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* AHanNM3 JaHHbIX U PEXUM pearibHOro BpeMeHu
* [1aHHbIe peanbHoro Bpemenun. Oracle GoldenGate

*[lpuHATNE pELLEHNN B peXXnme peanbHOro BpEMEHMN.
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. BusHec-aHanu3 n pexmm peanbHOro BpeMeHM
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. AHanuTukKa peanbHOro BpemMeHwu

* PaboTa ¢ JaHHbIMU pearnbHOro BpeMeHM
« JlocTyn K gaHHLIM peasribHOro BpeMeHH!

* [lpobrnema — Hemnb3si COBMELLATb aHANMMTUYECKYHO
00paboTKy, dopMUpoBaHNE CITOXKHbBIX OTHETOB C
TpaH3aKLIMOHHbIMM MpoLeccamm

« XpaHunuuwia gaHHbIX peanbHoro BpemeHun - Real Time
Data Warehousing (Near Real Time)
* AHanNn3 JaHHbIX Kak Npouecc pearnbHOro BpeMeHH!

* [lpuHATHNE pelueHnn B pexmme peanbHOro BpeMeHu, B
npoLiecce BbINOMHEHNS BU3Hec-3aaauun (00cnyXxnBaHme
KITMEHTOB, KOHTPOMb NOCTYNSIEHNSA NiaTexen)

* |cnonb3oBaHue He TorNbKo 0a3bl AaHHbIX, HO U
«KOHTEKCTHOW» MHdOpMaUumn (BpeMs CyTOK, Lierb
oOpalleHns KrneHTa B LLEHTP OOCIYXXUBAHNA U T.1.)
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. Oracle ona aHanNUTUKK
peanbHOro BpeMeHu

A |
* AHanNnM3 JaHHbIX B peXxnme e
pearnbHOro BpeEMeHU E— = -

Oracle Real Time Decisions

* PaboTa ¢ JaHHbIMU peanbHOro
BPpEMEHM

Oracle GoldenGate

o S e
= ===2 = e =
Oracle EBSuite Siebel CRM SAP R/3
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JJaHHble peanbHOro BpemMeHwu

Oracle GoldenGate
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. Yto Takoe Oracle GoldenGate

C60p u docmaeska usmMeHeHUlU OaHHbIX Mexdy cucmemamu 6e3
eMewamesibcmea 8 pabomy npusoxeHuli 8 HEOOHOPOOHOLU cpede
8 peas/ibHOM epeMeHU

KnrouyeBble XapakTepuUCTUKN:

Bes BmeluatenscTsa B paboty

TpaH3aKLMOHHOW CUCTEMBI, 3a4epP KKK

Ha ypOBHEe O0NeWN CekyHn
F'MGKOCTb U
OTKpbITas, Mo4ybHAsA apxXUTeKkTypa —
nogaepkka pasHbiX MICTOYHUKOB U

Heneaix bas Aamen

[Toooepxka TpaH3aKUMOHHOM
LEeNTOCTHOCTHU
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. Kak paboTtaet Oracle GoldenGate

Capture: Ha ocHOBe 4YTEHNS TpaH3aKUMOHHbIX XXYpPHanoB npoucxoanT coop un npu
HeobxoanMocTn punsTpauns 3adoMKCMPOBaAHHbLIX M3BMEHEHUI NO Mepe NX

nodaBIIEHNA

Trail: yHnBepcanbHbIn doopmaT, NPOMEXYTOYHbIE doaunsbl,
nogaepkka odepenen

Pump: pacnpegenexHne gaHHbIX Ans

MapUWR &L A pLupyTnsaumns yepes
TCP/IP, cxaTtune, wundpoBaHme

Delivery: nameHeHne gaHHbIX C
COXpaHEHMEM TpaH3aKUMOHHOMN
LLeNOCTHOCTMW.

