The CRM Strategy:
A Distributor’s Guide to Higher Profits
and Happier Customers
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The new era of customer service
We live in the age of the consumer. Consumers know more, expect more, and are not afraid to walk away from a business
that doesn’t meet their needs. In fact, most consumers are willing to pay a premium for products and services, provided
they receive exceptional customer service throughout their entire buying experience. This change in buyer behavior raises
legitimate concerns for the prosperity of commercial operations.
On the one hand, a high monetary reward for a successful sale creates a need for more interactions with prospects. On the
other hand, that same reward is matched with a high prospect turnover for an interaction that is not up to par. Nowadays,
the lifelong debate of quality versus quantity is quickly silenced by the growing demands of customer experiences.
Ultimately, the market is either forced to adapt to the wants and needs of the defiant consumers or stay behind.
Poor customer service can have a direct impact on your profit margins. According to Conversocial, 54% of millennials cut
ties with a business because of poor customer service. Additionally 50% of Gen Xers and 52% of baby boomers felt the
same way.

Effects of poor customer service across all generations:
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54%

50%

52%

Millennials

Gen Xers

Baby Boomers
(Conversocial.com)

What does this mean for the promotional products industry?
As a result of growing consumer demands, meaningful experiences are now valued just
as high as material possession, forcing businesses to rethink their client interactions.
Incidentally, the leading success of the promotional products industry has always relied
upon the abundance and quality of products and services offered.
This switch in perception poses a valid concern for how promotional products
distributors acquire new clients. According to PPAI’s 2015 Distributor Business Survey,
the main source of clients is now attributed to networking efforts and client referrals,
as opposed to direct mailing and cold calling, further highlighting the importance of
managing customer relationships.

Client Referrals

92%

Networking

69%

Email Inquiries

55%

Business Organizations

42%

Cold Calling
Direct Mail

35%
11%
(PPAI, 2015)

A typical promotional products business is not what it was a mere 20 years ago. The mediums of advertising alone
have gone from print catalogs, to broadcast channels and have now firmly landed in the hands of digital media.
Modern day consumers have access to advanced technology that gives them the option of scouting competition and
exhausting all sources of information before making an informed decision on their business needs. Unfortunately,
high-quality products are no longer the differentiator in today’s competitive environment. So, as the B2B industry
gets further saturated with more distributors offering similar products, company reputation will emerge as a key that
separates the best from the rest.

“ 77%

of people say that valuing their time is the most important
thing a company can do to provide them with good service.
(Forrester Research)

”
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Customer relationships made easy
Business owners don’t like wasting time and money, but that is exactly what many
are doing by employing time-consuming practices that yield no return on their
bottom line. With only 24 hours in a day, and so many moving parts contributing to a
successful sale, some steps are bound to fall through the cracks of the routine process.
This commonplace dilemma is magnified in the eyes of promotional product
distributors. Distributors must keep tabs on all elements of one tangled transaction,

Salespeople spend an
hour or more on data
entry every day.

30

hours a month.

starting with suppliers, sign makers or decorators and ending with demanding clients.
As a result, each new business affair grants an overwhelming amount of data tracking
and informational exchange.
How many hours of the day does a typical salesperson spend on adjusting their sticky-

360

hours a year.

note wallpapers and fixing the mistakes of manual data entry?
The results are quite staggering.
Time is the most valuable thing humans have in their possession. Ironically, it’s also the most common obstacle that
gets in the way of maintaining personal relationships with clients. As with any relationship, developing a strong bond
starts with reputation. How reliable are you in your day to day engagements? Do you prioritize your client’s time? Are
you willing to go the extra mile for your client? These aspects of customer communication require an ample amount of
time that a business owner simply can’t afford to oversee.

The blunders of time management in sales:
+ Forgetting to follow-up

+ Prioritizing tasks and orders

+ Missing order deadlines

+ Losing client data
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“ Remember that
time is money. ”
Benjamin Franklin

What is CRM and how can it help your business?
CRM stands for Customer Relationship Management, so by definition, CRM is a platform that helps companies
manage interactions with current and prospective clients. It allows business owners to organize, store, and analyze
vast quantities of customer data that inboxes and address books just don’t have the capacity for. The amount of data
a traditional business works with nowadays is growing at an alarming rate.
In fact, according to Domo, there are 40 times more bytes of data than there are stars in the observable universe
(Domo, 2019). For instance, there are close to 40,000 search queries being performed on Google every second of every
day. That is good news for distributors – more inquiries means more opportunity to close business. Then again, more
inquiries lead to more valuable information to be harnessed, stored and analyzed.
This increase in data circulation calls for agility across all business management operations. A robust CRM platform
provides businesses with a necessary aid in agile account growth, client acquisition and company expansion. It also
acts as a catalyst in converting all customer data into valuable insight for future trade engagements.

