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WHAT IT IS AND WHAT IT DELIVERS

U Customer and Operations Management with CRM is designed specifically for
organizations providing continuing education and-noedit course offerings.

U Customer and Operations Management with CRM is an innovative and affordable
solution, which improves enrollments, streamlines marketing and enhances student and
company relationships.

U Customer and Operations Management with CRM provides all the functionality
required and desired to reduce operating costs and improve the efficiency and effectiveness of
course management activities.

U Customer and Operations Management with CRM delivers the information
required to meet your organization's godlsts of profitable and satisfied students over time.

Customer and Operations Management with CRM
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THE INSIGHT IT PROVIDES

Customer and Operations Management with CRM brings to the user's fingertips, with
the click of a mouse, the answers to questions such as:

1. How can | grow my program without sacrificing student satisfaction?
2 . How can | gain better insight to my stud

3. How can | create and maintain ongoing relationships with my students that are uniquely valuet
by each of them?

4. How do | improve the effectiveness of my sales calls and reduce the cost of my total sales call

5. How do | reduce the cost of my advertising and promotion campaigns, while making each mor
effective?

6. How can | free up more of my manager's time to spend ereadh sales calls?
7. How can | make my course management activities more effective and efficient?
8. How do | more effectively communicate with instructors?

9. How do | get greater penetration into the custom course program market with my limited
marketing and sales resources?

Customer and Operations Management with CRM
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HOW IT SIMPLIFIES THE PROCESS

U There are no complex or cumbersome queries to write and rewrite in order to gain access
to the data you need to respond to key business quesTiostomer and Operations
Management with CRM  provides the information required by marketing and sales
managers to identify and create the path on which to migrate prospects to leads, leads to
students, students to repeat students, all with a simple point and click.

U Customer and Operations Management with CRM is designed for
organizations with limited resources, infrastructure and time for an expensive and large
scale technology implementaticustomer and Operations Management with

CRM can be fully operational within hours.

U During the same week you inst@lustomer and Operations Management with

CRM, you will be empowering associates in all departments with the information and tools
to communicate, streamline course management and marketing processes, and manage
individual and team efforts. You will also be making your students and companies feel
important and loyal, giving you an edge over competitors.

Customer and Operations Management with CRM
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HOW IT INNOVATES

U Customer and Operations Management with CRM is a leapfrog
innovation to traditional course registration software. It provides a platform for a
customercentric operation with significant efficiencies in its imbedded business
processes.

t Customer and Operations Management with CRM enables you and your
associates to convert the data in your course management business processes into
intelligent and intuitive views that provide powerful marketing and sales information,
and performance measurement information.

U Customer and Operations Management with CRM accomplishes all of

this with the point and click of a mouse, without the need to write or rewrite complex
database queries.

Customer and Operations Management with CRM
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HOW IT INNOVATES T MARKETING AND SALES OPERATIONS

= Customer and Operations Management allows you to
create precisely targeted campaigns and harness all of the power of
3R . .
Names ¥ your data to engage students and prospective students in an
Whoss: i extremely personalized manner. You can now, with a click of a
v . . . .
FL?S: E‘ame mouse, obtain views into your data that will allow you to segment
Irst Name . . g .
Last Name your students and prospects according to specific profiles and
Address1 1 ; 73 : ;
o “_J preferences such as job classification, interest and geography.
City
-|County =
O|State '
Cd Zip Prog CUSTOMER OPERATIONS MANAGEMENT with CRM
T{Home Phone Doct _
(:‘ Work Phone Va“ "\? Results - Quick Search
Ce“ Phone Ver List M. Wiew List Addto List Exclude from List Clear List
A cver
E Fax Imat Page:2<1232= New _ _
R E'Mall ﬂ nchor, U:;me company enior Yice Presi et;m:]eema ional Sales aparl erEI:a;Iwer.cUm
c .Companv Name 1 ran ing:ha;uksin Chanika i:g . g.xeculi\\:e.AsF;istait t.l : .t 5 agartergaguwer.wm
- Tltle Mark Elean Kelly University Exec Ed Yice President of Administratian aparker@apower.com
C L Berling, Rob Delta Senior VP aparker@apower.com
C|nterest Code | car Sabdens  mesawen PR st
ugReferral =0 Covter ot Dt g e wer o
N OCCUp. Code —al—e CtAre, Joan Blue Wave Managing Directar aparker@apower.com
N‘ SSNO ale Crennison, Samuel Delta Senior WP aparker@apower.com
pLal A Coe, John University Exec Ed Sales Associale aparker@apower.com
] Birth Date Sale Donaldson. yavne UniversigE}{ec Ed Senior VP aEarkergaEuwer.wm
== NOtES Stud Elannery, Terti Penn State Executive Programs  Program Manager aparker@apower.com
N.. D Footjoy, Fred Airtran WP Foot Traffic aparker@apower.com
T Username Er!dayjd .JDI; ” .LJJM. Hut.j;rE - \é’ICE PraspldemcummermalCnntracts apar:er@apnwermm
'y SIan Green, Holcamb Mewel| Jr Berling Associates Fresident aEarkergagower:com

