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Data Quality

Always the right data at your fingertips
with CAS genesisWorld
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1 Basics

Customers — and therefore customer data — are key assets of any business. Data quality —
and in particular the quality of address data — is increasingly being seen as critical to
business success. Most of the data processed by businesses is address data. It is the
foundation of efficient and successful customer relationship management, invoicing, cost
calculation, analysis and so on. But data is only useful if it is correct. Address data,
especially, ages rapidly. Over a million items of business data change every year in
Germany alone, due to changed company names, new management personnel, relocation,
insolvency, and so on. In fact, a quarter of all company data records are incorrect.!

In view of this, it is essential for companies to give due consideration to the issue in order
to ensure good data quality. A one-off cleansing is not enough; data must be regularly
updated. It is important to establish structures and processes which safeguard data
quality. But how is data quality achieved?

Firstly, a wide range of organizational measures can be implemented — from the drafting
of process specifications to the appointing of a Data Quality Representative.

Secondly, on a technical level, state-of-the-art CRM/XRM software helps businesses
administer their data in a professional manner.

This guide demonstrates how CAS genesisWorld can be used to ensure that all data —
from addresses, through projects to sales leads — is properly collected and efficiently
processed.

1.1 What is data quality?

A single definition of the term "data quality" is difficult.
Wikipedia defines information quality — synonymously with data quality — as follows:?

"The fitness for use of the information provided." It describes how well suited information
(or data) is to describe reality — that is to say, to what extent it presents a model of actual
situations. It indicates in particular how reliable information is, and to what extent it can be
used as the basis for planning action.

This definition indicates that data quality (information quality) is defined on the basis of
various criteria. Relevance, correctness and accuracy, for example, are key criteria. This
approach — defining specific criteria — is detailed further in section 1.3.

! bedirect study: Address data quality as a factor in business success (2012)
2 http://en.wikipedia.org/wiki/Information _quality — Accessed on Oct.15, 2013
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1.2  Why data quality?

Why should companies be concerned about data quality? According to a 2012 study by
i2s consulting,® data quality is the main problem when operating CRM systems. And the
trend is rising, as the following charts show.

Data quiality | 36
High maintenance efforts | IEEE— S 2
Unsatisfying usability I — 2%
Missing interfaces IEEEEG—_—_— 21%
Software functionality |EG—_——— 145
Missing Office integrations | EG—_SIS—————— 13
Unsatisfying software adaptability E——————— 13%
High upgrade efforts IEEG——— 12%
High maintenance and operation costs |EG_—_—_ . 12%

More support needed than expected IEEE—SI——————— 11% Data'
System maintenance costs are higher than expected I 11% Software

0ld technologies EG——— % Operation
Web access is not ensured E— 7% SUD D
No clear product strategy I 6%

Missing/altemating support 6%
Response times of support are too slow 5%

Type/content of maintenance not satisfying 2%

Viability of provider mmm 2%

Expert knowledge of hotline can be improved 2%
Hotline cannot be reached well 2% 2012: n = 126
Mehrfachnennung
No problems 26%  © i2s research, 2012

0% 10% 20% 30% 40%

A study by bedirect® found that 24 % of all addresses in company databases contained
errors. The consequences of outdated or incorrect addresses are:

Loss of revenue due to customers not being supplied

Money being wasted on correcting data

Damage to corporate image

Infringement of privacy and civil rights

Incorrect evaluation

Marketing & Sales: Additional cost due to returns, mailshot wastage, and so on
Inefficiency in communications with customers and potential leads

Strategic decision-making errors and misjudgment of the customer base

o 0o o0oo0oo0oo0oogooao

Insolvency due to unexpected payment defaults

% http://www.i2s-consulting.com/
* bedirect study: Address data quality as a factor in business success (2012)
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The subject of data quality is therefore key to any business.

1.3 Criteria for good data quality

In an article in "Computerwoche

n5

, the leading German magazine for the ICT market, on

October 12, 2012, Martin Bayer defined the following criteria for good data quality:

(i
O

Correctness: the data must conform to reality.

Consistency: a data record must not be inconsistent in itself or in relation to other data

records.

Reliability: the origins of the data must be traceable.

Completeness: a data record must possess all necessary attributes.

Accuracy: the data must be as precise as specified, including with regard to the number

of decimal places.

Actuality: all data records must conform to the latest state of the reality being mapped.

No redundancy: there must be no duplicates within the data records.

Relevance: the information content of data records must meet the relevant need.

> http://www.computerwoche.de/a/gute-daten-schlechte-daten,1931857



O Uniformity: the information content of a data record must be uniformly structured.
[ Uniqueness: each data record must be capable of unambiguous, unique interpretation.

