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Maximise the Value of Your CRM
Investment through Training

In this white paper, sales, support, marketing, and IT executives will learn why adopting certain
training practices will enable them to help their employees and their companies be successful when
implementing a new CRM process or capability or when striving for incremental ROl out of existing
Microsoft CRM deployments.

In Summary

The Productivity Imperative: With the economy in a downturn, line of business (LOB) managers are
compelled to maximise customer service and employee productivity. In such an environment,
investing more in training is critical.

Train to Increase the ROI of CRM: The rapid pace of change in both business needs and CRM
technology requires organisations to provide employees with consistent, relevant, scalable, and
ongoing CRM training to improve productivity and increase ROI.

Ongoing Training for Incremental ROI: To take advantage of new capabilities and combat
knowledge leakage and attrition, ongoing CRM training that is role-based is the best way to drive
long-term value from investments, maximise ROl on technology, and help deliver business success.

The Productivity Imperative

It is no secret that the economy is in a serious downturn. Consequently, businesses are under
pressure to monitor productivity, control costs, and maximize performance of every function. This is
particularly the case for those businesses that have responded to economic challenges by instituting
hiring freezes or by reducing their workforce.

In this environment, LOB leaders must be committed to maximizing customer satisfaction and team
productivity. This includes sharpening their focus on key activities and working smarter, which often
involves using technology intelligently to improve bottom-line results.

Enterprise sales, support, marketing and IT leaders must avoid wasting effort, and therefore they
need to leverage existing technology and talent assets to provide business-ready solutions quickly.

Sales managers in particular face challenges. Their quotas regularly increase even as they have fewer
sales staff to deliver revenue.

Consequently, getting the most out of existing CRM systems by training sales staff consistently on
both basic functionality and new features and capabilities is critical for maintaining and increasing
productivity, which in turn will drive return on the enterprise's technology investment.
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And individual employees, sometimes faced with expanded responsibilities or new roles, need to
adjust work routines accordingly to meet new realities and shifting strategies. In effect, individual
employees need to increase their own productivity to drive revenue for their organisations.

If employees are unprepared or ill-equipped to meet their personal targets and fulfil their individual
roles in the broader team or enterprise, then no amount of focus, monitoring or confidence will
change the course of the company.

That's why training is so important now.

In Difficult Times, Invest More, Not Less, in Training

During difficult economic periods, when pressure increases to produce more with less, organisations
may think cutting or reducing training programs is a safe bet. But cutting back on training will
backfire. IDC research shows an undeniably tight link between training and project success (see
below). Indeed, projects allocating 7% of the budget to training were significantly more successful
than projects where only 4% of the budget went to training

Relationship Between Training Spend and Project Success
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Note: The percentage of spend on training is calculated as a percentage of total
project costs, which include application costs, implementation costs, internal labor
costs, and so on.

Source: IDC's Training Impact on Projects Survey, 2008

Train to Increase the ROI of CRM
Today's economic challenges demand that many organisations get more out of their existing
employees and IT investments.

Consequently, managers need to increase the productivity of team members and their CRM system:s.
To increase the effectiveness of CRM systems, employees require consistent, scalable, and ongoing
training; the rapid pace of change in both business needs and CRM technology demands it.
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Organisations can achieve significant ROl from CRM training.

Customer Sat Inc., an independent third party, to conduct a customer relationship survey with 3,000
customers in December 2008. The results showed that clients trained on its system's capabilities
experience a significant improvement in key business metrics.

Specifically, trained clients showed improvements in the following areas:

* Lead volume increased 66%

* Lead conversion increased 40%

* Customer retention increased 39%

e Productivity of service and support increased 37%

* Anoverall ROl of 67% was reported.

In the rapidly moving environment of software applications, these results show that customers who
keep up through training stand to reap greater rewards. While such customers may be satisfied with
their results, they are not taking advantage of even greater capabilities in their CRM system or other
applications.

