The importance of CRM
in the current business climate
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What is CRM and what are the benefits?

CRM stands for Customer Relationship Management, the concept being that all departments
within an organisation log their activities through one common data base ensuring that everyone
involved in the business cycle has visibility of all of the activities relating to that customer,

ensuring that necessary actions can be taken quicker and more effectively, thereby providing a
more efficient service.

Incoming Call |




The above example shows the most common need within a business, to provide a
communication link between Sales, Accounts, Production, and all of the other logistical
departments such as service, training, warehousing and delivery.

The implementation of a CRM system will improve the efficiency and productivity of a
business by ensuring that all customer facing employees have up to date status and
activity information relating to that specific customer ie. If a sales person is attempting to
develop business within an account, he needs to know if there are any issues with the
customer relating to service, finance etc. that could have a negative effect on the
process. The CRM programme would ensure that this information is readily available, and
is updated in real time.

In the current economic climate, it is becoming more difficult to develop new business
and it is even more important than ever for a business manager to ensure that he retains
and develops business with the existing client base.

The important factor to remember is that all of the existing clients are being targeted as
new prospects by the competitors

What can the Accura CRM module offer ?

There are a number of CRM products on the market, why choose Accura? First and foremost it
fully integrates with the MIS programme providing bi-directional communication, in real time.

The prime function of a CRM system is to help a business not only bring new business into the
company, but very importantly help retain and develop more business with the existing client
base.

The system produces full contact management information including “To Do” lists for each
person.
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The user can select from a drop down list to view by type of activity ie telephone calls,
appointments etc

The system also enables the user to view a complete prospect profile of quotes, orders, sales
opportunities, invoices, client service tickets and any special notes.

Client-type:  Prospects V: Activities ;ngortunities | Quates || Orders | Invoices | Tickets | Motes | Options
[ &5, 123 Software Ltd 2 2 .
[]—% A & B Car Sales | LI el
[+l 4, Acme Art and Design Date Time By Clent  Type Subject Attn Priority | Status | |
[+ a Acrne Print 2 Design i. = I
[+ 28, Aldstone Manor Hatel 0957 AP 123 [¥] GFollowwup 1601 - A4 24pp Brochure (AP Low  Comiplete
g% Any Campany Ltd 14:50 AP 123 [¥] GFollowup 1604 - BI Paster AP Low  Complete
ZB, Actec Digital Print 14:00 &P 123 % Outcal  Outbound telephone call AP Low  TaoDo
[+ & Croshie Holdings 3 Z1/10/2010 13:23 &P 123 [/] QFollowup 1606 - &4 48pp Brochure 4P Low  Complete
[+1- 5, Data Design Services g 14/10/2010 13:54 AP 123 (% Mailshat  Mailshat sent out ap Carnplete
[+ 3, Heath Row Duty Free 4 14/10/2010 13:52 &F 123 5 outcall  Outhoundtelephone call AP Low  ToDo
[+ & Henley Systems 14/10/2010 13:28 AP 123 | ] Order 1382 - Promotional Poster 4P Low  Complete
B+ 5, Jeffen Printshop g 14/10/2010 1313 4P 123 | Order  1380- A448pp Brachure AP Low  Complete
1 2, KCS Trads Printers g 14/10/2010 1308 AP 123 | Order 1378 - B Poster AP Low  Complete
G- 2, Kouros Printers 14/10/2010 12:52 AP 123 | Quote 1609 - BL Foster &F  Low  Complete
G- 23, National Training Services 3 14/10/2010 12:19 AP 123 [ Quote 1606 - A4 48pp Brochure AP Low  Complete
[+ & Perelope Towers Ltd
[+ S Punctuality Cabs and Courie 23 | (3:][sel
[ 53, Req vardey Fic ol ; . iy =
B & Royle Displays Starting: 15/10/2009 3 = Ending: 140112010 & = Priority:  |any
g_% ::;ipn:sGt:L:ioct:l [ show my activities anly MNotes: .
-m— . i ’ A4 24pp Brochure Gloss Lam cover, 297 x Z10mm, |~
1< 10 1 >]ivj Tipe: -~ Cover:8pp, , Text:8pp, Cover: Disk conversion, Cromalin G
Cueries: fssigned-to: 10 £ SRA3, Make cromalin, Rapida plate, Text: Disk conversion,

[all Records ] G

@ Close

As well as storing contact details, the system also provides powerful sales performance analysis.
Within Accura when a customer requests a quotation, it is treated as a sales “Opportunity” which
can be linked to a Sales person and linked to a campaign, such as a mail shot, tele marketing
campaign etc.