P
— . —_ LAN/WAN

Internet
basa-UcTo4yHuk Llenesas
Oracle u nobble basa
ByHaAnMnpaBJsi
apyrve 6asbl Hey P OaHHbIX

€HHOCTb

apyrme



. CueHapuu ncnonb3oBaHuUA

OnepaTtuBHasn XpaHunuuia gaHHbIX BUTPUHBLI AaHHBbIX

OTYEeTHOCTb

7
. ) ‘&
\
B k:
Broadcast Bi-Directional Peer-to-Peer
PacnpeneneHHble Live Standby or Load Balancing,
AaHHble Active-Active for HA Multi-Master

.
£

Ny

- ﬁ’f‘g
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. NMnatdopma Ana xpaHunuuw, gaHHbIX
lTpouzseodumernibHOCMb, peasibHOe 8pPeMs

GoldenGate angs 3arpy3ku B Exadata
Oracle Data Integrator ana npeobpa3soBaHnmn

Oracle Data
Integrator

%Sun
ORACLE

Oracle
GoldenGate

Oracle Database

ODS Schema DW Schema

-——
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. NMonb3oBaTtenun GoldenGate

CHASE O
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* travelocity
Anil Dhirubhai Ambani Group
78 efferson . ]
m @ J sity Ho: NEW YORK

INOEPENDENY DIRECTV
Overstock.com'
Your Online Qutiet™

& MENMRRN Bz “FAdventist

@ vocarinx

retail decisions

BlackBerry

(] Swedbank
1-800-flowers\com e
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[MpuHATUE pelleHUun B pexmme
pearnbHOro BpemMeHu

Oracle Real Time Decisions

ORACLE




. ABTOMaTU3aLUUA npoLecca NPUHATUA
peLleHn

- Cuctembl nogaepxkn npuHATUA pewieHun (CIITMP)

*  MHorokputepuanbHbI BbIOOP, TeOpUS BeIDOpa
« CornacoBaHue 3KCMepTHbIX OLIEHOK

* OKCNEepPTHLIE CUCTEMDI

« Cwuctembl NnpaBus BbIBOAA, MalLWHbI BbIBOAA
*  K3Bne4dyeHue 3HaHU

» Data Mining
° |_|pOFHO3HbIe aHarinTn4eckne Mogesim Ha oCHoBe NCTOPUYECKNX
NaHHbIX

*[lpuHATNE pELLEHNN B peXUMe pearibHOro BpeMeHM

(Real Time Decisions)

* ABTOMAaTU3aUUSA NPUHATUA PELLEHUN B KOHTEKCTE DU3HEc-npouecca
* PekomMmeHOauUun B pexXume pearnbHOro BpEMEHM

ORACLE



. Oracle Real-Time Decisions (RTD)

lMpuHsmue peweHuUl e peaslsHOM epeMeHU

- TexHonorusi paspabotaHa
KomnaHnen Sigma Dynamics

» C 2006 roga BXOAUT B MPOAYKTOBYIO RE?TilgaTizgs
nnHenky Oracle
*[1pooyKThl
* TexHonormndeckasa nnatgopma — Oracle RTD
cepBep NPUHATUA peLleHnd Base Apps

* [lpegHacTpoeHHble Moaenu Ans
BblJa4yn peKoMeHdaLnmn rnpu
B3aMOOENCTBUN C KIMEHTaMU

Oracle RTD
 [oTOBbIE NPUINOXEeHNA OJ1A KOHTAaKTHbIX Platform

ueHTpoB, CRM-cuctem
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. [Mpouecc NpUHATUA peLueHUn
OcHoeHhble asieMeHmbl

- [lJaHHble O TeKyLwen cutyaumm, oobekTe

* On-line gaHHbIE: HOMEP 3aKas3a, KINMUEHT, AeHb Heaenu,
pasmep, BEC YnakoBKM

*  WcTtopunueckme gaHHble: [laHHbIE O KITMEHTE
* BapuaHTbI pewieHus
* Cnuncok opraHnsaumn, BbINONMHAKLWMNX KypbepPCcKue
yCnyru
 Kputepuu ontuMmunsauuu

e CTOMMOCTb OOCTaBKMU [ | min
 BepoATHOCTb CBOEBPEMEHHOM OOCTABKU [| max

e Jlornka npnHATUA peLueHnmn
° I'Ipanma, CKOPWUHI, NMPOrHO03Hble MOoAESIn

ORACLE



. Real-Time Decision Framework

TeKkywue
AaHHble

4 ™\ Kputepun ontummusaummn e ~N
BepOﬂTHOCTb AO0CTaBKN BOBpeMsA
BapuaHTbl c Ontumanb
o TOUMOCTb
peweHnun HOoe
peLwieHune
\. / BusHec-npaBuna g

High Value Customer =
Annual Revenue > $100
AND
Customer Tenure > 36 Months

NporHosHble *
Mmoaenu
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. Jlornka u mogenu NPUHATUA peLueHNN

