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Is

Customer-facing

Sales, service, and marketing activities

Process-focused

Workflow drives consistent execution

Team-oriented

Collaborate with others inside and outside
of the organization

How does it differ from simple
ñcontact managementò?



Reliable user adoption

If people wonôt use it, it has no value

Great business fit

Consistent processes and real-time visibility

Fast, flexible, and affordable technology

Quick to deploy and easy to manage



Review your processes

Share best practices

Learn from your partner

Develop a customer strategy 

Implement Microsoft CRM

Customer perspective



Sales processes

Marketing processes

Service processes

Financial processes

ébut these processes are often poorly managed, 
unstructured, and uncoordinated



Speak to customers

ñI donôt have that information in this 
system. Can I get youréò

ñOne of our repair techs will be there either 
Tuesday or Wednesday, sometime between 

8 A.M. and 5 P.M.ò

ñWhen did
you purchase?ò

ñI understand you explained this issue to the last person you 
spoke with ïbut could you please start from the beginningé?ò

ñWhich model
do you have?ò



It is 6-7 times more expensive to gain a new 
customer than retain an existing customer

Harvard Business Review

A five percent improvement in customer 
retention rates can yield a 25 percent to 
100 percent increase in profits

The Loyalty Effect

Corporations lose approximately half of their 
customers within five years

The Loyalty Effect



It impacts your profits

Revenues

Loss of up-sell/cross-sell

Lost share of wallet

Losing customers to competition

Unsatisfactory service

Lost corporate knowledge

Expenses

Decreased productivity

Decreased collaboration

Rapidly changing business processes

Bottom line 

Increase share/stakeholder value



Microsoft Dynamics CRM 3.0 
implementation guide

Commitment 

managers/users

Identify 

implementation team

Define

project scope

Documenting plan

Evangelize plan

Install/configure 

software and 

hardware

Customize software

Data migration

Integrate other 

applications

End user training

Move  system

to production

Post-deployment 

maintenance

Extend system to 

meet new needs

Plan Develop Deploy Maintain



Project Owner

CRM Project Manager

MarketingSales Support ITPartner

Implementation Team

Executive Sponsor

VP Sales and Marketing

Other Executives, Managers, and End Users

Participants



Observation

Deep self reflection

How does your company work today?

Who are your most successful employees?

Where does customer information live today?

Quantification

Problems worth paying for

Pain

Importance

Frequency



End user adoption critical

Leadership in end user productivity

Application ease of use

End user benefits 

Business variability

Spectrum of needs

C360 view of customers data dirtied different systems

Ease and cost of customization

IT infrastructure

Works with existing investments

Requires new skills or people



Why most are not vanilla

Business requirements drive changes 

Different business processes

Addition of complex requirements

What should your goal be?

Not vanilla, but far from rocky road

Simplicity and usability

Balance vanilla versus 
ñEverything for everyoneò

Simple

Complex

Vanilla

Rocky

Road

French

Vanilla

Cherries

Jubilee

Chocolate

Chip

Cookie

Dough



Individual

Teams

Customer information value

Division

Enterprise

Islands of Productivity

360 Degree 
Customer View



Problems worth
paying for

Improved revenue 
forecasting 
and planning

Improved account 
management

Reduced time to sell

Sales Foundation

Opportunity Management

Sales Automation and Forecasting

Customer Management
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Ongoing ïyou will never be done!

Eliminate redundant systems ï
data consolidation

Invest in data cleansing ïmanual
and automated

Keeping the CRM system clean and up to date

Targeted integration with other customer 
systems of record



Empower end users to dig into the data

Ad hoc analysis and business insight

Invest in building personal views

Right information in the right place

Start with the questions you are
trying to answer

Build data model around these questions

Invest in rich deep reports

Predictive analysts ïsystem proactive advice





End user adoption

End user design focus ïindividual 
sales representative  

Does it help them sell?

How much administrative burden is there?

Monitor application usage and adoption

Business support is essential

Identify and address issues quickly

ñLack of user adoption is single leading cause of ROI realization 
failure, with studies showing 50% of all CRM projects fail their ROI 
results solely because of user adoption.ò  ïForester Research


