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Introduction

Historically, CRM programs were designed to enable standard processes and associated measures while
achieving a 360 degree view of customer relationships across the enterprise. These programs were
typically characterized by large scale investments spanning multiple years. While some of the promise of
standard processes and integrated client information has been achieved, CRM Systems have long
suffered from poor end user adoption.

This paper summarizes some key methods and practices to achieve end user adoption — the last mile in
realizing value from CRM Investments.

Influencers of Change
There are multiple factors influencing the need for strong focus on user adoption.

1. Changing Expectations: End users are increasingly becoming accustomed to the simplicity &
personalization of tools such as Google, Facebook and iPhone. If the users do not see similar
meaningfulness from corporate systems like CRM, they will not use them in a way that delivers
the business value that was promised.

2. Changing Demographics: End users are more tech savvy. They use the right tools to make them
more productive & effective. Cloud technology has allowed these targeted tools to become
widely available on a pay as you go basis.

3. Changing Purpose: The purpose of CRM has shifted from delivering scripted workflows on
singular platforms to integrated suite of productivity tools that allow user to manage client
relationships

These factors combined with a changing technology landscape require that end users are fully engaged
from the inception of CRM initiatives and their feedback and requirements are represented in the final
product.

Methods & Practices to ensure User Adoption

1. Incorporate user requirements into the CRM Roadmap

Design a roadmap that balances Business Processes and requirements with user needs. The Roadmap
should allow for delivery of quick wins through pilots and incorporate learnings from the pilot
deployments.
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2. Design Pilot capabilities to demonstrate quick wins

Design and develop pilots to targeted users, pilots are a proven mechanism to demonstrate quick wins.
Ensure careful selection of pilot users, these users will in turn become champions of CRM. Share these
success stories to create enthusiasm for the product.

3. Design a CRM Change Plan

An effective change management and communication plan is critical to ensure stakeholder alignment
and to keep users engaged through the lifecycle. Communicate to users early and often. Build user
communities to capture feedback and refine roadmap direction.
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About ForwardThink Group, Inc.

ForwardThink Group, Inc., a leading consulting firm, offers a wide range of Management and IT Consultancy services to the Financial Services
Industry with a special focus on Banking, Asset and Wealth Management, Capital Markets and Insurance Industries. ForwardThink Group
provides solutions designed to help organizations meet the challenging business needs of today and tomorrow.

At ForwardThink Group, we work closely with our clients to manage and deliver enterprise wide CRM implementations. Our deep expertise and
leverageable assets in CRM processes & Requirement, Program & Change Management and User Adoption Management help our clients
accelerate time to market & time to value with their CRM implementation, across a variety of platforms including Salesforce.com, MS
Dynamics, TierlCRM and Oracle.

For a complete list of our solution capabilities please visit us at our website www.forwardthinkgroup.com or send us an e-mail at
sales@forwardthinkgroup.com
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