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Your members are your business...

But knowing what they want is the age old challenge faced by many member organisations. So
how do you get closer to them and understand what switches them on and switches them off?

With an integrated CRM system.

Read on to find out more about CRM systems and how they can help you...
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What is a CRM system?

A Customer Relationship Management (CRM) system is:

...a system for managing a company’s interactions with current and
future ‘customers’. It often involves using technology to organise,
automate and synchronise sales, marketing, customer service, and
technical support

Wikikpedia

Isn't that just a database? Well, a CRM system uses a database but there are two key differences:

One central storage place for data

A CRM system can integrate data from a number of different systems an organisation might use,
such as an email service provider, website and finance systems, ensuring all data is stored in one
place — “one version of the truth” enabling a “single view of the member”.

Actionable customer insight
O EX

Tailored
communications
according to
interests

A database focuses on the storage and retrieval of data,
whilst a CRM system focuses on helping you understand
the behaviour of your members and then take effective
action to improve your service to them. Having all the
data in one place allows you to analyse it collectively,
providing a more complete view of your interactions with
your members.

1

Increased
insight into
members

O

One source
of data

Through analysis you gain deeper insight into members’
behaviour and interests, allowing you to identify

..
opportunities to cross-sell and up-sell products and Easy analysis Better
pp. . . .p P L of data all in understanding
services; spot risks and growing issues within your one place of members

membership; and tailor communications to each

member’'s requirements. Combined

social media
In summary, a database tends to treat all members the
same, adopting a one-size-fits- all approach, whereas a CRM system focuses on helping you
understand your members better, segment them into groups, devise a plan for each group, and
tailor your communications accordingly.

And when we say tailor communications we mean far more than just simple personalisation such as
‘Dear John' —it's about driving a change in perception and/or behaviour.

1509001 ISO/IEC
Qualty.
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Nine good reasons why you should be
thinking CRM

As customers we are all getting more demanding of the organisations we associate with. We want
to be communicated with only about things that are of interest to us, when it suits us and in the
format that we like.

Your members are no different. It's not enough to assume the ‘one- size-fits-all’ approach works
any more. So just how can a CRM system help you?

1. Better profiling of your members

A CRM system allows you to better profile your members' behaviour, e.g. what events they attend,
what information they download, what communications they open and read, which members do
not react at all and so on. Knowing what they do, and don’t do, can provide insights into what they
are interested in and equally, what doesn’t appeal to them. A CRM can connect with your other
business systems and provide a single, complete view of your members by looking at all the data
stored across these systems together.

2. Tailored communications

Once you know the profile of a member you can tailor communications to suit their interests and
needs.

John lives in Manchester and Michael lives in London and
is interested in association is interested in networking
management with peer groups

Both receive
generic and
customised emails
on related topics

John Michael

Manchester Londen Once you know the profile of a

member you can tailor
communications to suit their
interests and needs.

Emails

103 (0

Training
courses

John receives Michael receives
additional emails additional emails
about local training about local training

courses courses in his key

areas of interest

3. Manage potential members differently

A CRM system is designed to not only manage existing customers but also prospects. Prospective
members can be nurtured separately rather than be treated the same as existing customers. This
will increase your conversion rate from potential member to member as prospective members feel
more valued and less like they are on the same treadmill.

1509001
Qualty
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4. Manage business processes centrally

CRM systems feature ‘workflows’, which make it much easier to manage business processes than
with traditional databases. Approval processes, escalation processes, complaints handling,
membership joining and on-boarding, reminders and alerts are all features of any modern

CRM system.

This means a CRM system is not only for your marketing and sales departments but can help all
levels of business. Dashboard reporting, for example, is ideal for middle and senior management
roles to quickly identify levels of performance in key areas and help in making key strategic
decisions going forward. A CRM system also allows all departments to see the shared data on a
member, ensuring transparency across the organisation.

5. Identify trends quickly

Being able to analyse all data in one place means you can quickly spot trends in your membership,
for example if there are lots of people joining or leaving. This means you can react quicker to
opportunities or threats.

6. Combine your social activity

A traditional database can't help you with social media management but a CRM system can. You
can integrate your social media platforms with your CRM system, meaning you can track members’
communications via these channels; send social media messages via CRM; identify topics being
discussed; and track social sentiment, amongst other things.

7. Integrate all your systems

CRM systems are designed to be integrated with other systems, making the process of sharing data
between them easier. Such integrations include your website, finance and email service provider.
You only need to access one system to manage various aspects of the organisation.

8. Improve your ROI

You're possibly thinking a CRM system is much more expensive than a standard membership
database. In fact they are often on a par, or very close, but the return on investment is much more
in CRM's favour when compared to a traditional system. You can start analysing training course
sales, for example, and identify opportunities to cross-sell other courses or additional products in
the same area of interest, improving your ROl with every extra sale.

9. Increase knowledge sharing with your peers

A CRM system will allow you and your colleagues to create & share notes against contacts directly
within the system on things such as phone calls taken/made, emails received and information sent.
You can also create tasks and assign to colleagues, wherever they are based.

1509001 ISO/IEC
Qualty
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What's the best CRM system for me?

There are a number of CRM systems in the marketplace that cater for membership organisations
but how do you know which one to choose? When reviewing possible systems ask yourself:

Is it easy to use?

If it's not easy to use, people simply won't use it, which will render it pointless and make it an
expensive address book. Getting people to use it is much easier if it accessible from another
regularly used application such as Outlook.

Is it scalable?

You might only have a small team now but what if you grow? You should make sure the system will
work equally as well with many people using it. You should make decisions based on your
organisational aspirations and not the limits imposed by your IT systems, e.g. to grow headcount or
make parts of the CRM available to your members via the website.

Will it grow with the organisation?

A CRM system must have the functionality to meet your current needs, as well as future-proof your
organisation as its needs change over the coming years. Think big, start small and scale quickly.

Will it integrate with your other existing systems?

One of the main benefits of a CRM system is that it connects and works with other systems such as
finance, email, website etc. So it's important to make sure the system you're looking at fits in your
existing business and equally any systems that may be due to be implemented in the future.

Does it work on mobile/tablet devices?

With more and more of us working remotely a good CRM system needs to be useable wherever
your team is based and whatever device they're using. The ability to work effectively using systems
no matter where you are has become more and more important to recruiting and retaining staff.

Is the organisational fit right?

It's not just about the system you choose, it's also about choosing the right supplier. Can you work
with the people in the supplier? Do they understand your needs and what you're trying to achieve?
Do they understand your business properly?
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We can help...

We are experts in developing CRM
systems for membership, charity and
regulatory bodies...

We've worked with organisations such as the Solicitor's Regulation
Authority, The Royal Town Planning Institute, The Bar Council, The Girls’
Day School Trust and the Association of School & College Leaders.

We can help you - so please call us.

We're not big and scary. We work with you to understand your
requirements & budget, then create the right solution for you.

0845 544 2043
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