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Finding, Converting And Retaining Customers are the keys to your 

company’s success. Your customers are the lifeblood of your business: your source of 

revenue, referrals for more business, and part of the reason you decided to start your 

company in the first place. You want to harness the lifetime value of each customer by 

retaining their business and maintaining a positive personal relationship with all of your 

contacts. Too often, managing these valuable customer relationships falls to the 

wayside. It’s easy to focus on converting new customers or improving the product, 

instead of cultivating and strengthening pre-existing bonds.  

 

The solution? Customer Relationship Management, or CRM for short. CRM covers 

everything your business does in order to establish, grow, and keep 

relationships with customers and leads. Good customer relationship management 

will help you expand your customer base, increase the lifetime value of existing 

customers, and change the way you do business for the better.  

 

CRM-conscious businesses tend to focus on the big picture. They view their 

customer relationships as their most important and valuable assets. They are always 

looking for ways to improve their business, sales, and marketing tactics in order to form 

and keep better ties with customers and contacts. They interact with customers in a 

sincere and personal way without coming off as sales-hungry. Customers readily 

recommend their business for the amazing customer experience. CRM-conscious 

businesses grow organically thanks to great word of mouth, frequent referrals, and 

positive online reviews. 

 

There are challenges to good CRM. How do you run a growing business while 

continuing to develop the relationships you already have? How do you pay special 

attention to your best customers or most qualified leads? How do you define who those 

people even are? How do you keep your interactions genuine and personal without 

spending half of each meeting remembering old conversations? How the heck do you 

find the time for all this? In order to successfully manage customer relationships in 
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your business, you are going to need to promote good practices and the use of a 

CRM system to help you stay organized.  
 

What is a CRM system? 
A CRM system is a piece of software specifically designed to help salespeople 

and business owners manage their many relationships with customers and 
contacts. At its most basic level, a CRM is like a giant Rolodex that helps you 

remember who people are and how to contact them. However, a CRM is more than just 

a basic contact manager; it can do a lot more for your business and customer 

relationships than tools like Gmail, Outlook, and Trello.  

 

CRMs give you a complete, chronological history of your relationship with a contact. 

They store all of your data, records, and relationships in one place. They can show you 

the progress you’ve made with a contact, where they are in your sales pipeline, and 

what follow ups you have to do next. All of the information and updates you need for 

the day should be readily available in your CRM, allowing you to run your 
business more effectively and efficiently.  
 

Why Do You Need a CRM? 
Welcome to the first step in the process of picking a CRM: deciding if you even need a 

CRM in the first place! There’s no straightforward metric to decide whether or not 

your company could benefit from a CRM system. Solo entrepreneurs and big 

companies use them; customer service teams and sales teams need CRMs for day-to-

day activities; executives want them for reporting as much as individuals want them for 

staying organized. Why do so many different types of companies want and need a CRM 

system?  
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 The Opportunity: A CRM Can Make You Money 
A CRM system represents an opportunity to make money for your business. It can help 

you increase sales, facilitate collaboration, retain more customers, save time, and never 

miss a follow-up.  

! On average, a CRM pays back $8.71 for every $1 spent.1  

! A CRM can increase sales up to 29%.2  

! 74% of CRM users found that the software improved their access to customer 

data.3  

! 91% of businesses with over 11 employees and 50% of businesses with 10 

employees or fewer now use CRM.4 

The bottom line: if you’re not using a CRM, you’re leaving money on the table. 

You’re also giving your CRM-using competition a serious advantage! If CRMs are so 

valuable, though, why isn’t everyone using one? 

 

 The Problem: Most CRMs Aren’t Used 
Maybe your competitors do own CRMs—but chances are, they aren’t using the software 

properly, if at all. About 47% of CRM installations fail within the first year, and 42% of 

CRM licenses go unused.5 The number one reason CRMs fail? Poor user adoption. 

Instead of allowing a CRM system to help grow their business’ revenue, many 

companies throw money at expensive CRM systems without understanding how to use 

them. Sales reps can’t understand the system, so they don’t input data, and then data 

quality suffers to the point of being unusable. They don’t understand the relationship 

between the practice of customer relationship management and making CRM software 

implementation stick.   

 

So, you’re losing money if you don’t have a CRM, but the software is only valuable if you 

actually use it. Sounds like a catch-22, right? Not so fast... 
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 The Solution: Find A Usable CRM! 
There is a CRM sweet spot that marries user-friendly software with a revamp of 

company culture to create effective, successful, and long-lasting customer relationships. 

Your first goal when selecting a CRM should be to find a piece of software that 
you and your team members will actually want to use. The next step involves 

combining company culture with the implementation of the CRM software. Finally, you 

can work on improving processes at your company to generate more repeat customers 

and strengthen existing relationships.  
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Now That You Know What A CRM Is and why you need it, you need to 

determine the ways in which a CRM can help your business before you start shopping 

for products. Ask yourself the following questions, and see where your CRM weak spots 

are.  
 

1. Is your data centralized?  
If you’re doing the post-it, spreadsheet, notes-on-your-phone song and dance, you 

could be hurting your business big-time, for a few reasons:  

! Decentralized data leads to inaccuracies. 

