New technology can reap benefits for SMEs
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E ALL know that technolo-
v helps busine: \
just large busin
not that expensive for

gv to reap benefits. If you
business owner, remembe
technology and commu
raw data you have can be trans
inte useful information and dr
your strategy better. For example, if
vou have been facing trouble getting
the detailed analysis from your sales
force, a simple database programme
will allow vou te urately measure
their sales effectiveness, who are
your best customers, and whao is giv-
ing vou a large chunk of your rev-
enues.

As a small business owner you are
more concerned about driving sales
and topline. And that is precisely
where technology can help vou. The
benefits it can deliver in sales man-
agement should not be ignored.
And, don't worry; it is not as compli-
cated as you think for implementing
such technology in vour business.
And it is not too expensive as | men-
tioned in the beginning. You do not
need the complex and sophisticated
database ma ment seftware that
large companies typically use. You
can use a simple and cheap database
that can be set up by just about any-

one who is computer-literate and
competent. To top it up, you can read
Database for Dummies kind of books
as well,

A lot of

ining will be needed if
someone is lacking in formal knowl-
edge of information technology. How
long would depend on the tvpe of
business and the internal processes,
steps and forms invelved in the run-
ning of your business. The payback is
tremendous. If vou are perplexed at
the required effor e can alws
hire professionals like IT freelancers
or even small business consultz
firms to create a simple sales or cu
tomer database according to your
budget. In order to do so, useful
information is required. You will
probably need information on which
accounts generate most of the rev-
enues since you will need to put in
more resources and efforts on servic-
ing these accounts or clients. That is
the only way to increase the share of
wallet at these critical custorners.
Most businesses must manage key
accounts better since it is probably
easier and cheaper to create more
business from existing accounts
r{l[h(‘]’ [him d '(|'L|!T g new ones
Small businesses should start out
with simple Microsoft Access data-
base, which is fairly easy to set up
and does not require too much capi-
tal investment as it is already pre-
alled in most personal comput-
In essence, such tools will make

ORGANISE: Efficient CRM requires focused activities and job allocation

cha

good managers better as these tools
allow ther manage faster and
maore competently, guided with infor-
mation. Using technology does not

1ge bad managers into good ones
either.

With the right technology tools, as
the owner or CEO of the firm you

dled and serviced better.
]

will get a helicopter view. Nothing
can be hidden since you will have a
?(JI'TIlilT](‘("(II'L\'L' Fllli_'ﬁ team
e to fill in the
losing incen-
Naturally, this will lead 1o
ce in the beginning, You can
overcome this by explaining to the
team that this would help them
increase coverage and get more with
less effort. The reports will form the
basis for the claims of problems, so
vou can find ways to resolve them.

The typical way a business is done
is not drastically different in terms of
sales. What really has changed is
how you maintain the relationship
and trust.

In the past, customer loyalty was a
factor, but now with fierce competi-
tion from every type of business con-
ceivable, you need information to
maintain that loyalty with cus-
tomised services. With price-cutting
and discounts abound, today lovalty
needs much more attention

So what is this buzzword, CRM?
It is nothing but a process to ensure
that your good customers are han-
It is all
about maintaining the information
about your customers and keeping
track of their businesses. Having said
that it does not mean you shall not
take care of your bad custom
Based on data analysis you should
classify your customers and see if

F

where in they will
required fields or
tives.

some bad ones fall into strategic cus-

lomer .‘\l’_l',T]ll,'l]LS. T}Iih h(’ngIL'l]lilU[)!]
may be done in various ways such as
based on sales (both actual and
potential), depth of relationship,
repeat business and business poten-
tial. If you treat customers well by
adding value to their business and
not by wining and dining, vou will
gain their loyalty and get repeat busi-
ness. If their interests are taken care
of why go to another vendor and
teach the new vendor their require-
ments all over again? It would be
much of a hassle for them to get
someone else if you have been serv-
icing them long and know their busi-
ness well enough

So, how will you implement your
own CRM system? Start with com-
piling all your business contacts into
MS Excel spreadsheet with relevant
fields for analysis. You can store the
data into a central database and use
it for MS Outlook for synchronising
with your other devices. That way
you will have access to everything
everywhere. You should also buy one
of those high quality business card
SCANNETs or use your ant to type
the data of the cards you have into
the database.

There you are, all set for CRM
101. Tt just does not cost anything
but some focused activities and job
allocation! n

(The writer is CEO and MD
of CustomerLab Solutions)



