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¥ CRM  Problems

Cost of acquiring NEW 020 CUSTOMER BEHAVIOR are Building up CRM for SMEs costs
CUSTOMERS and Ads is getting hard to fulfill and satisfy. high and time-consumed.
higher.



W CRM | Solutions

A Cost-Effective CRM SaaS Integrating customer
data from Omni-channel

N $
MM 'g' =/

Omni-channel customer data Al assistant Making Money. Fast implementing Saving Money.
Integration.

Cloud Services




Vital CRM Features Building Blocks

External System Integration
E-commerce Point-of-Sales

GSSCLOUD  Account Center -SSO

Infra. Integration Purchase / Provision Integration ERP / Order System

APls

# Download on the SE1OH { ! >
@& AppStore | P> Google Play

Marketing ‘ Sales | Services *  Analytics

\

 Marketing Edm « Opportunity Mgnt * Service Notes *RFM Analysis
» Marketing Script  Contact History * Service Script * CLV Prediction
*Line@ Integration * Order Mgnt * Follow Up Task *Rule/ML based

* Task / Meeting * Service Reminder *EDM Analysis
 Sales Analysis

= 2N

8 . Customer Notes %3 Contact Collector © | Calendar (Task / Meeting)

Customer / Company




W CRM

Melanie Seite Photo Album

at Domzoom

’ \ ' ‘ Paste Tag i

L8 Channel/Online/Organic Search
Income Level/$30,000 to $49,999
Industry/Students Interests/Sports

Please enter your notes here

Order

News Opportunity

Communication Records Audit Log

CRefresh All sort by Last Modified ~ | Date 7 Filters
: )
Lycoris Saunders X &
@ 2019/09/04 00:00
@ Internal / @Melanie Seite
this is a note

Lycoris Saunders Created on 2019/09/04 00:00

Leave Message

Build up 360- View of Customers

ki Search for Name. Search f..

*qJ Search for Melanie Seite+D...

|

— Add a Calendar Event]

Melanie Seite View Profile
003cb267ce834279a6be6749bbe

Home address = No. 9, Lane
31, Jianguo 1st. Rd., Sinjhuang
Dist., New Taipei City, Taiwan
(Primary)

Display map

Age 23 Years Old
Gender Female

Modify by guest

Last Update 2019/09/16 21:38
Created by Chris Selesnick
Created on (time/date)
2019/06/23 10:07

Case Edit

i New Product Release(Clos

ImportantDate Edit

360-Customer View

Preference Marketing Script
New Engagement Events
Networking Opportunities
Order History Calendar

eDM Notes

SMS

Social Messages

Important Date



¥ CRM e’ Men Shoes & Accessories

Challenges

« Hard to encourage male customer to repurchase
« Remain the balance between providing both professional and
personalized service as they grow.

One-time buyer Hard to encourage Increasing
Problem customer to Marketing &
repurchase Service cost




¥ CRM ORINY Insight to Action
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Demographic
Data
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Web/App
Behavior

-

2

Social

Prediction Analytics Tagging by
- LifetimeValue .« RFM « Buying Cycle
« Repurchase « Web page « Online Behavior

Transaction
Data

i)

c

)

S 5
@)

.; g

2 o)

o) -

9 T

| -

= )

e -

© S

a 7

S

O

« Email marketing
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Direct Mail
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Engagement
Data

‘ Behavior Data Feedback
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DEMO

1. Personalized Customer Care for
New Customers

2. Target only Swing Customers to
Repurchase



v CRM Personalized Customer Care for New Customers

3 OMAEX ™M Gmail - RAFE -fib.. By Google 838 @ (ERBFMEVitals. <> HHE@VitalseSP.. Bl Zimbra: WM G5 GSSPortal - Portal <» Beryl T{EHEE -te.. @ MMM @ VitalseS.. @ XMW @ Vitals ES...

Hello, guest €Settings OLog Out ? FAQ | ©xLiveChat | English « |

InsightDemo_en . :
= Enterprise You Have 0 Text Message Credits Remaining (Buy)

