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Campaign
Management

1

Customer
Strategy

The CRM Process

- Data
Mining

Data
Gathering

Making the Business Case

Building the CRM Organization

High

Potential
Value

Low

B — : CRM nf W&

Customer Value
Low High
Maintain Upgrade
* Identify ways to ensure » Identify ways to cross-sell
customer satisfaction new services

* Express appreciation
*» Reinforce sense of having
made the right choice

* Add new features and
services

Study

* Identify opportunities to
upgrade

* Use both special and on-
going campaigns

* Gather information

Table

* Revise pricing and
servicing options to migrate
* Focus priority initiatives
on other customer segments

Bl=: ZPREERZH
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k- EPBENESE

Revenue Sum of annual |Includes revenue on each| Strength: simple, uses
revenue customer purchase familiar financial figure
Weakness: simple,
reflects single point in
time only, does not
reflect cost
Gross Profit| Revenue — Includes cost of Strength: uses familiar
Variable Costs goods/services, cost of | financial figure, quick
contact, service, delivery| and easy to calculate
and maintenance Weakness: need cost
May not be applicable [estimate to translate total
when measures other costs to per customer
than profit are more | costs, reflects one point
important in time
Customer | (1* key business | Example: web site hits |Strength: also works for
Value Score |indicator*weighting| weighted by importance | companies that don’t
factor)+(2™ key Value = (total measure by profit
business spending*50%)+(site Weakness: requires
indicator*weighting|  visits*25%)+(retail development effort,
factor)+... visits*15%)+(MVP takes time to build
participant*10%) enterprise-support
Net Present (Year 1 Present value of all Strength: truest
Value Revenue —Year 1 |incremental revenues and representation of
(NPV) Cost*Year 1 expenses for a given customer relationship
Discount Rate)+ project cost and revenue over
(Year 2 time
Revenue —Year 2 Weakness: only
Cost*Year 2 includes revenue and
Discount Rate)+... expenses directly
attributed to the project;
may create conflict
among business units
competing for financial
resources and customers
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Glossary

GLOSSARY

quaero

WORD

g DEFINITION

Acquisition

i The process of obtaining new customers.

Active Server Page (ASP)

A sperification for a dynamically created Web page with an
.ASP extension that utilizes ActiveX scripting -- usually VB
Script or Jscript code. (isp.webopedia.com)

Aggregate To total or sum.
AOL America On-line, an Internet service provider
Applet A Java program designed to run only on a web page.

i (www.netdictionary.com)

Application Program Interface (API)

A document for programmers that provides the technical
specifications for interfacing with an application from another
program. (www.netdictionary.com)

T[JBlication Server

(1) A computer in a client/server environment that performs
: the business logic (the data processing). In a two-tier

| client/server environment, the user's machine performs the

. business logic, which connects to the database server

i (DBMS). In a three-tier client/server environment, an

! independent application server performs the business logic.
(2) A computer in an intranet/Internet environment that
performs the data processing necessary to deliver up-to-date
| information as well as process information for Web clients.
The application server sits along with or between the Web

; server and the databases and legacy applications, providing

: the middleware glue to enable a browser-based application to
| link to multiple sources of information. (www.techweb.com)

Application Service Provider (ASP)

¢ A company that runs automated CRM software on an
. outsourcing basis for other companies without the necessary
_infrastructure.

Architecture . The configuration and integration of hardware and software
Attribute - A field within a record. (www.techweb.com)

Attrition i The gradual reduction in customers.

BI Software - See Business Intelligence Software.

Bounce Back The return of a piece of email because it could not be B

Bounce Message

delivered to the specified address. (www.netdictionary.com)
A notification message returned to sender indicating that an
email message could not be delivered. Usually the message is
automatically generated by the Postmaster at the recipient's
site, sometimes with an indication of what went wrong.
(www.netdictionary.com)
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DEFINITION

Browser

. An application used to view and navigate the World Wide

"I Web and other Internet resources. (www.netdictionary.com)

Browser-based

. The ability to interact with an Application Server solely
I through a Browser, rather than through client software
i installed on a user's computer.

Business Case

. The purpose of the business case is to articulate the financial
: and non-financial benefits that can be achieved by

' implementing a program. Although a business case shouid

¢ articulate all benefits of a proposed program, finance is the

common language of a business case.