« BbIOOp onTManbLHOro pelueHns

* BblyncnexHve CKOPUHIa Angd Kaxanoro BapmaHTa pelueHuns
OTHOCUTEJIbHO KaXOoro Kputepm4d

*  BbluncneHune obLLero ckopuHra Ka)aoro BapnaHTa
* BbIbop BapnaHTa ¢ HaMboNbLUNM CKOPUHIOM

° CKOpI/IHF BaApunaHTa MOXeET BbIHUNCITIATBCA HA OCHOBE
*  npaBun
* MPOrHO3HbLIX MoAdeneun
*  MONb30BaTENbLCKUX QYHKLNW

* [1pOrHo3Hble Mogenn — BCTPOEHHbIE anropUTMBbI
data mining Anga BbIYUCNEHNUA CKOPUHIra BapnaHToB
* Naive Bayes
* Perpeccus

ORACLE



. OTnnunTtenbHble ocobeHHocTn Oracle RTD

 [nHaMu4yeckumn Habop BapmaHTOB peLLEHNN
 Cnucok BAPUaAHTOB MOXET MEHATBLCA B 3aBNCUMOCTU OT
TeKyweun cnTtyaumum
 MHorokputepuanbHbIU BbIOOP / onTMMKU3auus
*  Wepapxusa ueneBbixX PYHKLUN
 CrtaTtndeckue u ANHaMnyeckme npmopunuTeTbl

 KonunyecTtBeHHad OuUeHKa BapnaHTa OTHOCUTEITbHO
KaXkoro Kputepusa (Ctatuvyeckun, npasuna, nporHo3Hble
MOZENN, Nonb3oBaTenbCckue PyHKUMN)
« CoBMeCTHOe 1CMnosb30BaHNUe bU3HeC-NpaBus u
MoOeneun ansa oueHKn BapuaHTa

 CamooOyueHue, agantaums K UISMEHEHNAM

* aBTOMaTM4YecKast KOPPEKTUPOBKA / co3aaHMe MPOrHO3HbIX
MOJESiIeN Ha OCHOBE HAKOMJIEHHOM CTaTUCTUKM

ORACLE



Apxutektypa RTD nnatdopmbl

Ll L

Java S5 XML/SOAP
-ty
Smart o .NET
' 3
Q

Client

J2EE Contalner

Decision
Studio RTD
J2EE

Decision
Server

Decision
Centre

Java XML / SOAP JDBC

Back-End Back-End Data Mart /
System Database Warehouse

RTD ucnonb3yet koHuenuuio SOA ana nHterpaumm ¢ TpaH3akKLUMOHHbIMU
NPUNOXEHNAMU U KaHanamMm oOLLEeHUA C KNNeHTamMun
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. UHTepdencobl nonb3oBatenen RTD

Decision Studio Decision Center

= e - Increase Cross Sell Rate - Sigma Dynamics Studio Decision Center - Microsoft Internet Explorer.
Fie Edt Navigte Search Project Run Window Help e v s E T e
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24
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© Performance Goals A
s B Bestfit | Drivers | Trends
=1 & Choices Choice | atributes | Learn Location | Temporary Data Storage -4 ecison Process J L 1 1
=& Ta@f;i”::::f;s =@ Targeted Messages = Report Settings
el Choice Group: Label for Choice: = 4
56 Sy sl 3-8 Inbox Messages Time Window : [Since May 1, 2004 =] Maximum Number of Rows : 1o
+ & RA [Targeted Offers x| [messages =@ Targeted Offers
= G Rolover 401K & ® Rra orter: [cicked =]
Base Event: Label for Chaice Outcome: 5
¢ mrots S 5 o =0t | s [ g
s Shas 1@ Free Portfolio Co || Markster : [ar |
I G Elgbity Rules Postive Outcome Events: L
N b ol n I n e @ Message2 | || Count: 2202 Model Qualty: 52 e
# > Decsions
288 selecion pinchins = Highest correlating attribute values for Message 1
1 G Entiies — e =
) (= Data Sources [ ] Attribute Value Correlation
%1 (> Integration Points Weblnfo AvgSessionDuration 60to62 L]
@ rcin < | crrm Data enure w2toer =
I statistcs Customer Age 59 -
crease G CRM Data Account Balance 120001 to 145000 -
1 @ Statistic Collectors £ Problems 23 | Test | search | Tasks | Progress | Error Log Customer Income Level 60001 to 90000 -
= & Cotegres Corions, O warres, Ot s Customer Marital Status 2 -
: ‘u} ;:6525 | Description Resource | In Folder Weblnfo AvghumberPages 3to6 -
G et Customer State =)
) (> gensre CRM Data Online Use Group 7 ]
Eh=4 = ‘Account Data Credit Card Factor 17to20 '
dlasspat
1= project a @ Setup Alent | 3] Exportto Excel | fz] Export to CSV.
aE== >

