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2-Day Certified* Public Training Program
The 3C Method Foundation & Implementation

3C

A Sino-Euro Customer Management Method

Organized by
Customer Marketing Institute (Netherlands)
GreaterChinaCRM (China) ( )

2004 11 26-27

2006 1 07-08
2006 3 04-05
2006 5 27-28
2006 7 15-16
2006 9 16-17

2005 11 18-19

*The 3C Method Certificate to be awarded by Customer Marketing Institute and GreaterChinaCRM.
3C GreaterChinaCRM
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The 3C Method Certified* Training Program

“ ”

Jay Curry, 3C

An intensive and interactive two-day certified training program will equip you
with structured method and tools, practical know-how and tips, and full
implementation roadmap to deploy The 3C Method in your organization.
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Understand and segment your customers to improve customer profitability, satisfaction and loyalty.

Obtain management support and colleagues' buy-in to transform your organization from product-focus
to customer-focus.
Measure the ROI of your expenses on sales, marketing and service to maximize the effectiveness of
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CEOs / Senior Management. CEO/

Department Heads of Sales, Marketing, Service, IT. IT

The responsible persons who plan to implement, or are implementing, or have implemented customer
relationship management initiatives.

Q " )

resources reallocation.

“3C " (China Customer Care) GreaterChinaCRM
" (CMI) “3C oo ”
Xerox, DHL, Kimberly-Clark, ING Bank, Philips, Merck, Apple Computer, IBM Volkswagen 2003 6
3C
StarTV  Rockwell Christian Dior
10



g @ NP

o

3C

——,)

* CMI GreaterChinaCRM




C )

Day ONE — 3C Foundation -3C

Introduction Module
e Customer Relationship Management Basics
e Why 70% Implementations Failed 70%
e Top 10 Observations In Mainland China
e The 3C Metrics — Customer Value / Behavior / Satisfaction / Focus 3C
/ / /

Customer Pyramid Module
e Define your Business, Customers, Behavior Variables
e Choose your own type(s) of Customer Pyramid
e Build your own Customer Pyramid(s)
e Practice The 3C Tool - “The Customer Pyramid Builder” 3C —

Customer Focus Module
e Customer Focus issues - Organization / Communication / Information
/ /
e Diagnose your Customer Focus
e |dentify priorities and form improvement groups
e Practice The 3C Tool - “The Customer Focus Auditor” 3C —

Customer Satisfaction Module
o Define your Value Propositions & Loyalty Indicators &
e Define your Total Spend & Customer Share factors &
e Formulate cross-functional Customer Teams
e Conduct Customer Information Quickscan

Customer-Based Accounting Module
o Define & allocate your Sales, Marketing, Service costs

e Generate & analyze customer profitability per customer / customer segment

/
e Derive Customer Migration Matrix
e Practice The 3C Tool - “The Customer-Based Accountant” 3C —
Day ONE Group Case Discussion & Presentation &

i



C )

Day TWO — 3C Implementation -3C

Customer Goals Module

Align CRM Vision, Strategies and Objectives

Derive CRM Objectives & Measurement Metrics &
Calculate Total Spend & Customer Share &
Set Customer Goals for every customer / customer segment /

Customer Contact Plan Module

Decide the mix of customer touch-points

Design the optimal customer experience

Budget your Customer Contact capacity and costs

Make Customer Contact Plans for every customer / customer segment /

3C Implementation Module 3C

3C Implementation Roadmap 3C
Preparation Phase

Diagnosis Phase

Decision Phase

Rollout Phase

Audit Phase

Critical Success Factors Module

How to get management support and colleagues buy-in

How to conduct phased approach & pilot project to ensure quick wins
&
How to set realistic budget for your customer relationship management initiatives

How to perform maturity check for your Customer, Strategy, People, Process & System
&

How to lead change to transform your organization from product-centric to

customer-centric

How to map the requirements of business, people, process and technology

Day TWO Group Case Discussion & Presentation &

*The 3C Method Public Training is a generic training program.
For tailor-made program, please contact us for separate discussion.

5C



Q )

Rank Xerox, IBM, Apple Computer, Merck, Pfizer, Parke-Davis, Novaratis, Microsoft, Kimberly-Clark, DHL, Philips,
Bull, Siemens, NCR, Forbo, Lucent, Black Box, Volkswagen, Volvo, VNU, Franke, ING Bank, ABN*AMRO, Aegon, etc.
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3C ?

“I will recommend this course to our new comer owing to its useful method of
3C.”

“Good CRM implementation concepts.”
“3C ”
“ : 3C method & kit.”

“Have a very clear picture of how to implement a CRM project in a company.”
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The Economist Forum
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CRM Success Beyond Software. CRM
GreaterChinaCRM 2001 100 65,000
GreaterChinaCRM “
" “ CRM Success Beyond Software” CRM
GCCRM.com
GCCRM 14
GCCRM " CRM " CRM
" "CRMBodyCheck"
CRM CRMGuru.com GreaterChinaCRM
3C CMI GreaterChinaCRM

http://www.gccrm.com.
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http://www.customermarketing.com.




The 3C Method Certified* Training Program Enrolment Form

2004 11 26-27 () 2005 1 07-08 ( ) 2005 3 04-05 ( )
2004 5 27-28 ( ) 2005 7 15-16 ( ) 2005 9 16-17 ( ) 2005 11 18-19 ( )

( 1 ) |

Tel: Fax:

Mobile: Email:

| understand that all handouts and materials obtained in class are strictly for my own educational purposes. GreaterChinaCRM owns the
copyright rights of all program materials and no reproduction is allowed without the written consent of GreaterChinaCRM.
GreaterChinaCRM

Signature: : Date:

Method of Payments
Registration is ONLY confirmed on receipt of payment, please fax your receipt to our Shanghai office 86-21-6351-2501
86-21-63512501

Program Fee :
@RMBS8,300 (USD1,000) / @RMB7,470 (USD900) for three and more participants from the same organization
@8,300 1000 | @7,470 900

USD & HKD Account RMB Account
Company: iMatchPoint Ltd
Bank: Hong Kong and Shanghai Bank Corporation

(Mongkok and Link Day & Night Banking)
Bank Account: 004-534-233648-838
Bank Address: 673 Nathan Road, Mongkok, Kin, Hong Kong

0032100271020

° Acceptance is subject to the discretion of program organizer

° Applicants will be requested to confirm the attendance and fax the payment slip.

° When a program is over-subscribed, additional classes may be opened. Applicants will be notified of the new time, dates and place
of the program whenever applicable

° When a program is under-subscribed, original class may be cancelled. Full refund will be provided

° Participant(s) can assign delegate(s) to take up his / their seats should they be unable to attend the program. However, notification
should be made to the program organizer at least 2 days prior to program commencement. No refund will be made should the
participant(s) be unable to attend the program on his / their own accord.
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® Applications, upon full payment, will be processed on a first-come first-served basis

° Personal data will be used for market research, program development and promotion purpose.

Enquiries

Mr Tom Hong tom@gccrm.com Ms Tracy Cui tracy@gccrm.com URL: http://www.gccrm.com
Shanghai Tel: 86 21 6351 2506

Hongkong Tel: 852 2851 0356




