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Porsche Cars North America (PCNA) - prepared for CRM

e |n September of 1984, Porsche Cars North America, Inc. (PCNA), became the exclusive
importer, marketer, and distributor of Porsche automobiles for the United States.

e The headquarters are located in Atlanta, Georgia

e Today, Porsche has approximately 250 North American personnel, all committed to
providing the kind of dealer and customer support for which Porsche has long been
known for.

e The most valuable capital this company has is its loyal customers with their sense of
Porsche responsibility. The most valuable support for this company is its work force and
its tradition of outstanding performance.

SAPphire Paris, May 2006 I [ I Elﬁ:hk
CRM Porsche Partner
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Staring point in 2005 & project goals

e > 10 customer databases with little/ no integration
e No holistic view of the customer along the entire lifecycle
e Systems could not provide acceptable data quality

- Very limited capabilities to provide best possible customer service

project goals

e mprove knowledge of customers relations and desires and the targeted use of this
knowledge for management decisions

e build up excellent brand experience for customers
* increase customer satisfaction
e improve customer loyalty and long-term customer relations

SAPphire Paris, May 2006 I I I h"&?iﬁ?ﬁﬁ und
CRM(C' Porsche '3

Partner
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Processes within CRM@Porsche

_ I Customer
Main Processes within CRM@Porsche .
\

Central Campaign Management

Yy 2

5. Repurchase

Local Sales Support Campaign _ "
Prospect Contact Program
Lead Management

Vehicle Sales Management (Interfaces)

Customer Care Program

Service Management at Dealer (Interfaces)
Complaint Management

Recall/ Service Campaigns

Feedback Management / Analytical CRM (later delivery steps)
Cross-functional and Data Quality Management
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Some hard facts ...

> 2.700.000 (historical) transactions
> 1.200.000 customers/ prospects in Canada and USA
> 650.000 vehicles
> 200 dealers connected via Porsche sales/ warranty tools
> 120 users at PCNA and partners, 40-60 of which concurrent
2 external call centers connected
1 mySAP CRM 4.0 system with Service Industry Extension

/ months implementation time following a
3 month requirements & process definition phase in multiple markets

SAPphire Paris, May 2006
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Time table CRM@Porsche global design and pilot

2005

N T [ [ [ o o

1 1 ] 1 1 1 I
Detailed planning, preparation I
P % PIEP '_. ' : : : : : I
Design | High Level Detailed (Core, Local) Design (Global) I
Installation of systems | b Devel Test | s Production | I
. | | i | | | |
Prototyping | ! | ! ! | | :
Prototype review — PCNA | — I
| s s — s I : I
1 1 1 L | |
Prototype review — Global | |
I | ; : ; ; : I
Implementation PCNA | ! ! : * : * : ﬁ ﬁ Rqview Workshops
I : : : : : :
Interfaces . Design i | i i :
— : i . : : : : e
Migration & data cleansing I Design Migration programs and testing Migration
— T — v
Application Testing I : ! I
| I . l . ) : I
1 1 1 1 1 | I
Go live Preparation I ! |
- | e e i e e = -
Trainings | ! : | | | |
, | ; ; : :
Post go live support ' : : : : : : !
Project start ' | ' ' ' GO LIVE
SAPphire Paris, May 2006 I I I Mieschie
CRM(C ' Porsche pariner
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360° vehicle and customer view: CRM = Integration

External vehicle
owner data

Address services

External parties

Roadside ‘ Letter Shops

Assistance

External surveys ‘

A

4

porsche.com

Club membership

Leasing/ finance

*

Driving events

Porsche Design
Drivers Selection

Porsche AG/

* market
360° customer
and vehicle
view

Existing interface
Planned interface
Duplicate checking &
address verification

*

Vehicle sales tools

Vehicle sales system

Warranty claims, recall/
service campaigns

Vehicle related technical
requests

Retalil

SAPphire Paris, May 2006
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Porsche dealerships will be integrated in three steps

Step 1:

e Dealer data is pulled from Porsche tools: sales support, sales, warranty mgmt

e Data (e.g. Leads) is automatically extracted from CRM@Porsche and provided to the dealers
e Manual on-demand data exchange for mailings etc.

- No systems impact on dealer

Step 2:
e Dealers can access CRM@Porsche through a specific Dealer Portal:
— Create, view, maintain, download own customers/ prospects
— View all Porsche vehicles incl. service history
— Lead management
— Campaign Management
— Reporting

Step3 :
e Selected Dealer Management Systems are directly interfaced to the CRM@Porsche system
— Exchange of customer/ prospect, vehicle, lead data

SAPphire Paris, May 2006 I I I El::hk By
CRM Porsche 1

Partner
Page 8
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A quick tour through CRM@Porsche ...

Cross-functional data and
Processes:

— Customer and prospect data

Events maintenance
% — Vehicle viewer and maintenance
@jp“ons — Manual and automatic vehicle re-
assignment

— Automatic customer/ prospect
status management

sales dealer, i g e.g. Is new vehicle — Automatic responsible dealer
service dealer A customer of / has assignment for Customers/
new vehicle customer prospects based on
e preferred dealer
¢ J|ast selling dealer

Contact History: repair order, P : :
mailings, complaints, . * distance to next/ last selling
dealer
* efc.

