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Leveraging Technology to Truly
Hear Your Customer
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Bad deals are made to the detriment of
customer relationships because buyers
and sellers keep secrets from each
other; not because it is in their best
interest, but because they are not
equipped to share these secrets at the

scale, complexity, and velocity required
In today’s globally wired business
environment.




I Put On Your Sales Hat

Pretend

You are a new salesperson at our Book Store

You spoke with Jane Smith on the phone. She will be
coming to the store to be your first prospect in 10 minutes

Your orders are to sell Jane from the new “How-T0” line

What do you need to know to close this sale?
Jane’s demographics?
Jane’s past transactional behavior?
Better product knowledge?

What will you say first?
How will you respond to Jane's questions?
How will you, sell like a top contributor?
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I “SFA System Says” (Demographics)

In big flashing letters: Platinum Client

58 years old

Green eyes and blonde hair

Makes $52K a year

Divorced and remarried

A 34 year-old daughter from her first marriage
Techno-phobic (no TV, cell phone, or computer)
Interests: fithess, gardening, and golf
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I “CRM System Says” (Prior Transactions)

Buys on average 4 books a month

Spends on average $65 per month

60% of the time ships ground, 40% overnight
Always pays with a personal check

Returns 32% of her purchases

Has never responded to a direct marketing piece

We started tracking gift-wrapping requests to
identify gift purchases, but no data on Jane yet
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I “Training Says” (Product Knowledge)

We have How-To books on
Corporate Management
Information Technology
Marketing and Sales Best Practices

Lengths range from 240 to 534 pages

There are 618 different authors

Printed on high-quality paper

Ink is guaranteed never to rub off on your hands
Electronic formats are available
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I Still Wearing that Sales Hat

Still the new-guy/gal selling Jane a how-to book

Given all that is known to help you close this sale
Jane’s
Jane’s past
Our Sales Training’s

What will you say to Jane first?

How will you respond to Jane’s questions?
How will you sell like a top contributor?
This is still very hard, isn’t it?

Does it still seem something is missing?
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I The Moment of Truth

The boss is waiving you over
Jane Smith is at the front desk asking for you

The boss is not stepping away as you shake her
hand and say hello

You got it, this first sales call is also your first
personnel review

You are still struggling with what to say first and
then you really look at Jane for the first time...
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I Meet Jane Smith

Oops!!
She is not blond
Those eyes do not look green
She won'’t get off her cell phone
| doubt she is 58

Now what do we say to Jane?

How do we avoid the “Product
Push”?

WHY would she buy from our new
line of how-to books?
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I Risks of Not Truly Hearing Customers

Acting on missing or outdated demographics

Assuming future transactions mirror the past, but
Economic situations change
Perceptions of one’s products and brand change
Atypical transactions are difficult to identify (e.g. gifts)
The past may not apply to our new how-to products

Removes the tool you have for new clients

Ultimately, you have to resort to a “product push”
Everybody loves our high-quality paper and no-smear ink
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I The 3" Source of Customer Intelligence

Just Ask; Get First-Hand, Real-Time Preferences

Customer Knowledge

/
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I What if Jane Told Us

She needs a how-to book to start her own company

The drivers in her product selection will be:
Depth of content (especially legal and accounting)
Experience and background of the author
Availability of the book in electronic form
Liberal use of graphics and charts
Case studies of IT consulting startups
Availability for overnight shipping

Our standard product push pitch is useless
Jane really does not care about paper and ink
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I What if We Hear Jane, Listening for

How important is each product feature?
Education may be required

How important is each feature value?
How much more preferred is electronic over printed
How important is one format vs. another
How much more valuable is the best author vs. 2"d best

Analyze the fit
Do client needs/preferences align with product value?
Where do they align best?
Those are “hot buttons” to push in the sale.

P
HP, WORIDZOM

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn



Guiding Jane; What Sales Pros Do
-

The Book

I \ane Buys [

-

Author

Price

E-Format .

Topic

jJane’s “gut-feel” book
j Jane’s ideal book
. An actual book




I Optimizing Preference-Based Selling

Avoid the ad-hoc with techniques that are:
comprehensive (across market campaigns & sales calls)
multi-channel (face-to-face, web, call center, kiosk)
real-time (adapting to constantly changing perceptions)
first-hand (without the error of statistical guesstimates)
detailed (measuring precise levels of preference).