! You might not always have access to all the information you need. 

! Leads can easily slip through the cracks. 

! Your team doesn’t have access to the same, up-to-date database. 

How can a CRM help? It puts all of your data in the same place. Your team can 

access and edit the same database; alternatively, you can monitor the individual 

contacts for each team member. Plus, if you get a cloud-based CRM, you can access 

and edit your CRM database on the go.  
 

2. Is some of your data inaccurate?  
Data inaccuracies can lead to big headaches. They often result in lost leads, 

embarrassment, and wasted time trying to correct mistakes.  

How can a CRM help? Aside from centralizing your data, CRMs can often 

automate data input by pulling information from other sources. When sharing data with 

your team, everyone can see and update the same contact’s profile, so you’ll never 

accidentally follow up with the same lead twice. Just make sure you click “save” when 

you’re done editing a contact’s profile! 
 

3. Have you been losing track of leads and follow-ups?  
Uh-oh. This is how you turn every customer into a one-time customer and every lead 

into a dud. Even if this happens only some of the time, you want every customer to be 
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given the same gold-star treatment, or else you’ll start seeing negative reviews online 

and angry customer service emails. 

How can a CRM help? A spreadsheet can’t tell you when there’s something you 

need to do or someone to contact. CRMs track your leads through a sales pipeline, so 

you can always see where a contact is in the process, and what you have to do next. 

You can also see what your entire sales team is working on by sharing calendars, tasks 

and contacts. That way, if someone is sick or on vacation, other team members can pick 

up the slack. Think of it this way: if a CRM prevents even one lost lead a year, it could 

more than pay for itself.  
 

4. Do you have a sales team?  
Then you need to be communicating. There are plenty of great internal chat tools for 

sales teams, like Slack or HipChat. But sales teams have to do more that talk; they 

should also share data to keep contacts up to date, and administrators should be able to 

hold their sales team accountable. 

How can a CRM help? With shared data settings and special permissions for 

administrators and accounts owners, CRMs can guarantee that sales teams are on 

task. It can also help prevent individual members from accidentally following up with the 

same lead. 
 

5. Are you worried about data security?  
This is something no one likes to think about. We all feel a little powerless against 

hackers (after all, if the Pentagon can get hacked, anyone can), and no one wants to 

mistrust their own sales team. Unfortunately, people do get fired and data does get 

stolen, and as the owner of the data, it’s your job to put in safeguards to prevent 

disasters. 

How can a CRM help? A cloud-based CRM will provide data security for you by 

preventing outside sources from accessing your data, and limiting who can export your 
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data. A CRM system can also lock out recently fired salespeople or prevent them from 

taking over an account.  
 

6. Do you spend hours creating reports?  
People stress out over spreadsheets once a week when there are plenty of tools that 

can do the necessary work in seconds! If reporting is a stressful and seldom done thing, 

you’re probably looking for a tool that can give you accurate information whenever you 

want. 

How can a CRM help? You guessed it: it’ll make the reports for you, thanks to 

pipeline and analytic settings. By reading a pipeline report, you can see how many 

prospects, qualified leads, and closed deals you have for any given week or month, 

without having to comb through the data yourself.  
 

7. Do you lose access to client data on the go?  
In such a busy world, mobile access to client data is a must. That’s impossible when 

your data is stored on spreadsheets and you’re not parked in front of a computer all day.  

How can a CRM help? With mobile apps and cloud-based CRMs, you can edit and 

access data as you go. This will help keep you and your team in the loop, even when 

you’re outside the office.  
 

8. Are you focusing too much on prospects and not enough 
on retaining current customer business?  
Business 101: retaining a customer is more profitable for your business than acquiring a 

new one. Need more convincing? According to a Harvard Business School study, a 5% 

increase in customer retention can increase a company’s profitability by 75%.6  

How can a CRM help? It’s all in the name: CRMs are great for customer 

relationship management. And what better way to retain a customer than to create a 

relationship with them? CRMs have plenty of great tools to remind you of follow-ups, a 
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customer’s birthday, or notes about their last sale to help you understand the best time 

to reach out to them again.  

 

9. Are you unable to name your top 5 customers?  
Your top 5 customers are gold. Why? They can tell you exactly why they love your 

company or product, and their reasons might be different from what you already 

assume. You want every customer to look like your top customer, and figuring out who 

those people are is a great place to start. 

How can a CRM help? First, it can easily help you identify who your top customers 

are with reporting and pipeline tools. Second, it can help you capitalize on these great 

relationships. Your top 5 customers are special, and should be treated as such. With a 

CRM, you can track birthdays and loyalty programs for top clients, while also seeing 

which other contacts are close to becoming your best. 
 

10. Are you more stressed that you should be?  
This might seem like a cop-out. Of course you’re stressed! Everyone is, at some point in 

their work week. Stress can be good for some people: it spurs you to try and do better. 

However, too much stress is detrimental and can really disrupt your workflow and 

business. This last point accounts for all the people who said “No” to 1-9, but are also 

losing their minds trying to stay on top of everything. 