Reports can be produced to show the status of these “Opportunities” in order to monitor
performance and track sales person’s figures. It can be used also to monitor which types of work
are being won, and what type of work is being lost.

This is particularly relevant when analysis existing accounts to maximise the sales potential, and
also to identify weak areas in the business, where certain work or job types are being lost to the
competition.

The report can be produced in two forms, both as a printed document and a graphic.



The report can be printed from the system as a form or shown in a graphic format

i i . Frinted by: &lan Potter
Opportunity analysis by: Status Printed o 11072010 3t 30524
Page: 1of 2
Expected  Exp-¥alue

Lost

Mew desian brodhure 123 ROAD SHOL 03/05/2006 [TAC |High S0% 03/0E/ 2005 | 14/10/2010 |Lost £0,00 | 17/12/2010 | £1,000,00

Promotional manerial AT ROFD SHOL AP | 2170072005 (AP Morral T | Trade 2140072009 | 14/10/2010 | Lost £0,00 | 21/11/2010 £232,.00

[Comporate Brachure 123 ROSD SHOL | AP | 14/10/2010 |JFE |Mone S50% | Retail 14/10/2010 | 14/10/2010 [Lost £0.00 | 21/10/2010 £785.00

Subtotal: 3 £0.00 £2,037.00

0 pen

[Summer campaign brochure 123 ROED SHOL 13/04/2005 |JFE |High 55% 21/10/2010 Cpen £0.00 | 26/11/2010 | £4,000,00

Menu Covers 001020 ROSDSHOL | AP 1471072010 | &P 0% | Food 14/10/2010 Cpen £0.00 | 24/10/2010 £235.00

Promotion al Leaflet ALBCAR ROSDSHOL| AP [14/10/2010 |TAC | Wery Hat TO% | Retail 14/10/2010 Cpen £0.00 | 24/10/2010 £235.00

Poster AET ROSDSHCL ) AP [15/10/2010 |AP |Mormal E0% 15/10/2010 Cpen £0.00 | 22/10/2010 £3300
EBubintal: 4 £0.00 £4,529.00

W on

Brochures 123 RO SHOL 03/0G/2005 |AP [Mormal 60% 14/10/2010 |Won £0.00 |09/12/2010 | £5,000.00

[Sales Leaflet DODsS193 ROED SHOL | AP 14/10/2010 |51 High 0% 141042010 | 14/10/2010 |Won £105,00| 21/ 10/ 2010 £103,00

Pramotion al Poster 123 ROSD SHOL| AP 1441072010 |JFE |Mormal T5% 14/10/2010 | 14/10/2010 |Won £1,283.00|08/10/2010 | £1,283.00

[Summer Promation ARV ROSDSHOL AP 1441072010 | TAC |Mormal 50% | General 1441042010  14/10/2010 Won £0.00 | 24/10/2010 | £1,175.00

Health & Safery Poster 123 ROED SHOL | AP 14/10/2010 [JFB |High B0% 141042010 | 14/10/2010 |Won £2,655.00 | 21/10/2010 £3202.00

Erochure quote ACME ROSDSHOL| AP 1441072010 |AP |High T0% | General 14/10/2010] 14/10/2010 |Won £0.00 | 21/10/2010 £235.00

Subtntal: 6 £4,047.00 £8,710.00

Total records: 13 £4,047.00 £15,276.00

H H . Printed by Alan Potter
Opportunity analysis by: Status Printed on: 15/10/2010 at 3 05 24 A
Page: Zof 2
0Opportunity Ratio by: Status Sales Forecast by: Status