[0 Comprehensibility: the data records must conform to the terminological and structural
needs of the specialist departments.”

Meeting these criteria poses an enormous challenge for businesses. Yet they are ultimately
the key to success, saving costs and ensuring process safety.

Section 2 demonstrates how these criteria can be met using CAS genesisWorld.

2 Support from CAS genesisWorld

This section demonstrates how you can use CAS genesisWorld to meet the challenges
posed. The functions presented embody ideas and suggestions which should be adapted
and combined specific to the company, its needs and goals.

2.1 General data quality

The quality of general (CRM) data relates to projects, tasks, appointments or sales leads
for example. The quality of addresses is considered separate in section 2.2.

The following sets out functions of CAS genesisWorld which enable you to ensure precise
and complete collection and maintenance of data in your CRM system.

2.1.1 User-defined fields

Custom user-defined fields are key requirements for a CRM system. CAS genesisWorld
incorporates them as a matter of course. User-defined fields allow you to customize
addresses, projects and so on according to your needs, enabling you to fully record all
fields of relevance for you.

¥ Create an address field named First contact as shown in the screenshot for example. In
this field you record when your company first contacted the customer.

This enables you to reliably trace when and how specific items of data were created.
This may be relevant in meeting some documentation obligations.



Properties FirstContact g e @

MName
Data type

Length

Header:

Mandatory field

FirstContact

FirstContact
varchar
50

]

Can be duplicated

Language
BDeytech
§|§English
=Espaﬁol
1 NFrancais
I Ditaliano
= Cutch

MName

Erstkontakt
First contact
Primer contacto
Premier contact
Primo contatto
Eerste contact

[ ok

| (ol ) ey

User-defined fields meet the criteria of completeness and reliability of data.

2.1.2 Mandatory fields

Some information has to be collected and stored in compliance with legal requirements.
Data protection laws, for example, stipulate that the origin of an address, and any
forwarding of it, must be documented. It may also be important to assign a designated
person to handle a specific task, or to enforce a budget on a project.

CAS genesisWorld offers the facility to specify fields as mandatory. They may be static,
meaning always mandatory, or dynamic, meaning mandatory dependent on context.

¥ As shown in the Form Designer screenshot, in the First contact field check the
Mandatory field option.

This sets the field as permanently mandatory. This is useful for all fields which always
have to be filled out regardless of context, as in the example.



Object inspector @

Properties Field

General |Display | Size | Additional function | Display logic|
Assignment

Field [Flrst contact - ]

Info text Here, the origin of the address can be entered|

Options

Mandatory fielc
[read anly

The following screenshot shows how mandatory fields are displayed in the Windows
Client. When a new data record is created or changed, it cannot be saved until all
mandatory fields have been filled out.

First contact [ Customer cal -

First contact date | 17 October 2013 |(E5)

In some cases a field might only be set as mandatory under certain preconditions. In the

case of a project with the status refused, for example, the Comment on status field might
have to be filled out.

[ To stipulate that a field is only set as mandatory under certain preconditions, use the
Form Designer Mandatory field option as for a static field.

[« But then add a condition in the form of a formula. If this formula condition is met, the
field automatically becomes mandatory; otherwise not.

Mandatory fields meet the criterion of completeness.

Object inspector @

Properties Field

General |Display | size | Additional function | Display logic|
Assignment

Field [Comment on status b

Info text

Options

[@]Mandatory fiele {Project.Status}="refused"|

[|read only




2.1.3 Pre-assigned fields

It may be important, and helpful, to assign new data records default values. This avoids
the risk of leaving fields relevant to evaluations blank because employees forget to fill
them out for example.

[« In the Form Designer, click the Form button to define the default values you want to be
automatically entered when creating a new data record.

In the example, all new appointments are assigned the status unconfirmed.

Pre-assigned fields meet the criterion of completeness.

2 2

Form Dﬁlg“er [hﬁ Import g Export @ Form ﬁ] Preview - l
- Appointment . p
- Campaign | | patarecord type Appaintment | 1 Form Appointment [é]
... Discount Actual size in pixel (Width/Height))
- Distribution list E ; i = =
 Boaument General Form properties Appointment
- Expenses -
- Excternal service Set default values for new creations
- Holiday Field Formula
- Ttem - = A
Status - unconfirmed {
e ]| ) i
. Lead - E] [ v] o
4 User Management
& e s ; £ -] v
[iﬂ Database E] [ '] figh
[=] Licenses
Rules
o More default values
5 Display
= ’ OK. ] ’ Cancel
B2\ Dietal Mznanaman +

2.14 Input assistance

CAS genesisWorld offers numerous ways of defining input assistance. Options are:
[ Single selection list
Exactly one pre-determined entry can be selected. Manual input is not possible.

