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Don’t Call it
CRM...
unless youlmean it

JC Quintana




A Brief History of CRM

2010: Proliferation of Software Providers.

1999: SaaS and Mobile CRM launched. @

@ 1995: The term Customer Relationship Management was coined.

1990: The birth of Sales Force Automation @

@ 1987: ACT! And the birth of Contact Management Software

2000: Cloud-based and Social CRM gain acceptance.
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Overall CRM usage increased from

D56% 2%, 9 T4% Do CRM Tech Fail Though?

in2018 in2018

991%

of companies with
more than 11

employees use a
CRM system

973% WAL
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the real challenge...

49-,

Slow user
adoption.
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CUSTOMER VALUE

CUSTOMER
DEFINITION Q

EXPERIENCE

Customer

(M Relationship CUSTOMER

D CUSTOMER
TRANSPARENCY
Management

CENTRICITY

CUSTOMER
KNOWLEDGE
(SERVICE)

CUSTOMER
ENGAGEMENT

CUSTOMER
ACCOUNTABILITY
(SERVICE)

It’s those seven words again!



1. Define & align
our value to the

Needs, Rewards, RIGHT customer Experience,
Cost, Outcome, Emotion,
Equity Feelings, Context

7. Improve Customer
Experience & Loyalty

Customer

2. Understand on RelationShi 6. Manage
characteristics & GAD p Transparency & Trust

circumstances

Management

Characteristics, Accessibility,
Circumstances, Honesty, Candor,
Capacity, Culture Trust

5. Deliver
Knowledge
& Skills

3. Measure
engagement &

value co-creation
——

esponsiveness,
Curiosity, Discovery, .

Investigation, Value Co- 4. Sustain

Creation Accountability &

Ownership

#

Skill, Ability, Mastery

Responsibility,

Willingness, Obligation,
Commitment, Ownership
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To Manage Relationships, You Must Manage...
Customer Value.. _ i
Functionality in CRM System:

Who are my best customers/customer segments?
How much value do | deliver to them?

What value do | give each customer?

How much time do | spend doing that?

How do | reiterate my value to customers?

How do | communicate additional value?




To Manage Relationships, You Must Manage...

Customer Value..

My Open Opportunities by Relationship @ Editcolumns 7 Editfilters  Search this view

O Topic ¥ Est.Re... .V Relationship Health State (KPI) v Relationship Health ... v Account v Time Spentby T... Vv Time Engaged with Cust... v Last Updated (KPI) ¥
5 Café A-100 Aut... $107,500.... ® Good Improving Trey Rese... 33 33
50 Café A-100 Au... $95,000.00 ® Good Steady Trey Rese... 0.0 0.1
3 Café Grande Es... $44,700.00 Good Declining A. Datum 33 33

2 Semiautomatic ... $39,800.00 Good Improving A, Datum... 33 33

— 33 33
My Open Leads by Relationship % Editcolumns 7 Edit filters

0.3 0.3
Name ¥ Topic ¥ Relationship Health State (KPI) ¥ Relationship Health ... ¥ Parent Account fo... v Time Spentby T... ¥
2.0 2.0
Gabriela Christian... 5 Café Gr... ® Good -> Steady A. Datum Corpor... 0.5
0.3 03
Ivan Cashin 15 Airpot... ® Poor - Steady Northwind Traders 0.1

03 0.3
Lavona Field 15 Airpot... ® Good -> Steady Fabrikam, Inc. 0.6

18 Airpot Coffee ... $7,182.00 Improving Northwin 33 33
1 Café BG-1 Grin... $4,999.00 Improving Alpine Sk... 03 0.3

10 Airpot XL Coff... $4,990.00 Improving Alpine Sk... 33 3.3

Relationship Analytics: Auto Capture, Relationship Assistant, and Email Engagement



To Manage Relationships, You Must Manage... U
Customer Centricit _ i
y Functionality in CRM System: GAD

How do they differ culturally?

What is the impact of language?

What is the impact of corporate culture?

What is the impact of values and worldview?

Can | be predictive best on customer-specific needs,
characteristics, circumstances, and capacity?




To Manage Relationships, You Must Manage...

