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Course Overview

Goal
• Expose small business owners to customer 

relationship management technology, tools and 
strategies to improve their marketing, sales, 
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strategies to improve their marketing, sales, 
customer service, and product development 
activities and enhance their bottom line. 



Course Overview

This course will cover:
• How businesses use CRM tools to increase revenue, t o 

lower operating costs, and to attract and retain cu stomers

• How CRM can be used to support marketing, sales, pr oduct 
development, and customer service efforts
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development, and customer service efforts

• How CRM is used to organize, automate and synchroni ze 
business processes across multiple departments and 
teams

• How to select and implement an CRM solution appropr iate 
for your business including a survey of popular CRM  
products and services



Course Outline

Part 1 – Making the Case for CRM
• The Business Case for CRM
• Why CRM Projects Fail
• Keys to a Successful CRM Project
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• Keys to a Successful CRM Project

Part 2 – Selecting a CRM Solution
• Building a Decision Matrix
• Types of CRM Solutions
• Database Basics



Course Outline

Part 3 – CRM Solutions
• Types of CRM Solutions

• CRM Product Comparisons 

• CRM Product Demonstrations  
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• CRM Product Demonstrations  

Part 4 – Practical Applications
• Using CRM Effectively

• Practical Applications for Your Business

• Q&A, Open Discussion



Part 1 – The Case for CRM

• The Business Case for CRM

• Why CRM Projects Fail

• Keys to a Successful CRM Project
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What is CRM?

CRM = Customer Relationship Management 
• A tool for tracking customer data
• A business philosophy
• A marketing strategy
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• A marketing strategy
• A competitive advantage
• A cultural imperative
• An opportunity to waste 

a lot of time and money 
(if you don’t do it right!)



What CRM is NOT …

• CRM is NOT a silver bullet that will solve 
all of your business problems!

• CRM is NOT a substitute for a 
comprehensive marketing plan!
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comprehensive marketing plan!

• CRM is NOT going to help your business if 
you don’t have a real, viable market and a 
real, viable product or service that people 
want and/or need



Why CRM? Making the Case

• Customer retention is cheaper! 

• Word of mouth is cheaper, more effective

• CRM can increase your ability to:
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• CRM can increase your ability to:
• Retain/reactivate existing customers

• Acquire new customers

• Increase per-customer sales 
via cross-selling and up-selling

• Engage customers: better understand 
demand, new product ideas, etc.



The Customer Cycle
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Source: SearchCRM.com



CRM: A Unifying Solution

Marketing Sales

Marketing:
Targeting the 
right customers
with the right
messages

Sales: 
Effectively
meeting needs 
with the right
products and
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Customer 
ServiceR&D

messages products and
services

R&D:
Responding to
customer needs 
and market 
demands

Customer Service:
Creating a dialog, 
building loyalty



Benefits of CRM

• Increased Sales Efficiency 

• Better Internal Communication

• Increased Productivity

• Stronger Customer Relationships
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• Stronger Customer Relationships

• Wider Use of Best Practices

• Increased Revenues

• Reduced Costs

Source: http://www.business-software.com/crm/crmbuzz/how-crm-benefits-your-sales-force/



Proven Results

• Documented results include: 
• Revenue increases: 41+% per sales person

• Decreased sales cycles: -24%

• Lead conversion rate: +300%
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• Lead conversion rate: +300%

• Customer retention: +27%

• Decreased sales & marketing costs: -23%

• Improved profit margins: +2%

Source: http://www.smallbizcrm.com



CRM Projects Often Fail!