These five requirements demand automation

Let’'s see an example of software that facilitates this
“Collaborative Customer Conversation”
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One Solution, Multiple Product Lines

A YourFinance - Microsoft Internet Explorer -3 x|

Fle Edit View Favorites Toolz Help

“Back ¥ = ~ @ [2) & QSearch EFavorites TMeda 3| B S B

Address |@ http:/ docalhostfreference/f j @G0

YOUR FINANCE

mutual funds | annuities | creditcards | checking accounts | mortgages | loans

Insight Sales

Welcome to Ingight Sales. One ofthe solutions from Online Insight which helps your customers uncaover their personal
preferences and lead them to your offerings that best fit your customer's preferences.

» flutual Funds
s Annuities

e Credit Card Accounts

» Checking Accounts

~.0nline’
' INSIGHT

Know WHY. Enow HOW.

‘@ ’_ ’_ I_ |@ Local intranst
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Refresh & Validate Demographics

A YourFinance - Microsoft Internet Explorer =1a] x|

Fle Edit View Favorites Toolz Help ﬁ

EBack v =+ v @D fa} | Qsearch EFavorites WMedia 8 | By S W

Address I@ htp:/ focahost/reference/?conversation=mutualfunds j #Go
YOUR FINANCE T

mutual funds | annuities | creditcards | checking accounts | mortgages

| loans

Mutual Fund Wizard

Section1 of §

Your answers to the following gquestions will enable us ta help you find the best mutual fund that best fits your
investment goals.

Howe much do you plan to invest in this mutual fund?
|Less than $2,500 =]

Areyou...

|an experienced mutual fund investor? j

~~.0nline’ .|
> INSIGHT

Knopw WHY. Know NOW.
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Get a Gut-Feel and Educate

A YourFinance - Microsoft Internet Explorer

Fle Edit View Favorites Toolz Help

e

=T

EBack v = v @ fa} | Qsearch EFavorites WMedia 8 | B & =

Address I@ htp:/ focahost/reference/InsightSales jsp

YOUR FINANCE

mutual funds |

annuities |

Mutual Fund Wizard

credit cards

checking accounts

I mortgag

Fund Features Least Important Mozt Irnportart
Cateqgory [ I T O R
One Year Return [T & I O
Five Year Return [ S T S
Load [T S S O
Minimum Investment OB ST S &

FPleaze state the importantance for the following mutual fund attributes in your decision making process,

vI e |

“J Feature Glossary - Microsoft Interne

o x|

Feature Glossary

|»

3 Year Return
The average annualized return calculated over the previous 3 years.

Fund Manager
The current manager of the mutual fund portfolio.

1 Year Return
The average annualized return calculated over the previous year.

YTD Return
The average return since the start of this year's period.

Funidl Manager Tenure
The number of years since the current manager took ower management of
the fund.

Average Annual Return
The average annualized return calculated over the age ofthe fund.

El

~~Onliner
=~ INSIGHT

Knopw WHY. Know NOW.

|
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Establish Preference Order for Features

A YourFinance - Microsoft Internet Explorer : : =10 x|

Fle Edit View Favorites Tools Help

EBack v = v @ [ & | QSearch EFavorites @Media 3| B~ S W ~

Address I@ htip:f Aocahost/reference/InsightSales jsp j G0

YOUR FINANCE

mutual funds | annuities | credit cards | checking accounts | morigages | loans

Mutual Fund Wizard Section 3 of 6

FPlease rate each of the following catenories. For each category, indicate your preference by rmaking a selection on the
scale. Please rate the following home features hased on the impartance of each inyour hame purchase decision
making process.

Category Least Freferred Most Preferred
Aggressive Growth [ 1"' [ [ o
Growth ' '@ & [ 8
Small Company (oI & [ I R
International Stock o [ [l '® [®
Balanced [ ' @ O e
Equity Income @ o @ e e
Corporate Bond o @ C @) )
Municipal Bond i* @) @ ' e

& l_ ’_ ’_ EE Local intranet

N
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Understand Trade-Offs

A YourFinance - Microsoft Internet Explorer : (=] S

Fle Edit View Favorites Tools Help ﬁ

“Back v = v @ [ & | QSearch GHFaverites @Meda 3|2~ S B ~

Address I@ http:/ Aocahost/reference/InsightSales. jsp j @ Go
YOUR FINANCE B

mutual funds | annuities | creditcards | checking accounts | morigages | loans

Mutual Fund Wizard Section 4of §

Below are two hypothetical mutual funds. Using the scarehar, please indicate which of the two products vou prefer.

