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Agenda

* What is CRM

* Accountant’s view of a small business

* Entrepreneur’s view of a small business

* Why every business needs CRM

« CRM market place

* The golden rule of first-time CRM

* Applying CRM to your consulting business
» Adding value to your clients

* Summary
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Customer Relationship Management

* CRM is not a sales automation tool

* a CRM system...
» Is ashared repository of all client information
« Contains a history of all client interactions
* Ensures everyone is ‘in sync’
» Is used to manage/allocate resources

« Ensures you have the finger on the pulse of your
business

CRM is used to make informed business decisions
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Accountant’s view of a Small Business

Clients Suppliers
Sales Inventory Purchases
Receivables Payables

ACCOUNTING .
Payroll ~—— TRANSACTIONS Tax Reporting

P&L Balance Sheet
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Communication Services
Web Installations Sales Teams
Marketing Consulting Performance
News Letters  Service & Repairs Forecasts
Lead Generation Scheduling Sales
Client Satisfaction Satisfaction Repeat Sales
Referrals Failure Rate

Marketing Support

CLIENT INFORMATION & RELATIONS ACCOUNTING

CRM is the center of all informaftion in the
business, including accounting information.
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Why every business needs CRM?

1. For Staff — stay ‘in sync’
» The most frustrating experience for a Customer is to call a
Supplier and find out nobody knows anything
* Avoid islands of information

2. For Management — making informed decisions

* Avoid reporting and planning inefficiencies
— What happened last week, what is planned this week?
— How many new contacts?
— How many outstanding Customer Service issues?
— Sales Funnel, sales forecast
— Which customers have we not been in touch with lately?
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Further uses of CRM

3. Calendaring / Scheduling

4. Client Communications
* Newsletters, targeted mailing lists

5. Client Acquisition tool
* Integrate web leads into CRM
» Track effectiveness of marketing campaigns

6. Sales Management tool
* Which sales rep is the most successful & why
* Forecast, sales funnel

7. Customer Service tool
* Use it for Installations or after-sale service
* Which product category has the most service issues?
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CRM Market Place

* Many 100’s solutions
» Market segmentations: size, Technology (Hosted vs. On Premises)

Cost,
Complexity
SAP, Oracle-Siebel

Microsoft CRM, Sage CRM, Onyx,

Pivotal, Goldmine Enterprise,
Salesforce,
Netsuite, Rightnow, ....

Goldmine, Maximizer,
Legrand CRM

Outlook,
Sage ACT!,
Access database
Micro Small Mid Corporate Enterprise # Users
7-5 5-30 30-300 300-1,000 ,000’s
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Hosted vs Own Infrastructure?

* Hosted

— CRMruns in a browser
— Vendor provides hosting infrastructure.
— Pay per user per month (actually per year)

— Integration with other applications more difficult and
more costly

— Access anywhere when you have an internet connection
— Limited off-line work

— Easier — no installation

— More costly over 2-3 years
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Hosted vs Own Infrastructure?

* Own Infrastructure
— Application runs on your PC; data is on file server
— richer interface and faster application
— Uses your IT infrastructure:
» Software must be installed (and upgraded)
» You're responsible for backups and keeping it running
— Not dependent on internet connection
— Fully supports remote users
— Use anywhere anytime with localized data on your laptop

— Interface to 3 party applications has less restrictions
and is faster
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The Golden Rule of first-time CRM

* Use CRM selectively to start with

* When implementing CRM don’t try to do it all at
once, focus on the 1 or 2 functions that will
deliver the biggest bang for the buck.

» This will deliver the highest return in the shortest
period of time.

* As your business grows so too will your CRM
usage

» At every point set your self clear objectives
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CRM for your firm

e Client communications

» Keep clients informed on the services you deliver, your Tips,
your seminars, ...

 Client History

» Group calendaring
* Assigning resources
* Web leads

* Rapid response to new leads
» Don’t let anything fall through the cracks

* Become aregular user of CRM in your business.

This will enable you to spot opportunities for
Value-Add to your clients
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Adding value to your client

* The 3 steps to becoming a hero
#1 Find the two biggest operational challenges
#2 Measure the cost/value

#3 identify an easy-to-use CRM solution to address the
problem.

* You don’t have to be a CRM expert to identify the
problem and point your client to a solution

* When you do this you’'re adding real value to your
relationship with the client. Their loyalty to you is
stronger.

© 2007 The Sleeter Group  All Rights Reserved




Session #403 - CRM for you and your
clients - Alain Legrand

SikeTeR l"
GRDUP ‘l ACCOUNTING SOFTWARE
7 | COMNSULTING CONFERENCE

The next step

* Go to the CRM Vendor sessions

* Implement CRM in your own business
* Keep it simple, don’t try to do too much
» Get familiar with what can be done
» Measure your own improvements

* When you visit clients, ask them what their
biggest operational challenges are

* You’'ll see some common issues emerge

* Become the Trusted Advisor, point the client
towards a solution
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Summary

* CRM and accounting are the two essential
building blocks of any successful business

* You can add real value to your relationship with
your clients by becoming familiar with CRM and
spotting opportunities where you can help
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