Research Group % Failures

Gartner Group (2001) 50%

Butler Group (2002) 70%

Selling Power, CSO Forum (2003) 69.3%

AMR Research (2005) 18%
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AMR Research (2005) 18%

AMR Research (2006) 31%

AMR Research (2007) 29%

Economist Intelligence Unit (2007) 56%

Forrester Research (2009) 47%

Source: http://www.smallbizcrm.com



Why CRM Projects Fail … 

• Undefined business goals

• Cost overruns

• Lower than expected ROI

• Lack of user adoption
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• Lack of user adoption

• Wrong leadership

• CRM strategy not clear

• CRM strategy different from business strategy

Source: http://www.crm-resources.net/CRM-Software-Failure.php



Why CRM Projects Fail … 

• Implementation errors

• Unclear performance metrics

• People errors: lack of buy-in, wrong people

• Technology errors: CRM doesn’t work
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• Technology errors: CRM doesn’t work

• Failing to redesign 
workflow processes 

• Customers do not 
experience CRM benefits



Keys to a Successful CRM Project

1. Define Your Goals

2. Establish a Budget

3. Set a Timeframe

4. Set Your ROI* Expectation
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4. Set Your ROI* Expectation

5. Define Key Performance Indicators (KPIs)

6. Determine How You Will Collect Data

7. Critical! Get Team Buy-in!

* ROI = Return on Investment



1. Define Your Business Goals

• What are your business goals for CRM? 
For example:
• Increase per-customer sales

• Increase the number of customers in a key category 
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• Increase the number of customers in a key category 

• Increase the number of sales per customer per month

• Decrease sales time spent on unqualified leads

• Gather input from customers to guide development 
of a competitive advantage (product, service, brand )

• DON’T throw solutions at undefined problems!



2. Establish a Budget

• Costs to consider: 
• Cost of acquisition (e.g. price or monthly fees)

• Installation 

• Configuration
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• Training

• Time needed for data management 
and analysis

• Tech support

• Make sure to factor in staff time 
and the costs of outside consultants!



3. Set a Timeframe

• DO plan ahead! 

• DO allow time for installation, configuration, 
data entry/migration, testing, training 

• DO budget time for employees to 
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• DO budget time for employees to 
“play” with the system 

• DON’T schedule the project launch 
for a busy time of year



4. Set Your ROI Expectation

• CRM must have a positive impact on your 
bottom line or it’s not worth the investment.
• Total project cost: XX 

• Expected annual increase: % and $
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• Expected annual increase: % and $

• Expected annual savings: % and $

• Total annual ROI on CRM: [months/years]

• Total project cost / annual ROI

ROI = [months/years] to recover total project cost

• Set benchmarks to track progress (KPIs!)



5. Define Your KPIs

• KPIs = Key Performance Indicators
• Aligned with mission & goals

• Quantifiable

• Data is cost -effective 
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• Data is cost -effective 
to collect and analyze

• Used by management 
to measure progress 
and effectiveness

• CRM: a key tool
Source: http://www.utexas.edu/provost/sacs/admin.html



Why Define KPIs First?

• Unless you know what you want to 
measure, you may not be gathering 
the right data! 

• What you can’t measure, you can’t manage!
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• What you can’t measure, you can’t manage!

• Your KPIs will help determine the type 
of CRM solution you need
• Features and functions

• Reports and dashboards

• Workflow automation 



Examples: Retail KPIs

• Units per customer/transaction

• Sales per hour of the day

• Time spent in the store

• Average sale per customer/transaction
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• Average sale per customer/transaction

• No. of stock lines out of stock

• Percentage of perishable items 
with past due date



Examples: Contractor KPIs

• Percentage of contracts delivered 
within original budget

• No. of contract variations

• No. of product lines sold per transaction
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• No. of product lines sold per transaction

• Time to complete punch list items

• Time between lead contact and 
sales follow-up



CRM Helps Monitor Workflow

• Tracking Open Tasks: 
• When did you promise to get back to ACME 

Inc., after their budget gets approved? 

• Which open customer service tickets are 

Innovators in 
Technology Training 

• Which open customer service tickets are 
overdue or very close to overdue? 

• How are tasks assignments handled 
between departments or team members?

• How are sensitive customer service tickets 
escalated up the chain of command? 



CRM Helps Track Communication

• Internal Communication: 
• Who last engaged with which clients

• When and what transpired?

• Which VIP customers have not been 
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• Which VIP customers have not been 
contacted in the last X weeks/months? 