Customer Centricity

Functionality in CRM System:

Interests (simiar generic predictive profile) Timeline

10C pn. scale)

Sports and Actmilies
Recr waton

Health and

. Fitness LeadsOnTheWestCoast
Patti Melendez @

Project manager

Auto Insursnce .
Properties
Customer since 4/2013

2 - AR Segment name * Description
activity 18 | Last purchase 5/18 egme escripti
LeadsOnTheWestCoast

Brand affinities

Audience Type * Status

Customer : Customer360 Vv o Active
Gender Fernale §

Mpne Sl Hiuse

Family status Married

Contoso Suites

Group 1: Filter defined using Leads : Dynamics365ForSales entity
Address 1108 23id Ave S

Seattle S‘a'ashlngtcn USA - n Leads : Dynamics365ForSales State California

Leads : Dynamics365ForSales State Oregon

Awareness (11 Explore Leads : Dynamics365ForSales / State Washington

Customer : Customer360 (Leads : Dynamics365F... All records
86 Engagement score

feti
+ And 4+ or

ast
L { Add Group

n-pProcess sale

36 Activities ), ficavon rate

Website visit
New order placed

Customer Insights



To Manage Relationships, You Must Manage...
Customer Engagement : my
Functionality in CRM System:

How much engagement do they expect?

How much engagement is happening and what does it
mean?

What motivates them to co-create value?

What is their preferred communication channel?




To Manage Relationships, You Must Manage...

t E t
Customer Engagemen Functionality in CRM System:

Summary Relationship Analytics Details  Related

Qient's contacts Customes mteractions (1) Last updated: 31012023 18407

1 hin . s Last updated:3101/2023 1807

Lead - Sales Insights Compare interactions with the customer
Yoorne McKay (sampie)

TN sunity Sal. =0 %z £ Learm MEre ADOL the INEractions you've Nad With your Customens.
ead to Opportunity Sal... = 2
Active for s Qualify (12 Mo)

2 MONKs

Nancy Anderson (sampie)

Summary  Relationship Analytics Details  Related =1 41 8 " _
Scott Konersmann (sampie) Il . I
(SR 2 2o

Your colieagues (1) W EyUs  E By Trem

Last updated:3L01/2023 1807

Jxson St Last updated 31,01/2023 1807 Email send/receive ratio (0 Last updated: 31/01/2023 1807
Whe Kenows Whom

= L2

Do you need to work on your emails? Stay responsive and seal the deal

Nancy Anderrson
Compare your emal sendireceive ratio to the rat © of e customer.

Summarive your customers’ emal engegement with the emai's sent by your sellers.

Vs

=1 &1 /2

Ronl Jacob

=1 £0

Tricia Potter o Last updated: 31/01/2023 1897

Strong Connection Strength

=T Manager, Contoso

- somoone@emal

Get Introduced

@ Emads sere @ Emuils recetend  © Neetings sent @ Neetings received @ Phose calls made @ Phone calls received

Relationship Analytics: Auto Capture, Relationship Assistant, and Email Engagement




To Manage Relationships, You Must Manage...
Customer Accountabilit _ . N
y Functionality in CRM System:

« Are we meeting our obligations?
* Does the customer believe we are?
* |s the customer meeting their obligations?



To Manage Relationships, You Must Manage..
Customer Knowledge : .
9 Functionality in CRM System:

Does the customer have the knowledge they need?
About us?

About our products and services?

Do they know where to get it?

Do we have the skills/mastery they expect?




To Manage Relationships, You Must Manage...
Customer Transparency

J Functionality in CRM System:

How much is the right amount?

Are they getting it?

What is creating the appearance of dishonesty?
What is the level of trust?



To Manage Relationships, You Must Manage...

it
Customer Accountability, Functionality in CRM System:
Knowledge, Transparency | =

£ Contoso

I~ Export
Gh Key metr ',
Real-time usage
Reports

[y Key metrics

Active visitors Page views trend

Real-time usage
Page views

Visits

112,864
Return frequency “

Visitors

M Mobile [l Desktop M SmartTv ) B All Devices
Content

3 Traffic sources

Top referring domain O Top pages © : Visitors by country ©
Visitor profile

Domain age views Page name
Paths

7 Custom

Admin
B Data

G Settings

Engagement Insights in CDP



To Manage Relationships, You Must Manage...
Customer Experience _ . N
P Functionality in CRM System:

« What are the weak points in the Customer Journey?
« What lacks effectiveness?

« What lacks functionality?

« What lacks ease?

« What lacks accessibility?

« What lacks enjoyment?

« What lacks emotional context?



To Manage Relationships, You Must Manage...

t E '
Customer Experience Functionality in CRM System:

Data Channels

Personal
& Demographic

q 7 Push Messaging

Onsite Behavioural
Data

O

QL] Customer

. 0

Social

\ 4

Engagement '

Data

Transactional E
Data 2

Direct Mail

Mobile & Device

Orchestration
via Contour

O

Customer Data Platform (CDP)
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