Top 8 benefits of CRM:
1
2

Organized client information
Easily store all client information in a single,
quickly accessible location.

Refined lead generation

5

Easily manage and track each deal as it travels
through the sales process.

6

Simplify lead capture by quickly identifying
all lead sources.

3

Efficient time management

Streamlined order management
Close deals faster by automating the
entire sales cycle.

$8.71

is the average return on
investment for every dollar
spent on a CRM system.
(Nucleus Research)

Improved client relationships
Provide superior customer service by receiving
real-time feedback from clients.

7

Increase productivity by automatically
scheduling tasks and follow-ups.

4

Agile quoting and invoicing

Performance tracking
Generate automatic reports on key sales,
marketing, and team performance metrics.

8

Valuable customer data insights
Receive key access to customer information and
demographic statistics.

29%

CRM applications can increase
revenue by up to 29%.
(Hubspot)
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5 steps to choosing the right CRM
Choosing a CRM solution for your business can be quite overwhelming. And rightfully so, as with any significant
investment, you need to make sure that your return on value more than covers the cost for years to come. Not all business
solutions are created equal, some offer more functionality, others capitalize on a seamless interface, and only a few have
all the necessary elements bundled into one, efficient platform.
A general rule of thumb with big purchases comes down to the problems you want your new solution to resolve. Review
your current client communication process and note down any concerns you wish to alleviate.

+ Do you use spreadsheets to keep track of customer data?
+ Do you ever have trouble locating important client information?
+ Do you ever forget to follow up with customers?
+ Do you have visibility into your sales department performance?

Top requested CRM features:
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88%

80%

75%

Contact Management

Interaction Tracking

Scheduling

32%

28%

Email Marketing

Reporting
(Softwareadvice.com)

Consider these 5 areas when selecting the best CRM
platform for your business:
1

Ease of Use
Is this program intuitive in operation?
A new business solution should make your life easier. If learning how to use your new CRM is another job in and of
itself, it’s probably not the right choice for you. Look for accented features that promote an intuitive interface and
easy-to-learn operations.

2

Integration
Does this program integrate with your business management solutions?
Your new solution should be able to push or pull information from your other management platforms. You may
also opt for a more robust CRM that encompasses all aspects of business management in a complete software
program.

3

Scalability
Can this program provide you with customer insight data?
With the right kind of data, you can easily see more ways to improve your business. An insightful CRM platform will
allow you to share unique reports with your team, and give you the proper knowledge to set achievable goals.

4

Industry
Does this program understand the demands of your industry?
Different industries require a distinctive set of features that will help differentiate your business from immediate
competition. Your CRM solution should recognize the difference between B2B and B2C client relationships and
offer you the tools to succeed in your immediate environment.

5

Customer Support
Will you receive necessary customer support upon implementation?
An important aspect of any software solution that often gets overlooked is customer service. Since you are in the
market for a client relationship solution, how your potential provider responds to your concerns should speak
volumes for the platform you are acquiring.
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The CRM solution by SAGE
SAGE’s enhanced CRM module lets you center your business on what’s important – your customers. Like a puzzle, the
CRM module helps you keep track of every piece, so you can get the entire picture of your client base. With all your details
in one place, you can stay one step ahead of your customer’s needs.

Here is what you can do with SAGE’s CRM module:
+ Keep track of clients and prospects
+ Streamline client and team communication
+ Manage your sales leads and opportunities
+ Schedule reminder tasks and follow-ups
+ View insights on monthly and yearly goals
+ Easily send targeted email campaigns to specific
customer groups

Send email campaigns
to your clients
Easily create and send email campaigns to
new contacts or generated lists and track
your success with real-time reporting.
As a SAGE Total Access subscriber, you
can send 25 emails per month for free.
Additional emails are priced in tiers
based on the amount sent each month.
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See the big picture

Those familiar with the promotional products industry know customer relationship management is an ongoing process
that is reliant upon many factors in the chain of distribution. You can’t discuss a purchase order with a client without
having order management software to process that request in the first place. You can’t manage follow-up tasks for a
specific project without having a project center to refer to. And you most certainly can’t direct your clients to their desired
products without having proper product research software.
Of course, you can use your phone’s address book to call up your clients, send them a product catalog every time
they’re interested in a product, and even leave a trail of post-it reminders around your office. But we all know how timeconsuming, inefficient and frankly tiring that business strategy is.
System integration plays a big role in making your business work for you, so you don’t have to work twice as hard
in keeping everything together. It makes having a solution that provides you with everything you need in one place
important for your bottom line.
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Step 1: Getting started with SAGE Total Access
A SAGE Total Access subscription gives you access to the top-rated promotional product research and business
management tool in the industry, with over one million products from over 4,300 suppliers. It’s packed with powerful
features that can easily streamline your business processes and bring an impressive return on your investment.