• How are customer contacts documented 
and shared among departments and team 
members?



CRM Helps Measure Effectiveness

• Pipeline Analysis: 
• What is the weighted value of the potential 

deals forecast for the next X months? 

• How long are deals lingering at each stage
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• How long are deals lingering at each stage
of the sales process? 

• Campaign Design: 
• You need to get a mailer or emailer out to your 

clients. Is your customer list up to date with 
current addresses and emails? 

• Who responded? What was the ROI? 



CRM: KPIs Trump Opinion

• Customer Profiling: 
• Who are your most profitable customers …

by region, product sales, etc.? 

• How do you know? Opinion or fact? 
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• How do you know? Opinion or fact? 

• Does everyone in your company know? 

• Account Management: 
• Goodwill makes up much of the real value of 

your business … can you demonstrate this to a 
potential buyer? How? 



6. Plan for Data Collection

Determine what data is needed … 

• Sales/contract transaction records and receipts

• Customer counts (e.g. daily) – how is this tracked?

• Customer surveys – are you asking the right question s?

• Mailing list signups – are you collecting emails? 

Innovators in 
Technology Training 

• Mailing list signups – are you collecting emails? 

• Targeted mailings with coupons – tracking who’s usin g?

• Open rate of emails – are you using an email service ? 

• Customer service ratings - what info are you collect ing?

• Returns – are you tracking reasons and details? 

Make sure the cost of data collection is worth the investment!



Last, but most important …

7. Get Team Buy-in!

• DO inspire people (tune in to Wii-FM)

• DO involve your team from the beginning

• DO provide for training AND “play time”

• DO provide multiple levels of support
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• DO provide multiple levels of support

• DO monitor user adoption

• DO communicate KPIs



Part 2 – Selecting a CRM Solution

• Building a Decision Matrix

• Determining Requirements

• Database Basics
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Building a Decision Matrix

• What are your needs, limits, and other 
factors that will influence your decision? 
• Business Considerations

• Financial Considerations
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• Financial Considerations

• User Considerations

• Technical Considerations



Considerations: Business

• Business needs vs. feature set

• Support for workflow automation

• Productivity tools (e.g. email tracking)

• Single source solution or multi -vendor?
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• Single source solution or multi -vendor?

• Can the project be phased? 

• Does the project provide
a competitive advantage?  



Considerations: Financial

• Price of acquisition

• Recurring costs 
(e.g. monthly/annual license fees)

• Maintenance costs 
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• Maintenance costs 
(e.g. maintenance contract, support costs)

• Installation and configuration costs

• Estimated ROI vs budget



Considerations: Users

• Ease of use

• Technical abilities of team members

• Accessibility 
(e.g. via the Web, via smartphone)
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(e.g. via the Web, via smartphone)

• Ability to be customized

• Specific needs
(e.g. ability to generate
quotes and special reports)



Considerations: Technical

• Ability to export data
• Update/upgrade process
• Flexibility, scalability
• Need/ability to integrate with 
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• Need/ability to integrate with 
other systems and databases

• Stability of vendor/source



Platform Requirements

• What platform is needed or will be used?
• Which OS: Windows, Mac, Linux? 

• What are the hardware requirements? 
• HD storage, RAM, CPU power
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• HD storage, RAM, CPU power

• What type of solution is involved? 
• Stand-alone app, server-based, or Web?

• Installation/network requirements? 

• Internet bandwidth needed? 



Technical Support Needs

• In-house/on-site technical resources?
• What does your team need? 
• What can you afford? 
• What does the vendor offer?
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• What does the vendor offer?
• On-call: 24/7 or restricted
• Email support
• Online or web help
• Built-in help 
• On location assistance
• On-site/off-site training 



Build vs Buy vs Customize

• Options: 
• Buy a product, adapt your business processes

• Build a custom solution to conform to your 
business processes

• Hybrid: buy and customize
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• Hybrid: buy and customize

• Risks: 
• Software development is very expensive!

