TIP #3 :===~ GRMTIPS!

By Rick Bellefond, President — RB Data Services
OFTEN, THE FIRST CONTACT YOUR COMPANY MAY Web site and CRM integration can also add value after the sale.

have with a prospective customer is on your web-site. For Your service and support processes can also begin at your web site by
those visitors, your sales cycle begins right there. The typical offering clients useful information online. This can take the form of
workflow might be something like this: the visitor’s contact in- FAQ’s, a ‘knowledgebase’, or troubleshooting wizard. If a customer is
formation is collected by the web site and sent to an email ad- unable to resolve their issue online, then a support ‘ticket’ can be initi-
dress; someone in the company gets the email and takes it overto  ated online that will automatically be routed to the appropriate service
sales; then someone in sales calls or writes the prospect; depend- person, schedule a service call, and schedule follow ups — and it all

ing on what happens then, someone happens automatically!

has to remember to follow up on «\\Si ;

that prospect later... and so on. With .CRM N .yqur web site becomes With CRM, your web site does more, too.
Unfortunately, equally often, the ~ aN active agent in your customer Your web site becomes an active agent in
result is that prospects slip through relationships, and a valuable tool.” your customer relationships and a valuable
the cracks of your organization, a tool. With CRM, it helps your business in-
longer sales cycle, and higher costs crease its capacity to deal with the prospects and customers without
for excessive handling of prospect information. increasing your employee workload. Between your web site and your

But Customer Relationship Management (CRM) that begins CRM system, much of your d_ay-to—day sales and service tasks can be
at your web site will empower your entire organization. With  automated, the sales and service cycles shortened, and your customer

CRM, the “click-through’ from your web site visitor will auto- loyalty increased.

matically be routed to the appropriate salesperson, automatically

be scheduled to receive appropriate sales literature, and automati- For a complete list of tips visit www.rbdata.com/crmtips.htm
cally be scheduled for future interactions using pre-configured If you’d like to receive these tips by email please send an email to
workflow rules. crmtips @rbdata.com or call 858-541-1820.

Another timely tip to grow your business through better customer relationship management





