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Customer Service Representative CRM Users

Customer service representatives use CRM for every stage of the support process, from
initial contacts, from customers seeking help with orders or product issues, to tracking
open cases, to closing an issue. Within this process, Crimson Consulting identified a
number of scenarios distinguishing major steps or sets of related activities, including:

m Receive customer inquiries for product questions, orders, or returns
m Follow-up on open customer support issues

m Track and record customer issues

Within each of these scenarios, Crimson identified the key tasks, and asked customer
service representatives how important CRM support for each of these tasks was to
them, and how satisfied they were with that support. Also, as noted above, the survey
asked respondents to rate importance and satisfaction regarding integrating
SalesForce.com CRM or Microsoft Dynamics CRM (in terms of two-way data exchange)
with a number of applications.

When discussing the top fifteen tasks ranked as important by customer service
representatives in more detail, they will be grouped according to the scenario they
support; here Table 1 ranks them in descending order of importance. This identifies the
primary functionality required in a CRM solution by customer service representatives.
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Table 7 — Top 15 Most Important Tasks (Customer Service Representative CRM Users)

Rank

Task

Scenario

© 0o ~N o

11

12
13

14

15

Provide customer with information they need to
solve issue

Access Customer information
Contact customer

Microsoft Outlook

Access current customer information, including
recent order & support history

Deliver solution
Receive list of incidents
Close incident

Microsoft Excel

Investigate customer issue and find a
resolution

Create new customer entry

Propose solution and close issue

Create a new ticket or issue
Locate information to answer a customer query

Update Knowledge base with new information

Receive customer inquiry for product/
questions, product orders, product returns

Follow-up on open customer support cases
Follow-up on open customer support cases

Two-way data exchange

Receive customer inquiry for product/
questions, product orders, product returns

Follow-up on open customer support cases
Follow-up on open customer support cases
Follow-up on open customer support cases

Two-way data exchange

Follow-up on open customer support cases

Receive customer inquiry for product/
questions, product orders, product returns

Track & Record customer issues

Track & Record customer issues

Receive customer inquiry for product/
guestions, product orders, product returns

Follow-up on open customer support cases

Among customer service representatives, there were no significant differences in the
importance of the top 15 tasks between Microsoft Dynamics CRM 4.0 and
Salesforce.com users.

For all of the tasks in the top 15, customer service

representatives using Microsoft Dynamics CRM
are more satisfied than Salesforce.com users. For 15, customer service

two tasks (discussed below), Microsoft users are
significantly more satisfied; among the top tasks,

there are no tasks with which Salesforce.com
users are significantly more satisfied.

For all of the tasks in the top

representatives using

Microsoft Dynamics CRM 4.0

are more satisfied than
Salesforce.com users.
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Receive Customer Inquiries

Customer service representative receive inquiries at many points in the customer
experience, from requesting product information, to ordering products, to obtaining

technical support. The survey probed importance and satisfaction for key tasks in this
scenario, of which four made it into the top 15. Respondents ranked “provide customer
with information they need to solve issue” as the task most important to them. Another
important task, “access current customer information, including recent order & support
history,” was ranked number five among the top 15. Respondents rated both tasks as

“essential.”

Two other customer-inquiry tasks that appear

among the top 15 are “create new customer entry”

and “locate information to answer a customer
query.” Respondents rated both “desirable.”
Microsoft Dynamics CRM 4.0 users are

significantly more satisfied than Salesforce.com
users with CRM support for “locate information to
answer a customer query.” With the other three
tasks, Microsoft CRM users are more satisfied.

Table 8 —

Task
Rank

Receive Customer Inquiries

Task

Microsoft Dynamics CRM 4.0
users are significantly more

satisfied than Salesforce.com

users with CRM support for

“locate information to answer

a customer query.”

Satisfaction
(Directional)

11

14

Provide customer with information they need
to solve issue

Access current customer information,
including recent order & support history

Create new customer entry

Locate information to answer a customer
query

Microsoft Dynamics
CRM 4.0

\/

Salesforce.com

\/
\/

Significantly more
satisfied
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Follow-Up on Open Cases

Keeping track of open cases is a critical customer service activity, and it’s perhaps not
surprising that this scenario finds more of its key tasks in the top 15 than any other,
including the number-two task: “access customer information.” (This is a different task
from the similar one involving customer inquiries, the most important distinction being
that it is initiated by the representative, rather than the customer.) Respondents rated
support for both this task and three others, “contact customer,” “deliver solution,” and
“receive list of incidents,” as “essential.”

It is among these essential tasks that we found a

significant difference in satisfaction. Microsoft Microsoft Dynamics CRM 4.0
Dynamics CRM 4.0 users are significantly more users are significantly more
satisfied with CRM support for “deliver solution” satisfied than Salesforce.com
than are Salesforce.com users. users with CRM support for

. “deliver solution.”
All of the other follow-up tasks in the top 15 were

rated “desirable.”

Table 9 — Follow-up on Open Cases

Task Satisfaction
Rank Task (Directional)
Microsoft Dynamics
CRM 4.0 Salesforce.com
2 Access Customer information \/
3 Contact customer \/
. . Significantly more
6 Deliver solution satisfied
7 Receive list of incidents \/
8 Close incident \/
Investigate customer issue and find a
10 . \
resolution
15 Update Knowledge base with new \/

information
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Track and Record Customer Issues

Being able to track and record customer issues is an important component of the
knowledge base that CRM helps create, whose value increases the longer CRM is in
service. Two of the tasks in this scenario appear in the top 15: “propose solution and
close issue,” and “create a new ticket or issue.” Respondents rated support for both
tasks as “desirable,” and Microsoft CRM users were more satisfied.