04 Calendar | Customer | Company | Case | Opportunity | Order | SMS | Email | Marketing script | Social Media | Insight Search Customer Q - n_
| <
daciabie’ 6 3 3 7 Customer Name Recency Frequency  Monetary RFM Group
REM : Search a [« -
Analvsis The number of customers purchased e All VoAl VoAl Y All i g
y overthepast |1 010 days g
The higher the FM level, the more frequent they purchase
—————zemoed Metric by RFM Group Metric by Monetary
FM1 FM2 FM3 FM4 FM5 2500
2,167
T -
Select a Metric 21500 1784
” AT Tt | | o s ) Average Monetary C...
e Custo.. [ R T @ Number of Customers ¢4
higher [1.784] el s ‘
the R § R4 1.062
level, 1,000
the
more I ws 500 408 346 354 =
recent eeding | Promising (366] . . .
the 0
order § R2 > *o\\ C O R
is N c}°®c & a® 6\0 & e 906\6 ‘0\\
V\ezb T OO Y e Qso°
. ot & 0
R Passers-by [1.062] Hibernating [196] A ) c)'@
Number of Customers by LEVEL1
RFM Details - Intelres(;s ‘7';()7'55%)_\ Select Label Types
ndustry 1K (8.2 -\
Customer ... RFM Group gonetary Recency Frequency A A_ Channel 4K (30.31%) LEVEL1 w
Customers RFM_Customer RFMI_Company Sales Interpurchase Intarval New&Returning Customers Opportunities Users Notes Tasks Emalls Labels Events Dat © 9




v CRM Target only Swing Customers to Repurchase

STEP 1: Key in Marketing Cost Cost (per capita) STEP 2: Select More Likely to Respond Customers  Prob. of Purchase > (%)
999 35
1 I
Choose the optimal threshold Cost-Benefit Analysis
25M  24aM T g P e Sy ot 2 T e e 1y <o
263M  24.2M 24_0,4\‘ S5 24.26M 37M 2 1 M 1 6'329 1 29
: 0. : .
— iz Expected Revenue Expected Profit Expected Customers ~ Cost-Benefit Ratio
= 75
§ 17.5M
5 15M . . :
Z STEP 3: Target Customers with Follow-up Marketing Campaign
-
£ 1om :
2 From Insight to Action (Advanced) Do not Target those who are
a Extremely like to Buy
5M . Y EA ror
Target Customers List
i 9 Remove Prob. of Purchase > %
oM Customer No. Eredicted Prob.  Revenue(Exp... Profit(Exp.. a
0.0 0.2 04 05 038 1.0 26e133745€adde... 035 1,799 wo 0 0
Prob. of Purchase Threshold fe556285¢caa24d... 0.35 2,251 1,252 l
a1c9544ed0974d... 0.35 570 -429
dbca409d910d4a. . 0.35 1,099 100
566¢cSbad46141.. 035 120 -879
173f2ef61afbdce... 035 968 -31
0 ’ 0 4 2 4 M 389bcfdf1d1b48... 0.35 580 419 2 8 M
The Optimal Threshold The Maximum Profit R D o 935 4 il Expected Profit
Total 13,504.18 37343009 21,030,338
TiREL i Marketing Optimization
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¥ CRM | Competitors Analytics
Easy

Time to implement

v

CRM

Shelly
High HubSEt Affordable

Cost of implement

8 SUGARCHMV

ORACLE

& Microsoft

w
Y| 4
zendesk
salesforce W

Hard
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W CRM  Benchmarks

ﬂ , ',
A-Av

&

Insight to Action

weak fair
Tagging for Win weak weak
Customer
Task Win fair weak

Management
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We've Awarded by

SN2
Gartner 3¢ auiazcis

4

Gartner CRM Vendor Guide Taiwan Excellence Awarded
Listed in 2017, 2018

13



W CRM | The Percentage Growth Rate of Total Revenu

2017 v.s. 2018 2018 v.s. 2019

40.70% A 82.33% A

Revenue Growth Rate
90 %

80 %
70 %
60 %
50 %

40 %
30 %
20 %
10 %

0%

2016 2017 2018 2019 2020
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¥ CRM  Market Size (US$)

Target Market : emerging Asia Pacific countries

—

Taiwan Thailand Malaysia Vietnam Singapore Indonesia
1,000+ 20+ 5+ 5+
Customers Customers Customers Customers

2018 Target Market Size

Serviceable and obtainable market

$882M

2018 CRM Market Size (Asia Pacific)

Serviceable Available Market

2018 CRM Market Size (Worldwide)
Total Available Market

$48,230M

(Gartner 2018)

15



Business Model (US$)

