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CRM Hierarchy 
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CRM is as a process that will help bring together all the 

pieces of information about customers, sales and market 

trends. 

Account

Sales
Customer 
Service

Operations

Contact



On Organization, One Database
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· How many sub systems does your organization have that 

contains data regarding your customers?  
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Components of  a Strong CRM System 
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1. Ability to track critical data on clients & prospects

2. Mass Email capabilities

3. Web-to-Lead forms to capture web leads

4. òOpt-inó email marketing capabilities

5. Automated tracking of marketing campaigns 

6. Customer Services Support (i.e. FAQõs and Cases)

7. Marketing Knowledge Warehouse

8. Integration into normal workflow ieOutlook, and Word 

9. Mobility



CRM Myths

(mymarketplan.com)5

·Gartner Inc. and Meta Group Inc., which state that anywhere 

from 50 percent to 80 percent of CRM implementations fail

·Donõt buy into the hype that CRM is a dream not a reality!

·CRM costs too much

·How does òFreeó sound to you?  Software costs are down ðbut 

make sure you spend some money in design and set up or you 

will be another Gartner statistic! 

·ACT! And Goldmine are CRM systems

·CRM is a TECHNOLOGY! 



(mymarketplan.com) CRM Criteria
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We have searched for the perfect CRM for the small to 

mid-sized companies.  Our criteria was: 

1. Affordability ð(Implementation costs and cost of ownership)

2. No IT staff requirements

3. Integration between marketing (lead generation) and sales  

4. Easy to navigate and record data

5. Measurement systems in place

6. Strong Internet Marketing capabilities (Email and tracking)



(mymarketplan.com) CRM Options
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While each business has itõs specific criteria  the following are 

some CRM systems worth looking into.  

·Salesforce.com  -Very popular CRM system  -They offer a 

couple of pricing packages based on the functionality. Price is 

based on per user.   Depending on the number of users ðthe 

price can be moderate to expensive.  Basic offering is NOT 

really CRM!    Too many options shut off.  
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We found three Systems that met our criteria.  We have tested each one of these systems 
with real world scenarios and feel comfortable recommending them to our clients. They 
are in order:   

1. SugarCRMis an open source CRM system (free) that we can host for our clients.  While 
80% of the software is free, some companies may need to purchase the other 20%.  
However we have found it to be 95% ready to go for the smaller business. 

2. Vtigeris also an open source but 100% open source. It is truly going toward a true CRM 
by building in many ERP functions like inventory management,  quotes and invoicing.  
Can be integrated with accounting packages for complete one source application.  

3. ZOHO CRM is a great application that is easy to navigate and use.  It does not have all 
the email and tracking capabilities that we feel is so critical. 

The following screen shots are taken from Sugar CRM because

it has the most functionality .



Track company  information on your clients and prospects.  Fields and drop down editors can be added 

to this form to make it fit your tracking requirements. 
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To build better relationships, track contact information Fields and drop down editors can be 

added to this form to make it fit your tracking requirements
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Manage your calendar , events and To-Doõs within the system
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Integrated E-mail system to easily send emails ,track readership and document 
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