Table 10 — Track and Record Customer Issues

Task Satisfaction
Rank Task (Directional)
Microsoft Dynamics Salesforce.com
CRM 4.0 ’
12 Propose solution and close issue \/
13 Create a new ticket or issue \/

Two-Way Data Exchange

As with sales representatives, two-way data exchange is important to customer service

representatives. Integration with both Microsoft Outlook and Microsoft Excel made it into

the top 15 tasks for which support is important. Respondents rate both as “essential.”
Again, Microsoft CRM users are more satisfied.

Table 11 — Two-Way Data Exchange

Task Satisfaction
Rank Task (Directional)
Microsoft Dynamics Salesforce.com
CRM 4.0 '
4 Microsoft Outlook v
9 Microsoft Excel v
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Conclusion

In the past 5 years, Crimson Consulting has executed numerous quantitative studies for
high technology clients, particularly in the enterprise software space. We have gained a
great deal of insight into the directional interpretation of such surveys, based on our
ongoing engagement with these clients on other projects and the differing perspective
they yield on the same product, product category, vertical, or other areas of interest.

Based on this experience, we believe that the
data presented in this white paper can be useful
to CRM decision makers in two ways. First, as With one exception, for all
noted in Demographics (above) respondents and tasks, across both sales and
their companies represent a good cross-section of
the enterprise space. As well, there is very little
vendor-related difference in the importance users
of either CRM solution assign to support for the
15 most important tasks. In fact, there is only one
case, among both sales representative and Salesforce.com users.
customer service representative respondents,
where there was a significant difference in the
importance assigned.

customer service
representatives, Microsoft
Dynamics CRM 4.0 users are
more satisfied than

Thus, the top 15 tasks for which respondents rated support as “essential” or “desirable”
identify the core capabilities that CRM users believe are most important to their daily
work. As such, it may serve as a useful perspective on CRM requirements at the
inception of a project or while talking to vendors and their partners.

Second, we want to call attention to the directional consistency of the satisfaction data
about these tasks, and what it says about the relative advantages of Microsoft Dynamics
CRM 4.0 and Salesforce.com. With one exception, for all tasks, across both sales and
customer service representatives, Microsoft Dynamics CRM 4.0 users are more satisfied
that Salesforce.com users. Another indication of this consistency is the fact that in no
cases were Salesforce.com users significantly more satisfied, while, for three tasks (one
in sales and two in customer service), Microsoft users were significantly more satisfied.

In short, based on our experience with surveys of this type, the data suggest that for
nearly every one of the top 15 tasks, for both sales and customer service users,
Microsoft Dynamics CRM users are more satisfied than Salesforce.com users with how
their CRM solution supports them.
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About Crimson Consulting

We help executives achieve market leadership

Crimson is a leading provider of consulting services to the high technology industry. Our
clients include Adobe, BEA, Cisco, HP, IBM, Intel, Microsoft, Oracle, Seagate, SAP,
Sprint, Sun and Symantec.

Our clients gain significant value from our contributions in the following areas:

m Strategy Development
m Research Analysis
m Marketing Implementation
Unlike other firms, we combine consulting best practices with specialized knowledge

from a database of experts. This combination results in deeper strategic insights and
more pragmatic recommendations, delivering greater value than our competitors.

For more information, contact:

Crimson Consulting Group
(650) 960-3600 ext. 335
info@crimson-consulting.com

The information contained in this document represents the current view of Crimson Consulting Group, Inc.
(Crimson) on the issues discussed as of the date of publication. Because we must respond to changing
market conditions, it should not be interpreted to be a commitment on the part of Crimson and Crimson
cannot guarantee the accuracy of any information presented after the date of publication.

This White Paper is for informational purposes only. Crimson MAKES NO WARRANTIES, EXPRESS,
IMPLIED OR STATUTORY, AS TO THE INFORMATION IN THIS DOCUMENT.

Complying with all applicable copyright laws is the responsibility of the user. Without limiting the rights under
copyright, no part of this document may be reproduced, stored in or introduced into a retrieval system, or
transmitted in any form or by any means (electronic, mechanical, photocopying, recording, or otherwise), or
for any purpose, without the express written permission of Crimson.

The names of actual companies and products mentioned herein may be the trademarks of their respective
owners.
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About Tribridge

Tribridge is an IT services rm that delivers and supports
technology, business management and core infrastructure
solutions for organizations spanning diverse industries.
Tribridge helps customers strategically leverage IT investments
to become more productive, pro table, competitive and
secure through proven methodologies, process optimization
and industry best practices. We are dedicated to building a
community in which organizations derive long-term business
value from practical solutions that guarantee customer success
and maximum return on investment. Headquartered in Tampa,
Tribridge has customers, of ces and team members across the
U.S. and is the recipient of numerous awards, including the
2008 Microsoft Dynamics Worldwide Partner of the Year.

Contact Tribridge
(877) 744-1360 : info@tribridge.com : wwwv.tribridge.com

This document is for informational purposes only. Tribridge makes no warranties,
expressed or implied, in this document. = Tribridge, Inc. All rights reserved.



