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Introduction
In today's hyper-competitive world, every touchpoint with a prospect and customer is
important. As buyers, we are all impatient, and expect quick responses and well informed
answers, and demand the best service. As sellers of products and services, we understand
that success of our Marketing, Sales and Customer Service teams depends largely on their
ability to say/send the right information at the right time. In this landscape, it is not surprising
that businesses are feeling the need for a customer relationship management system (CRM)
software more than ever before.
A well-implemented CRM system centralizes your customer related data, giving your
customer-facing teams - marketing, sales and support - a complete and aligned
understanding of your customers and their needs. As a result, it helps them make better
decisions about how to strengthen customer relationships and serve customers better.
To understand how companies such as yours use CRM to improve their business, let’s take a
look at a few cases:
★ Lenovo, a multinational technology company, uses CRM to improve its support teams
efficiency across the globe with automation. Read More

★ Breezway, a leading louver windows maker, increased sales productivity by 25% by
centralizing customer data. Read more.

★ RussAir Technologies, one of the leading manufacturers of a premium range of air

curtains, pvc strip curtains and pvc strip roll reached 34% CAGR after using CRM. Read
more.

★ MowGreen, a carbon neutral lawn and yard care company, increased revenue and
profit grew by 20% in the first year of use. Read more.
★ XSEED Education, an education company headquartered in Singapore, made its entire
sales process from lead nurturing to closure completely paperless. Learn more.

So how do you get started evaluating a CRM?
This guide describes business best practices and provides checklists to help
you understand whether your business needs a CRM. It goes on to help you
build a business case to get management buy-in for a CRM project. Finally,
it provides a framework for finding the best CRM for your business needs.
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What is a CRM and what are its benefits?
Customer relationship management (CRM) is a tool that empowers every business - be it a
startup or a fortune 500 - to build a stronger relationship with its prospects and customers,
and ultimately increase revenue.

With the right CRM in place you can
★ Break departmental silos and enable your sales, support and marketing teams make
quick and informed decisions by bringing together all customer related information in
one place - giving one view of each customer in real time.
★ Save time and improve team productivity by streamlining business process and
automating routine tasks.
★ Build stronger customer relationship and improve Customer Lifetime Value (CLV).
★ Get detailed analytics and deeper insights into your marketing, sales and support
process.
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How do you know it's time to buy a CRM
When you’re a small business having a dozen of customers and a few inquiries a day, you
can turn to spreadsheets to manage your customer data. However, as your business grows,
managing and sharing customer information on spreadsheets become hard. Accidental
data modification, lack of sales automation, poor reporting capabilities, inability to integrate
with 3rd party applications could quickly turn into a nightmare for your sales, support and
marketing teams. And hard business realities such as slipped deals, piling support requests,
or negative customer feedback prompt you to go hunt for a CRM system.

Here are 9 signs that indicate you need a CRM now
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Building a business case for CRM
Let’s face it—sometimes you have the solution to a business problem, but your management
just won’t listen. Perhaps, you’re using spreadsheets to keep track of your customer-related
data and realize that it’s no longer the best solution for your growing business. You know that
CRM software is the solution. But unless you build a business case, your superiors may not
approve of the investment.

So, follow these steps to come up with a compelling business case.
1.

Identify the business problems you’re trying to solve

2. State goals you’re trying to achieve
3. Create a CRM requirements checklist
4. Determine the budget
5. Fielding common blocks and hesitations
6. Financial justifications and return on investment
7. Draft the business case and present

Identify the business problems you’re trying to solve
The goal of this step is to come up with specific problem statements that need
to be addressed because it is preventing your business growth. These problem
statements form the base of your reason for making this case.
To get started, answer the following set of questions. If your answer to any of
these questions is a NO, then that’s the problem you want to solve.

Sales reps
●

Do you see deal details, right from your email client, when responding to an email from
a prospect?

●

Do you have a group mailbox to collaborate easily with other members of your team for
company mailboxes such as sales@abcorp.com?