[ Single selection list editable
Exactly one pre-determined entry can be selected. Manual input is possible.

0 Checkbox list
Multiple pre-determined entries can be selected. Manual input is not possible.

[0 Checkbox list editable
Multiple pre-determined entries can be selected. Manual input is possible.

[] Selection tree
The selection tree provides hierarchical input assistance — pick list and/or multi-
selection. Manual input is not possible.



Of particular interest here are the input assistance options which do not permit manual
input, such as a single selection list, checkbox list and selection tree. This ensures that field
values are only selected from a defined value range. This enables unique assignment and
informative, comprehensive evaluation.

[@ Define a selection tree for the Sales area field under Sales opportunities.

Here "Sales area" is a previously created user-defined field.

W[ Create/Edit input assistance options . | )

Data record type - Field name::—':‘ Opportunities - SALESAREA (GWOPPORTUNITY - SALESAREA)

Input assistance type: [sdecuon tree '] |:| Use international input assistance
<No input assistance >
Single selection list
.
D & Single selection list (editable) ? X = ﬁ g -
| Mew New entry Chang Chedkbox list Mave up Group | Export Import
Checkbox list (editable;
T T T o= Ction fre
M [» saiesarea = Groups

4@ Germany
-(2) Marth
South

-0 Central
Switzerland
) Austria

f [ OK ] I Cancel ]

Users who fill out this field in the CAS genesisWorld Windows Client can only select one
entry from the selection tree. Free input is not possible.

Input assistance meets the criterion of uniformity.
Sales area | _ | E] :_'2 Input option - Sales area @

Notes [ 0K ” Cancel ]

4 1@ Germany

) Marth
South
1 Central
| Switzerland
) Auskria

This ensures consistent, comprehensive evaluation.



HDppurtunities analysis l

{3 Refresh Display al -
¥ Reset
E Save

Actions Time: frame

Status
Fhase

Probability

Opportunities

2 Action ~ Shart notes Send ~ ‘a Link with = E@ Mew link = @ Report... @
Drag a column into this area For grouping

Start | Subject Phase Status =

0210/2013 Server, intranet softvare, training Lead open

23M5/2013 Server, software, training Leadd open Germany | Morth

20M05/2013 Server, intranet softvare, training Lead open

16MS/2013 Intranet software Acouire - Offer open

1405/2013 Mercantile software, training Acquire - Information material - open

10M5/2013 Mercartile softvware, training Sale yvan

100572013 Laptops, server, intranet software, trainin Acouire - Presentation open Germany | Central -

09/05/2013 Databasze software Lead open

07MS/2013 Server Lead lost

03M05/2013 Mercartile software Acquire - Presentation deferred

30M04/2013 Workstations, mercartile software Acouire - Information material — open

26042013 Mercantile software, training Sale deferred Germany | South |

15/04/2013 Office Software Sale won

120472013 Laptops, workstation, software Sale \wan

01/04/2013 Server, mercantile software, training Acquire - Information material — won

2aM3/2013 Laptops Leadd lost

27372013 Workstation, software Acquire - Offer WeOn Bustria

21M03/2013 Operating system for server Sale svan

27372013 Wiorkstation, software Acguire - Otfer Wan

14/03/2013 Training Acquire - Presertation lost

08M3/2013 Office software Sale deferred

1302/2013 Workstations Lead lost Switzerland 4

1202/2013 Workstation, office software Acouire - Information material — won

020272013 Laptops, mercantile software, training Acquire - Offer On

28/01/2013 Intranst software Acquire - Presentation won S ——
250172013 Intranet software Acojuire - Information material o o0 2 4 6 & 10 12 14 16 18 20 22 24 26 25 30 32 34
29M1/2013 Intranet software Acquire - Presertation svan

2.1.5 Rights system: Rights at field level

CAS genesisWorld features a detailed rights system mapping virtually all requirements of

everyday business practice. Rights can be set, for example, to prevent specific people from
seeing certain fields at all, and can see other fields but not change them. Or put the other
way round: Certain fields may only be viewed and/or changed by a selected group of staff.

This prevents field values being changed unintentionally, or by employees without

detailed knowledge.

[¥ Restrict project rights, for example, so that specific financial fields, such as budget, sales

turnover, costs and so on, can be viewed but not changed by some staff. Allow only

management to make changes for example.

Rights at field level meet the criterion of correctness.



Rights for LOCAL\Britta Glatt =)

Column-related rights

Field | Read | change | -
Bill expenses externally fw!