— Integrated dealer database

SAPphire Paris, May 2006 I I I h";?ifé’:.? und
CRM Porsche 1 partner
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Customer Master Data — Source of Data and Relationships (1)

(1) Vehicle sale from sales system: a new customer C1 buys a
pre-owned vehicle V1 from dealer A
i Customer C1
—  Customer C1 is created e
—  Vehicle V1 is created !

— Relationships are created between customer C1 and vehicle V1
and customer C1 and dealer A

Is pre-owned vehicle customer of /
has pre-owned vehicle customer

Dealer A
Vehicle V1
Selling dealer: A
SAPphire Paris, May 2006 I [ I Mieschke
CRM Porsche 1l e ™
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Customer Master Data — Source of Data and Relationships (2)

(1) Vehicle sale from sales system: a new customer C1 buys a
pre-owned vehicle V1 from dealer A
i Customer C1
—  Customer C1 is created o
—  Vehicle V1 is created

— Relationships are created between customer C1 and vehicle V1
and customer C1 and dealer A

Is pre-owned vehicle customer of /
has pre-owned vehicle customer

!

Sngmall -

Jr“ﬁ':%lﬂ = Dealer A

T

Is new vehicle customer of /
has new vehicle customer

(2) Vehicle sale from sales system: The same customer C1 buys
another (new) vehicle V2 from the same dealer A
- Vehicle V2 is created

— Relationships are created between customer C1 and vehicle V2
and customer C1 and dealer A

Vehicle V1 Vehicle V2
Selling dealer: A Selling dealer: A

SAPphire Paris, May 2006 I I I h";?ifé’:.? und
i CRM(C' Porsche !

Partner
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(1)

(2)

Customer Master Data — Source of Data and Relationships (3)

Vehicle sale from sales system: a new customer C1 buys a
pre-owned vehicle V1 from dealer A

—  Customer C1 is created

—  Vehicle V1 is created

— Relationships are created between customer C1 and vehicle V1
and customer C1 and dealer A

Customer C1

Is pre-owned vehicle customer of /
has pre-owned vehicle customer

Sngmall -

J:.--H:%m”‘ = Dealer A

e il

Vehicle sale from sales system: The same customer C1 buys
another (new) vehicle V2 from the same dealer A
—  Vehicle V2 is created

— Relationships are created between customer C1 and vehicle V2
and customer C1 and dealer A

Is new vehicle customer of /
has new vehicle customer

Vehicle V1 Vehicle V2

Repair Order from warranty system: another customer C2 Selling dealer: A Selling dealer: A

has a warranty repair order for vehicle V2 at dealer B

—  New customer C2 is created

—  New relationships are created between C2 and V2 and C2 and
dealer B

—  The existing relationship between C1 and V2 is terminated (end
date is set)

—  The existing relationship between C1 and Dealer A ,is new
vehicle customer” is terminated

Dealer B

Is service customer of /
has service customer

Customer C2

SAPphire Paris, May 2006 I,' I H;:::: und

Partner

CRM Porsche
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A quick tour through CRM@Porsche ...

Data quality processes and

Mark duplicate customers reporting:

| — Duplicate handling: flag &

s 0.0 merge mode

o — — Address verification/

FusFamEr numeerane T - cconsiel (2] correction and ,rough”

_ search with 3rd party tool

Soynew st — Processes to handle invalid
postal addresses:

o s IS BRSERR e e |dentification and priority -

Merge O based processing

e Temporary exclusion from
specific mailings

— Processes to handle

Duplicate business partner
[ Flag data | [Eb Merge data |

& A[F[H[ve[Eal ) [El@a@al=a) k] [E]

“ A n
Dupioates fourd suspicious” customer names
Main busin... |BusPartner |External BF Number |FirstName |LastName Compa e |dentification and
100008542 100008542 Andrew .
100008542 |100993356 | 0100008542 Andrew processing

e Temporary exclusion from
specific mailings

SAPphire Paris, May 2006 I I I H;::g:: und
CRM Porsche ;

Partner
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A quick tour through CRM@Porsche ...

= Interaction Center: all-in-one
g 1.0 GO0 CHE D0oD HF @B
Customer Commitment .
|EndContact|||ﬂ Nav.AreaHﬂ AppI.Area| (].) |dent|fy Customer and Contact_
coordinator incl. customer search
‘( by vehicle
GElBPMaster  |Z1 | eZdBPVehic [T | [@)web 2

(2) Contact history
(3) Assigned (historical) vehicles

(4) Workspace for
e |ead/ complaint processing

e \ehicle details (attributes, events,
options, history)

e (Customer fact sheet
(5) Alert messages

e open recall campaign(s) for
customer’s vehicles(s)

e Mail blocks
e Potential customer loyalty issue
e FEtc.

