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What is a CRM strategy?

Commitment to knowing and serving your customers better

A Commitment

For better interaction with, insight upon, and value for your
customers.

A Platform

For collecting data, supporting workflow, providing insight, and
connecting outwardly across marketing, sales, and service.

Customer Relationship A Culture

Management Of delivering a positive customer experience via interactions that
are informed, timely, and useful.
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Why commit to CRM?

Value drivers across marketing, sales, and service

Better messages,
offers, & win rates

Superior
service

Robust &
reliable data

Full view
of customer

Better team allocation
& orchestration

Informed & coordinated
sales pursuits

Better
compliance

Better customer
experience & satisfaction

Faster
cycle times

Consolidated
systems

Better agility
& flexibility

Better efficiency
& effectiveness



What does the CRM technology do? 6
Enablement of a CRM strategy, transformation, and culture

Teams & Workflow

D D - D

Marketing Sales Service
Integrations for Integrations with
External Interactions CRM Platform Enterprise Systems
Website o o HR
Email o 1. Unified Data Storage o Finance
Social o 2. Workflow for Front- o Operations
Partners o Hine Users o Data Warehouse

3. Dashboards for

Managers
Accounts | Contacts | Interactions Contracts | Orders | Projects | Field Dispatch
Activities | Campaigns | Opportunities Inquiries & Cases | Service Level Agreements

Objective: Coordinated interactions, workflow, insight, and integrations




What is our preferred CRM Platform? (1 of 2) 6

Cloud-based, low-code, high-value CRM and BPM

Creatio
CRM

Accelerate sales, marketing and service

Brand name prior to Oct. 30, 2019: bpmonline 6




What is our preferred CRM Platform? (2 of 2) 6
Easily-configured, workflow-oriented, fully-integrated platform
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Why is Creatio our preferred CRM & BPM platform? (1 of 4)

Expert-validated functionality
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Why is Creatio our preferred CRM & BPM platform? (2 of 4) 6

Automation of business processes of any complexity

Process Designer

...Is compliant with the BPMN 2.0
industry standard, allowing for design
and support of processes of any
complexity.

B
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Visual BPM Designer

...enables design and automation of
structured processes and automatic

messages (emails, alerts, etc.).

Dynamic Case
Management Tools

...help manage and automate
unstructured processes (notably,
methods for managing leads,
opportunities, and customer
requests).




Why is Creatio our preferred CRM & BPM platform? (3 of 4) 6
Rapid time to value -

1. Rapid Deployment

Configure Deploy

_IF_) Ia.n llv prior t 3-5 weeks for 2;)5n\fl\ile3:(astif§|: 1 -2 weeks for
Zg.':; Ztgrlco o core CRM data Igoad 5 testing, training,
proj processes ' & go-live Value

integration ) ]
Realization

Design

7 to 12 weeks to deploy

 Pre-planning and pre-configuration by Keen360 accelerates implementation (and reduces costs).

« Main factors that drive extensions of timelines are amounts of customization, data-cleansing, and non-standard
Integrations that are required.

* Preferred Keen360 approach for CRM is a “crawl, walk, run” strategy for starting, then extending as platform is
adopted and value is proven.

2. High Adoption
« Modern user interface (Ul): Designed for intuitive adoption and usage. A single
‘cockpit” for access to the range of customer-related data and interactions.
« Mobile version: Instant access to customer data, calendar, mobile feed, dashboards

and analytics.