How can a CRM help? Very simply, it can take some responsibility and 

accountability off your shoulders. You can set reminders for events and tasks, 

automatically log emails without having to think about it, and get daily agenda emails. 
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After Reviewing The Ways in which a CRM can help your company, you might be 

tempted to find the most robust, feature-filled CRM out there—not so fast. CRM systems 

are not like cars; there’s nothing cool about having one with too many features. In fact, 

having a “pimped out” CRM might actually make the software too difficult to use. 

According to SalesLoft, 72% of CRM users would trade functionality for ease of use.7 

Combine that with research from the past decade showing that 25-60% of all CRM 

installations fail, and you realize that the most important aspect of a CRM isn’t a 

feature at all—it’s ease of use.8 If your CRM isn’t easy to use, you and your 

employees won’t use it, plain and simple. And if the CRM isn’t used, you’re basically 

flushing money down the drain instead of giving yourself all the amazing benefits a CRM 

has to offer. Even if you do take the time to understand and train yourself with a 

complex piece of software, it can be difficult to convert employees on something so 

difficult to operate. So, instead of evaluating a CRM on its fancy add-ons and features, 

look for something you’ll want to use every day.  
 

That said, there are some features that you’ll absolutely need in any CRM system. 

If you’re just starting your search, here are ten core features you should consider.   
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1. Contact Management 
This is what CRMs are for, after all! You want all of your contact information in one 

place, including notes, files, tasks, events, and pipelines for each lead or existing 

customer. You should also be able to search for each contact easily. All of your data 

should fit into your CRM system—check with customer service before committing to 

make sure the software can handle your number of contacts. Additionally, if you have 

leads as contacts in an email account, see if you can sync them with your CRM! 

 

 
A CRM will display all your contact’s necessary info. 
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2. Calendar 
A calendar is necessary for tying tasks and events to specific contacts so that you never 

forget who your “Follow Up” reminder is for. Your calendar should also sync up with 

whatever other calendars you have, like Google or iCal, so that all of your events are in 

one place.  

 

 
An internal calendar will help you stay on top of your schedule. 
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3. Pipelines 
A pipeline can track a lead or a contact through any regular process at your business. 

That could mean making a pipeline for leads, existing customers or projects. Pipelines 

also serve as great reporting tools; you can check on how many deals have been closed 

successfully in the past month, or how many leads you still have to follow up on.  

 

 
A pipeline report will help you prioritize contacts and leads in your CRM. 

 
 
 
 
 
 



18 

4. Email Logging 
Want to track an email campaign or a thread about a particular project? Email logging 

allows you to attach emails to the activity feed of a particular contact in the CRM. That 

way, you can easily pull up a record of your communications with a contact without 

leaving the CRM. 

 

Email logging, tasks, calendars, reports, and more are kept at your fingertips. 

 
5. Customization 
Your business’ processes and the information you need from contacts isn’t necessarily 

what other businesses need—so, customization tools are a must for any CRM. You 

want to be able to add custom fields to your pipelines and contacts so that you can track 

the right data, and you should be able to add your personal preferences to the CRM, like 

color scheme and reminder settings. This might sound really basic, but when you’re 



19 

using a system every single day, it needs to fit your business, your needs, and your 

aesthetic.  

 
6. Customer Support 
CRMs aren’t easy to set up or understand on your own. For even the most intuitive 

systems, you’re going to want a demo with the product, help guides, and the ability to 

contact customer service if necessary. Be wary of CRMs that require you to pay for 

customer service or don’t have real people available for you to communicate with; your 

needs are unique, and you’ll want special help when learning how to maximize your 

benefit from a CRM system.  

 

7. Easy Collaboration and Sharing 
If you have a sales team (or plan on expanding in the next couple of years), you need to 

be able to share the same database to keep your entire team updated. CRMs will let 

you do things like share the database; delegate events, contacts, and tasks; and create 

specialized viewing or editing permissions for limited users or non-admins.  

 

8. Easy Exports 
Your data belongs to you, and you want to make sure that you can export it from the 

CRM if necessary, without sacrificing data security or quality. Your CRM data should 

export in an easy to read format such as a spreadsheet, and you should be able to 

manipulate the data as necessary. This can be particularly useful if you often run direct 

mail campaigns or like to keep hard copies.  
 

9. Data Security 
Read the fine print on your CRM system: does your company own the data? Does the 

CRM company monetize your data in any way? What protective measures are in place 

to keep someone from stealing your data? Some CRMs will allow you to prevent certain 
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users from exporting data, lock users out, and follow special ownership transfer 

protocols to keep a rogue sales rep from exporting the data and running.  

 
10. Mobile Access 
According to a 2014 survey from Software Advice, mobile CRM access improved sales 

people’s efficiency, productivity, and data quality.3 A CRM app or mobile version of the 

website allows you to keep a contact’s info with you at all times, communicate with your 

team and add any updates to the CRM while you’re on the go. If this sounds like 

something you’ll need to do regularly, you’ll want a cloud-based CRM so that you can 

access data no matter where you are. 

