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CRM as a CX Enabler
In the world of customer experience, organizations explore
every possible strategy for creating a welcoming and
satisfying customer journey. From social media to journey
mapping, countless strategies exist for creating effective
Customer Experience (CX). One of the most effective
strategies, however, is frequently overlooked, or taken
for granted.

One of the most effective strategies, however,
is often overlooked, or taken for granted.
Much like the field goal kicker on a football team, Customer
Relationship Management (CRM) solutions are the unsung
hero of effective CX. If they do their job correctly, everyone
knows they are there but few pay much attention to them.
Without them, however, the whole system would fall apart.

CRM impacts the success of CX
programs in many ways, including:
•
•
•
•

Serving as the information funnel
Putting information at the fingertips of agents
Tracking the success and failures of interactions
Serving as a data source for trends and analysis

CRM as the Funnel for Customer Data
Today’s consumer demands the ability to interact with an
organization through a variety of channels, including voice,
chat, social media, websites and more. Maintaining multichannel communications is key to ensuring the satisfaction
of a wide range of individuals and target groups.
Unfortunately, managing the data flowing through several
channels at once can be difficult. Failure to do so will lead to
disjointed interactions between customers and agents. For
example, let’s consider this situation: a customer initiates an
interaction through a chat portal, but is redirected to the
customer interaction center for additional help.

Maintaining multi-channel communications
is key to ensuring the satisfaction of a wide
range of individuals and target groups.

In this case, an effective CRM solution would transfer
existing data gathered from the chat session to the database
for access by the CIC® agent who fields the interaction.
Without this data flow, the customer is likely to have to start
the interaction from square one, and is forced to offer their
information and explain their issue once again.
By acting as the funnel that catches and directs data from a
wide range of channels, the CRM arms the CIC® agent with
the information needed to seamlessly transition the
customer interaction from the chat session to the call. With
the effective transition of the interaction and the successful
resolution of the customer’s issue, the likelihood that the
customer will be satisfied and feel valued by the organization
is increased.
In order to facilitate the collection and distribution of
customer data, the CRM architecture must be configured to
grab the information from each channel and data source, and
to distribute it automatically to agent-accessible locations.
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Instant Information at Customer Contact
The process of creating a satisfied customer begins with the
very first contact an agent has with that customer. Providing
the best possible service on first contact is key to creating
and maintaining a satisfied customer. We’ve already seen
the impact customer data can have on an interaction. It is
important, however, to note that an agent’s ability to easily
and effectively access and use that data is just as important
as the information itself. For customer data to be used
effectively during interactions, it must be:
Easy to access: Putting pertinent data at the fingertips of
CIC® agents, whether they are fielding a call or interacting
via chat portal, arms that agent with the knowledge and
data needed to effectively guide the customer through the
interaction. A CRM system that is both easy to use and
quickly accessible will accomplish this task, and will better
prepare the agent to field the interaction effectively.
Easy to change: As an agent fields an interaction, it is
important for them to have the ability to input updated
customer data and information regarding the current
interaction and the customer’s issue or question. A CRM
that is easy to navigate and offers agents simple inputting
abilities will ensure the consistent sharing of information
across the enterprise. As this data becomes more complete
and detailed, the organization and its agents are better able
to serve the customer, and to customize the interaction to
meet the customer’s personal preferences.
Continually updated: As customer data is refined and
updated by agents during interactions, that data must be
made accessible to the enterprise. Swiftly updating this data
for use by all agents and for reporting purposes is key to the
ongoing success of the organization’s CX, especially in cases
involving multiple interactions from a customer in a short
period of time.

By facilitating the flow of customer data
throughout the enterprise, CRM serves as the
backbone for quality customer interactions.

Tracking the Successes and Failures
of Interactions
Resolving a customer’s issue on first
contact is one of the main goals of any
organization’s overarching CX strategy.
Failing that, resolutions within a
reasonable timeframe, such as a few
hours or the next day, are vital to
maintaining customer satisfaction and
building loyalty.
Tracking resolution times and the
effectiveness of interactions is
important to the organization’s
ability to streamline interactions. By
examining the speed of resolutions,
both in terms of communications
channels and agent effectiveness,
organizations are able to address
weaknesses in their CX strategies and
adapt to eliminate them.
CRM data collecting capabilities are
invaluable in this regard, as the
information contained within a
customer’s listing clearly exhibits their
experience with the organization and
the length of time to resolution.

