Boosting sales through
new CRM technology

Customer Relationship Management software can be an invaluable
tool in the optimisation of your sales process. As your company
works hard to deliver the best customer experiences, it is essential
that your teams have the right information at hand and are able to
stay on top of the things that matter. A well-deployed CRM solution
allows your teams to work efficiently and with confidence,
boosting sales effectiveness and driving key performance
indicators. By leveraging the capabilities of your CRM you can
ensure that sales and marketing teams use their time as efficiently
as possible while giving you maximum return.
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How CRM improves productivity
Implementing the right CRM software can improve each and every
aspect of your company's productivity, as well as increase your
sales efficiency. The automation of sales processes and forecast
accuracy, data consolidation and production of real-time reports
are the types of tools that enable your team to make quick, fullyinformed decisions. Using a CRM platform can effectively give your
company a competitive edge and help you to adapt to changes in
your business environment.
A recent Sales Tech report showed that most companies choose
to implement a CRM system in order to improve their customer
experience and sales effectiveness. CRMs make life easier for your
sales force and that, in turn, allows them to focus their efforts where
they are most needed: closing deals. The right adoption of CRM
software can result in improvements across all key business metrics.

38%
Improve your
sales team’s
effectiveness

62%
Improve
the customer
experience
you provide
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STAGE 1

Shorten your
sales cycle and
close more deals
The shorter your sales cycle the greater your turnover. The
optimisation of this process is crucial for any company, and by
making the most of your CRM platform you can ensure that the
cycle remains as efficient as possible and more leads are closed
than ever before.
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EFFECTIVE LEAD MANAGEMENT PROCESS
How can you ensure that your business is targeting the right customers? A CRM
platform can help to create an efficient lead management process that will speed
up your team’s identification methods. Automating triggers and creating filters
to identify potential customers streamline the customer acquisition management
process, maximising the potential of your sales team. This way your sales team
can avoid chasing low-potential leads and better focus their efforts on those with
a high probability of conversion.

OPTIMISING YOUR SALES PIPELINE
Once an identified lead moves forward in the pipeline it becomes an opportunity. At this stage of the cycle it is crucial for the sales team to remain informed on
each opportunity and keep any important information readily available to them.
Using collaboration tools allows your team to have access to the necessary data
while targeting key players and deploying specific marketing strategies. By using
CRM to help in the creation of these individualised, targeted plans, the sales
team's time can be used to best effect and conversion rates will increase.
Your CRM software should streamline your sales processes, not complicate them.
Adding customised sales and forecast stages enables you to have a clear view of
what opportunities need your attention most.

ACCURATE SALES FORECASTING
In all industries, forecast management is essential for companies to prepare their
resources for future market tendencies. The consolidated knowledge base of
your CRM can be an invaluable tool in the prediction of future trends. Using reporting tools or custom dashboards you can ensure that your marketing and sales
teams are up-to-date with accurate information about all aspects of the cycle as
well as which leads are likely to be successful.

DESIGN YOUR CUSTOM KPI DASHBOARDS
'Key Performance Indicators' or performance metrics can provide crucial insight
into customer behaviour and preferences. Commonly used metrics include CLV
(Customer Lifetime Value), Net Profit and churn rate. CRM software can be used
to display your most relevant business metrics on a KPI dashboard, giving an
accurate and targeted visual representation of the statistics that really matter.

REAL-TIME REPORTS
Real-time reports help to turn the data collected on all customer interactions into
usable information. This not only helps you to track sales success, but also to
pinpoint areas of improvement, such as what marketing initiatives are failing to
convert leads into opportunities or where prospects are getting stuck in the sales
funnel. You can customise these reports to suit the needs of your organisation
and ensure that your team has access to exactly the data they need.
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STAGE 2

Stay connected
and run your
business
everywhere
Mobile is everywhere. Forrester Research reveals that the number
of global smartphone subscribers is expected to reach 3.5 billion
by 2019. As your company grows it is important to be able to adapt
to the needs of your customers and your teams. Making use of the
mobile capacities of your CRM software gives added flexibility to
your organisation, ensuring that your team is able to stay at the top
of their game, wherever they are.
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PRODUCTIVITY ON OR OFFLINE
Enabling the offline capabilities of your CRM App means that you can access any
information held in your CRM at any time, from anywhere. Maximise efficiency by
ensuring that your teams can work independent of whether they have an Internet
connection, allowing travel time, for example, to be turned into profitable time.
Any changes that are made to records whilst in the offline mode can then be automatically synced when a connection is available, meaning that you will always
have access to the most up-to-date information.
Combining CRM advanced capabilities with native mobile functionality allows you
to optimise your business processes, enhance communication, and revolutionise
the sales process for both customers and employees.