 

 
Your data will stay with you in a mobile CRM. 
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Extra Enterprise Features 
Some CRMs may offer features like sales force automation, sales forecasting and social 

media managers. These tools can be helpful for large businesses looking to cut down 

on manpower and increase efficiency. An “enterprise” feature is usually a solution 
for a bigger company, whereas small companies might not need the same 
advanced tools. Remember: the most important feature for any CRM is ease of use. If 

you don’t have the time and resources to understand fancy features, they won’t help 

you.  

 

Integrations
There may be some functions or programs that you use every day in your business that 

you would like to integrate with your CRM. Many CRMs will have built-in integrations 
with other programs for accounting, invoicing, and mail campaigns that you can 

pay to add onto your service. Other CRMs will have an API (short for application 

program interface) where you can build your own integrations into the CRM, if you have 

a background in programming. For those who hear “programming” and want to run for 

the hills, it may be tempting to find a CRM with a million different apps built into the 

software. Unfortunately, you might end up paying too much for features you don’t need 

and won’t use. Instead, figure out what your deal-breaker features are and run them by 

a customer service agent. It may not always be apparent which features a CRM offers 

at which price, and this can help you narrow your search.  
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Deciding On How Much you’re willing to pay for something is always tricky. 

Obviously, you want the best price for the best product available—but you don’t want to 

fall into the trap of “You get what you pay for.” On average, businesses spend 

$150/user/month on their CRM, but most people either over or under-shoot their CRM 

budget.9 Picking a good CRM for your company in itself can be difficult, but how can you 

tell if the price is right for you? 
 

Potential Factors In CRM Pricing 
Fortunately, there are CRMs in every price range, from no cost at all to thousands of 

dollars per user annually. There’s a variety of ways in which a CRM company might 

structure their pricing; some companies might charge extra for a feature or service, or 

tier your pricing based on the number of users on your account. The total cost of 

ownership of the CRM could be based on any number of factors, including the 

following. 

 

1. The Way You Pay 
By the month? Annually? Is there a contract, pricing tiers or a flat rate? Some CRM 

companies offer incentives to pay up front, others have a subscription-only service.  

 

 

BY THE WAY… THE WAY YOU PAY 
The way people pay for their CRMs has been changing over the years, moving from a 
license-based system, in which companies pay large up-front fees, to a subscription-
based service. The trend towards subscription-based services reflects a move 
towards customer experience and away from one-touch sales. Instead of following 
the “break-fix” model, customer service agents help customers explore the software 
and maximize their service. It also means that CRM companies will check in with their 
subscribers more often to make sure that they keep their business. None of this is to 
say that a license-based service is a bad choice, it just represents an older way of 
doing things.  
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2. Number of Users 
CRM companies might charge a flat rate for each user, have pricing tiers (for example, 

charging you more at 5 users, 10 users, etc) or simply have a cap on the number of 

users you can add to a single account.  

 

3. Number of Contacts 
Some CRMs will have a free version of their CRM for accounts with fewer than a couple 

hundred contacts. Others have a pricing tiers based on the number of contacts you 

have as the numbers increase into the thousands.  
 

4. Data Storage 
Often, each user on the account will get a certain amount of data storage for uploading 

files into the CRM. However, if your account goes over the allotted amount, or you know 

you are going to need more data, CRM companies may charge you extra for more 

space.  
 

5. Features 
The more features in a CRM, often the higher the cost. CRM companies may charge 

you extra for built-in tools for invoicing, accounting, project management, sales 

reporting, analytics and more. You also might have to pay for your own integrations (for 

example, if the company doesn’t have their own built-in accounting tool, they might 

integrate with some accounting software—but you’ll have to pay the other software 

company, too). This can work out really well for users who don’t need too much “bling” 

on their CRM; you don’t want to pay for features that you don’t need and won’t use.  

 

6. Customization 
Some CRM companies will charge you for the ability to customize parts of your 

software, like which features you have access to, custom data fields, or even the way 

that data links through the system. You might also ask the CRM company to develop a 
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feature or integration for just your account, in which case you would have to pay for the 

additional work.  

 

7. Customer Service 
Your CRM won’t always come with customer service. Customer service is sometimes 

only offered on higher pricing tiers or during a special trial period. Some CRM 

companies might treat customer service more like account management, and you will 

be assigned an agent with a given number of customer service hours available to you 

per month. Other CRM companies offer the same quality of customer service at every 

price.  
 

None of this should overwhelm you or your CRM search time, but it’s always a good 

idea to keep in mind the total cost of ownership of the CRM. For example, it may be 

cheaper to buy a CRM and install it on your own servers, but you have to keep in mind 

the price of paying someone to administer those servers. It’s also important to account 

for all the “extras” that add up over time. So, whip out your calculator and figure out the 

true cost of the CRMs you’re interested in! 

 

Pricing Mistakes To Avoid 
1. Thinking your company is immune from upgrades. 
Mistake: You may be happy with a lower pricing tier offered by the CRM company. 

There is a feature or two you might need in the future on a higher tier, but you don’t 

think they’re essential to using the CRM—until a few months later, when you find 

yourself upgrading because it’s easier to pay more than use multiple systems to run 

your business.  
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Solution: Make sure the upper tiers are still affordable for your company, unless you 

want to start paying too much or resenting the software for not doing enough.  
 