Jackson, Bob

Delta

WP Purchasing

aparker@apower.com

Johnson, Aldo Coca Cola “ice President Fountain Sales aparker@apower.com
Jones, Happy & Blue Wave vice President of Research and Development  aparker@apower.com
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Customer and Operations Management
provides the tools your associates need to proactively
manage student and company prospects through the sa
funnel. This approach, taking each prospect from the
_ _ _ Inquiry through Enrollment phases of the selling cycle,

Students | Courses | Instructars | Cormpanies | Staff | Marketing | Financials | Admin | ToDo's | i . .
Campaign Wamt | Email Mot | Sales Funnel | Funnel Seripts | Sales Reparts | ensures Optlmal Converslons at the Iowest pOSSIble (:OS'tI

 © Soles Fumnel oteings There are a number of tools to ensure success.

Click here to create a new offering.
Click here to view all offerings.

Offering Date Course Inquiry Lead Application Registered Enroll u P re'scrl pted e mal IS Can be d e I IVe red at eaCh p h ase 01

CUSTOMER OPERATIONS MANAGEMENT with CRM

Leadership  7/18/2003 Mananerial Leadership (B26/2003) o 1 a o ] .
Leadna igpgg; Lostiwih maact LnkicPeosle. g g g the sales funnel to each prospect to reinforce your

T T rrr—— e L marketing and selling messages, encouraging the

Sixsigma TiZTI2003 s 2 o o i) 2 .

ER T [T N T N prospect to move to the next phase in the sales process
| U Coaching scripts call be initiated with the click of a

‘ mouse to give your sales associates finger tip access to
T W ‘ the key selling messages for a particular course as they
Sales Funnel Supporting Material are On the telephone With the prospective StUdent.

Click here to create new support material.

Cualting an oy Al of this Aintelligent

mouse button. Because there are significant differences
in the marketing and sale of custom course programs ar
open enrollment courses, there is a distinct sales funnel
management feature for each.

Customer and Operations Management with CRM
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Customer and Operations Management allows you to quickly and effectively launch and
manage email marketing campaigns. You create a discriminated target list using Quick Search,
assign your list to an email (one of yourjsipted emails or a custom email), then click Send.
This is as easy and as fast as 1,2, 3. Now that the email campaign has been launched, how effe
has it been? As soon as each email is opened, the action is captGestdoper and

Operations Management  and is reported to you, by person who viewed the email. You have
Immediate automatic reporting of the penetration of your campaign.

students | Courses | Instructors | Companies | Staff | Marketing | Financials | Admin | ToDo's |
rampaign Mgt [ Email Mgt [ Sales Funnel [ Funnel Scripts [ Sales Reports |

Global List Management Yiew List Clear List CUSTOMER OPERATIONS MANAGEMENT with CRM
& @ Email Management - Send Email Students | Courses | Instructors | Companies | Staff | Marketing | Financials | Admin | TaDo's |
w Sales Funnel Scripts (tracked) Carmpaign Marnt. | Email Momt. [ Sales Funnel | Funnel Seripts | Sales Reports |

Send Sales Funnel Script to Students in List.