Business Intelligence (BI) Software

i

i Software that enables users to obtain enterprise-wide

i information more easily. Such products are considered a step
| up from the typical decision support tools because they more

tightly integrate querying, reporting, OLAP, data mining and
data warehousing functions. (www.techweb.com)

Business Model

. The logical or other framework that describes and guides
. how a company does business.

Business Rule

© A statement intended to control the behavior of the business
. in certain circumstances.

Campaign

A treatment or group of treatments delivered to a segment or
group of segments through one or more delivery channels
with the intent to produce a desired marketing response.

Campaign Management

The process of segmenting customers and executing
marketing campaigns, both of which are two aspects of the
broader marketing automation process.

Capital Purchases

Typically any purchase that exceeds a given dollar amount;
typically the item purchased is accounted for on a
depreciation basis.

CHAID

Creates a Decision Tree of most predictive attribute
combinations

Change Management

Guiding an organization through a significant change in
direction as quickly and effectively as possible.

Channel

A route of communication. (www.dictionary.com)

Clickstream

| A time series of microscopic actions that can be assembled
_ into sessions or an evolving collection of data sources. Log
! files capture clickstream data and are helpful in identifying
| users, sessions, and the true meaning of behavior.

| Clickstream data can also be obtained from referring

! partners, ISPs, and from Web watcher services. (Ralph

. Kimbaill)

Clickthrough

' The process of clicking on a URL link in either an email or
. web page to get to a different position on the web page or to

“Client

' a secondary web page.

* Any computer system that requests a service of another
| computer system. A workstation requesting an application
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server to execute a marketing campaign is a client of the
campaign management application server.

Client-Server A configuration in which one computer, designated as a
"server”, sends information to and receives information from
a number of other "client” computers.
(www.netdictionary.com) N

Clustering Grouping seeks to recognize relationships rather than predict

a certain outcome. Results of clustering will identify large
segments of consumers sharing similar characteristics.

Collaborative Filtering

Allows a web site provider to make recommendations and
deliver other messages based on information about other
customers who have made similar purchases or requests.

Conditional Content Decisioning

Conditional content decisioning involves inserting one of
several blocks of text or graphics into a customer’s message
based on that customer’s characteristics, or based on
campaign business logic.

Contribution Margin

See Gross Profit.

Control Group

A segment of customers, statistically similar to a segment of
customers that are being contacted, that is held out from a

i marketing campaign to be used as a comparison group to the

contacted segment, for purposes of results analysis. If the
response generated by the contacted segment is greater than
the natural "response rate" of the control group, a marketing
campaign is deemed successful.

Cookies

Small files that are downloaded to your computer when you
browse certain web pages. Cookies hold information that can
be retrieved by other web pages on the site. Some cookies
are programmed with an expiration date so that they are
automatically deleted after a period of time.
(www.netdictionary.com)

CRM

See Customer Relationship Management.

CRM Business Rules

Processes, policies and/or computer logic that protect

; customer privacy, avoid weakening customer relationships
" and preserve the relationship between an enterprise and its

customers,
Cross Tab Reports Cross tab reporting breaks down counts into two-dimensional
| subsets: individual products sold in each region, customers
. retained by preferred channel.
Cross-sell | The process of selling new products to existing customers.
Customer i The customer is the entity who uses and pays for a business’

. products and services. In a simple business model, the

- customer is an individual who selects, pays for and uses a
. product. In more complex scenarios, the shopper and the
. user or the user and the payer are different people—the
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customer is a group of individuals (a household, a business, a

"I bureaucratic unit within a corporation or government

agency), and several steps are required for a purchase
decision. In highly complex situations, there is more than
one tier of customers: for example, a bank may have an
agreement with a car manufacturer (tier 1) to pr~vide loans
through their showrooms (tier 2) to new car owners (tier 3)
who may need co-signers for their loans (tier 4).

Customer Data Warehouse

A collection of customer information used to support business
decisions and strategies able to provide answers to data
i questions in a quick, accurate and efficient manner.

Customer Database

A collection of data relating to established, potential or
previous customers. A customer database can be as simple
as a file with names and addresses or as complex as a multi-
terabyte relational database.

Customer Loyalty Score

Value of the enterprise to the customer.

