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The average business will
lose 50% of its customers

every 5 years...

Executive Summary

Managing Your Customers: A Small and Midsize Business Perspective

Let's get beyond one obstacle right from the start. This paper is not an endorsement or an
attempt to squeeze an enterprise-sized software solution into small to midsize businesses.
In fact, it is just the opposite. This is a real-world look into the unique and specific needs of
businesses like yours and the need to manage your customers— thereby, tracking your

revenue stream.

Small to mid-sized businesses, or SMB as it is referred to, account for the largest segment of

business in the modern economy*.

FrontRange Fact: Complex, enterprise customer relationship management solutions do not
work for small to midsize businesses. But, practical, affordable customer relationship

management solutions do.

Now let’s talk about your business. Your company’s ability to drive effective business interactions,
from prospecting to service to retention of loyal customers, will determine the strength of
your customer relationships and the success of your business. This goal can only be achieved

if every phase of customer contact is handled with the customer experience in mind.

SMB customer management seeks to dissolve the customer satisfaction illusion and make it
a reality by addressing the four key business elements of customer contact. Therefore, it
must meet the specific operational needs of marketing, sales, and customer service and
support, as well as the broader objectives of business management. While all departments
within the business may strive for the common goal of customer satisfaction and loyalty,
each group has a separate role to play and unique requirements for customer information,

which creates the possibility of uneven customer service.

It's simple. If a relationship is good, customers will likely buy additional goods and services
from your company. And since it is harder to distinguish offerings purely on the basis of
quality or price, customers will usually return to the business that listens to their needs,
respond quickly with the right information, and provide excellent service and support. You
want to be that business. Maximizing the lifetime value of each customer relationship is the

purpose of customer management.

FrontRange Fact: the cost to gain new customers is 7-10 times greater than the cost of
retaining existing customers. If the average business will lose nearly half its customers within
a five-year period, the need to leverage existing relationships to gain new customers

becomes a matter of survival.

A Beacon of Light for Your Business
Historically, small and mid-sized business has had to choose from costly, overly complex,
enterprise “CRM" solutions. And virtually every application failed to deliver the cost-effective

functionality sought after by this, the largest segment of the business landscape.

*Aberdeen Group Inc. — The Middle Market of Customer Relationship Management — 2001



FrontRange Solutions has developed the ideal customer management solution by merging its
two award-winning technologies: GoldMine® Sales & Marketing™ software and HEAT® Service

& Support™ software to create GoldMine® FrontOffice.

Because customer relationships extend beyond a given sales transaction, customer management
must go beyond simple contact management and sales force automation. Integrated systems
must enable marketing, sales, and customer service and support to act as a single team,
sharing a common view of customer information, with interlinked and mutually supporting

business processes.

With this technology, successful businesses can create ‘customers for life’ instead of one-time
product or service purchases. Additionally, you’ll become a hero to your existing customer base
with world-class sales and marketing and service and support teams. Not to mention the hero

you’'ll become to your boss when you increase revenue from your existing customer base!

Best of all, with GoldMine FrontOffice, you can build your customer management solution
incrementally and ultimately create a single 360-degree view of the customer relationship.
You can implement GoldMine Sales & Marketing first, then add either the entry-level, easily
scalable capabilities of HEAT PowerDesk or the rich, robust solutions found within HEAT
Service & Support later on. This flexibility allows you to manage the growth of your business

at your pace instead of technology driving your business decisions.



The Four Customer Contact Cycles

Every customer relationship goes through a life cycle. It starts with initial awareness and
interest in a company’s products or services, progresses through a personalized sales process,

and continues after the sale into an extended period of customer service and support.

Organizationally, this contact cycle starts with the marketing department, shifts to the sales
team, and ends with the customer service and support staff. While these points of interaction
can represent different organizations within the company, to the customer there is little or
no distinction. All contacts, from the initial requests for information to the latest customer
service inquiry, blend together in the customer’s mind to create a single impression of the

company. Let’s look at each of the cycles:




The Marketing Cycle

Creating Awareness and Generating Demand — There are essentially 3 levels in which

marketing operates inside a business:

e Reach potential customers and make them aware of the company’s products and
services, follow up with requested information, and turn over qualified leads to the

sales organization.

¢ Discover and report subtle shifts in customer requirements, define new products and

services to meet the need, and position them to beat the competition.

e Capture leads easily and consistently from any source, whether it's the call center,

a Web site, e-mail, trade shows, or a referral.

