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Napirend

1. ! /wa ǊŜƴŘǎȊŜǊŜƪǊǃƭ

2. ;ǊǘŞƪǘŜǊŜƳǘŞǎ ŀ /wa ŦƛƭƻȊƽŦƛłǾŀƭ

3. /wa ƘŜƭȅȊŜǘƪŞǇ

4. «ƎȅŦŞƭƪŜȊŜƭŞǎΣ ƭƻƧŀƭƛǘłǎ Şǎ ŜƭŞƎŜŘŜǘǘǎŞƎ

5. .ŜǾŜȊŜǘŞǎƛ ƳƽŘǎȊŜǊǘŀƴΣ aŞǊŞǎƛ ƭŜƘŜǘǃǎŞƎŜƪ



CRM is a business philosophy, nota setof technologies.
CRMis a continually evolvingprocess which requires a shift in attitude away from 
the traditional business model offocusinginternally.
CRM is an approach a company takes towards its customers, backed up by 
thoughtful investment in people, technology and business processes.

Mi is az a CRM???

The business objective of CRM is to maximize profit from customers, as a result 
of knowing them, treating them well and fulfilling their needs. 

The contact center is driving the future of CRM
The contact center plays a crucial role in the wider CRM space.

Business re-engineering+ technologicalefficiency+ empoweredemployees
= successfulCRM



ÅaƛƴŘŜƴƪƛǘ ŀȊ ŞǊǘŞƪŞƴŜƪ ƳŜƎŦŜƭŜƭǃŜƴ ƪŜƭƭ ƪŜȊŜƭƴƛ

Å! ƘƻǎǎȊǵ ǘłǾǵ όрҌ ŞǾύ Şǎ ŀ ǊǀǾƛŘ ǘłǾǵ όғм ŞǾύ ŎŞƭƻƪ ƪƛŜƎȅŜƴǎǵƭȅƻȊƻǘǘ 

ǘŜƭƧŜǎƝǘŞǎŜ

ÅtǊƻŦƛǘ ƛǎ Şǎ ŜƭŞƎŜŘŜǘǘǎŞƎ ƛǎ ǎȊǸƪǎŞƎŜǎ

Å!ȊƻƴōŀƴΥ ƴŜƳ ƭŜƘŜǘ ƳƛƴŘŜƴƪƛ ŜƭŞƎŜŘŜǘǘΣ Şǎ Ƴƛ ǎŜƳ ŀƪŀǊƧǳƪ ŀȊ ǀǎǎȊŜǎ 

ǾŜǾǃƴƪŜǘ ƳŜƎǘŀǊǘŀƴƛ

Å! ǎȊƻŦǘǾŜǊ όǊŜƴŘǎȊŜǊύ ǎŜƎƝǘ Şǎ ƴŜƳ Ŏǎƛƴłƭ ƳŜƎ ƘŜƭȅŜǘǘǸƴƪ ǎŜƳƳƛǘ

¢ŜƘłǘ ŀ /wa ŦƛƭƻȊƽŦƛŀΥ



A CRM: a ǘǳŘłǎ ƪǀȊǇƻƴǘƧŀ



! /wa ǘŜŎƘƴƛƪŀƛ ŦŜƭŞǇƝǘŞǎŜ



! /wa ƪǀƭǘǎŞƎŜ - haszna



YƛΣ ƳƛŞǊǘ ǾŜȊŜǘ ōŜ /wa ǊŜƴŘǎȊŜǊǘ

;ǎ Ƴƛƪ ŀ /wa ǊŜƴŘǎȊŜǊ όǎȊŜǊƛƴǘǸƪύ ƭŜƎŦƻƴǘƻǎŀōō ƪƻƳǇƻƴŜƴǎŜƛ

bҐ нрΣ ¦Y ƪǀȊŞǇƳŞǊŜǘǼΣ ǘłǊǎŀǎłƎƻƪΣ ǘǀōō ƛǇŀǊłƎ ƪŞǇǾƛǎŜƭŜǘŞōŜƴ όсм҈ ǇŞƴȊǸƎȅύΣ ǎŀƧłǘ ƪǳǘŀǘłǎ