Customer Relationship Management

The systematic approach to understanding customers to

. establish a mutually profitable exchange of offers, services,
and communications, involving many automated platforms:
data warehouses, call centers, sales force interfaces, data
mining, and e-commerce, in addition to campaign
management.

Customer Segment

Any of the parts into which something can be divided:
segments of the customers.

Customer Strategy

Defines the business goal and sets out the plan or approach
to reach that goal. The difference between a Customer
Strategy and other business strategies is that it is based on
customer information and addresses the customer
experience.

Customer Value Management
(CVM)

; Customer Value Management ensures that the customer and
| the business gain a benefit in their relationship. Both the

. customer and the business weigh the quality of the offering
as well as the price.

Customer Value Score

Value of the customer of customer segment to the enterprise.

Customer-centric

An approach to business that uses the customer (not the
transaction) as the building block of data management,
reporting, goal-setting and measurements of success over
time, across sales, marketing, IT, analysis, service,
management and support business units.

Customization

! The crafting of a message, offer or other communication
factor according to any information on the individual
. customer.

! See Customer Value Management.
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Data Dictionary

A database about data and databases. It holds the name,
i type, range of values, source, and authorization for access
for each data element in the organization's files and
databases. It also indicates which application programs use
| that data so that when a change in a data structure is
contemplated, a list of affected programs can be generated.
(www.techweb.com)

Data Mart

A collection of data organized around a specific business
purpose such as Marketing or Finance. Data Mart's often
contain subsets of data from larger Data Warehouses and

| additional aggregation to support specific business analysis.

Data Mining

| Data mining is the process of discovering meaningful new

i correlations, patterns and trends in a database using

{ mathematical and statistical techniques (GartnerGroup) in

i order to :make business decisions, discern actionable

| patterns, and formulate strategies based on those patterns.

Data Modeling

. (1) Formatting data for consistency and accuracy. Used to
I describe the process of defining the specifications for each
: data field in a data warehouse (format, accepted terms,

i format of blanks or zeros). (2) Analysis of data using complex
| tools and methods to determine statistically reliable

. relationships between large sets of data. Customer or
1 response profiling using chaid or neural net analysis
techniques are common examples.

Data Store

A permanent storehouse of data. The term is often used to
lump the storage of all types of data structures (files,
databases, text documents, etc.) into one generic category.
(www.techweb.com)

Data Warehouse

A central repository for an entire organization's data.

Database

Looselﬁ any aggregation of data; usually a large collection of '
. data that has been formatted by some user-defined standard.
. (www.netdictionary.com)

Database Server

' A computer in a LAN dedicated to database storage and

 retrieval that holds the database management system

. (DBMS) and the databases within that system. (The server

- doesn't do the searching, that's performed by the database
i software such as Oracle, Informix, etc.)

Database Servers

: Database platforms supporting data transport, querying,
table management _

Decision Support System (DSS)

: An information and planning system that provides theﬁaVEiii‘tf

i to interrogate computers on an ad hoc basis, analyze
information and predict the impact of decisions before they
are made. (www.techweb.com)

Deduplication

. The process of removing duplicate records either before
- loading the records into the database or before creating a
: campaign management output file.
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Demographics i The characteristics of human populations and population
segments, especially when used to identify consumer
| markets. (www.dictionary.com)

Denormalized i Process of taking a normalized database and modifying table
i structures to allow controlled redundancy for increased
| database performance. Data recd.adancy exists, application
! coding and referential integrity suffers. The only reason to
| denormalize a database is to improve performance. (Plew &
| Stephens, p.62)

Derived Data Data that is created by an end-user, as opposed to a systems
administrator or DBA, for use in a particular marketing
campaign, often through arithmetic, date or other
aggregation functions.

e-CRM I Customer Relationship Management that incorporates
Internet-based technology, such as web site communications
and e-mail. Sometimes confused with e-commerce, which
refers to any business conducted on the Internet..

EDA See Exploratory Data Analysis.

E-mail )} Electronic mail, the computer-based exchange of mail.
(www.netdictionary.com)

Enterprise Relationship i Coordinating customer information and communications

Management (ERM) across all channels business units for an entire corporation.

ERM and CRM, in their ideal forms, are synonomous.