Locked for time recording

Budget =
Turnover

Costs

Last calculated

Category

Charged

Contribution margin

End

Comment on status

Order on

Order scheduled for

Customer budget

Reason

Status -
Read all
Modify Al

[ OK ] [ Cancel

2.1.6 Customizable data record windows and tabs

With the CAS genesisWorld Form Designer, fields can be arranged freely within data
record windows. New tabs can be created in order to group fields thematically. Tabs can
be structured further with sections and placeholders. The appearance of the tabs,
including the number of columns or their layout, can also be defined. A large number of
elements ensure that you can display all required information in a tailored way. This aids
quick and easy working with data records, in line with your business needs.

A particular benefit is the facility to show and hide tabs dynamically.

[« Define different tabs for different application cases containing only the fields relevant
to the specific application case.

[« Also show or hide individual tabs dependent on type.

In the following screenshot a new type Customer project has been created for jobs. A tab
of the same name bundles all fields and information relevant to customer projects. If a job
becomes a customer project (production order) — by simply setting the type accordingly —
only the Customer project, Change log and Dossier tabs are displayed. All other tabs are
hidden.



[ 5 Import g Export @ Form @ Preview = (= Apply <& Dism;] Control window
Data record type Job ?
Actual size in pixel (Width/Height): 703/475. The changes have not been applied!
| General | Ticket | Details | Customer project |Dossier| - =
Projetct data 4
New tab
New panel
Schedule Budget =
Mew placeholder
Responsible Debuty Mew field
[ Dbject inspector E MNew partidpants/resources field

New link

Properties Panel
MNew indirect link

Display | Column format |Row format I Visibility | Display Iogic| New primary link element
Columns
Mew Type/Status element
Mumber of columns 2 = Size (1:1) hd
Mewy link list
i i Extend fields without

Name width (pixel) 80 ] button New notes field
Columns New Web element
[ Use user-defined values Mew business ratio field

[T Use column header

MNew report
4 Enter the values:
Start Name Total width |Header Mew text
1. Column ] an 412 New formula field

2, Column 412 an |

Delete object

This ensures that users focus fully on the concrete application case and are not confused
and distracted by a lot of additional fields and information.

Data record windows and tabs meet the criteria of comprehensibility and relevance.

Define which tabs vou want to display for which data record types.

Data record bype: [@ Jabs ']

Type/Tab [ Details |Recurrences [Tree [More [ Changelog |Dossier | Dashboard [ Customer project
(none)

Acquisition
Docurnentation
Conception
Milestone

Prougr arnmirig
Project managernent
Training

Ticket

Service

Cuskomer project

2.1.7 Formatting fields

Values should be entered as precisely as necessary. The Form Designer offers the facility to
define different formatting for each field. This means, for example, formats such as
decimals, text, dates etc. can be preset and the number of places for decimal fields or the
date format can be specified.



[« In order to record prices, dimensions and the like precisely, configure decimal fields
with four decimal places.

Field formats meet the criterion of accuracy.

Object inspector @

Properties Formula field

|General | Display I Size | Format |Additiona| function
Result

Format [Decimal -

2.1.8 Change log

The change log documents any changes to a data record, and is available for any data
record type in CAS genesisWorld, including custom ones. The change log documents who
created or deleted a data record when, and who changed which field with which value
when. An undo function makes it very easy to cancel unintended changes.

The change log meets the criterion of reliability.

(1) EditWWorkstation, software ... EI@

File Edit Miew Insert Search Tools 2

Bhsevencoss | X | S| ¥ FIEREICE)

[ aé ~ - D Create document = (3 Action - E Shart notes Ja Link with ~ E@ Mew link - Report.., l

| General I Product items I Contact person I Competitar | Criteria catalog I 3ales process I ERF | Change log |Dossier|

‘Workstation, software {won, Martin Fraser, Access inc.)
Created on 112042009 11:07:07 AM by  Robert Glade
Change lag
Fields | Links
Apply new value Apply old value Display news value Display old value Display details

Changed on User Action Figld name Mty walie Previous value
1002402013 10:54:57 A Raobert Glacde Change Sales area South Marth
1002402013 10:54:19 AW Robert Glade Change ‘Wigighted contribution margin 08 0796
1002402013 10:54:19 AM Robert Glade Change Sales area Morth
1002402013 10:54:19 AM Robert Glads Change Weighted contribution margin 0.5 0.796
022013 10:18:25 AM Robert Glaser  Change  Veighted contribution margin 0.796 24875
100202013 10:18:25 AM Fokert Glazer  Change Competitor "Agency CCC"
106202013 10:18:25 A Rokert Glazer  Change Probakility g 25
106202013 10:15:25 Ak Fobert Glaser  Change Weighted contribution margin 24873 24575
A0S20201 3 10:18:24 &M Robert Glaser  Change ‘Wigighted contribution margin 4 4575 24875
100202013 10:18:24 AM Fokert Glazer  Change ‘Weighted contribution margin 24875
100202013 10:18:24 Ak Rokert Glaser  Change Probakility 25 g




2.1.9 Notification and action service

The CAS genesisWorld notification and action service provides powerful workflow and
process control and monitoring functionality. Data records can be monitored and checked
for the occurrence of certain events. If such an event occurs,

[] either someone can be notified by e-mail — via the notification service — or

[] data records can be changed or new data records created — with the action service.

