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CRM 101 
 

What you need to know about CRM? 
 

Customer Relationship Management (CRM) is an essential aspect of 

any business, and it's more important than ever to understand its 

importance and how it can benefit your organization.  

Whether you are just starting out or have been in business for years, 

this eBook is designed to help business owners understand what 

CRM is, how it works, and how it can help improve your business 

operations. 

The goal of this eBook is to provide business owners with a 

comprehensive guide to CRM, from the basics to more advanced 

topics. We'll cover everything you need to know to get started, 

including how to choose the right CRM system, how to implement it 

effectively, and how to use it to drive business growth. So, whether 

you are new to CRM or just looking to improve your existing system, 

this eBook is the perfect resource for you.  

Let's get started! 
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WHAT IS A CRM? 
 
CRM stands for Customer Relationship Management. 

It's a software tool that helps businesses manage their interactions and 

relationships with customers. It allows businesses to organize customer 

information, such as contact details and purchasing history, and track 

customer interactions, such as emails, phone calls, and social media 

messages.  

By having all this information in one place, businesses can better 

understand their customers' needs and preferences, and provide them 

with better products and services. CRM also helps businesses streamline 

their sales and marketing processes and improve customer satisfaction 

and loyalty. 
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BENEFITS OF CRM FOR SMALL AND 
MEDIUM BUSINESSES 
 

1. Improved Customer Satisfaction 
 
 A CRM system allows businesses to manage customer interactions, 
respond promptly to inquiries, and resolve issues effectively. This helps to 
increase customer satisfaction and build customer loyalty. 
 

2. Increased Sales 
 
A CRM system can help businesses manage leads, track sales, and analyse 
customer data to identify buying patterns and predict future sales. This 
information can be used to inform sales and marketing efforts, resulting 
in increased sales. 
 

3. Better Collaboration 
 
A CRM system can be used by different departments within a business, 
such as sales, marketing, and customer service. This helps to improve 
communication and collaboration between departments and ensures that 
everyone is working towards the same goals. 

 
4. Increased Efficiency 

 
A CRM system automates many manual processes, such as data entry and 
report generation, freeing up employees to focus on more important 
tasks. This leads to increased efficiency and productivity. 
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5. Better Data Management 
 
A CRM system centralizes customer information, making it easier to 
access and manage. This helps to ensure that customer data is accurate 
and up to date, reducing the risk of errors and making it easier to make 
informed decisions. 

 
6. Improved Decision Making 

 
A CRM system provides access to valuable customer data, allowing 
businesses to make informed decisions based on real-time information. 
This helps to improve overall business performance and drive growth. 
 
 
 

In summary, a CRM system can help businesses improve 
customer satisfaction, increase sales, improve collaboration, 
increase efficiency, better manage customer data, and make 
better decisions. 
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For every dollar invested in CRM, the average return 

on investment is $8.71 

 

Companies can expect to see a 29% boost in sales 

with the effective implementation of a CRM system 

 

Conversion rates may increase up to 300% using a 

CRM 

 

Companies can slash lead costs by 23% by using 

CRM 

 

Email marketing brings 360% ROI 
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CHOOSING THE RIGHT CRM FOR YOUR 
BUSINESS 
 

Factors to Consider 
 

1. Determine your business needs. 
 
Identify the key features and functionalities that your business needs in a 
CRM system. This will help you narrow down your options and ensure that 
you choose a CRM that meets your specific needs. 
 

2. Consider ease of use. 
 
A CRM system that is easy to use will ensure that employees are more 
likely to adopt it, leading to better adoption rates and a more successful 
implementation. 
 

3. Evaluate scalability. 
 
As your business grows, your CRM needs may change. Choose a CRM 
system that is scalable and can grow with your business. 
 

4. Look for integrations. 
 
Integrating your CRM with other business systems, such as marketing 
automation and accounting software, can help improve efficiency and 
streamline operations. 
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5. Consider cost. 
 
The cost of a CRM system can vary greatly. Make sure to choose a CRM 
that fits within your budget. The TCO of a CRM system includes not only 
the cost of the software itself, but also the cost of implementation, 
training, customization, and ongoing maintenance. 
 
 

Common CRM Features 

 
1. Contact Management 

 
A centralized database for storing and managing customer information, 
including contact details, communication history, and notes. 
 

2. Lead Management 
 
A system for tracking leads, assigning leads to sales team members, and 
following up on leads. 
 