« Cos3paHvne mogenu npouecca o
NpuHATMA peweHun (Inline
Service) .

* OnpegeneHne UCTOYHMKOB
OaHHbIX, Modernen, npasun, .
LeneBblX QYHKUMNA,

» CueHapun B3anMoaencTBUs
C BHELUHUM MPUNOXKEHNEM

Web npunoxeHue ans
Moamndmkaumm 6usHec Nornku

cnonbayeTca 3agad ans
MOHUTOPUHra

[JnHamun4yeckoe M3ameHeHune
CnncKa BapnaHTOB peLUEeHUN,
napamMmeTpoB aBTOMaTUYECKOro
oby4eHus

ORACLE




PekoMeHpgauun B peanbHOM BPeMeHU
Oracle Real-Time Decisions (RTD)

MpunoxeHnue (6usHec-npouecc) ° PEKOMEHAyeT NpoAyKTbl M ycnyru B
peanbHOM BpeMeHU C y4eTOM BceX

@& () OAaHHbIX :
* [MpunuynHa 3BOHKa, BpemMs OHA, aapec,
LI"O‘i*O— - : pown 3, anp

ncnosnb3yemble YCNyru ...
OH-naiiH daHHbIe l I Boidaya pewenusi u® QM TUMarnbHblIe PpeKomMmeHgauuum C

obpamuas cense  yyeTOM Pa3fIUYHbIX OU3Hec-

Kputepues:
RTD-cepBep e Makcumusaumsa o6opoTta, MMHUMU3aLUA
Bu3Hec-npaeuna u co6cmeeHHbIe r;ﬂgﬁ?rl(ae K, POCT yPOBHA JOANIBHOCTH
camoobyyaroujuecsi npeduKkamueHble
modenu ° YnyJylweHune KayecTBa peKoMeHaauuu
 ABTOMaTM4yecKkoe obyyeHue U
Wcmopuyeckue daHHbIe onTuMn3aumsa Mmogernivu Ha ocHoBe

nony4eHHOM ob6paTHOM CBA3MU

] * Wcnonb3oBaHue nonb3oBaTeNbCKUX
Moaenen v npaBurn

KopnopaTMBHaﬂ MHCbOpMaLI,VI;l o MHTerpMpyeTCH C .|1|-O6bIMV| KaHajilaMu
ooLweHunna ¢ KnueHTtamu: web, kon-
LeHTp, 6aHKOMaTbl, MOOUSIbHbLIN OAHK

ORACLE




. [MpuHATUE peLleHUUN KaK CepBUC

* MpuHATNE peLueHN: NPUNoXeHne nosy4yaetT oNnTUManbHbIA BapuaHT peLueHus
» O6paTHan cBA3b: Peakuusa nonb3oBaTerns 3anMcbiBaeTca AN ooyvyeHus

R
Cepaep
RTD

asa
OaHHbI
X
Backe
nd

Touyku n HTerpauumm

RTD Decision Server

HakannuBaem
UHc¢popmauumro
O KINnUeHTe

_CD_*—opMMpyeM CNHNCOK

pelleHuin

OTcekaem no npaBunam
«HenoaxoasiLme pelueHnsa»

—Umr}emr

(scorina)

Y

ORACLE

Mopgenb nporHo3sa

Monb3oBaTenbcKkoe n puroxeHune

Monb3oBaTenb Hayan ceccuro

Y

Nepenaem nHco

v

——3aAMNCE PeaROA ]
_I{Jlldﬁ.ﬂ-'l'a_

MexaHu3m oby4yeHuUsA

3anpoc BapuaHToB

Mpownu
MUWHYTbI, AHU
Heaenu

Y

aneM BapnaHTOB

Y

Peakuus:
opuHAToloTKNOHEeHO

(SOA)
Informs
<
Informs
<
e 3anpoc
OTtBeT
>
Informs
<€
Informs
<€

KoHel TpaH3akuum




. [lpakTn4yeckoe npumMmeHeHue

- Bblgaya pekomeHgauumn B
peXnme peanbHOro BpeMeHM

* IHTerpayma ¢ KOHTaKTHbIMU
ueHTpamu (Siebel CRM u gp)