We take $12K for annual subscription fee at

customer acquisition cost $1.5K

churn rate 20%

$882M 10K

Target Market Size Number of Customer
Serviceable market 500% growth

$42M

Projected Revenue
5% of serviceable market

16



¥ CRM

Quality & value, we're committed

(¥ Checkmarx

ISO 27001 Certified High Availability : 99.95% Web Vulnerability
Scanned

17



CRM

Q&A

Website : www.gsscloud.com/en
Contact : Joseph Lal
Emaill : joseph lai@gss.com.tw



mailto:joseph_lai@gss.com.tw

W CRM | Company Profile

Customers
by regions

Professional Software Products

: Taiwan
and Services alwa

O
@ .
Founded in 1987 P @ China
500 Employees | +i Japan
O Thailand

Malaysia

Laos

Australia

_‘ South Africa
-

(’)00’ SGS . ?ﬂﬂiﬁﬁﬁﬁiﬁﬁ

ISO 9001 ISO 27001 CNS 27001




¥ CRM
Brief History

—

e R R

LE VEL3

cvmi 7

Commercial Internet

' 2015 Vital Family Cloud Services

) 2012 SCOD Cloud Source Scan Service

Web-based Cloud-based

(Soﬁware as a Service -—.

) 2012 GSSCloud Purchase Platform

© 2012 Videgree CRM SaaS
| |

(Software Product

- 1 2010 Vis-a-Vis Report mgnt Saa$S

-'.“F‘ ]!
4

. Project

i i
b (LEES

.3 l

d"""{g—__ ]: -

> 4 ' 1997 IT Outsourcing

' 1989 Software Project

9 2007 Heart—-ITSM IT Services System

0 2000 Heart-CRM 9 2003 Vitals/KM KMS

0 1998 RADAR HR System
o 1998 SPEED Official Document System

0 1987 Agent of the Best Testing Tools

1987

1990 1995 2000

2005 2010 2017

JUSWIBASIYOY
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¥ CRM

1,000+ Paid Customers
40,000+ User Accounts

S B U %

Manufacturing Retail Healthcare Professional
Service

21



¥ CRM Top Five Industry-specific Solution Priorities of
Retail ClOs across 98 Countries

| Loyalty/customer relationship management _ 76% |

E-commerce systems 69%

Personalization/customer segmentation
Point-of-sale software
Mobile payment technology

Price optimization (regular, promotional, markdown)

Merchandising applications (assortment planning,
merchandise planning, space allocation, replenishment)

Merchandise management core systems
Beacons or other customer-tracking technologies
ltem-level RFID

Distributed order management systems

Store task management/scheduling systems
Real-time store-monitoring platforms

Other

In-store item-picking solutions

Smart machines (e.g., autonomous mobile
robots, drones)

Virtual reality

0% 20% 40% 60% 80% 100%
Percentage of Respondents

Base: Retail industry (IND) and willing to answer (A00), n = 88
Q. Please select your top five industry-specific solution prionities in 2017 from the following hist.

© 2017 Gartner, Inc.

Top Five
Priority Solutions

CRM 76 %

E-commerce 69 %
Personalization 49 %
Point-of-sales 39 %

Mobile Payment 38 %

Source: Gartner (2017)

22



W CRM | Vital CRM as The Center of Cyber-physical
Integration Hub

LINE official Account

CRM

_Marketing ___ Digital
Channels

Physical
Channels

Facebook Messenger

23



M

Sweet Space Dental Clinic

Unmanaged customer data

Making after surgery caring &
review appointment

Hard to recommend latest treatment

24



Problems

New Customer l

Customer Satisfaction l

Employee Turnover Rate t

25



Benefit

CRM

New Customer 40% t
Customer Satisfaction 30% t

Employee Turnover Rate 80% l

26



W CRM | vital CRM Follow Standard Cloud Service Structure f

Cloud Provider

Cloud | Cloud
Consumer Service Orchestration _ Broker
Cloud Service
Service Layer Management
| " Service
Cloud Busingas Intermediation
Auditor Support
Security -E’ g . 'Servicte_,-
el Provisioning/ o 2 ggregation
Resource Abstraction and Configuration 3 o
; Control Layer
Privacy |
Inpact AL Physical Resource Layer Asrgirt:::;e
Hardware Portability/
Performance Interoperability
Audit Facility

Ref. http://www.nist.gov/customcf/get_pdf.cfm?pub_id=909505
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W CRM | Intelligent Properties