Fund "A™ Fund "B"
25 % One Year Return 15 %
15 % Five Year Return 25 %
0% Load 2%

o @ o o 0 o 0 00
Strongly Prefer MNeutral Strongly Prefer
Fund "A' Fund "B

~Online’

' INSIGHT .

Know WHY. Know NOW. = I

|&’] l_ l_ l_ |@ Local intranst

&
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Another “Realistic Hypothetical”

2 YourFinance - Microsoft Internet Explorer =1
Fle Edit Wew Favorites Tools Help ﬁ
“Back v = v @ fat | Dsearch EFavorites @Meda | Bhr S i
Address I@ htip:/Aocahost/reference/InsightSales jsp j PGo

= > = =

YOUR FINANCE

mutual funds | annuities | creditcards | checking accounts | mortgages | loans

-~ - AT
Mutual Fund Wizard Section 40f 6
Fund "A™ Fundl "B
Small Company Cateqgory Aggressive Growth
0% Load 4%
$1,000 Minimum Investment $0
& O 0 o o o o 0
Strongly Prefer Meutral Strongly Prefer
Fund "& Fund "B"

~~.0nline’
> INSIGHT

Know WHY. Enow NOW.

|@ bt focahost freference /InsightSales jsp?conversation =checking li li li |@ Local intranat

&
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Without Load

2l YourFinance - Microsoft Internet Explorer : o =11
Fle Edit View Favorites Toolz Help ﬁ
“Back v =+ v @ fat | QSearch EFavorites W@Meda o9 | Eyr S -

Address I@ http:/locahost/reference/InsightSales jsp j #Go

YOUR FINANCE

mutual funds | annuities | creditcards | checking accounts | morigages | loans

o T
Mutual Fund Wizard Section 4.of 6
Fund "A™ Funie "B
Growth Cateqgory Aggressive Growth
5 % One Year Return 25 %
25 % Five Year Return 5 %
O & O 08 0 0 0 o0

Strongly Prefer Meutral Strongly Prefer
Fund "A" Fund "B"

~~.0nline’
> INSIGHT

Know WHY. Know NOW.

‘@ ’7 ’7 li |@ Local infranet

B
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Another Level of Preference Validation

2 YourFinance - Microsoft Internet Explorer =1
Fle Edit Wew Favorites Tools Help ﬁ
“Back v = ~ @ fat | Dsearch GdFavorites Meda 9 | By S £
Address I@ htip: /Aocahost/reference/InsightSales jsp j PGo

YOUR FINANCE

mutual funds | annuities | creditcards | checking accounts | mortgages | loans

- = Y
Mutual Fund Wizard Section 40 6
Fund "A" Fund "B
5 % Five Year Return 15 %,

0% Load 6 %

§2,000 Minimum Investment $0

(SR S ORI O SR G SR S &
Strongly Prefer Meutral Strongly Prefer
Fund "&' Fund "B"

~~.0Online’
> INSIGHT

Know WHY. Know NOW.

|@ I_ I_ I_ |@ Local intranet

B

e )
HP, WORLD’2004

Solutions and Technology Conference & Expo

23



Critical Feedback to the Client

2 YourFinance - Microsoft Internet Explorer - |o] x|
Fle Edit Wew Favorites Tools Help ﬁ
EBack ¥ = v @ at | QSearch [EFavorites @viedia 4 | B S X
Address I@ http: /flocahost/reference/InsightSales jsp j PGo

= = = = =i

YOUR FINANCE

mutualfunds | annuities | creditcards | checking accounts | mortgages | loans

Mutual Fund Wizard Section 5 of 6

These are your preferences based upon the your answers to the gquestions asked. Based on these preferences, we will
nowe showe you mutual funds that best fir your investment goals.