3. Sales Forecasting 
 
A tool for analysing customer data to predict future sales, based on 
buying patterns and customer behaviour. 
 

4. Marketing Automation 
 
A system for automating repetitive marketing tasks, such as email 
campaigns, social media posts, and lead nurturing. 
 

5. Analytics and Reporting 
 
A suite of tools for analysing customer data, creating reports, and tracking 
key performance indicators (KPIs). 
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6. Customer Service 
 
A system for managing customer service requests, resolving issues, and 
tracking customer satisfaction. 
 

7. Mobile Access 
 
A mobile app or mobile-responsive website that allows employees to 
access the CRM system from anywhere, on any device. 
 

8. Integrations 
 
A CRM system that integrates with other business systems, such as 
marketing automation and accounting software, can help improve 
efficiency and streamline operations. 
 
 

By considering features, cost, and budget considerations, 
you can help ensure that you choose a CRM system that fits 
within your budget and provides the best value for your 
business. 
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IMPLEMENTING CRM IN YOUR BUSINESS 
 

1. Define your goals. 
 
Start by assessing your business needs and identifying the specific 
challenges that CRM can help you address. Determine the processes and 
procedures that will be used with the CRM system and ensure that 
everyone on the team understands them. 
 

2. Create a project plan. 
 
Develop a project plan that outlines the steps you will take to implement 
CRM in your business, including a timeline and budget. 
 

3. Assign a project team. 
 
Choose a team of employees who will be responsible for implementing 
the CRM system and ensure that everyone understands their role in the 
project. 
 

4. Choose the right CRM. 
 
Choose a CRM system that fits your specific business needs. Research 
different CRM solutions and compare their features, functionality, and 
costs. 
 

5. Involve your employees. 
 
Ensure that all employees understand the benefits of CRM and are on 
board with the implementation, as this will help to ensure its success. 
 

6. Customize the CRM. 
 
Customize the CRM system to fit your specific business needs, including 
the user interface, data fields, and reporting. 
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7. Go LIVE. 
 
Launch the CRM system and begin using it for all customer interactions. 

 
8. Provide training. 

 
Provide comprehensive training for employees on how to use the CRM 
system, including hands-on training and online tutorials. 
 

9. Monitor and adjust. 
 
Continuously monitor the use of the CRM system and adjust as needed to 
ensure that it meets the needs of your business. 
 

10.  Evaluate success. 
 
Regularly evaluate the success of the CRM implementation and make 
changes as needed to ensure that it is meeting the needs of your 
business. 
 

 

By following these steps, small and medium businesses can 
successfully implement a CRM solution and reap the many 
benefits it has to offer. Whether you're looking to improve 
customer relationships, increase efficiency, or drive 
business growth, a well-implemented CRM system can help 
you achieve your goals and reach new levels of success. 
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MEASURING THE SUCCESS OF YOUR CRM 
IMPLEMENTATION 

 

1. Define key performance indicators (KPIs). 
 
Define specific, measurable KPIs that align with your goals and objectives 
for the CRM system, such as increased sales, improved customer 
satisfaction, and reduced customer churn. 
 

2. Track and analyse data. 
 
Regularly track and analyse the data in your CRM system to determine if 
you are meeting your KPIs. Use the dashboards and reports in your CRM 
system to track progress and identify areas for improvement. 
 

3. Conduct regular user surveys. 
 
Conduct regular surveys of employees to assess their level of satisfaction 
with the CRM system and identify areas for improvement. 
 

4. Measure customer satisfaction. 
 
Measure customer satisfaction through surveys or other feedback 
mechanisms to determine if the CRM system is having a positive impact 
on customer relationships. 
 

5. Compare before and after. 
 
Compare key metrics before and after the CRM implementation to 
determine the impact of the CRM system on your business. 
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COMMON CHALLENGES WHEN 
IMPLEMENTING CRM AND HOW TO 
OVERCOME THEM 
 

1. User adoption / Resistance to change. 
 
Employees may resist using the CRM system, especially if they are used to 
using a different system or if they are uncomfortable with technology. 
Overcome this challenge by providing training and support and involving 
employees in the implementation process. 
 

2. Customization. 
 
Customizing the CRM system to fit your specific business needs can be 
challenging, especially if you do not have the technical expertise or 
resources to do it yourself. Overcome this challenge by working with a 
vendor or consultant who can customize the system for you, or by using a 
CRM system that has pre-built customization options. 
 

