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CAS Software AGat a glance

Excellent relationships for successfull companies

AG I!:acl:tsd for CRM f Awards Ly Sharings

erman market leader for or I oo TE Yellé'inap
SMEs JOBL i {%ﬁm Alles in Ihrer Nihe
ACAS Group turnover of G 39 Mio. bt

A220 employees (over 400 all over) LeserAuskunft @ Der Varta-Fiiher

A25% growth in 2010
Alnnovations >20% of turnover
A19% growth in 2011 (May 2011)
A200,000 users worldwide
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CAS Software AGat a glance

More than 7,500 customers worldwide
Over 200,000 users work daily with our products

CASgenesisWorld CRM is available in12 different languages
D, EN, FR, IT, ES, NL, TR, RO, HU, CZ, PL, HR

Several CRM products and dedicated CRM industry solutions
and more than 100 add-on solutions to common systems




CAS Software AGworldwide

Presence in 25 Countries in EMEA & LATAM

Over 200 Business Partners Worldwide
(145 partners in Germany and 60 international)

with more than 500 consultants for CAS products
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CAS Software AG inBeNeLux
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A Strong presencein BeNeLuxwith partners

Twovisions .
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CRM for Service Providing Industries

| s there any differencee



e when it comesto CRM?

Customers
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Sales

Support

Marketing
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Turnover
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Invoices Forecasts

Products
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But what ifé

Aéyou are not selling
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system integrations
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But what If é

Aéyou are not selling
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Individual industrial machineries
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But what ifé

Aéyou are not selling
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any kind of consultancies



l But what ifé

AThe fddeal 0

Products: ~ 30%

covers

CAUTION

¥ PEOPLE

WORKING

Services: ~ 70%
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A It takes several months (years) to finish a sales cycle ?

A You need to involve all kind of resources (internal/external,
human/tools/budgets) in order to deliver the sale ?

A You need to plan everything very detailed and keep track of
every single detail ?

AYou need to treat your <custo
Is always used with your company ?

A Having the same CRM approach with all your customers ?
Aé 2
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writing quotations doing forecasts shipping products and writing invoices

simply w o nle enough to be effective!

Project Management approach of all processes
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Managing projects meanfp€

A3 s NS

Time records Risks  Targets  Milestones Documents Workflows Controlling  Monitoring
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People Skills Resources  Budgets Costs Quotations  Orders Billing Planning
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CRMfor Service Providerscovers a lot functionality

Customers

Marketing Project Management

Sales

@

HelpDesk/ Ticketing

Support

- Cooperative portals
Full range Mobility Customers / Consultants



Project Management Triangle
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A Projects need to be performed and delivered under certain

constraints:

Quality

A One side of the triangle cannot be changed without
effecting the other

A A further refinement of the constraints separates product
"quality" or "performance" from scope, and turns quality
Into a fourth constraint




CRM supports Project Management
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A Regardless the scope or the complexity, any project goes
through a series of stages during its life cycle

AStarting phase AProject Acgqu
Initiating, planning and design phase and means simply
Aselling the projecto

Start b 1 End

\ J\ J
| I

Project Acquisition Project Execution




Project acquisition &
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A Mostly individual project prices

A Many different quotations needed (e.g. alternative, partial,
different departments etc.)

A Involving all kind of different internal and external resources

A Different criteria for negotiations

A Accurate budget calculation (time, products, resources,
people)

A Order scheduling

Ve

A Invoicing and Payments
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Project acquisition phase

A The CRM should be able to define and use individual list
prices, individual discounts, volume discounts etc.

Prices and discounts

Price list [For Partners 'J @ ’ Create new price } lj

Discount list [For Partners v' @ [ Create new discount ] l;]

Every customer in the CRM system is having

a special place where own conditions for — T PIE
prices and discounts can apply (different than Individual Training / Worksho 102030 RIE
the standard ones). When writing a quotation  nmumamount 0

service or product prices should then be Price F00.00

calculated automatically.

