
ñWhy Customer Relationships Matter to the Bottom Lineò
And 10 other things you should know about integrated business systems.



Background & Introduction

Author, Speaker, Advisor

Á20 Years Working with Customer Facing Technologies

Á20 Years Working With Sales & Service Teams

ÁExecutive MBA, Arizona State University

ÁPretty Good Dad



!ƎŜƴŘŀΧa.! ƛƴ /wa ƛƴ ¦ƴŘŜǊ ŀƴ IƻǳǊ
ÁThe Business Climate & Customer Expectations

ÁThe Evolution of Technology in the Business Environment

ÁIntegration Defined

ÁProfiling Areas of Opportunity

ÁImpact on Productivity

ÁBusiness Intelligence is Relationship Intelligence

ÁHave a Franchise Mentality

ÁProcess Empowers People

ÁGo Green Be Lean

ÁThe Endless Cycle

ÁFinal Thoughts



The Business Climate & Customer Expectations



5ƻŜǎƴΩǘ !ƴȅƻƴŜ bŜŜŘ tŜƻǇƭŜ 
Anymore?
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The Customer Experience
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So What is Customer Relationship 
aŀƴŀƎŜƳŜƴǘΧƻǊ /waΚ

ÁIs it a technology that will save the world?

ÁWas it created so that sales could have their 
own technology acronym?

ÁIs it sure fire way for me to cripple my people 
with data entry?

ÁOr maybe something that big companies use 
to crush small companies like mine?



OK, so what is CRM, really?

ÁCustomer Relationship Management (CRM) is a 
strategy for creating a common customer experience 
while providing internal employees greater efficiency 
and better information.

ÁCRM software is technology used as a foundation to 
reach this goal.

ÁCRM for your customers (suppliers, vendors, channel 
partners and prospects) is getting the same interaction 
no matter how I interact with your firm.



Does Mean CRM is Social 
Networking?
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