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	Many of you reading this book are about to embark on the journey of implementing customer relationship management (CRM) software within your organization; some of you are completely new to CRM, while others have been through a CRM implementation with varied success. This book was written to provide business leaders and stakeholders with a practical playbook that spells out an approach for a successful CRM project and program.


	People often think that success with CRM starts and ends with purchasing the current popular application in the market; however, no matter the application (even with all of its cool bells and whistles), you still need to have the hard discussions about how your organization should be structured, what customer-facing processes should look like, and how all your processes should translate into the system in such a way that you effectively leverage all of the application’s great features. CRM is very easy to do poorly, and many fail to get value from their investment; in fact, when we’re introduced to a new client that has an existing CRM implementation, the most common pain points we observe are caused by poor implementation of the software (not the software itself). Don’t get us wrong—technology is certainly involved and will impact design considerations, and the software you choose will have certain advantages and also limitations. But the important thing to remember throughout this book is that the stakeholders involved, business process discussions, and modeling and design decisions are as important, if not more so, than the software itself.


	CRM Fundamentals is a critical and comprehensive resource for executives and project leaders tasked with managing customer relationship management (CRM) initiatives. It provides an introduction to CRM and how it delivers value to organizations, and describes the process to build and execute a CRM roadmap successfully—including identifying goals, lining up the right people, planning projects, choosing software packages and consultants, managing the initial CRM implementation, and maintaining and evolving the program over time.  

	

	Written by  senior CRM consultants, CRM Fundamentals includes plenty of detailed, useful advice to help you get the most value from your CRM investments and to avoid common pitfalls associated with CRM.


	What you’ll learn

	
		The real issues surrounding implementation of CRM
	
		Processes, procedures and planning to make it work and on time
	
		An agile approach to creating a working CRM system
	
		Software and hardware suggestions for all levels of CRM implementation



	Based on years of implementing CRM systems, the authors know the keys to success, the issues that can create problems and the steps needed to ensure the success of the project.


	Who this book is for


	This book is perfect for executives interested in launching a new CRM program or managing and evolving an existing one. CRM Fundamentals will also benefit project managers leading CRM system selection or implementation projects.
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Agility Across Time and Space: Implementing Agile Methods in Global Software ProjectsSpringer, 2010

	Rather than deciding whether or not to get involved in global sourcing, many companies are facing decisions about whether or not to apply agile methods in their distributed projects. These companies are often motivated by the opportunities to solve the coordination and communication difficulties associated with global software development....
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Global Gambling: Cultural Perspectives on Gambling Organizations (Routledge Advances in Criminology)Routledge, 2009
While most research has examined the legal, economic and psychological sides of gambling, this innovative collection offers a wide range of cultural perspectives on gambling organizations. Using both historical and present-day case studies from throughout the world, the authors seriously consider the rituals, symbols, the meanings, values,...
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The Complete Medicinal Herbal: A Practical Guide to the Healing Properties of HerbsSkyhorse Publishing, 2017

	Complete Medicinal Herbal is a fully illustrated practical guide to the healing properties of herbs. The book includes more than 120 medicinal herbs with important therapeutic properties and a section on their historical uses, The Complete Medicinal Herbal is a must for every home book shelve. All the parts of the plants that...
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The Book of Qt 4: The Art of Building Qt ApplicationsNo Starch Press, 2007
Cross-platform development is a kind of holy grail, and Trolltech's Qt toolkit may well be the most promising solution yet to this development challenge. Qt is widely used for the development of GUI applications as well as console tools and servers, and it's especially appealing to programmers who need to write cross-platform applications to run on...
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Scaling MongoDBO'Reilly, 2011

	
		This text is for MongoDB users who are interested in sharding. It is a comprehensive look at how to set up and use a cluster.

	
		This is not an introduction to MongoDB; I assume that you understand what a document, collection, and database are, how to read and write data, what an index is, and how and why to set up a...
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Optimal Control with Aerospace Applications (Space Technology Library)Springer, 2013

	 Want to know not just what makes rockets go up but how to do it optimally? Optimal control theory has become such an important field in aerospace engineering that no graduate student or practicing engineer can afford to be without a working knowledge of it. This is the first book that begins from scratch to teach the...
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