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Connecting
clients and
support team

Multi-application chip card developer Tricubes Berhad
found out that it was impaossible to get things done
efficiently in the office when the various departments
were nol integrated and in sync with one ancther.
Implementing a CRM solution was a solution to the
problem. IZWAN ISMAIL has the story.

OR & cairpany that ha multiple
sales channels and
stafl, Tricubsed Barhad had difficul-
ties, in erring a smooth inlegration ol
buisingss processes ameng the depart-
manty. The major departenents such a
sabed, marketing and customer suppon
wene nod “oonnected” Lo one anather
To ceeroome the: proliem, the

[CRMA} sodhulizn,

“1t waza iUl b harol a Con-
sofictaled vasw of the operatiors o
the three key departments. We fel
u et ysbernadic approach hid 1o
be inbrocluced o inbegrate #l e by
departees” he sap.

Fest e irdliatiee, Tricubes e
e CRM sokation fom Egioor, The
syt was inidalled by Eplone’s value-
ackdlid iseller Peamyn Techmologie
Barhad. “We chose Epicor afier a cane-
fid wrabsation with siengent guidefines.
W everdually punchased a T0-used
pyrbern lor the three deparbments.™

Exbenaha besting and scendric-
ased smmulalion wene conduched
with the imafkeling, sale: and custnme
Tppor leams prioe ko the soft bunch
in Decermbenr Lt year, The system had
snce been fully operational in Febouany
this year.

BENEFITS. Mohd Yaacob says
the implementation of the CRiA
eolition was vikal as it e Triowibed

The Epicor CRM syntom hus mude
r[pnuﬂ]hl-m'lnnl:ﬂmamﬁ;m
levedi ol efficisncy though the sdop-
ticwr o imcsre elfectie prodeies and
practioes

“We noded thad our lunnasoursd
tiree han irproved, 8 Tactor altrboted
bo e b beved ef perational «f-
fickency that has come sbout thiough
efficient co-ondeaticn betveeen the T
and busines . The sysbem
abun prereides trackabie marketing leads
whal allcw us bo respond masch taster,”
e sy, adcling Lhat the company has
absa fine-naned s evalsation Selem
further to enable ils. stall b0 so0ess

inlerraton and make deckions. mene

The CRM gystem sl helps avord
wori duplicatian among Tricubss'
stalf. “For example, we require bomms
anad sabes channel dats to B aadily
available 1o all relrvant deparbments
and personcs, inakiling us 1o s
duplication and have conalstent quobes
i caiomens, ™ 1y Rdohd Yascoh.

Hia ssclefs that thee SR system
s abo aimed at enalbiing Tricukses'
databarie and response sysem i be
ffectively channellid orvands lead
generation.

Barsides thal, Kohd Yaacob s
thee syavesn heskges Trioubees to monitor
irse erpsipment ued by it cusiomens
arvil prosiches. historscal daks cn service
and repaird. “We have 25,000 pioces
ol squipmient being wsed by varous
mtw 1Ful e s bt
kepit track of to Gclilate mainlenance
1 ba o thatl.”

O top of that, Trigubes. nces has
A “CECH dashboand™ for jenior exeos
Lrves by wiiwy! PEPOATS andl gEd 2 M-
rrmyl;ll'Tri:uhn-EFlMpufl:lm-E-ﬂ
cne glance. “Thes lesture enables the

anagement i have a (o8l visw
mummmwm-
ments’ performance.”

STAFF ADOPTION, Mo
Yool anys Tetoubs stalff have na

probikem adapting the new system due

Marketing, new battleground in telecoms

THE by battse in the {elecommun-
caticens rmariel todry 6 nol about
techescicgry amd who can deploy e
e Lhe Rastest

Acooicing to arabyt snd consul
tancy coampany Chaam Fic, te o
bategronind is markeling, and telea
nesecd i raise e markietng game if
thary are b0 survive snd sacoeed in the
hypet-competitve market today. s
principal analyst Mike Cansfield wid

33 MW Competitans: continge e enber
the comemuricalion Jpace, 1E00s no
longer just have 1o compete with other
tedend, but b with media companies.
{sunch as Sky); Inbermed comparses (o

finding thal their tracditional madketing

approach b rerdened a: ouldsted &
tedex i B PR MEssaging wodd,”
b ascdded,
Tovewvercome the challsmge of
Nt only new competition bul i
niluslry comobdation, comangence
of networks and mability, Cvurm has
identified baur mager marketing Ewe
thuak tedoos need to addrew = position:
ng SOgITNLMoN, Service inncration
a0l branding.

1 it - friendly featune.

“The Epicor Clientele leature has &

shmyple method o captufing data
and it wak commmnient for us. Most of
thee ks cinn boe completed with 2 few
clicles. The simplicity eriuses thal all
of ui da our job in the most efficient
rrianner,” be addt

the CFM system, Tricubes has abio
achisved tremendous live wving
singe there haee baen no hasvkes in
FunMming the Hatem

"The marketing, sak=s and
CuURLOETRE SEvicE departments ans
beetter integrated as they are sharing
a mulual, up-io-daie ysiem that &
siaedlandised,” sy Mohd Yaacoh,
adding that (e scalahility of the Egecor
sohistion s eand the (ompany can

trionbds

pog

Roeck e B ewpanding the solution
in thee future.
RETUHN OM INVESTMENT,
[ orumensineg on ihe financil benefit
it Tricubes bs bociing forsaed 5o
nchewvn, klohd Yascob ways, “Chir
CAM i mot so much about immediste
finandiad wving, bl Fespresents a vi-
ahile appeoach Lo providing visbalty 1o
ne'pg-mmtepmhﬁwlrh

Untimaley, he says the CRM
system provicks the ouiomen envice
cheparimunt i comginehervibo: dalshiee
o Tricubsed cxrllmers ol sule:
quently th right processes 1o beip
et ifs Cuidtmery Belner.

“I Enportant bo shvarys leep
cusboamery hapgry, and this syitem
hedpes us achieve thatl,™ be wrys




