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INTRODUCTION
BUILDING A BUSINESS CASE FOR CRM

CRM Platforms have become the go-to solution for businesses looking to optimize their sales 
processes, streamline their customer relationship management, and grow their customer base. 
Before making the investment, sales leaders in these companies must evaluate the current 
state of the business and make a case for investing in a CRM system. 

This worksheet is a guide designed to help leaders evaluate the current state of their business 
and make a strong case for investing in a CRM system for their sales, service, and marketing 
departments.

To understand the need for CRM you need to first determine the specific areas of your sales, 
service and marketing processes that need support from a CRM platform, whether it be lead 
management, marketing campaign management, or case management. This will help you 
evaluate how various CRM platforms can meet those needs and improve your customer 
journey processes. 

The following sections outline key functional areas to consider when considering implementing 
a CRM platform for sales, service, and marketing. Each section contains a checklist of areas that 
CRM can optimize or automate. Review the following areas with your team to determine what 
functional areas are targets for automation and optimization. 

Check off the boxes as you go and add any notes for processes that you would like to see 
repaired, optimized, or fully automated. See the example below:

ü Reporting and Analytics: Evaluate the reporting and analytics capabilities of your CRM. 
Outdated systems may offer limited reporting options, lack real-time data, and provide 
limited customization for generating insights.

ü We can’t report on the amount of time it takes for our team to win a deal.  
ü We don’t have clear visibility into our sales funnel to forecast sales.

If at any point during this worksheet you have questions about a particular section or the 
overall process, please reach out to us at hello@cloudroi.com or book a meeting with one of 
our solution engineers who can help guide you through this worksheet. 

mailto:hello@cloudroi.com
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SALES
Below is a list of the key functional areas within any sales department that can be optimized with a 
CRM platform. Review the following areas with your team to determine what areas are targets for 
automation and optimization. 

• Sales Planning and Strategy: Developing sales plans, setting sales targets, and establishing
strategies to achieve sales goals.

• Lead Generation and Prospecting: Identifying and qualifying potential customers, generating
leads, and building a sales pipeline.

• Sales Development: Nurturing leads, conducting initial outreach, and converting prospects into
qualified opportunities.

• Sales Presentations and Demonstrations: Delivering persuasive presentations and product
demonstrations to showcase the features and benefits of the offerings.

• Negotiation and Closing: Engaging in negotiations with customers, addressing objections, and
finalizing sales agreements or contracts.

• Account Management and Relationship Building: Managing and growing relationships with
existing customers, ensuring customer satisfaction, and identifying upselling or cross-selling
opportunities.

• Sales Forecasting and Reporting: Analyzing sales data, forecasting future sales performance,
and providing regular reports on sales activities, metrics, and results.



• Sales Training and Development: Training and coaching sales team members to improve their 
skills, knowledge, and performance.

• Sales Operations and Administration: Handling administrative tasks related to sales, such as 
order processing, contract management, and sales documentation.

• Sales Analytics and Performance Evaluation: Monitoring sales performance, analyzing key 
metrics, and identifying areas for improvement to optimize sales effectiveness.

• Territory and Account Management: Assigning territories to sales representatives, managing 
account allocations, and ensuring proper coverage of target markets.

• Customer Relationship Management (CRM): Utilizing CRM software to manage customer 
information, track interactions, and streamline sales processes.

• Market Research and Competitive Analysis: Conducting market research to understand 
customer needs, industry trends, and competitive landscape, and incorporating insights into sales 
strategies.

• Sales and Marketing Collaboration: Collaborating with the marketing department to align sales 
and marketing efforts, share customer insights, and support lead generation initiatives.

• Sales Incentives and Compensation: Designing and managing sales incentive programs and 
compensation structures to motivate and reward sales team members.
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SERVICE
Below is a list of the key functional areas within any service department that can be optimized with a 
CRM platform. Review the following areas with your team to determine what areas are targets for 
automation and optimization. 

• Customer Support: Providing prompt and effective assistance to customers regarding inquiries, 
complaints, and requests for assistance. This may involve handling phone calls, emails, live chat, or 
in-person interactions.

• Service Delivery: Ensuring the delivery of services in a timely manner and according to customer 
requirements. This includes scheduling appointments, dispatching service personnel, and 
coordinating service activities.

• Service Quality Assurance: Monitoring and maintaining service quality standards to ensure 
customer satisfaction. This may involve conducting service inspections, quality checks, and 
customer surveys.

• Service Documentation and Reporting: Managing service records, documenting customer 
interactions, service details, and outcomes. Generating reports on service performance, key 
metrics, and trends for analysis and improvement.

• Service Training and Development: Providing ongoing training and development programs to 
service personnel to enhance their technical skills, product knowledge, and customer service 
abilities.

• Service Planning and Scheduling: Planning and scheduling service activities, allocating 
resources, and managing service appointments to meet customer demands and optimize 
efficiency.



• Service Parts and Inventory Management: Managing service parts inventory, ensuring 
availability of necessary spare parts, and tracking inventory levels to minimize delays in service 
delivery.

• Service Contract Management: Managing service contracts, including contract negotiation, 
renewal, and administration. Ensuring compliance with contract terms and conditions.

• Service Process Improvement: Identifying opportunities for process improvement and 
implementing strategies to enhance service efficiency, effectiveness, and customer experience.

