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Must-Do Tips No 32: Seeing CRM Work  
 
Stating a commitment to building better and more mutually beneficial client relationships is 
one thing.  Doing it successfully is another.  We have watched well-meaning client teams 
derive significant benefit from analysing their relationships and planning for what they will 
do…and then achieve little or nothing.  Why?  This month we identify three of the main pitfalls 
for CRM implementation and how to overcome them.     
 

Tip 1 – Waste Woolly Aims 
The start-point for effective action is to know clearly what you have to achieve.  So when the 
team states that it will do something like: “Build better relationships with key decision makers” 
and leaves it at that, you know you are in trouble.  Do not let them get away with such 
woolliness.  Ask and get answers to all the 5WH questions (Who, What, When, Where, Why, 
How) and get them to commit to these detailed aims - as a team and as individuals. 
 

Tip 2 – Avoid Loose Accountability 
So we’ve got some decent aims, but still it may well not happen.  In our experience, the 
professional mind-set will find all sorts of ways to prioritise fee-earning activity over anything 
else that does not pay, and that anyway professionals find more difficult than the pleasure of 
indulging in their particular specialism.  The best way that we know to create accountability for 
client relationship work is to build it into EVERYBODY’S bonus-worthy objectives – from top 
to bottom – and then to monitor and control this as rigorously as fee-earning.  Of course, to 
work this requires excellent leadership.… 
 

Tip 3 – Ravage Rotten Leadership 
…which is where the best-laid plans often fail.  Typically, this is partners who sign up to the 
CRM initiative and then, by their every (in)action, show that they do not believe in it or want it.  
Everybody else takes their lead and that’s it – until the same partners take the time to diss the 
initiative for its “lack of achievement”.  Such dysfunctional behaviour is beloved of some.  
Tune your radar, seek out these saboteurs and exclude them wherever possible.  Choose 
your advocates and their clients for the initiative, and trumpet their successes loudly.  
 
Making CRM work is not easy.  For more information on how you can get help, hit 'Reply' and 
type CRM Implementation.  For more general information about what we do, go to 
www.peoplescope.com.  

We welcome feedback from you on what you think about "Must-Do Tips".  If you like it, hit 
'Reply' and tell us specifically what you like.  If there is a topic or issue that you would like us 
to cover, what is it?  And if there's something that annoys, tell us too!  We want to improve.  

Need a stimulating contribution to your in-house publication or newsletter on Business 
Development, Client Relationship Management, or Professional Leadership from an 
expert?  Call or email us and we will do our very best!  If you think someone else might be 
interested in receiving "Must-Do Tips" tell them about us. 
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Past issues of "Must-Do Tips" have covered topics such as:  

Professional Leadership 
New Business Meetings 
Developing & Maintaining Contacts 
Presenting With Power 
Avoiding Tender Traps 
The Trust Builders 
CRM's Building Blocks 
Creating A Sales Culture 
Three Things They Hate About Tenderers 
Stand...and Deliver (Selling At Exhibitions) 
Watching for CRM Warnings 
Selling - A Contact Sport 
"Wot - No Research?" 
Persuasion Power 
Understanding The Client's Business 
Where Does All The Time Go? (Time Management)  
The Perils of Pitching 
Presentations – How To Avoid Terminal Boredom 
  
If you would like to receive any of them, hit 'Reply' and type 'Past Issues' along with the name 
of the particular topic(s).  
  
If you do not wish to receive "Must-Do Tips", press 'Reply' and type 'Unsubscribe' and we will 
do exactly that.  
  
Best regards. 
  
   
  
JAMES NEWBERRY 
Managing Partner 
People Scope 
6 River Court 
Chartham 
Canterbury 
CT4 7JN 
United Kingdom 
Telephone: 00 44 (0)1227 730411 
Email: peoplescope@aol.com  
Website: www.peoplescope.com 
 
This message contains information that may be privileged or confidential and is the property 
of People Scope. It is intended only for the person to whom it is addressed. If you are not the 
intended recipient, you are not authorised to read, print, retain, copy, disseminate, distribute, 
or use this message or any part thereof. If you receive this message in error, please notify the 
sender immediately and delete all copies of this message.  Our computers are virus-protected 
on a regular and ongoing basis. We hope that you don't catch anything from us, but we can't 
accept any legal responsibility if you do. 
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