Now that we understand the function of the marketing element, we need an effective

software solution that automates this process:

A. Unified and Rich Customer Contact Record — More than a simple electronic lead slip,
the contact record must include a history of all the customer’s prior contacts — regardless
of channel — as well as past purchases and current account balances, and a wide variety
of other information useful for market segmentation, campaign development, and
opportunity management. Ideally, it should also include service and support history as

well, and notes from any source that could point to new market requirements.

B. Track Campaigns — An ideal product will analyze customer segments, design and execute

marketing campaigns, measure their effectiveness and maintain visibility of leads.

C. Maintain Best Practices — This is especially important when key marketing personnel
leave the organization. The system should support auto-dialing and order entry, schedule
callbacks and other follow-up activities, and assure timely completion. Next, provide scripts
that guide telemarketing reps through the lead qualifying process, sales configuration

tools, and workflow tools to track progress from “prospect” to fully qualified lead.

D. Fulfill Literature Requests — To maximize productivity, the system must fully automate

the distribution of customer information requests.



The Sales Cycle

Converting Qualified Leads Into Revenue — Successful selling depends on detailed account
management data captured in the system.

¢ What is the contact’s role in the buying decision?

e What has he or she bought before, and what is the current account status?

¢ Are there any pending or recently closed service or support issues with the customer?

By capturing all of this information along with prior communication, correspondence, and
proposals — the contact database becomes a vital selling tool. Now, let’s automate the sales

process:

A. Forecasted Sales Pipeline — Sales management requires a wealth of analysis and
management tools, including opportunity funnel analysis, forecasts, and territory
assignment. Automatically rolling up individual sales opportunity estimates into sales
forecasts, quota comparisons, and incentive compensation reports will deliver critical

information to sales management while saving the sales representative valuable time.

B. Time Spent Closing vs. Prospecting — The scarcest resource in a sales organization is
time. Process automation takes care of routine activities such as scheduling follow up

calls or information fulfillment, and lets staff focus on selling.

C. Coordination of Schedules — Meeting customer commitments in the selling process
means managing and monitoring schedules across the entire sales organization, in the
home office, and in the field. Everyone working on a key opportunity wants to be

alerted instantly to new developments.

D. Maintaining Best Practices — Effective selling methodologies rely on structured
processes with multiple steps and milestones. To meet the needs of the sales department,
customer management software must provide an opportunity management system,
capable of organizing and tracking the selling process. A good system should be able
to handle even complex sales opportunities involving many different points of contact
including marketing and customer service — and relate all those contacts into a single

coherent picture.




The Customer Service and Support Cycle

The Customer Satisfaction and Retention Engine — Now that you have closed the sale, the
stakes go up. You have painstakingly marketed and sold the prospect into doing business

with you at a cost of hundreds, thousands, even tens of thousands of dollars. Now you must
keep them with a world-class service and support engine. This is your opportunity to provide

the critical element that will decide whether customer loyalty will remain intact.

A. Responsiveness in Customer Service and Support — Your customers need to sense
that your organization knows who they are from the moment a customer service
representative answers the phone. The representative needs to be able to see all of
the customer’s account data, past and pending service and support contacts, and even
potential sales opportunities. Because it allows total visibility of the customer’s history,
customer management software can turn a regular service call into possible revenue

opportunity.

B. Best Practices — Excellent support also means that the agent can resolve the customer’s
issue on the first call. To do that, a customer management solution must provide a
comprehensive knowledgebase that enables first line support team to resolve common
requests quickly and effectively. For calls that go beyond first line support, the system
must handle incident assignment, escalation, tracking and reporting, warranties or

contracts, and service level management.

The Management Cycle
The Big Picture: When senior management looks at CRM software, it is primarily interested
in five things:
e How will this support our strategic objectives for revenue growth and customer retention?
e Can we achieve a rapid return on investment?
e Is this the right technology for the long term?
e Will this give us a better handle on our business?
* How satisfied are our customers?
Managers and executives need meaningful data to differentiate those products and services

that are working and those that need immediate attention. Customer management software

must translate marketing, sales, and customer service information into action.

Additionally, management is concerned with the speed and ease-of-deployment of the system
and the cost of training. Small and mid-sized businesses cannot afford lengthy implementation
cycles. Instead, you need software that is easy to set up and roll out, and readily customizable

to meet business needs.



The Path to Success

By integrating these four key functions (marketing, sales, support and management) into one
cohesive program, you are on the path to implementing a successful customer management

system. You now have visibility to customer interactions across your entire organization.

e Account managers can be alerted to new opportunities arising from support calls
e Support managers can be aware of customers who should be given special priority

e Senior management can see the impact support issues are having on sales performance

and customer satisfaction

e Customers will feel that your company that knows who they are and responds quickly

to any issue — and even anticipates their needs

Benefits of this solution go far beyond operational efficiency and lowered costs. Increased
customer satisfaction means top-line growth: increased sales, higher win rates, better margins,

greater market share and improved customer retention!