 Online and offline modes: The mobile app can be used in both online and offline mode.
Whichever option you choose, the data you need will always be at your fingertips.
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Why is Creatio our preferred CRM & BPM platform? (4 of 4) 6
Compelling economics

Keen360

Marketing Creatio Sales Creatio Service Creatio
Active contacts: Team Customer center o
- 1 + Commerce Service enterprise
I Enterprise (V] Numbers of users: @ 1
Numbers of users: @ 1 -
- 4O 1
Numbers of users Estimated cost: $ 5 40

Emails per contact/month: - 5 +

Estimated cost: $ 7 2 O

Estimated cost: $905 for external

o customers and
the costs per user stakeholders to.
per year on “apple to ftrack _and submit
info via the user

apple” basis

compared to the portal
leading cloud-based

CRM platforms

Notes:
1. Minimum annual purchase of $5,000 per year for an organization
2. Pricing calculator is at: https://www.creatio.com/crm-pricing 11



https://www.creatio.com/crm-pricing

How does Keen360 help? (1 of 2) 6

Focus on strategy, operations, and value -- not just technology

©O 00O O0o

Keen360

Strategy Alignment

We are not mere technologists. We align CRM people, processes, and technology with organizational
mission and strategy.

Leading Methods & Practices

With 35+ years CRM experience for the Keen360 principals, we bring leading methods and practices for sales
and service.

Workflow Orientation

We focus on the ways that both employees and customers actually work for their jobs, their purchases, and
their requests for service or help.

Deployment Strategy

We encourage a “crawl, walk, run” approach for adopting CRM strategies and
Implementing CRM systems. Start slow, then progress.

Configuration & Support Strategy

We use a blend of US-based and near-shore professionals for system configuration and support. (Near-
shore office is in English-speaking Guyana (S. America).)

12




How does Keen360 help? (2 of 2)

Pre-configured, industry-specific versions of Creatio

Keen360

Pre-configured versions of Creatio, incorporating industry-leading methods gathered and tested with real-world users — with more on the way!

&€ S C & https;/keen360.creatio.com/0/Nui/ViewModule.aspx#CardModuleV2/OpportunityPageV2/edit/5cffalfb-27df-4411-9dae-e7d589656251  Om ®
CRM Re-Platforming > OKeen360 (1))

NEW ORDER CANCEL ACTIONS ~ &€ VIEW ~ g

Dashboards

Feed ‘ ‘ NEXT STEPS (0) (3 m oK o

Leads

Customer* < PROFIL ANALYSIS PRODUCTS OUTCOME TIMELINE FILES AND NOTES LEADS HISTORY ACCOUNT FEED >

Andrew Baker (sample)

