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Case Study #2

Benefits of CRM to Davis Humanics

A Customer Relationship Management System or CRM is a strategy to further cultivate the good 
relationship between a company and its customers or clients. The system will help the company attract 
or to win over new customers and persuade formers customers to go back into the fold, so to speak. 
This  is  also  a  good strategy  to  make sure  that  current  clients  will  stay  with  the company and will 
continue to patronize the company’s services or products. 

BENEFITS:
Account Managers:

• Organization of Data will be enhanced to better accommodate the clientele. 
• Clients could be readily/ easily  accessed or reached through the use of a messaging system 

incorporated into the CRM
• Communication with the companies personnel who handle transactions and others functions 

would be easily available 

Operational Staff
• Business processes will be automated, this in turn will make the work of the operational staff a 

lot easier. 
• Encoding of information such as DTRs for the Payroll Service will be simplified. 
• Format differences for documents necessary could be filtered through the use of the CRM.

System Staff
• Customization for the needs of the clients will not be a big problem because everyone will have 

a uniform interface through the online CRM system. 
• Tasks of the systems personnel  will  be focused mainly on the company’s  side rather on the 

clients side. 
• System maintenance and operability will be the major concern of the department rather than to 

curtail to the needs of the clients. 
• Lesser work in terms of assisting customers set up and to customize their link to the company.
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Market and Sales
• Sales pitches could be improved.
• Better tools to win clients over.
• Client’s satisfaction could be stressed as a priority of the company.

Others
• Customer  service  expenses  will  be  greatly  reduced.  This  is  linked  with  one  of  the  benefits 

associated to the System Staff
• Operating  expenses  will  be reduced in  the long run since  customer service  in relation with 

customization of products for clients will no longer be a service the company offers. 
• Employee reduction could be foreseen specially in the IT department. 
• Better client satisfaction can be equated to continued patronization.
• An increase in clients can be foreseen in the future and migration of existing ones could be 

prevented. 
• Clients can be sure and can ascertain that their requests and inquiries are being processed and. 

This could be credited as satisfaction of the client. 
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MEMORANDUM

Date: December 27, 2009

From: Jade Jonathan Mijares 

To: DH Board of Directors

Subject: Evaluating a CRM with ROI

Customer Relationship Management (CRM) is a strategy to further cultivate the good relationship 
between a company and its customers or clients. A  CRM system therefore has the same goal.  The 
system will help the company attract or to win over new customers, retain the old ones and persuade 
formers customers to go back into the fold. The benefits of the system are closely linked with its goal. 
Unfortunately the primary goal of the system is not to generate money, at least not in a direct way, but to 
insure that your clients or customers are receiving the best care possible. From here on, generation of 
income will then follow due to customer satisfaction. 

Having  explained  this,  the  use  therefore  of  the  Return  On  Investment  (ROI)  method  is 
inappropriate for  the given circumstance.  The CRM system is  a tool,  just  like any other,  when used 
properly will  work wonders for your company. You could view the purchase of  a CRM system as an 
upgrade to your current mode of doing business, just like buying a computer to replace your out-of-date 
filing cabinets. The computer in this instance does not generate income directly but it’s effects to your 
business could be clearly seen. It is the same case with the CRM system. 

Being up-to-date with current technology is also a good business investment. The implementation 
of a CRM in your company sends out a clear message to your clientele that your company is growing, 
that you have their best interest in mind, and that you have the foresight to plan ahead. 

Aside from the non-monetary benefits that the CRM offers, just like any automation of a system, 
the process in the long run will save the company in annual wages paid to employees. Reduction of the 
working force could be seen as a next step to further generate profit for the company. 

Jade Jonathan Mijares
Consultant, IT Professional

Cc: Sandi Higbee
Director of Operations – Davis Humanics

http://en.wikipedia.org/wiki/Electronic_Data_Interchange
http://en.wikipedia.org/wiki/Customer_relationship_management
http://www.writinghelp-central.com/business-memo-format.html