●

Do you let your clients pick meeting times easily by sharing your calendar and without
having to play phone tag?

●

Are you able to get signatures for your documents in minutes without having to print
and courier them?

●

Do you get real-time updates whenever an important event happens with your
customers?
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●

Do you get alerts when a contact goes idle for more than a certain period?

●

Can you set reminders to follow-up on out-of-office notifications?

Sales Manager
●

Do you know when it is time to grow your sales team because the funnel is overflowing?

●

Can you generate pivot reports on your data easily?

●

Do you have one chart that displays your team's funnel, opportunity amount, and
opportunities at risk?

●

Do you know how many sales you lost last quarter and why?

●

Do you know which sales reps are performing above and below expectations?

●

Are you able to list all the deals that went inactive in the previous week?

●

Can you quickly track a sales rep's activities for specific customers and/or prospects?

●

If one of your sales reps left your company tomorrow, would you have all the
information of the customers that they were working on?

Marketing reps
●

Can you quickly segment your leads with similar characteristics to send targeted
messages?

●

Can you set up drip campaigns that allow you to nurture high value leads through
different sequences based on behavior?

●

Can you score your leads based on who they are and how they engage with you?

●

Does your lead scoring also take into account the engagement level of your prospect
across email, chat, phone, and website channels?

●

Do you get an alert when a prospect mentions your brand on any social channel?

Marketing Manager
●

Can you automatically capture leads from your website into your CRM?

●

Do you know which of your customer segments are:
○

Most represented among your leads?

○

Have the highest chance of buying from you?

○

Purchase the most from you?

●

Can you score your leads based on who they are and how they engage with you?

●

Can you segment your leads and customers to send them targeted campaigns?
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●

Do you know which of your marketing campaigns earned the highest engagement and
conversion?

●

Is it easy for marketing to hand leads off to the sales team when they’re sales-ready?

●

Can you send out surveys to get feedback such as NPS?

●

Do you have a way to hand leads to sales besides email or hard-copy?

Customer service agent
●

Can you see recent chat, cases, calls when reviewing a case, without having to click or
go elsewhere?

●

Do you have a system that provides recommendations to speed up responses?

●

Can you send canned responses for frequently asked questions in 1-click?

●

Do you have customers’ complete purchase history to answer their queries?

●

After a case resolution, can you automatically request customer feedback?

●

Are the customer requests being routed to the right agent?

●

Can you quickly escalate high priority queries to ensure fast resolution?

Customer Service Manager
●

Do you know how many customer service issues each of your customers have had in
the past?

●

Do you know how many cases each of your team members is resolving every day?

●

Can you quickly identify process bottlenecks?

●

Do you have a process in place to ensure SLA compliance?

●

Is there cross-team visibility into information for each contact or deal including notes,
telephone calls, and scheduled tasks?

After you’ve identified all the problems, build your problem statement. Stating the problem
statement in detail helps to identify the key stakeholders and the high-level requirements for
the solution.
An effective problem statement will include
●

The problem

●

The parts of business affected by the problem.
Eg: team productivity, customer experience, team collaboration.

●

Description of how the problem impacts those parts of the business.
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Sample problem statement
Our sales team spends several our entering and updating data on spreadsheets to manage
sales activities. When these updates aren’t done in real time or when records are updated
accidentally, sales reps work with incomplete or incorrect customer data. This process is
inefficient and annoys prospects.

State goals you’re trying to achieve
To get the most from a CRM system, you have to set clear CRM objectives and
goals. Every business has its own goals. For instance, while one business would
want to provide better customer service to retain 5% more customer, the
other would want to improve sales process to close 10x deals. So, analyze the
areas of your business and prioritize it as per the necessity.