Five Year Refurn E 1 30%

Load E = 30%
Category T 159%
One Yesr Return T 169
tdinimum Investment B%

~~.Online’
> INSIGHT

Know WHY. Enow NOW.

|@ li li li |@ Local inranet

&
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Preference-Fit Recommend

A YourFinance - Microsoft Internet Explorer .

=17

Fle Edit View Favorites Tools Help

“Back ¥ = v @ [ & QSearch EFavorites @Meda 3| B~ & W ~

Address I@ htp:/ Aocahost/reference/InsightSales jsp

j #Go

Select Fund Fund Fit

=

Category: Small Company  Minimum Investment: $1 000
One Year Return: 17.5 %  Fund Manager Tenure: 7 years
Five Year Return: 22.3 % Beta: 2.1

Category: Small Company  Minimum Investment: $500
One Year Return: 14.7 % Fund Manager Tenure: 8 years
Five Year Return: 15.2 % Beta: 1.0

Category: Small Company  Minimum Investment: $1 000
One Year Return: 72.53 % Fund Manager Tenure: 4 years
Five Year Return: 25.0 % Beta:19

Category: Small Company  Minimum Investment: 51,000
One Year Return: 34.6 %  Fund Manager Tenure: 7 years
Five Year Return: 5.7 %  Beta: 2.7

Load: 0.0 %

Category: Small Company  Minimum Investment: 51,000
One Year Return: 21.2 %  Fund Manager Tenure: 4 years
Five Year Return: 21 .4 % Beta: 15

Load: 5.3 %

™ Fund Company A Emerging Growth A | —— =T

v Fund Company J Mid-Cap Equity B | —

N Fund Company B Micro-Cap | ——

Fund Company F Small-Cap Growth R | —— T
7 pany I

Fund Company C US Emerging Growth A | ——— L TS
r

el

‘@ ’_ ’_ ’_ |@ Local intranst v

ations

/
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ide-By-Side Compariso

YourFinance - Microsoft Internet Explorer

Fle Edit View Favorites Tools Help

[

ns

“Back v = v @ (8] & | QSearch EFavorites @Meda 3| By S M ~

Address I@ bt Aocalhostfreference/InsightSales jsp

Mutual Fund Wizard

YOUR FINANCE

mutual funds | annuities | credit cards | checking accoumnts | mortgages | loans

Compare Funds  <<Return to Listing

Fund:

Beta:

Category:

Five Year Return:

Fund Manager Tenure:

Load:
Minimum Investment:
One Year Return:

My Preferences

Fund Company F Small-Cap Growth R
21

Small Company

223 %

T years

0.0%

¥1,000

17.8 %

Fund's Fit: 100%

Fund Company A Emerging Growth A
1.0

Small Campany

182 %

8 years

0.0 %

300

147 %

Fund's Fit: #1%

Fund Company J Mid-Cap Equity B
19

Small Campany

250 %

4 years

50%

$1,000

728 %

Fund's Fit: 83%

Five “ear Return 2 d30%
Loag " 3%
Category T 15%
one Year Return T 16%
Minimum Investmenit £%

| m— -
| m— T
| m— Y
| o m— T
| m— —

| — — T
| m— T
| m—— T
| o m— 1
| m—

| m—
o — TR
| m— — Y
| m—
| —— T

&

~~Online’ -

»~INSIGHT

Know WHY. Know HOW. LI
I_ I_ I_ (R Local intranet 7
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Warm-Start a Sales Agent, Changing Up
the Sales Channel When Needed

