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This article delves into the fundamental role of Customer Relationship
Management (CRM) in streamlining business processes and bolstering
customer engagement.

It holds significance due to its exploration of CRM's impact on defining the
customer journey and leading to increased business profitability.

By engaging with these exercises, readers will be able to apply learned
CRM strategies to their businesses, facilitating improved customer relations
and potential for augmented profits.

Quote to remember from the Interview

"When correctly used, CRM can be your compass in the vast sea of
marketing ROI, guiding your investment toward true north."

What You'll Learn From the Activity

The activities and questions outlined helps you to comprehend the unique
attributes of CRM, achieves insight into the optimal use of CRM to chart out
customer journey, and underlines the significance of utilizing CRM to track
ROI.



Activity
Describe your understanding of CRM.

How crucial is CRM to your business?

Have you previously documented and managed your customer
relationships? If yes, how so?

If you could improve your current customer relationship management, what
changes would you make?

What do you believe is an 'ideal customer journey'?

What steps does your business take to foster an ideal customer journey?



How do you use CRM to craft the customer journey so far?

What is your method to track your company's ROI based on lead sources?

If you currently use a CRM, do you believe you are using it to its full
potential?

How does your existing CRM system help in identifying lead sources?

What strategies are you currently employing to track ROI based on these
lead sources?

What improvements can you make in these strategies?



Define 'customer touchpoint' in your own words.

How does your business track customer touchpoints?

How do you leverage CRM to manage these touchpoints?

Analyze the statement "CRM is like the beating heart of customer-centric
businesses."

Describe how CRM aids in building customer relationships.

Explain how CRM contributes to increased profits through the example of
your business.



How can examining lead sources contribute towards business profitability?

Consider the quote: "When correctly used, CRM can be your compass in
the vast sea of marketing ROI, guiding your investment toward true north." -
How can you apply this notion to your business?

What are the main takeaways from this article that you want to implement
in your business?

Identify the gaps within your current CRM strategies that this article
highlighted.

Do you think there's any point on CRM that the article didn't cover, but
should have?



Document a quick action plan for the next three months based on insights
gathered from this article.

Revisit this action plan after three months. What changes did you observe?