Here are just a few features included with a SAGE Total Access subscription:
Product Research

Customer Relationship
Management

Project
Management

Supplier Research

Order Management

Specials

Presentation Publisher

Virtual Design Studio

SAGE Chat

File Center

Discussion Groups

Decorator Search

™
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SAGE is the only database that allows suppliers to edit, manage, and verify their product
information and pricing, so you can be confident your quote is accurate.

Three ways to access SAGE
A SAGE Total Access subscription allows you to manage your business and sales opportunities anytime, anywhere.
SAGE Online, SAGE Web, and SAGE Mobile allow you to move seamlessly between devices, to stay on top of every
deal on-the-go. All your information is secured in a cloud-based system, ensuring that you never lose any information.

Web

TM

Online

Web

TM

Mobile

Our flagship product research

Our web-based platform that allows

Our app for iOS and Android

and business management

you to work from any device with web

devices makes it easy to work

software for PC’s.

access, including Mac computers.

on the go.

“ The purpose of a business is

to create and keep a customer. ”
Peter Drucker
Management consultant and author
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Step 2: Setting up CRM with SAGE
Follow these simple steps to set up your CRM:

1

Accessing CRM
+ Log in to your SAGE Online account and click on “Clients | CRM” in the left menu

2

Adding clients to CRM
+ Click “New Client Company,” directly under the “Home” tab on the top left-hand side.
+ In the right pane, you can add your client’s company information, such as the company name, logos, contact 		
information, special pricing, etc.
+ Click “Save” at the bottom when you’re done.

3

Adding contacts to your client company
+ Click on the company you want to add contacts to in the left pane.
+ At the top of the right pane, click on the “Contacts” tab and then “New Contact.”
+ Add your contact’s information, such as their photo, first and last name, job role, office location, etc.
+ Click “Save” at the bottom when you’re done.

4

Importing contacts from Outlook or an Excel/CSV File
+ For detailed instructions on how to import large client lists from Outlook or an Excel/CSV file, you can view our
how-to video at go.sageworld.com/importclients

5

Scheduling tasks and follow-ups in CRM
+ For detailed instructions on how to schedule tasks and follow-ups for your contacts, you can view our how-to video
at go.sageworld.com/scheduletasks

6

Locating your client information
+ You can access your stored client information in the CRM module of SAGE Online, SAGE Web and SAGE Mobile
anytime, anywhere.
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* If you have any questions, contact your SAGE account executive at 800.925.7243

Conclusion
When it comes to the success of a company, positive customer relationships can be the extra step that takes a
business from good to great. By investing a small portion of your time in a comprehensive solution that is built just for
your industry, you can begin paving the way to higher profits and happier customers in the long run.
You can sign up for your free, live demo at go.sageworld.com/demo.

Try SAGE Total Access for free
If you’re excited to try all that SAGE Total Access has to offer, you can get a complimentary 30-day subscription at
go.sageworld.com/trysage.

About SAGE
Local Phone:

Address:

Office Hours:

214.631.6000

SAGE

8:00 am – 7:00 pm CT

Toll Free Phone:

16301 Quorum Drive, Ste. 200A

Email:

800.925.7243 (SAGE)

Addison, TX 75001

info@sageworld.com

SAGE, based in Addison, Texas, is the leading provider of information, marketing and business management solutions
to the promotional products industry. In addition to SAGE’s flagship SAGE Online™, SAGE Web™, and SAGE Mobile™
research and business management services, SAGE also provides the industry with other research services, order
management, website and email services, e-commerce solutions, end buyer catalogs, artwork services, payment
processing, tradeshows, tradeshow management services, and lead retrieval software. SAGE is also the exclusive
technology provider for members of the Promotional Products Association International (PPAI), the industry’s non-profit
association. For more information, please visit www.sageworld.com or call 800.925.7243.
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