2. Under or overestimating growth. 
Mistake: Many CRMs require you to sign an annual contract for a certain number of 

"seats," or additional users. If you buy too many, you’ll be overpaying. If you buy too 

few, you might need to renew your contract sooner than you think, which keeps you 

locked into the service. 

Solution: You can avoid this by choosing a CRM provider that doesn’t require a 

contract. That will allow you to add and remove users anytime you want with no penalty. 

If you do go with a CRM that requires a contract, make sure you understand what you 

can do if you need to add or remove seats before the contract has expired. 

 

 
 

A WORD ON… FREE CRMs 
After all this talk about how complicated pricing can be, you might be thinking that a 
free CRM (or a CRM with a free pricing tier) is your best option. You won’t have to sign 
any contracts, pay any bills or comb through their policy for hidden costs. However, 
“free” CRMs often have strong disadvantages that you won’t realize until you’ve 
already put in the work of adopting the CRM.  
Free CRMs, plain and simple, just aren’t a sustainable business investment. You might 
be wondering, how is a “free” CRM an investment? If you’re putting your time and data 
into a system, it has value to your company. If a CRM is completely free, then one of 
two things is happening: the CRM company isn’t profitable or they have some kind of 
upsell they keep well hidden. Eventually, you might sign up for some basic feature or 
add a user, and the company charges the credit card associated with your account. As 
a paying user, you now end up subsidizing all the other free users, so you have to pay 
more than the software is actually worth. The bottom line is, any CRM that you’ll be 
using in the long-term will need to be paid for eventually. So, you shouldn’t let a “free” 
pricing tier influence your CRM decision when the product you choose should 
represent a sustainable solution for your company. 
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3. Avoiding critical questions about a CRM company’s 
pricing policy. 
Mistake: The nuances of each CRM program are complicated, so you avoid asking 

too many questions until you’ve settled on a product. 

Solution: It’s best to address any questions or concerns before you even start your 

search. Do they offer a free trial period, or an offer for a refund after a certain period of 

time if the software doesn’t suit your needs—or neither? What does this say about the 

company: that they believe in their product, or that they want to make every customer 

pay, regardless of whether or not the software works for them?  
 
 

Pricing Pro-Tips 
1. Take advantage of the free trial period. 
Make sure all the features you need are within your price range. Get a demo from 

customer service so that you can ask all the questions you need and see if you find their 

support helpful and timely. Don’t be afraid to ask for more free trial time if you’re still not 

ready to commit to the software.  

 

2. Figure out your own needs before you sign up.  
How many users will be on the account? How much storage do you need? How much 

do you plan to customize the product? Do you expect these numbers to change within 

the next year? Your answers to these questions might completely change the final price 

of the CRM, so it’s important to know your own needs before you sign a contract or 

hand over your credit card number.  

 

3. If you want to pay a different way, ask.  
Maybe your company would rather pay annually than monthly. Don’t be afraid to ask the 

CRM company if they can accommodate your needs, within reason of course. 



28 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 



29 

Choosing The Right CRM for your company can be a daunting task. Fortunately, 

you’ve already thought about pricing, features, and the individual needs of your 

company. You’re well on your way to picking out an awesome CRM! Now that you know 

some pitfalls and pro-tips, here is a game plan for selecting the best software for your 

company.  

 

1. Categorize Your Company 
This step is simple, but very helpful in your initial CRM search. Ask yourself a few 

questions, and keep the keywords in mind when you finally go in search of the perfect 

product: 

! How many people will be using the CRM? CRMs are often categorized 

by business size: enterprise, SMB, micro, or personal.  

! Where will they be using it? The modern CRM standard is cloud-based 

software. This means that you can access the CRM from any device connected 

to the internet.  

! How will they be using it? Some CRMs are specifically designed for 

collaboration, analytics, operations and more.  

 
2. Figure Out Your Company’s Needs 
You can’t start your quest for the perfect CRM without knowing what you’re looking for. 

Use our basic CRM feature list so that you have a good starting point, and then gather 

input from your colleagues. Talk to the people that will be using the CRM, like your sales 

team, and ask what features would make their lives easier. Next, talk to any managers 

or executives that will need data from the CRM to figure out what kinds of oversight, if 

any, they’d like to have.   
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Once you’ve gathered everyone’s input, it’s time to do a little detective work: which 

features sound absolutely necessary, and which sound too complicated? Often, the 
question boils down to something like this: do you want (and are willing to pay 

for) a big, fancy CRM that automates your entire sales process—or do you need 
something simpler with a more human touch?  

 

3. Calculate Your Budget 
Following our pricing guidelines in the last chapter, you should set your budget as the 

maximum you’re willing to pay for a CRM and under. You shouldn’t pay more than 

you have to simply because you can, but you should also never pay more than you can 

afford.  