SAPphire Paris, May 2006 I I I Mieschke
Page 14 CRM (c , Porsche I E:rftr:::n und
age
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A quick tour through CRM@Porsche ...

=
Agert  Edit  Goto System Help

| @ 2 4H 08 @ @
Customer Commitment
| End Contact | | ||-_H Mav Area ||L—£ Appl Area |
Business Partner Call Processing
Mame Timothy
Fhane
Partner 100751578 hdain I:I I:I | |@:|BPMaster T I&BF’-\J’ehic T
Mame
Partner Mair I:I Caze | Task
Interaction Info ﬁﬁﬁﬁ_ DTransaction El

Parzche Yehicle
Search by Partner e “ehicle ld WP1AB29PE3L MERP
BPartnier 100751575 WS WOR 2071921 Comm. nr.
Function any e Customer g10a751575 Lice Plate
HiztData | hocel aFa COdometer

Model Type AKE1 “eh Status
Start Model Subt Irterior HavannaiSand Beige Stod Lihe
Dg Modlel Year 20083 Top Colar Jarama Beige Metallic Top
Model des. 2003 Cayenne S Body Colar Jarama Beige Metallic
@ |&|?|Gﬂ|$g| |lﬁE| Engine Typ Imported
= v TransmType

“ehicle.. |Model description |Model |Maodel Type |k
WP1A L 2003 Cayenne S |SPA |AET 2

m Control Optionz

Mame Sales Employes

Tranzaction Price
Whalesale Date
Delivery Date
Production Date

Mileage st Delivery

Porsche vehicles are Integrated into
the interaction center application

All vehicle fields are organized on
various tabs:

e A Partner” tab showing the
relationships to the current
customer, sales and service dealers

e An ,Options” tab showing the
vehicle options

e A “History” tab showing past
owners, dealers, events and related
transactions (e.g. complaints,
breakdowns)

SAPphire Paris, May 2006
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A quick tour through CRM@Porsche ...

% o Campaign management and list loads:
le = i@ cee BE @® — Customer care program
Segment Bullder — Prospect contact program
Favorites || 0 - Indicator Launch | |l@ El £l | | | | |DE|@ | @Eount |@E - Sales Support CampalgnS/ nat|0na|
E gg::;urYPorsche UEU malllngs Wlth > 200-000 addresses
B — Synergies with other business units,
E.g. ,pull all customers with vehicle
younger than 4 years, MSRP >
T | 70.000 USD who live in Manhattan®
= : “
FCMA: Customers by wehicles currently owned B L for the "Indlcator WatCh |aunCh
|f Retail Price (MSRF)
e z - 70,000 USD
€3 First Seling Desler ]
{3 Last Seling Dealer Model Year
o Milage at delivery
Q Model )| =2001
O Model Subtype | i
oModeIType
I 8M0del ‘r'.earDat 1
7 E|
SAPphire Paris, May 2006 J) Weece
CRM (- Porsche H s
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A quick tour through CRM@Porsche ...

Home Totals 1 Month 3 Morth

Service Satizfaction Inde:x 3.4 93.0
Sales Satizfaction Index 4B 97.6
Partz Index a58.1 a7.9
Sales Top 5 Weights
12, Cleanlinessicondition of vehicle? (16%)
5. Sincereonest in dealing with you? (159

Wital Stats 11. Courtesyfntegrity of F&I person? (11%)

Analydls 6. Camfort wiapproach in sales process? (10%)
1 Yyay you wwere greeted (996
Vin:Search

Service Top 5 Weights
14, Satisfaction with quality of work? (17%)
16. Treated as expected? (1.3%)

Caily Reports

Monthly Reports : ¥
! = 15, Walue of service received? (10%)
Nawvigation 5. Fulfilled commitments made to you? (5%)
— B. Yehicle ready when promised? (8%
Halp

|3Month "I

| Sales Top 5 Weights

Reporting Periods:

Q1D 12 Month Frev Gtr
1 Month 3 Month GTO
5.7 95.4 99.1
956 95.3 99.3
a7.9 97.5 93 .6
956 95.2 99.3
5.2 95.0 95.9
1 Manth 3 Month &7
92.2 91.8 94,8
a5.7 95.4 5.2
911 90.8 3.8
3.0 92.8 95.6
9z.9 9z2.0 4 .4

|3Mnnth "I

Service Top 5 Weight:

Customer Care Program to
increase customer satisfaction and
loyalty:

Example: externally conducted
satisfaction survey via web/ phone

after every vehicles and service
events on dealer level

100, = =~ Y 100,0
a0,0- 90,0 | & v
a00- B
700 700
B0 B0
00 00
400 400
00 00
200- 20,0
100 |- . . . o L. . ;
Q12 L] ad Q6 Lel| 214 Q16 Q15 !
SAPphire Paris, May 2006 I I I el A
CRM(C' Porsche IV partner
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A quick tour through CRM@Porsche ...