! ōŜǊǳƘłȊłǎ ŞǊǘŞƪŞǾŜƭΣ ƘŀǘłǎłǾŀƭ ƪŀǇŎǎƻƭŀǘōŀƴ;ǊǘŞƪǘŜǊŜƳǘŞǎ:
1. bƛƴŎǎ ƛƴŦƻǊƳłŎƛƽƎȅǼƧǘŞǎ ŀ ǇƛŀŎǊƽƭ Şǎ ŀ ǾŜǾǃƪǊǃƭ
2. LƴŦƻǊƳłŎƛƽƎȅǼƧǘŞǎ ŀ ǇƛŀŎǊƽƭ Şǎ ŀ ǾŜǾǃƪǊǃƭ ǾŀƴΣ 

ŘŜ ƴƛƴŎǎ ŀƴŀƭƛȊłƭǾŀκƘŀǎȊƴłƭǾŀ
3. ±ŞƭŜƳŞƴȅƪǳǘŀǘłǎƻƪ ǾŀƴƴŀƪΣ ŘŜ ŜǎŜǘƭŜƎŜǎŜƪ Şǎ ƴƛƴŎǎ follow-up
4. tƛŀŎƛ ŦŜƭƳŞǊŞǎŜƪ Şǎ ŦƽƪǳǎȊŎǎƻǇƻǊǘ ƳŞǊŞǎŜƪ ǊŜƎǳƭłǊƛǎŀƴ Ǿŀƴƴŀƪ
5. ±ŀƭƽǎ ƛŘǃōŜƴ ƎȅǼƧǘǸƴƪ ǾŜǾǃƛƴŦƻǊƳłŎƛƽƪŀǘ Şǎ ŜȊǘ ǇƛŀŎƛ 

ŜƭǃǊŜƧŜƭȊŞǎŜƪƪŜƭ ƪƻƳōƛƴłƭƧǳƪ
6. ±ŜǾǃŜƭŞƎŜŘŜǘǘǎŞƎ łƭƭŀƴŘƽŀƴ ƳŞǊǾŜ Ǿŀƴ Şǎ ŜȊǘ ŀȊ ŜƎŞǎȊ 

;ǊǘŞƪƭłƴŎōŀƴ ŦŜƭƘŀǎȊƴłƭƧǳƪ
7. /ŞƭǘǳŘŀǘƻǎŀƴ όŀƎǊŜǎǎȊƝǾŜƴύ ƎȅǼƧǘƧǸƪ ŀ ǾŜǾǃƪǊǃƭ Şǎ ŀ ǇƛŀŎǊƽƭ az 

ƛƴŦƻǊƳłŎƛƽƪŀǘ Şǎ ŜȊǘ ŀȊ ŜƎŞǎȊ ;ǊǘŞƪƭłƴŎōŀƴ ƘŀǎȊƴłƭƧǳƪ

YǀƭǘǎŞƎŎǎǀƪƪŜƴǘŞǎ:
1. ! ŦǳƴƪŎƛƽƪ ŘƻƳƛƴłƭƴŀƪ ŀ ŦƻƭȅŀƳŀǘƻƪ ŦŜƭŜǘǘ
2. ! ŦƻƭȅŀƳŀǘƻƪ ƪƛŀƭŀƪƝǘłǎłƴŀƪ ƛƎŞƴȅŜ ƳłǊ ŦŜƭƳŜǊǸƭǘ
3. ! ŦƻƭȅŀƳŀǘƻƪκƳƛƴǃǎŞƎōƛȊǘƻǎƝǘłǎ ǇǊƻƎǊŀƳƧŀ ƴŞƘłƴȅ ŦǳƴƪŎƛƻƴłƭƛǎ 

ŜƎȅǎŞƎōŜƴ ōŜǾŜȊŜǘŞǎǊŜ ƪŜǊǸƭǘ
4. ! ŦƻƭȅŀƳŀǘƻƪ ŦŜƧƭŜǎȊǘŞǎŜ ƳŜƎƪŜȊŘǃŘǀǘǘ ŀȊ ŜƎŞǎȊ ŎŞƎǊŜ ǾƻƴŀǘƪƻȊƽŀƴ
5. ! ŦƻƭȅŀƳŀǘƻƪ ŦŜƧƭŜǎȊǘŞǎŜ ŀȊ ŜƎŞǎȊ ŎŞƎǊŜ ǾƻƴŀǘƪƻȊƽŀƴ ōŜǾŜȊŜǘŞǎǊŜ 