• Service Performance Measurement: Establishing key performance indicators (KPIs) to measure 
and track service performance. Analyzing data and metrics to assess service quality, customer 
satisfaction, and operational efficiency.

• Service Escalation and Problem Resolution: Handling escalated service issues, customer 
complaints, and resolving complex service problems to ensure customer satisfaction and 
retention.

• Service Technology and Systems: Utilizing service management software, customer 
relationship management (CRM) tools, and other technological solutions to streamline service 
processes, manage customer information, and improve service delivery.

• Service Knowledge Management: Capturing and organizing service-related knowledge, best 
practices, and troubleshooting information. Developing knowledge bases and training materials to 
facilitate efficient service delivery and problem-solving.
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• Service Contract Negotiation: Collaborating with sales or legal departments to negotiate 
service contracts, service-level agreements (SLAs), and terms of service.

• Service Revenue Generation: Identifying opportunities for upselling or cross-selling additional 
services to existing customers. Collaborating with the sales department to drive service revenue 
growth.
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MARKETING
Below is a list of the key functional areas within any marketing department that can be optimized with a 
CRM platform. Review the following areas with your team to determine what areas are targets for 
automation and optimization. 

• Market Research and Analysis: Conducting research to gather data on market trends, 
customer preferences, and competitor activities. Analyzing the data to identify target markets, 
customer segments, and marketing opportunities.

• Marketing Strategy and Planning: Developing overall marketing strategies and plans aligned 
with business objectives. Defining target audiences, positioning, messaging, and marketing 
channels to reach customers effectively.

• Brand Management: Managing and enhancing the company's brand identity, including brand 
positioning, brand messaging, brand guidelines, and brand consistency across various marketing 
channels.

• Product and Service Marketing: Developing marketing strategies and campaigns to promote 
specific products or services. Defining unique selling propositions, creating product/service 
messaging, and executing marketing activities to drive product/service awareness and sales.

• Digital Marketing: Implementing online marketing strategies and tactics, including website 
optimization, search engine marketing (SEM), search engine optimization (SEO), content marketing, 
social media marketing, email marketing, and online advertising.

• Advertising and Promotions: Planning and executing advertising campaigns across various 
channels, such as print, radio, television, digital platforms, and outdoor advertising. Managing 
promotional activities, including discounts, giveaways, contests, and sponsorship opportunities.



• Marketing Communications: Developing and implementing communication strategies to 
effectively convey key messages and engage target audiences. This includes creating marketing 
collateral, sales materials, press releases, newsletters, and managing public relations.

• Content Creation and Management: Creating and managing high-quality content to attract 
• and engage customers. This includes content development for websites, blogs, social media 

platforms, videos, infographics, and other marketing channels.

• Marketing Analytics and Measurement: Tracking and analyzing marketing performance 
metrics, such as website traffic, conversion rates, engagement, lead generation, and return on 
investment (ROI). Using data-driven insights to optimize marketing strategies and campaigns.

• Customer Relationship Management (CRM): Utilizing CRM software to manage customer 
information, track customer interactions, and enhance customer relationship management efforts. 
Implementing customer segmentation strategies and personalization tactics.

• Event Marketing: Planning and executing events, trade shows, conferences, and sponsorships to 
promote the brand, generate leads, and engage with customers face-to-face.

•

• Public Relations (PR): Managing the company's public image and reputation through media 
relations, press releases, crisis management, and building relationships with key influencers and 
stakeholders.

• Market Segmentation and Targeting: Identifying distinct customer segments and developing 
strategies to effectively target and reach each segment with tailored marketing messages and offers.
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• Marketing Budgeting and Financial Management: Developing marketing budgets, allocating 
resources effectively, and monitoring expenditures to ensure cost-effective marketing initiatives.

• Collaboration with Sales and Other Departments: Collaborating with the sales department to 
align marketing and sales efforts, share market insights, support lead generation, and achieve 
common business goals. Collaborating with other departments, such as product development or 
customer service, to ensure consistent messaging and customer experience.

MARKETING



NEXT STEPS

BUILDING A BUSINESS CASE FOR CRM

Now that you have completed the business worksheet you should have a list of 
functional areas and key processes that could be optimized or automated with CRM. 
The next step is to evaluate CRM platforms and determine which platform can meet 
all your needs. 

Our team at CloudROI is dedicated to helping businesses in their evaluation and 
selection of CRM solutions that will drive significant value for their organizations. With 
a deep understanding of the CRM landscape, industry best practices, and emerging 
trends, our experts are well-equipped to guide businesses through the complex 
process of CRM evaluation. 

We offer personalized consultations to understand your unique business 
requirements, goals, and challenges. Our solution engineers will work closely with you 
to assess your needs, identify suitable CRM options, and provide valuable insights 
and recommendations. 

To take the first step towards finding the right CRM for your business, book a meeting 
with our solution engineers today or reach out to us at hello@cloudroi.com. Let us 
help you make an informed decision and empower your business with a CRM 
solution that delivers tangible results.

mailto:https://calendly.com/cloudroi-consultants/introduction-call-sma
mailto:hello@cloudroi.com


CONTACT 
US

QUESTIONS?

hello@cloudroi.com

(813) 451-5191

cloudroi.com
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