Lead Management
Search
/ ContaCt / /’ prospect / uFuzzyn Seal’Ch

Address verification and
correction

Create/change
prospect

/ Create lead / Dealer Assignment

Lead Fast Entry

Info material requests,
questionnaire and scoring

Capture lead

Capture & qualify lead details

Follow-up processes Info Material Requested material is automatically
Shipment transferred to fulfillment house
[
Lead Transfer Rule-based automatic lead transfer
to Dealer .
1 to responsible dealer
Create follow- .
/ up contact /Optlonal: capture to do / follow-up
\ 4
/ Monitor to do's / Track to do’s / follow-up’s

SAPphire Paris, May 2006 I I I H;::::: und
CRM Porsche 1 partner
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Lead fast entry — screen overview

|EU

c

Telephory  Edit  Goto  Incoming callz: Agent

System  Help

JEIeEaQ I SHEB Ohoan BRE @ m

== =

1-800-PORSCHE {(AMS)

Buziness Partner
Mame |

Phone
Partnet =T
Mame
Partner tdain

] ]
EA)Ez)

Lead Details “ehicle Details

Prozpect

Mame

“ehicle overview

Find Business Activities
By Period

“alicd From 15.07.2005
Walid To 04.05. 2005
Status g

&
)

Salutation
Academic Title
Mame Supplement
Busineszs Title
First Mame

Micldlle Mame

Last Mame
Comparny Mame 1
Company Mame 2
Surtfix

Correspondence Lang.

EN| English

Street Address
Houze Mo fstreet
CityistateiTip code
Country

s | Usa

Po Box Address
PO Bao
Zip Code

KD

Custom-build
screen Interaction
center screen
,Lead fast entry*
with

Scroll bar to

navigate to all
fields

Buttons for
search,
confirmation,
save, clear, send
lead to dealer (via
e-mail)
Country-specific
defaults

SAPphire Paris, May 2006
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Lead fast entry — prospect search

m Wehicle Wirklist “ahoo Fact sheet .
1. Process step 1:

enter prospect
NaSn:utation @ n a m e a n d

e S (optionally

Buziness Title

address)

Iiclclle Mame

7 2. Hit search button

IMarme Crg 1

3. Pop-up with

J[«]»
&5

Correspondence Lang. L | . b |
Use company name for mailing .
[Jse company __ duplicates appears
Il:m -B00-PORSCHE (AMS)
Street Address " Prob| ™ WP |BusPartner “|Mame |Last Mame|First Mame|House Mo.| Strest Supplement| City R |Cty|Postal Code |PO Box PO Box cty
House Mo fetreet 99,3 | 610 [5061 Peter 380 Hammand MNE. Dr. Alanta |GA& |US [30326-6161
CitysstatesZip code 999 | 610 (1000000000 Stephi 259 Redwood Avenue Trenton  |MJ |US 03610 . .
Caurtry us| 999 | 6101000000000 Stephi  |9E0 Hammand M.E. Dr. Aflanta |G |US [30326-6161 |f th e S e a rC h | S

Popio;:ﬂ\ddress Cance”ed, the
9 data remains in

the screen to
capture a new
prospect

[l L[]
W‘ D Create clearing caze @‘ E‘ E‘ E‘ @‘ @‘ Lavout Management @‘ |§|

SAPphire Paris, May 2006 I I I H;::::: und
CRM Porsche 1 partner
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Lead fast entry - (1)

|II7

Telephony  Edit  Goto  Incoming calls Agert  Swystem Help

““*FF¥ 1. When having found a

| @

240 @ DHE DDOD BRI @

1-800-PORSCHE (AMS)

existing record via
“fuzzy” search and

- confirming the record ...
phi

Phane m “wehicle iarklist “ahao Fact sheet . .

Pariner | 1BBBOBAOAD Chidn ||| ) the eXIStIng prospect

hlame Prospect . .

data fields are pre-filled
Salutation

and can be changed if

Mame Supplement

Fincl Busziness Activities Buziness Title n e e d e d y e . g ] C O m p a ny

By Period b} First Mame

“alid From 30.06. 2005 Miciclle Mame name’ address, phone’

“alid To 20,87 20085 Last Mame Graf |

Status g Mame Crg 1 .

Mame Org 2

Suffix .

[H]IE|‘H|||Q|E @|E| Correspondence Lang. | the Contact hlstory and

Trans. P | Description | Mum. .. .

b AR 1807 2005 |Dem0 Mailing lu |Z LaEleon Ean s neliunainy Ve h | C I e S OWﬂ e d a re

v 1407 2005 il lozs 50004577 []Use company .

v @5 1407 2005 Badluck  s00045e | d | S p I aye d

i {1407 2005 Test Int.Object197 Street Address

[H] 14 07 2005 Cther mailing 187 Houze hofstreet 950 Hammond M.E. Dr.

i 14.07.2005 Cther mailing 177 CityistatelZip code Atlarta GA | 30328-6161

[ 14.07 2005 Cther mailing 167 Caurtry us

[ 14.07 2005 Cther mailing 157

v 1407 2005 Other mailng 147 || Po Box Addiess

b gl 1407 2005 Recall Maiing 137 PO B

b g 14.07 2005 Recall Maiing 127 Tip Code L

b 14 07 P05 | =5 Mailine 1107 [+]