ƪŜǊǸƭǘ Şǎ ŀ ǾŜǾǃƪǊŜ Şǎ ōŜǎȊłƭƭƝǘƽƪǊŀ ƛǎ ƪƛǘŜǊƧŜǎȊǘŞǎǊŜ ŦƻƎ ƪŜǊǸƭƴƛ
6. ! ŦƽƪǳǎȊōŀƴ ŀ ŦƻƭȅŀƳŀǘƻƪ łƭƭƴŀƪΣ ƳƛƴŘ ŀ ōŜǎȊłƭƭƝǘƽƛ ƻƭŘŀƭƻƴΣ ƳƛƴŘ ŀ 

ǾŜǾǃƛκǇŀǊǘƴŜǊƛ ƻƭŘŀƭƻƴ ƳƛƴŘŜƴ ƪǸƭǎǃκōŜƭǎǃ ǘŜǾŞƪŜƴȅǎŞƎǊŜ
7. ¢ŜƭƧŜǎ Şǎ łǘŦƻƎƽ ŦƻƭȅŀƳŀǘƻǊƛŜƴǘłƭǘ ƳŜƎƪǀȊŜƭƝǘŞǎ Şǎ ƳǼƪǀŘŞǎ ǘǀǊǘŞƴƛƪ 

az ŜƎŞǎȊ ŎŞƎōŜƴ Şǎ ŀȊ ŦƻƭȅŀƳŀǘƻǎŀƴ ŦŜƧƭŜǎȊǘŞǎ ŀƭŀǘǘ łƭƭ

LƴƴƻǾłŎƛƽκ¨Ƨ ǘŜǊƳŞƪ:
1. !Ȋ ǵƧ ǘŜǊƳŞƪŜƪκŦƻƭȅŀƳŀǘƻƪ ƪƛŀƭŀƪƝǘłǎłǊŀ ƴƛƴŎǎŜƴŜƪ ƧŀǾŀǎƭŀǘƻƪ
2. /ǎŀƪ ŜƎȅ ŦǃκƻǎȊǘłƭȅ ŦƻƎƭŀƭƪƻȊƛƪ ŀȊ ǵƧ ǘŜǊƳŞƪŜƪκŦƻƭȅŀƳŀǘƻƪ 

ƪƛŀƭŀƪƝǘłǎłǾŀƭ
3. A ŦŜƭǎǃǾŜȊŜǘŞǎŎŞƭƧłƴŀƪ ǘŜƪƛƴǘƛ ŀȊ ǵƧ ǘŜǊƳŞƪŜƪκŦƻƭȅŀƳŀǘƻƪ 

ƪƛŀƭŀƪƝǘłǎłǘΣ ŘŜ ŀ ƳŜƎǾŀƭƽǎƝǘłǎǳƪ ŜǎŜǘƭŜƎŜǎ
4. ! ǘŜǊƳŞƪκŦƻƭȅŀƳŀǘƻƪ ŦŜƧƭŜǎȊǘŞǎŜ ŜƎȅ ōŜƭǎǃ ǎǘǊǳƪǘǵǊŀ ŜǊŜŘƳŞƴȅŜ
5. ! ǇƛŀŎƛ ƭŜƎƧƻōō ƎȅŀƪƻǊƭŀǘƻƪ ŦƛƎȅŜƭŞǎŜ Şǎ ŀȊƻƪ ƛƳǇƭŜƳŜƴǘłƭłǎŀ ŀ 

ŎŞƎōŜƴ ǎǘǊŀǘŞƎƛŀƛ ŎŞƭƧŀ ŀ ŦŜƭǎǃ-Şǎ ƪǀȊŞǇǾŜȊŜǘŞǎƴŜƪ
6. ! ǘŜǊƳŞƪκǎȊƻƭƎłƭǘŀǘłǎŦŜƧƭŜǎȊǘŞǎ ŀ ŎŞƎ ŦŜƧƭǃŘŞǎŞƴŜƪ kulcsa
7. !Ȋ ƛƴƴƻǾłŎƛƽ Şǎ ŦŜƧƭŜǎȊǘŞǎ ŀ όǘŜǊƳŞƪ Ҍ ǎȊƻƭƎłƭǘŀǘłǎ Ҍ ŦƻƭȅŀƳŀǘƻƪύ