Enterprise Resource Planning (ERP) | An integrated information system that serves all departments
within an enterprise. Evolving out of the manufacturing

: industry, ERP implies the use of packaged software rather

- than proprietary software written by or for one customer.

i ERP modules may be able to interface with an organization's
- own software with varying degrees of effort, and, depending
: on the software, ERP modules may be alterable via the

! vendor's proprietary tools as well as proprietary or standard

. programming languages. (www.techweb.com)

Entity ¢ In a database, anything about which information can be
stored; for example, a person, concept, physical object or
. event. Typically refers to a record structure.
_ | (www.techweb.com)

ERM ' See Enterprise Relationship Management.

ERP ' See Enterprise Resource Planning -

ETL Tg'efegéxtraction, Transformation and Load T
Execution " The actual process of segmenting customers and delivering a

marketing treatment through one or more channels (as
opposed to the design or planning process)
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Exploratory Data Analysis

An analyst sizing the business problem or a modeler
understanding the distribution of data.

Extract, Transform, and Load (ETL)

Extraction: The activity related to transferring data from
operational databases (data sources) in the data warehouse.
(Gill & Rao, p.355)

Transform: Converting and mapping the data from the
normalized input to the denormalized data warehouse store.
(Gill & Rao, p.361)

Load: populating data into data warehouse.

Financial Model

An accounting-based explanation of how money is made
and/or lost in a business. o
Flat File A data file that is not related to or does not contain any
linkages to another file. (www.techweb.com)
Follow-up | The delivering of an additional treatment or treatments to a

customer who has already received a treatment or
treatments as part of a marketing campaign, based on the
i customer's response (or non-response) to the initial
treatment.

Frequency Reports

Frequency reports give straight counts of products sold,
customers retained, new customers and other details on the
state of the customer.

Gross Profit

Customer revenue less variable costs (direct expenses for
products and services). Also known as Contribution Margin.

GUI

Abbreviation for Graphical User Interface. A set of screen
presentations and metaphors that utilize graphic elements
such as icons in an attempt to make an operating system
easier to use. Unlike UNIX and DOS, which feature a

. command line interface, the Windows and the Macintosh

. operating systems present graphical environments for input
! and output. (www.netdictionary.com)

Host

A computer that acts as a source of information.
. (www.techweb.com)

HTML

- See Hypertext Markup Language

Hurdle Rate

Hypertext

Hypertext Markup Language

"The targeted rate of return that a corporation is willing to
accept on projects ~ often times this is set at the

. corporation’s cost of capital

Text that includes links or shortcuts to other documents,
allowing the reader to easily jump from one text to related
texts, and consequentially from one idea to another, in a

" non-linear fashion. Coined by Ted Nelson in 1965.

- (www.netdictionary.com) )
The tag-based ASCII language used to create pages on the
World Wide Web. See also hypertext.
(www.netdictionary.com)
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Hypothesis

! A tentative explanation that accounts for a set of facts and

"{ can be tested by further investigation. (www.dictionary.com)

Information Techn_oE_g-y (Im)

| The group within an organization responsible for all computer

) processing. o
Install To load and configure a piece of software on a computer.
{ (www.netdictiona:,.com) o
" Integration i The ability for software and/or hardware components to

communicate directly with one another. Components that
communicate seamlessly, requiring no manual interference or
support, are said to have a high level of integration between
them.

"Internal Rate of Return (IRR)

The rate of return where cash inflows equal the net cash
outflows

Internet

. A worldwide network of networks that all use the TCP/IP

communications protocol and share a common address

i space. First incarnated as the ARPANET in 1969, the Internet
i has metamorphosed from a military internetwork to an

I academic research internetwork to the current commercial

- internetwork. It commonly supports services such as email,

the World Wide Web, file transfer, and Internet Relay Chat.
(www.netdictionary.com)

Internet Explorer )

i A free web browser application from Microsoft.

(www.netdictionary.com)

IRR See Internal Rate of Return.
IT ; See Information Technology.
JAVA An object oriented programming language created by Sun

Microsystems. Java is a device independent language,
meaning that programs compiled in Java can be run on any

. computer. Java programs can be run as a free-standing

i application or as an applet placed on a web page. Applets

¢ written in Java are served from a web site but executed on
| the client computer. Java applets have a built-in security

. feature which prevents them from accessing the file system
. of the client computer. See also applet.