Examples

[0 Ensure consistency: If the payment method=direct debit is set and the bank details
entry is blank, inform person X within the company.

[ Check plausibility: If a bank sort code > 99999999 is entered, the Finance team is
notified to check the entered values.

[0 Address data quality: When a customer address is changed, the Data Quality
Representative receives an e-mail. He/she checks the changes to ensure that all
addresses have been entered in accordance with the applicable rules.

Example of action service

If the End field of a sales opportunity is not filled out, the field is automatically set to three
months ahead.

Create a relevant rule in the notification and action service, for sales opportunities.

[4 First specify the event: Sales opportunities are monitored.

&% Create new rule.., = @
Marne Opporturity without end date Allow subscripkion
Description éggvns?:r opportunity is created without an end date, the end date is automatically set bo "today +90 :

Event | Action | Statistics

Data records bo be monitored

Data record bype [ Qpparkunity -

Al
@ Subset: I [ Filter and team. ., I I Filker by links. .. I (no filker setting)

Events bo be monitored

Event type IData record change VJ

Creaking new data record

@ Specify monitoring of only a subset, defined by a filter.



%5 Properties of the event 'Opportunity without end date’ @

Filter Team

Cwnarnic

Active filter: <Unknown

Table field Condition (@) Filter value () Table field
@ [End v] [is idertical with vl and

Then specify the action: in the case of the new sales opportunity with no value in the End
field set the field to Today+90 (days).

&5 Create new rule.. '?'@
Mame Oppartunity without end date Allows subscription
Description Ifa new opporkunity is creaked without an end date, the end date is automatically set to "today +90 -

{days) 1
Action [Data record change -

Data record change

The activating data recard will be changed

Add participant i @ mParticipants...

Current settings: <Unknown >

Field values
Table field Change ¥alue of change
@ [End V] [Set - | |"Today+30

3| I

This ensures that a deadline is always set for all new sales opportunities. Consistent,
comprehensive and realistic forecasting is made possible as a result.

The notification and action service meets the criterion of consistency.

[l]_Furecast complete {relativ) ‘

E | View v o:;? ﬁExport - @

=2

‘ Wertical bar chart

Result
(4]

[ Result

January February March April May October




2.1.10 Actions

Sometimes requirements change, or a workflow is modified. Then existing data records
should also meet the new conditions. For example, a new field is introduced for a data

record type which is of course not yet filled out with inventory data. Or the category or
some other attribute of data records of a specific type is to be changed.

So field values should be simultaneously set or changed by means of an efficient
mechanism even in the case of multiple data records. CAS genesisWorld provides such a
tool through so-called actions.

For example, you have a number of logs with widely differing update states: The keyword
is inconsistent, important fields such as the category, document language and status are
missing, and the participants are likewise inconsistent.

Documents

3 - [ openfie - = Printfle & action (@ send - S Link with ~ [ Mew link = [Z] Repart...

Filter by Subject: - 2

¢ grouping.

Category

¥ To change multiple documents in line with your wishes and corporate rules, define an
action.

%
Action name: <Unknown >
Action type [Change data record ']
Participants
) Add Peter Gray, Brenda Gladis, Robert Glade - @ m Patticipants. ..
@) Replace
() Remave cum
Field values
Table field Change Yalue of change
[Category v] [Set v] Journal ,.4’
@ [Subject V] [Paste ket in fro v] Journal
g [Status v] [Set v] Internal A
X 1| -] |
x| 7| -] |
x| = - |
X = |l -] |
x| 7| - |
x| o 3l |
X 7| -] |
[ Additional field values ]
E Save this ackion. .. B | vad saved action... ﬁi? Define Favoribes. ..
l Execute ackion I [ Close ] [ Help ]




¥ At the same time you change multiple field values in the case of multiple data records
here: The category, document language and status fields are set. Each keyword is
prefixed by Log: and the participants are entered in a uniform way.

¥ Then you call the action in the document list for example. In the example only marked

data records are changed. Alternatively, you can also view the data records to be
changed based on a search orin a list.