ACTIVITY MANAGEMENT ON THE GO
At each stage of the sales process, activity management is crucial in keeping
track of what needs to be done and when. By using a CRM app to keep track of
these tasks within your CRM platform you can ensure that each team member
is on top of what matters, when it matters. Having your CRM in the palm of your
hand means that you can receive reminders of pending tasks, receive notifications for completed tasks or directly perform phone calls within the CRM app.
Voice-to-text functionality or the rapid evolution of camera technology are examples of innovative smartphone capabilities that push companies to revolutionise
the data entry process, eliminating the time it takes to manually enter information
after calls or meetings. The ability to access mobile channels of communication
with your customers puts you in the ideal position to make informed decisions
and adopt added flexibility in the way you work.

The access to a
mobile CRM boosts
15% the sales team’s
productivity⁽¹⁾

65% of the salesmen
that used mobile
CRM achieved their
sales goals while only
22% of the ones that
were not using the
mobile CRM did⁽²⁾

Mobile apps can
improve a worker’s
productivity by more
than 34% ⁽³⁾

(1) Nucleus Research Report
(2) Innoppl Technologies
(3) Digital Strategy Consulting
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STAGE 3

Build strong
relationships
Your company can use CRM tools and capabilities to make sure
that you are building strong and meaningful relationships with your
customers; relationships that can be measured in terms of customer
satisfaction and loyalty. There are several ways in which you can
maximise the potential advantages of your CRM platform in this
respect.

8

DESIGN YOUR CUSTOMER JOURNEY MAP
Understanding the customer journey is a crucial part of any sales and marketing
process. The steps that the customers go through at each stage of their engagement with your organisation form their opinion of your company. Therefore, the
value of understanding and improving this journey cannot be overstated. Utilising the CRM to access information and statistics on each stage of the customer
journey allows the sales team to better understand where any difficulties may be
occurring and to identify the things that matter to customers at each point of the
process. Integrating this journey in the CRM allows you to align your sales activity with the customer’s decision-making trends, thus delivering a personalized
customer experience. This visual guide enables your employees to track your
customers as they move through the sales cycle.

FOSTER TEAM COLLABORATION
The purpose of collaboration is to improve the quality of customer service, and,
as a result, increase customer satisfaction and loyalty. With a collaborative CRM
platform, information is no longer separated into silos. Sales people can easily
share information with their team members, work together to close deals more
efficiently and stay up-to-date on any new information. In this collaborative style,
employees feel more informed and involved while various sets of eyes will improve the accuracy and quality of the work accomplished.

INTELLIGENCE DASHBOARDS
Customisable intelligence panels provide information about specific metrics in
a simple layout so that CRM users are able to get the information they need at a
glance. This allows users to keep on top of any developments and, for example,
access any information that may be needed to resolve an issue as quickly as possible. CRM users can attach a custom report to a particular dashboard or monitor
specific areas of interest.

NOTIFICATION FEEDS AND ACTIVITY STREAMS
By incorporating notification feeds into your CRM usage you can ensure that the
appropriate people are informed of any and all aspects that require immediate attention. Notifications can be customised to alert customer service agents of new
queries on social media for example, or of any deviations from the normal sales
process. Being informed of these developments in real-time allows your teams to
act promptly and assist the customer in their moment of need, building trust and
fostering positive relationships.
CRM users can tag other team members in their posts using the @ symbol and
even reference relevant records (documents, opportunities, quotes, etc.) in the
database using the # symbol. This way users receive instant notifications without
ever leaving the CRM interface, making sure that everyone is alerted about new
conversations or processes that they are involved in.
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STAGE 4

