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Introduction to CRM
53% of customer loyalty is driven 
by the sales experience.

- CEB

http://www.zyprr.com/
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Introduction

What is CRM
Customer Relationship Management (CRM) is software that allows a 
business to manage all the organization’s interactions with customers 
and/or potential customers. 

The CRM system typically involves a marketing automation platform, sales 
tracking software or module, and contact management for customer 
service and/or technical support. 

A CRM is a very powerful and useful tool that should be utilized to improve 
your business on almost all levels. Unfortunately, a lot of businesses don’t 
take advantage of a CRM or do not follow some keep process guidelines to 
be drive success with a crucial tool. 

Nucleus Research showed that “CRM applications continue to deliver high 
return on investment (ROI), with an average benefit of $5.60 returned for 
every dollar spent.”

Let us take a look at how your business can succeed with a CRM solution.

79% of the leads never convert 
to a revenue stream.

Zyprr CRM can dramatically 
increase your lead conversion 
rate. Follow the steps outlined 
in this e-book.

http://www.zyprr.com/
http://www.zyprr.com/marketing/sales-handbook/
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2.0 CRM Adoption
“A customer-centric focus throughout 
the organization is necessary to make a 
CRM initiative successful.”

http://www.zyprr.com/
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Adoption

Get Executive Buy-In
Executive buy-in into CRM is critical for its success. Management 
must believe in a new CRM system and lead by using the system 
themselves. Their involvement affirms the company's commitment 
to the initiative, which will motivate all stakeholders below the 
management level. Success will come for any team member who 
realizes the value of CRM, the problems it solves, and makes a time 
commitment to get results to help their business.

Define Measurable Goals
Define specific business benefits that you expect the CRM initiative 
to deliver. It could be:
• Nurture leads for higher conversion rates
• Decrease the customer churn rate
• Decrease the sales cycle time by a specific percent
• Increase the win-to-loss ratio of sales opportunities
• Decrease the support request resolve time
Define the purpose and scope from the outset of CRM 
implementation.

http://www.zyprr.com/
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Adoption

Which CRM Type?
Great! Your business is growing and you’ve decided the time is right to add a CRM system to your
process. So, how do you know which kind of CRM solution is right for your business. Managing
your own servers and IT staff is passé. Pay by the drink cloud solutions not only keeps you up to
date with technology but eliminates capital expenditure which now flows into your bottom line. In
today’s social, mobile and global world, you want to be able to react real-time to customer needs –
and Zyprr Cloud CRM solution make exactly that possible.

Stage of the Company?
As there are many solutions to choose from, it is critical to keep in mind the current stage of your
company, and the vision for your growth when adopting or transitioning CRM solutions. For many
businesses, a highly flexible but complicated CRM solution where 80% of the functionality may not
be useful, is waste of important capital resources. A CRM system like Zyprr, is designed to grow
with your business because:
• It works out-of-the-box for your entire team
• It’s powerful automation engine is hidden, but available any time you need it
• No expensive setup or consultants required
• Affordable to keep pace with your growth

http://www.zyprr.com/
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Adoption

Getting Organized
When implementing a CRM strategy, management and
the rest of the company must be ready for change. It’s a
transition - from an ending of the old ways , a scary
neutral zone and then onto a new beginning.

Getting organized for change is critical for success of a
CRM adoption. Keep people informed of the goals,
objectives, and progress. People feel better if they
know what's going on, and communicate ‘quick wins’ to
keep up the enthusiasm. Towards that end, identify a
person or team that would lead the effort.

Like any other success factor in the business you have
to plan, work and measure CRM to make it pay off.
Which brings us to the topic of ROI.

http://www.zyprr.com/
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Adoption

Business Case for ROI
The CRM benefits delivers significant Return on Investment (ROI) for companies. A
multipurpose CRM like Zyprr offers various options to utilize and will allow you to
eliminate the need for multiple applications. For instance, Zyprr’s cloud based CRM will
function as a sales CRM, marketing software, customer support & helpdesk, document
management and order management, thus eliminating several fragmented applications
and reducing cost.

CRM can increase revenues
by improving your selling processes and opening up new avenues based on the comprehensive
view and customer intelligence available from CRM analytics.

CRM can reduce costs
by eliminating multiple redundant applications, and reducing inefficiencies.

CRM can increase margins
by tracking your customers needs, preferences and buying patterns, Zyprr CRM makes it easier
to upsell your customers by knowing their needs more intimately.

