Relevance of Human Touch in ERM and the Future….

Introduction

ERM with its SFA, Telesales and Marketing, Marketing Automation, Field Service Automation, Internet Sales and Service focuses on Customer and Customer facing Employees. ERM integrates everything from Marketing to Sales to Service to Marketing.

Enterprise has to treat Business Partners as part of their enterprise because their information is also required for doing Business. Accessibility of information has to be given for their Business partners except ofcourse certain critical information, thereby providing transparency and self-sufficiency and a feeling to them that every Customer/Vendor is an asset for the extraprise.

Employee Happiness

But one critical aspect is that Customer facing employees has to be happy.  If they are, then automatically productivity and effectiveness will improve.  This is the only aspect, which was not addressed by any of the new generation application software/suites. As saying goes “Technology and Strategy delivers promises People and Processes deliver results. All the existing new generation software/suites were more focussed on the processes only.  But its people who are making these processes work. Till, no system were able to address this specific issue which is of prime importance, for the simplest of reason nobody can discount the Human Value. Where as ERM integrates Technology, Strategy, Process and most critical People.

IN ERM customer-facing employees can develop their own strategy and implement it with ease. For instance Opportunity and Pipeline Management, Accounts, Contacts Management. Because one sales professional will be using a particular Sales Methodology/Methodologies to suit his personal selling style and another will be using another Methodology/Methodologies.  There he can track the deals right from the prospecting stage till he closes the deal.  The enterprise through the use of ERM suites is making the Sales Professionals to be innovative, by giving freedom to operate on his own style and not imposing to use the standard process to follow, because there cant be a uniform Sales Methodology throughout the Enterprise. Whatever be the Technology or Strategy or Process, the Enterprise is ultimately using People to implement it.

Relationship Between Managers and Representatives

Using ERM the relationship between a Manager and Sales Rep will improve dramatically because the Manager can access the information about Sales Rep’s deals, his performance, online without actually asking for a report from the Sales Rep. The majority of Sales Professional will hate to send or submit reports, whereas using ERM the Manager or Sales Rep can get the reports with a click of mouse because of the open reporting architecture.  As there is a saying “Charity begins at home”, the relationship among the Employees, Managers has to be good then only they can become a good Customer Relationship Managers.  ERM flattens the Marketing, Sales and Service Department’s hierarchy by automatically sharing the information about anything in the market place across the teams.

Correspondence Fulfillment

In most of the Service Enterprise, everyday lot of correspondence has to be send to the Business partners. These things have to be taken care by the people who are in touch with them. It will be a cumbersome process if a Sales Rep has to send 25 correspondence to the Business partners. It will affect his performance thereby the Enterprise’s Revenue, since he is not focussing on the Sales.  Using ERM, Customer facing Employees can send all the correspondence requests to the Fulfillment Center and they will take care of the Fulfillment. Due to this Enterprise is saving a lot of unwarranted stationery, making paper free office, avoid the intermediate person, saving the time and hassles of sending the correspondence for the Customer facing employees. 

Summary

Using ERM, Enterprise can provide personalized unparalleled World Class Customer Service to each and every customer no matter what is the volume of the business in terms of revenue, thereby creating Loyalty.  ERM allows the customers to access the Enterprise through multiple channels like Callcenter, Web etc.. The Enterprise can focus on 1 to 1 marketing instead of mass marketing programs.

ERM is a strategy which is Customer and Customer facing Employees driven, not an application, technology or suite of products. ERM supports multitiered distribution and service channels, customizable and upgradable, Enterprise class scalability and performance, Easy to learn and use, Rapid application deployment, Global Enterprise support and Enterprise application interfaces. Using ERM, the Enterprise can focus on Most Growable Customers [MGC] and Most  valuable Customers [MVC] instead on Below Zero[BZ] customers.

So using ERM the enterprise can make the employees as Customer relationship manager because they are the people who are in touch with the customers, which are basically ASSESSTS of Enterprise.  The major problems that are faced by any Enterprise implementing Enterprise Solutions is the Adaptability of the Employees for the new products/solutions. They will be normally circumspect about the change because it can arise to lot of apprehensions. In ERM this problem is addressed very well because one can customize according to the requirement of the Enduser with ease and with no complexity and problem in no time. So right from the word go the Enduser will be very much interested to work with the software/solution. The net result is increased productivity per Customer facing Employees.  As the Hawthorne effects says “Productivity is directly related to satisfaction of Employees and particularly to the amount of attention paid to them”
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Future…………….

Present ERM applications are not so integrated with HR.  The reason why HR is required because the criticality of how Organizations treat their employees, since all the employees are Customer Relationship Managers not only sales, service and marketing employees.  For instance an employee in production dept goes to a super market and finds that their organization’s product is not available there. He can inform this to the Marketing/Sales dept and it becomes a possible lead for sale. Normally if an employee is benefited monetarily or gifts, then only he will pass on the possible lead which is critical for acquiring new customers/business.  By integrating or developing an HRM application with ERM, will facilitate the Organization to develop a strategy for providing incentives to the employees of the entire organization who are all providing the lead.  Thereby organization can develop brand equity within and outside the organization.

The new generation ERM application suites has not focussed on Lead Management and how to use it effectively.  ERM allows managing Opportunity, Accounts, Contacts and Service requests.  But the leads are not managed properly because the Opportunity or Accounts will be coming through some kind of lead or another. Lead one can get from anywhere from existing customers, employees or agents or vendors.  There has to be a Comprehensive Lead Management System [LMS] with ERM, by incorporating the lead analysis and ROI base lead system, Lead/Lead conversion based incentives for the Lead Providers. It will be very effective than just buying some addresses from a third party, because individual leads are more effective than just a prospect address list.  For example the instance quoted above, there has to be an automated Lead system which is tightly integrated with ERM, because time also is a crucial factor in getting a sale from a possible lead.  Through a Comprehensive Lead Management System [LMS] organization can reduce to a great extent the acquisition cost for the customers.

The next important aspect which ERM vendors need to address is the Knowledge Section.   In this world of fiercer competition increasing day by day with more players coming into market, the Enterprise has to provide the Knowledge, which is required to become an effective Customer Facing Employees.  Because Marketing/Selling skills are mostly acquired through training and experience and not by birth.  Since the time factor is crucial for the enterprise because of the fiercer competition, can’t provide a training program, which will extend to a month or two.  The enterprise has to provide the necessary information/Knowledge about the market, selling tips, behavior, and personality to the employees.  Thereby making the employees self and quick learners and self-sufficient.

Future Business Model
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