JEiIe Edit Wiew Insert Format Tools Actions Help |

J CéReply ‘ Ry to Al ‘ € Forward | =3 | ¥ | & » ‘ «-w-| 3, A Speak with a Beazer Agent - Microsoft I o =] £
Fram: Richard Khallouf Sent: Tue 10412002 2:54 PM
To: Joseph Morris; Bradley Fordham; Gregg Mahoney
(EE:
Sy | ey (e R Fead iy Yl Please provide us with the following information, so an agent can contact you
Name: Joseph Morris | and assistyou further with selecting your ideal mutual fund.
Phone: (770) 555-1111 Mobile: (404) 555-2222 Email: jm@hotmail.com
Annual Income: 5101-150K Age: 26-30 Marital Status: Single Full Name |
Account Opened: 11/15/2001 Experience: Experienced Investor Amount: 56,500
Phone I
Comments: | am interested in a no load fund with the lowest expense ratio possible to 3
maxirmize my return. Mobile I
Customer Preference Match: Email I
B6%
N ' S
low medium high City I
Mr. Morris can be considered a strong prospect because his investment preferences are
highly matched with currently offered mutual funds. State I
h_!;ustomer‘s Topll.'g'pﬁvatorn;__ Zip I
Comments ;I
TR RRIUN  ——————————————————————————iai’ 75, (1% LI
Expense Ratio: I 2 0. %,
Fund Age: R 14.0% =
Morningstar Rating: NS 12%
Fund Manager Tenure: [N 10.0%
Morningstar Category: | I 10.0%
One-Year Return: | D 5. 0% P
Summary of Top Motivators:

Mr. Morris' selection of a mutual fund will be driven primarily by the 5-Year Return, Expense

Ratio, and Fund Age. Although 1 Year Return was selected as an important feature, it is the least |§] Done |@ Local intranet 4
important contributor to his overall decision.

- 3-Year Return: Mr. Morris strongly prefers a fund with at least a 10% dnnualized 5-Year
Return.

- Annual Expense Ratio: Mr. Mormis prefers an Expense Ratio of less than 1.0.
- Fund Category: Mr. Morris has a strong preference for a Growth fund.

/
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What Can We Learn on the Backend?

A Insight Intelligence (TM) - Microsoft Internet Explorer : =13 x|
Fil= Edt Wiew Favorites Tools Help
®Back v = ~ @ [ o | QSearch Favorites @Media 9 | v S W

Address (€] http: /flocalhost/ii/

Insight Intelligence”™

1

Data Analysis Segmentations Saved Reports Administration -
dndager lenure

wnnual Return

Data Analysis

Select Report Attributes Help? Select Report Type Help?

Report Title: |HP World 2004 Relative Importance Report Select Report Style:

T : ¥ Include data farmatted in tabl
Product Category: IInsight LI S e G

Feature Premium Analysis

Interview Dataset: | Funds Experienced Investor- 102 iRatiEese selema il tmul tle e amen tdbue )

Summary Statistics Report

Segmentation Schema: I Select Select Graph Type: Sort Values By:

ity saem || vewsrems

Define Time Period: Mhanth Diary Year Time
fom: [Jan >] [1 =] [re70 ] [po:oooo ] | RunReport | cancel |
To:|Dec »| |31 x|, [2004 | 235958 |

Hote: time must be in 24 hr. format.

Carrelation Analysis Report

i*
s
. l_' “Wiew zegments in single table and for chart
r
r

» Horizontal Bar w Dezcending values
r

Product Simulation Report % Bie Chart - Ascending values

» Mo Graph - Alphanumeric

e ~
/
|@ ’7 ’7 ’7 ‘@ Local intranet > HR WORLD2004
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How _Im"po'r'tant Was Each Feature?

— . o - —-y—ymny

Fl= Edit Wiew Favorites Tooks Help

#=Back v = v @ 2] & | DSearch GaFavorites @Meda B | B> S &

Average Relative Importance
6%

5%

Fimd hlarager
1 Wear Febam
Find Sime (et aseete)
Momirgzstar Catezory

12%

EECEENC N EEE
w
=
]

Address [&] http:/ Aocahostfifr report.jsp j &Go
YT Return hEE d
b Year Return 4.9%
Fund Age 4,3%
Share Price [M&W) 3TE
Morningstar Category 34%
Fund Size (net assets) 1 2
1 Year Return 1.8%
Fund Manager 1.3%

|@ Done ’_ ’_ ’_ |@ Local inranet

N

/ )
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How Important is Each Feature Value?

