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Our customers deserve CRM

What is a customer? How important is the customer?
 The answer would seem obvious, but at times we fail to give our customers the attention and care that they deserve.

Experience can be our best asset. If we are used to dealing with customers, we are bound to attach a lot of importance to handling our sales activities correctly.  This is where the CRM concept (a tool for managing our relationship with customers) came from.


In our business lives, it is quite normal for us to invest time in researching new areas for business, creating new products and services, and publicising them. Then comes the time to approach the customer and carry out our business in a professional manner.  


So that the client is satisfied with what we are currently offering and with what we may be able to offer in the future, it is necessary to manage the relationship between our company and the client correctly.
The importance of the customer
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Stew Leonard is the president of the chain of supermarkets that bear his own name (Stew Leonard’s). They are large shops, where there are milk packaging machines that show the public when the product was packaged. ‘You have to provide your customers with information and put on a show" says Stew, and it is certainly true that the formula works: his customers love to buy milk that has just been recently packaged.

The American businessman said in a recent conference held in Valencia that "The customer is always right", something so sensible that it becomes routine, but may be forgotten over time.  

Stew's father took the famous phrase to heart in relation to a customer in 1969, when a customer returned a cake because she said it was not in good condition.  Stew was surprised and told her that it was the first time that any one had ever said this to him.  The woman became very angry and demanded that he admit that she was right.  The problem was not the money, it was only 99 cents, and Stew gave her a dollar, but it bothered him because he sensed that the complaint was not justified. He felt more irritated when the customer started waving the dollar bill and proclaimed she would never enter the shop again.

The experience made him realise that it was not worth arguing over anything like that. He realised that he could not waste time protecting 1% of his interests because by doing so he was putting the remaining 99% at risk, and so he resolved never to  argue with one of his customers again. To underline this, he had a lump of granite positioned at the door of his shop, bearing the inscription "Rule 1: The customer is always right. Rule 2: If the customer is ever mistaken, re-read rule 1".
In 1969 the concept of CRM or what it involves was not very widely known, but the anecdote serves as an example to us of the importance of using tools and tactics focused on the customer.

Using CRM software 

CRM (Customer Relationship Management) refers to all the tools and techniques that professionalize the management of sales activities. It is the modern equivalent of the paper diary, email, typewriter and word processor, methods that not so long ago we used independently of one another to manage our relationship with our customers. 

CRM software provides the possibility of storing a large quantity of data about each customer, to organise the information, and plan activities, tasks and actions.  It is our best asset in searching for information about our contacts and remembering everything we need in order to be able to provide our customers with a professional service. 

With CRM software the information that we have about each one of our customers can be managed quickly and easily.  By using CRM, we will have up-to-date, coherent and useful information about the characteristics of our clients, which is where the real business is to be found. 

According to the fourth study of CRM in Spain, carried out by the Spanish e-Business and Relationship Marketing Association (AECEM-FECEMD), in 2006 79.5% of companies used e-mail for CRM marketing campaigns.  Currently the figure has increased to 93% of companies. 

The study was carried out on a sample of more than two hundred companies throughout Spain, and remarked that, this year, 17% of the companies plan to invest over 600 million euros on marketing and CRM campaigns.

If we combine the undeniable sales experience of the Stew family with the latest CRM software, the combination will be highly productive.  The aim: to maintain an optimal business relationship with our customers. 

CRM Software online
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Fortunately, today's technological tools are perfectly suited to those companies that are opting for the rational and measured use of technology.  Customer Relationship Management (CRM) is the best tool for identifying quantifiable and controllable profits.  

Logically, CRM must be customer-oriented. To do this, the company's resources and processes must be aligned to the technology available.  CRM software makes it possible for all types of companies to manage customers effectively, from the most traditional business involving some type of selling to the most modern e-business.

CRM software online, which we can access via the internet from wherever we are (the office, the study, home, when travelling...), provides many real-time advantages.  It enables us to work together with a sales team either on current sales activity or in planning possible future activity, without having to invest the effort or expenditure that would be required in installing and adapting software.

There is no doubt that by knowing our customers well we can adopt strategies and action plans that will improve the quality of service we offer and all aspects of customer satisfaction.  

CRM software enables us to plan production, sales, logistics... developing and consolidating a cycle of continuous improvement.  

CRM software is thus a definite asset for innovating and improving the quality of the service that we provide for our customers.
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