More and more publishers are

opting for a solution that
combines extensive customer
views and complete marketing
functions with industry-specific
applications for advertisement
and circulation management.
The mySAP” Customer
Relationship Management
solution offers powerful capa-
bilities tailored for publishers.
It can support your marketing
campaigns with the tools you

need to be successful.
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Focus on Newspaper, Magazine, and Special
Interest Publishers

Make Your Customers Your Focal Point

Publishers today are facing two major challenges: advertising
revenues, which are stagnating at a low level, and income from
circulation, which is plummeting. These difficulties are largely
the result of increased competition among media and shrinking
customer loyalty. To overcome these difficulties, publishers

must retain existing customers and reach out to new ones.

More than ever, the customer must be your focal point. You
need to identify customers’ needs and find better ways to address
them — for example, by personalizing customer communications
and conducting targeted marketing campaigns. To identify and
meet customers’ needs, you must have a complete view of all

customer information and a wide range of customer knowledge.

The mySAP™ Customer Relationship Management (mySAP CRM)
solution can answer all these requirements. mySAP CRM
supports the entire marketing process, from marketing planning
and budgeting, to establishing target-group segments, to
executing campaigns through all contact channels, to providing
results analyses. You can reduce the cost of your processes while
achieving greater transparency for your marketing programs

and activities.

By integrating these marketing processes with SAP® solutions
for advertising and circulation management and with the
business warehouse capabilities of the SAP NetWeaver” Business
Intelligence (SAP NetWeaver BI) component, you improve the
profitability of your overall processes. Tight integration ensures
continuity at every step, from initial customer contact through

order processing.



The centralized administration of business partners provided

by mySAP CRM gives you an all-around view of your customers.
Information about customers can be gathered from any source
and then combined and made available for use over all contact

channels, thus enabling individual customer contact.

Take Your Marketing to a New Dimension
Economic pressure has also taken its toll on marketing. In terms
of efficiency, it is becoming as important to review success rates

and create transparent processes as it is to create attractive offers.

Marketing and Campaign Planning

mySAP CRM is flexible, so you can build your marketing plans
around your organizational structure based on titles, regions,

or other criteria. To initiate recurring activities, you can access
previous activities and templates. By enabling you to manage
your marketing plan centrally, the solution helps you improve
the coordination of your internal and external resources. Key
figure planning on all levels lets you set budgets and goals such
as the number of new subscriptions or the amount of advertising
space to be sold. You can also use this same structure in financial
accounting and controlling. Furthermore, you can automate
your approval process with status administration and workflow

functions.

Target-Group Segmentation

In yesterday’s world, the marketing team had to wait for the IT
department to develop a new application or report before it
could get the results of target-group segmentation. Today, it is
just the opposite. As a marketing expert, you need to know your
target groups and be able to make the report selections yourself.
Using mySAP CRM, you can access all relevant master and
transaction data to define your specific target groups. You do
not have to know or care how and from where the system
collates necessary data — which could be from SAP sales or
advertising systems, the SAP NetWeaver Bl business warehouse,
external systems, or purchased data. Moreover, the system
supports your using the data in accordance with any legal or

contractual obligations.

You use an intuitive interface to set the attributes for selecting a
target group. There are several ways to determine target groups,
which means that you can visualize the distribution of the data
based on different attributes. Various rules let you narrow or
split your target group. And you can create target groups specifi-
cally for testing purposes. A special-purpose tool, called segment
builder, uses the data-mining application in the SAP NetWeaver
BI business warehouse to help you interpret existing information

and assist you in forming segments.

Order Management and Running Campaigns

The strengths of mySAP CRM are especially apparent when you
run or process campaigns. You can use campaigns for both
marketing activities and customer care. For example, you can
investigate the nonfulfillment of advertising contract targets,
follow up delivery complaints, or run a subscription service
upgrade campaign (such as, Monday-to-Friday to full subscrip-
tion). The functions are suitable for all kinds of campaigns
conducted over internal or external communication channels —
e-mail, telephone, letter, fax, text message, or even employee
action. Depending on the communication channel you choose,
mail templates are created, interactive scripts are assembled and
forwarded to call center managers, or questionnaires and visit
reports are sent to field sales employees. Additionally, letter

shops and external call centers can be linked.

Advertising- or circulation-specific attributes can be defined for
campaigns such as premiums to customers, minimum subscrip-
tion periods, and other conditions that can be adopted into an

accelerated order processing and exact campaign assignment.