~ i~
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Quotations
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A The CRMshould be abl handle flexibl '
(e.g. alternative, partial, different departments/different
@ - i = T+ 4B l & Invoice [ OfficeLine ~ X (&) Create ~ (I Divide equally & | [& |
Create document| ) ) ) o ) ) )
Item Date Des Status Quantity Unit Volume Invoiced Contribution...  Absolute gross profit  Discount relative (%)  Discount Product number
1 Licenses
L1 22.07.2011 DB-Software CP-3.1 In Progress 1,0000 " €5,088.88  €4,600,00 100,00 €4,600.00 9.61  €488.88 00500040
1.2 28.07.2011 Intranet-Software . In Progress 1.0000 €5,088.89 €4,600.00 100.00 €4,600.00 9.61 €4388.89 702800030
S 2.0000 €9,200.00 €8,200.00
Services
2.1 13.07.2009 Documentation Finished 1.0000 €5,088.89 €4,600.00 100.00 €4,600.00 9.61 €4388.89 10200020
2.2  28.07.2009 Documentation Phase 2 Aquisition 1.0000 €5,088.89 €4,600.00 17.05.2010 100.00 €4,600.00 9.61 €488.89 10200020
2.3 13.07.2009 Customizations and Installation In Progress 1.0000 €5,088.89 €4,600.00 100.00 €4,600.00 9.61 €488.89 10200034
2.4 16.03.2010 Individual-Training / Workshop In Progress 1.0000 €5,088.89 €4,600.00 100.00 €4,600.00 g9.61 €4388.89 102030
2.5 20.07.2009 Individual- Training Admin In Progress 1,0000 €5,088.89 €4,600.00 100.00 €4,600.00 9.61 €488.89 10200010
22 0000 €23,000.00 €23,000.00

Open archive file ‘[_"?_BH@;H%’ f:?j

Quotation BC51 S

Quotations
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Project acquisition phase

A The CRM should be able to support during acquisition
phase and not only save important information but also

cal cul at e

10 %
Customet has need for action
Personal contact with customer
Decision maker is knawn
Budget availabls
[ statt of project planned For the next 9 months

30 %
|:| Requirements are present
[Jrequirements were understood
[Irequirements can be implemented
[ salution presented, described and accepted by the customer
[ cost estimate submitted and accepted by the customer
|:| Competitors are known
[ 5tart of project planned For the next 6 months

50 %
|:| Mok mare than one competitar
[ start of project planned for the next 3 months
[ Detailed offer submitted and accepted by the customer

70 %

t 6s values or C

It should be possible to place any criteria

t hat 6s I mportant f or
the CRM system, to give it a value of
importance and create transparancy for next
steps.
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Project acquisition phase

A The CRMshould be able to work with sophisticated

workflows

2w o EeE Ao e ER
l4-14.03.2u11 ME | === WE ml
[ weeks [v| zoom: |100% Ml

fMarch 2011

Cl 11

| oW 12

=l Introduction project For Kahrmann electronic Lkd., Stark 17.03.2011, End 31.05.2011
=l @ Acquisition phase, Start 17.03.2011, End 05.04.2011

W offer
Arrange presentation date, Wilma Eruser, Kahrmann electronic Lkd.
Interest in CP-3, Wilma Bruser, Kahrmann electronic Lkd.
Create offer, {Brenda Gladis, Robert: Glade)
Presentation, (Brenda Gladis, Robert Glade)
Sending information, (Brenda Gladis, Robert Glade)
Follow up, (Brenda Gladis, Robert Glade)
= @ Services, Start 14.04.2011, End 28.05.2011
Installation date, 26.04.2011 09:00:00
Custarnization, (Peter Grav, Robert Glade)
Test run, (Peter Gray, Robert Glade)
Installation, (Peter Gray, Robert Glads)
= @EI IMore data recards that are included in the waorkload
E Wacation, Peter Gray
E Farnily wacation, Robert Glads