H%@@l

1 Year Return

Utility Profile Chart

= Hr&

Final Scaled Utility

S -5 -15% -25%

Level

|&’] Done

l_ ’_ ’_ Eﬂ Local intranet

R

Morningstar Category

L7

ZUtility Profile Report - Microsoft Internet Explorer M= E3|port - Microsoft Internet Explorer =O] x|
File Edit View Favorites Tools Help ﬁ orites Tools  Help i
#Back v = v @ [2] 44| QSearch HFavorites @Media | B S = Gt | @search CHFavorites PMedia B3| B S =
Address |€] hip: /Aocahost/ifup report.jsp j @G0 |shost/fifup report.jsp j &G0

;I Japan Stock 0.0 :I
1 Year Return Pacific/Asia Ex-Japan Stk 0.0
“ e b Specialty-Technology 0.0
R S Specialty-Finance 0.0
5 26 Specialty-Communications 1.5
5% 16 Specialty-Matural Gaz 0.5
T 00 Specialtw-Real Estate 1l

D—

FEEEEEEICC IR EE I
@?_5?,%3%?3-&2-5?%‘53%%%553 ~
l_l_l_@Local intranet Y
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How Much is a “Bell or Whistle” Worth?

<A Feature Premium Analysis Report - Microsoft Interr

Fle Edit Wiew Favorites Tools Help

#pack v > v @ [ @ | DSearch HFavorites @Meda & | B> S =

Address

&) http:/ ocahost/ifp report.isp

Morningstar Rating
Morningstar Rating
Marmingstar Rating
Maormingstar Rating
Mormingstar Rating
Expensze Ratio
Expenze Ratio
Expenze Ratio
Expenze Ratio

Fund Size [net azzets)
Fund Size [net assets)
Fund 5ize [net assets)
Morningstar Category
Morningstar Category
Marningstar Category
Maorningstar Category
Morningstar Category
Morningstar Category
Morningstar Category
Morningstar Category
Marningstar Category
Maorningstar Category
Morningstar Category
Morningstar Category
Morningstar Category

Morningstar Category

|@ Cone

b $2.88
4 $2.08
3 51,45
2 50,90
1 $0.00
3h% 52,60
iy S $2.55
1.15% $2.54
1.55% 5277
Large 5075
Medium s0.47
Small $0.00
Large Growth 50,81
Large Blend 50,11
Large Yalue 50,52
Mhid-Cap Growth 50,39
Mid-Cap Blend 50,39
Mid-Cap Value 50,00
Small Growth $0.40
Small Blend $0.11
Small Walue 50,34
Domestic Hvbrd 50,23
[iversified Emerzing Markets 50,23
Fareign Stock 50,23
World Stock 50.23
Europe Stock 50,11 ;I
’_’_’_Eﬁ Local intranet Y

Feport Options - Micros

Feature Premium Report Options

Select Product Adtributes:

Return

ar Return
Fund Manager Tenure
: age Annual Return

Fund *
ningstar Cate
ar Return

Pricing Adtribute:
Iﬁmerage Annual Return ;I

Report Style:

I- Wiew segments in single table
[Requires a schema with multiple zegments defined. )

ket | el

~

P
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Good Old Marketing Numbers

<A Summary Statistics Report - Microsoft Internet Explorer Z i [=]
Fil= Edit View Favorites Tools Help ﬁ
#=Back v = v~ @ [ & DSeach FHFavorites BMeda @ | B> S =
Address |&) http:/ocalhost/i/means report.jsp j G0
1 Year Return: -15%: F5L 1.6154 0.0000 0.0000 21,0000
1 Year Return: -25%: FAL 0.0000 0.0000 0.0000 0.0000
1 ¥ear Return: -5%: FiU 26154 0.0000 0.0000 34,0000
1 Wear Return: 53 F5U 7.0000 0.0000 0.0000 21.0000
1 ¥ear Return: RIU 0.0184 0.0000 0.0000 0.2388
3 Year Return: -15%: F5L 0.0000 0.0000 0.0000 0.0000 b
3 Year Return: -b&: F5U 2.6923 46188 0.0000 17.0000
3 Year Return: 15%: F5U 14,5385 31,9531 0.0000 23,0000
3 Year Return: 5%: F5L 707 15,9478 0.0000 43,0000
3 Year Return: RIU 0.0856 0.2192 0.0000 0.6111
5 Year Return: -53%: F5U 0.0000 0.0000 0.0000 0.0000
b ear Return: 03 F5U 28482 4,9437 0.0000 22,0000
5 Year Return: 10%: F5U 11,2308 11.3137 0.0000 81,0000
9 Vear Return: 53 FiU 5.0000 1.4142 0.0000 40,0000
5 ¥ear Return: RIU 0.0421 01274 0.0000 0.4091
dwerage Annual Returm: 0%: FSU 0.0000 0.0000 0.0000 0.0000
dwerage Annual Returm: 12%: FSU - 13,3077 17.8979 0.0000 73,0000
dweragze Annual Return: 4%: F5U 49231 89629 0.0000 27,0000
dyerage Annual Return: 8%: F5U 88482 10,2632 0.0000 47,0000
fwerage dnnual Return: RIU 0,0942 0.1359 0.0000 0.5530
Expense Ratio: ,35%: FSU 21,9231 29,6020 0.0000 83,0000
Expense Ratio: .75%: F5U  19.6154 11.2670 0.0000 42,0000
Expense Ratio: 1.15%: F5U 189231 229114 0.0000 57,0000
Expense Ratio: 1.55%: F5U 19,8482 41,5419 0.0000 86,0000 / ,
Exoense Ratio: RIU 0.2236 01760 0,0000 0,500 [ | HP, WORLD’2004
|@ Dione I_ ’_ ’_ @ Local infranet y Solutions and Technology Conference & Expo
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Correlations Among Preferences

