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Customer relationship management (CRM) utilizes a database to gather information 
about customers and analyzes the information to assist businesses in creating a strategy to 
better meet client needs.  Additionally, CRM can help identify potential customers and 
provide measurable results to ensure your strategy is effective. 
 

Through strategic CRM, businesses can communicate information with 
customers/suppliers/partners to help them make more informed decisions when 
exercising their purchasing power.   Regular engagement varies by business sector, 
however consistency is a key factor.   
 

National chains and big box retailers have entire departments or agencies tasked to 
develop maximum consumer engagement and the resulting increased sales.  Superstore, 
PetroCan, Shoppers Drug Mart, and many more come to mind. 
 

Small to medium sized businesses usually rely on personal contact, mass audience 
advertising (newspaper/radio/Facebook), and rarely have the resources to commit to 
regular customer engagement.  Sporadic, inconsistent engagement typically means a 
promotion with drastic discounts resulting in much lower profits. 
 

A CRM asset adds value to your balance sheet through increased customer engagement 
and knowledge of your product/service array.  A business owner will know if they are 
experiencing customer churn and address the reasons for improved retention. They will 
be able to create more focused prospecting and make better, more-timely decisions.  A 
prospective new owner will recognize the advantage of having a database and system in 
place through which a seamless transition may occur without jeopardizing customers. 
 

The Ontario Government and InnovationPEI have written booklets (enclosed) to assist 
businesses in evaluating the benefits of a CRM asset.  As “Future Trends” on page 7 of 
the Ontario document states, “Businesses will need to be prepared to adapt their CRM 
initiatives to meet new customer behaviour in a dynamic market.”  Mobility, integration 
into the top-down business process and customer relationship experience will be keys to 
success and keep businesses on trend. 
 

Goal:  Provide SME’s with a powerful CRM asset that, when properly employed, will 
enable them to bring about: 

� Increased customer retention (less churn) 
� Increased visits or orders per customer or visit 
� Increased average spending per order or visit 
� Increased cross sales – customers buy in more categories 
� Increased reactivation of previous customers 
� Increased referrals of new customers by existing customers 
� Doing all of the above while keeping increased costs (required to make them 
happen) from exceeding the increased sales 