! (www.netdictionary.com)

Java Database Connectivity

JjbBC

i A programming interface that lets Java applications access a

database via the SQL language. (www.techweb.com)

"7 See Java Database Connectivity

Learning Loop

Legacy System

The cycle of learning through Knowledge Discovery and by

_._Hypothesis, Testing, and Measuring.

Systems which house critical organizational data usually

. stored in mainframes.

Lifetime Value (LTV)

. Estimated total value of customer over entire lifespan of
. relationship with an organization, including likely future
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| acquired products and services (LTV = Frequency of
" Purchase * Duration of Loyalty * Gross Profit)

Lift [ A ratio used to calcuiate the performance of a test group
o | versus a control group. L
Logical Model | An abstract formal representation of the categories of data

; and relationship between them, in the form of a diagram.
i The representation is independent of the manner in which
i the classes and their relationships are implemented physically
. i in a database. (Gill & Rao p.357)
“Loyalty Programs i Initiative around retaining customers, to maintain and
. : develop consistent customer relationships and customer
| fidelity, thus increasing company profits. Goal of these
| programs is to increase the depth of relationship with each
| customer and/or incent customers to conduct repeat
! business.

LTV See Lifetime Value.

i
1 —_
| A computer in a network that provides "post office” facilities.
| It stores incoming mail for distribution to users and forwards
; outgoing mail through the appropriate channel. The term
| may refer to just the software that performs this service,
: which can reside on a machine with other services.
i (www.techweb.com)
Mainframe . A large computer system. (www.techweb.com)

Mail Server

Market Basket Analysis i Market basket analysis links various products together based
+ on customer purchase behavior.
! Example: Police list'clues in a series of cases to report the
. clues that most frequently appear together or in the same
| sequence.

Marketing Automation | The process of designing, executing, and measuring
. marketing campaigns through the use of applications which
: help to select and segment customers, track the contacts
. made with customers, measure the results of those contacts,
. and, in some cases, model those results to more efficiently
__ target customers in future marketing campaigns. o
Marketing Customer Information i A collection of data organized around customer and
File i _marketing information. o
Marketing Service Provider (MSP) ' A company that designs and executes CRM-style marketing
© campaigns on an outsourcing basis for other companies
_ . without the necessary infrastructure.
Massive Parallel Processing (MPP) The simultaneous use of multiple server devices

MCIF " See Marketing Customer Information File

Metadata * Data that describes other data. (www.techweb.com)
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Mime | See Multipurpose Internet Mail Extensions
MOLAP Multi-Dimensional
MPP | See Massive Parallel Processing.
MSpP l See Marketing Service Provider.

Multipurpose Internet Mail
Extensions

A common method for transmitting non-text files via Internet
| e-mail, which was originally designed for ASCII text. MIME
encodes the files using one of two encoding methods and
i decodes it back to its original format at the receiving end.
(www.techweb.com)

“Multivariate

Tests multiple factors against multiple factors

MUST

¢ Maintain: To maintain these profitable customers at current

i levels, identify ways to ensure customer satisfaction, express
¢ appreciation and reinforce sense of having made the right
choice

! Upgrade: To move customers from less profitable to more
profitable, identify ways to cross-sell new services or add new
| features and services

Study: Among marginal and unprofitable customers identify
opportunities to upgrade

i Table: There may be marginal and unprofitable customers for
. whom it is too expensive to upgrade at present

Net Present Value (NPV)

Discounts net cash flows over time then subtracts net
' investment from discounted cash flows

Neural Net Analysis

i A neural net refers to types of algorithms that can be used

! for clustering and/or predictive modeling. They are so named
| as their design/structure is loosely based on the biology of

! neurons firing in the human brain.

Neural Network

. A type of statistical analysis that attempts to imitate the way
' a human brain works. Generates the score that correlates
¢ with displaying the targeted behavior.

Normalized

NPV

- Designing a database to reduce redundancy by breaking

. large tables down into smaller, more manageable tables. Can

. slow performance because of frequent join operations
between tables. (Plew & Stephens, p.421)

N-tier

oDBC

OLAP

' See Net Present Value.