Open, flexible
and scalable
platforms
Every company has unique needs and in a changing environment
it is important that your CRM platform can adapt and grow to
meet your business’ present and future requirements. Highly
customisable platforms allow you to manage all of your systems
from the same location, boosting efficiency and productivity.
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There are some specific capabilities that can be used to ensure that
you are getting the most out of your CRM:

Connect data across platforms: third party integrations
Selecting a CRM platform that allows you to integrate third-party applications means that you can seamlessly move from managing one
platform to another without having to constantly deal with changing
interfaces. An example that is crucial for many companies is the integration of marketing automation platforms into the general CRM interface.
Increasingly, marketing channels are a crucial part of any multi-channel
marketing or sales strategy. With the right integration, messages can
be coordinated across different channels all at the touch of a button,
helping you better organise an efficient marketing strategy and drive
sales performance.

Multiple deployment options
The deployment option that works best for your company will depend
on many factors including how you interact with your customers. A
cloud-based CRM, stored on an external network, gives flexibility to
your company and can be accessed from anywhere at any time. On the
other hand, an on-site deployment option places the administration and
control of all data in the hands of the company itself. There are CRM options available for companies of all shapes and sizes, and they can be
adapted to suit the current and future needs of your teams. A well-selected CRM deployment will allow your company to grow.

Email integration
The majority of companies rely on email to connect with teams, suppliers and customers. For companies that frequently use email as a means
of communication, both internal and external, the ability to integrate this
channel into the CRM platform is crucial. As with any third party integration, integrating email allows sales and marketing teams to carry out
all tasks from the same place. This boosts efficiency and also helps to
ensure that communications do not slip through the cracks.

Highly customisable
CRM solutions can be adapted to the existing processes of your
company. Rather than imposing an entirely new way of doing things
on your teams, a well-deployed CRM solution will compliment the way
you work. Personalisation means that your CRM can grow with your
company. Having an adaptable platform that can grow and change with
your needs means that you can smoothly transition from one phase to
another, or even trial new techniques without worrying about integration limitations.
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Improving
productivity
throughout the
growth of your
company
From the optimisation of the sales cycle to managing customer relationships, a
well-deployed CRM solution is an efficient way to add value to your company.
When properly utilised, CRM software has the potential to boost the performance
of all aspects of your business.
By consolidating processes in one, highly customisable platform you and your
team can easily keep track of the metrics that matter and make informed decisions as to future actions. At all stages of the sales journey, from the identification
of leads to forecast management, CRMs are an invaluable tool for your company.
Customer and sales data can be collected and consolidated using CRM software
to generate easily understandable reports and keep track of key metrics. With
this at their fingertips your sales team will be able to get maximum results - letting
the CRM work hard behind the scenes ensures that your teams are able to focus
their attention on the most important tasks.

12

Our experience drives
your experience
Ready to see how CRM can foster better relationships and boost
sales productivity? At redk, we are experts in delivering best in class
CRM and Customer Experience solutions that empower your business
performance. We combine disruptive technologies with strategic
thinking to help you complete your business transformation. We can
help enterprise businesses transform their Customer Experience into
a compelling value opportunity.
Contact us to learn more about our solutions and how you can get the
most of your CRM investment.
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About redk
We help organisations overcome the challenges in the
customer life cycle and drive performance.
We drive transformation initiatives (programs) to move
organisations, from their current status, to become digitally
mature, optimised and customer centric.
We call this process
CRM Transformation.

With more than 15 years experience and specialisation in the
CRM space we are proud to have strong partnerships with the
leading technology manufacturers. We master these technologies and have deep technical expertise delivering more than
200 successful projects across Europe.

Thank you
OUR MISSION

To Create Success Stories
At redk we strive to create leaders, success stories, we have the
conviction that we are here to create long term relationships with
a win–win vision.
We are here as your technology and strategy partner to help you
reach your business goals, because your success is our success.

Resources:
SugarCRM
2017 Sales Tech Survey
Forrester Research, Inc. Forrester Research World Mobile and Smartphone
Adoption Forecast, 2014 to 2019
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