


3:00-3:45 PM
Leveraging Innovations in Bl for Operational Improvement
Presenter: Mark Smith, CEO & Executive Vice President of Research

We've all heard it. Leading organizations are using Operational Bl to gain access to, and delivery of,
information that’s used to drive improved actions and smarter key decisions. Without having Bl deployed
pervasively in your organization, you are at a competitive disadvantage, as you probably have higher
operational costs and are not achieving your maximum performance.

As technology for Bl advances, simpler approaches for deployments and use are coming to market.
Through embedded Bl into applications, from the adoption of Open Source BI, to the use of Software

as a Service approaches, there are many business model and technology approaches in Operational Bl

to be considered. In addition, the use of spreadsheets has grown to be a large obstacle to operational
performance as everyone has their own version of the truth. New spreadsheet management technologies
have entered the market to rationalize and govern spreadsheets while also embracing and extending them
for their full potential.

In this session, you will learn how to leverage Bl technology and process innovations for operational
improvement.

4:15-5:00 PM

Infusing Operational Performance Planning for Operations -

Presenter: Colin Snow, VP and Research Director — Operational & Supply Chain
Performance Management

The stark reality of operations is that change is constant and each day organizations are adjusting their
plans and activities to meet customer demands and operational responsibilities. Because many of these
changes are not tracked and examined, organizations can stray from sales agreements and operational
plans - leading to frustration and tension between management and sales.

As organizations realize the limitations of applications such as spreadsheets, there is new pressure to
coordinate and collaborate on operational plans for better utilization of assets and resources. When
adopting operational performance planning as the centerpiece of management and decision processes,
companies see the need for new applications and capabilities that help synchronize sales and operations
for improved operational performance.

In this session, you will learn how to jump-start you operational performance planning process for success.
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Sessions - Customer Performance Management Track

E  9:30-10:15 AM
Innovating Customer Performance
Presenter: Richard Snow, VP and Research Director - Customer and Contact
Center Performance Management

The necessity of maximizing the value of customer relationships has driven many organizations to
dramatically shift how they operate. Improving profitability and achieving customer satisfaction is a difficult
balance. Fortunately, there are new techniques and methods to improve existing processes and create
news ones that are directly supported by new types of business technology and applications.

Customer Performance Management is one of the newest approaches focused on customer centricity
and the methods to improve the operations and performance level requirements of your organizations.
Accomplishing this in reduced time, cost and risk is readily talked about, but not easily achieved. With
new techniques in working across departmental areas from marketing and call center organizations, there
are applications that can help integrated a single version of the customer and operate with new types

of customer planning and responsiveness. This session will guide you on ways to integrate business
technology within your customer operations and processes to maximize value from your customer
relationships. This session will also set the foundation for the following sessions in the Customer
Performance Track.

m 10:45-11:30 AM
Simplifying Information Management for Operations
Presenter: David Stodder, VP and Research Director - Information Management
and IT Performance Management

The mission to create a 360 degree of your customer has been a decade-long, but now is essential to
centralizing and maximizing customer interactions and making the most accurate business decisions.
How do you achieve this? New advancements in information management from a business and
technology perspective have made this possible at a fraction of the cost previously seen.

Rationalizing your data is one step, but bringing your documents, reports and relevant information into
a common repository requires effort. In addition, having the consistent context and usage of information
requires tackling the information governance and master data management (MDM) technologies to
establish the information management foundation you require.

This session will look at the latest in utilizing information management technology including techniques
and processes like data governance, MDM, data quality and integration technologies. This session will
highlight our Customer Information Management, Master Data Management and Bl & Search research
from the last 12 months to provide you with the ability to know how you compare with your peers in the

industry. .
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®  11:45AM -12:30 PM
Building Customer Operations and Customer Experience Management Systems
that Matter
Presenter: Richard Snow, VP and Research Director - Customer and Contact Center
Performance Management

The mandate to improve customer relationships starts with an organizational and process-based focus to
ensure the right level of customer operations for achieving the performance desired. At the heart of this
process is an efficient set of applications and business technology that can help improve the customer
experience and relationships.

Improving customer interactions happens in the call center. Having efficient methods to support the agents
and helping them improve their own performance should be part of your overall customer operations
strategy. Providing the right level of rewards, training and guidance is possible by leveraging performance
management systems.

This session will look at the latest in processes and technology to provide the information required for
improving customer operations. It also includes an examination of the latest in customer experience
management and information technology that utilizes events and analytics. This session will highlight
our latest Customer Information Management, Customer Interaction Technology and Contact Center
Performance Management research to provide you with the ability to know how you compare with your
peers in the industry.