Rarely on time and under-budget.

• Who will support your custom application?

• If you over-customize a commercial product, 
what will happen when a new version is released?



Data Basics

• Data Structure
• Tables

• Records

• Fields: text, logical, number, picklist, etc.
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• Fields: text, logical, number, picklist, etc.

• Values: free-form, fixed value, generated

• Data Formats: 
• Text: txt 

• Excel: xls 

• Comma-delimited: csv



Table Structure
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Flat File vs. Relational Database

• Flat File
• Data is repeated in each record

• Changes impact multiple records

• Relational
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• Relational
• Maintaining “one-to-many” data integrity

• Data is normalized (stored in only one place)

• Tables are linked via key fields



Relational Structure
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Part 3 – CRM Solutions

• Types of CRM Solutions

• CRM Product Comparisons 

• CRM Product Demonstrations  
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Types of CRM Solutions

• Locally installed
• Stand-alone application

• Server-based 
• On-site network application
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• On-site network application

• Remote hosted application

• Web-based 
• Vendor hosted

• Software as a service (SaaS)



These are NOT CRM Solutions!

• Excel : a flat file system – a tool, 
but not a CRM solution

• MS Access : a language, but not a 
CRM solution out of the box
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CRM solution out of the box

• Filemaker Pro : a platform, but not an 
out of the box CRM solution 

• Quickbooks : an accounting application, 
can be integrated with CRM



Installed Applications

• Custom-Programmed (Home-brew)
• Individual or site-licensed

• Workstation or network installed

• Locally maintained
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• Locally maintained

• Example: custom-built MS Access program

• Commercial Products
• Installed applications

• Examples: Goldmine , Sage ACT!



Server-based Solutions

• Open Source
• May be free to download and use 

• Installed on your server or hosted

• Consultants may be needed for installation 
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• Consultants may be needed for installation 
and configuration

• Example: SugarCRM



Web-based Solutions

• Free Websites 
• Good luck!

• On-line/On Demand Services
• Examples: Salesforce, Oracle On Demand
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• Examples: Salesforce, Oracle On Demand

• Software-as-a-Service (SaaS)
• Subscription-based – per user/per month

• No need for on-site IT support

• No need to maintain software versions, 
automatic updates, etc. 



Then There’s Outlook …

• It’s a good tool for interacting with your data, 
but it’s NOT a CRM solution

• Outlook Mobile Access
• Pros: Relevant for users of MS Outlook
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• Pros: Relevant for users of MS Outlook

• Cons: Need for an Exchange Server

• Salesforce for Outlook
• Pros: Convenient way to sync contacts, tasks 

and calendars with Salesforce CRM

• Cons: Assumes that you are using Salesforce



CRM Product Demonstrations

• During this segment, we will take a closer 
look at examples of products in each of the 
primary categories of CRM solutions: 
• Installed
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• Installed

• Hosted

• SaaS

• Mobile 



Examples of CRM Solutions
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Example: Salesforce.com
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Example: Salesforce.com
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Example: MS Dynamics CRM
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Example: MS Dynamics CRM
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Example: ACT!
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Example: ACT!
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Example: SugarCRM
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Example: SugarCRM
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Example: Oracle CRM On Demand
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Example: NetSuite 
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Example: Sage SalesLogix 
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Part 4 – Practical Applications

• Using CRM Effectively 

• Practical Applications for YOUR business

• Q&A & Open Discussion
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Using CRM Effectively

• Understand Your Customers

• Gather and Analyze Data

• Develop Targeted Marketing Campaigns 
and Sales Strategies
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and Sales Strategies

• Automate Your Sales Force



Understand Your Customers

• Demographic: age, gender, race, education, 
occupation, income, religion, marital status, 
family size, children, home ownership, socio-
economic status, etc.
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economic status, etc.

• Geographic: 
proximity to your business, 
zip code, state, country, 
region, climate zone, etc.



Understand Your Customers

• Psychographic: lifestyle, personality, values, 
attitudes, etc.

