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In tough times - whether that be the dot com bust in 2000, the financial crisis of 2008 or the current 
Covid-19 crisis, it is the organisations that embrace the situation to drive innovation, the ones that focus 
on achieving a higher degree of efficiency and optimisation that tend to come out the other side with a 
viable, even stronger businesses.

Instead of taking a defensive cost cutting approach, many businesses take a more strategic approach to 
cost optimisation in order to better equip themselves, to sustain through the unknown and thrive in the 
future. Other businesses are accelerating their digital transformation, Covid-19 having knocked through 
long-standing resistance and silos.

Whatever your motivation, now is the time to be proactive and set your business up for success in 
2020 and beyond. Now is the time to enable an adaptable, tech-savvy organisation who can provide the 
best experience for customers and prospects. Now is the time to review where you can optimise your 
operations and how you can succeed in the ‘new normal’.



Reduce 
COST
Cost optimisation is more important than ever. Is 
it really possible to grow your business without 
spending more money? Can you cut costs and still 
sustain/grow? What programmes that are no longer 
yielding benefits could you cut? Any technology that 
is crippling your budget but could be done as well if 
not better with a cheaper alternative? 

Reducing costs in your business and creating processes that 
will save you money doesn’t have to take a lot of time or even a 
lot of effort. In many cases, it’s about making smarter choices 
when deciding where to invest. CRM can be a real enabler.

We’ll highlight more ways CRM saves you money – through 
automation, simplifying processes, and freeing up your staff 
to spend time focusing on what will deliver the greatest value. 
But there are numerous other ways CRM can save you money. 
You’ll be able to dispense with any redundant legacy systems – 
and the costs associated with them. The detailed view it gives 
you of individual customers and their purchasing history can 
lower your production costs by helping you to predict demand 
more accurately, so you can only produce what you know there 
will be demand for. Use it properly and your CRM will also cut 
admin costs – including stationery, travel and reporting. 

Acquiring new customers can be expensive – and there’s 
no guarantee that you’ll achieve a good return on your 
marketing investment – but as CRM improves your customer 
experience, your customer satisfaction will also climb. Then 
your customers themselves can turn into a marketing asset as 
volumes of referrals and word-of-mouth advocacy grow.



Your customers are better informed and more spoilt 
for choice than they’ve ever been – so in order to 
remain competative, businesses have to become 
more customer-centric. A top priority must be 
managing engagement and communication with this 
discerning and demanding audience.

Your customers want to ensure they’re fully informed before 
committing to any purchases – much more than they used to be. 
You must think about these broad changes in consumer habits 
and adapt your strategy and spending accordingly. CRM can 
help by tracking trends and analysing data to help you make 
informed decisions for now and for the future.

The experience you offer customers is one of your clearest 
opportunities to differentiate your company. Ensuring that your 
customers’ experience is consistently excellent – whoever they 
engage with and for whatever reason – and that it’s enjoyable 
and memorable for all the right reasons, is arguably your best 
way to generate loyalty. 

Post-sales, your customer service must be exceptional. 
Every customer must feel as though they’re receiving special 
treatment just because of who they are. If they feel valued, they 
will value you in return, they will remember you, and they will 
recommend you.

CRM helps you provide this level of experience by ensuring that 
everyone across your business has access to a single source 
of definitive information about each customer, from initial 
marketing activity, through sales and customer service, to 
finance and order processing and other back-office functions. 
It connects your processes, helping them to flow seamlessly; it 
puts the right information in the hands of the right people at  
the right time, helping to make every engagement with the 
customer optimal. Finally, it offers a clear view of the cost to 
your business of servicing your customers, helping you refine 
your service in ways that maximise profitability but still keep 
your customers satisfied.

GIVE YOUR 
CUSTOMERS 
an excellent experience 



STAY COMPETITIVE  
drive sustainability and success

In order to ensure sustainability and success now and in the future, 
you must deliver value to your customers and give them a reason to 
purchase from you instead of the competition. And you can’t do that 
without getting to know them and taking the time to understand their 
needs.

You must think deeply about what will set your company apart and how you will secure 
brand loyalty. You need to anticipate trends and stay ahead of the curve – thinking 
outside the box and give your customers what they need. 

It may be that in your sector, the best strategy for competitive differentiation is to focus 
on a specific segment or niche, developing a deep knowledge of that segment and 
tailoring your services to meet its very particular needs. Whether or not you choose to 
specialise in this way, over time you must improve your products and services based on 
the direct and meaningful dialogue you have with your customers.

All of this requires the in-depth knowledge and laser focus that CRM can deliver, by 
helping you track and segment information about your customers and your market, 
and record all interactions. All this invaluable information is stored in a single, easily 
accessed place, making it easier for you to turn raw data into the kind of valuable 
business intelligence that will help you grow.



IMPROVING 
agility, efficiency and effectiveness
It’s all very well having a great product but if your company is not agile, adaptable or 
efficient enough, then your business could be at risk. CRM gives you the tools you need to 
drive agility, alignment and efficiency across marketing, sales and customer service. 