3. Integration with existing systems & data migration. 
 
Integrating the CRM system with existing business systems can be 
challenging, especially if the systems are not compatible. Moving 
customer data from an existing system to a CRM system can be time-
consuming and complex. Overcome this challenge by choosing a CRM 
system that is designed to integrate with your existing systems, and by 
working with a vendor or consultant to ensure a smooth integration. 

 

By being aware of these common challenges and taking 
steps to overcome them, you can help ensure a successful 
implementation of CRM in your small business. 
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GETTING STARTED WITH CRM 
 

So, now you know what CRM is, how it works, and what NOT to 
do, but it’s still a little overwhelming. How do you get started? 
 
We recommend working with and external consultant to implement 
your CRM. As you’ve seen, there are many factors involved in a 
successful CRM Implementation, and it can be a lot for a business 
owner to manage alongside running the operations of their business. 
 

Using External Consultants to Implement CRM in Your 
Business 
 

1. Consider your resources. 
 
Before deciding to work with external consultants, consider your internal 
resources and whether you have the necessary skills and expertise to 
implement CRM on your own. 
 

2. Identify your needs. 
 
Determine the specific areas where you need support from an external 
consultant, such as project management, data migration, or training. 
 

3. Find the right consultant. 
 
Research and compare different CRM consultants and their services, 
experience, and references. Look for a consultant with experience in your 
industry and a track record of successful CRM implementations. 
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4. Set clear expectations. 
 
Work with your consultant to set clear expectations for the project, 
including timelines, budgets, and desired outcomes. Ensure that everyone 
is on the same page before starting the implementation process. 
 

5. Work collaboratively. 
 
Collaborate closely with your consultant throughout the implementation 
process to ensure that the solution is tailored to your specific business 
needs and goal. Provide adequate resources to support the consultant 
and the implementation project, including access to key stakeholders and 
data. 
 
 
 

By working with external consultants, small and medium 
businesses can take advantage of their expertise and 
experience to successfully implement CRM. With the right 
consultant, you can ensure a smooth and efficient 
implementation process, avoid common pitfalls, and achieve 
your desired outcomes. Whether you're looking to improve 
customer relationships, streamline processes, or drive 
business growth, a well-implemented CRM system can help 
you reach new levels of success. 
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Benefits of Using External Consultants to Implement CRM in 
Your Business 

 

1. Expertise 
 
External consultants bring a wealth of knowledge and experience to the 
table, ensuring that your CRM implementation is done correctly and 
efficiently. They can also provide valuable insights and recommendations 
that can help you make the most of your CRM investment. They can 
customize the CRM system to fit your business needs and goals. 
 

2. Objectivity 
 
External consultants bring an objective perspective to the implementation 
process, helping you avoid common pitfalls and ensuring that your CRM 
solution meets your specific business needs and goals. 
 

3. Time and cost savings 
 
External consultants can help you streamline the implementation process, 
reducing the time and resources required to get your CRM system up and 
running. This can free up internal resources, allowing you to focus on 
other critical areas of your business. 
 

4. Reduced Risk 
 
Working with an external consultant can help reduce the risk of failure or 
mistakes, as they have the experience and expertise to identify and avoid 
common pitfalls. 
 

5. Improved Training and Support 
 
External consultants can provide comprehensive training and support to 
ensure that your team is equipped to use your CRM system effectively. 
This can help ensure a successful adoption and maximize the benefits of 
your CRM investment. 
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The best time to invest in a CRM  
for your business is now 
 

In conclusion, CRM is a powerful tool that can help small and medium 

businesses streamline their processes, improve customer satisfaction, and 

drive business growth. The key benefits of CRM include improved 

customer relationship management, increased efficiency, better data 

management and analysis, and enhanced sales and marketing efforts. 

To fully leverage the benefits of CRM, it is important to choose the right 

solution for your business, align it with your business goals, get employee 

buy-in, and provide comprehensive training. By doing so, you can 

maximize the benefits of CRM and improve the overall performance of 

your business. By following the best practices outlined in this eBook, small 

and medium businesses can ensure a successful CRM implementation 

and maximize the benefits of this valuable tool. 

So, if you're a small or medium business looking to improve your 

processes and drive growth, consider investing in a CRM solution and take 

advantage of the many benefits it has to offer. 
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