H  2:00-2:45 PM
2006 Leadership Award Winner - KLA Tencor - Best Practices Case Study
Presenter: Stephen Stone, KLA Tencor

This session, presented by Stephen Stone of KLA Tencor, will examine the best practices and
experiences that helped the company improve customer service and operational performance. Through
the right level of effort in processes and systems, transformations can be made in helping organizations
strive to reach the right level of customer and service level agreement objectives. KLA Tencor was the
2006 Award Winner in best practices for Performance Management.
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H  3:00-3:45PM
Eliminating Spreadsheets and Bl Barriers to Customer Insights and Metrics
Presenter: Robert Kugel, CFA, SVP and Research Director - Financial Performance
Management

Managing the spreadsheet dilemma and eliminating the million points of truth is now one of the

largest business and technology challenges of organizations. Are you addressing it? In addition, many
organizations do not have one Bl system but dozens of them that are providing information to customer
facing individuals and organizations. New advancements in controlling the access and delivery of
spreadsheets have now been tested and available for any size organization.

This session will look at the latest in business technology that can help you remove the spreadsheet
dilemma and get on a track of having consistent customer insights and metrics. New techniques will put
the lid on the million points of truth found in spreadsheets.

m 4:00-4:45PM
Leveraging Customer Analytics and Information Across Contact Center, Sales and
Marketing for Success
Presenter: Richard Snow, VP & Research Director — Contact Center Performance
Management

Operational Performance Management would not be complete without a focus on the customer and the
insights and information needed to optimize operations across departments and processes.

Utilizing analytics to understand the probability and predictability of customer behavior is critical to
determine the likelihood to generate revenue and meet operational targets. New advancements in
utilizing customer data and applying analytics, along with providing high quality and consistent customer
information, is core to your Operational Performance Management strategy.

This session will look at the latest in business technology that gives you the competitive insights and
capabilities to achieve your targets, while streamlining customer operations. The opportunity to fully derive
the value from your customer assets - the generation of repeat and increased business - is available to
you, but will require deeper insight into the customer experience.

This session will also highlight our Customer Information Management, Customer Interaction Technology
and Contact Center Performance Management research and technology insights from the last 12 months
to give you the ability to know how you compare with the rest of the industry.
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Event Activities

Welcome Reception

Kickoff the event enjoying food and drinks in a beautiful room with breath-
taking views of the San Francisco Bay. Mingle with Ventana Research
analysts and other conference attendees in this informal setting.

Awards Luncheon

The Ventana Research Performance Management Leadership Awards
recognize organizations that have demonstrated leadership in orchestrating
people, process, information and technology for optimum business impact.
Winners of the 2007 Performance Management Leadership Awards will be
announced at the Connections 2007 luncheon. Also, selected winners will
present their case studies throughout the day. The award focus areas are:
Overall, Finance and Workforce, Operations, IT Performance and Information

Technology.
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Solutions Expo and Networking Reception

Join us for an evening of networking and learning in the Solutions Expo.
Solution providers will be on hand to demonstrate and discuss their latest
Performance Management products and service offerings. Analysts and
speakers will be available for additional exchange of ideas.

Substitution and Cancellation Policy

Substitutions may be made at any time by emailing notification to
connections@ventanaresearch.com. Cancellations communicated to
Ventana Research by October 1, 2007 are subject to a $100 processing fee.
Registrants who either cancel after October 1, 2007, or do not attend the
conference are liable for the full registration fee.

*Team discounts apply to end user organizations only.

Register today: www.ventanaresearch.com/connections

Registration & Fees
Connections 2007

= $399 Early Bird price
(available until September 10)

= $499 Standard price
for unlimited access to
Connections 2007
conference sessions,
keynotes, special networking
events, expo and meals.

Team Registration Discount*
When you register three
colleagues from the same
company at the same time
with payment, the fourth
colleague may attend for free!
Early bird and standard pricing
applies. To receive this discount,
please email: connections
@ventanaresearch.com before
registering.

Register now for Connections
2007 at www.ventanaresearch.
com/connections
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Hotel and Travel

Connections 2007 Hotel
Marriott San Francisco Airport, 1800 Old Bayshore Highway,
Burlingame, CA, 94010 Phone: 650-692-9100

The Marriott San Francisco Airport Hotel is located just minutes from the San
Francisco International Airport, and 15 miles from downtown San Francisco.
Their newly renovated rooms, many with magnificent bay views, offer Wired
for Business®, providing high speed Internet access.

Room Rates

$189 for a Single or Double.

This special hotel rate has been negotiated for Connections 2007
attendees only. You must register by October 1 to ensure a reservation at
the discounted rate. Please call to make a reservation.

Reservations
1-800-228-9290 or online at www.marriott.com.

Transportation

San Francisco International Airport is approximately 1 mile away from the
Marriott and the hotel offers a complimentary airport shuttle service available
24 hours a day to/from SFO International Airport. You can also take a taxi for
approximately $7 each way.

Hotel Parking

Self-parking charges for guests are $1 per hour ($20 max per day).
Overnight guest self-parking is $17 per day. Valet parking is available for
$20 per day.

Weather

The average high temperature for San Francisco is 70 degrees and the
average low is 53 degrees. Check out the current weather for San Francisco
at www.weather.com.

Dress
Dress for the conference is business casual.

Register today: www.ventanaresearch.com/connections

Connections 2007 Hotel

Marriott San Francisco Airport

1900 S. Norfolk Street
Suite 280

San Mateo, CA 94403

Tel: 650-931-0880
www.ventanaresearch.com
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