1471734 CLOUD SERVICE SYSTEMS AND CLOUD METHODS

1349236 MONITORING SYSTEM FOR DYNAMIC TREATMENT
FLOW

567429 ROLE BASE ACCESS CONTROL METHOD IN

ORGANIZATION

28



CRM

InsightDemo_en

Creating Customer |

nsight Leads Better Actions

Hello, quest fxSettings OLog Out 7 FAQ | €3 LiveChat | English =

Enterprise You Have 0 Text Message Credits Remaining (Buy

f Calendar | Customer | Company | Case | Opportunity | Order | SMS | Email | Marketing script | Socail Media | Insight Search Customer Q - n
@ Ask Insight " Order Date
: v 3 7 | ] 7 3 8 RFM Grou Product Categor
Sales 6 r 4 ' - = lbd L. ~¥ 12 Months (Cale... v
2 Number of Average Order Average N pes
NO®
Sales Metric Trend Product Performance
@ Sales Metric ® Sales Metric(Last Year) Product Total Numbr
Axiton 3.48% Revenue of Ord
700,000 693.026 Cisco TelePrese... | C I_V P red | Ctl on
GBC Ibimaster ...
600,000 Canon imageC... I
527731 526,396
500000  4BE993 00000 Saofe-- Lexmark MX61... 92,936 B u yl n g Cyc | €
Samsung Galax... 90,752 304
= 2018/04 2018/05 2018/06 2018/07 2018/08 2018/09 2018/10 2018/11 2018/12 2019/01 2019/02 2019/03 HON 5400 Seri.. if 6 RF P % A | X
/ / ! / / / / : :
Hanavasall Emii &N TEN = -_ a eVI eW n a S I S
Total 6,019,542 : g y
Sales Map .
ol Top 50 Customers RFM Ana |yS IS
Sanmin
2 ’ Fuzhay Customer Sales Metric ~ Com
'Ganzhnu .
o - T - Sales Analysis
_Longyan .wﬁbm Hunter Lopez : .-
_ Zhangzhou | ' Karen Daniels 1
B gl e Tasks Analysis
- Jieyang ."‘*""’f'" - . Victoria Pist... . .
Eyuan *  Shantou IH :
a0 o TAWAN WobRitey Email Analysis
Shanwei, - [ ' . | Gary Mitchum
Customers Sales RFM_Customer Opportunities Notes Tasks Emails Labels Events

Opportunity Analysis
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M | Web/Mobile Interface Ready!

GuestEANE OWRE ORE ? 2B | FHE
CREENE (A8 8o ERER (BR)
AREFS: a- B8

@ Iff ®F Q8 @ BHER | BR ER | GRABR | GRES | BEEs |

LBENRES |41
ARNERREcEs Ll IR OMEm N N EEESEN
e ERERRRmERAE
Ben Foster
- e
v ERARN

& TEST 2itTFEALE v O (@ ®
ponl ¥ cru

30 1 2 3 4 7 = All Tags
o ; ﬁ A SunEE a Contacts &~ 27 HERES v EAv B0 2
7 9 10 1 . Personal c—

) ; Welcome to Videgree Cloud Service! This servi [@

is desi SERS@ i = | g ot
ce is designe... ...(0: ) Nick Wesley ls BT v % My Conditions > Tag

SA R (0)
SAEH(©O)
. - Personal FHEA0)
@ e TEST(1)
" - . VIP(1)
. ;’:\;‘*A‘;‘pﬁ15"'ese"‘a"° sendtmeconiact~ WWe€lcome to Videgree Cl¢ . a.‘

Fisa - Service is designed... F(2)
@ 01/17 12:00 ~ 05/23 12: * 4EEn(s)

[=Q Presentation . ”(1 ,

@ Serena LG
Gss ~ FEn
The budget is 1,000 * AW2)
Y Filtera 016106701 TS5 SAP B
: — (1)
¥ Filtera EENEE2)
(G W(2)

Q E5MM(3)

T51:52

Calendar

2 2 23 24 2
28 29 30 31 * MENU TagTagTag (6)

Name HRR Age * Gender Mobile Phone Tags

v @ catherine George ® 8 Female 0912345678 [ a3 |

Note TagTagTagTagT
v @) Janet Chapman B 18 Female 0512345678 O

Dashboard Susan Tag (112)

Apple Inc. (2223)

» @ carl wood & 18 Female 0912345678 o €D Tag ()

’ Rachel Hanson 18 Female 0912345678 o
cace ° . P Tog 4

Sales v

Contacts

g » O &

Caiendar

&

TagTagTagTag (..

v @ Alice Gibson a 18 Female 0912345678

v TagTagTaq

Marketing v

NIE) » @ Pamela Morrison s 18 Female 0912345678

> m
HE®R@2)

y Tagl (3)

Report v

» @ Dylan Nichols & 8 Female 0912345678 Tagl (5)

Project v Tagl (7)

» @ Madison Pierce & 8 Female 0912345678

Files
» § Justin Garza & 18 Female 0912345678 ¢ D

B E B B

MANAGE - -
£ System Setting G First £ Prev 1 e 3 4 5 Next 2 lLast 50 v per page 1 -500f 9] items
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M