' Some number of tiers (servers, layers, elements, et—cf:.A)‘.W” -
~ (www.techweb.com)

See Open Database Connectivity

See On-Line Analytical Processing
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OLTP

| See On-Line Transaction Processing

On-Line Analytical Processing
(OLAP)

i Decision support software that allows the user to quickly

analyze information that has been summarized into
multidimensional views and hierarchies. (www.techweb.com)

On-Line Transaction Processing
(OLTP)

| Defines any software system that gathers data using
. transactions between the source of data and the database at

the time that the transaction occurs. (Gill & Rao, p.358)

Open Architecture

| Ability for the system to be connected easily to devices and
i programs made by other manufacturers

Open Database Connectivity
(ODBC)

i A standard database access method developed by Microsoft

Corporation. The goal of ODBC is to make it possible to
access any data from any application, regardiess of which
database management system (DBMS) is handling the data.
ODBC manages this by inserting a middle layer, called a
database driver, between an application and the DBMS. The
purpose of this layer is to translate the application's data
queries into commands that the DBMS understands. For this
to work, both the application and the DBMS must be ODBC-
compliant -- that is, the application must be capable of
issuing ODBC commands and the DBMS must be capable of

| responding to them. (isp.webopedia.com)

Operational Data Store

Data mart that can be updated in real-time like an operations
system.

Opt-in | The process by which customers and /or web site visitors
i specifically ask to receive marketing communications,
i company announcements and advertising messages via
| email. '

Opt-out i The process by which customers and /or web site visitors

i specifically ask not to receive marketing communications,
i company announcements and advertising messages via email
i either at a company's web site, or after they receive an initial

, marketing email.

Organizational Design

i Designing the human organization, and supporting

. infrastructure, that can most effectively be utilized to deliver
. on the mission of the business.

Outsource

i To farm out (work, for example) to an outside provider or

i manufacturer in order to cut costs. (www.dictionary.com)

Partner Relationship Manageme-r;t
(PRM) R

Permission Marketing‘

- Coordinating the efforts of all business partners serving a
~_customer to ensure a consistent customer experience.
© A marketing method whereby companies get their customers’

permission to market products or services to them. By talking
only to volunteers, permission marketing guarantees that
consumers pay more attention to the marketing message.
The term was coined by author Seth Godin in his book,
Permission Marketing. (www.1tol.com)
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Personalization

The ability to customize message content and layout for
individuals. Personalization allows for tailored marketing by
presenting specific text and/or promotions in mail, e-mail,

web pages, or at the call center based on the demographic
and transactional characteristics of the recipient.

Physical Data Model

The actual table structures that reside in the database.

Point of Sale (POS)

Capturing data at the time and place of sale. Point of sale
systems use personal computers or specialized terminals that
are combined with cash registers, bar code readers, optical
scanners and magnetic stripe readers for accurately and
instantly capturing the transaction. (www.techweb.com)

Politics The result of opposing business goals within a single
organization that must utilize a finite pool of resources.
POS ! See Point of Sale.

!

Predictive Model

Score or other result of a variety of data mining techniques

PRM

| See Partner Relationship Management

Promotion History

| Data relating to marketing campaigns and the individual

| customers or prospects contacted within marketing campaign
segments. Often this data is created by the campaign
management software as part of the execution process.

Proprietary Database

i A database schema specific to a particular software product
or vendor, that often times cannot be altered.

Pull Reporting

Reports are produced on demand. Although they are pre-
designed, three pedple asking for the report will require three
separate queries against the database.

Push Reporting

i Reports are produced automatically according to a pre-set

I schedule and distributed automatically to their audience.

. Three people asking for the report will get copies of the same

| report — no queries against the database required.

“Query A request for specific information from a database.
i (www.netdictionary.com)
RAM

¢ See Random Access Memory

Random Access Memory (RAM)

: The working memory of the computer into which application
programs can be loaded and executed. It helps to have more
. of this "working space” installed when running advanced

i operating systems and applications.

i (www.netdictionary.com)

Real-time

~ Of or relating to computer systems that update information at
. the same rate as they receive data. (www.dictionary.com)

Regression

: Generates the score that predicts the probability of displaying
- the targeted behavior.
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Relational Database

A database organization method that links files together as
required. Relationships between files are created by
comparing data, such as account numbers and names. A
relational system has the flexibility to take any two or more
files and generate a new file from the records that meet the
matching criteria. (www.techweb.com)

Relational OLAP

The process of using relational database tables instead of
data cubes, a more efficient use of computer power since
only requested information is computed.