SAPphire Paris, May
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Lead fast entry - (2)

[«

I

Relationships
Campaign

Gualification
Gualification (Manual)

Guestionnaire

PCHA 20050601 QUICK SCORIMNG e

PCNA Universal Lead Questionnaire (short)

Dealer contact requested
unknown

Timeframe intended next car purchase

unknown g
Intended amount to be spend
unknown g
Current vehich
unknown g
Save and scaore | Reset |

Continued data entry:

1. When scrolling down,
additional data fields can be
entered

2. Prospect data fields such as
phone number

3. Lead data fields, such as
group, source campaign

4. (score-relevant) questionnaire

SAPphire Paris, May 2006
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Lead fast entry - (3)

Competitive Interest 1 : Selected features:

AL g

ot zelected. ..
Competitive Interest 2
MOT SELECTED  E El

Competitive Hierest 3 S— 1. Based on the selection of a
vehicle make:

MOT SELECTED [ g AT1E
A31.89TDNS LIME ) .
e TosE 2. The list of (relevant) models is
R dynamically pulled
AS20T0
A5 20TONS LIME

3 52 QUATTRO 5 Total: > 2.300 vehicle models
433275 D56 QUATTRO stored with a score value
i: jI g A AT
Ad ] B SPORT
Ad ] B SPORT AWANT

A41ST Use:
A48T AVANT
A¢17 Cobrioe g e Capture currently owned

&41.5 TURBOD

441.5TD) vehicles and competitive

A4 19700 AWANT

2420 interest vehicles for scoring

| Ad 2.0 AYANT

|[«][»]

A4 20 FS] AN ANT
A4 24

A4 2.4 Ay ANT

A4 2 4 Cabriolet

[0

SAPphire Paris, May 2006 I I I ﬁ'&?ﬁf?:ﬁ und
CRM Porsche ;
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Lead transfer to dealer — immediate transfer to dealer

|':I?Ielephonv Edit Goto  Incoming callz Agert System Help E‘W ® |f needed,
| & 2140 @@ CHE anaN AR @m

leads can be
1-800-PORSCHE (AMS) immediatly

ferred
Business Partner tra n S e rre
Hame Stephanie t d I
Phaone . m Yehicle Worklist “fahoo Fact sheet 0 a dealer
Partrer 1000000060 < Man ||| []
Mame Prospect ;
Partner f=in I:I ; [H]
Mame [V
Salutation S
m wehicle Info B Acacemic Title ﬁ{
Mame Supplement Send mail to
Find )Elusiness Activities Business Title
By Period e First Mame
“alid From Q6. 07 . 2005 Iiddlle Mame
“alid To 26.07.2005 Last Mame B
Status [ed] Cotnpany Mame 1
Start Company Mame 2
Betreff: LEAD) INFORMATION
Ardges ) utachonmes. vertim
Preffered sales and service dealer:
Hennases Pocacns Noreh Arlaata

Reapons i
H

Group: Vehicle Proapeet
Origin: Campaign

SAPphire Paris, May 2006 I I I H;::::: und
- CRM(C' Porsche !
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A quick tour through CRM@Porsche ...

|E=' EE

Complaint Management — powerful

| & 190 ¢GQICHE Ohon BR @R

Customer Commitment tool support for best possible

|End Contact HE‘ ‘ |q5‘ Mlay Area Hqﬂ‘ Appl Area ‘

[
Business Partner Zall Processing S e rVI C e L]

Mame
Phone

Z::tnler van (] [+7] | EBPMaster [T | @BPVehic B Blweb 1] ® Work ||St Wlth
— Indication of new/ changed cases

Partner hitain I:l Case [ Task Vehicle

m Wehicle Info My Group Wy Cases Forwarded Personal Tasks Search
Findt 1 Complaints ] &|[&[F#H[E] @[] [8en 1] Hooved | Soved | Coswd | - D|Sp|ay Of pOtentIal onalty ISSUe
By fleenes g CLI | Time |Ticket Owner|Customer  [ProbiOwner |© Due date|IniPria [UPria | Transaction Descrip
Edt. Reference A, [eaira Paul . 1[CCS Test A |a Compl. T & Q Lackin 1 ' b d I f 1
EED £ (4)[cosTest |1 |Rhode, Tam B B Compl. 5 & 5 Inadeq - prlorlty- ase a ert unCtlons
Valid From 02/13/2004 A cesTest |l Mantiart,Dirk | 1002812005 07:50:30 | Commpl. S & 5 Deficie
veldTe 02/18,/2008 cesTest |l ManhartDirk | 1062512005 081310 B Compl. S & D Broker
i5ccsTest I Hernvard Ja C c Compl. T & @ Lackin
8 CCE Test | Pallardy Mic... C Comnpl. = & D Damac TI m E Etatu 5
CCE Test I CCZ Test 02108/2006 1314:54 |C Compl. T & @ Lackin @ D p E n
‘ﬂ Adamezyk,.. || Hovvard,Ja o, Compl. T & @ Lackin
ﬂ Howvard Ja... || Hovvard Ja... B B Compl. Other Gener: I:l p E n
@ Peoples Emily || Kosey Laurel C C Requ. Other License
Ritchie lan I .. |Kosey Laurel | 10031/2005 12:34:11 |C