Diacuments
- Open File - @Print file [ (2 Action =|[E] Send - @Linkwith - EhNew lirk, = Report...
Filter by subject: - & Eollow-up

Drag a colurn inko this area For group L Schedule phone call

Create opportunity Participants

Journal

Update walues

The result is consistent documents.

Actions meet the criteria of completeness and uniformity.

Documents

- Open File - @Print file (= Action - [E]5end - @Linkwith - %New lirk, = Report...

Filter by Subject: - 2

Category




2.1.11 Helpdesk module: Ticket actions

The CAS genesisWorld Helpdesk module helps you to provide professional service and
support within your company. A key demand in this context is to process support requests
quickly and efficiently. In particular, it must be possible to transmit support requests
smoothly between company staff. To do so, the Helpdesk module features so-called ticket
actions, which are roughly comparable to the actions described in section 2.1.10.

Ticket actions link a number of data record changes. These may be changes to field values,
or to participants. When a ticket action is executed, all changes are made at once.

A major advantage of such ticket actions is that they reduce the risk of human error, such
as failing to fill out key fields. Process errors are effectively eliminated. Tickets are always
assigned a uniquely identified person to handle them for example. Ticket actions
additionally enable newly recruited staff to be inducted more quickly, and also save time
in day-to-day operations.

@ Edit Installation support ..,
File Edit “iew Insert Search Tools 7

B sevenclose [ X | 2 | ¢ t4 06
5 - pWDrkﬂaw [} cCreate document - |3 Action - B Short notes [&] Send - @Linkwith - E@N

Tickek |Details ITree I CQuestionnaires | h @ Eollew-up

{' athedule phone call

Creat rtuni

Subject |Installatiun support Lreate opportunity

t) record requirernents
ok From 29 fugust 2013 had

&y to CAS genesisWorld developrment center
il 02 October 2013

Ly to CASPIA development center
Parent @ Devernit GrabH 'u'u'a| &y tosupport |
Customer ACC Technics Lid {5} Other actions...

| ————————
Submitker Robert Glade, A5 N = | Product |
Software LK @J U
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Ticket actions meet the criteria of completeness and uniformity.

2.2 Address data quality

The aforementioned methods of assuring the quality of general CRM data can also be
applied to address data. Special additional functionality is available for addresses however.



2.2.1 Social networks

CAS genesisWorld incorporates interfaces to various social networks. Users can save their

login details for a range of social networks in their personal preference settings.

If a user is able to additionally access a contact within a social network, that link can also

be made in CAS genesisWorld.

@ Settings | RS
| Sales pro I Search | Telephory I Ticket action I Working environment
Addresses | Calendar | Documents | E-mail | General | Lists | Modules and Solutions | Questionnaires I Rules

Settings for address administration

Automatic address check

Match form of address to name

Match salutation to first name and name
Match town to postal code

Match district to postal code

Match state to postal code

Format phone number according to DIN 5008
Default international area code:

Germany (+43) -
Match bank to sort code
Match BICV\SWIFT number to sort code

Departure address for routing
Street:
Wilhelm-5chickard-5tr. 10-12

Country: Taown:

» Karlsruhe

Default country format

[Gern‘lar‘mI

Sodial networks

[ Editlogon |

Postal code:
75131

2 Enter logon data

2 XING
LW
Enter here your logon data to XING.

User name: Robert Glade

Password: [TITTTTYY

I

[¥ Once the link has been made, a user can call up the contact profile in the network

concerned at any time directly from CAS genesisWorld.

Contact data
+49 721 9638-0

www.cas.de & Homepage

—- Additional contact information

+43 611 1234-52 §, Phone (business)
Phone {switchboard)
+43 175 456?890(& Phone (mobile)
+49 611 1234-952 Fax (business)
RobertGlaser @muster . cas.de E-mail {(business)

»

m

Web profile
Contact methods

+43 6131 32041 § Phone (private) -

GOMEe @EE

E-mail, Mail*, Fax, Phone




When doing so, only the information which the contact has disclosed to a user through
the social network is displayed. In particular, the information from the social network is not
stored in CAS genesisWorld, and so may show different content for different users.

4 Web profile Robert Glaser ——— & —— - o [ B [
@=Back =P Forward | [M] Link profile K?x R e &3 Refre: & Open in the browser @ Search again E

Startseite Jobs Projekte Themen Gruppen Events Unternehmen
2 Aktivitaten Profildetails Kontakte (1) ‘4
Basis
> Premium
-Vorteile
Robert Glaser = |
v Vertrieb
CAS Software AG
D4
Karlsruhe
‘ Deutschiand (Kartenansicht)
> En
= o
21 < > De
>In
ﬁ, + Meine Anmerkungen zu Robert Glaser #pi
< i »

One of the advantages of this linkage is that contacts maintain and update their
information in the social networks themselves. Variations from the data in CAS
genesisWorld can be easily detected and eliminated as necessary.

