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< CRM

Customer Relationship Management

More than software

CRMis
a philosophy

H ? of putting the customer
What is CRM? at the heart of the
) N company
CRM is way of optimizing your
@ relationship with clients and prospects
in order to have a better understanding
of their needs and how to satisfy them as best
as possible while optimizing the profitability
of the relationship.

mple of an Enterprise without CRM...

Between 60 and 80% of the business’ activities are not
focused on sales and marketing (1)

All Other Downtime Active [Administration | Prospecting Problem

Activities Sales Resolution
Find New
Customers

Work opportunities with

existing customers

| Customers
Leaving

0,

68%

of customers change vendors due to
lack of consistent contact or § ] 0%

follow through
I of businesses lose an
‘White Paper Sage CRM & IDC - 2005 average of 10% of their client
base annually
1 dissatisfied 1 satisfied ©
customer speaks to 10 people customer speaks to 3 people

85% of businesses say that development of their
pipeline is their main objective

yet...
680/ of businesses say there is not
O enough time to prospect

50% of businesses would relaunch their

- quote system if only they had time © !

economic environment that evolves...

What are the concerns of the business  ?

How would your company benefit if it had
ideal computer systems?

Save time, increase
" work productivity

increase satisfaction of

current customers
reduce the cost of running
your business

ensure that employees share more
information with each other

better identity the profitable customers and

products verse those who are not

identity and explore the steps
holders/carriers/porters

better protect corporate data, including
confidential/sensitive information

1
Prospect. 2

| Contact Nurture

Contact - Email - Call - Analyze - RFP - Demo - Nurture - Negotiate - Sale

92% )
of leaders of SMB
cannot operate

without the Internet 19%

of them utilize social networks for
personal or professional purposes

The Internet is very important for SMB leaders/directors as 57% make purchases
and 31% sell using it. SMB's also use the Internet as a way to be innovative in their
business communication (90%) and marketing (80%) ©

Evolution of direct client communication channels

2 Quality service encourages
62% of consumers
to consume more ©

As a percentage of all customer interactions (100%)

customer is at the heart of
the company
All employees share information

Access via
the Internet

The Continuous Sales Cycle
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The Continuous Cycle of Marketing

+ Perform outbound phone, direct mail and email with only a few clicks
+ Automate your reporting and measure the effectiveness of your campaigns
« Easily import prospects using wizards, IASP
« Import prospects with bases in churn management
« Deploy your tools on sale via the library of documents
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The Continuous Cycle of Customer Service
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« Structure and drive
the activity of your customer service (tickets, traceability)
+ Offer customers new services: Self service
customers, contracts SLA
2 tructu
Self Service Clients, Contrats SLA SP = d’°
« Assign automatically the demands to e Procedures
the most competent technicians
 Visualize real-time performance of your technicians
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40% and more

About 30%

About 30%
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= Average
o 17.6%

Make your employees more productive
About 10% 2% How much of your staff's time

7% and up

could be saved by automating tasks?
Less than 10% i

Average
From5-7% , 13% 5.3%

From 3-5%

From 2-3%

From 1-2%

30%

\

Gain (% of Sales)
19% What is the percentage gain
in sales your company could
7% realize by using a CRM solution?

|

“Source: Marketer, April 2009

@IDC - Sage White Paper 2005

RN S e To learn more go to
Harvard Business Review 2005

from November 6 12,2009

www.SageCRM.com
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® Armatis observation of customer service contacts m