&

Acquisition phase

Introduction project For Kahrmann eleckronic Lkd,

Arrange presentation date

Interest in CP-3

:

|

3 (] (2]
§ reer ey 0,014, comes |||
f Robert e 0,0 v, 00 | 5| ] |
isen 37D, 0vvs, D0 | 5 | ||
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Workflows



Project acquisition phase
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A The CRMshould be able to track all the SalesPlanning

Planned volume €32,200.00 Probability (%) 80
Weighted volume €25,760.00 Source Marketing Campaign 008Ag3
Customer budget Order scheduled for 22 August 2011
Achieved volume Order on 03 July 2009
[7] Hide billed items PapueLdeadues Flanying type CM relative total = 100.00 %
S (_) Relative payment deadlines @ Top down planning CM absolute total = €32,200.00|
M dg;el S @ Absolute payment deadlines () Bottom up planning Remaining amount = €0.00



Project acquisition phase
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A The CRMshould be able to set clear individual delivery
dates for every offered item and create an overview of
the payments (per item)

@ - G = e T 4 O = | officeLine + 3¢ (=) Create ~ [[] Divide equally [ & | [&) ’
Item Date Description Status Quantity Unit Volume | Invoiced Conf
1 Licenses
1.1 22.07.2011 DB-Software CP-3.1 In Progress 1.0000 €5,088.88 €4,600.00
1.2 | 28.07.2011 Intranet-Software In Progress 1.0000 €5,088.89 €4,600.00
21 2.0000 €9,200.00
2 Services
2.1 13.07.2009 Documentation Finished 1.0000 €5,088.89 €4,600.00
2.2 | 28.07.2009 Documentation Phase 2 Aquisition 1.0000 €5,088.89 €4,600.00 | 17.05.2010
2.3 | 13.07.2008 | Customizations and Installation | InProgress 1.0000  €5,088.89 €4,600.00
2.4 | 16.03.2010 | Individual-Training / Workshop In Progress 1,0000  €5,088.89 €4,600.00
2.5 | 20.07.2008 | Individual- Training Admin In Progress 1.0000 €5,088.89 €4,600.00
22 5.0000 €23,000.00

Orders
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Project execution phase

A While the Salesprocess goes on through different stages
é execution for the delivered items should be performed

; End

\ | J
I |

Project Acquisition Project Execution




Project execution phase

A CRMshould keep it simple and clear

Project Execution
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Job (Action) ¢ o 3 é L0 3 e}

B U Lo

/ ] \ Logic Planning
| N

People Money \\

Planning



Project execution phase
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A The CRMshould be delivering actions (partial delivering),
acceptance of delivered services and parts, etc.)

| & - [0 Cspit 4 & B Undo invoicing Office Line ~ X |{=) Create ~|[I"] Divide equally & | [ ’
[ |
(o) Jobsforit
Item Date Description Status |(‘:> QN OERES lvoiced Contribution m:
1 Ficarsas @ Appointments for items
1.1 22.07.2011 DB-Software CP-3.1 Aquisition @ Transfer items to a newjob
1.2 28.07.2011 Intranet-Software In Progress )
s 1 [ Product uses to items
Services
2.1 13.07.2009 Documentation Postponed 1.0000 €5,088.89 €4,600.00
2.2 28.07.2009 Documentation Phase 2 Finished 1.0000 €5,088.89 €4,600,00 17.05.2010
2.3 13.07.2009  Customizations and Installation  In Progress 1.0000  €5,088.89 €4,600.00
2.4 16.03.2010  Individual-Training / Workshop In Progress 1.0000  €5,088.89 €4,600.00
2.5 20.07.2008 Individual- Training Admin Lost 1.0000 €5,088.89 €4,600.00
22 5.0000 €23,000.00

