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. CRM geen luxe, klantenbelang duidelijk

. Consument wordt ongrijpbaar

. SaaS & Hybride toepassingen in opkomst
. CRM uit de Cloud? Data? Privacy?

. Presence als killer application?
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. Social Network, Social Media, ... and CRM?

What is your primary Client Relationship Management (CRM) software
that you use?

4025 votes + 206 comments * 9 days left

Microsoft — Dynamics
Oracle - Siebel
Salesforce — Salesforce.com
Mone

Answer Age Seniority Gender
570 Manager
Overall _ o
demographics 380 Q
285
1580
g5 52
18-2425-3435-54 54+ 1072 male26& female

Show demographics for: ¥ Overall [C Answer 1 [T Answer 2 [C] Answer 3 [T Answer 4 [T Answer 5
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Ruim 50% beschikt over een soort van CRM systeem /

applicatie
Publieke sector blijft wat achter

Ca. 10% heeft eigen ontwikkelde CRM systeem
Met name sector finance / overheid

Market penetration CRM applications 2010
(by sector)
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. Microsoft CRM nummer 1 in marktpenetratie
. Top 4 aangevuld met Exact

Market penetration CRM application 2010

Tailor made

Microsoft CRM
Exact
SAP CRM

Salesforce.com
Archie
SuperOffice
ACI

WinRis

Unit 4 Agresso
Frontrange
PerfectView
Chordiant
Mamut Software
Salesmanager
DBS

Selligent
Amyyon
Infor
Sage
Cegedim
Update
Other

0% 5% 10% 15% 20% 25%

Note: Organisations with this application
Source: MarketCap International BV | Netherlands 2010
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. Marketshare in licenties: SAP CRM op hummer 1
. Microsoft, Oracle & Exact ongeveer gelijk
. Salesforce.com in opkomst

Marketshare in licenses CRM applications 2010

Tailor made

SAP CRM
Microsoft CRM
Oracle CRM
Exact

Centric
Salesforce.com
SuperOffice
DBS

Unit 4

ACI

Archie
Salesmanager
CTB

Selligent
Frontrange
WinRis
Chordiant
Sage
PerfectView
Amyyon
Infor
Cegedim
Mamut Software
Update
Other

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20%

Note: In % of total organisations
Source: MarketCap International BV | Netherlands 2010
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. Maatwerk hoe zit dat nu precies?

Situation of tailor made CRM applications
(by sector)
®100% internal development B Part internal / part external developed ®100% external development
100%
80%
60%
40%
| l
0% - . . : T T T T T
Manufacturing Trade & ICT, Media & Business Finance Education Government Healthcare Total
Transport Utilities Services
Note: % of organisations with tailor made applications
Source: MarketCap International BV | Netherlands 2010
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. Maatwerk niet meer van de laatste jaren!
. Is het aanbod verbeterd?

First installation tailor made CRM application

in 2010

in 2009

in 2008

in 2007

in 2006

between 2001 and 2005

between 1995 and 2000

<1995

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Note: % of organisations with tailor made applications
Source: MarketCap International BV | Netherlands 2010
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. Maatwerk gemiddeld 8 jaar oud!
. Nog actueel, van deze tijd, bruikbaar?

Average application age of tailor made application
(by sector)

14,0

12,0

10,0

8,0

6,0

4,0

) I

0,0

Trade & ICT, Media & Business Services Finance Education Government Healthcare Total
Transport Utilities

Note: % of organisations with tailor made applications
Source: MarketCap International BV | Netherlands 2010
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. CRM gebruikt voor? Functionaliteit?

Functions part of CRM application

Relation management

Sales activity management

Sales planning

Sales analyses

Offer & order management

Marketing planning

Marketing analyses

Campaign management

E-mail response management (ERMS)
Contract management

Service planning

Lead management

Telemarketing & sales

Customer service & support
E-commerce

Mobile marketing/sales/services
Channel management

Incentive & commission management
Other

0% 10% 20% 30% 40% 50%

Note: % of organisations with this application
Source: MarketCap International BV | Netherlands 2010
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. Wordt CRM een “All Microsoft” based omgeving?

Database platforms supporting CRM application

Microsoft SQL

Oracle DBMS

Progress

MySQL

IBM DB 2

Other

IBM Informix

Sybase

0% 10% 20% 30% 40% 50% 60%

Note: % of organisations with this application
Source: MarketCap International BV | Netherlands 2010
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. Microsoft versus Oracle?

Most uses database platforms for
top 4 standard CRM

100%

A =

= |BM DB2

B IBM Informix
70% B Microsoft SQL
= MySQL

® Oracle DBMS

50% B Progress

80%

60%

B Sybase
Other

SAP Microsoft Oracle Exact

Note: % of organisations with application
Source: MarketCap International BV | Netherlands 2010
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. Microsoft again?

Used development tools related to CRM application

Microsoft .Net
Oracle Tools
SAP Netweaver
Progress Tools
C(++)

Java

Other

IBM Websphere
Cobol

PHP

Uniface

Delphi

Magic

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Note: % of organisations with this application
Source: MarketCap International BV | Netherlands 2010
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. Investeringen in 2010 vooral “"Minor Upgrades”

Investment plans for minor upgrade

of current applicationin 2010/2011
(by sector)

Hin2010 ®in 2011
40%
20% f--
10% - ‘
o J .

Manufacturing Trade & ICT, Media & Business Finance Education Government Healthcare Total
Transport Utilities Services

Note: % of organisations with CRM applications
Source: MarketCap International BV | Netherlands 2010
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. Jaar 2011 meer gericht op “"Major Upgrades”

Investment plans for major upgrade

of current applicationin 2010/2011
(by sector)

B |n 2010 ®|n 2011

25%

15%

10% -

5% f----

v | .

Manufacturing Trade & ICT, Media & Business Finance Education Government Healthcare Total
Transport Utilities Services

Note: % of organisations with CRM applications
Source: MarketCap International BV | Netherlands 2010




CRM & IT market ) cap

IT & Telecom Market Intelligence

. Ruim 25% over op nieuwe CRM applicatie in 2010/2011
. Zwaartepunt van investeringen in 2011!

Investments in initial/new CRM application
in 2010/2011

(by sector)

Manufacturing Trade & ICT, Media & Business Finance Ed i G Healthcare Total
Transport Utilities Services

Note: % of all organisations
Source: MarketCap International BV | Netherlands 2010
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Nieuwe survey als vervolg op 2009 onderzoek

Inhoud van 2009 onderzoek voor 80% gelijk voor trend
analyse en vergelijkingen

Aangevuld met speciale vragen CRM Research o.a.:
Cultuur vragen
Informatie management vragen
Change readiness vragen

Sample n=1.000 netto (10 branches / 6 fte’s klassen)

Bij voldoende interesse, survey gereed medio maart 2011

IT & Telecom Market Intelligence
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Speciaal aanbod

Normale rapportprijs € 1.000
Voorintekening tot 31 januari 2011 € 700
Speciaal aanbod "Nu!” € 450

(geldig tot 19 januari 2011)

IT & Telecom Market Intelligence
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