If you use personalized e-mail for some activities, the customer
receives a link to your corporate Web site. From there, the
customer can place a subscription or advertising order, which
is either directly booked or forwarded to the internal order

department for completion.



Communication with customers often takes place in an interac-
tion center that is connected to a telephone system through a
computer telephony integration interface. Employees in the
interaction center see all the information they need, such asa
customer’s history and participation in current campaigns.
Choosing a campaign takes the employee directly into the order
screen, where the default values for that campaign are filled in
automatically. Telephone calls, e-mail messages, letters, and
faxes can all be processed in the interaction center. SAP applica-
tions, such as an online shop, can be integrated as well as

non-SAP applications, such as an intranet or Microsoft Outlook.

The field sales force can choose from a variety of mobile device
functions for advertising or single-copy sales. These functions
include using a PDA to set an activity status and using notebook-

based solutions that contain complete customer data.

Campaign Automation and Optimization

One goal of campaign automation and optimization is to trigger
periodically recurring campaigns, such as birthday mailings or
free subscriptions (bonus day). Another goal is to plan and visu-
alize the entire communication process of multilevel campaigns
while considering potential customer reactions. When a campaign
is first designed, rules are set up to control automated process-
ing. For instance, what happens when a customer fails to
respond to a campaign? According to one rule, the customer
could be entered automatically into telephone or mailing lists

for follow-up contact.

Optimization and simulation functions are available for the
campaign definition so that even users with limited technical
expertise can find the right combination of contact channels,

customers, and offers for their campaign.

Marketing Analyses

You can create your own reports to meet your specific needs.

But you can also run predefined reports to evaluate the success

of your marketing activities. Marketing analyses can determine,

for example:

® Number of sales or advertising orders achieved with campaigns

= Cost per order, which can be determined immediately after
the campaign or after a specified time

= Customers’ on-board time, related to the type of initial

contact or the source of the address

Furthermore, mySAP CRM offers a number of analytic methods
for evaluating customers, target groups, sales channels, and
products. One of these methods, the decision tree, assesses the
probability of customers’ retention or churn rates. Similarly, you
can develop specifically targeted cross-selling offers that are

based on your analysis of customers’ actions and routines.

Benefit from an Integrated Suite of Solutions
Here are the major advantages that mySAP CRM oftfers for
publishers of newspapers, magazines, and special-interest
publications:
= Improved customer retention through:
— Personalized service enabled by comprehensive customer
knowledge
= Increased market share and revenues through:
— Use of customer knowledge in marketing activities
— Targeted marketing campaigns
— Use of the preferred customer channel
= Efficient use of marketing resources (costs) through:
— Improved budgeting and forecasting in marketing
— Use of analytical tools and simulations in campaign
planning and optimization
— Higher transparency of marketing activities

— Multichannel capabilities in campaign execution



= Optimized end-to-end processes from campaign planning
to order management through:
— Efficient processing of inbound and outbound campaign
execution
— Improved collaboration with external partnersin the
campaign process
= Better decisions through:

— Analysis of all relevant measures
To find out more about what mySAP CRM can do for your

company, visit our Web sites at www.sap.com/media and

www.sap.com/crm.

50 055 077 (05/07)

© 2005 by SAP AG. Al rights reserved. SAP, R/3, mySAP, mySAP.com, xApps, xApp, SAP NetWeaver. and other SAP products and services
mentioned herein as well as their respective logos are trademarks or registered trademarks of SAP AG in Germany and in several other
countries all over the world. All other product and service names mentioned are the trademarks of their respective companies. Data contained
in this document serves informational purposes only. National product specifications may vary. Printed on environmentally friendly paper.

These materials are subject to change without notice. These materials are provided by SAP AG and its affiliated companies (*SAP Group”)
for informational purposes only, without representation or warranty of any kind, and SAP Group shall not be liable for errors or omissions with
respect to the materials. The only warranties for SAP Group products and services are those that are set forth in the express warranty state-

ments accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.

wnw.sap.com /contactsap

mySAP Business Suite:

Your Industry. Your Business. Your Future.
mySAP CRM is part of the mySAP Business Suite family of
business solutions, which provides unlimited scalability,
best-of-breed functionality, complete integration, and easy

collaboration over the Internet for every business.

Each mySAP Business Suite solution is powered by the SAP
NetWeaver platform, a comprehensive integration and appli-
cation platform that helps reduce total cost of ownership.
mySAP Business Suite solutions incorporate powerful core
functionality, industry-specific features, and best practices

based on three decades of SAP experience.

It all adds up to a family of solutions that work together

seamlessly to help you achieve your business goals.
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