A Correlation Analysis Report - rosoft Internet Explorer

Fle Edit View Favorites Tools Help

#=Back v = v @ 2 4| QSearch GiFaverites @Meda (3| v S =

Address I@ kit Aocalhost/ifca report jsp

fverage
1 Year 3 Year fnnual | Expense
Return: | Return: | Return: Ratio:
RIU RIU RIU RIU

1.000 0.1 -0.151 -0.009

3 Year
Return: 1.000 -0.251 -0, 306

RIU

Average
finnaint 1000 0103

Return:
1.000

HManager
Tenure:
RIU

Fund
Manager:
RIU

Fund Size

{net assets):
RIU

Horningstar
Category:
RIU
HMorningstar
Rating:

RIU

Fund

Age:
RIU

-0.120

-0.029

-0.218

-0.292

1.000

Fund
Hanager
Tenure:

RIU

0.049

0,236

0213

L&D

0181

1.000

1.000

0.1

-0.151

-0.00%

-0.120

0.04%

1.000

Fund Size

{net
assels):
RIU

0154

0.242

-0.2T8

0495

-0.222

-0.507

0154

1.000

|@ Done

Category:
RIU

0118

0.267

-0.215

0,131

0171

0166

0118

0.039

1.000

’_ ’_ ’_ |@ Local infranet

Morningstar (Morningstar

0247

-0.350

0237

0,333

0,365

073

-0.247

0. 364

-0.103

1.000

0,344

0189

-0. 206

0,332

0.718

0,233

0,344

0.0

0162

0.308

Return:

RIU

0157

0,430

0126

-0, 594

-0.226

0189

0157

0.397

0.074

-0.219

B

e
HP, WORLD’2004

Solutions and Technology Conference & Expo

33



What-If | R

olled Out a New Product?

A Create Simulation - Microsoft Internet Explorer

| I IS IS I I I TR N I |

z
-
-
-
-
2
=
B
z

Create Simulation
Create products below, When finished click "Save Simulation” to save wour additions,

Help?

|

o] x|

[ [HP worid Test | Stephen . Boesel =llE s s lpz | Jlsoo | | | |35

| Capital Appreciation =| [10.2a | | stephen w. Boesel x| [47a [128%] [30vea] [12579 [16yea] [$1294 |5 | |D.82%|
Brian C. Rogers -

|Se|ect j RohertWy. Sharps | | | | | | | | | | | | | | | |
Robert ¥, Smith

| Select | Charles M. Ober Lt Jr J . JL 1L |
Jobin H. Lapoarte

[select ~| ‘Edmund M. Notzon, |1 | I | | | I | | | | |
Diavid M. Lee e

| select = Michas| F. Sola Lt Jr J i JL 1L |
Gregon A, MeCrickard

[Select = Preston G. Athey N I I I B
Donald J. Peters .

| select [~ Select 52 | I I N S

| select | [ selest 2 1 A N (N § N N

| select = | select 52 1V I I N e

Simulation Hame: I

Save Simulation

|&] DCone

W=

Local intranet

4
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Where Does Preference Share Go?