Script:  |#1 Ingquiry to Lead ~| Send & (@) campaign Management - Trackable Email Campaigns

Click here to create a new campaign
u Email Scripts ftracked)

Send Email Seript to List. m Email Scripts tied to Campaigns {tracked)
Seript: [ ASP Natice j o |Studems in list ﬂ izl Send Email Scriptto Students in List using selected Campaign
Script | ASP Motice =
m Email Scripts tied to Campaigns {tracked) Campaign: |El|ast of the past (8/4/2003) ﬂ Send
Send Email Script to Students in List uging selected Campaign
Seript | ASF Notice :I' Click on carnpaign for details

Campaign |El|ast of the past (B/4/2003) ﬂ Send Campaign Name Date Campaign Manager Emails Sent  Distinct Viewed Total Viewed

Fred's Interior Design  B/29/2003  Alan Parker o o o
u Quick Email (not tracked) MRB Test 8/28/2003  Janet Glegy a a g
Send a Quick Email L Test 81512003 John Doe 18 1 5
N 7 Blast ofthe past B14/2003  Ben Hogan 1 4 5
Contact Inter .'{ctlons ) ) ) test 713112003 Ben Hogan a0 4 5
= Broadcast Contact Interaction {not racked, includes email and all contact types) Eall Program Start 7/30/2003  Ben Hogan 3 2 3
Broadeast a Contact Interaction to Students in List cellE el B

Email Management - Setup Email Scripts
m Email Scripts
Add an Email script

m Existing Email Scripts
ASP Motice
Birthdlay

Customer and Operations Management with CRM
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Customer and Operations Management not only provides instant feedback on the success
of an email marketing campaign, it also provides detail information about the campaign in each
studentdos or perspective studentods record,
name is a compilation of all of the detail contacts with this student or prospective student organiz

by emails sent, email campaigns the name was included in, and other contacts with the student «
perspective student.

Students | Courses | Instructors | Companies | Staff | Marketing | Financials | Admin [ ToDo's |
Student Info | Detail Info | Contact History | Renistration | Financials |

S @ contact History: Chanika Angchaisuksiri
History in PDF
EMAIL HISTORY

Date Creator Assigned To Description Tracked Last Viewed # Viewed
B9 82172003 John Doe John Doe #2 Lead to Apply ves  Aug 212003 4:22PM 2
(4 22172002 John Doe John Doe  #32 Apply To Reister ves  Aug 212003 4:07FPM 1
B2 82172003 John Doe John Doe #4 Reqister to Enroll ves  Aug 21 2003 407FM 1
B4 8M8/2003 John Doe John Doe #1 Inguiry to Lead yes  Aug 18 2003 1116PM 1
B4 7M1¢2003 John Doe John Doe  Edit Passward Email Script no - 0

CAMPAIGH MAHAGEMENT - EMAIL HISTORY

Date Campaign Creator Assigned To Description Last Viewed # Viewed
[ 8M8r2003 Blast of the past John Doe John Doe ASP Motice - 0
OTHER HISTORY
Date Creator Assigned To Description
Z &M 27003 John Doe Jahn Doe et new letter on scrm to her
% 712912003 John Doe Nancy Benscoter send SMM mateiials
& 7i23r2003 John Doe John Doe Offered accommodation for not processing applicati...
Z Ti222003 John Doe Samantha Jones follow up Leadershin
S 7182003 John Doe Johh Doe inguired about Leadership
Z B/20r2003 John Doe Janet Clegy Send out staterment
i 6172003 John Doe Samantha Jones Call for Tuition payment. Sent check an the 19th
¥ BI2712003 John Doe John Doe Reqguite 20 application
Z Af2712003 John Doe John Doe Yiza document obtained

Customer and Operations Management with CRM
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flatbridge

HOW IT INNOVATES 1T MARKETING AND SALES OPERATIONS

Customer and Operations Management

Sales Contact Report series. These reports present views into all of the contact history betwee
your sales personnel and the contacts in your client and target companies. This series of repot

provides excellent visibility for the
management of sales and marketing efforts. One of the tools which assists in this effort is the

Is available for a selected date range by company and by sales person.