The link to social networks meets the criteria of correctness and actuality.

2.2.2  Survey module for address maintenance

Survey is a module for CAS genesisWorld used typically to conduct surveys.

Create questionnaire template.., [=l[E ==
Subject Customer satisfaction
Data record type | Adcresses Width (pixel) 600 [ Allow more questionnaires for one data record ["simplified layaut

Edit questions | Questionnaire preview | Rating |

I [5] New panel @ New guestion o4 New question with field binding [ Duplicate 3¢ Delete ‘@ Display detail prewewH

=[] Products Question ‘Wich praducts da your customers use?|

@ [ich products do your customers use?

Type Checkbox -]
Display Immer anzsigen
[ ] Infio text Z

Answers | options | Display
[ New 3 Delete § Up

Intranek 1
OFfice. 1
Workstation 1

Detail preview

1.1 Wich products do your customers use?
[~ Intranet
I™ Office
I~ wirkstation

o i ] ’

Apply ] [ Apply and clase ] [ cancel




They may provide feedback on a customer event, rating of a service rendered, or the like.
The Survey module is well suited to structured data acquisition too. Forms can be created
to document purchase orders, claims, visit reports and the like. A form allowing key
address data to be viewed and maintained is also conceivable. A particular advantage of
this is that customers can view and correct their own data if they wish.

Create questionnaire template.., EI@
Subject Address care
Data record type | Addresses Wwidth (pixel) 600 [7] Allow mare questionnaires For one datarecard 7] Simplified layout
Edit questions | Questionnaire preview ] Rating 1 More options I
[ [E] Mew panel @ New guestion 2 New gquestion with field binding [ Duplicate 3¢ Delete | <& Display detail prevlew“
=) [Z]Address data records Tile
o Salutation
Display criterion | ahways displa: e
w3 First name RE * ad
of Name Display points intitle  humber of columns|L 3
Street
o Stree Detail preview
2P r
o2 City 7
o2 Birthday
1 Address data records
1.1 Salutation =
1.2 First name
1.3 Name
1.4 Street -
1 I, ] 4
[ Apply I l Apply and dose ] [ Cancel ]

[ Define an address form for example, using the so-called "Questions with field binding".
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You can then make the form available to any customer, sending a custom link to each in a
personalized e-mail. The link opens up the customer's personalized form in a web
browser. Customers can then check their data and correct it as necessary.

This not only provides correct data, but also reduces staff commitment for address
maintenance. Moreover, it enables the company to present itself as a modern, transparent,
customer-friendly organization.

The Survey module meets the criterion of correctness.

2.2.3 "forum!" module measures customer loyalty

Desirable aims in assuring fruitful business for all the parties involved are customer
satisfaction and also customer loyalty. The "forum!" module measures overall satisfaction
and feelings of loyalty based on a questionnaire.

The module was created in cooperation between CAS Software AG and market research
company forum! Marktforschung GmbH. It enables you to identify

O dissatisfied customers,

[0 customers who might easily look to change supplier,

[J customers who are "only" satisfied,

L1 and customers prepared to recommend your company to others.

Integration of the survey, its evaluation and presentation of the results delivers useful
information from the CRM system's address data: How many of your customers might
recommend you to others?

Which customers are loyal to you, and how strong is their loyalty? How can you enhance
those customer relationships?

Customer loyalty information meets the criterion of relevance.

2.24 Duplicate check

A key concern in relation to address data quality is checking for duplicates. This is an area
in which CAS Software AG has a strong partner, offering a powerful solution. The Address
Center operated by Omikron Data Quality GmbH enables addresses from CAS
genesisWorld to be checked for duplicates. The process is quite simple.

[ In CAS genesisWorld you specify which addresses you want to check.

[« In the Address Center you specify the relevant conditions — that is to say, how you want
the check algorithm to identify duplicates.



[

ﬁﬁ CAS genesisWarld (lacalhost)

File Edit Miew Insert  3Zearch | Tools | ¢
[ %New - fm.=h - | BB |:| Ormikron AdressCenter-Merge duplicates., |
— [ Document templates I
Robert Glade « |1 o
@ Carmpaign wizard
@ Dashboard B Replicati R
a %% Robert Glade (public) = Deplcation
. @5 Default €, call-back list A
. 45 Sales '
. 45 Marketing |
. @ Controlling @5 Start new CAS genesisWiaorld
% Settings

¥ After the check, the duplicates found are displayed and can be easily eliminated from
CAS genesisWorld.