CRM gives you the tools you need to execute your marketing strategy and 
measure the return on your marketing investment, whatever the channels. It 
helps with customer profiling and targeting, gathering business intelligence, 
and running email campaigns and events. It enables you to prioritise your 
marketing resource effectively, ensuring your sales teams follow up the leads 
most likely to convert. You’re better able to manage your marketing services 
suppliers from design, print, online agencies and so on – because all the relevant 
information about them and transactions are in one place. It helps you to deliver 
campaigns on time by making it easier to manage your marketing team’s day-
to-day workload. And it captures key information such as campaign return on 
investment, lead volumes by source, lead conversion, using dashboards and 
reports to put real-time information at your fingertips. Every interaction with 
a prospect furthers your business intelligence as you capture knowledge, map 
relationships, segment your data, and tailor your communication to improve 
the overall customer experience. CRM can provide significant competitive 
advantages to martketers, increasing efficiency and impact, driving greater 
productivity and providing even greater insight. 

MARKETING



CRM helps you capture the knowledge you need to improve sales prospecting. It 
helps you manage opportunities better, driving up conversion rates and helping 
your sales team share best practice. It generates reports and dashboards that 
improve your insight into your sales pipeline and performance, helping you refine 
your sales process and helping you optimise each sales cycle. You can deliver 
professional quotations in minutes and your sales teams can forecast more 
effectively. You can turn quotes into orders with a single click and track the status 
of orders as they are fulfilled and invoiced. 

CRM will help you build a strategy for nurturing existing customers and identify 
new opportunities. It will automate some of the lower-value interactions, freeing 
up your sales and account teams to focus on higher value interactions that 
generate more value. It will enable you to segment your customer base, tiering 
them in a way that helps you focus on those that will yield the best results. CRM 
will automatically notify account managers when contracts and subscriptions are 
up for renewal, helping to prevent any nasty surprises at renewal time. 

And you can use CRM to track sales and improve performance of your sales 
teams. You can get quite granular and look at every stage of the process. How 
active is each sales rep? Are leads followed up and within what timeframe? 
How many meetings, emails and calls are taking place? By using CRM, you can 
pinpoint the precise development needs of each of your salespeople, and so 
focus training and coaching – maximising the return from all the time and money 
invested in training and significantly enhancing the abilities of your salesforce.

SALES

CRM puts the information your customer service teams need in one place, 
helping them to track and manage support tickets and manage cases. They’ll 
get better at spotting common problems and recurring issues, giving them the 
insights they need to tackle problems at their source, which saves your business 
money and improves customer satisfaction. You’ll also be able to use your CRM 
platform to host online self-service, posting solutions to common problems for 
customers to quickly and easily find their own solutions. This makes for more 
than just a happier customer – it frees up your service team to concentrate 
on higher value activities, which is more stimulating and satisfying work for 
them. Over time, CRM builds an increasingly detailed picture of agent skills and 
knowledge, enabling the automatic routing of cases to the agent best qualified to 
resolve them. And it does all this in a multi-channel environment, so cases and 
learnings are shared between web, phone, email and chat, giving the customer a 
consistent experience regardless of the channel they prefer. 

Another productivity boost comes from the availability of mobile and cloud-based 
CRM, which enables and reinforces collaboration throughout your entire business 
around the customer. Information is accessible anytime, anywhere from any 
device, for optimal business operations. A valuable benefit when staff are having 
to work remotely. 

CUSTOMER SERVICE



By tracking key performance indicators (KPI), stages of the sales cycle, 
qualified-out opportunities etc, CRM gathers the sort of information 
that helps you analyse your customers’ behaviour and decision-making 
processes, all of which feeds into better, more informed decision-making.

When you have the power to interrogate data from across the business, spot changes, glean 
patterns and trends or identify issues, you obtain insights that drive innovative thinking. 

As managers, part of your focus must be beyond the here and now, with longer-term 
strategies, considering how to secure the future of your business.

A strategic plan with key long-term objectives serves as a framework for making decisions. 
Putting together a strategic plan - and adapting it as challenges arise and situations evolve 
- can provide the insight needed to keep a company on track by setting goals and measuring 
accomplishments. CRM can feed into this strategic planning and support its execution. It can 
also help you define where this strategic direction should be based on historical data. 

The way CRM supports decision-making is best summed up by one of our clients, Nathan 
Aspin, Managing Director of Aspin, which make sales order processing apps. He says:  
“It allows me to understand what is working well and what needs attention. This helps me 
focus my time on what matters, where my input is required and where I can add value. I get 
a clear view on quotes, and so am able to confidently forecast what is coming in and can 
plan resource more accurately. My business has become more predictable. I make informed 
decisions and I can prioritise better. I’m back in control.”

BETTER 
decision making



TAKE CONTROL 
of your business

More and more business leaders understand the benefits of CRM and an increasing 
number of them are implementing it to get more control over their businesses. 

During times of crisis and economic uncertainty, you must shift your perspective away 
from fear and towards optimisation. The companies that are able to remain proactive 
and take strides to improve during this time will be the ones who continue to thrive in 
the future. 

Now is the time to start cleaning house! By staying focused on improvement, driving 
further digital transformation and taking steps to enhance your processes, you can 
effectively set yourself off with a strong foundation so that you can thrive and shine 
in the second half of 2020 and beyond. And CRM should be a core component of your 

infrastructure. 

 
It’s abundantly clear: modern businesses need CRM to flourish – even to 
survive. CRM gives you visibility of your business, it allows you to take 
control over it like never before, and that gives you more power over 
your own destiny.

workbooks.com | success@workbooks.com | +44 (0) 118 3030 100

http://www.workbooks.com/crm-resources/state-of-crm-market-2018