A few worthwhile CRM goals to pursue
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Create a CRM requirements checklist
Now that you have a good understanding of the problems you want to solve
and the goals you want to achieve with the CRM, list them all down and
assign priorities. The following is a list of typical CRM system requirements

 Marketing

Sales

Customer support

Contact management

Automatic lead assignment

Cases

Lead generation and auto
assignment

Opportunity management

Automated case routing

Follow-up reminders

Pipeline

Customer

Quotes and invoice
management

targeting

management


Service level agreements


Knowledge base

Email

templates

Calendar

& task
management

Customer

Email

campaigns

Revenue forecasts and
quotas

Satisfaction surveys

Payment

Multi-channel

Campaign

analysis

tracking

& deal approvals

portal

engagement

Reporting

Quote

Document sharing

Multiple

Social media integration

Meeting scheduling

Internal tickets

Technical requirements

 Functional requirements

Vendor requirements

Back-ups and data
restoration

User role management

Training

High availability

Audit trail

Implementation assistance

Data migration

API integration

Data storage

Field level security

sales pipelines

Automated case
assignment
Case response
recommendations

Sandbox
Have each CRM user rank and prioritize the list of requirements based on their specific needs.
Once all team members have submitted their requirements rankings, summarize the findings.
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Determine the budget
There are 3 core cost components to consider when looking at your CRM budget
★ Software cost
★ Support cost
★ Configuration and customization cost.

Software cost
The cost of the software is the easiest bit to budget as it is mostly static. CRM software is
usually priced on a fixed monthly or annual price. You'll also find several plans which cater to
the needs of small, medium and large businesses.

Support cost
User training, implementation support, local partner support, and consultation charges are a
few costs to keep in mind for this.

Configuration and customization cost
The biggest problem with CRM projects is requirement creep. CRM systems help solve
business needs for a company, but business operates in a dynamic environment -- there are
continual changes in the operating environment that affect business processes and
decisions. So, the costs may rise as your configuration and customization requirements
change.
Along with these core costs, a soft cost that needs to be considered is the impact on
employee productivity during the implementation stages. A full-fledged CRM implementation
period could range from a few days to several months depending on resource availability
and system complexity.

Field common blocks and hesitations
There may always be hesitations around investing in new technology and
going through the process of change.
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Here are a few common hesitations and ways to overcome them
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Financial justifications and return on investment
Fun fact: According to a study by Nucleus Research, every dollar spent on CRM
implementation returns as much as $8.71 in sales revenue.

A return on investment in purely financial terms has a precise definition. It is merely a
comparison of what was invested, against what was gained on the investment. However,
since CRM results involve a few non-financial gains as well, accurate ROI calculation could be
tricky. Return on a CRM software investment can be difficult to quantify initially, but the
increased sales, enhanced employee productivity, improved customer retention, and
reduced operating expenses over the long run will undoubtedly be worth the cost.
Use this ROI Calculator to understand how CRM can affect your financial ROI.

Draft the business case and present
Use all the data gathered to create a compelling business case and present the
recommendation to the management board to get approval to proceed.
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Explore the CRM market and shortlist vendors
After you get the management buy-in, the next step is to review CRM vendors. There are
hundreds of CRMs on the market today. While a few CRMs are designed to work in any
industry, the others are designed for a specific industry.
The best CRM for you is the one that meets the specific business needs of your organization.
As in any industry, there are big names dominating the CRM market too. But, don’t be swayed
by popularity alone. Review CRMs against your list of requirements and continue eliminating
software that don’t have the features you need.

Here is 3 step approach to help you find the best CRM for your business

Discover CRMs in the market
Read analyst reports
Every year CRM analysts evaluate and position CRMs in the market, giving you a wide-angle
view of all prominent vendors in the CRM space. Use these reports to discover new vendors
and understand what they offer.
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A few analyst reports to consider
●

Gartner Magic Quadrant

●

The Gartner CRM Vendor Guide

●

CRM Magazine

●

The Forrester Wave: CRM suits

Visit review sites
Your research can not be complete without looking at reviews of both vendors and their CRM
systems. Since review sites capture feedback from real software users, you get better
understanding on the pros and cons of a CRM system. A few review sites you could visit
include: G2 Crowd, SoftwareAdvice, Capterra, GetApp.