@
Compl. T & @ Lackin @ ) Pen
&

Qpen

b |workin Progress|,
Work in Progress),
Work in Progress
Wark in Progress

ey

SAPphire Paris, May 2006 I lI mﬁﬁgﬁund
CRM Porsche ;

Partner

Page 25 A Porsche Services Company



FRPORSCHHE

A quick tour through CRM@Porsche ...

e —— Complaint Management — powerful
PR el Tl [Z] [oo] tool support for best possible
Fazt Entry | Facts | Transaction Data | S e rVI C e (C O nt . ) :

PCMNA Customer Case S074805

Regqu. Other License regquest 4-Front axle| Status EQ002 Work in Progress cl PCMA  F

Received Yia IG5 Market - Importer  E) hMedium e

Customer

Contact Coordinator . ® 3_d 1 ! | t 1 t.
Rezponzible Dealzr Michael Stead Porsche Deslerg 146 |menSI0na Ca egorlza Ion
Problem Cwwner Kosey,Laurel Opened On 1072472005 InitislPrio 5.9 ([E

Ticket Crwvner Peoples Emily Due Date UpclstedPrio 5. - Customer request
Subject ¥ehicle — PrOblem

VIN Mileage ] YityEnd g

014 Caze Descripti . £) | EM English ) Em vahicle Worklist - SOlut|On
——E e BRI Tl 1 1 1 e Qverview on past goodwill costs
The Customer complaints abourt Ioudnoi3|| Fast Entry | [Flaslis I T G | per Customer

B1161301 Donald Kern /Virginia Beach WA 23456-8220 /Work in Progress:

Goodwill Costs

S, e e e | @ Inplace access to entire vehicle
history incl. repair orders

Warranty Repairs (current custaomer and current vehicle only)

Description Repair Date| Mileage|Part Cos

Hist.: Roadside Assistance (Towing/Renta|10024/2005 | 23747 |Generator E|

Hist.: Mew Car Wiy 10r24/20048 | 23747 |Generator |Z|

Hist.: Mew Car Wiy 10r24/20048 | 23747 [Front mount

Hist: NON-PAG Claim (at PCNA Direction) |1 0024/2005 | 23747 |Generator H

ird - hlanas i™mr Uithe nantfanne DIENT I Dansmv wsin i mooe frant

: : Mieschke
SAPphire Paris, May 2006 I I I s s B
CRM(C' Porsche IV partner
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A quick tour through CRM@Porsche ...

|II7

Agent Edit Goto Systern Help Reca”/ SeI'VICe Campalgns -
| & D AHIQ@e EHE anan R @

1-800.PORSCHE (AMS) Integration into processes:

Phone

| End Contact | | \qf.’ NavArea ||q5* ApnlArea |
Business Partner Call Processing . .
Mame Peter I[ open recall 102" Qil checkvalve " exists forvehicle YWPOAB28921S¢ " 3001 Turba Coupe” o Alert messages for |nteract|on

rever_tovisoos [oner L[] center users:
Partner Main l:‘ Contact Details Lead Fast Entry Wehicle Details .
— : . open recall <campaign ID>
e p—— ] = U . ” .
Co o [SIEERE=I T oo @t e e |a;| © <campaign text>" exists for )
Sf:gint: any & Tgo ?Sfffgaiz.iﬁss Partner 100483057 1 VehICIe <VIN> <descr’ptlon>
HistData O
R o |
... appears when a customer is
HIREEEEIER Salutation . . .
CIECIES confirmed who owns a vehicle
YWPOAA 1999 Carrera Coupe 996|110 Siur:tif;j;;;tle o With an Open reca”.
| * The agents’ actions are subject
| of the respective (call center)
process definitions.
SAPphire Paris, May 2006 J) Weece
page 27 CRM Porsche I' I Earftner d
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A quick tour through CRM@Porsche ...