 
4. Gather Possible Choices  
Ask friends, family, and fellow business owners with similar needs as your own 

company for advice. If you’re a small B2B, don’t expect that a large enterprise with 
their own IT department will want or use the same kind of software that you do. If 

you’re willing to pay for it, you can also contact CRM or software consultants to do the 

COMMON PITFALLS… THINKING BIGGER IS BETTER 
A CRM is meant to be your business’ best tool, so pick one that works for you. It can 
seem smart to pick the biggest, fanciest CRM. Why not have the “best” for your 
company, right? However, bigger isn’t always better, especially when it comes to 
business tools. It doesn’t help your company to use unwieldy software when 
competing with bigger companies; tools aren’t useful if you can’t figure out how to 
use them properly. That would be like using the biggest, heaviest bowling ball you 
could find the next time you go bowling with friends. Not only would that hurt your 
competitive edge and make you play worse, but you would be doing so completely 
unnecessarily (there are numbers on the balls for a reason, people!). Sounds silly, 
right? Your sales reps would feel just as weighed down by clunky business 
software. Pay attention to your business’ individual needs. You’ll play the market 
better if you have tools that work with your business’ strengths (instead of stressing 
your weak points).  
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heavy lifting for you. These services can be expensive (and most of the time, CRM 

companies need to pay to be on the recommended list), but they can save you time.  

 

5. Filter Your Options  
This is a combination of steps 2-4. Once you’ve compiled a list of potential CRMs, 
you can filter out options that won’t work based on your budget and required 

features. Anything over your budget or without your top features is cut from the list. 

Whichever ones are left are probably worth exploring. 

 

6. Narrow Down Your Options 
It’s time to test drive the software! Most CRMs have a free-trial version of their software, 

and this is the time to use it. Set up an account (or involve others who will be using the 

CRM), and go through the most important features of the CRM. Is it easy to use? Are 

the steps for everyday activities (like adding a note or a lead) intuitive? Do you like 

looking at the software? If the answer to any of these questions is “No,” cross that CRM 

off your list.  
 

Next, it’s demo time. According to Capterra, 65% of businesses demo 2-3 CRMs before 

making their final decision.9 Once you’re between the final CRMs on your list, you 

should request a demo from the CRM company. A demo involves a walk-through of the 

software from a customer service representative. In addition to giving you direct 

answers to your questions and immediate feedback on your CRM setup, demos 

allow you to assess the quality of customer service that a company offers. If 

you’ve already been using the software, you can also ask the rep to look through your 

pipelines and see if they have any suggestions for how you can maximize your use of 

the software.  

 

CRMs require help to use, even for the brightest and best among us. If you’re deciding 

between two similar CRMs (with equivalent pricing and features), go with the one that 
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offers you the best service. Most of your customer experience after your purchase will 

come from customer support agents, and not sales people, so you’re going to want to 

interact with the support team at some point before you commit, whether that be in a 

demo or through a support ticket. You don’t want your data in the hands of customer 

service agents who don’t have a personal investment in your business and personal 

experience with the software.  

 

7. Seal The Deal 
The final step in selecting a CRM is, of course, purchasing the product. Before you do 

so, make sure to consult a customer service rep with any lingering questions. Who owns 

your data? How can you transfer data ownership, if necessary? Are there any hidden 

fees, or chances that your payments will increase suddenly and dramatically? The 

answers to all these questions are important enough to be deal breakers, but 

they can also save you from making a big mistake with software that otherwise 
completely suits your company’s needs.  

 

Bonus: Maximize The Value of Your CRM 
A month after you’ve settled down with your CRM, sign up for another demo in order to 

make sure you’re really maximizing your benefit from the software, and all your data 

looks good. Because you’ll have selected easy-to-use software with great customer 

service, this should go well! Just in case there is something wrong with the way 
you’ve set up your pipelines or the way sales reps have been inputting data, you 
can fix it before it’s too late. Customer service agents can often suggest a list of best 

practices, like always add a note after a conversation and never delete anything. What’s 

more, the customer service agent might be able to suggest a way to improve your setup 

beyond what you knew the software was capable of! After a simple 30-45 minute demo 

(and hopefully it was a free one), you’ve improved your data quality, created a new list 

of CRM best practices for your company, and maybe even discovered a new feature.  
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There Are Two Parts to the CRM adoption process. First, you have to select a 

product that your sales reps will be excited to use. You’ve already done this in the 

previous steps, so check that off your list! Second, you have to encourage them to use 

it. This may sound super simple, and it is—in theory. It can be quite difficult to 

implement a new product in a company that already has a set way of doing things, 

especially if everyone isn’t digging the new software. However, there are a couple steps 

that you can take to ensure CRM success.  

 

Encouraging CRM Adoption 
1. Start at the Top and Work Your Way Down.  
Make sure the higher-ups at the company back and support the new CRM. If 

they’re on board (and actively encouraging others to use the CRM), it makes the 

adoption of the software seem much more official, and not like a temporary or optional 

change.  

 

2. Don’t Over Organize 
It can be tempting to do a full spring-cleaning of your data when you first import it into 

the CRM: you put every single detail into an individual custom field, create pipelines for 

every teeny-tiny process. Resist this urge! Over-organizing your data can 

overcomplicate the software and make it too difficult to use. Give your sales reps a 

break and cut some time off training by simplifying data mapping in the CRM. 