ŦƻƭȅŀƳŀǘƻǎ Şǎ ŀ ŎŞƎ ƭŞǘŞƴŜƪ ƪǀȊŞǇǇƻƴǘƧłōŀƴ Ǿŀƴ

YƻŎƪłȊŀǘƻƪ ŎǎǀƪƪŜƴǘŞǎŜ:
1. tŞƴȊǸƎȅƛΣ ƻǇŜǊłŎƛƽǎ Şǎ ƪǸƭǎǃ ƪƻŎƪłȊŀǘƪŜȊŜƭŞǎ ƴƛƴŎǎ
2. tŞƴȊǸƎȅƛ ƪƻƴǘǊƻƭ ƭŞǘŜȊƛƪΣ ƻǇŜǊłŎƛƽǎ Şǎ ƪǸƭǎǃ ƪƻŎƪłȊŀǘƪŜȊŜƭŞǎ ƴƛƴŎǎ
3. tŞƴȊǸƎȅƛΣ ƻǇŜǊłŎƛƽǎ Şǎ ƪǸƭǎǃ ƪƻŎƪłȊŀǘƪŜȊŜƭŞǎ ƭŞǘŜȊƛƪΣ ŘŜ ŀȊ ŀŘŀǘƻƪ

Şǎ ƪǀǾŜǘƪŜȊǘŜǘŞǎŜƪ ƳŜƎōƝȊƘŀǘƽǎłƎŀ ƴŜƳ ƛǎƳŜǊǘκŜƭƭŜƴǃǊȊǀǘǘ
4. 9ƎȅŜƴǎǵƭȅ ŀ ǇŞƴȊǸƎȅƛΣ ŀȊ ƻǇŜǊłŎƛƽǎ Şǎ ŀ ƪǸƭǎǃ ƪƻŎƪłȊŀǘƪŜȊŜƭŞōŜƴ,

Şǎ ŜȊŜƪ ŞǊǾŞƴȅŜǎǎŞƎŜ ŜƭƭŜƴǃǊȊǀǘǘ
5. aƛƴŘŜȊŜƪ ƳŜƭƭŜǘǘ ŀ ǇŞƴȊǸƎȅƛ ǘŜǊǾŜȊŞǎ Şǎ ŀ ƪƻŎƪłȊŀǘŜƭŜƳȊŞǎ ƛǎ

megjelenik
6. YƛŦŜƧŜȊŜǘǘŜƴ ŀ ƪǀȊŞǇǇƻƴǘōŀƴ łƭƭ ŀ ǇŞƴȊǸƎȅƛ Şǎ ŀȊ ƻǇŜǊłŎƛƽǎ

ƪƻŎƪłȊŀǘŜƭŜƳȊŞǎ Şǎ ƪƻŎƪłȊŀǘƪŜȊŜƭŞǎ
7. ! ƳŜƴŜŘȊǎƳŜƴǘ ƪǀȊŞǇǇƻƴǘƧłōŀƴ ŀ ǇŞƴȊǸƎȅƛΣ ƻǇŜǊłŎƛƽǎ Şǎ ŀ

ƪǸƭǎǃ ƪƻŎƪłȊŀǘŜƭŜƳȊŞǎ Şǎ ƪƻŎƪłȊŀǘƪŜȊŜƭŞǎ łƭƭ

! ǇŜǊŘǀƴǘǃ ƪŞǊŘŞǎŜƪ



! ōŜǊǳƘłȊłǎ ŞǊǘŞƪŜΣ Ƙŀǘłǎŀ
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! Ǿłƭƭŀƭŀǘƻƪ ƛƎŞƴȅŜ



! /wa ǘƝǇǳǎŀƛ

Quality of information
to supportanalysis
DecisionQuality

Customersatisfaction
Reducedservice costs

Improved
communication
InformationQuality/ 
Relevancy

Reduceuncertainty



Front Office

¦gyfelek

Partnerek

Website

F2F

Telefon

E-mail

Fax

Levelek

Kollabor§ci·s 

CRM

Szerv²z

Marketing

Supplychain

Operat²vCRM

9ƎȅǎȊŜǊǼǎƝǘŜǘǘ /wa ǘƛǇƛȊłƭłǎ

Back Office

Analitikus CRM

¦gyf®ltud§s 

adatb§zis

Targeted

Campaigns/

Personalization



! /wa ǎǘǊŀǘŞƎƛłƧŀ

CƻǊǊłǎΥ DŀǊǘƴŜǊ wŜǎŜŀǊŎƘ



CƻǊǊłǎΥ ForresterQ2/2010

н ƪŀǘŜƎƽǊƛłōŀƴΥ

1. CRM Suite:
ǘŜƭƧŜǎ ŎǎƻƳŀƎΣ ƛƎȅŜƪǎȊƛƪ ŀȊ ǀǎǎȊŜǎ 
ǘŜǊǸƭŜǘǊŜ ƳŜƎƻƭŘłǎǘ ƪƝƴłƭƴƛ

2. CRM specialitytools
ǊŞǎȊǘŜǊǸƭŜǘ ǎǇŜŎƛŀƭƛǎǘłƧŀ



CRM suitehelyzet (midsize)