CRM can increase customer satisfaction and retention
by anticipating customer needs, making sure that promises are kept, schedules are met, and
customer is informed in a timely manner.

http://www.zyprr.com/
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Customer Spotlight:

VocalBee: 
Unlocking the value of Visual Web 

VocalBee is a marketing platform built around user 
generated pictures. There are 1.4B pictures taken every 
day. Many of these pictures have significant potential 
value for brands that cannot be tapped. VocalBee’s deep 
image processing and machine learning algorithms 
analyze the big data that is in the form of rich media. The 
platform also utilizes this consumer behavior to enhance 
engagement for the brands and marketing agencies.

“Zyprr has dramatically changed the 
way we do business. Now all the 
important data is at the tip of my 
finger and I can keep track of all the 
customer interactions to ensure 
customer success. To me that’s the 
ultimate win.”

http://www.zyprr.com/
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3.0 CRM Execution

“All the information I need to operate on a day-to-day 
basis is at my fingertips, and most of my critical business 
decisions are based on analytical data I get from Zyprr.”
Sanjay Patel, CEO, Santel Engineering Pvt. Ltd.

http://www.zyprr.com/
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Execution

Get to know your customers
In today’s connected world, customers complete 57% of their buying decision process before their
first conversation with a company representative. So, its important to keep in mind that ‘the
customer is in charge’, and you should pivot your business to put the customer’s needs, wants and
desires front and center. Without good demographic information about the customer, you will not
be able to have an engaging conversation with them. The basic requirement for customer
satisfaction then shifts from product, service quality, value-for-money, hygiene factors, etc. which
are common for everyone to creating an emotional, personal and psychological connection with the
customer which makes them feel satisfied and loyal.

Make sure your product and services are connected to the social world. A cloud based CRM
platform like Zyprr can help you connect your sales, marketing, products and services together to
align you with the target audience.

Zyprr’s Sales Lead Conversion goes into detail showing how you amplify your ROI with a CRM tool
and it covers the following key topics:

- Inquiry Generation - Response Planning and Capture
- Inquiry Fulfilment and Qualification - Lead Nurturing
- Lead Tracking - Lead Sorting and Follow Up
- Clarification - Negotiation
- Sales Closure - After Sales Service

Get the Sales Lead Conversion e-Book by clicking on this link

http://www.zyprr.com/
http://www.zyprr.com/marketing/sales-handbook/
http://www.zyprr.com/marketing/sales-handbook/
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Execution

Adopt the Challenger Sale model
THE CHALLENGER: They have a deep knowledge of the customer’s business but they use it to 
challenge their customer’s thinking.

The Challenger sales model is an approach where the seller leads with insight. The Challenger 
salesperson brings new ideas that their customer hasn’t thought about before, and these ideas 
reframe the way the customer thinks about his/her business. Examples of the kinds of new ideas 
that Challenger salespeople share are about making money, saving money, avoiding risk, engaging 
employees, grabbing market share, etc. delivered in a provocative way that reshapes the customer’s 
thinking. This approach is very different from other common sales approaches where selling 
happens with the features and benefits of a particular product.

The Challenger sales model was built based on data taken from 20,000 B2B sales professionals from 
around the world, and across every market and industry. The Challenger rep is more likely than the 
others to meet or exceed their number and drive growth for the company.

For successful Challenger selling, the organization needs train the sales team on how to execute. 
Zyprr CRM is ideally suited to develop that process in your organization.

It's How You Sell, Not What You Sell.

http://www.zyprr.com/
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Execution

Listen to your customers
Channels
Make it easy for customers to reach you – whether be it to complain about a problem or praise a frontline employee 
for their patience and timely help. Setup multi-channel listening posts – such as email, online portal, phone support, 
social media channels, and in some cases walk-in support.

Show you care
Get the message out to your customers that you care, and want to hear. More the customers talk to you, the more you 
will know what works and what does not, what they want and what they don’t want in your product or service. When 
customers report problem, reassure them that you will look into the problem, then fix or prioritize, but do let the 
customers know of your plan. They will be thankful for your communication.

Protect your frontline warriors
The frontlines, the support agents will need help as they deal with unhappy customers. They must use a process so 
that all complaints are properly registered. Where possible, encourage customers to use an online community or 
ticketing portal to register their queries or issues. Automate the process so that you meet some basic SLAs, governed 
by the expectation from the line of business. 

Develop guidelines
Set clear guidelines on how to prioritize complaints. Define what constitutes a priority 1 issue from a priority 4 issue. If 
someone has an issue with the color of the product versus a complain about malfunctioning of the product that is a 
health hazard, these two would fall under different scale for priorities. Train the support agents on how they should 
document and categorize the problems, and then how they escalate or resolve the problems.

