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How to be a know-them-all
So-called CRM software helps companies deliver a personal touch that keeps customers coming back. 

By NANCY LUNA 
The Orange County Register 

A Los Angeles financial adviser types the words "breast cancer" and "autism" into software designed to search for such topics.

He's tracking the subjects because the wife of a wealthy client has terminal breast cancer and the son is autistic. With help from the software, the portfolio manager regularly e-mails articles to the client about new autism treatments and breast-cancer research. 

Those electronic clippings are churned out by software from Client Dynamics in Irvine.

The technology automates what top-notch salespeople do best: find ways to connect with clients and earn their trust. In this case, the connection landed the adviser his client's multimillion-dollar portfolio because technology gave him the human touch. 

"You always need a hook when you call a customer, and the more that hook can be about them, the more likely the customer will want to talk to you," said Joel Block, president of Growth-Logic in Agoura Hills, a consulting firm that uses Client Dynamics software.

Sales are booming for what the industry calls customer relationship management software as more service industries snap up programs to enhance customer relations. Upscale industries - such as luxury-car dealers and wealth managers - are among the latest crop of adopters. 

CRM software has been around since the early 1990s and now has rebounded from a slump that hit from 2000 to 2003.

Locally, Client Dynamics and NCompass in Orange have joined the roughly a half-dozen CRM developers in the county that are benefiting from the spike in CRM use. Overall spending on CRM licenses and services is expected to more than triple to $76.3 billion in 2005 vs. $23.3 billion in 2000.

"Companies are now saying, 'We're poised for growth,' and they get there by getting new customers or selling more to existing customers," said Alyssa Dver, chief marketing officer at Sedona Corp., a Pennsylvania-based CRM developer. "And CRM helps with both."

Block estimates Client Dynamics, which has 15 employees, has boosted his overall revenue by $100,000 over the past two years. He pays about $75 a month for its software.

The software acts as an automated "clipping" service, culling information on a variety of topics from 8,000 media resources. The Irvine firm has 150 clients, ranging from real-estate agents to financial-portfolio managers. Last year, it scored its biggest deal to date by developing a custom program called Wealth Manager for Dow Jones News, which sells the program to Wall Street investors.

Customer retention is a critical reason why luxury-car dealers have become the latest adopters of CRM technology. Roughly 75 percent of buyers go elsewhere for service after buying a new vehicle at a dealership. That's a huge gap that NCompass set out to narrow in 2001.

The 10-employee company provides a comprehensive scheduling tool for car dealerships, keeping track of every customer who walks into a sales or service department. The scheduler alerts a dealer to opportunities to contact customers - from reminding them of a tune-up to sending them birthday and anniversary cards. 

"We're going to make sure you don't fall through the cracks," said Jim Roche, an executive at NCompass.

Caliber Motors Mercedes-Benz in Anaheim Hills started using NCompass software two years ago after informal surveys showed that its sales force was ignoring customers after they left the lot.

"There's was no follow-up whatsoever," said manager Bernard Kuhnt.

Using custom CRM software, the dealership now uses a main call center to handle all service appointments and sales follow-ups. This lets sales and service advisers spend more time with customers on the lot. 

Before adopting the software, Caliber Motors could handle 100 hours of car service a day. It can now handle 50 percent more.

Robert McGee of BMW Crevier in Santa Ana said the service department there used to be chaotic as service advisers juggled phone appointments and customer check-ins. Now, the dealers say, the software helps them provide high-quality, efficient service, which increases customer loyalty.

"If you please someone in service, then the likelihood of you selling them the next car is very high, and, at the end of the day, that's what it all boils down to," Kuhnt said.
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How to be a know-them-all
So-called CRM software helps companies defiver a
personal touch that keeps custarmers coming back

By NANCY LUNA
e Orange Courty Register

ALos Angeles financial adviser types the words
"breast cancer’ and"aulism’ nta software designed
to search for such topics.

He's tracking the subjscts because the wifs of
wealthy client has terminal breast cancer and the son
is autistic. With help from the software, the portfalio
manager regularly e-mails articlss to the client about
new autism treatments and breastcancer research.

Those electronic clippings are churned out by
software from Client Dynamics in Irvine.

‘The technology automates what top-notch
salespeople do best find ways to connectwith clients
and eam their trust. In this case, the connection
landed the adviser his clients mulimilion-dollar
portfolio because technology gave him the human
touch,

‘ou atways need a hook when you call 3 customer,
and the more that hook can be aboutthem, the more
Iikely the customer will want to talk o you,” said Joel
Block, president of Growth-Logic in Agoura Hills, a
consulting firm that uses Client Dynamics software.

Sales are booming for what the industry calls
customer relationship management sofware as
more sevice indusiries snap up programs to
enhance customer relations. Upscale indusiries -
such as luxury-car dealers and wealth managers - are
among the latest crop of adopers.

CRM software has been around since the early 19905
and now has rebounded rom a slump that it from
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CRM: A STATUS REPORT

Worldwide spending on CRM
for 2005: an estimated §76.3
bilion, up from $23.3 billion in
2000,

About 2 percent of small
businesses and 20 percent of
midsize businesses use CRM
systems

Financial-senices fims
worldwide spent more than §5
billian on CRM technology in
2003. By 2008, firms are
forecastto invest $7.1 billion.

CRM developers in 0.C.
Epicor Software Corp.,
Heration?2, Adapt Software
Applications Inc. and Client
Dynamics - all in Ivine;
NCompass in Orange; Syspro
in Costa Mesa.

Source: Gartner Group;
Sedona Corp.
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