Seven Ways To
Maximize The Value
Of Your CRM System

TAKEAWAY

INTRODUCTION

By now, most of us have heard about the
potential that data has to change the world. The
amount of data being stored is growing
exponentially, and we’ve seen some amazing
applications of this, from health care providers
accurately diagnosing and treating patients
thanks to big data, to ﬁnancial institutions
leveraging it to pinpoint and stop fraudulent
transactions in fractions of a second.
However, when it comes to data and customer relationship management (CRM)
in the enterprise, the outcomes are not as impressive. The more conservative
the industry, the more accurate this statement is.
CRM systems at large ﬁnancial services ﬁrms, for example, are almost never
used to their full potential. While the executives at these ﬁrms know they need a
CRM system, it’s typically underused, if not outright ignored, because of the
manual and tedious data entry needed from advisors, and the lack of clean,
consistent data in the system. For sales and distribution, marketing, and
compliance leaders, the lack of insight into advisor-client interaction is a critical
challenge.
But what if you could ensure that data populated automatically and that
workﬂows were as simple as some of the best consumer products out there?
What if you could guarantee your sales and marketing teams that the customer
data entering the system was up to date, accurate and complete?
Advisors could log in and immediately see their highest-value and most urgent
tasks. Corporate sales and marketing leaders could model and analyze the churn
risk or upsell potential of each customer, and they could see the effectiveness of
almost any sales and marketing activity.
You’d be a hero.
The technologies needed to maximize the value of your CRM exist today.
Leading ﬁnancial services organizations are already using them.
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Increase Adoption, Maximize Value
The number one thing you can do to increase the value of your CRM is simple:
Get your advisors to use it. However, we all know simple does not equal easy.
Advisors are busy people. To grow their business, they need to reach out to new
prospects, stay in touch with existing contacts, and provide meaningful advice to
loyal clients. Even established advisors need to optimize their time to make sure
they can spend it where it will give them the biggest return: in front of clients.
Yet, after interviewing thousands of advisors and their teams, we found that up
to 70 percent of their time is spent on tedious manual processes. And even if
they have the digital tools they need to work efﬁciently, preconceived notions or
lack of education can lead to a lack of CRM uptake.

Here are seven ways our IT clients are helping their
sales and marketing counterparts increase advisor
CRM adoption:
1: MAKE DATA CAPTURE EASY AND AUTOMATIC
2: ALLOW ADVISORS/AGENTS TO CAPTURE DATA
ON-THE-GO
3: ADD TOOLS THAT COMPLEMENT YOUR CRM
4: AUTOMATE CRITICAL, INDUSTRY-SPECIFIC
WORKFLOWS
5: FOCUS ON ONBOARDING AND TRAINING
6: GIVE AS MANY (OR MORE) OUTPUTS AS YOU ASK
FOR INPUTS
7: BE AGILE: UPDATE OFTEN

“It’s great to work
with a team that
really understands the
needs of the industry.
Everything Hearsay
does allows us to enable
our agents holistically,
whether that’s on social
media or through agent
websites.”
KATIE PIRETTI, DIRECTOR
OF DIGITAL DEVELOPMENT
AMERICAN NATIONAL
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1: MAKE DATA CAPTURE EASY AND AUTOMATIC
Advisors/agents aren’t paid to enter data; they need to spend time on activities
they see value in, and those activities are the ones that will make them money.
As Chris Field, head of integrations for New York Life, recently told us, “It’s all
about making sure the agent never has to enter anything into Salesforce.”
Automatically capturing every type of data is when you’ll start to see an
exponential increase in the power of your CRM. Go beyond the top of the funnel
to capture advisor-client interaction data including social, email, text and voice
calls, as you can with Hearsay Cloud.

2: ALLOW ADVISORS/AGENTS TO CAPTURE DATA
ON-THE-GO
The world is mobile, and so are your advisors/agents. Make sure you have a
complete mobile frontend for your CRM, tailored to ﬁt an on-the-go experience.
It should quickly tell your advisors the next best conversation to have, the
people they need to call and what discussions they had previously, and give
them the ability to dictate a follow-up task. In essence, let advisors do all the
things they need to do – but on their mobile devices.