Accounts e* CRM Re-Platform|

mount 85,000.00 ype B2E solution sale -
Contacts
45 n holc 2 |
ability 5 B2C service sal Bills What can | do for you? >
Activities Mood ~ Confident Hold reason|
C sol 3 -
o B2C solution sale Legislation m ACTIONS
( * David Lashar
iti les B2C transactional sale |: re— §1 Filersiolders (7 Tag -
Opportunities U5, sales team B3 Organizations
. Billnumber A Name ’ .
Decision make . B2E channel-partner sale ( ;O nfl U re d
Descrip! Test
Contracts g People
n chang H000 igher Education - Tuition Rates - Exemptions egislative draft ession
u C B2E solution change CHO001 Higher Ed\ T R B Legi drafl 2020 S
ustomer contacts
o ~ 3 a | e S Acti CHO002 Public Safety - Handgun Permit Review Board - Repeal Legislative draft 2020 Session
rojects Customer engagement B2E solution renewal
Pursuit team contacts  + CHO003 Labor and Employment - Criminal Record Screening Practices (Ban the Box) Legislative draft 2020 Session
Close date
Bills . N ey Permit Review Repeal stati 2020
< , ot soton e Methods cHooos bl ety -Handgun Pemit Revien Board.- Repes! Legiacue cre 2020 sesson
Orders 711712020 Contact Oppor ro Accoun
CHo005 Natural Resources - Fishery Management Plans - Oyst Legislative draft 2020 Session
Zahid Khan Sales manager Keen360, Inc. £P solution sa e
RFP solution sale P CH0006 State Personnel - Grievance Procedures Legislative draft 2020 Session
Inve Arif Khan Other Keen360, Inc.
. CHo007 Higher Education - Tuition Rates - Exemptions Legislative draft 2020 Session
e ome Positions
Andrew Baker (sample) CHO008 Labor and Employment - Criminal Record Screening Practices (Ban the Box) Legislative draft 2020 Session
Documents Pursuit team partners
P + CHO009 Natural Resources - Fishery Management Plans - Oysters Legislative draft 2020 Session
Ful e Dashboards
Specialist s S Commen HB 123 AGood Bl for a Good Economy for our Great State Closed - not into law 2020 Session
Products . - Knowledge base HB0001 Built to Learn Act of 2020 Second chamber action 2020 Session
Mobile phone
+1 6172215187 HB0003 Business Regulation - Flavored Tobacco Products - Prohibition First reading & referral 2020 Session
Knowledge base 8 source Sessions HB0004 Public Safety - Rifles and Shotguns - Secondary Transactions Seenie T R 2020 Session
- HB0005 Crimes - Hate Crimes - Use of an Item or a Symbol to Threaten or Intimidate Second chamber action 2020 Session
Amendment:
Keensa|es SO| Ution = e 1B0006 Public Safety - 9-1-1 Fees - Audits Second chamber action 2020 Session
: HB0007 Environment - Public and Nonpublic Schools - Inspections for Mold Hazards and Mold or Moisture First reading & referral 2020 Session
. Referrals Probleme
Baseline B2C, B2B, and B2G Sales Methods T ————— E—
Milestones HB0009 Maryland Horse Industry Board - Breeding Stables and Horse Establishments - Definitions First reading & referral 2020 Session
HB0010 Public Buildings - Changing Facilties - Personal Care for Adults Second chamber action 2020 Session
Ballots
HBOOT1 Judges - Election, Retention, and Mandatory Retirement Age First reading & referral 2020 Session
HB0012 Department of Veterans Affairs - Homes for Veterans - Veterans of Uniformed Service Second chamber action 2020 Session
HB0013 Solid Waste Management - Prohibition on Releasing a Balloon Into the Atmosphere Second chamber action 2020 Session

KeenLegislative Solution: Constituent Services & Legislative Tracking

13




How might we help?

Validate needs, build confidence, confirm value, seize opportunity

Discovery
Mutual introductions

Education
Review of the Creatio platform

Confidence
Executive-level analysis & report

Friendly Conversation

Let's talk about your business, its ambitions, its needs. We can share
our own experience and ideas. Together, we can explore the question of
what kind of CRM strategy and platform might be right for you.

Product Demonstration

Let's take a look at Creatio capabilities using some requirements and
scenarios from your own organization. This way, we can build
confidence in the ability of the platform to meet your needs.

Blueprint, Roadmap, & Impact

Let's validate that CRM and Creatio are right for you. We can run a fast-
paced engagement to confirm your business vision, then draft a
solution architecture and a realization plan, including assessment of the
business impact. After which, you will be ready to decide, commit, and
launch with confidence in organizational alignment, system adoption,
and business value.
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Product Introduction: Creatio CRM

Commercial Excellence | Customer Care | Systems Support



What is the core CRM functionality? (1 of 3) 6

Targeting, engaging, and nurturing potential customers

Keen360

MARKETING“*®

360° customer view Business process management
Intelligent data enrichment Productivity tools

Segmentation System designer
Website behavior tracking

Lead management

Trigger campaigns

Personalized email marketing
Event management




What is the core CRM functionality? (2 of 3) 6
Managing and converting leads into opportunities into sales

Keen360

S A L E SCreaﬁo

360° customer view Contract management
Intelligent data enrichment Product management
Collaboration tools Document flow automation
Business Process Management Project management

Lead Management Mobile sales

Opportunity management Knowledge management

Orders and invoices Synchronization and integration
Field sales management System designer
Sales forecasting

17




What is the core CRM functionality? (3 of 3) 6
Recelving, assessing, and responding to customer requests

Keen360

S E RVI C ECreotl'o

360° customer view Release management
Intelligent data enrichment Service catalogue

Omnichannel communications Service level management

Contact center Configuration management
Business process management Knowledge management
Request management Synchronization and integration

Problemn management System designer
Change management

18




How to design and support a structured workflow?