Cpen (30.8%)—

The use of Sales “Opportunities” in the system enables a Sales Forecast to be generated.

i i ' i Printed buy: Alan Potter
Opportunity analysis by: Expected-date il e
Page: Lof 2
Act-Yalue Expected
October, 2010
Prometional Poster 123 ROMDSHOL| &P |14/10/2010 |IFB |Mormal | 7536 14/10/2000| 14/10/2010 | Won £1,753.00|08/10/2010 | £1,253.00
Corporate Brachure 123 ROAD SHOA (AR | 14/10/2000 [JFB |Mone 50% | Retail 1471072000 | 14/10/2010 | Lost £0.00 |21/10/2010 | £785.00
Health & Safety Poster 123 ROAD SHOA (&P | 14/10¢2010 |JFB | High £0% 14/10/2000| 14/10/2010 | Won £2,655,00 | 21/10/2010 | £908.00
Brochure quate ACME ROAD SHOA (&P |14/10/2010 |&P | High 70% |General | 14/10/2010| 14/10/2010 [Won £0.00 |21/10/2010 | £235.00
Sales Leaflet DD5195 ROPDSHOA (8P |14/10/2010 |SI | High 0% 14/10/2000| 14/10/2010 | Won £109.00|21/10/2010 | £109.00
Poster T ROPDSHOL (8P |15/10/2010 |&P  |Mormal | 8096 1511072000 Open £0.0 |22/10/2z010 | £5300
Prometional Leaflet PRBCAR ROPDSHOL 8P | 14/10/2010 |TAc |veryHat|  70% |Retal 1471072000 Open £0.00 |24710/2010 | £235.00
Menu Covers 001030 ROAD SHOA (AR | 14/10/2010 AP 0% |Food 1471072000 Open £0.00 |24710/2010 | £235.00
Summer Promation Ay ROAD SHCL | AP [ 141072010 |TAC |Mormal S0% | General 14/10/2010) 14410/ 2010 [Won £0.00 | 241072000 | £1,175.00
Subtotal: 9 £3,047.00 £5,024.00
November, 2010
Promeotional material [T [rovo o ap [2i/oirzoos [ae [rormal | 709 Trade [ 21012009 14/10/2010 Lot [ £0.m|21r11r2010| £252.00
Summer campaian brochure |123 | Roeo sHon | |12/04rz005 |oFe |Hiah 55% 211072010 | cpen | £0.00 | 26/ 11/2010 | £4,000.00
Subtotal: 2 £0.00 £4,252.00
December, 2010
Brochures [1z3 [Rawo sHon] [oz/oerzoms (& [Mormal | 0% | 14/10/2010 | Won | £0.03|D9f12/2010| £5,000,00
Mew desian brochurs |123 | oo sHon | |ozvoerzons |Tec |Hiah | S0 | oavinaizoos | 141002010 |Losr | £0.00 | 17/12¢z010 | £1,000,00
Subtotal: 2 £0.00 £6,000.00




The same report in a graphical format
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When a Sales “Opportunity” is created, the user is prompted to enter a date when the
“Opportunity” is expected to close. This end date is used to produce a monthly/quarterly sales
forecast based on the predicted close dates. The information can be in a report or graphical
format.

Cost Savings

A problem facing many companies today, is management of costs for the sales and marketing
budget, ie. Is the media advertising bringing in the right return ? Is direct mail and e-shot
marketing cost effective for the business? What return are we getting from our presence at trade
shows? All of these can be monitored from within the CRM programme.

Accura CRM allows the user to set up Campaigns, a campaign can be user defined and can be a
magazine advertisement, a mail shot, Road Show, Open House event etc. Once set up as a
campaign, all of the direct costs can be allocated against it, Hotels, exhibition space, media costs
etc.Once these costs have been allocated the system produces a complete analysis, covering
such areas as cost per lead, number of responces, Opportunities created and business turnover
generated showing a true ROl by campaign.

