Why don't CRMs work?
… and how can you buck the trend?!
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Introduction!

!
!
It’s a given that CRM is essential to any sales team these days yet very few seem to
meet their expectations – Why? We’re being told that, unless you're an Enterprise class
company with tons of resources, it’s just too tough to do.!

!

As an example, a lot has (rightly) been
written about the need to define your sales
process before you automate it, but many
SME’s find that really difficult, too time
consuming or too expensive to get someone
else to do it. Mixing metaphors, we’re
hearing that what many businesses need is
something that works off the shelf, out of the
box, that hits the ground running.!

!

We all need more than a basic CRM doing
contact management nowadays. Sales forecasting won’t work without planning, challenge
and a methodology, there are marketing initiatives to manage and campaigns to do, which
basic CRM’s don't offer. And integrating the outcome of lots of trips to the app store is
tough, so it doesn't get done well.!

!

Take a typical scenario, let’s assume you’re a technology company with a field sales
team, you’ve got marketing generating leads and some marketing
campaigns creating interest. To be effective, marketing have to be
able to segment their contact database and manage many different
initiatives so that they’re relevant to the audience. Calling, events,
social media and e-mailing have to go hand in hand so that precious
(pricey) sales time is focused on those who are showing some real
level of interest. There then has to be consistency across the sales
team in the way that opportunities are followed up, reviewed and
reported so that deals close and sales forecasts can be relied upon.!

!

How does your business go about automating this effectively? Naturally the first
step is to define all the stages in the process and agree a set of definitions for each stage of
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the sales and marketing pipeline. If this gets done, and that’s a big if, the next step is to
choose a CRM from the bewildering array of systems out there. You can play it safe by
going to SalesForce or Microsoft, you know the big boys are capable of doing the job or
you can go to one of the simpler, lower cost systems and take a chance.!

!

At this point hopes are usually high, naturally,
they’re based on the expectation that this CRM will be
the silver bullet that resolves all problems; the reality is
that this is the start of a rather tortuous path that few are
able to follow successfully. It’s not as easy as some
suppliers make out:!

!
•

The first disappointment is that CRM’s don't have a sales and marketing process

that can be used straight away. It’s a specialist job to get this right and properly
implemented; it’s expensive so as often as not it gets glossed over, ignored or it’s just
not done well.!
•Next

it’s off to the App Store or search the net for a sales

method, integrate it and get everyone using it so that the
forecasts make sense and you’re all talking the same language.
The big beasties like Target Account Selling are probably
overkill; there are a host of simpler approaches to select from
but if you think that making the decision is tough try getting
your choice adopted.!
•Marketing

is changing apace but you’ve still got to be able to

send out e-mails so choosing an e-mail service is another
essential step down the path. There are many to choose from
and most are good but they’re not part of your CRM so you will
need to integrate them if marketing are going to easily follow up on queries and clickthroughs.!
•

If you’re going to effectively manage lots of initiatives and optimise performance,

some sort of campaign management system is going to be required. It may not have to
be in the Eloqua class but inevitably it’s going to add significant cost to your project and
again will be a challenge to integrate.!
•

If you can’t integrate your initiatives, your reviews, your meetings, your sales calls

with everyone’s diaries, you won’t get buy in and you won’t be able to manage
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campaigns, or your sales force, so you’ll need to ensure that your CRM integrates with
your chosen diary and its scheduling, permissions, notification and appointment
management system.!
•

We all know that without good data a CRM is rubbish and if you can’t pull lists

out reliably you can’t use it. So you need some de-duping, cleaning, clever fuzzy
matching, another App store trip is called for, more cost, more time.!

!
Is it any surprise that most of these pitfalls are avoided or ignored and most CRM’s,
as delivered, end up being used for basic contact management? !
Is it a surprise that so many sales people ignore or pay lip service to their CRM?!

!

Don’t let this happen to you, ask yourself (or your team) these questions. Questions
that we’ve found through hard experience, highlight the difference between success and
failure. Navigate yourself safely through the CRM minefield to end up with a system that
really can make a difference and accelerate the performance of your sales and marketing
efforts.!

!

Can you define your sales and marketing process as an end to end Business
Pipeline?!
-!If you haven’t got a clear definition, you need to develop one that’s right for your
business or get someone who knows how to do this to do it for you !
-!If everyone doesn't understand it yet, it has to be documented and accepted as the
way your business works!