CUSTOMER OPERATIONS MANAGEMENT with CRM

W_
Students | Courses | Instructors | Companies | Staff | Marketing | Financials | Admin | ToDo's

-+ EXECUTIVE EDUCATION

Campaign Mgmt. | Email Mgrmt. | Sales Funnel | Funnel Scripts | Sales Reports |

Company Contact History

Company Sales Person
Airtran David Cledn
Alrtran David Clegy
Airtran David Cledn
Airtran Dravid Cledn
Airtran David Cleqg
ABC John Dioe

BC John Dioe
BC John Dioe
BC John Dioe
BC John Dioe
BC John Doe
BC John Dioe
BC John Dioe
BC John Dioe
BC John Dioe
BC John Dioe
BC John Dioe

Company Contact

Chester Lah
Fred Footjoy

Fred Footjoy
Eoh Stains

Fred Footjoy

Chanika
Angchaisuksiri
Chanika
Angchaisuksiri
James Madison
Chester Wiley
James Madison
Chanika
Angchaisuksiri
Chanika
Angchaisuksiri
Chanika
Angchaisuksiri
Chanika
Angchaisuksiri
Chanika
Angehaisuksiri
Chanika
Angchaisuksiri
Chanika
Annrhaicikeiri

Contact
Date

07/26/2003

080152003
0a/01s2003

08i15/2003

0772352003

0772952003

08/06/2003
08/06/2003
0anor2003

0811272003

08Mer2003

08852003

0anarzo03

08/2152003

0852152003

08/2152003

Type

e-mail

postal mail
postal mail

to da

telephone -
outgoing

to do - complete

e-mail
e-mail
e-mail

to do - complete
to do

e-mail

e-mail

to do

e-mail

e-mail

Notes Contacted By

Mo Contacts
Traded emails after not heing able to reach hirm on phone about

- - John Doe
manaderial leadership custom course

Sent materials on SCM course John Dioe
Had lunch with him and Kelly to review our proposal John Dioe
Samantha

Call Fred to schedule a golf game far him, you, Ben and Jeff
Jones

Offered accommaodation for not processing application on time of John Dioe
50% off nexd course

send Sk mateiials Nancy
Benscoter
ASP Motice John Dioe
ASP Motice John Dioe
Email Script John Dioe
et new letter an serm to her John Doe
Call to get film of coaching tins Ben Hooan
ASPE Motice John Dioe
#1 Inouiry to Lead John Dioe
Make sure check comes in by the 25th John Dioe
#4 Renisterto Enroll John Dioe
#2 Lead to Anply John Dioe

Customer and Operations Management with CRM
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HOW IT INNOVATES 1T MARKETING AND SALES OPERATIONS

Customer and Operations M

associates to see information in traditional formats, but also provides instant insight

anagement not only allows you and your

into information in a geographical format.

Black pushpins indicate regional inquiries from radio campaigns. Red pushpins represent subsequent registrations.
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- HOW IT INNOVATES T MARKETING AND SALES OPERATIONS

Marketing and Sales Operations Neq

ds How COM Responds

360-Degree View of Customer
Interactions

Contact Managemeint

Contact History with interaction
history of conversations, emails, correspondence, direct mail efforts, etc.
To Do Managemerit and

Registration History

Financial History

Materials Archivel

Participant Accessible Contact Information Update

Related Party Visibility
Contact Preference Infoemail type, do not mail, preferred contact method, etc.