“Reporting

The ability to state and display analyzed information,
including the results of marketing campaigns to aid in the
overall relationship management process. Reports can be as
simple as two dimensional cross tabs and as complex as
completely customizable online analytical processing (OLAP)
environments,

Response

Any measurable, actionable behavior by customers in
reaction to any kind of communication.

Response - Direct

Individuals segmented exhibit the desired behavior (Ex.
purchased the product or service you solicited them for).

Response - Indirect

Individuals segmented demonstrate other behaviors, not the
intended. (Ex. bought other products during the tracking

. window).

Response — Viral

Individual segmented sends a communication received to
others who purchase the product or service (ex. forwarding
an email solicitation to a friend and the friend responds)

Response Measurement

The ability to track a customer’s response to the marketing
message or offer delivered to that customer. At the most
basic level response measurement involves the ability to
count the number of customers that accepted an offer or

' replied to a message. At the higher end, response

* measurement is the ability to begin a 1:1 dialogue with a
¢ customer, building a relationship through subsequent

i personalized contacts that build off of the customer’s

response to each new message.

Response Measurement - Explicit

The ability to capture and store exact response information
from customers through the use of a unique tracking

: identifier. Example: Individual solicited responds directly to
an email or web ad already marked with campaign and test

cell.

Response Measurement - Implicit

The ability to infer response from customers based on
transactional or observed activity. Example: A customer

- purchases a checking account but the promo code was not
- captured.

Response Modeling

The process of utilizing statistical techniques to determine

' which customers are most likely to respond to a campaign
. prior to campaign execution.
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Retention

| The process of keeping customers.

Return On Investment (ROI)

Percentage of an investment that is generated as revenues

Rich Text Text that includes formatting commands for page layout such
as fonts, bold, underline, italic, etc. It may also refer to a
multimedia document that can include graphics, audio and

: video. (www.techweb.com)

ROI See Return On Investment.

ROLAP

: See Relational OLAP.

Sales Force Automation (SFA)

Automating the sales activities within an organization. A

comprehensive SFA package provides such functions as
contact management, note and information sharing, quick
proposal and presentation generation, product configurators,
calendars and to-do lists. (www.techweb.com)

Mgé'hpling

The process of selecting a sub-segment of customers from a
larger segment or population to use as a control group, or to

. validate a response model.

Schema

i The definition of an entire database. It defines the structure

and the type of contents that each data element within the
structure can contain. (www.techweb.com)

Scope Creep

| Additions to the project that were not initially intended or

planned.

Scoring

Applying results of a statistical mode! to individual
observations to assign a probability or ranking for displaying

. a particular behavior.

Search Engine

! Software that searches for data based on some criteria.
_ (www.techweb.com) )

Seeding

The process of inserting specific records into an output file
for the purpose of tracking if and when a marketing

. campaign was actually delivered.

Segment

- A group of customers that share a common profile as defined

in a marketing campaign.

Segmentation

Server

The process of analyzing one’s customer base to find groups
of customers around which to conduct marketing efforts.

. Segmentation in this sense is an analytical undertaking and

. can be as complex as a cluster analysis or as basic as dividing
one's customers by a single field, such as age or income, in a

_file or database.

A computer that provides information to client machines. For
example, there are web servers that send out web pages,
mail servers that deliver email, list servers that administer
mailing lists, FTP servers that hold FTP sites and deliver files

" to users who request them, and name servers that provide
information about Internet host nhames.
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(www.netdictionary.com)

Server - Application

See Application Server

Server - Database

See Database Server

Server - Mail

See Mail Server

Server - Web

See Web Server

Server-based

A term used to describe software that operates in a client-
server environment.

Service Bureau

An organization that provides data processing and online
services. (www.techweb.com)

Session Variable

A variable stored as part of a web session only for the
duration of that session. Session variables can be retrieved
through database queries or created at the point a user
enters information into a form.

SFA

See Sales Force Automation

_Simple Mail Transfer Protocol

The standard e-mail protocol on the Internet. It is a TCP/IP
protocol that defines the message format and the message
transfer agent (MTA), which stores and forwards the mail.
SMTP was originally designed for only ASCII text, but MIME
and other encoding methods enable program and multimedia
files to be attached to e-mail messages. SMTP servers route
SMTP messages throughout the Internet to a mail server,
such as POP3 or IMAP4, which provides a message store for

| incoming mail. (www.techweb.com)

SMP See Symmetric Multi-processing.