Business Process Management (BPM)

Process elements

User actions

Perform task

User dialog

Open edit page

Auto-generated page

Pre-configured page

Send email

Approval

EEE0DEE 6

%

<
a
@
3
o
5]

Read data

Add data

Modify data

Delete data

Formula

Change access rights

Call web service

ooeooonn

Predict data

Collaboration on complex projects
Document approval

DCM processes

Presentation

CANCEL  ACTIONS Q .& Q

Started from N

another  Set process started Oppornity is
process from another one defined?
Yes Yes
L\ » >BO ’ i {j >a e
Opportunity No Opportunity
stage Save opportunity id Process is running by Connect process t Read opportunity stage was
modified to ... opportunity? opportunity stage number modified bu.

-—
N P . = ®
Canceled, Completed Completed

Read opjortunity Confluct Prepare proposal Set opportunity
data presentation stage to Proposal
submission

Lead is known O
+ Call later, No answer
<> (e
- ﬁ( Canceled, Completed

Call customer:
Read lead data Set conduct specify interest,
presentation start arrange proposal
date

Process library

Process

E Presentation v7.8.0

SETTINGS PARAMETERS METHODS

Code*
Presentation780

Version

0

Tag
OpportunityManagement780

Process description

Package*
OpportunityManagement

Maximum Number of Repetitions

100

Process instance caption
[#[PropertyValue:Caption]#]

Active
Enable logging
Serialize in DB

Actual version

Structured BPMN processes

Process monitoring and analytics

O

Keen360
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How to support an end-to-end method or lifecycle (for less-structured work)?

Dynamic Case Management (DCM)

Approval of vacation leave request

SAVE CANCEL ACTIONS ~

Send the notification to the
requester®

=; Disable editing®

Add step

& Approval by a manager*

Appoint an owner

% HRManager approval*

[ Accountant approval*

Issue a vacation order®

Send the notification to the

requester®

Add step

Compecs

Appoint an owner

Send the notification to the
owner*

Change access rights

:  Change access right

parameters

Send the notification to the
requester®

Add step

Drag-n-drop tools for case modeling

Case engine
Consolidated real-time analytics on case execution

]

Send the notification to the
requester®

Add step

Approval

=5 Change access rights

% Open edit page

Perform task
Send email

Sub-process

* 0
) Ganceled |

Send the notificatiol
requester*

Add step

Case

Requests

Status

Descriptio
Approval of vacation leave request

UsrCaseVacationApprovement

Use this case with re Is where:*

Type = Vacation
Other properties

Package*

Custom

Active

Actual version

o)

Keen360
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What is an example that combines business processes and dynamic cases? 6

An incident management process

Keen360

Hardware maintenance

/A ACTIONS ~ Q. Q

Case registration Case classification Research and diagnostics Resolution and recovery What should be done?

Check cooling system

= Identify client £ Case dassification ‘ ‘ [ Check power ‘ ‘ £ Provide resolution to the £2  Closure
PO
Task category*
Todo
Not enough
K  Specify information x | informa tion l K ~ Addstep
- When is the step performed?
B B : At the start of the stage
< Register case Indicdte the Analyze the Select the service
symetoms symptoms Startin
Softy bl N
cmergpeRen 0 minutes
K - Addste O— @
b \' B—'B—' B—'Q Planned duration

Specify tht problem Select the problem elect afsignees
‘details category eduy 20 minutes

Hardware problem
v

Sell
g
Show in calendar
>B >¥
[0 show page automatically

Indicate the Analyze the Select thé service
symptoms symptoms
Who performs the task?
Not enough [#System variable.Current user contact#]

wwwwwwwwwww

‘ ‘ Hint for user

= Describe the problem found Remind in

0 minutes

K - Addstep Connectedto  +

Case

[#Main record.|d#]

