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CUSTOMER RELATIONSHIP MANAGEMENT
"The purpose of business is to create and keep a customer." -Peter Drucker
Customer Relationship Management (CRM) refers to the
practices, strategies and technologies that companies use to
manage and analyse customer interactions.
Basic CRM software gathers customer information and
documents into a single CRM database so that it can be
accessed and managed easier.
There are additional functions to make CRM Systems
more useful such as recording customer interactions via
email, phone and social media. CRM can also help
automate processes such as tasks, calendars and alerts.
Overall, it gives managers the ability to track
performance and productivity based on information
logged within the system.

BENEFITS OF USING
CRM SOFTWARE:

THE GOAL:
To improve customer service relationships,
assist in customer retention and drive sales
growth.

Less data entry (CRM lets you automate tasks such as
welcome emails, sign up forms, feedback etc.)
Allows you to follow up with leads more efficiently
and convert prospective customers into sales.
Better Communication (with customers and
employees) – send and automate mass emails.
Enhanced relationships with customers
More collaboration
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Types of CRM Technology

ON PREMISE
CRM

CLOUD BASED
CRM

These are CRM solutions that are

The CRM software is hosted by a

built by a company for their own

third-party vendor, in the cloud (on

usage (i.e. on a server). Building a

the internet). This makes it easier

CRM could come with a lot of initial

for all users to access the same

set up costs, as well as future

information at anytime. The third-

maintenance costs. This type of CRM

party is in charge of maintenance,

is preferred by companies that

and upgrades which will be one less

handle a lot of sensitive information,

thing for you to worry about.

such as banks, because the
information stays in-house and not
with a third-party vendor.

How to choose the right CRM for your Business
Simplicity: Minimal time required to get started, straight forward user experience and a clean interface.
Price: Keep an eye out for hidden costs such as maintenance and implementation. Try out Free versions.
Relevance: Has to solve what you’re trying to achieve.

Examples of CRM Providers
Salesforce
Hubspot
Zoho
Freshworks
Zendesk are some of the CRM providers out there.
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