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CRM BASICS

AN INTRODUCTION TO CRM

CRM is a Customer Relations Management tool that enables Sales Teams to

maintain customer retention and increase new sales.
Salespeople can use CRM to:

* Log potential deals (Cases)

* View and add customers and contacts

* Support customer acquisitions by giving the sales team tools to
remind them of activities coming up and keeping a full record of
previous activities. Previous activity notes are stored in a struc-
tured form so that the information can be reused at a later stage.

* Create end of contract alerts and work flows to upgrade and
renew customer contracts.

* Producing excellent detailed customer profitability information,

ensuring a focus on the key customer accounts.
CRM can also be viewed as an on-line diary for the salesman:

* |t manages their business via a transportable device, e.g. a laptop
or tablet.

* |t removes the need for paperwork.

* |t measures the Salesman's performance.

* |t motivates the Salesman to be organised.

Our CRM application integrates with BPO2 and our Sales Connect applic-

ation.

CRM is Salesman Specific:
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* CRM is designed with the Salesman in mind. All information
viewed is specific to the user that is logged in. This user, sees only
his / her Customers, Cases, Activities, Pipeline, etc. and can plan

accordingly.
If you are a Sales Manager:

* You can view your team's information by selecting Show items for

subordinates in Settings - Options.
* Your team is defined by the employee hierarchy in BPO2. Each
employee within the sales team needs to have their sales manager

set up as 'Manager' in the Employees screen.

Access: Webpage - http.//[servername]:[portno]/BPOCRM/User.aspx

CRM PROCESS FLOW

* A Case is like an opportunity: a reason to engage with a client in
order to fulfill a sale requirement or propose a deal. A Case will
ideally give rise to a Quote and subsequent New Deal. A Case can
be viewed as an umbrella over all the underlying activities that
work towards achieving a contract with that customer.

e An Activity is any type of interaction that involves your customer,
for example: a Call, an Email, a Meeting, an On-Site Inspection.

* Recommendations are notifications that you can view and follow
up on for example:

* A Customer Rank Call is due

e A Customer Contract is due to expire

e A Customer Quote is due to expire
These recommendations will pop up a couple of days before
expiry and are a timeous prompt to the Salesperson to pay more

attention to that customer with regards to the notification.
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Notes are logs of information the Salesman has built up on the cus-
tomer. They can be viewed in both CRM and BPO and cannot be
deleted. This is very useful for sharing information for example
with Call Centre staff and Technicians who will also have contact
with the customer and would find background information useful.
The Reminders system is crucial for the salesman to gain advant-
age over his/her competitors. For example, reminders can be set
for

* clients birthdays and anniversaries
When the salesman contacts the client acknowledging these
reminders, a personal touch is created which builds relationship

between the salesperson and the client.
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The 2 main pages where the salesman will usually start in CRM are: the CRM

Homepage or CRM Customer Homepage.

THE CRM HOMEPAGE

After log in, this is the first page that is displayed.
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. The top half of this page contains the Dashboard where the sales-

person can immediately view his / her:
Sales Targets, Sales Performance, how far he / she is in the process
Pipeline.
The lower, left side of this page contains tiles which will direct you to a
Salesman-specific list of information. For example, the Activities tile will
direct the salesperson to a list of all the activities (for all customers)
that are linked to him / her on the system.
* Note: The count displayed in the top right hand side of
these tiles is only available on this home page, not on the
Customer Page.
The lower right side of this page auto opens with the Today's Activities
frame at the fore but the salesman can select tabs to view Recent Activ-

ities or Calendar Activities instead.

Email

& bpoCRM x
6
CRM Example Company

EI Dashboard

Description
Phone call 10000 0

(1]
Meeting 0 0
On Site inspection 0

ek

C @ localhost:50000/BPOCRM/Home.aspx

Abigail Milne ¥ B

@ Y

Activities for Last 30 Days 1 Month Performance 4 Month Pipeline
Existing New
Custmrs Custmrs

3000.00
2 000.00

1000.00

s (=

N

Schedule Date i Status

No data to display
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THE CUSTOMER HOME PAGE

After initial log in, you will need to navigate to the Customer Homepage
from the CRM Homepage:

1. In the Homepage,
2. Select the Customers tile.

CRM Example Company Abigail Milne ¢

El Dashboard

Activities for Last 30 Days 1 Month Performance 4 Month Pipeline
Description Target  Existing New
Custmrs  Custmrs
Email 30 1] 0
Meeting 20 (1] 0
0n Site inspection 20 ] 0
Phone call ] 0 1

Scheduls Date Status

On Site inspection - Hope Works: Customer keen to update machines

When: 5 May 2020, 10:00-11:00
Who: Stewart Hope, Hope Works
Tel: 021 122 4567 Cell:
Email: standard@noemail.coza Bus: 031 123 4567

Page 1 of 1 (1 items) 1 — E|

©2020 CO3 Technologies {Pty) Ld ( 3.5.7.5 7 3.5.7.5)

1. The Customers listing page will open,
2. In the View column, click on the Customer logo.
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CRM Bxample Company Abigail Milne £
B customers 0
View Customer Code Contact Contact Contact email Compls! Status Rank Active Call
"—-\_‘_ phone Contact
Py Hesling Hands HEAQODL 894  Active Silvar Yas e
[
Hope Works HOPOO1 Duncan McCreddie 098 765 4321 d.mccreddie@noem 519 Active Platinum Yes Yes
- B Supplies 1T50001 8%  Active Y No
s
Y Jo== Carpentry Shos JOEDO01  Mary Watson 031 123 4567 50% New-CRM Gold Yes Yes
H
-’ Judes Jewels JUDOOOL 8% New-CRM  Silver No No
‘
Y JustinTime JuUs001 1694 Active Yes Mo
g
2 kame Kol KAMODO1 8% MNew-CRM  Gold Ne Ha
‘
7 King Copiers KINOOO1 Jason King 0210134508 1o Releazed Bronze Yes Yes
[
Y Ko Enterprises KINOOOZ  Lucy Rowe S0%  Active Silver ‘es ‘Yes
s
7 Liberty Jones LIB0DO1 Davina Rowe 122456789 davina.rowe@nocem 5 Active Silver Yes Yes
L
Poge4of 8(76iems) (€] 1 2 2 [4] 5 6 7 & [2[A]) Page size: [10[~]
1. The selected Customer Homepage will open

2. As in the Homepage, the Dashboard is displayed across the top of this

page.
The lower, left side of this page contains tiles which will direct you to a
Customer-specific list of information. For example, the Activities tile

will direct the salesman to a list of all the activities for the selected cus-

tomer that are linked to him on the system.
The lower right side of this page is split into 2 parts:

The upper part displays the Customer's company details, for example:
Trading Name, Registered Name, Phone Number etc.

The lower part will display details according to the Customer Inform-
ation tile selected, for example: 12 Month Sale History, Contacts, Open

Activities.
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CRAM Example Company

i Hope Works

Email 30 0
Meeting ]
On Site inspection 20 0
Phone call 0

Description t Existing
Custmrs Custmrs

Activities for Last 30 Days

New

0

0
0
1

100 000.00

1 Month Performance

Abigail Milne &¥

Trading Name Hope Warks
Registered Name Hope Works (Piy) Lts
Description
VAT No 987654321
Registration 123456785
Rank Platinum
Website vww.hopeworks.co.za
Phone 031 123 4567

12 Months Sales History

CRM.000.001
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