5 Vie AMDa Cusries; [l Records @R
Actians As many campaigns as required can be
oy Campaign Description Org  Starting Ending  Type H H
] Insert |
zchan . @ E-sHOT Promoting the new Digitsl f2AP | 21/01/2009  19/01/2019 Eshat set up and the SyStem g|Ves a visual
2 oo tg @ FAXD20205 Fashot sent out 02-02-200TAC | 03/03(2005  01/03/2015 Faxshot indication if the Campaign is still active
4. eete ® MalL0z0s Mailshat For Feb 2005 AP | 13j04/2005  11/04/2015 Mailshot
F Copy | @ ROAD SHOW  Road Show to present the [ AP 14/10/2008  21/10/2010 Exhibition
1y Send To
Other
= Print
[ 3]
[#]anly show active campaigns @ cancel




When an incoming enquiry is received, it can be qualified and logged against a specific
campaign, in the same way that “Opportunities” are logged, thereby building a history.

From the main campaign details window, a full analysis is available:

Number of responses

Number of opportunities created
The campaign costs

A complete summary

This facility provides a full insight into the true value of individual marketing activities enabling
the sales and marketing team asses what type of marketing campaign provides the most cost
effective method for the company and which activity type produces the best ROI.

As Accura has a multitude of search fields and key words it is possible to analyse results both by
type and geographically

@ Campaign details Koy
General |gnalysis | Srelles
— @ Campalgn details o4 W
[RoADSHOW Activites |Responses | opportunities | Costs [summary | || e—
‘ . |genmsl Spalyss |
w10 BRE @ R
Bewnery [Cosjuy ol Coptuniies |
Description; Road Show to present the product Date Time By  Client Type Subrje o =
range. Location at Holiday Inn -  Campaign summary.
chain B
[ 24/10/2010 0257 AP 001030 [v] Qollowup 1607 ! =
24/10/2010 09:57 AP ANY QFallowup 1610 |- - ey
24/10/2010 0357 AP ABBCAR _ QFallowup 1608
[Exhibien | O 22j10f2010 08:53 AP AZT | [¥] QFallowup 1612 Ef,.
21/10/2010 1400 AP 123 5 Outcal  Outhe
s E1/10/2010| 1400 AP ABCHR | Outeall  Outbr = e
| Y 21/10/2010 0859 AP ACME QFolloviup 1605 :
21/10j2010| 08:50 AP DDS195  [V] QFollowup 1611
B 19/10/2010 16:30 4P STR 7§ Outeal  FOLLC
Starting: 14j10f2009 @] [ 19/10/2010| 16:30 AP DDS195 | 7§ Oubeal  FOLLC
Ending: 2ut0010 @) [ 19/10j2010 16:30 AP ANY % Outcal  FOLLC |
[Ccampaign is closed Closed: |} 3 3w e ensbyes O d @
il Analysis B cancel © ok

T el ] e LY |
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| il depam = B - B



As with all of the information within the system it is available to print in report form and in a
graphical format.

- - . " - Pririted By Alam Pottir
Campaign analysis by: Campaign code b
Page: 1of 2
Target Staring  Ending Responses Opps-total Opps-won Opps-lest Closed Cost Cost/resp
<SHOT | Promoting the new # |Eshot 3000| 21/01/ 2009 |1H0L/2019 1 0 [ [ £0.00 £i0.00 £0.00
Digieal fadlity
Eubhhh 1 £0.00 {000 £0.00
FAX020205
mmlrmhotnmm JTM JFam'lml l mmlma'm |n1..f|:a|'2m5 | DI ul u‘ a‘ | mmi Ezml £0.00
202 2008
Fubtetal: 1 £0.00  £2.00 000
MAILOZO0S
MALCe05 [Muilshot for Feb 2005 [#P [Mailshor | =500 | 13/04/ 2005 |1 1/042005 | af of [ [ | €000]  £200]  £0.00
ubtotal: 1 £0.00 £2.00 £0.00
JROAD SHOW
JROAD SHOR | Road Show w0 present | AP [ ExhibRrion 150 | 14/10/ 2009 | Z1/10/2010 13 13 3 3 £4047.00| E£125.70 £9,67
thie produsct range
Location at Heliday Inn
chain
Eubtntal: 1 £4047.00  £125.70  £2.42
Campaign analysis byt Campaign code :‘:E: :‘;_':'?:_ e
Fas el
Campaign Cost by Campakgn cede Campaign Wan Yahie bp:Campaign cade
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In summary, the product provides a comprehensive communication and information recording
facility which fully integrates with the MIS system . It is a global fully expandable module which
should be used by all employees having a customer contact role.