Automated capture from emails or portal Incident investigation, routing,

Case priority management and escalation
Automated response and resolution time Incident closure with customer
calculation feedback

21




How is team performance monitored and managed? 6

Metrics, reports, and dashboards

> Cases What can do for you? bpmonline @
= [7) show closed cases 2 Assignee v {1 Filters/folders v (7 Tag VIEW ~

CASE ANALYTICS OF THE QUARTER CURRENT STATUS QUARTERLY KPIS

Q)

-|- Workload per support line e v Active cases by service

12

Quantity

Active cases by source
F Number of active cases

15

w %

Active cases by priority

= 2
Email (4 5
08 ; W
Medium

Registered vs. closed cases Pt

Out-of-the-box metrics, reports, and dashboards
Wizards for defining additional metrics and creating new reports and dashboards
Interfaces for importing and/or exporting with external analytical systems

22




How is team performance monitored and managed?

How are communications and messages handled?

Office 365 Outlook

Search Mail and People O @ New |V M Delete & Archive Junk |v¥  Sweep Moveto v

A Folders Inbox All v
Inbox 4 Today
Clutter 1
Mary Stone
Sent ltems Switch a meeting e
Drafts 1 Dear colleagues, we have moved our meeting to 05.14.2016 at 1pm. Looking forwar...
More John Bell
Conduct a meeting 1418

Hello Michael, We have previously scheduled a meeting for 04.12.2016 at 10am. Ple...
A Groups s New

Max Callavera
Q Cooperation 14:17
Hello, My name is Sam, | would like to discuss the terms of the service contract and...

Groups give teams a shared
space for email, documents,

and scheduling events. Kyle Willis
Business proposal 14:16
= Discover Hello Michael, | would be grateful if you could send me the business offer from ATD...
+ Create
Joe Gomez
Presentation 14:15

Hello, just wanted to let you know that it would be more convenient for us to condu.

Janice Nguyen
Service contract 14:13
Hello Michael, Please see attached the contract. Are you available for a short meeti...

Last week

George Reid
Cooperation 4/22
Hello, My name is Sam, | would like to discuss the terms of the service contract and...

Matthew Barrett
Business proposal
Hello Michael, | would be grateful if you could send me the business offer from ATD...

Data import from / to Excel
MS Exchange and Office365 integration

PBX and cloud telephony integration
Google integration

Categories v eee 9 Undo

Switch a meeting

A
Mary Stone <M.Stone@astra.com> & 9 Replyall |v
To: O John Best; v 14:19
bpm’online
bpmonline Q Searchin AlTypes  ~ &F
=
Mary Stone Mary Stone
m.stone@astra.com> m.stone@astra.com>
John Best John Best
i =+ Add to Activity History i <+ Add to Activity History

/7

Dear colleagues, we have moved our meeting to 05.14.2016 at 1pm. Looking forward to see you.

Built-in integration with email and
calendars

Custom integration capabilities
Mail integration via IMAP / SMTP
Two-factor authentication

O

Keen360
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How is the application implemented and enhanced?

Wizards for no-code, real-time configuration and updates

Contacts: Page

Add new column

PhotoTimeZoneContainer

Boolean
=9 Date I' Full name *
Decimal |
' Fulljob title
Integer
Lookup I’ Mobile phone
I' String

I' Business phone

Add existing column
I' Email

I
Account
Address type

[~ Birth date

I
City
Confirmed e AccountProfile
Country
Created by

=1 Created on

Data entry compliance

Ul customization

Agile system localization
Visual content designer
Business rules management

CANCEL SECTION PAGE BUSINESS RULES

CASES
A . K
CONTACTINFO  CURRENT EMPLOYMENT ~ MAINTENAN
Type
Title
B Detail: Contact communication options
Detail: Contact addresses

Detail: Noteworthy events of contact

Detail: Contact relationships

NEW FIELDS GROUP NEW DETAIL

Development configuration
Mobile app customization
Application personalization tools
Dashboards and analytics