Without quick access to vital customer data from the CRM,
agents would be left scrambling to identify the customer,
their communications preferences and their past interaction
experiences, all while trying to helpthat customer address a
current issue.
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Serving as a Data Source for
Trends and Analysis
While organizations have access to a number of analytics
resources designed to track the effectiveness of
communications channels, few can offer the detail and
insight provided by a CRM system. In addition to tracking the
number of interactions fielded through a communication
channel, an effectively implemented CRM system provides
insight into sentiment and satisfaction of the customers
involved in the interactions.
This data, while at times more subjective than objective, is
invaluable to organizations committed to improving CX and
adapting to meet the changing demands of customers. With
this data in hand, the organization can make adjustments
to the logistics of communications channels, as well as the
training of CIC® agents.

Key Traits of an Effective CRM
For a CRM solution to be truly effective at supporting CX
initiatives, it must possess many attributes, including:
Open architecture: The ability to structure a CRM to
capture and retain data from a wide range of sources is
vital to the effectiveness of the solution. Without this
flexibility, the solution is highly limited in its ability to support
multichannel communications and diverse CX efforts.
Ease of use: CRM systems are driven by the manual and
automatic entry of customer information. As an agent fields
an interaction with a customer, they must be able to easily
update the CRM in real time in order to document the
interaction, the ultimate resolution of the customer’s issues
and any customer data that may have changed since the
last interaction. CRM systems that are unwieldy or difficult
to use limit the agent’s ability to enter this data, which in
turn limits the CRM’s effectiveness in CX initiatives. The
most effective CRM will have offer a streamlined interface,
provide the capability to enter and view multiple media
sources, and limit the number of clicks it takes for an agent
to access and input data.
Simple integration: For a CRM solution to operate at peak
performance, it must have open, easy to understand API
architecture that allows it to be easily integrated into the
enterprise’s other systems and platforms. Without the ability
to integrate the CRM into disparate solutions, the
information contained within the CRM is limited in its
usefulness. For example, CRM integration into CIC®
software will dramatically increase an agent’s ability to
field customer interactions and utilize data to resolve the
customer’s issue.
Detailed reporting: The more types of information a CRM
can store and report, the better the solution will support CX.
The ability to create custom reports based on customer data
is vital to the creation and execution of both marketing and
CX initiatives.
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Explore Strategies to Maximize Your CRM’s
Support of CX Initiatives
CX, at its core, is more effective when tailored to a
customer’s unique needs and preferences. CRM solutions
are highly effective at gathering and storing the data needed
to tailor CX strategies, making them an invaluable tool when
planning and executing CX initiatives.
Organizations that currently maintain and employ a CRM
solution but struggle to maximize its potential, as well as
those without an active solution, are missing out on an
invaluable CX tool. Exploring new strategies to increase the
role your CRM plays in CX planning and execution is a
worthwhile effort, especially if your current CX is anything
less than successful.

Avtex CRM Solutions Drive Effective CX
Maximizing the integration of CRM data into your CX efforts
will not only improve customer satisfaction but also increase
your organization’s knowledge of your target audience.
Avtex offers a wide range of solutions and technologies
designed to maximize the capabilities of CRM solutions,
empowering them to drive CX across the enterprise. Our
knowledge of CRM architecture allows us to help any
organization maximize the impact CRM has on CX initiatives
and overall customer satisfaction.
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About Avtex
Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations create
better experiences for their customers. With an unparalleled breadth of knowledge and experience, and partnerships with
leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.
Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases,
CX Transformation and CX Orchestration.
•

Our CX Transformation solutions and services aid in the process of defining and improving CX. From Journey Mapping to
CX Design Thinking, we provide the support you need to set the foundation for CX success.

•

Our CX Orchestration, solutions and services enable the realization of your CX strategy through people, processes and
technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy.
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