A Preference Share Simulation Report - Microsoft Internet Explorer P =] S
Fle Edit View Favorites Toolke Help ﬁ
#=Back v = v @ [ & | QSearch FHFavorites @Media # | By S =
Address | €] http:/ ocalhost/i/sim. report. jsp j &G0

HP World 2004 - Preference Share Simulation Report

Report by: generalllzer

Product category: Insight fave Report
Interview dataset: Funds Experienced Investor
Segmentation schema: M4 “

Simulation definition: Feal Estate Exp Rat 0.5
Time period: Bagin: 117970 00:00:00 End: 124212004 23:59:59

Segment - Mumber of Respondents: 13
| et oo st e g e e

Capital Appreciation  30.8% 26.9% -3.8% -12.5%
Equity Income  15.4% 15.4% 0.05% 0.0%
Egquity Index BO0  7.7% TTE 0.0% 0.0%
European Stock 23.1% 231% 0.0 0.0%

Extended Equity Market Index  7.7% TR 0,05 0,05 L.
Mew Asia  7.7% TR 0.0% 0.0%
Real Estate 7.7% 11.5% 3.8% b0, 0%

- )
|@ Cione ’_ ’_ ’_ |@ Local intranet o !ﬁtgsmgmﬁg%%ﬁ%ﬁ
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And | Can Do Eerythlng by Segment

<A Utility Profile Report - Microsoft Internet Explorer
Fle Edit W\ew Favorites Tocols Help

o x|

#pack v = v @ [ @ | DSearch EFavorites @Media (3| B~ S =

Address I@ http: /Aocahost/ifup report.jsp

j P Go

Co-insurance

Individual |all Other Respondents
Level Total Resp.: 16 Total Resp.: 12

100%/ 0% 42,8 45.4
0% a0E 21.2 24.7
BO%SE0% 7.4 5.8

Co-insurance

42

6

Final Scaled Uitility
b

100%/70% S0%MG0% D% F50%

Lewvel

B Bt
B Al Other Responderts

H

|§] Dione ’_ ’_ l_ Eﬂ Local intranet

N
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I All with Java Across Most HP Platforms

Java and XML architecture

Easy to work with XML API

Extreme scalability

Multi-Channel from a single server array
Database standardization (JDBC)

Open schema

Reference or custom interface ready
~ast implementation time

Horizontally or vertically scalable

nnnnnnnnnnnnnnnnnnnnnnnnnnnnn
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I What Makes This Example ldeal?

Sophisticated, accurate, marketing analytics
Initially validated in panels and focus groups

Only needs to ask a few, but the right questions
Works across sales channels and sales forces
Executed at the point of sale

Makes every salesperson an expert

Integrates sales, marketing, & product development
Cuts costs in this, now integrated, operational cycle
Multi-Vertical Solution (FS, CP, HC, HB...) D

/
HP WORLD’2004
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I These Techniques Have Impact

The first day this technique was deployed on their
website, a top health insurance carrier experienced
its Iargest number of individual applications ever.

A top, national homebuilder went from averaging 15
home showings to 3.2 to close each sale.

87% of those that start one of these collaborative
customer conversations will complete it.

The old e-commerce goals of a 1% conversion are
shattered when customers truly understand their
purchase and its value for them.

Customer attrition and returns decline significantly.
j

HP, WORLD 2004
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I Value to Customers and Prospects

Real-Time profile of unique needs and motivations
Best-Fit product recommendations

Education that builds confidence

Shorter sales conversations

Avoid pitches for products that do not match the
holistic set of needs

Reduce untargeted cross-selling and up-selling

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn



I Value to the Enterprise

Continuous research into customer motivations
More effective, real-time cross-sell/up-sell

Evolve ‘Best-Practice’ selling across channels,
products, and segments

Better product recommendations to customers
_ess client turnover, fewer returns

ntegrated customer intelligence

ntegrate sales, marketing, and product efforts

P
HP, WORIDZOM
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Sales and Marketing Effectiveness is
is not about asking questions. ltis
about asking the “right” questions of
the “right” people at the “right” time. It
IS also about remembering, recalling,

and optimally leveraging the answers
every time.
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