Sales Management Comes The First Order of
CRM Solutions Adoption

Adoption Order of CRM Solutions
In One Out of Three Participating Organizations, Sales Implementations Come

First Among CRM Functions

m 1st » 2nd = 3rd 4th

Customer Service
and/or Field Service 20% | 7%

Sales

Marketing 16% 4%

Digital or E-Commerce

All Functions at Once

0% 35% 70%
Percentage of Respondents
Base: Respondents who have CRM functions in their organization (n - s Source: Gartner (2019)

3 " L TR d
% BT iat- I atlaml= s b s A 0T dlalal i larmiorn o 1 i i F T T 14T
, 7 | 1 Witddl Ol Weaele L s AT I pHeinigiiiiell al Yy I RIEer=10] LI

h ¥ N g r ) 4 i Ba . H
” | W R YRR L ri b '_.:.'Il.l = |1l

31



W CRM | Scrum -Agile Developing Framework
Vital CRM Has 119 Iteration Updated Since 2010

| _ Developers
3‘3 — 2 85 % ‘. >
Product Product Sprint Planning Sprint
Stakeholders Owner Backlog Meeting Backlog

~0  Developers
M

g ® |

Process improvement
feedback

Requirement v
feedback Daily Scrum
(15m|n)

~0O  Developers Developers Pr;r N .._1 Day |

& ‘ ‘ k‘"2-4week* _—

' | M Sp"“t “'Pb Developers
g sma"‘ — o « S
Retrospective Sprint Demo Potentially shippable o = & ‘
Meeting (Review) Meeting product increemnt

https://funevo.com/2015/06/27/scrum-ru-men-jie-shao-xin-shou-zhi-nan-introduce/
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W CRM

7 | N
e A0y
e =
b

iR
[N
f ﬁ 1 \
LA .

Continuous Operation and Services Framework

ywvwv w

Knowledge BizForm Task & Meet Official Document

vV Vv 9

Payroll General Ledger CRM

i o |

Client

Subscribed all services from
single provider

30 days free trial to make sure
the service is suitable

. consulting service provided

> Vit
Paypal ~ Credit Card [ am

Affiliate Co-Mkt

Consulting = 1Line Srvc % -

Channel Mgnt.

7*24 Service Channel

Channel

1. An easy use channel communication
portal

2. Co-marketing, co-selling with Channel

3. Provide sales training and service
people training
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W CRM | Vital CRM as The Center of Cyber-physical
Integration Hub

LINE official Account

CRM

_Marketing ___ Digital
Channels

Physical
Channels

Facebook Messenger
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W CRM | Business Model Canvas - Vital CRM

Key Partners Key Activities Value Customer Q
MS Azure, Agile Development ~ Propositions Relationships
Amazon AWS, Version Upgrade Cloud Services to Customer

CDN, SM5 APls Development empower Successful Team
provider, Name Ecosystem Enterprise

Card Reader Integration management

and business by IT

Customer
Segments

Company
Revenue under
$100M

Employees under

5& Online Store,
Direct Sales Team,
Marketing,
Key Resources Sales and Service
: Partners in Target
@ Technical Team ‘.‘{ Market E%

Cost Structure Revenue Streams =
Cloud Platform, System Developing, Marketing, New Subscription and Renew Subscription in e

Sales & Service Operation

Annual Basis

http://www.businessmodelgeneration.com
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v CRM CRM Is Forecast To Grow at A 17% CAGR through 2022 in

Asia/Pacific

Growth 2018

Region 2017 YR 2018 YR Share 2017 YR Share 2018 YR YR

'North America 24,389.8 28,101.0 58.5% 58.3% 15.2%
'Latin America 1,373.2 1,465.8 3.3% 3.0% 6.7%
'Western Europe 9,101.7 10,691.7 21.8% 22.2% 17.5%
Eastern Europe 613.0 133.7 1.5% 1.5% 19.7%
' Eurasia 238.9 264.5 0.6% 0.5% 10.7%
'Middle East and North Africa 480.5 511.8 1.2% 1.1% 6.5%
Sub-Saharan Africa 209.9 246.1 0.5% 0.5% 17.3%

Japan
'Mature Asia/Pacific

' Greater China

Emerging Asia/Pacific

Total 41,726.7 48,230.5 100.0% 100.0% 15.6%
‘Source: Gartner (May 2019)

CRM Software Spending by Purchase Style

= On-Premises n Saad

90

CRM Cloud Spending Exceeds
Spending on On-Premises Worldwide

Percentage of CRM Software Spending
&

. On-Premises

. Saas
0

1D: 383365 © 2019 Gariner, Inc.

2016 2017 2018 2019 2020 2021 2022
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