CE  HISTORY ~ATTACHMENTS AND NOTES

Owner

Gender

Preferred language

O

Keen360
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How is access and visibility controlled? 6
Industry-leading practices for authentication & permissions

L
> \/.Murphy What can | do for you? > bpmon“ne @
7.13.0284 X
— W CANCEL g-
~ B
®
Contact* Valerie E. Murphy Culture* en-US
+ Type* Company employee Home page  Agent desktop
Active Date and time format  English (United States)

il

b < GENERAL INFORMATION ROLES LICENSES RIGHTS DELEGATION ACCESS RULES >
ﬂi Authentication

®  Bpmbonline authentication LDAP authentication

K Password expiration  &/31/2020
date

ate
Reset password  []]

00006

Data protection and multilevel « LDAP integration
security from unauthorized access « Activity log

Access rights management
Web SSO support

25




Where to learn more?

Useful links re functionality, technology, and pricing

Creatio

Sales:
https://www.creatio.com/sales
Service:

https://www.creatio.com/service
Marketing:
https://www.creatio.com/marketing
Studio:
https://www.creatio.com/studio

Technologies:

https://www.creatio.com/our-technologies

14-Day Trial:
https://www.creatio.com/trial/creatio
Pricing Calculator:
https://www.creatio.com/crm-pricing
Studio Pricing:
https://www.creatio.com/studio/pricing

Marketplace (add-ons):
https://marketplace.creatio.com/

O

Keen360
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https://www.creatio.com/sales
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Appendix:
Information on Keen360

Commercial Excellence | Customer Care | Systems Support



Who are our principals?

Zahid Khan

Partner

« Background: Advisor & leader

for re-engineering workflow
and delivering managed
services for customer-facing
operations & systems

Specialties: Customer &
commercial ops, CRM
systems, data quality &
analytics, business system
design, managed services

At Keen360: Leader for
Service360 (BPO)

David Lashar
Partner

« Background: Advisor &

executive leader for planning
and delivering IT-enabled
transformation in commercial
iIndustry & public health care

Specialties: IT strategy,
program & portfolio
governance, solution
architecture, CRM methods &
systems, delivery excellence

At Keen360: Leader for
Engagement360 (CRM)

)

Keen360
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Keen360

What is our mission and passion?

Client Success

We liberate executives and managers with customer-facing responsibilities to focus 1) on that which will enable them to seize their
marketplace opportunities and realize their business strategies; 2) on that which will make their companies different and better than
the competition.

Service Delivery

We enable company leaders to achieve consistency and excellence from their teams for commercial operations, customer care, and
system support. We improve these teams via our professional services and solution suites. We complement these teams via our
managed services.

Value Creation

We deliver alignment of teams and technologies with strategy. Insight on markets and customers. Availability and quality for data.
Relevance and resonance with customers. Excellence in commercial operations and customer care. Compliance with standards
and policies.

Passion & Commitment

We take pride in generating value for our clients and their customers; empowering our clients to achieve their objectives; fulfilling our
commitments.

Experience & Performance

We believe in the power of visibility and transparency to bring about good decisions and high performance. Hence, our motto: See
and serve your customers better.™

29



Contact Information

N zahid khan N david lashar N jemi christian

E founding partner Z partner E director of operations

E zahid.khan@keen360.com E david.lashar@keen360.com E lemi.christian@keen360.com
E 215.694.8244 E 240.766.7437 (google voice) E 610-717-7061

E zahid-khan-3952056 E davidlashar E lemi-christian-44411712
keen360, inc @ info@keen360.com }1<?n5go gfséﬁjvses?;’eﬁ)iu{tgeélg?

610.945.1802 www keen360.com

We make your commercial operations, customer care, and system support better.
With advisory, integration, and augmentation services, we do it with you.
With managed services and our near-shore support center, we do it for you.

O

Keen360
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