* CUCTEMbBI 3NIEKTPOHHOM
TOproenu

* IHTerpaumns ¢ pasnmnyHbiMu
KaHanamu B3ammMmoaencTBug C
KnneHtamu (web-canTbl,
NPUNOoXeHns, baHKkoMaThl,
MOBOUIIbHBIE BAHKW)

ORACLE




NMpumep ncnonb3oBaHusa RTD
KoHmakm-uyeHmp mesnieKkoMMyHUKayUOHHOU
KOMnaHuu

* 3BOHOK B KOHTaKT-LIEHTP
« 25 nerT, CTyOeHTKa, apeHAayeT KBapTupy
* KnneHT B TeyeHue 5 net
* Tekylwinn (4YeKOBbIN) CUHET

* PerynspHo nosnb3yetca KpeauTHON
KapToW

* N3penka HebonbLion oBepapadT

* CpeaHsis LEHHOCTb

* BbpOH30BbLIN CErMEHT

* YekoBas KHMXKa

» [lebeToBas kapTa

* YHMBeEpCUTETCKaaA KpeauTHas kapTa

* Llenb 3BOHKa

e CMeHUTb aapec B CBA3U C HOBOM
paboTtoun

ORACLE
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=| @ 00:0406 | |Z3» @ L| 5 F 46 & | O [>calfrom 1211234567 SO d |4
Contact:

Opportunities My Dashboard || Executive Analytics || Retail Finance Analytics

Contacts Home Contacts List Consumers List Personal Contacts List Charts Manager's Explorer My Team's Universe By Specialty Contact Administration

Customer Value:¥esnieinl | [1] 10f1+ [¥][&]  —

-~

Linda Johnson

[ Menu~ | [ New | | Delete | [ Query |
*Last Name: Johnson Account: e} Personal Address: 13 Fulham Road e
*First Name: Linda Job Title: Student City: Cambridge State: :v
Middle: K Work #: (121) 123-4567 Zip Code: Country: United Kingdom j
MriMs: Ms. [v] Home #: (121) 123-6789 *Privacy Option: Opt-Out: All Parti| v Don't Call:™~

Suffix vl | Dont Mait |~
| Account Affiiations Account Affiliations |l 'E Customer response is successfully recorded. (SBL-EXL-00151) @ PYTEnel| Summary (RTD) |ﬂ
L

few | [Delete | [ Query |

[ Menu v | [ Yes! Tell Me More | [ No. Thank You | [ Show L Call Reason Description

> Call - Inbound Change of Address
Churn Indicator: 25%[ |

Treatment: No Action Required

Call Report

OtBeT JIuHALI Ha NpeanoXeHne 3aperucTpupoBaH |-
onepaTtopom. OTBeT coxpaHéH B CRM u byget
ucnonb3oBaH RTD B peansHOM BpeMeHu ans

o0yyeHus.

——) ]

Information:

Intelligent Offers | [ERd | Yes! Tell Me More | No. Thank You 1-10f1

N Sc Inf ti Offer Code
— - pisah EE Campaign Parent Campaign Purpose Objective Period

TK-M2: FTB Mortgage Bundie A tart, ib! rt 70226-4812831
> gage KD NARNN e e — > | Default Campaign Default Campaign

l.a Shhcut to javascript:void(0) | - ) [_— IU [_ [_ [— l\—J Local intranet



Q-O-NME®| LP*xe|ls B y - &%
File Edit View Navigate Query Tools Help i "‘ﬂm

Eﬁ@f‘@J%:UJ&ﬂ=&_@ | & Queries: M P o | M
= | ® 000446 | |81 & L|F & & & | O [>calfrom 1211234567 o~ k|4

Contact:Johnson > Offers:TK-M2: FTB Mortgage Bundle > Phone Offer:

| Home || Opportunities My Dashboard || Executive Analytics || Retail Finance Analytics