Order Processing



Project execution phase
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A The CRMshould be able to show the optimal skilled
persons per different jobs

a @5 Skills
4 5= Driving Skills

Categomy b,

..... i Category B

Categomy C
Categomy E

4 55 Ewcel Know-how

Calculations in Excel

Ewcel alz D atenbank

|hput and editing farms

|mtegration with other tables and DB =

4 = Foreign Language

# English
French

----- i Ferman

[talian
Rusgzian
Spanizh

4 5= Powerpaint

Animation in in presentations

Format and template uzingdcreating
Graphics

Linking and inzerting internet contents

4 55 Word Know-how

Formating Templates
Irmput of Graphics
Tables inword

Every

singl e

Empl oyee

underlined and marked out
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Project execution phase

A The CRM should be able to use the optimal skilled
persons per different jobs

§m 15062003 ~ [H=p = = = (W= ml

June 2009 | July 2009
Weeks > | Zoom: [50% ~ l cow 25 [ o 26 [ cwx [ ow 28 [ owas | cw 30
4 [E] CP-3.1 for Western Automatics Inc. [CP-3.1 for Western Automatics Inc.
Acquisition Acquisition - | | | |
4 {21 Services Srvices
. =} [Workshops _|——
‘ @..mkﬁhops 5PD00:00 h
L ETE: 4lPD 0 hrs 00 min SPOO0:00 h o .
e Cus Customiz... |—
@ ] [5 PO OD:00 K
ioh [ OK ] [ Cancel l @ |5 PO 00:00 h
- @ User Training User Trai... l_
¢ -[@ Brenda Gladis, 5PD00:00 h 5PD00:00 h
e Training room, 5 PD 00:00 h 5PD00:00h i
+ (@) Installation (=) fmstaton |—
o Peter Gray, 5FD 00:00 h 5FD00:00h
o Robert Glade, 5PD 00:00 h 5FPD00:00 h
----- % Project dosure *— i
{23 Analysis (=)[Analysis
4 | 11 ] 4
@ Antonio Matarazzo sPooo:00h | (5| | M || 5Pooo:00 b | I | ESEC0u0 | I
fij Brenda Gladis soppoo:ooh | (| (NN D 3PD0&:46 h 8 PD 0G: 46 3PDOG:46 h 3PDO0G:46 h |[EEEE
iy Peter Gray 3spooo:ooh | ()| | 8 PD 06:46 h 3PDOG:46 h 3PDO06:46 h |BHDE
fij Robert Glade 3spooo:0oh | (=) || sPoos:sh 5PD06:03 h SPD06:03h 5PD0&:09 h |TFD
Training room 5P000:00h | (5 | | I | IR | 5°000:00 h | I | |
i sum 113p000:00h | (]| (| 23PD03:41h | 23PDO0341h | 23PD03:i41h | 26 PD03:41h |JESPEOSETR 2P0 N
N

The most skilled and best available persons can be delegated for \\
actions or jobs. Besides that exact time schedules can be planned
for executing those jobs. Planning
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Project execution phase

A The CRMshould be able to record time, project costs
and create invoices
I Time Recording

From 02:30:00 || @ Start date 24 August 2011 =
To 10:15:00 || (@ Gk 24 August 2011
O PD 7 hrs 45 mins 1PD 0 hrs 00 mins Fap

The staff can record their working ti mi

/“‘\:

correlations with the respective resource plans.

Time records
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Project execution phase

A Transform those recorded working times in costs of the
project
I Time Recording

external |

External hourly rates (turnovers)

all |.ﬁ.dministraﬁ|:un |.-5.|:-:|uisiﬁ-:|n |C|:|nsultanl:y |D-:u:umenta1j-:|n Driving time |Marketing |Programming |Project management |Training |Servil:e |Supp|:urt|

all

Antonio Matarazzo 200 200 200 200 200 ] 200 200 200 130 140
Bernd Meier 200 200 200 200 200 0 200 200 200 130 140
Brenda Gladis 200 200 200 200 200 0 200 200 200 130 140
Britta Glatt 200 200 200 200 200 ] 200 200 200 130 140
Mircea 200 200 200 200 200 0 200 200 200 130 140
Peter Grundmann 200 200 200 200 200 0 200 200 200 130 140

Different rates per different activity types and different users.
Makes it possible to calculate the real internal costs and the rate
value for selling.

