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CUSTOMER EXPERIENCE

SUPPORT GROWTH

“ THE SYSTEM IS AN INTEGRAL PART OF MY BUSINESS’ WORKING LIFE.”

INTRO
CRCC Asia is the leading provider of internships in China, 
finding work placements in the legal, financial and many other 
sectors for students and young professionals from the UK, the 
USA and elsewhere around the world. Working with high profile 
companies in Beijing and Shanghai, CRCC Asia has offices in 
London, Beijing, Shanghai, San Francisco and Shawnee and 
is arranging work experience for thousands of students every 
year.

Success Story

WITH WORKBOOKS, CRCC ASIA CAN FOCUS 
ON DELIVERING SUPERIOR EXPERIENCE
Workbooks makes it a lot easier for CRCC Asia to be a successful global company

Edward Holroyd Pearce  -   Director at CRCC Asia



Since its inception in 2008, CRCC Asia has forged strong customer relationships with 
both students and recruiters, resulting in applications from 59 countries increasing 
year after year.

Like many small businesses, CRCC Asia used a mixture of Excel spreadsheets and 
Google Docs to manage customer information and placement offers, but as data
volumes increased, these information silos struggled to manage CRCC Asia’s process, 
putting customer satisfaction levels at risk.

The main communication channel for CRCC’s customer is through its website, so it was 
also crucial to have a joined-up CRM system that could be integrated with the site to 
allow a seamless flow of information. 

Compatibility issues across global territories also became an issue and information 
was in danger of becoming unreliable or out of date by the time colleagues in the UK 
had emailed a spreadsheet to China regarding the status of an application.

RAPID EXPANSION

“WE HAVE STAFF IN THE UK, US AND CHINA ALL DEALING WITH DIFFERENT 
ASPECTS OF AN APPLICATION, FROM SENDING OUT AN OFFER LETTER TO A STUDENT 
IN THE UK TO ARRANGING ACCOMMODATION IN CHINA. THE SYSTEMS WE WERE 
USING TO RECORD THIS INFORMATION WERE NOT CONDUCIVE TO THIS GLOBAL 
WAY OF WORKING AND WE NEEDED A MUCH MORE COLLABORATIVE APPROACH TO 
MANAGING AND SHARING THIS INFORMATION IN REAL TIME.”

Edward Holroyd Pearce  - Director at CRCC Asia



FINDING A FLEXIBLE SOLUTION
CRCC Asia realised the need for a sophisticated Customer Relationship Management 
system to provide a more collaborative way of working. As part of the
selection process, CRCC Asia reviewed 20 different options and focused on six CRM 
providers within the final stages.

TAKING MANAGEABLE STEPS
HCRCC Asia took a staggered approach to migrating data and rolling out the 
Workbooks CRM system to staff. The first stage involved migrating across data 
regarding current applications.

This was followed by data on students who had been made an offer, data on alumni 
and finally marketing data. Staff are now using the system to process applications 
across the globe. CRCC Asia can now manage the entire process – from logging student 
interest and making notes to sending offers and organising payment of deposits - 
through one system which can be accessed and updated by staff  wherever they are, 
and in real time. “Once the UK team have sent out an offer, the China office is alerted 
straight away so they can start looking into accommodation and visa requirements, for 
example.

This real time aspect of the system means information is up to date and there is no 
time lag between territories, with everyone knowing exactly what needs to happen
next in the process,” explains Holroyd Pearce.

“AS WELL AS THE FUNCTIONALITY ASPECT OF THE SYSTEM, WE WERE LOOKING TO 
WORK WITH A PARTNER THAT UNDERSTOOD OUR NEEDS AND COULD PROVIDE A 
FLEXIBLE SOLUTION TO GROW WITH OUR BUSINESS. WE SELECTED WORKBOOKS 
AS THEY GAVE US CONFIDENCE THAT THEY COULD DELIVER A ROBUST SOLUTION. 
THE TEAM WAS VERY APPROACHABLE AND THEY DIDN’T HAVE AN ISSUE DEALING 
WITH PEOPLE IN DIFFERENT TIME ZONES. WE TRIED TO USE SALESFORCE BUT 
IT EFFECTIVELY BECAME A REPOSITORY OF CONTACTS AND MISCELLANEOUS 
INFORMATION. ”

Edward Holroyd Pearce  - Director at CRCC Asia

“WE RAN INTO DIFFICULTY WITH THE OUTLOOK CONNECTOR IN SALESFORCE 
AND WE NOTICED THAT IT CAUSED A FEW ISSUES WITH DATA DUPLICATION - WE 
EFFECTIVELY ENDED UP WITH AN ENORMOUS, UNUSABLE DATABASE OF DUPLICATED
DATA.”

Edward Holroyd Pearce  - Director at CRCC Asia



EMBRACING CHANGE 
Since Workbooks CRM was implemented, the staff have fully 
embraced the system and it has now become part of everyday 
working.

The massive volumes we are dealing with now would have 
simply overwhelmed the old system, explains Holroyd Pearce: 
“Our pre-Workbooks way of working would not have been able 
to cope with the number of applications we are processing 
today and we would have needed to employ additional staff 
to get through the backlog. Instead we are able to focus our 
resources on delivering the best experiences for our students 
and ensure we continue to treat them as valued customers.”

Holroyd Pearce continued, “As the company has grown, the 
steps we go through during a customer application have 
increased in line with our service offerings. The Workbooks 
CRM system gives us the flexibility to add more fields as we 
need to.”
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“WORKBOOKS IS AN INTEGRAL PART OF MY BUSINESS
WORKING LIFE. WE CAN NOW BYPASS COMPATIBILITY ISSUES
AND ARE ABLE TO WORK SEAMLESSLY ACROSS SEVERAL TIME
ZONES. THE WORKBOOKS SYSTEM MAKES IT A LOT EASIER FOR 
US TO BE A SUCCESSFUL GLOBAL COMPANY.”

Edward Holroyd Pearce  - Director at CRCC Asia


