlcstatt="WORKSHOF

mer by

the way of




Index Operation

F EvoBus Size : Select Query

IIf([Busse]>0;11f([Line] Is

Mkt Status | D | 2P | City | Buses | Line | Umsatz | Radnika | Size

> g G3P 11000 | Beograd f41 B311 841
il 9 LASTA, 11050  Beograd 728 270 725
Il A NIS EKSPRES 18000 | Mig 500 245 500
Il B LITAS 12000 | PoZarevac 167 143 578 167
il 2 AS KRAGUJEVAC 34000  Kragujevac 151 | 111 151
il 2 JP KRUSEVAC 37000 Krudevac 130 775 130
Il 4 TIMAS 19000 | Zajecar 123 42 285 123
Il B JEDINSTYO VRANIE 17500 | Vranje 123 576 123
il 9 AP CACAK 32000  Cacak 120 40 120
il 1 ATP WOJVODINA 21000  Movi Sad 109 455 BB5 349 109
Il 5 BECEJPREWOZ BECEJ 21220 Bedej 100 48 153779 118 100
Il B SEVERTRANS SOMBOR 25000  Sombor 100 26 352 958 375 100
il B RAKETA PUTNICKI 54 31000  Trstenik 81 85 55
L] B LASTRA 14220 | Lazarevac g0 71 g0
Il B LUV-BRACA SARAC 11000  Beograd a0 153 548 3 B0
Il 7 AUTOBANAT 23000 | Zrenjanin B0 47 344 101 558 &0
il 7 ATP KRALJEWO 36000 Kraljewo 79| 37| B5570 g 7
4 WRSAC 26300 Wriac 254 370 277 B7

Null;[Busse];IIf([Line]<[Busse];[Busse];[Line]));IIf([Line]>0
;[Line];IIf([Umsatz]>0;[Umsatz]/3790;[radnika]*0.3365)))




Campaign Scenarios

e Mobile phone: find all customers w/ < 3 months
contract left who would save money by choosing a
competitor

e Bus: find all customers w/international lines that
could afford SETRA bus

e Automotive: three vehicles are on stock — find
customers whose lease contract will finish 1n six
months, who have a slighter lower version of this
vehicle, who have paid their leasing, who are in good
terms with us, who are price sensitive




Now it is for you to work

AIESEC Srbija i Crna Gora CRM

Data sources
Responsibilities
Organisation

Campaigns




