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CRM Strategy and Readiness 
A process for developing a Customer Relationship Management strategy that improves responsiveness to customer needs, lowers support costs, drives greater sales and service effectiveness, and sustains value growth.
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Fostering long-term customer relationships is key to building competitive, profitable and winning companies.  Is there an easy way to do this? Many companies have looked to CRM applications for the answer. But the fact is the majority of CRM implementations fall short of expected goals for improved financial performance.  

Studies show CRM failure can be linked to a number of internal factors, especially business processes that are inward looking and not customer-focused. It’s evident many businesses fail to optimize front-end processes – the way an organization sells, manages large accounts, and focuses on customer issues - prior to CRM implementation.  The CRM installation can easily revert to an expensive, management reporting tool, focusing on internal numbers and distracting the organization from its primary goal of identifying and quickly responding to priority customer needs.

Additionally companies with multiple business units and varied CRM tools – selected over time – experience a high risk of failure.  These organizations lack a coordinated approach to customer needs and are burdened by high support costs for non-integrated applications. 

So what’s the answer?  Successful CRM systems are a marriage of the right technology, people and processes… and the right customer-centric strategy for improving front-end processes.

“CRM Strategy and Readiness” is a guide for developing and managing a coherent CRM implementation.  The process addresses internal process constraints as well as external, customer needs in order to develop a strong business case for building and maintaining a robust CRM system.  

Additionally we assist with the development of a CRM strategy that: 

· identifies critical business and technology requirements

· supports appropriate vendor selection

· guides application implementation

· and stregthens strategic performance across the enterprise

· Reveals current state of CRM effectiveness as well as improvement opportunities 

· Guides a structured CRM implementation, starting with a clear definition of key business requirements prior to application installation

· Links CRM to improved financial performance

· Consolidates multiple CRM methods and tools to gain operational efficiencies and reduced costs

· Aides CRM vendor selection with well-defined, customer-centric requirements

CRM Capabilities Menu 
The top 20 CRM components providing highest return on investment.

CRM Value Activity Chain

Understanding CRM value activities and high-return improvements.  

CRM Implementation Roadmap

A phased approach to CRM implementation, defining business process improvements that can be addressed in prioritized bite-sized chunks. 

CRM is Sales, Marketing and Service

The three critical organizational components of CRM.

Barriers to CRM

Pinpoints critical CRM obstacles and provides effective countermeasures.





Customer Integrated Solutions is known for its products, tools and methods designed to help businesses improve customer value.  CRM Strategy and Readiness is a 5-step methodology that combines a proven approach to building customer value with a traditional, industry-recognized methodology for successful systems implementation.   The approach is described below.



CRM  STRATEGY AND READINESS  methodology
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Identify operational efficiency gains


Link customer data to financial performance


Link proposed CRM components to financial performance


Forecast return on CRM investments


Link CRM to customer retention


Link CRM to internal retention issues


Determine CRM barriers and countermeasures


Determine solution requirements











Determine long-term valued customers strategy


Define requirements for front-line access to critical customer data


Define operational requirements


Select and prioritize CRM investments for highest returns 


Determine Sales, Marketing and Service savings


Determine operational savings


Create competitor CRM profiles








Identify baseline for  current CRM performance


Document current front-end processes


Analyze current systems technology


Analyze people and tools at the front-end


Identify all customer touch points


Gather customer-centric data


Identify customer service measures and systems








SELECT VENDORS





DEVELOP 


BUSINESS CASE





DEFINE BUSINESS  REQUIREMENTS





DEFINE FRONT-


END PROCESSES











Determine change management requirements


Create metrics, including performance measures for installed CRM components 


Create training programs to include on-going CRM skills-building











Define implementation management team


Define vendor  selection and management process 


Create and administer RFI and RFP bids


Determine evaluation process for presentations by vendors


Invite vendor presentations


Select vendor(s)





Overview





Purpose





Benefits





Key Concepts





Methodology








Customer Integrated Solutions is a customer excellence consultancy dedicate to sustaining profitable and loyal relationships between our clients and their most valuable customers.  
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