Accura MIS has its own integrated diary planner which integrates with Outlook Diary, and both
appointments and activities can be viewed .

When an appointment has been made the system can be set to automatically send a
confirmation e-mail and or an SMS text message



Appointments can be dragged across the appointment planner to a new date, this will
automatically update the Out Look diary

iaw,2ppolnlimeots

m View appointments Alan Potter /> ~#
Actions A [ M 444 Monday 18 October 2010 P »n | General | settings
L2 ¢ I - .
£ tnser / Week-view | Dadyvew | List-view | S M 1T WTF s
Prospect (&) Tme | Monday-18 | Tuesday-19 | Wednesday-20 | Thursdev-21 | Fida-22(a) 1z
Fam 00 |;’- 3| 4|(S|6| 7| 8|9
Other 2 130 |20 |1 11z 1314 L1916
- 17 (1819 (20|21 |22 |23
(5] s mg @ Acme At and De e
;bw am 100 i S TR A
B fen :30 Orp v Mo | O inem et (2] Show el week
10an B atec Bk Frln (®i [3] 18 - 24 October 2010
11am i CAth Pare 12 -pAnbeit IniLard Lesrcs
30
12pm :00
30
1pm 00
30
2pm 100
30 uAJ P onei
3pm 100 e
i o
Motes: T
FIT] Diran Pk
Syt
o row grrmaet |
[Load this window on startup i
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B

To complete the communication and planning tools, Accura MIS also links directly with Google
Maps producing route planning instructions for visits.

# | ocation f route for: 123 Software Lid, Unit 3 Bradford Industrial Park, London, 3097 b E ?

& Location & route for: 123 Software Ltd, Unit 3 Bradford Industrial

@Rugta |

Web Images Videos Maps Mews Shopping Gmail

more ¥ & Mew! | Help | Sign in

Google ma pS | Park,London, 3087 Search Maps | Show search options

UK

Get Directions My Maps « Print [] Send == Link

Y —
gre. || Map [ Satelte | Earth Q

A M
£y
| v

Unit 3 Bradford Industrial
Park,London,3097 near Hinckley, LE9
, UK

Did you mean: Unit 3 Bradford Industrial Park | ondon 3097
near Hinckley, LE9, UK

P UNIT4 Business Software Spnaked e
Business Software Solutions For
Your Changing Business Meeds.
www.unitdsoftware.co.uk

B Covnntre Ok OO Sl

Mapping service:  |Google




The Accura MIS system supports all of the modern communication technologies enabling remote
users such as field sales people and technical and logistics personnel to have real time
information at their finger tips via and i-phone or laptop
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The diary facility within the CRM module links in real time
to Outlook diary, enabling mobile users to view their diary,
and To-Do list, receive e-mails and SMS text messages
directly from the system in real time.

Additionally, any remote lap top user with a Wi-Fi
connection can dial into the system using terminal
services and update records, view their To-Do list,
generate quotations and send e-mails, all in real time.

An additional benefit of linking using this method, is that
security is improved, and there is no chance of losing vital
personal inform if the lap top were to be lost or stolen, as
the software resides on the office server, not on the lap
top device.

The Accura CRM module is a “Must Have” for any company wishing to improve communication
with their existing client base, develop new business more effectively and of course monitor sales

and marketing costs.

Call to today to arrange an on-line presentation, or visit our web site at www.accuramis.com to

download further information.
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Canada/USA - 905 265 5042
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