Web-Based Collaboration

Identifying Needs and Wants

Online Survey Toal provides intake and report
compilation functions

Reference Sources

Ready Reference

Life-Long Learning Relationship
Device

Personalized Individual Websites

Professional Development and Career Management Tools
and

Networking Tools
Course Calendars and Course History

Customer and Operations Management with CRM

flatbridge : 550 Pharr Road, Suite 212; Atlanta, GA 30305; Tel.877 -352 -8274; www.flatbridge.com

12


http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/admin/todos.aspx
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/admin/studentregisterinfo.aspx?id=67093
http://reg.flatbridge.com/admin/studentfinancials.aspx?id=67093
http://reg.flatbridge.com/coursematerial/addstudentmat.aspx?id=67093
http://reg.flatbridge.com/studentsite/updatestudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/survey/surveys.aspx
http://reg.flatbridge.com/admin/courseinfo.aspx?id=472
http://reg.flatbridge.com/studentsite/studenthome.aspx
http://reg.flatbridge.com/studentsite/reading.aspx
http://preg.flatbridge.com/studentsite/career.aspx
http://reg.flatbridge.com/studentsite/network.aspx
http://reg.flatbridge.com/studentsite/scourseinfo.aspx
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HOW IT INNOVATES 1T MARKETING AND SALES OPERATIONS

Marketing and Sales Operations Nee

ds How COM Responds

Sales Funnel

All Program View-

Detail Drill-In -

Individual Program Comparative Funnei
Participant Funnel History

Direct Mail/Newsletter
Communications Manager

List Management and advanced search

Campaign Management
Contact Interaction Managemerii
Interactions Annotated at Customer Level

Marketing Profile Dimensions

Interest Codes, Occupational Codes, Referrals and Referral Codes

Job Title, Management Function, Salary Range, People Supervised, Education, Birth Date

Message Consistency Tools

Funnel Scripts

Emails Scripts

Sales Funnel Supporting Materici
Admit and Acceptance Letters

Performance Measurement

Marketing Performance , i.e. sources of referrals

media effectiveness, campaign effectiveness, brochure effectiveness, time in sales funnel mopitor,

etc.

Customer and Operations Management with CRM
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http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/campaignmgmt/campaignemails.aspx?id=48
http://reg.flatbridge.com/admin/coursefunnel.aspx?id=472
http://reg.flatbridge.com/admin/studentsalesfunnel.aspx?id=67093
http://reg.flatbridge.com/admin/listinfo.aspx
http://reg.flatbridge.com/custom_reports/participants.aspx
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/admin/listbroadcast.aspx
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/editstudentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/studentregisterinfo.aspx?id=67093
http://reg.flatbridge.com/contactmgmt/salesfunnel.aspx
http://reg.flatbridge.com/admin/waitlist_approve.aspx?format=1&id=24968
http://reg.flatbridge.com/admin/quickreports.aspx
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HOW IT INNOVATES 1T MARKETING AND SALES OPERATIONS

Several Marketing and Sales Operations Questions

How COM Responds

1. How can | gain better insight into the needs and wants of my key
markets?

1. Web survey tool

2. How can | create on ongoing relationships with my students and clier

t 2. Student and company websites

companies? , then click on
Logon participant website and
, then click
on Logon to company website
3. How can | improve the effectiveness of my sales calls and reduce thg cdsBales funnel discipline and focus
of my total sales calls? and
and
and
and
4. How can | measure the effectiveness of my advertising and promotiop 4. Campaign management
campaigns? and

5. Can | get geographic displays of my market data?

5. Yes, with the integration of mapping software, geographic oriented vi
can be playedp.

PWS

6. What can | expect in custom program sales in the next six months?

6. Custom program sales funnel and reports,
and then click Sales
View Account Mgr (Detailed),

7. When do | need to start the selling process for program X or for prog
Y, and what marketing approach works best for each program?

am. Sales funnel reports reflecting number of days in each stage of the fu
with information on funnel yield, i.e. if | send 10,000 emails how many
enrollments do | receive and how does this vary by program type. The
types of questions can be asked of media ads and brochures. (This
information is sourced at the time the person is entered into the sales fu

nnel
bame

nnel.)