Promote Rapid Adoption with Training

In today's economy, the ability to adapt quickly to changing business conditions is essential for
survival. Responding to customer requirements, meeting competitive pressures, and incorporating
better processes all require speed and flexibility. New CRM processes and capabilities that are
rapidly and consistently adopted have the greatest impact on organisational success. In an internal
study, Salesforce.com found that customers who train employees on new capabilities realize 52%
greater user adoption than untrained customers, as measured by log-in percentage. More rapid
adoption leads customers to realize increased utilization of the capabilities of their CRM systems and
increased organisational benefits. Simply stated, employees who are trained are better able to
implement and more rapidly adopt new procedures and therefore get value from their
organisation's technology investment.

Training that is targeted to each employee role promotes rapid adoption of a new process or
capability, and rapid adoption is critical for incorporating new ways of doing things into everyday
practice.

For example, the CRM-related activities for a sales rep, sales manager, support professional, or IT
professional vary. It follows that employees learn the skills that have highest relevance and impact
to help them productively accomplish their goals. And role-based training, which is by definition
most relevant, is more effective than a one-size-fits-all approach to training.

Boost Performance through Training

Several recent IDC studies have shown that adoption of new business processes dramatically
improves when employees are actively trained on the new processes, and this rapid adoption
increases the organisational ROI. These studies looked at the frequency of observed behaviour for
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similar teams of employees and compared the performance of important business activities with the
training the teams received. These studies also showed a strong link between training and project
success. Projects that met most or all of their objectives provided each team member with twice the
amount of training as projects that failed or only partly succeeded. This finding makes sense:
Employees who are trained are more likely to use available tools that help them do their jobs.

IDC has also found that a strong correlation exists between the overall skill level of project teams
and the percentage of project budget spent on training. Yet the amount of training doesn't need to
be massive; when preparing for a project, teams receiving 20 hours of training per member were
twice as likely to succeed as teams that received 10 hours of training or less.

And more training directly correlates to higher performance (see below). IDC has found that teams
that consist of members who all are fully trained on average perform significantly better than teams
that include members who do not receive training or whose members are not fully trained.
Consequently, organisations that seek to improve overall performance should invest in training for
all team members.

Impact of Training on Average Performance
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Source: IDC's Training Impact Survey, 2008

Use Experts to Train Your Organisation

Organisations that attempt to tackle training themselves may discover that their choice is more
costly (due to travel and material expenses) and less effective (due to scalability issues) than formal
training programs. Organisations that also expect employees to train themselves on new processes
and capabilities are likely to experience inconsistent results. For many organisations, proper training
requires working with a third-party provider that can deliver targeted, role-based, and effective
training programs when and where they are needed. In most cases, training will be provided by the
application vendors themselves because they possess the requisite application expertise.
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Conclusion

With confidence in the global economy badly shaken, enterprise executives assign priorities, make
decisions, and implement strategies that they believe, if executed well, will help lead their
companies through the difficult times. Individual employees accept changes in responsibilities or
roles and do the best they can.

LOB managers (including sales, support, marketing, and IT managers) need to be aware that there
are steps they can take to help their employees and their companies be successful. If an organisation
implements a new process, or a new technology, it's essential to:

* Fully train the team. The most important factor in reducing the effect of knowledge leakage is to
fully train everyone. Training all employees to 100% of the required skills is obvious when
implementing a new process.

¢ Fully train new hires. Similarly, fully training every new hire and every transferee into a role also
has a dramatic impact on maintaining team competence over time.

* Fully train on new capabilities as they become available. Finally, to maximise the long-term value
of a process —especially a process that is continually improving —team members must be trained
on any changes to the process or improved capabilities made available over time.

Fully training everyone on existing and new features not only ensures the complete adoption of the
improvements throughout the organisation but also increases the speed of adoption and maximizes
the benefits an organisation receives. Failure to train everyone on new capabilities can cost an
organisation as much as 50% of its productivity in as little as six years.

Training does more than simply prepare employees to become adept at a particular process or
technology. When done consistently and regularly, training leads to greater employee adoption,
which in turn leads to greater productivity that results in incremental ROL.
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