‘ = Y Rl Geniss Gt o i Recall/ service campaigns — integration
Open Recallf Service Camp. for Wik

Recalll Service Carmp. for Wk II’ItO prOCeSSGS

|II7
Erog

(e o s & S T T 9 e Recall/ service campaign look-up per

Porsche Recall/ Service Campaigns by VIN Veh|C|e |n the fO”OW”']g bUSIneSS

contexts:
WIN WPaAB2S9X 55741523 [Sh .
— Customer/ prospect has a question on

Campaign [Tt o E
1 a specific vehicle:

I . e “Have all service actions/ recall

Report  Ecit Goto  System  Help

|@ | 1aH @@e QM nnan BRIl been processed?"
Porsche Recall/ Service Campaigns by VIN ° “IS my Veh|C|e affected by a

oy ”
HIRERERIEEERIN EE R ER IR SpelelC recall?
Porzche Recallf Service Campaigns by N . .
I N Campaign D b Description Start clate YN active/ inactive|Repair date  |Repair order number Dealer Name BRC response date) BRC Ressonco ole | Mail court | 2 Count. — D e C I S I o n S u p p o rt fO r C u Sto m e r
oA AE01 24012006 |4 00.00.0000 |0 00.00.0000 o0oa ooz

553 Select 1|20 062005 |A 00000000 |0 00.00.0000 0noo oo . . . N

WWSSE L\:Tucir - 20062005 |4 00.00.0000 |0 00.00.0000 o0oa oo C O m m Itm e nt re g a rd I n g go O dWI I | ]
WPDAB299X55741523 [ [} 3
= — e the completion of related service

campaigns indicates “how well a
vehicle was serviced”

Page 28
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A quick tour through CRM@Porsche ...
=

“Pro-active complaint
management” based

on “loyalty issue
Warranty Contact history y ,),/
System ! reporting™:
(o o]
T
T Y A potential customer loyalty
issue exists and is shown
elerts andreportng. 1
> Repair N
Roadside T
Partner Rule based:
e 2 complaints on the
same vehicle, or
t activity & 1 recall
e 2 repairs on the same
[ J
Techn.
Problem
at dealer mySAP CRM
SAPphire Paris, May 2006 I I I el A
CRM Porsche IR artner

Page 29 A Porsche Services Company



FRPORSCHHE

A quick tour through CRM@Porsche ...

EIREIEFEERIIDIE E | .
| stetus] stete ] veicle 1t “[Event Date | Mieage Part it “part Rule Source. roup Xa m p e .

Gt
AL [WP1AB2P 08092005 | 14412 6063 A Same repir was done i order [5-Exuipmert body B

: E s B 1 H n
[ e e CUStomer Loyalty Issue Reporting
24714 X

r -
24714 9786
Ca [WPDABZ9A7¢ 21042006 | 10641 6656 |Rear spoier |Same repair was done
10641 ear spoler
(03.05.2006 | 11005 ar spoer
11008 Res i was

(O]

X
e
|6 Equipment bady B

WS Repair or

ar snoler
WPOCAZ3E1¢ 30112008 el "CD-pl.

14042008 Raclo "CD-p.
el "CD-pl.

Rl "CD-pl...[Same repsir was done

WROCA2388: 17112005 Chdch pedel , ol
28.04.2006 Clutch pedal  clut]
‘ Chdch pedel [ Same repr was done , ol

WPOCAZ395 21042008

Remate co

Dear Mr.

26.04.2008

Yesterday. [ was pleasantly surprised to receive

For the foreseeable future, my brother and 1 plan to each buy a new Turbo every year to

Real life example:
Customer response Thanks for leading an outstanding team.

Sincerely,

“Pro-active complaint
management” based on
“loyalty Issue reporting”
(cont.):

Potential customer loyalty
Issues are validated and
handled by a dedicated

group.
Customers are contacted
pro-actively — if
appropriate.

Result: satisfied and
loyal customers.

SAPphire Paris, May 2006
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A quick tour through CRM@Porsche ...