A Technology Investment for the Long Term

Can separate systems for sales and customer service achieve the company’s customer
management goals? Making sound technology choices for the long term is vital. You need a
single 360-degree view of every customer relationship. Because they are designed to work
together, GoldMine® Sales & Marketing™ and HEAT® Service & Support™ offer a benefit that
separate sales and support management solutions cannot offer in one seamless suite —
GoldMine® FrontOffice.

A Real Return on Investment — Executives are looking for each investment to go beyond
savings. It must also support the company’s strategic goals of increasing customer satisfaction,
retention, and lifetime revenue value. GoldMine FrontOffice brings the sales and support
sides of the company together in a unified view of the customer. The result: increased loyalty,

repeat business, and a solid foundation for long-term growth.

GoldMine FrontOffice Delivers:
¢ Rapid Deployment — Every business requires a solution that can be deployed in three
months or less. GoldMine FrontOffice fits that profile perfectly. In most cases, HEAT

Service & Support software can be up and running in one day.

e Increased Productivity — Organizing, prioritizing, and automating tasks and processes
across marketing, sales, and customer service organizations means employees spend
more time closing deals and supporting customers. Productivity gains can improve up

to 30-50 percent.



the "“ideal platform for managing
customer relationships for small to

medium sized businesses..."

e Growing the Top Line — GoldMine FrontOffice puts more information at the sales team’s
finger tips, including a complete history of all prior contacts with marketing, sales, service,
and support, and a wealth of sales support documents. Marketing, sales, and support all
contribute to a unified selling effort. The result: higher win rates. By establishing superior
customer service and support, the company has an alternative to competitive pricing.

The higher margins equal accelerated revenue growth.

A small workgroup system might be an inexpensive way to start, but can it scale to accom-
modate the company’s planned growth? The beauty of GoldMine FrontOffice is that you can
build your customer management solution incrementally. You can begin by implementing
GoldMine Sales & Marketing first, and then add either HEAT PowerDesk or HEAT Service &

Support down the road, or as needed.

With the ability to utilize Microsoft SQL Server as the database backend, GoldMine FrontOffice
allows companies to start small and grow, with technology that can scale upward as the
customer database grows. GoldMine has been endorsed by PC Magazine as the “ideal platform

for managing customer relationships for small to medium sized businesses..."”

GoldMine® Sales & Marketing™: A Single Source of Information

GoldMine Sales & Marketing provides a wealth of features that automate the marketing
process, from campaign design, execution, and tracking to lead collection and information

fulfillment, scripted qualification, and cross selling.

Today, customers expect communications to be “one-to-one,” which can be expensive.
However, GoldMine Sales & Marketing enables personalized mass communication at a low
cost. Using business rules to select the target customers, GoldMine Sales & Marketing software
combs the database for a particular marketing notice or promotion. An e-mail template then
automatically sends each selected contact a personalized notification, extracting personal

information from their customer record.

The best way to appreciate the power of GoldMine Sales & Marketing software is to see how
it would be used in your business. With a rich, robust feature-set, GoldMine Sales & Marketing

meets all your customer relationship needs:

¢ Contact Record provides a single source of customer information used by marketing,

telesales, field sales, and management personnel.

e Manage Sales Opportunities — With qualified leads and scheduled sales appointments,

GoldMine Sales & Marketing organizes, automates, and manages the entire sales cycle.



10

e Opportunity Manager provides an integrated view into all opportunity information
needed by both sales management and sales people in the field. By creating the oppor-
tunity before the start of the sales cycle, each team member can share information to track
the progress of the sale. Opportunity Manager facilitates a consistent selling methodology,

even when the opportunity involves multiple points of contact and sales transactions.

Web and E-mail Support — Prospects can also request information directly, using HTML
forms posted on the company’s Web site. Set up Web pages to automatically collect
contact information and provide literature fulfillment. Send personalized e-mail and

marketing messages to customers and prospects within the E-mail Center.

Calendar — Manage your time effectively with GoldMine Sales & Marketing. Detailed,
time-specific data on contact events such as appointments, calls, and correspondence.
Activity Lists are prioritized, automated, and tracked, thereby organizing the daily
schedules of sales and marketing personnel for maximum efficiency, effectiveness, and
customer satisfaction. Users can see their own activities in either a tabular or Calendar

view, or all the scheduled activities for a selected contact record.