Customer and Operations Management with CRM
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http://reg.flatbridge.com/survey/surveys.aspx
http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
http://reg.flatbridge.com/admin/companyweb.aspx?id=678136
http://reg.flatbridge.com/admin/coursefunnel.aspx?id=472
http://reg.flatbridge.com/contactmgmt/salesfunnel.aspx
http://reg.flatbridge.com/admin/studentsalesfunnel.aspx?id=67093
http://reg.flatbridge.com/admin/studentsalesfunnelreferral.aspx?id=67093
http://reg.flatbridge.com/custom/customfunnel.aspx
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/custom_reports/participants.aspx
http://reg.flatbridge.com/custom/customfunnel.aspx
http://reg.flatbridge.com/sales/customgoals.aspx
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HOW IT INNOVATES 1T MARKETING AND SALES OPERATIONS

Overview of Business Process Steps Associated with Tracking Target Account Activity

Business Process Steps

Work Steps

1. ChanikaAngchaisiksiri is sent an email in a broadcast email campaigr]

1. Create a complex query to pull a list of names from database,

.-Can have the
list in web format or Excel format. Can use list for email broadcast from
application or send Excel list to fulfillment house for hard copy mailing.
2. Create a campaign and track the broadcast email results,

3. Create an email script for the campaign,
4. Mail the email script to the list of names,
5. All name records are marked in Contact History that name was includ
in campaign

and
campaign results are summarized on ongoing basis,

2. There is a low number of responses to the first wave of the email blas
second wave of the same email is sent to those who did not view the fir
wave email.

t.

5t

1AMail a second wave of the scripted email,

.~Add to a list
the names the first wave of the email was sent to. Exclude from the list
those names that have already viewed the email. Email to the modified
the first email. Repeat the process in two weeks using the same proceg
increase penetration into the names on the list.

Customer and Operations Management with CRM

the

ed

list
S to

flatbridge : 550 Pharr Road, Suite 212; Atlanta, GA 30305; Tel.877

-352 -8274; www.flatbridge.com

15


http://reg.flatbridge.com/custom_reports/participants.aspx
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/contactmgmt/salesscriptadd.aspx?type=2
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
http://reg.flatbridge.com/campaignmgmt/viewcampaign.aspx
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Overview of Business Process Steps Associated with Tracking Target Account Activity

Business Process Steps Work Steps
3. Chanika calls or emails responding to the email asking for information. 1 . Document Chanikabés phone call i n
(I'f Chanika calls in because of |aipersongsonretfenrralog, rwe tcandul d capt ul
informati on, associating Chani kalbs call wWitthonaomame dnothe database.

was a link in an email to a website, that information could also be captufe@.)Place Chanika into the Sales Funnel for the particular program,

then

4. Chanika gets additional information from the office on the program. 1. Send a scripted email explaining the benefits of the program,

, then click send
on Email Management after selecting a script. (Typically there are scrigts
for each program. Attachments can be added to the email. These emadjls are
tracked in Contact History.) The script will likely have a hot link to a welp
program registration form.

5. Chanika reads the email and decides to attend the course. She clickf the The information is automatically transferred into the database and

hot link and is taken to the online registration form. She provides the Chanika is applied to the program with all appropriate records being
information requested. Chanika receives an email response acknowledging updated.
her registration. 2. An auto response confirming email is sent to her.

3. A person in the office is alerted to her registration, via a To Do and gn
email, and takes the next steps in the business process.

4. Chanika is registered in a program.

5. Sales funnel is updated automatfi c:
program.

Customer and Operations Management with CRM
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http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
http://reg.flatbridge.com/contactmgmt/contacthistory.aspx?id=67093
http://reg.flatbridge.com/contactmgmt/salesfunnelcontact.aspx?id=67093
http://reg.flatbridge.com/admin/studentsalesfunnelreferral.aspx?id=67093
http://reg.flatbridge.com/admin/studentinfo.aspx?id=67093
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HOW IT INNOVATES T CUSTOMER INTERACTIONS

Customer and Operations Management provides the opportunity for you and your
associates to have a continuing relationship with each of your students and prospective stude
in an individualized, but very cost effective manner. Individual student and prospective studel
websites are created as each logs in. Here they can access their course information as well
your marketing messages. There are numerous features on these individualized websites to
keep them coming back and to keep your programs in front of them.