All Offers Offer Groups Direct Mail Offers Direct Mail Template Direct Sales Offers Email Offers Offer Templates Fax Offers Media Offers Phone Offers Y
. -~
TK-M2: FTB Mortgage Bundle |®] 10f1 [H| | 55
[Menu~] | [New]
*Offer Name: TK-M2: FTB Mortgage Activation Date: 9/1/2005 i:) Approval Status:  Approved v Products: |
*Offer Code: 270226-4812831 Expiration Date:  8/17/2009 i< Approval History: 4 Price List: &
*Channel: Phone (v Description: Low start,
Type:| Cross-Sel +] Offer Group: RTD aBTOMaTM4eCKu aHanu3upyeT BRMAKOLWMeE
Offer Details Related Events Real-Time Details | (hakTOpL1 0TBETOB HA KOHKPETHOE NpeanokeHue u

MOXeT npeaocTaBlATb 3TU AadHHbIe

NoJ1b30BaTeNIAM. .

I Menu v ] [ Query ]

Last Sync Date: 9/28/2006 1:06:00 Phi Stage: Enabled : Deployment Instruction: E

Need To Sync: No Offer Group: Cross-Sell [+]
Campaign: Default Campaign o LI
m GRS dS | Drivers

Attribute TK-M2: FTB Mortgage Bundle Predictiveness
Contextual Call Interaction Call Reasons 70 -
Customer Investment Profile 30 mm
Customer Age 30 [ |
Customer Investment Risk 5 1
Customer Credit Score 5 I
Customer Years as Customer 4 |
Customer Customer Value 2 |
Customer Education Background 2 I |
Customer Annual Income 1

[l __The incomino call volume hasincregsed |y 4:—
&1 Done [ 3] [ [ [N3Localintranet




Q-O-HNEA G P8k BB y - &%
File Edit View Navigate Query Tools Help i "“im
= B3 A o, E = [y ; v | = 2 ies: {
EE%J:‘TQJE_?‘UJ&A&Q] Jé Queries: LY )-))Dj (h
= | ® 000639 | &> 2 L& & &£ & | O [>calfrom 1211234567 ~|O|~ | |4
Activity:
| Home || Opportunities Y nLcll Activities My Dashboard || Executive Analytics || Retail Finance Analytics | Answers | Offers |
Activities Home Activity List  Activity Chart Explorer Contact Call Detail Contact Call Chart Account Call Detail Account Call Chart Alert Meeting Personal List g

My Activities v [ Menu v I New | Query Results

Created By First Name Last Name Created Type Planned Start = Due Status Priority Planned Comp
> | SADMIN Linda Johnson 11/30/2006 8:55:28 Call - Inbound 11/30/2006 8:55 AM 11/30/2006 8:55 AM Unscheduled 11/30/2006 8:58

ucb o gencteum B CRM
KoTopas OyaeT UCNONb30BaTLCA B
AanbHeuwen padorte.

«| | »
Call - Inbound [¥] 10f1 [¥]
[ Menu v | [ New || Delete | Cance Query Results
Description: E] Start: 11/30/2006 8:55 AM Priority: v Owner: SADMIN [d
*Type: Call - Inbound v Duration: V Status: Unscheduled ' Employees: SADMIN e |
Comments: = Due: 11/30/2006 8:55 AM H Opportunity: I Contacts: Johnson B |
- End:| 11/30/2006 8:58 AM H Account: M *Display In: Calendar and Activil| v|
_'J Acc/Policy #: 4 Done:[ Call Report:
Private: | Site:

‘ﬁ‘ rollment for all company benefits beq 1ext month |ﬁ| 2o0f4

2] Done [ B[ [ [ [NdvLocalintranet
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B Vicnonk3osanue RTD & BT 5T

e Llenu
* [eHepauns oONOMNHUTENBHOrO AoXo4a OT NPOo4aXKM MPOLAYKTOB U YCIyr Yyepes
KOHTaKT LEeHTp

* MWHMManbHbIE 3aTpaThl HA MHTErPALUIO C CYLLECTBYHOLLUMKU CUCTEMaMU
nooaepxku busHeca

* MyHMManbHOe BNsiHME Ha CYLLEeCTBYIOLLINE OU3HEC NPOLIECCHI N BPEMS
o0CnyX1BaHUS KNMEHTa

 BHeapeHue
* VIHTerpaumsa ¢ KOHTaKT LueHTpom Siebel

* [lepBasg dasa BHegpeHusa 3a 2 mec. B 3 mecTax (100 areHToB), 3
KOHTPOSbHbLIE rPynnbl

