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Today’s market environment demands that
companies focus on customer satisfaction in
order to Increase business performance and
shareholder value

Then

Enterprise Scope

Organization

Sales

Service




By developing customer knowledge and
awareness, companies are positioned to
anticipate demand and customize their offerings

Who are our customer s?

What arether wants and
needs?

What 1sthe economic value of
those needs?

How do we apply this
knowledge to the design and
management of business
systems, processes, and
perfor mance measur es,
focused solely on satisfying
those needs




The successful enterprise interacts with
customers through many channels, and as such

has many opportunities to understand customer
needs




The challenge for the modern enterprise has
been harvesting the information available
through these channels in order to achieve
customer satisfaction

e Keyimperatives
— Protect privacy
Sense and Respond
Satisfy needs
Reduce Costs
| ncr ease shareholder equity

e Key challenges
— Tear down infor mation silos

— Integrate with improved
business processes

— Capture information across
multiple channelsand
formats




CPExchange was designed to facilitate the
enterprise’s ability to share customer
Information internally....

Service




... by providing a vendor neutral, open standard
that facilitates a privacy enabled interchange of
customer preferences
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CPEXxchange uses a Privacy Information model
that extends the W3C P3P standard to describe
the privacy policies and profile information
being exchanged

P3P Compatible
Privacy Declaration

VZ | N

. Purpose ' . Retention ' . Access '

Explains how Explains the Describes
data covered by retention policy whether access
this declaration that appliesto can be granted,

should be used these data then how much
may be granted

for these data




For example, the RETENTION sub-element is
drawn from the P3P 1.0 specification as
demonstrated by this chart

. | ndefinitely ' .BusinessPracticl. No—Retention' .Stated Purposl .

Information is
retained
indefinitely

Information is
retained in
accordance with
the provider's
business
practices that
establish a
retention policy
and destruction
time table

Retention

Information is
not retained for
more than a
brief period of
time

Information is
retained to meet
the stated
purpose

L egal
Requwement

Information is
retained to meet
a state purpose
but the
destruction of
the information
is governed by
compliance
with legal
requirements




CPEXxchange facilitates customer awareness
and focus, enables corporate privacy policy
Implementation, and addresses the privacy
preferences of the customer

Platform, vendor, and application independent

Provides a comprehensive view of the customer, as an
entity that interacts with many facets of the enterprise

Provides a granular privacy and authorization model
Designed to promote optimal query and reporting