Executive Education for
A. Parke

Career b
Tracker

GOIZUETA | LOGOUT

Executive Education Center

EMORY Websites
Emory University
Business School
Executive Education
Knowledge at Emory
Contact Us
Goizueta Faculty Bios

Your Other Websites

Big Charts

Financial Times

CNN

Morningstar

Access Atlanta 4 Course
Information

Overture Search
Google Search

4 Network
Place

Sign up a friend

Personalize this page

Customer and Operations Management with CRM
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Customer and Operations Management provides information on courses taken, courses
recommended, job position tracking information, networking opportunities, etc. All of these
features are designed to make this website a destination point for both students and prospecti
students. All of these features provide the basis for continuing relationships with the students,
even when they change jobs. Through the student website you also have the ability to survey
students and prospective students regarding their needs and wants.

Career Tracker Reference List b Course Information Capabilities Development Metwork Place

Executive Education Center
EMORY Wehsites

Emary University

Business School

Executive Education

Knowledge at Ernaory
Contact Us Executive Education Courses Taken

Goizueta Faculty Bios Financial Skills for Monfinancial Managers 8712003
Demystifying Six Sigma for Service Firms 81412003

Your OtherWebsites

Goizueta Business Faculty
Goizueta Exec. Edu. Prog. List .
Goizueta Exec_Cert Prograrms Mananerial Development Program 97252003

Executive Education Courses Registered but not Taken

Goizueta Executive Prograrm Jht Huber 10/6/2003
Goizueta Learning Metworks Evening Managerment Developrment Prograrm 121 8i2003

Georgia Tech Dupree Colledge
Geornia State Exec. Ed.

Darden, LA Executive Education News and Info
Wharton
Harvard MBA - Mew LS. Mews &YWorld Reports graduate rankings mave
UGA Exec. Ed. Goizueta up to number 22, Forhes gives Goizueta status of number
18th best business school in the warld.
EMBA - Business Week 28 globally, Financial Times #49 glabally, L.
5. Mews and Woarld Reports #10. Recruiters call Goizueta a "gem”
and students credit accessible professors, the Atlanta connection,
and the brilliant student hody.
Upcoming Public Courses  {next 120 days)
Course Name Date
Mananerial Leadership 82452003
Mananerial Development Program 97252003
Evening Management Development Program 1201572003
Customer and Operations Management with CRM
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» flatbridge

HOW IT INNOVATES 1T CUSTOMER INTERACTIONS

Career Tracker Reference List

Executive Education Ce
EMORY \Wehsites
Ernory University
Business Schoal
Executive Education
Enowiedae at Emary
Contact Us

Goizueta Faculty Bins

Your OtherWehsites
Goizueta Business Faculty

enter
Manage your
ﬂ COURSE INFORMATION

b Course C ilities D

Network Place

Managerial Development Program  9:2/2003

Course Instructors

Barbara Gray

Goizueta Exec. Edu. Prog. List
Goizueta Exec. Ced. Pragrams
Goizueta Executive Promrarm
Goizueta Learning Metworks
Geargia Tech Dupree Callege
Gearqia State Exee Ed
Darden, LA

Wihartan

Harvard

UGA Exec. Ed

Donald Hambrick
Steve Walton

Student List

Name Title Firm
Chanika Angchaisuksir Executive Assistant Coca Caola
Kelly Bean Director University Exec Ed

Cowrse Materials
Chick here

Submit Course Evaluations
Please click on the instuctor name to evaluate
Barbara Gray
Donald C. Hambrick
Steve Walton
Comrse Description

Management Development Program

Anew world of husiness has permanently changed the landscape
of & manager's experience. Innovative ideas are found every day,
M m pmmrnanar i e thab idnae e nnn thine meoedion o

Customer and Operations Management
gives each student the capability to obtain
information on a number of dimensions for a

particular course. The student can access:

U Biographical information on the instructors
U Information on classmates
U Course materials
U Logistical information for a course
U Evaluations for instructors

U And a complete description of the course

This portal to course information brings all of the
information the student needs about a course to
her fingertips, at her convenience.

Customer and Operations Management with CRM
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Customer and Operations Management recognizes that communication is the enabler of
relationships. The individual student sites build a communications link to individual students,
additionally there is the same type of communications link available for the Company personnel
who register the students for courses or who have responsibility for developing custom course
programs for groups of executives.