 

3. Pick a User to Evangelize the CRM.  
Elect a “champion” user who will adopt the CRM early and take ownership of 
customization. They can be the go-to person for other users around the office, as 

contacting customer service can be intimidating for some. It’s important that your 

“champion” is enthusiastic about the CRM, encourages others to use it and develops a 

relationship with a customer service rep at the CRM company early on. Sometimes 
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CRMs ask that a single user own the data within the CRM—your champion would be a 

great pick.  

 

4. Explain How the CRM Will Benefit Users.  
And not just the company. It’s important that reps want to use the CRM for 
themselves—and not because they’re being forced. Because team members have 

been involved in the selection process, this shouldn’t be too difficult. In case there are a 

few dissenters out there, it may be necessary to justify why this particular CRM is good 

for your salespeople and your company’s needs.  

 

5. Remind Employees that the CRM Works.  
Maybe you have sales figures from before and after CRM adoption that show growth or 

a drop in lost leads. Show this data to employees! Encourage sharing CRM success 

stories during weekly meetings. CRM doesn’t just refer to the software—show that a 
whole shift in company attitude can really change customer satisfaction. 
 
 

CRM Best Practices 
The earlier you implement good habits, the more likely they are to stick—and the better 

quality data you have in your CRM, the more it can do for you. 

 

Build A History 
Contact information alone isn’t enough to maintain meaningful relationships. Enter a 

note every time you talk to someone. Pull in other kinds of meaningful data: emails, 

files, relationships with other contacts. Detailed record keeping in the CRM will not 

only put all your data in one, easy to reach place, but it will help you build 
momentum with clients. Instead of spending thirty minutes on the phone playing catch 

up with a client, you can make a detailed reference to a past conversation (like their 

upcoming anniversary or annual vacation) and continue to improve your relationship in 
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more meaningful ways. Your contact history will also serve as an instant refresher if a 

customer calls out of the blue. The customer will think you have an excellent memory 

and feel special, to boot.  

 

Always Have A Follow-Up Scheduled 
Building meaningful relationships with leads and customers takes work and time, so 

why not save yourself from more of both and keep schedule full of follow-ups? If you 

schedule a follow-up after every interaction with a client—even if it’s only for a check-in 

a year from now—you’ll never have to worry about your schedule again. If you have 
opportunities scheduled every day, you will always be working towards building 

your relationships, and you’ll never lose touch with a contact. It can also be helpful to 

filter your contacts by those who don’t have a follow-up attached to their profile in the 

CRM, and start scheduling from there.  

 

Never Delete Anything 
It may be tempting to clean up your data and delete contacts that you no longer find 

useful. It’s easy to get a little overzealous when you start using a fun, new organizing 

tool. However, deleting contacts in your CRM is not only unnecessary, given that most 

have plenty of storage for all your data, it might actually hurt your business. The bottom 

line is, you don’t know what’s going to happen in the future of your company. Deleting a 

contact is like deleting a relationship. The phrase “Don’t burn bridges” applies to 

CRM contacts, too. The contact you didn’t find useful in 2015 may turn out to be a top 

lead in 2017, and you’ll regret tossing all their info away. So, don’t turn into another 

cliché and accidentally throw the baby out with the bathwater. A surplus of contacts can 

make your CRM feel overcrowded, however. The solution? 

 

Use Pipelines To Stay Focused 
If you’re never going to delete anything in your CRM, how can you make sure that you 

keep tabs on the contacts who matter most to your company right now? The answer: 
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pipelines. Pipelines track each contact’s status in a particular process, whether 

that be the initial sale, the follow-up to hook them as a repeat customer, or any 
other procedures that are a regular part of the way your business functions. Each 

process has its own pipeline, and you can assign multiple contacts to a pipeline. 

However, you might only have a few high priority leads in a pipeline—in many CRMs, 

you can mark these as important, and make sure to fast-track their progress through a 

pipeline.  

 

Take Advantage Of Manager Oversight 
Consolidate your management systems in one place: your CRM. Forget extra 

paperwork and unnecessary errors and confusion. Ask for reports from the CRM data, 

use administrative privileges to monitor employees’ work and assign leads and tasks 

within your CRM’s calendar. When you can see activity going into the CRM in real 

time, you can spend more time on meaningful collaboration, and less time on 
double-checking an employee’s progress.  
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A Salesperson’s Relationship With A Loyal Customer has the potential 

value of a lifetime of business, and a CRM can help make those ties stronger (especially 

if you follow best practices from the last chapter). Beyond implementing the CRM into 

your company’s everyday procedures, it’s important to let customer experience drive 

larger business processes, too.  

 

As a CRM company, we at Less Annoying CRM strive to make CRM a part of our 

company culture. CRM is really more of a mindset than it is a practice. Eventually, 

you won’t have to think about why or how you are managing customer relationships; the 

benefits will be clear once you talk to happy customers, old and new. Here’s our advice 

on making CRM a way of life around your office, too. 