Using a support system like Zyprr to service and retaining your customers is much more economical than winning new 
customers to replace the lost ones.

http://www.zyprr.com/
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Execution

Increase Team productivity
CRM can be an extremely useful tool when it comes to keeping your entire team doing their best work. By simplifying
lead nurturing and qualification, fast access to customer data, and providing a central hub for all your sales tools, a
CRM solution can turn any business into a well-oiled machine.

Different Roles, Different Activities
In a typical company, there are different departments that directly or indirectly touch your customers. They need
access to customer information so the business can run smoothly. Often an inside sales department is responsible for
tasks that range from field sales support to appointment setting or just straight up sales. Outside sales professionals
often call on the largest customers to build relationships, and develop accounts. The sales management team works
with entire department to ensure that sales plans are being met, and the team is functioning as a cohesive unit. Use
the CRM software in increasing productivity, building customer relationships, while providing management with a bird’s
eye view of the whole operation.

All Your Important Data in One Place
Activities, such as scheduling events, tasks, notes, meetings, phone calls, emails, follow-ups, campaigns, out-reach,
support tickets or issues, enquires, quotations, documents, orders, invoice, shipment details, referrals, etc. – are all
important data that help you build and manage relations with customers. If these are not centrally tracked, but spread
across fragmented systems, you will never be able to guarantee consistent and prompt customer service.

A company is a dynamic organization where roles and responsibilities change over time. A CRM like Zyprr allows your to
track who performs which activity, who is assigned and responsible for certain tasks, and gives every user a
personalized interactive dashboard for managing their work in real-time.

http://www.zyprr.com/
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Execution

Scale for growth
In today’s ultra-competitive markets, to grow your business you need to fire on all cylinders.  Here are key areas where you 
cannot take the foot off the pedal while managing your growth. 

Demand Generation, Leads and Opportunity Management
For a sales professional, success is measured by how much business they win. However, several important activities need to 
happen before a deal is closed. With easy to build lead nurturing campaigns, personalized activities with customers, 
tracking your pipeline of deals in the funnel – a product like Zyprr enhances the capabilities of your sales team and 
increases the probability of closing more deals faster. 

Automate Processes
Not only does automation of your processes free up time for you and your staff, it also helps your business scale to handle 
growth. A CRM like Zyprr makes it very easy to automate your basic operations from the beginning so you are ready for an 
managing customer growth.

Ensure Operational Visibility with Data
A good CRM system can be very effectively used to generate reports that give can give your clarity on how your business is 
doing, and where it needs attention. Use data and analytics to make important decisions that can affect your business 
growth. Increase accountability by creating roles and responsibilities in the CRM system, and use the activities to track 
performance of the staff.

Focus on Customer Experience
End of the day, the sales success is highly dependent on the customer experience with your product and service. As your 
business evolves, delivery of your customer experience can scale with the right tools and processes. Tracking customer 
requests and issues to timely resolution, and good communication can make all the difference. A product like Zyprr CRM 
comes with a full customer support capability for you to deliver great customer experience.

http://www.zyprr.com/
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Customer Spotlight:

Senscio Systems: 
See what’s ahead. 

Senscio Systems, Inc. is addressing the next big challenge 
of the information age: turning vast amounts of data into 
insights to support timely decision making. It’s key to 
success is artificial intelligence that mimics the cognitive 
process that experts apply to interpret data. It’s first 
product, Ibis Care, addresses the challenge of 
interpreting the abundance of healthcare data that can, 
and should, influence decisions about complex care 
management.

“Zyprr has effectively defragmented 
Senscio Systems’ contacts, inventory 
and customer service management.  
Integrating dozens of products into a 
single solution prevents us from 
creating redundant information and 
gives us peace of mind.”

http://www.zyprr.com/
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4.0 Conclusion

http://www.zyprr.com/


www.zyprr.com 19

http://www.zyprr.com/


20

Conclusion
Great customer relationships are the bedrock of a thriving business and the key to your success. Manage
those relationships better and your earning potential should skyrocket. With the right CRM, business
owners can spend time building deeper relationships instead of worrying about how valuable information
might slip through the cracks. No matter what your business, industry, or company size is, customer
relationship management is the foundation for success. Zyprr allows you to store customer and prospect
contact information, accounts, leads, and sales opportunities in one central location. Using Zyprr
customers have achieved 32% Improvement in win rate, 40% Increased sales productivity and 32%
Increase in sales revenue.
In short Zyprr helps you to grow your sales and establish a transparent sales process with an easy-to-use
Customer Relationship Management system.

www.zyprr.com
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