Porsche Reporting: Vehicle List

Reporting along all processes
Customer and vehicle reporting

EiERER R EE R ER EE EE
Porsche Reporting: Vehicle List - Dealer reportlng
“ehicle Status | Model [N Model description Model Type|...|...| Top colar ...|Biody colar I..{Irterior color o). j®  Court.
POCAZSSXEL 2006 Boxster 30 % [Browvn Top B |Carrara White R |Special Lesther Cocoa oo . .
WWPOCA29816L 2006 Boxster kil ' [Black Top % |Guards Red T |Sand Beige Standard Leather | 0|0 —_— C u Stol I Ie r C OI I " I I Itl I Ie nt re p O rtl n g
YWPOCAZS316L 2006 Boxster 0 ' |Black Top X |Speed Yellow A |Black Standard Leather oo
WWPOCAZSS16L 2006 Boxster 30 % [Black Top E |Carmon Red Metalic T |Sand Beige Standard Leather | 0|0 - -
WWPOCBE2981 6L 2006 Boxster 5 320 ' |Black Top A |Black T |Sand Beige Standard Leather |0 (0 - C a I I l p a Ig n re p O rtl n g
YWP0AB29866L) 2006 Cayman S 120 H | Arctic Siver Metalic Top (X | Arctic Siver Metallic |2 |Black Standard Leather oo
WPOCB25536L)° 2006 Boxster 5 320 % [Metropol Blue Top E [midnight Blue Metalic |F | Sea Blue Standard Leather oo I_ d 1 t'
WROCE298465] 2006 Boxster S 320 ' |Black Top M| Seal Gray Metalic & |Black Standardd Leather o e a C O nve rS I 0 n re p O r I n g
WYWPOCB298565] 2006 Boxster 5 320 ' |Black Top H |Speed Yellow A |Black Sport Seats oo
WPOCB255561L)0 2006 Boxster 5 320 % [Metropol Blue Top E [midnight Blue Metalic |D |Stone Grey Standard Leather | 0|0 —
WROCE295665] 2006 Boxster = 320 % |Black Top J2|Lapis Blue Metallic B |Blackistone Grey Intetior oo e
WWPOCB2987ES] 2006 Boxster 5 320 ' [Black Top | Speed Yellow & |Black Standardd Leather 002175965 .
WPOCE2987EL; 2006 Boxster 5 320 ' |Black Tap ¥ |&rctic Siver Metalic |A |Black Standard Leather oo —_ R eca | | / WO rk S h 0 p cam p al g n
WPOCE295565] 2006 Boxster S 320 % [Black Top B |Carrara White T |Sand Beige Full Leather oo
WPOCE29836L1% 2006 Boxster S 320 ' |Black Top A | Black & |Black Standardd Leather o m pl t p ‘t g
YWPOCB298961)% 2006 Boxster 5 320 Y |Stone Grey Top B |Carrara White D |Stone Grey Standard Leather | 0|0 C O e IO n re Or I n
WPOCB255961) 2006 Boxster 5 320 % [Black Top E |Atlas Grey Metalic A |Black Standard Leather oo
WROCE29836L0% 2006 Boxster S 320 | Stone Grey Top M| Seal Gray Metalic T |Sand Beige Standard Lesther | 0|0
YWPOCAZI826L 2006 Boxster 30 ' |Black Top & |Black T |Sand Beige Standard Leather | 0|0
9E7 [, . 65 = =
N - — Porsche Recallf Service Campaigns: VINs
|WPOAE|2994E 2006 Carrera S Coupe | 120 | |z |Elasa|t Bllack Metalic Top ‘z |Elasa|t Black Metallic |A ‘Ellack Full Leather | 0 |0 |
997 I, .
M o, a1
2 76 - - - - = =
Z R EE B EE B =1 FEE 1 EeE (| o] 1T
Porsche Recall/ Service Campaigns: VINs
Campaign ID Deacripiic-n|lmpc-rter start date| Division [N |VIN activel inactive 'lr: Court.
| . 36
A ] 4971
=
PCA, & = 5.05T
| Zim 1
=
A fim 283
=
PCL & mnm 284
AE0T O sxn  5.3H
n, mann 53H
; ; I Mieschke
SAPphire Paris, May 2006 I I s s B
CRM Porsche T Fartner
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3 months after go live: what PCNA has achieved ...

e Significantly improved data quality, through
— Central customer, prospect and vehicle database
— Address validation
— Duplicate identification and handling
— Plausibility checks
— Data quality reporting
— Data quality management processes
e Less manual data cleansing
o Visibility of data maintenance quality on dealer level
e Significantly improved visibility on customer relations
* [mproved process quality of prospect contact and customer care program activities
e [mproved service quality in the context of complaint management

e Synergies with other Porsche business units

e Starting point for new processes such as pro-active complaint management based
customer loyalty issue reporting with very positive customer feedback

SAPphire Paris, May 2006 I I I h"&?iﬁ?ﬁﬁ und
CRM Porsche ;

Partner
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Success factors

e Strong focus on clearly defined and agreed scope and objectives incl. strong
management support

e Early involvement of all departments

e |ntensive trainings

e Ease-of-use

e Post go live support incl. multiple post go live ,are you happy*“ workshops

e Excellent on-demand support by SAP AG

e Excellent team/ team-work: Porsche AG, PCNA, Mieschke Hofmann und Partner

e About Mieschke Hofmann und Partner (MHP)
— Process & IT consulting with > 270 consultants 4 ;
ommitte

— Specialized in the automotive industry to EJEceHence
— 74,8% Porsche-owned i

— Special Expertise Partner mySAP CRM, ERP, SCM, PLM, BI, - =X
SAP for Automotive J e e P

— Development Partner SAP Dealer Business Management (DBM)

Certiesse mussber: CIEHOMH0LS

SAPphire Paris, May 2006 ﬁ'&?ﬁf?:ﬁ und
CRM Porsche I I

Partner
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What is next ...

e |mplementation in major
European markets and Australia

Reading ' , P.ari§ Leipzig
ol *  Zuffenhausen
# Atlanta adrigy Padova

“Melbourne
e |mplementation of new processes
e Extended retail integration and web-based user-interface
e Analytical applications

SAPphire Paris, May 2006 P Porsche | " | E"ftm"k i
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Questions & Answers

SAPphire Paris, May 2006 I [ I Mieschke
Page 35 CRM Porsche I ?:rftﬂ.i'?" und

A Porsche Services Company



PORSCHE

Porsche Cars North America Achieved More Customer Wins with
mySAP CRM: “From 0 to 100” in 10 months

CRM Porsche

Paris, May 2006
Dr. Robert Marek

SAPphire Paris, May 2006
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