3: ADD TOOLS THAT COMPLEMENT YOUR CRM
A CRM alone can’t help advisors manage a client through the full lifecycle.
Adding tools that complement your CRM can augment data, automate
workﬂows, initiate and manage compliant cross-channel communications, and
provide analytics, all to make life easier for advisors – not to mention increase
productivity and revenue.
Adding Hearsay Cloud to your CRM, for example, provides a full-funnel digital
suite to maximize the impact of social selling. This includes identifying new leads
based on social signals, as well as more personalized (but automated)
one-to-one follow-up and relationship-building with social, email, text and voice
calls. And all of it is compliant, with built-in pre-approval tools and advanced
compliance and supervision workﬂows.
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4: AUTOMATE CRITICAL, INDUSTRY-SPECIFIC WORKFLOWS
Several platforms have productized crucial workﬂows so sales reps can leverage
the right content and engage with clients at the right moment, via the client’s
preferred channel. Hearsay’s Cloud platform takes this a step further with an
in-depth understanding of the ﬁnancial services industry, including compliance
issues.
In the countless hours we’ve spent sitting side by side with advisors and agents
and their teams, we saw that the best advisors and agents knew to take the
voicemails they were leaving and move them to more efﬁcient channels, like
texting and one-to-one emails, for key money-in-motion moments: bond
maturity reminders, billing/grace period reminders, annual review reach-outs.
These conversations and common advisor-client engagement workﬂows are now
available in Hearsay as pre-crafted and automated emails and text messages. By
offering advisors a platform explicitly tailored to the way they work, with
pre-written content and both automated and supervisory compliance tools, your
advisors/agents gain an immediate level of ease, familiarity and comfort that
encourages adoption.
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5: FOCUS ON ONBOARDING AND TRAINING
Provide professional, peer-based and even automated training to your
advisors/agents. Clients like Wells Fargo, Farmers Insurance and MassMutual
Financial invest heavily in professional trainers to go into the ﬁeld and educate
their advisors/agents on new tools like CRM. The New York Life IT team created
an innovative Alexa (by Amazon) mentoring app to train reps. Advisors can ask,
“What do I do when x?” and Alexa gives them the ofﬁcial answer. The solution
was started as an experimental spare-time, low-budget project, with their mantra
of “anything we can do to make it easy” in mind, and it grew to something reps
love for its incredible ease of use.

6: GIVE AS MANY (OR MORE) OUTPUTS AS YOU ASK FOR
INPUTS
Successful CRM systems give as much as they get from the end user. When an
advisor/agent (or any other role, for that matter) logs in to the CRM, it should
make their job more efﬁcient. Look to add guidance for each role. For example,
adding Hearsay Cloud can help you provide this beneﬁt through built-in Action
Lists, automated workﬂows, and prescriptive communications guidance.

7: BE AGILE: UPDATE OFTEN
Today’s most successful businesses move fast. As your company launches new
products and sells into new segments, or as you get feedback from your users,
your CRM must evolve. One Hearsay customer, a Fortune 250 ﬁnancial services
group founded 113 years ago, say they have a better Salesforce CRM for
advisors today – as well as a lot more trust in the system – thanks to employing
Agile methodology. The team releases updates every two weeks, and advisors
can provide feedback knowing that problems will be ﬁxed quickly, rather than
the old process of “waiting four to six months to get something they often didn’t
even use.”
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CONCLUSION

Following these best practices for your CRM
system implementation and ongoing
management has wide-ranging implications. The
impact can be felt not only in user adoption, but
also in advisor retention, customer experience
and revenue generation.

To improve your lead follow-up process
and conversion rate today, contact us at:
VISIT

hearsaysystems.com

EMAIL

contact@hearsaysystems.com

CALL

+1 415-692-6230
+1 888-990-3777

ABOUT HEARSAY SYSTEMS
Hearsay Systems is reinventing the client experience in Wealth
Management, Insurance and P&C with compliant digital
communications and workﬂow solutions. Over 150,000 advisors
and agents at the world’s largest ﬁnancial services and insurance
ﬁrms leverage Hearsay to engage with customers and build
stronger relationships to grow their business.
With Hearsay Cloud for ﬁnancial services, advisors and agents
provide real-time, personalized and seamless client experiences
across the right channel - social, texting and mobile - at the right
moment. Automated, pre-built industry workﬂows for insurance
and wealth management provide one-click actionable suggestions
for targeted engagement. Built for the enterprise, Hearsay Systems
connects data and every client interaction to corporate CRM
systems and digital marketing programs – all on a secure,
compliant enterprise-ready platform.
Hearsay is headquartered in Silicon Valley with locations
throughout North America, Europe and Asia. Connect on
Facebook, Twitter, LinkedIn and the Hearsay blog.
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