Read answers posted on forums
Everyday a ton of CRM related questions are asked and answered on open forums such as
Product Hunt and Quora. Read and follow relevant posts. And since these posts are mostly
non-promotions and come from industry leaders and genuine users you get deeper insights
on various CRM software and vendors.

Ask your team and industry friends
Ask in your network to know what CRM systems they are using. Note down the names they
reference.

Shortlist CRMs that match your requirements
Now that you’re well aware of CRM systems in the market, it’s time to
evaluate their features and see how many you can tick off against your
requirements list. If a CRM fulfills of all your base requirements and has at
least a few capabilities that could help with a few of your future goals, add
them to a shortlist.

Experience the product first hand
The next step is to dive deep into the offerings of shortlisted CRMs. This
includes signing up for a free trial, attending product demonstration and
webinars, and having detailed discussion about CRM features,
functionalities, customizations, integrations, support and future road map.
During the evaluation process, use this Scorecard to measure what is most important to you,
regardless of what the vendors want to show you. And ultimately pick the right CRM.

15

Evaluation Process
Request a demo
Attending a demo is the quickest way to get a birds-eye view of a CRM system. During a demo
session, a sales rep walks you through the software and shows you how to use it. This is a
good opportunity for you to ask specific questions related to customizing the CRM for your
business.

A few important questions to ask during the demo
●

Will the CRM support all my business requirements?

●

Can I customize the CRM to fit to my business needs?

●

What kind of training and support is available? And how much will it cost?

●

How long will the deployment process take?

●

Do you support data migration? How much will it cost and how long will it take?

●

How does the CRM integrate with other applications?

●

Are there any hidden costs apart from the software price?

●

Is the CRM scalable?

●

What are the deployment options?

●

How often is the application updated?

●

What are your pricing and discount options?

●

Who are some of your current customers?

●

Why should we choose you over your competitors?

●

What’s your company's viability and vision?

Sign up for a free trial
A CRM free trial allows you to test the software, familiarize yourself with its features and
functionality and eventually decide if the CRM meets all your business requirements.
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Important features to test
●

Ease of use

●

Customizability

●

Data import and export

●

Workflows and automation

●

Insights and reporting capabilities

●

Integration with 3rd party apps

●

User access control

●

Customer support and help docs

Sign up for product updates and newsletter
These newsletters give you a sense of how often new features are released and CRM is
updated.
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Make the final decision
Once you’ve evaluated and experienced the CRM systems and vendor support, you will be in
a good position to pick the most suited CRM for your business.
Refer to the scorecard to eliminate CRMs that don’t meet your expectation. In case, 2 or more
CRMs meet all your requirements and have the same score, you can consider the price and
discounts to make the final call.
Reminder: Always keep in mind - your CRM should accommodate your business’ unique
customization requirements that will arise in the long term. Perhaps, you would need to
integrate with a latest app or social channels, add a new sales pipeline, implement a new
strategy, or build a whole new CRM feature. Your CRM should be flexible and customizable to
accommodate any such new requirement.

Selecting an implementation partner
While most of the CRMs, such as Vtiger CRM, are quite easy to implement for unique business
needs, when you have a few complex customizations you may want to seek assistance from
a local partner. Usually, CRM vendors have verified local partners who support CRM
implementations. You can visit the partner's page to know whether there is partner support
for your region. You can also look up for independent implementation partners.
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Key factors you should consider when selecting a CRM partner
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About Vtiger
Vtiger CRM is one, integrated product that helps companies deliver outstanding customer
experiences by breaking barriers between marketing, sales, and support teams.
With Vtiger One you can find everything you need to increase sales and manage your team in
one place and effortlessly craft delightful customer experiences.

With Vtiger, your team can work as one, just like it should have been all along. To learn more,
sign-up for a free trial or get in touch with our CRM experts.
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Appendix
CRM implementation pitfalls
Here are 9 common pitfalls to avoid when implementing a CRM
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