Unique company sites are deployed for all of your company clients. These password protected
sites are customizable for your particular marketing messaging needs to the viewers of the site.
The site also provides information to company personnel regarding an historic record of courses

taken by company personnel, as well as courses registered for but not yet taken. Additionally,
contact information is posted.

PENNSTATE L, Customized

Eﬁ SMEAL College of Business ' ExcIUE vely

for

HOME | company Site
COUSECMEION — Jones adson, 32
CONTACT INFO
CUSTOM PROGRANS Welcome to your Company site.
COMMUHICATION CTR
LOGOUT

Executive Education News and Info

MBEA - Mew U8, Mews &World Reports graduate rankings move Goizueta up to numhber 22,
Forhes gives Goizueta status of number 18th hest business school in the world.

EMBA - Business Week #8 globally, Financial Times #3 globally, U. 5. News and World
Reports #10. Recruiters call Goizueta a "gem” and students credit accessible professors,
the Atlanta connection, and the brilliant student body.

Upcoming Public Courses  {next 120 days)
Course Name Date
Manacerial Leadershin /2572003
Managerial Development Program 9172003

Customer and Operations Management with CRM
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Two unique features of the site are its custom course program developer and its communication
center. The custom course program developer is a tool to assist company personnel to take the
first steps in considering what they might want in a custom program. It starts with the definition
of a specific business need and progresses to the identification of specific capabilities which
could be trained by the program. Since this design tool is accessible on the company website, i
Is available to company personnel at their convenience. The information they input on the site i
automatically forwarded to your custom course program personnel for fafow

Custom Course Planner
Wiews All Capahilities (PDF)

PENNSIATE " Customized

@ SMEAL College of Business Exclusively

for Capability Viewer
ABC Business Issue

|F'ost merger integration j
HOME Custorn Planner | Prograrm Overview | Program Examples | Clients Area
COURSE CALEHDAR

COURSE HISTORY CQuantitative Methods ¥

CONTACT INFO:
CUSTOM PROGRAMS Custom Programs are perfect for ABC. View Capabilities
COMMUHICATION CTR

LOGOUT Custom Course Planner
Wiewy All Capabilities (POF

Select desired capabilities and then request custom course.

I r - )
Capability Viewer Application on decision making models

Business Issue:

I Develop frameworks for guantitative analysis

|Deve|0ping general managers j

[ Learn to extend decision analysis to include risk, multiple conflicting objectives, complex uncertainties {requires Monte Carlo simulation and complex

alternatives
Developing marketing and sales strategies

Entering emerging global markets
Financial excellence
Launching new business opportunities

[ Understanding decision analysis and guantitative methods used for decision making

Leadership in the 215t Century I Understanding how to become awarld class operation to includs: commitment and leadership, measuring systems, product line organization,
Leading the total enterprise customers as an infarmation source
Managing in a high growth environment
Marketing in a networked warld I Understanding how to desigh and deliver setvices to considering: service strategy, facility design, layout and location, productivity and guality
Operational excellence improvernent, demand management and the use of IT

currently logged Fost merger integration 08 M

— |Strategic leadership, vision and change I Understanding multi-player decisions and the psychology of decision making {gaming theory and strategic thinking, models ofvoting and hidding,
Strategy formulation and implementation negatiations, fair division, and the behavior systerns of decision makers)

Transformational change

I Understanding the fundamentals (vocabulary, key frameworks, and core concepts) of operations management and information technology

Request Custorm Course |

Customer and Operations Management with CRM
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HOW IT INNOVATES 1T CUSTOMER INTERACTIONS

Another unique feature to the company website is the communications center. You can post
information to this section of the site which is downloadable by company personnel. There is
also the capability to deliver a wddased custom course program proposal via the site.
Proposal information is input with simple keystrokes into a text box. No HTML capability is
required to post this text to the company website, just the click of a mouse.

This portal brings all of the information about you and your program capabilities to the
fingertips of the key personnel at your client companies, at their convenience.

Customer and Operations Management with CRM
-352 -8274; www.flatbridge.com
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