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CRM Solution CategoriesCRM Solution Categories
Operational CRMOperational CRM

CustomerCustomer--facing applications that integrate the front, facing applications that integrate the front, 
back and mobile offices, including salesback and mobile offices, including sales--force automation, force automation, 
enterprise marketing automation, and customer service enterprise marketing automation, and customer service 
and supportand support

Analytical CRMAnalytical CRM
Applications that analyze customer data generated by Applications that analyze customer data generated by 
operational tools for the purpose of business operational tools for the purpose of business 
performance management. performance management. 

Collaborative/communicational CRMCollaborative/communicational CRM
Collaborative services such as personalized publishing, Collaborative services such as personalized publishing, 
ee--mail, communities, conferencing, and webmail, communities, conferencing, and web--enabled enabled 
customer interaction centers that facilitate interactions customer interaction centers that facilitate interactions 
between customers and businesses. Collaborative CRM between customers and businesses. Collaborative CRM 
is used to establish the lifetime value of customers is used to establish the lifetime value of customers 
beyond the transaction by creating a partnering beyond the transaction by creating a partnering 
relationship relationship 
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Major CRM VendorsMajor CRM Vendors

Source: Gray and Byun (2001)
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Product Review: Product Review: ComparisonComparison
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CRM Solution FunctionalitiesCRM Solution Functionalities

Source: 
http://www.techrepublic.com/printerfriendly.jhtml?id=r00620000908nor01.htm&rcode=
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12 CRM Application Functionalities12 CRM Application Functionalities

Opportunity management system(OMS)Opportunity management system(OMS)
Sales configuration system(SCS)Sales configuration system(SCS)
Partner relationship management (PRM)Partner relationship management (PRM)
Interactive selling system(ISS)Interactive selling system(ISS)
Interactive compensation management Interactive compensation management 
Content managementContent management
EE--ServiceService
Call managementCall management
Field service and dispatch(FS/D)Field service and dispatch(FS/D)
PersonalizationPersonalization
Data mart/AnalyticalData mart/Analytical
Campaign management systemCampaign management system
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12 CRM Application Functionalities12 CRM Application Functionalities

Opportunity management system(OMS)Opportunity management system(OMS)
Enables businessEnables business--toto--business(B2B) team selling across business(B2B) team selling across 
field and inside sales channels, guided sales executives field and inside sales channels, guided sales executives 
to the next steps needed to close deals and manage to the next steps needed to close deals and manage 
revenuerevenue--generating sales activitiesgenerating sales activities

Sales configuration system(SCS)Sales configuration system(SCS)
Enables enterprises to configure products, pricing, Enables enterprises to configure products, pricing, 
promotions, services, financing options and marketing promotions, services, financing options and marketing 
bundlesbundles

Partner relationship management (PRM)Partner relationship management (PRM)
Enhances an enterpriseEnhances an enterprise’’s ability to work with and s ability to work with and 
leverage demandleverage demand--network partners to better market, sell network partners to better market, sell 
and service and customers.and service and customers.
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12 CRM Application Functionalities12 CRM Application Functionalities

Interactive selling system(ISS)Interactive selling system(ISS)
CustomerCustomer--facing technologies allow consumers and facing technologies allow consumers and 
business to business to ““sell themselvessell themselves”” and conduct transactions and conduct transactions 
without a salespersonwithout a salesperson

FaceFace--toto--face: field salespeople or channel partners are in face: field salespeople or channel partners are in 
complete control of the ISS in a customercomplete control of the ISS in a customer--facing selling facing selling 
situationsituation

Web collaboration: sales representatives and customers Web collaboration: sales representatives and customers 
share control of the ISS over a shared browser sessionshare control of the ISS over a shared browser session

Interactive compensation management Interactive compensation management 
Manage and administer compensation plans, quotas, Manage and administer compensation plans, quotas, 
crediting and adjustments while processing crediting and adjustments while processing 
commissionable capability for sales, management commissionable capability for sales, management amdamd
financefinance
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12 CRM Application Functionalities12 CRM Application Functionalities

Content managementContent management
Allow enterprises to view and access Allow enterprises to view and access 
content(e.g., text, graphics, animation and video)content(e.g., text, graphics, animation and video)

EE--ServiceService
Empower customers, partners and prospects for Empower customers, partners and prospects for 
selfself--services and interactions with the enterprise services and interactions with the enterprise 
via the internet, intranet or extranets.via the internet, intranet or extranets.