1. aƛŎǊƻǎƻŦǘ ό/wa оΦлΦ Şǎ 5ȅƴŀƳƛŎǎ пΦлΦύ
2. hǊŀŎƭŜ Şǎ Oracle-Siebel
3. SAP
4. Salesforce.com
5. MagicOnyx
6. SugarCRM(Info@Hand)

// ŀƭŀǇǵ ǊŜƴŘǎȊŜǊŜƪΥ Genesys, Avaya AIC



AquisitionCRM helyzet (midsize)

1. Salesforce.com-ŞŀȊ ŜƎȅŞǊǘŜƭƳǼ ǾŜȊŜǘǃ 
szerep

2. Oracle-SiebelŞǎ aƛŎǊƻǎƻŦǘ
3. SAP



SocialCRM helyzet

1. bŀƎȅǊŞǎȊǘ ƛǎƳŜǊŜǘƭŜƴ ƎȅłǊǘƽƪ

2. 5ŜΥ hǊŀŎƭŜ Şǎ salesforce.com

3. [ŜƎǘǀōōŜƴ ŀ nicheǘŜǊǸƭŜǘŜƴ

4. YƛŦƻǊǊŀǘƭŀƴ ƪǀǾŜǘŜƭƳŞƴȅŜƪ

5. Kiforratlan rendszerek



¢ŜŎƘƴƻƭƽƎƛŀ

ałǊƪŀ Şǎ ǘŜǊƳŞƪ 
ŦƽƪǳǎȊ

YŜǊŜǎƪŜŘŜƭŜƳ Şǎ 
ŎǎŀǘƻǊƴŀ ŦƽƪǳǎȊ

«ƎȅŦŞƭ ŦƽƪǳǎȊ«ƎȅŦŞƭ łƭǘŀƭ 
ǾŜȊŞǊŜƭǘ

Folyamat

Hierarchikus Elosztott Lapos αCŜƭƘŀǘŀƭƳŀȊƻǘǘέ

¢ǊŀƴȊŀƪŎƛƽǎ 
rendszerek

Menedzsment
Info. rendszer

ERP ŞǎBack 
Office AutomŀǘƛȊłŎƛƽ

Front & Back Office 
IntegrłŎƛƽ

¢ŜǊƳŞƪ ŀƭŀǇǵ
CǳƴƪŎƛƻƴłƭƛǎ Şǎ 
ǸȊƭŜǘƛ  ƪǀȊǇƻƴǘƻƪ Szegmens-ŀƭŀǇǵ#ǊŀƳǾƻƴŀƭŀǎ

Szervezet

! ƳŀƎȅŀǊ ŦŜƧƭǃŘŞǎ



Magyar helyzet
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aŜƭȅƛƪ ǊŜƴŘǎȊŜǊǘ ŀƭƪŀƭƳŀȊȊłƪ ŀ ǾłƭƭŀƭŀǘƴłƭΚ

1. Sok egyedileg fejlesztett, CRM-nek 
ƪƛƪƛłƭǘƻǘǘ ǎȊƻŦǘǾŜǊ

2. bŞƘłƴȅ ŞǊŜǘǘŜōō ŦŜƧƭŜǎȊǘŞǎ
3. bŞƘłƴȅ ƴŀƎȅǾłƭƭŀƭŀǘ ǎŀƧłǘ ŦŜƧƭŜǎȊǘŞǎŜ
4. Microsoft, Siebel, SAP



! ǾƛƭłƎ ƘŜƭȅȊŜǘŜ

1. wŜŎŜǎǎȊƛƽκǾłƭǎłƎ

2. {ǘǊŜǎǎȊΣ ŦŞƭŜƭŜƳ

3. .ƻƴȅƻƭǳƭǘǎłƎ



!Ȋ ŜƭŞƎŜŘŜǘǘǎŞƎ ƘŜƭȅȊŜǘŜ Şǎ Ƙŀǘłǎŀ