• Behavioral: product usage, brand loyalty, 
benefits sought, decision-making units, ready-
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benefits sought, decision-making units, ready-
to-buy stage, etc.

• RFM: Recency, frequency and monetary values



Use Secondary Data

• Use secondary data to gain new perspectives 
and spot trends

• Third-party sources … summary data, 
impersonal, categorical
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impersonal, categorical
• Public library business data sources

• Market reports

• Industry/trade organizations

• Professional associations



Use Primary Data

• Use primary data to learn more about 
your customers … direct, individualized, 
personal, relevant
• Surveys
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• Surveys

• Sales receipts and transaction data

• Credit card transactions

• Promotions

• Employee perspectives 
(e.g. for categorizing, targeting, etc.)



Use Lead Sources

• Use lead sources to identify new potential 
customers

• Can be bulk lists or targeted referrals
• Purchased lists
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• Purchased lists
• InfoUSA.com

• Dun & Bradstreet

• Jigsaw

• Web, ads, events, sign-up lists, direct mail

• Promotions, incentives, contests, coupons



Example: InfoUSA.com
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Analyze Your Data 

• Use CRM and Excel to analyze your data

• CRM Reports: 
• Formats: Tables, summary, matrix

• Use for categorization, filtered summaries
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• Use for categorization, filtered summaries

• Dashboards and data dumps to CSV or XLS

• Excel Charts & Graphs
• Trend analysis

• Share analysis

• Cluster analysis



Use CRM Data for Charting
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Don’t Get Fooled by Statistics!

• Understand the difference between 
nominal vs. percentage analysis

• Examples: 
• Profit on Product X are up 300%!!!
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• Profit on Product X are up 300%!!!
Up from $10 to $30 - on a $2,500 item (0.4% to 0.12% )! 

• 75% of our customers come in once a week!
All 3 of them … only 4 customers??!!

• Margin on Product Y is 85%!!!
On a $2 product … and only 2 were sold!



Develop Targeted Marketing 
Campaigns and Sales Strategies

Review … the purpose of marketing is to …
• Increase engagements with existing customers

(e.g. increase return sales rates)

• Attract new customers
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• Attract new customers
(e.g. sell to a new age group)

• Reach out to new customer groups
(e.g. open new geographical markets)

• Purge undesirable customers
(e.g. low-spending, high-support customers)

• Create positive impressions (branding)



CRM Marketing Campaign

• CRM campaigns are used to achieve 
a wide range of goals …
• Announce a new product

• Maintain customer brand awareness 
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• Maintain customer brand awareness 

• Communicate key messages

• Motivate customer action … 
• Attend an event

• Visit a web page

• Download a white paper



Types of CRM Campaigns

• Examples: 
• eBlasts

• Mass Mailings

• Advertising
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• Advertising

• Public Relations

• Special Events



Four Key Factors

• Who is your audience?

• What are the messages?

• What’s the format? 
Email, 30 -sec. radio spot, customer event, etc.
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Email, 30 -sec. radio spot, customer event, etc.

• What’s the treatment? 
Jazzy, professional, humorous, serious, etc.

• Remember: Nothing will happen until and unless 
you take action!



Keys to Campaign Success

• Define purpose, goals, timeline, budget, team

• Target: who, what, where, when, how

• Build: email template, web landing page, 
social media support, etc.
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social media support, etc.

• Launch and track

• Review and analyze results

• Refine your strategies, messages, etc. 

• Rinse and repeat (ok, skip the rinse)



Example: Email Campaign

• Use an email marketing service
• No mass emailing limitations

• Create custom HTML templates

• Better delivery rates
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• Better delivery rates

• Provides results reports and analytics

• May offer special features such as A/B testing

• Examples: 
• Mail Chimp, iContact, Constant Contact, 

Vertical Response



Example: Email Campaign

• Considerations: 
• Integrates with your CRM system?

• What does the “From” URL look like? 

• Plain Text vs. HTML?