Call managementCall management
Log incoming telephone calls and transactions, Log incoming telephone calls and transactions, 
and manage the transaction from initiation and manage the transaction from initiation 
through closurethrough closure

Field service and dispatch(FS/D)Field service and dispatch(FS/D)
Workforce forecasting, scheduling, contract Workforce forecasting, scheduling, contract 
management, technician dispatch, defect management, technician dispatch, defect 
trackingtracking
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12 CRM Application Functionalities12 CRM Application Functionalities

PersonalizationPersonalization
Determining an endDetermining an end--useruser’’s interest based on s interest based on 
preferences or behavior, constructing business rules to preferences or behavior, constructing business rules to 
select relevant content and presenting the content to the select relevant content and presenting the content to the 
user in an integrated, cohesive formatuser in an integrated, cohesive format

Data mart/AnalyticalData mart/Analytical
For ah hoc query, reporting and analysis,and supporting For ah hoc query, reporting and analysis,and supporting 
strategic decision making processstrategic decision making process

Campaign management systemCampaign management system
Used by marketers and sales organizations to design Used by marketers and sales organizations to design 
and execute singleand execute single--channel or multichannel or multi--cannel campaign cannel campaign 
and track the efforts of those campaign by customer and track the efforts of those campaign by customer 
segment over timesegment over time
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CRM Solutions: CRM Solutions: 
Market ShareMarket Share

Market Share Market Share 
(2000)(2000)

CRM VendorsCRM Vendors

5.4%5.4%Oracle (Oracle (eBusinesseBusiness Suite: CRM 11i)Suite: CRM 11i)

4.9%4.9%PeopleSoft (PeopleSoft 8)PeopleSoft (PeopleSoft 8)

2.4%2.4%Onyx (Onyx 2000)       Onyx (Onyx 2000)       

1.8%1.8%SAP (SAP (mySAPmySAP))

1%1%ApplixApplix ((iCRMiCRM Suite)Suite)

6.7%6.7%BroadvisionBroadvision (Enterprise one(Enterprise one--onon--one suite)one suite)

7.4%7.4%Clarity (Clarity (eBusinesseBusiness Solution)Solution)

28.9%28.9%Siebel (Siebel (eBusinesseBusiness 2000)2000)
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CRM Solution for Small to CRM Solution for Small to 
MediumMedium--Size BusinessSize Business

Product ReviewProduct Review
ACT!2000ACT!2000

SalesLogixSalesLogix

SuperOfficeSuperOffice CRM5CRM5
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Product Review: Product Review: ACT!2000ACT!2000
Basic contact management function: Basic contact management function: 
storing company and contact data, storing company and contact data, 
registration of activities and contacts, registration of activities and contacts, 
diary maintenance. diary maintenance. 

No campaign, marketing or service No campaign, marketing or service 
managementmanagement

US$199 retail, US$189 downloadUS$199 retail, US$189 downloadLicense Fee for copyLicense Fee for copy

Fed ExFed ExFlagship CustomersFlagship Customers

3,500,0003,500,000No. of End UserNo. of End User

1,000,0001,000,000No. of User CompanyNo. of User Company
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Product Review: Product Review: SalesLogixSalesLogix
MidMid--market CRM Leadermarket CRM Leader

Connectivity links with ERP and financial packagesConnectivity links with ERP and financial packages

Online Online SalesLogix.netSalesLogix.net has close ties to Microsofthas close ties to Microsoft

Strong network of Strong network of ““Business partnersBusiness partners””

Provide customizing, implementation and after sales Provide customizing, implementation and after sales 
servicesservices

Basic Server US$ 4,995 + $595 per Basic Server US$ 4,995 + $595 per 
useruser

Advanced Server, US$11,995 Advanced Server, US$11,995 

License Fee for copyLicense Fee for copy

Tiffany & Co., ETiffany & Co., E--Trade, British AirwaysTrade, British AirwaysFlagship CustomersFlagship Customers

350,000350,000No. of End UserNo. of End User

3,5003,500No. of User CompanyNo. of User Company

Demo 
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Product Review: Product Review: SuperOfficeSuperOffice
Most userMost user--friendly CRM solutionfriendly CRM solution
Mission: make uncomplicated products that sales and Mission: make uncomplicated products that sales and 
marketing people will enjoy usingmarketing people will enjoy using
Tight integration with MS Word and ExcelTight integration with MS Word and Excel

US$ 500US$ 500--US$300 depending on US$300 depending on 
number of usersnumber of users

License Fee for copyLicense Fee for copy

Toshiba PC, KBMGToshiba PC, KBMGFlagship CustomersFlagship Customers

225,000225,000No. of End UserNo. of End User

22,50022,500No. of User CompanyNo. of User Company
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Product Review: Product Review: SuperOfficeSuperOffice


