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and yet 60% of these iniaves have failed. 

Why?
The reason the majority of CRM iniaves have failed isn’t the fault 
of the technology, but the lack of a strategic plan. CRM soware is a 
powerful and essenal tool, but it can only reach its full potenal 
when a company has a clear plan for its implementaon. 

PAGE 1       STEP ONE: DETERMINING COMPANY GOALS

PAGE 2       STEP TWO: MAPPING THE CUSTOMER JOURNEY

PAGE 5       STEP THREE: MAKING A PLAN

PAGE 6        STEP FOUR: MEASURING RESULTS

PAGE 7       STEP FIVE:EVALUATING YOUR CRM

$26 billion on CRM soware 



1

Idenfy your company’s long-term business objecve/mission. What is the 
organizaon trying to accomplish? Why does it exist?

Assess where you’re at in the process of achieving your objecve.

Evaluate what improvements need to be made, or what opportunies need to be 
seized, in order to reach your objecves.

Establish SMART (Specific, Measurable, Achievable, Realisc, and Time limited) 
ggoals in relaon to your objecve.

Lay out a blueprint for the tasks you need to accomplish in order to achieve these goals.

Ensure that your blueprint is flexible to changes and improvements.
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STEP THREE

Configure Your CRM

MAKING A PLAN
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STEP FOUR
MEASURING RESULTS

6



STEP FIVE
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EVALUATING YOUR CRM
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Our multi-channel customer experience software, Nextiva CRM, allows agents to help 

customers over multiple communication channels, managing all their interactions in one 

place. Nextiva CRM has been ranked #1 by GetCRM.com. 

It uses Artificial Intelligence tools, an intuitive rules engine, and database builder, to allow you 

to automate workflows to save time and effortlessly gain insights about their audiences. 

Comprehensive experience scoring and patented SmartTopic technology give companies a 

holistic view of customers. 

To learn more about Nextiva CRM and the rest of the NextOS Suite, click here. 
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https://nextiva.com/products/business-communication-suite.html