Innovators in 
Technology Training 

• Plain Text vs. HTML?
• Text: less likely to be filtered, cannot be tracked

• HTML: more likely to be filtered, can be tracked

• Be legal: follow anti-spam laws!
• Use opt-in addresses only

• Include unsubscribe & contact info in footer



Example: HTML Template
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CAN-SPAM Act Compliance

• Three basic requirements:
• 1) Unsubscribe link

• 2) Privacy policy link

• 3) Physical street address (street or PO Box)
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• 3) Physical street address (street or PO Box)

• Example:
This message was sent by 
ACME Widget Co. 
12356 Main Street, San Diego, CA 92131
Privacy Policy | Unsubscribe

More Information: http://www.squidoo.com/can-spam-compliance



Automate Your Sales Force

• CRM offers many ways to 
increase productivity
• Workflow Rules

• Approval Processes
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• Approval Processes

• Automated Communication

• Web to Database

• Automated Reporting



Automated Workflows

• Automatic routing of leads to sales reps by 
region, state, client category, etc.  
• If Lead’s Region = X, then send to Sales Rep. Y

• Auto -update of fields based on date, amount, etc. 
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• Auto -update of fields based on date, amount, etc. 
• If Deal Stage = “Approved”, then lock Amount

• Automatic tickler alerts
• If Deal Amount > X, send alert to VP Sales

• Automatic escalation of customer service cases
• If Case Due Date > Today, set Status = Overdue



Example: Contract Approval

• CRM locks draft contract from further changes
• Prevents unauthorized changes

• CRM auto-alerts approver(s)
• Easily pass contracts up the line for approval base d on various criteria

• Creates related and/or follow-up tasks
• Follow -up reminders
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• Follow -up reminders

• Sales ticklers

• Tracks status across people and departments

• Critical: reevaluate/redesign your workflow process es!
• e.g. How to handle electronic approvals vs. paper s ignatures

• People often feel threatened by changes in command and control

• New workflows raise or eliminate security concerns



Example: CRM Approval 

Automatic record locking

Automatic 
Status Updating
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Automatic Field Updates

Automatic 
Task Assignments

Automatic Selective
Routing



Automated Communication

• Auto-response to inquiries:
• For product information

• For company information

• For event directions, registration, etc.

Innovators in 
Technology Training 

• For event directions, registration, etc.

• Auto-send emails:
• Personalized thank you notes

• Subscription renewal reminders

• Auto-track campaign activities (e.g. emails)



Automated Web-to-Database

• Collect information directly from 
a web form into your CRM. 

• Reduces cost, eliminates data entry errors

• Examples:
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• Examples:
• Event sign-ups

• Information requests

• Warranty registrations

• Support requests



Automated Reporting

Deal Stage
Tracking

Pipeline

Team
Monitoring

CRM Executive Dashboard
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Pipeline
Monitoring

Revenue
Monitoring



Part 5 – Complementary Tools

• Social Media Marketing

• Productivity Tools
• Collaboration Tools

• Knowledge -sharing Tools
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• Knowledge -sharing Tools

• Communication Tools

• Project Management Tools



What is Social Media?

• It’s Facebook and Twitter. End of story. 
Oh, and blogs … and YouTube and … 

• Don’t even think about social media until 
your website is fully functional and lookin’ 
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your website is fully functional and lookin’ 
good!



Why Social Media Marketing?

• Sales - sourcing new clients/leads

• Marketing - multicast updates regarding 
products, services & industry to attract 
new customers
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new customers

• Branding/image perception - listening to 
and responding to negative comments or 
problems

• Leverage the power of viral marketing! 



Why Social Media Marketing?
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Source: http://www.syscomminternational.com/social-media-marketing/



Effective Use of Social Media

• Have something to say! 

• Say it in an engaging way

• Be visual … use photos and videos

• Cross -link to your website
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• Cross -link to your website

• Stay current – keep it alive!

• Be authentic!