SMTP | See Simple Mail Transfer Protocol

Sniffer Technology A technology that attempts to determine whether a recipient
i email client can understand and accept HTML emails.

Snowflake Schema - Is an extension of th star schema where each of the points of

| the star further radiates out into more points. Advantages of
i the snowflake schema are improvements in query

. performance due to minimizing disk storage for the data and
. improving performance by joining smaller normalized tables

. rather than large de-normalized ones. The snowflake schema
also increases flexibility of applications because of the

. normalization and therefore the lower granularity of the

. dimensions (Gill & Rao, p.359)

Source of Record

The single source known to contain the true and most correct’

. data for a given data element. Ideally, every data element
__should derive from one source of record across an enterprise.
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SPAM 1 Any unwanted email message (www.everythingemail.net)
Splits ! Sub-segments of a larger segment or population, each of

which receive differing marketing messages and/or offers.
Splits are often created randomly and used to test the effect
of different marketing treatments.

SQL See Structured Query Language

Stakeholder A person or function whose participation in a project is
required for successful completion of the project. Frequently,
this person or function will benefit from this project.

Star Schema A modeling paradigm that has a single object in the middle
connected to a number of objects around it radially. The
object in the center of the star is called the fact table and the
objects that are connected to it in the periphery are called
the dimension tables. (Gill & Rao, p. 360)

Statistical Analysis Using statistics to validate hypotheses and determine trends,
correlations, or patterns among populations.
Statistical Modeling An involved process of applying mathematical theory which

ultimately results in a probability or ranking derived from a
statistical formula. -
Strategy A strategy is a plan or systematic approach to reach a goal.
A strategy requires both the goal and the way to achieve it.
Structured Query Language (SQL) A language used to interrogate and process data in a
relational database. Originally developed by 1BM for its
mainframes, all database systems designed for client/sever
environments support SQL.. SQL commands can be used to
interactively work with a database or can be embedded
within a programming language to interface to a database.
Programming extensions to SQL have turned it into a full-
blown database programming language. (www.techweb.com)
Symmetric Multi-processing (SMP) Multiple CPUs used on one physical server device

Targeting Segmenting a group using data mining techniques, with the
¢ intention of communicating-to each group using an
. appropriate delivery channel and message.

Transaction-based Information that is usually captured online 24 hours a day
and is quick and constantly changing.
Treatment A marketing message, often including a specific marketing

. offer, that is delivered to an individual with the intent of
| persuading the individual to take a certain action.

Uniform Resource Locator (URL) * An addressing scheme used by World Wide Web browsers to
. locate resources on the Internet. (www.netdictionary.com)
Univariate . Tests a single factor against a series of other factors to see
o which have the highest correlation o
UNIX The operating system upon which the Internet was

developed. UNIX was developed in the late 1960s/early
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1970s as a joint venture between General Electric, AT&T Bell
Laboratories, and Massachusetts Institute for Technology.
UNIX grew with support from the University of California
Berkeley and other universities. Pure UNIX is based upon a
command line interface. However, just as DOS has Windows
to provide a C''! environment, UNIX has GUI overlays as well
-- the two most notable are NextStep and X Windows. There
are several free versions of UNIX; Linux and FreeBSD are
examples. Also spelled "Unix". (www.netdictionary.com)

Up-sell Selling a product or service of greater value or quality than
- . the current purchased (used) product or service.
URL See Uniform Resource Locator

Variable Insertion

Variable insertion involves inserting the value of a specific
variable, such as customer name, into each customer’s
message.

Vintage

A select group of customers tracked on a time dimension to
determine long-term value and behavior.

" Web Personalization

Web personalization involves creating individualized web
pages based on those web page components (text, images,
graphics, etc.) and information specific to individual site
visitors.

Web Server

A computer that provides World Wide Web services on the
Internet. It includes the hardware, operating system, Web
server software, TCP/IP protocols and the Web site content
(Web pages). (www.techweb.com)

Web-based

A term used to descyibe software that operates in a browser
based environment.

Workflow

The process of managing and coordinating the activities of a
campaign from planning and budgeting to execution and
tracking. The workflow is the list of steps that help to
automate the events as defined by the business in order to
improve the efficiency of the process. The workflow can
enable certain processes to be automated to help campaigns
be run more efficiently.

.17 -