!

Is your CRM application, or collection of applications, capable of automating and
managing each stage of this process?!
-!Lead generation is increasingly becoming digital, make sure that your CRM vision
incorporates email and web integration, not just
calling.!
-!If you’re going to mount many, specific
initiatives some level of automation will be essential
to maintain productivity; but don't make it too
complicated!

!

If you have a collection of applications do
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they all integrate effortlessly and seamlessly?!
-!A complete solutions is ideal but they’re few and far between so the quality of
integration between applications is critically important. Don't believe claims without
checking them out, this isn’t easy!!
-! Is there a single view of the customer that incorporates all
conversations, all behaviours? If not performance will suffer.!

!

Are these applications well integrated with the key tools that
your sales teams use, in particular Outlook/Exchange and
LinkedIn?!
-! Cutting and pasting emails between Outlook and the CRM
won’t happen, sound integration with office tools is essential and will help gain buy-in!
-!Social media (especially LinkedIn) is now a key part of the sales process, the CRM
cannot be an isolated island!

!

Is there a clearly understood sales methodology consistently used by the whole
team?!
-!Sales stages, qualification, need analysis, they all need to be standardised &
embedded so they’re always used and used consistently.!
-!If you don't have a sales method you’ll need to invest in one that can
be embedded in your CRM and then do what it takes to make it cultural!
-!Make sure that you can easily and effectively review deals (ideally
over the net) and can track that actions are being completed!

!

Can you manage the quality of your data and segment it?!
-!Can you separate the good from the bad data by scoring it and then
do something about it within the system? !
-!Specific, targeted initiatives require accurately defined lists, make
sure you data has the fields to support this!
-!

Are there checks in place to stop duplicates entering the

system e.g. when a customer expresses interest on your web site!

!

Can you obtain a clear understanding of what’s going on?!
-!

Many CRM’s are “black holes” with data disappearing in but

nothing coming out, can you get all the performance reports you
need to manage the business?!
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-!Are there sufficient analysis tools and visualisation tools to enable you to explore
and understand what the trends are, to be able to identify and replicate success?!

!

Does everyone buy-in to the system and are they prepared
to use it?!
-!Does it deliver both sales and marketing users sufficient
value for them to want to use it and become more successful?!
-!Does management see sufficient value in the system to use
it on a daily basis leading by example and insisting that everyone
else does the same?!

!

!
Do you have a system administrator that is capable of maintaining
all aspects of the system for you?!
-!Someone has to own the day to day housekeeping that any CRM
requires, do you have this in place, what skill level do they have?!
-!Understand skill levels it takes to manage your chosen CRM or
collection of applications paying particular attention to the marketing
apps which can be ferocious; is this something that you can reasonably

resource? !

!

Have you assessed all costs and certain of your ROI?!
-!You’ll probably be using one or more partners for the implementation as well as
your own resources; what is the complete, true cost of implementing your vision?!
-!What are the ongoing costs? When combined with the up front costs is this an
investment your business can justify and afford bearing in
mind the likely benefits?!
!

!
!
!
How did you get on? Was the exercise reassuring or daunting? !

!
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If you’ve given all these points serious consideration and have a plan in place to
ensure they're all covered then you’re in good shape and have probably got access to

plenty of resources.!

!

In our experience this list highlights some inconvenient truths for many
organisations that have to work to tight budgets. Competitive pressures make it essential
to cover all these areas but unless you’ve got a lot of experience in your team and it’s very
DIY oriented it’s really tough to get it all done at a price you can afford.!

!

You’re probably thinking that there should be a better way, we agree, we’ve been
searching for it and we believe that we’ve an alternative. Many companies in these
circumstances have a lot of commonality and more often than not a custom solution is not
called for. We’ve been implementing a comprehensive application, Conversational CRM,
specifically for SME’s that does all these things, “out of the box” with minimal setup. It’s
industrial strength and very affordable. Users think it’s great.!

!

Take a look at the short video’s on our web site (www.conversationalcrm.com) to see
what it looks like, how comprehensive and complete an application it is. If you like it, just
click on the call-back request and we’ll set it up together as a trial.!

www.conversationalcrm.com
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