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Mobile CRM - It's Here Now

By Richard D S Hill

Today's workforce is truly mobile. Most of us now work at the office, from home and on the road.

"On demand access' to critical customer information from anywhere is becoming a ‘must have' facility.

Now customers demand CRM access using a remote desktop or laptop accessing data through the
Internet or on a handheld device. Suppliers are expected to have all the information at their fingertips
at the moment of interaction. The same insight into their business and affairs are expected in a
one-to—one meeting is expected when they phone into a call centre.

Remote access is a genuinely useful tool that can help your company to reduce duplicate entry,
administration time, travelling time and costs for remote workers. It will also enable you to improve your
customer service, and improve the quality and usefulness of data input.

Staff want the technology. Surveys have shown that sales management and field representatives both
felt strongly that providing PDA access to CRM systems would drive increase productivity of the sales
force. Eighty—three percent of sales representatives felt that a PDA sales solution would make them
more productive in the field and 90% said they would use their CRM system more if they had handheld
mobile access. Sales management agreed: 82% believe PDA access for sales representatives would
drive field usage of CRM and 91% believe mobile CRM software on PDAs will become an important
sales tool for their organization.

Two factors have stopped many companies from adopting mobile technology to improve their business
functions. Firstly, companies are just inexperienced when it comes to applying mobile technologies.
Secondly, even though it is not true, companies percieve the cost associated with mobile solutions to
be greater than the benefits gained because they can't immediately identify how to apply mobile data
to improve competitive capability. A mobile data delivery solution must be cost effective and allow
organisations to experiment with mobile technologies and to gain insight on how to gain a competitive
edge from the technology.

It should have the following:
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* Access to information from any remote location covered by a mobile network.

* Low start—up costs allowing development of mobile strategies through experiments.

* Simplified user interface making it easy to administer data.

* Quick search and find.

Success can be measured by:

* Improved cycle times in providing a customer with accurate information.

* Efficiency increases for buyers and sales people free them to focus on developing key account
relationships

* Empowered sales people and buyers with information when they enter negotiations through remote

access to data

* Allowing management to be up to date with information where ever they are engaging with suppliers,
customers, partners or shareholders.

* Experiments with mobile strategies to define ways of improving current business processes and
prepare for new wireless technologies that will reshape the business environment.

Thanks to broadband and 3G technology this is no longer just the preserve of large companies. Now
SMEs can also use the web and PDAs to access their CRM systems remotely giving benefits such as:

* Accessing important account contact and history information * Updating account information *
Cultivating stronger sales relationships * Improving customer service * Scheduling activities and
appointments

Richard Hill is a Director of E-CRM Solutions, that specialises in CRM, direct and internet marketing [
http://www.e—crm.co.uk

] for SMEs. He is non—-executive Chairman of Innovantage |

http://www.innovantage.co.uk

] a business intelligence company and a non—executive director of

Innovecom [

http://www.innovecom.com
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] a computer networking company.
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Competition in CRM, driven by globalization and the internet has turned things around.

Customers have a variety of choices and most importantly, they have become more knowledgeable
and demanding.

It is no myth that they are King.

With this scenario, enterprises have realized that it is not just enough to satisfy and delight them but
also build genuine relationships in a way that would benefit them.

Customer Relationship Management CRM initiatives are designed with the goal of meeting Customer
expectations and needs in order to achieve maximum Customer lifetime value and return to the
enterprise.

The use of Customer Relationship Management products, CRM software and CRM solutions will
enhance the effective implementation of CRM in an organization.

There are CRM success stories, but success in a Customer Relationship Management CRM
implementation may best be measured by the restraint an organization shows in its goals and
expectations.

By understanding the roles and benefits of IT as a CRM enabler, you"ll learn best practices for
deploying information technology in a controlled manner within a cohesive, enterprise—wide
architecture.

By providing the means to manage and coordinate Customer interactions, Customer Relationship
Management CRM technology helps enterprises maximize the value of every Customer interaction and
in turn drive improved corporate performance.

Putting all Customer Relationship Management CRM facets into one coherent, organized presentation
to the Customer could require the services of a systems integrator.

It would most certainly require training everyone from webmasters to call center workers to field sales
technicians.

The need to better understand Customer behavior and focus on those Customers who can deliver
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long—-term profits has changed how marketers view the world.
Publishing Guidelines: You may publish my article in your newsletter, on your website or in your print

publication provided you include the resource box at the end. Notification would be appreciated but is
not required.

S. Maurer is a 53-years old college graduated IT professional, with 30 years of experience in the
computer & technology business. Now is the Correspondence Courses Director of
http://international-businesses.net

. Other languages in

http://tips—on—project-management—pm.business—technology.us
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