
 

Richer Relationships 
Client Consciousness - Opportunity Driven 
 

Knowing your client is an 
important factor in 
managing your 
relationship with them.  
 
It’s also important for 
your team to know the 
individuals within the 
client organisation, their 
roles, when these change 
and importantly 
connections they have 
with other clients and 
prospects.  
 
 

 

 
“CRM initiatives can fail 
for a variety of reasons. 
However, the silent killer 
of many CRM projects is 
the organization's failure 
to address the most 
essential component of 
the initiative: accurate 
client information” - Gartner 

Client data quality management system 

According to a recent Gartner Group 
report, bad data is the number one reason 
that CRM projects fail. The consequences 
can be costly: poor data quality 
compromises the organisation's total CRM 
investment and it undermines the 
organization's relationships with clients. 
Ensuring accurate client information is no 
easy task. Clients are dynamic, as is their 
information.  

They move, marry, divorce and have 
changing relationships with other clients 
at both the individual and organisational 
level. Clients also have changing product 
and service needs throughout their 
lifetimes.  

And in the midst of all this change, they 
expect their providers to deliver 
personalized service and offerings. To 
anticipate and manage these varying 
client needs and expectations, CRM 
applications need to present a unified, 
real-time view of the customer across the 
enterprise.  

To achieve this objective, organisations 
must develop a comprehensive client data 
quality (CDQ) management program 
designed to ensure that not only is basic 
contact information up to date but that 
more complex and, even; non-intuitive 
client relationships are identified and 
represented in the CRM application. 

Relationships & Referrals 

Technology is providing some answers, 
but each answer brings more choices 
and more decisions to be made. 
However, it is sensible to: 

Focus on the best clients 
relationships that you already have; 

Optimise the profit that can be made 
from them; 

Increase the period in which they 
remain as clients; 

Be able to produce measurable 
results of success. 

 

 

 

 

 

 

How important is managing client relationships to your 
business? If your business focus is on your clients, then 

it’s definitely important to consider an affordable, easy-
to-use process that is part of your CRM platform that 

helps manage these relationships and referrals as your 
business continues to grow and mature. 

     Richer Relationships 



 

Deliver client insight to 
your entire client-
facing organisation 
 

 

It is vital for the marketing department to contribute to the 
profitably of the business, and it has to be able to measure 
and demonstrate its contribution to profits, despite the 
common misconception that marketing is a cost centre, not 
a profit centre.  Analysing and reporting on the value of 
networks and relationships is a key process for marketing.  

At the same time, the marketplace is changing: clients are 
becoming more demanding, and competition is becoming 
more intense.  It's becoming increasingly difficult to 
differentiate one business from another.  

Boost productivity by 
providing your 
business development 
and service teams with 
the right client 
information 

Facilitate teamwork 
and collaboration that 
contributes to 
consistent, high value 
client interactions  

Build personalized 
expertise to drive 
stronger sales and 
excellence in client 
service 

 

Using Richer Relationships          

 

Users select the type of 
relationship (organisation, 
individual, opportunity) and then 
the record the relationship is 
connected to.   

The type of relationship 
determines the values that are 
located in the relationship role 
type dropdown.  

If a relationship has already been 
formed then the user has the 
option to add another together 
with start and end dates.  

If multiple relationships exist 
then “tags” exist in row to 
highlight the various roles and 
therefore importance – relevance 
to the user.  Tags are typical 
multi-select fields.   

Users hover over the tags to view 
start and end dates.  If the tag 
has an end date then the tag 
appears red, if there is no end 
date the tag should appear green 
indicating which role is current 
and which is not. 

 

 

 

 

Managing Referrals 
 

When creating an opportunity 
business development teams 
now have additional functionality 
that allows them to specify the 
connection to Individuals and 
Organisations. 

Using the reporting system with 
SymphonyCRM and SugarCRM 
businesses can analyse the 
effectiveness referral 
relationships and reward client 
loyalty. 

Importantly the workflow 
capability with SymphonyCRM 
and SugarCRM can be set up to 
alert business development 
teams to referral activity 
prompting timely 
acknowledgement and 
enhancing client and network 
relationships.  

Good business is based on 
relationships. If your business 
develops relationships with your 
clients (and you SHOULD BE), 
then you need to prepare a 
process that will complement 
obtaining the referral business so 
that client loyalty can be 
managed and acknowledged. If 
you don’t you might be looking 
at the loss of another loyal client. 
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The R in CRM is Relationship as well 
as revenue 

Companies seem to forget that 
their relationships are not just 
with organisations but with 
people: people who live rich and 
complicated lives. Some CRM 
systems rely on sales information 
and do little to address deeper 
relational needs.  

Because relationships come in 
different shapes and sizes, 
companies need to be cognizant 
of the requirements of diverse 
types of relationships beyond the 
loyalty ideal. Different 
relationships require different 
ways of relating, and managers 
must adapt their processes 
accordingly.  

Companies must recognize that 
relationships are two-sided and 
that these relationships evolve 
with each interaction. As much as 
managers like to claim credit for 
profitable relationships, they also 
need to be willing to look inward 
to learn why relationships break 
down. By failing to treat 
relationships as dynamic works in 
process, companies walk away 
from relationships that could 
generate significant value. 

 

Richer Relationships in practice 

 
Richer Relationships allows 
SymphonyCRM and SugarCRM to 
create the following bidirectional 
connections:  
 

Connections 
 
Organisations to Organisations 
Organisations to Individuals  
Individuals to Individuals 
Opportunities to Individuals  
 

Roles 
 
Roles within Organisations 
Connection types between 
Individuals 

 
Dates 

 
Start date of a Role 
End Date of a Role 

 
Notes 

 
Reasons for new Roles 
Reasons for Role changes 

 
Referrals 

 
Tracking client loyalty 
Managing referral network 
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