Productivity Tools

• Collaboration Tools

• Knowledge-sharing Tools

• Communication Tools

• Project Management Tools
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• Project Management Tools



Tools: Collaboration

These tools allow for file-sharing, remote 
interaction, asynchronous collaboration, etc.

• MS SharePoint

• Central Desktop
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• Central Desktop

• Lotus Notes

• Google Apps – Google Docs

• DropBox



Tools: Knowledge-Sharing

• Wiki: A website that allows the creation and 
editing of any number of interlinked web 
pages via a web browser using a simplified 
markup language or a WYSIWYG text editor
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markup language or a WYSIWYG text editor

• Examples: community websites, corporate 
intranets, knowledge management systems

• Note: wiki software is often available free 
with many web hosting services



Tools: Communication

Many excellent free solutions that provide 
powerful communication capabilities:

• Instant Messaging

• Free voice and 
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• Free voice and 
video conferencing

• Examples:
• Skype.com

• FreeConference.com



Tools: Project Management

Project management tools help track …

• Task lists

• Task hierarchies

• Timelines
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• Timelines

• Milestones

• Resource allocation:
• People, equipment, etc,



Tools: Project Management
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Source: http://www.visitask.com



Summary

• The importance of having a business plan
and a comprehensive marketing plan!

• Understanding of what CRM is and is not

• Understanding how to avoid CRM failure
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• Understanding how to avoid CRM failure

• The importance of defining goals, KPIs 
and ROI expectations

• Understanding how to select a CRM solution

• Understanding how to use CRM effectively



Useful Resources

• Local SBDC

• Public Library

• On-line Forums

• Vendor Websites
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• Vendor Websites

• Product Resellers

• Consultants



Links: Installed CRM Apps

Installed Applications

• Goldmine http://www.frontrange.com/software/crm/goldmine/

• Sage ACT! http://www.act.com/

Custom solutions, add -ons, integrations: 
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Custom solutions, add -ons, integrations: 

• MS Access (custom application): 
http://www.google.com/search?sourceid=chrome&ie=UTF -8&q=ms+access+crm

• For Quickbooks: 
http://marketplace.intuit.com/v2/f-customer-managem ent/software-solutions.aspx?ft=23,16,17,22

Note: URLs may change without notice 



Links: Open Source CRM

Open Source CRM Solutions

• Sugar CRM: http://www.sugarcrm.com/crm/

• Resource: Top Ten Reasons to Consider Open Source C RM
http://www.thecrmconnection.com/sugarcrm-reasons-fo r-open-source.asp
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Note: URLs may change without notice 



Links: Web-based CRM

Web-based CRM Solutions (On-Demand, Hosted and SaaS )
• Salesforce http://www.salesforce.com/

• Microsoft Dynamics CRM
http://crm.dynamics.com/online/default.aspx?tabid=f its-your-
business&CR_CC=200008220&WT.srch=1&WT.mc_ID=SEARCH_ CRM&CR_SCC=200008220&fbid=Xr
4ZLi3-vx0

• NetSuite CRM+
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• NetSuite CRM+
http://www.netsuite.com/portal/resource/start_sales mgr.html

• Oracle On Demand
http://www.oracle.com/us/products/ondemand/index.ht ml

• RightNow: http://www.rightnow.com/cx-suite.php

• Zoho: http://www.zoho.com/crm/zohocrm-pricing.html

• CRMFree: http://www.crm-free.com/why-crm-free.php

• inPractice: http://free-crm.inpractice.org/home

Note: URLs may change without notice 



Links: CRM Comparisons

• A simple summary of top products by category
http://www.crmlandmark.com/crm-leaders.htm

• A comprehensive comparison of 20+ CRM products 
(note: requires registration to download)
http://www.comparecrmvendors.com/home?Source=Google &KW=CRM%20comparison&Synd=sear
ch&AdPlace=&Creative=7108681036
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ch&AdPlace=&Creative=7108681036

•

• PC Magazine’s comparison of CRM products
http://www.pcmag.com/reviews/crm

Note: URLs may change without notice 
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For more information, go to

www.CARATNet.org
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