
Is it Time for a CRM in Your Business?

A common reality for small businesses is how best to keep track of their 
clients/customers in an effective manner.  Bob, a CEO of a local, successful, growing 
company shared with me recently that “I used to be able to remember all our best clients
and had a regular relationship with them, but, suddenly, business is booming and we 
have so many customers and prospects that we hired two sales reps and an intern to help 
us maintain and grow that base. Now I am so frustrated to figure out how I/we can 
manage all this beyond our spread sheet system”

My response…Bob, the solution to this is a CRM.  In a nutshell, when used correctly, a 
CRM or customer relationship management software can be a Godsend to sales and lead
management. 

At a bare minimum, a CRM is a glorified address book or contact management system, 
and it usually will integrate with whatever contact management or email contact list you 
already use, as well as automatically import from those Excel spreadsheets you’re 
clinging to. At the next level, it integrates with your inbox and even social media to 
keep track of all your prospect and client communication across different platforms. 

These systems can be either an “in-house” package or an online version.  This latter 
option is your way of automating and tracking multiple sales and marketing activities 
across different cloud-based platforms, always with an emphasis on customer success 
and customer support. It’s typically mobile, with even native iPhone, iPad or Android 
apps, or at least housed in the cloud, enabling you to manage your CRM and your client 
relationships from anywhere.

Now, that’s a lot more than your boxy old spreadsheets can do, right?!  But the major 
question is which CRM System is right for your business?  

Being one of those business “early adopters”, my first experience with a CRM system 
was several years ago when the only choice was a package that I purchased and it was 
all based “in-house” on my computer.  But, it basically combined a spreadsheet, a word 
processing, and an email system together.  It was called ACT! and is still available to 
this day although Sage bought the product.  It served my initial needs very well.  But, 
now new technology and the need for greater flexibility and function causes me to 
discuss other options for businesses.

I don’t know how many CRM systems are on the market today, but there are dozens.  
However, my observation is that the list of viable, well supported systems that integrate 
well with other applications is fairly short.  The key is to find a system that matches your



business size, needs and budget.  My observation is that most small businesses are using:
Salesforce.com, Microsoft Dynamics, Zoho, Insightly, SugarCRM, GoldMine, Sage 
Act!, Hubspot or Verticals.

My suggestion is to start with asking what will the CRM do for your business.  I think it 
should include the following: Database, E-mail, Pending and history activities Notes, 
Opportunities, Services Marketing, Integration and automation to provide connectivity 
to other applications.

From my perspective, there are key benefits of a good CRM system for your company.  
They are:

ü Nothing falls through the cracks.  Every interaction with a 
client/customer is recorded and they system helps you also keep track of 
follow-up tasks and opportunities for future sales.
ü Everyone is on the same page.  Everyone in your organization has 
access to all the information at their fingertips.
ü Your company’s valuation goes up.  Many CEOs don’t think about 
this.  But, this adds so much value to your business.  When it comes time to
transfer leadership or sell your business, all of the relationship interactions 
about all your key clients/customers is in one place.  This is worth a lot!!!!!

Initiating and maintaining a CRM system is critical.  My recommendations are: 1) Have 
a person in charge of the system.  Someone needs to make sure that it is implemented, 
staff is trained, and all are using it. 2) Adopt the culture in your business, that everyone 
uses it and keeps it up to date, and 3) Generate reports for all staff to show progress, 
track results, provide reminders of follow-ups, and generate leads from opportunities 
recorded. Use it to support the staff with information, stay connected to clients, and 
manage the business.
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