 

Test What Works And What Doesn’t 
Even if your business is running like a well-oiled machine, it’s important to keep 

improving the customer experience. Perform A/B, or “split,” testing on a regular 

basis, even with your most successful processes. Split testing is when you 

compare two versions of a process or program and see which performs better. A CRM 

makes tracking split testing easy with customized pipelines. At Less Annoying CRM, we 

do this with demos. We give new sign ups to our CRM a free demo within a week of 

signing up for our free trial. This allows us to show them all the features of the software 

and get to know them (and their business’ needs) a little bit better. Demos have been 

hugely successful and play a big role in generating repeat business. However, we’re still 

trying to perfect the program by testing new formats, demo length, and when to follow 

up. What we’re doing now works, but why not shoot for something even better? 

Remember that there is always room for improvement, and you never know when you 

might find a new tactic or system that takes your business to new heights.  
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Make Sure The Sale Doesn’t End At The Register 
The sale isn’t over just because a customer has paid you. It’s your job to continue the 

momentum of the sale and generate repeat business. The churn rate, the rate at which 

customers leave your business, is probably highest in the first few months after the 

initial sale; once you identify when your customers waffle the most, you can make 
sure to be present and available during that period. In your CRM, immediately 

schedule a series of follow-ups after a sale to ensure customer success. During these 

follow-ups, keep an eye out for problems, and make note of them in the CRM. Over 

time, you will notice patterns and learn to be proactive about them. For example, if 

you’re a jeweler, you might notice that after a customer buys a wedding ring, they 

probably need it resized within a month. Sometimes customers forget to do this, or they 

go to a different jeweler to resize the band, and you’ve lost a repeat customer. Instead 

of letting a customer slip away, give them a call after a month, and ask them if they 

need their product resized. You can even offer them a discount in order to incentivize 

them to return.  

 

Turn Relationships Into Assets 
Think of your customers in terms of their lifetime value; imagine the relationship you 

want to develop with them over decades, instead of the immediate sale going on 
right now. What will their repeat business look like? What will the word of mouth look 

like? Repeat customers spend, refer, and buy more than new customers do, so it’s in 

your best interest to make every customer come back. This is where a CRM can really 

change the way you do business. Every time you enter data into your CRM, you’re 

improving your business and the value of your customer relationships. The more repeat 

business you generate, the more valuable those relationships become to your company.  

 

Think About Your Exit Plan 
Your customer relationships are your greatest assets. Repeat customers bring 

incomparable value to your company that can’t be generated by new sales alone. 
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However, what happens when you retire? If your relationships only live in your head, 

they go with you when you leave your business. If you want your business to succeed 

without your direct oversight, you need to treat your CRM as your greatest asset, too. A 

CRM allows you to take customer relationships and represent them in a real, 
tangible way. It also allows you to invite other people to help manage your 

relationships by sharing data easily and privately. If other team members are involved in 

some or all of your most important relationships, transition periods will be less dramatic 

for the customer. So, you don’t need to be near retirement to be thinking about 

preserving and enriching customer relationships. Every time you add data to your CRM, 

you are increasing the value of your company’s assets. CRM data can be archived, 

transferred and shared with other people—your brain can’t do that, especially if you’re 

relaxing on a beach in Florida.  
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Need even more good advice? Want to know more about what a CRM can do 

for your small business? Check out the following resources from our blog! 
 

• CRM Information for Small Businesses: 

https://www.lessannoyingcrm.com/resources/CRM 

• Tracking Your Sales Workflow in a CRM: 

https://www.lessannoyingcrm.com/resources/tracking_sales_workflow_in_a_CRM 

• Organize Your Prospects with a CRM: 

https://www.lessannoyingcrm.com/resources/organize_prospects_with_a_crm 

• Organize Your Business’ Email Correspondence with a CRM: 

https://www.lessannoyingcrm.com/resources/organize_email_logging  

• Increase Sales Team Collaboration with a CRM: 

https://www.lessannoyingcrm.com/resources/Increase_Sales_Team_Collaboration_

CRM 

• Following Up with a CRM: 

https://www.lessannoyingcrm.com/resources/repeat_customers_CRM 

• Improving Your Loyalty Program with a CRM: 

https://www.lessannoyingcrm.com/resources/CRMs_and_loyalty_programs 

• Improving Your Referral Program with a CRM: 

https://www.lessannoyingcrm.com/resources/CRM_Referral4 
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Now that you’ve learned all about 
CRMs, want to see one in action? 

 

Check out a free, live demo of Less Annoying CRM! Thousands of small businesses 

use Less Annoying CRM to manage contacts, track leads, and stay on top of follow-ups. 

We hear from customers every day that love how Less Annoying CRM has simplified 

their lives. If you think that your small business software could stand to be less 
annoying, why not give us a shot? You can try it free for 30 days, and you don't even 

need to enter a credit card to start the trial. If you decide to keep using it after the trial 

period, it's just $10/user/month with no long-term contracts or commitments of any kind. 

Both the demo and the free trial are fully featured. 

 

 

 

 

 
 

https://www.lessannoyingcrm.com/account/begin_demo.php 
 

 

 
         

 

https://www.lessannoyingcrm.com/signup.php 
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