* MeTpukn ycnexa: apdpeKTUBHOCTb NPUHATUA NPEOSIOXKEHUN,
yOOBMNETBOPEHHOCTb KIMeHTa, BpeMs 06paboTkn BbI3OBA,
yOOBNETBOPEHHOCTL areHTa

* PesynbraThbl
* [loBblWeHe JONONHUTENBHBIX Npodax Ha 8%
* YBEpPEHHOCTb areHToB B ToM, 4TO RTD nomoraet B pabote ot 26.1% 1o
85.7%
* YBepeHHOCTb areHToB B TOM, 4TO RTD nvmeeT «BbICOKYO TOYHOCTb»
pekomeHgaumn: 66.7%

ORACLE



KoHTakT ueHTp B BT BT

@ & & (Logout) Queries:  * Current Interaction  [v| .0 O
D ] |2 N o
Queues || Search [ITENIIEY Weblinks || Billing Account || Sales Orders

terface Interactions List

Ak

‘ & 00:00:00 I l ‘ | I ‘:‘

Interaction:

Residential Fulfillment Orders |+

Customer Account

UHdopmauumsa o KnueHTe

[ Menu~] [GoToC | ['Go To Biling Accour] R btics |
) - y A
CUSTOMER INFORMATION CONTACT INFORMATION OTHER DETAILS
Customer Name: Caller Validation: Not Validated \z Callback Type:
Account Number: Contact Name: Miss L Richards o Callback Number:
Account Migration Contact's Primary Phone: 01432760226 Account E
Date: SOl e = Hazard Notes: -
Telephone Number: il L‘
Mother's Maiden Name:
Customer Password: Account %
Job Function/Role: Unknown Caller [+] Warning Notes: =
Installation Job Title/Relationship: [+] Ll
Address: — "
: Transfer From:
*Interaction Type:| Inbound Call Ad| ransierFrom
~ Repeat Caller Status: SctMimbers
JincTt npeanoxeHun o e
/\ Call Reason: hd|
Vi Besonaex: LleneBoe npepnoxeHune
[ ]
OGpaTtHas cBA3b
- DTN AMavé Daré Anéinm i etnnting | M donencn
Recommendations | [ZId |
Recomm Score Name Response Info Description Link Flag Name Description 1-Tof7+
Score ik Total BB 2 1. State of the art wireless BT Home Hub Call Flow > A VP This customer is a VIP
>| srdrsvdns| | | ik Total BB 1 1. Wired 220V router £25. Wireless BT H Call Flow ¥ Unpaid bill Customer has an unpaid bill ‘a VIP 2
Srcicds| | | Spnioior Total BB 3 **Remember start high and work your wa Call Flow E Testinfo Inline Service: Consumer Inline Se| ynpaid bill <
Sriciin| | 2| Sl Upgrade to MPP [v] Monthly Payment Plan gives you the opti Owl J Callinfotest Local: 43; Mobile: 35; National: 20;nsumer Inline Se
sedrsrin | | Aok Home phone ti;ested The latest cordless digital and corded tel Owl v Interestedin _.Broadband. [The customer has p- 35- National 20
Srocicdoy | | eoioe BTT International (S o e ected * Customer has made 5 or more internat Owl B Collectemail Please collect the customers emailg ¢ stomer has p
T sivirsoxr Net Protect Offered but not appropriaty  AS you've chosen BT Total Broadband C Ow | Note Please see notes on customer's a3s; National: 20; Internatio
i Net Protect As you've chosen BT Total Broadband C Owl j (4] Note Please see notes on customer's alg

I'IpMBnequMe KIMNeHToB Yp,epx(aHMe KNMNMeHToB

ORACLE



. Oracle ona aHanNUTUKK
peanbHOro BpeMeHu

*[logoeprkka pasnnyHbIX
cueHapueB bu3Hec-aHann3a B
peXNME pearibHOro BpEMEHM

*[lpuHATME peLLeHN B pexnme
pearibHOro BpeMeHM

Oracle Real Time Decisions

* PaboTa ¢ JaHHbIMU peanbHOro
BpEMEHM

Oracle GoldenGate + Oracle
Data Integrator e Ee B

Oracle EBSuite Siebel CRM  SAPR/3

—_—
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