InfoCenter™ allows you to share internal information and create dynamic information
such as marketing collateral, pricing documents, standard contracts, and sales forecasts.
Information can be made accessible to all users throughout the company, including

distributed facilities and salespeople in the field.

Leverage Alerts from Support Team — GoldMine Sales & Marketing also keeps sales
people alerted to issues or opportunities raised by support calls. An alert posted to a
contact from HEAT Service & Support will be displayed to GoldMine Sales & Marketing
users. In addition, individual account managers or staff can be e-mailed with opportunity

information directly from the HEAT system.

¢ Synchronize Data with Remote and Mobile Users — Database information can be
synchronized across a variety of remote sites, so salespeople on the road, or field offices
not connected to the home office LAN, can work from a common data set. Mobile users
“undocked” from the network can work with a local subset of the database on their

laptops, and sync backup as needed.
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Opportunity Manager Pipeline Funnel

Process Automation — The ability to execute unattended tasks automatically in a prescribed
workflow sequence, Automated Processes offload sales and marketing resources from rou-
tine tasks such as call scheduling, literature fulfillment, prospect profiling or territory lead
assignments, and lets them spend more time on higher-value activity, such as personal inter-
action with customers. Auto Tasks reduce multi-step processes to a single mouse click while
still ensuring accurate and consistent data capture. To promote established best practices,
the system offers a business process automation editor to define and activate. Business Rules
execute or escalate procedures automatically when targeted service levels are missed. Mutual
reinforcement of sales and support users with alerts and timely customer information delivers

a competitive advantage in maximizing customers’ lifetime value.

GoldMine, Management Intelligence™ gives up-to-the-minute insight on the status of sales,
marketing and support areas through Manager’s Console and Answer Wizard™. You can
instantly review sales opportunities, support center activity and critical customer issues to

improve planning and create best practice processes and models.

Enhanced Campaign Management, Lead Generation, and Qualification provide tools to
develop marketing campaigns, capture and qualify the leads developed, and continuously
monitor campaign effectiveness. Marketing can quickly design and measure campaigns get
statistics on the percentage of leads closed for each source, the cost per lead, sales per lead,

and even profit per lead.

Literature Fulfillment — Call up the latest version of data sheets, white papers, pricing
sheets, success stories, or other marketing resources to send to prospects via mail, fax, or
e-mail. Any literature sent to the prospect is automatically logged in the contact record.
Additionally, the Literature Fulfillment Center provides mailroom and support staff with a
powerful tool to set up batch printing, including labels and envelopes and to centrally

manages the mailing process.
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Scripted Telemarketing — Telemarketing reps use logical-branching call scripts to qualify leads.
These scripts log customer responses and update fields in the contact record automatically,
generating statistics needed for campaign and call center management while saving the rep
valuable time. Representatives can see the prospect’s entire history on both the sales and
support sides. This access enhances the ability to cross-sell or up-sell on the phone, while

reinforcing the sense of a personal relationship.

Access to Backend System Data — Through its extensive third party partner network, the
solution includes tools to view or update accounting, ERP (Enterprise Resource Planning)

applications, and other legacy data, enabling quick interaction with customers on the phone.

Delivering Superior Service and Support

Typically, it's post-sales interactions that turn one-time transactions into lasting customer
relationships. By integrating maintenance and service with the sales process, HEAT Service &
Support enables support staff to be more effective with their customer relationships. HEAT
Service & Support streamlines call centers for service and technical support and leverages a

common customer database with the sales and marketing teams.

¢ Sharing Customer Information Throughout the Organization — When a customer service
agent creates a new call record or “ticket,” the system searches contact set to locate all
relevant customer information. Once a ticket is opened, the Call Map displays relevant
information about the customer, allowing service reps to get an instant overview of the

call, highlight critical issues, and quickly drill down to the details.

Enhanced Call Center Productivity — CTI (Computer Telephony Integration) support
allows agents to identify incoming callers automatically and display the Call Map of
pending cases immediately upon answering the phone. The Call Map then allows support
reps to handle more customers in less time by automatically routing caller information

to the screen.

Access to Backend System Data — Through its extensive third party partner network,
the solution includes tools to view or update accounting, ERP (Enterprise Resource
Planning) applications, and other legacy data, enabling quick resolution with customers

on the phone.

First Level Support, — Knowledge Management — Through integration with knowledge
engines such as First Level Support or Knowlix, HEAT Service and Support has the ability
to leverage knowledge developed within the customer service center so that it can be
shared effectively with other representatives. The time invested in solving an issue the

first time can be leveraged for future use across the entire organization.