ﬁﬁ Omikron AdressCenter-berge duplicates.., EI@

File Edit 2

b Merge automatically | 45¢ Refresh

Current search run Results of the last search run

Run time - Search run started 2013-10-24 14:50:56 - Status: Campleted successfully
Found duplicate - Found duplicate z

Merged duplicates - Merged duplicates o

Lisk of addresses where duplicates have been found

is Company | Company A | Sector Courtry stal code | Towen E-mai

Building and Construction  (Germany

[ElExclude B Resalve List of addresses marked above where duplicates have been identified
i Company | Company A | Sector | Courtry Postal code | Towen E-mai
Burgstahler KG Building and Construction  Germany 88250 Weingarten

The duplicate check meets the criterion of no redundancy.

2.2.5 ERP connect and other connectors

ERP connect is a CAS genesisWorld module by which addresses, receipts and products can
be synchronized between CAS genesisWorld and an ERP system. Whereas receipts and
products are typically transferred unidirectionally from the ERP system to CAS
genesisWorld, addresses are often synchronized bidirectionally between the two systems.

If a user changes the delivery address in CAS genesisWorld for example — after being
notified by the customer by phone for example — the change is automatically synchronized



into the ERP system. This ensures that the next delivery note generated from the ERP
system to the customer concerned will be sent to the correct address.

Conversely, changes within the ERP system flow back into CAS genesisWorld.

The change log of an address indicates, for example, that the CAS genesisWorld version
field has been automatically updated in CAS genesisWorld by synchronization with the
ERP system. Consistent data is available in both systems as a result.

Connectors meet the criterion of consistency.

Change log

Fields | Links | Distribution list | Last contact |

[ Apply new valug J I Apply old value I Display new valus Display old walue Display details

Changed on | Uszer | Action | Field name Mewy walue Previous value
241002013 10:30: 08 ImpartERPData Change CAS genesis\World-Version 14 13

3  Conclusion

Data quality — and especially the quality of address data — is key to business success. High
data quality provides a competitive edge, saves money, and avoids trouble. So the aim of
every business must be to obtain "good" data.

A CRM system such as CAS genesisWorld

[1 allows you to meet those challenges
and

O relieves all staff from carrying out tedious but frequently recurring routine activities
and

[ allows committed staff to focus on profitable processes throughout the company.

CAS genesisWorld offers lots of powerful functionality enabling you to achieve those
goals. Each company can assess which of the measures might be beneficial within their
own organization as a means of meeting their specific requirements. There is often more
than one way to reach a goal. To ensure that all necessary fields in a data record are filled
out, for example, mandatory fields, pre-assigned fields or automatic entry by the action
service can be used. Multiple measures can of course also be combined — in fact, that is
normally useful.

The following table sets out which measures are fundamentally suitable to meet which
requirements/challenges. The criteria for good data quality set out in section 1.3 are key to
this.



Correctness

Consistency

Reliability

Completeness

Accuracy

Actuality

No redundancy

The data must conform to v
reality.
A data record must not be v

inconsistent in itself or in
relation to other data records.

The origins of the data must be 4
traceable.
A data record must possess all v

necessary field values.

The data must be as precise as v
specified, including with regard
to the number of decimal places.

All data records must conform v
to the latest state of the reality
being mapped.

There must be no duplicate v
addresses.

Rights
see section 2.1.5

Social networks
see section 2.2.1

Survey module
see section 2.2.2

Notification and action

service
see section 2.1.9

Connectors
see section 2.2.5

User-defined fields
see section 2.1.1

Change log
see section 2.1.8

User-defined fields
see section 2.1.1

Mandatory fields
see section 2.1.2

Pre-assigned fields
see section 2.1.3

Actions
see section 2.1.10

Ticket actions
see section 2.1.11

Field formatting
see section 2.1.7

Social networks
see section 2.2.1

Live access

Duplicate checking
see section 2.2.3



Relevance

Uniformity

Uniqueness

Comprehensibility

The information content of data
records must meet the relevant
need.

The information content of a
data record must be uniformly
structured.

Each data record must be
capable of unambiguous
interpretation.

The data records must conform
to the terminological and
structural needs of the specialist
departments.

v

Separate tabs -
Show/hide dynamically
see section 2.1.6

Identifying satisfied and
loyal customers
see section 2.2.3

Input assistance
see section 2.1.4

Actions
see section 2.1.10

Ticket actions
see section 2.1.11

Each data record in CAS
genesisWorld has its
own unique identifier
(ID).

Customizable data
record windows
see section 2.1.6