Time records
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Project execution phase

A The CRMshould be able to record project costs and
create invoices
I EXpenses

Subject Hotel to Project Introduction project for Kahrmann electronic Ltd.

ser Robert Glade Mumber
Date 18.03.2011

Tyvpe Hotel v Status w
Payment method Credit card » Feceipt @@ E
Gaross cosks 350,00 WAT rate 19 W

Met casks 294,12 € Turnover 294,12 €

The staff can also record their expenses
(e.g. per diem costs, travel costs, lump sums, receipts, etc.) by

L __.'_ ‘
Costs



Project execution phase
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A CRMshould be able to record project costs and create
Invoices
I External Services

Subject Server P56

Type IMateriaI costs - I

Date 17/05/2010 @ Cost unit Bonding Studenteninitiative e.V. ﬁ ﬁl
Voucher number AGh2354 Receipt Original Invoice Scanned B gy
Gross costs €5,000.00 VAT rate 19 -

Met costs £4,201.68 Turnower £3,000.00

External Services can be recorded per job/project when necessary
(e.g. equipment costs , personal costs, other costs, etc.) |__,y
e
Costs



Project execution phase

A The CRMshould be able to plan the budgets very
detailed
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&

Planning start 23 June 2011 |E| Planning end 31 August 2012
Planning interval |Quarter - |

2. quarter 2011 |3. quarter 2011 |4. quarter 2011 |1. quarter 2012 |2. quarter 2012 |3. quarter 2012 |Total: |
Personal Costs €3,000.00 €4,500.00 5 <0.00 0,00 0,00 €7,500.00
Travel Costs €2,000.00 £300.00 <0.00 <0.00 0,00 0,00 €2,300.00
Material Caosts €5,000.00 €2,500.00 0,00 <0.00 0,00 0,00 €7,500.00
Diferent Costs £i2,000.00 €5,000.00 €0.00 €0.00 €0.00 €0.00 £11,000.00
Total: £16,000.00 €12,300.00 €0.00 €0.00 €0.00 €0.00 €28,300.00

For all type of cost classes and for any period segmentation
(Week, Month, Quarter, Year) possible.

X
&

~————

Budgets



Project execution phase

A The CRMshould be able to make/suggest decisions for
possible alternative actions based by risk factors

Subject Delivery Term not reachable

KAV gc 34

Indicators MFL 10.35 - Measurements Outsourdng of work packages @
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Person responsible Jean-Fierre Grimaud
Probability middle Impact [High - ]
Type Resource availability - Status [Dpen v]

Risks
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Project execution phase

A The CRMshould be able to track closely target fulfillments

Subject Expenses In plan

Description all External services for this project must be not exceeded

Mominal €50,000.00 Unit Euro -

Actual €23,450.00 %% achieved 47 i

Seton 01 August 2011 Person responsible Bernd Meier

set for 24 August 2012

@

Targets
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Project execution phase

A The CRMshould be able to track the actual costs & turnovers

Total completion %
> 18

Calculation | working time | Costs and turnover

Budget 19,900.00 €
Calculated values Calculation overview
Costs . [ S 2Eas = S TR = == ST 2 Budget
Nominal Actual [ Personnel costs
s ] Travel costs
Personnel costs 3,500.00 € 9,879.47 € 0001 Voo ]
Turnover
Travel costs 6,500.00 € 50.00 € J
Material costs 2,400.00 € 4,201.68 € g
c
Turnover g
Nominal Actual o
“
32,200.00€ | [0.00€ B A 4
sum 3 (lesmone
= -
|
-1 | 3,50000€

Nominal costs -|
Actual costs
Nominal turnover -|
Actual turnover |

Controlling



Project execution phase
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A The CRMshould be able to track the actual costs & turnovers

"‘gr,._. =t

Controlling



