
How Technology Can Help Build 
Profitable Business Relationships 
The relationship between GCs and subcontractors is vital to 
the success of any project, yet communication between them 
is often lacking. When contractors work well as a team, they 
seek one another out for future projects, refer one another, 
and benefit from their mutual respect. The same holds true 
for the connection between GCs and owners. 

A lack of communication has been the downfall of many proj-
ects; ensuring your team is always on the same page, nurtur-
ing current client relationships, and managing bids on future 
jobs is critical to build a backlog. With the right technology, 
contractors can successfully manage these two vital business 
relationships.

CRM: The Virtual Handshake
Nothing will replace the handshake that confirms a partner-
ship between two contractors or the closing of a deal, but in 
today’s construction market, contractors are seeking work 
outside of their local area and even overseas. How do you 
make sure that the commitment represented by that hand-
shake endures throughout a project when you are hundreds 
or thousands of miles away? Regardless of distance, today’s 
virtual world has raised expectations for businesses to oper-
ate 24/7 and respond quicker than ever before. 

A good Customer Relationship Management (CRM) solu-
tion makes it possible for today’s contractors to manage key 
interactions – starting with marketing and bidding efforts to 
closing a sale and continuing through the post-sale or post-
construction activities that build ongoing customer loyalty. 

CRM software helps centrally manage these relationships by 
tracking all of your company’s prospect and customer interac-
tions regardless of department or role. You will be able to stay 
on top of all aspects of your business relationships and create 
the good customer experience that will ensure your client or 
project collaborator comes back the next time a project or job 
opportunity arises. 

Improve Marketing Efforts

Once you know your company’s niche market, focus your 
marketing and business development efforts. Regardless of 

the marketing channels your company uses (e.g., the local 
newspaper, Angie’s List, direct mail, LinkedIn, phone calls, 
face-to-face events and meetings, networking events, etc.), 
it’s critical to reach out to and build relationships with future 
clients. 

If you rely on networking and referrals for potential projects, 
be consistent in your marketing efforts. Many contractors 
develop e-mail lists to announce a new job, recognition for 
a job well done or award won, or the completion of another 
successful project. Promoting your company’s work ensures 
that it is top-of-mind for a potential client or referral. 

If you market directly to clients for new or repeat business 
(e.g., residential or service work), creating, deploying, and 
tracking the success of your marketing campaigns ensures 
you are spending your marketing budget in the right places. 
Social media is a popular area to engage, but can be daunting 
without a lot of experience. Contractors in general struggle 
with which marketing channels work for them and which 
ones don’t. How do you know what marketing efforts are 
paying off and bringing the right business?

With a CRM solution, you can create and track the success of 
your marketing campaigns and business development efforts. 
Using a variety of e-mail templates, tracking and reporting 
functions, and customizable workflows, your e-mail cam-
paigns can be created, deployed, and analyzed to ensure they 
are reaching the right people and generating leads. 

Today’s CRM systems also work with key social media applica-
tions (including LinkedIn, Facebook, Yammer, and Twitter), 
helping you to reach and engage your customers and pros-
pects across multiple touch points. You will be able to track 
the source of any leads back to the originating marketing 
activity, enabling you to fine-tune your marketing strategies 
toward the best lead-generating activities for your company.

Win the Work

Bidding jobs is vital to keeping a healthy backlog for your 
company, yet many contractors struggle with maintaining 
the workload, paperwork, and follow-up required in the  
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bidding process. A CRM system can help your company 
simplify the bidding process and make the most of every 
opportunity. With instant access to bidding status informa-
tion, contacts, calendars, and win/loss reports, your estima-
tors and business development staff can focus on winning 
the work and ensuring it can be done profitably. 

Tracking bids eliminates wondering if you heard back after 
a bid was submitted or missed a follow-up task for a bid that 
was already submitted. With customizable workflows and 
reminders, every aspect of the bidding process can be well 
managed, from the initial bid through to the close. Tracking 
the bids you have won or lost will reveal where you have your 
best bid-hit ratios and which projects were the most profit-
able. Rather than bidding on or accepting any project that 
comes along, you can choose to bid only on jobs that best fit 
your company. 

Deliver Exceptional Customer Service

Once you have won a project, you need to show your cus-
tomer or contractor partner why you were the right choice 
for the job. In today’s construction world, projects are ever-
changing. There are a million details to follow up on and a 
mountain of paperwork to complete. Contractors rely on 
technology to help them stay on top of all of the requests 
coming in and material and labor going out, as well as ensur-
ing issues are resolved on a daily basis. 

Regardless of company size, a CRM system provides a full 
view into all your customer interactions so you can deliver an 
exceptional customer experience every time. Whether you 
are in the office or on the jobsite, you can check on customer 
information or status as well as quickly search and update 
contacts, opportunities, leads, and cases. 

Service teams at the office or in the field can have more 
meaningful conversations with customers and be more pro-
ductive, leading to increased customer satisfaction levels and 
faster results. After a job is completed, you can gather client 
feedback on your company and its employees to ensure you 
know what you did right to earn the customer’s loyalty or 
what you did wrong so it can be fixed. 

Gain Company-Wide Visibility 

With all of the people and activities involved in moving a 
project along, your company’s management will want the lat-
est information on a project’s status and any potential issues. 
With your business development, marketing, administrative, 
service, and project teams all accessing a centralized CRM 
system, your company won’t miss a step. The accounting 

department will know what business development is doing 
and what business might be coming in. Your service opera-
tion will know what customers are asking about when they 
call, regardless of who answers the phone. Information stays 
accurate and up-to-date in one system. 

Consider a CRM system that integrates with your back office, 
such as accounting or ERP systems, to provide visibility into 
what’s happening with your current business building activi-
ties as well as what happened in the past. By integrating your 
accounting or ERP system with a CRM system, you’ll have a 
true 360-degree view of your business and hub relationships 
with customers, vendors, and suppliers. 

In addition, many CRM systems can extend self-service por-
tals out to allow customers, partners, and suppliers the ability 
to view and update specific information as needed. Workflows 
and information can be personalized based on your company’s 
type of construction or specialty work. 

With an increasingly mobile workforce and clients demanding 
24/7 access, mobile access to your customer’s information will 
enable you to get the answers you need anytime, anywhere. 
Whether your work is across the street or across the country, 
you’ll be able to have the most up-to-date information at your 
fingertips. 

Let Technology Do the Heavy Lifting
As many businesses know, it’s a lot less expensive to earn 
business from past or existing clients than it is to acquire 
new ones. So, focus on building relationships and delivering 
on the jobs. A CRM system can help you acquire new busi-
ness and deliver on that virtual handshake. n 
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Breaking Down Communication Silos

For the past several years, Biffy Wuori, president of 
Sealcoating Inc., has been evolving the company’s use 
of IT to blast away the typical silos that form within 
construction companies. Today, her efforts have led to 
a full-fledged CRM system that serves as the glue that 
connects her team and company processes.

To better serve customers, Sealcoating’s sales, schedul-
ing, operations, and administration staff uses a CRM sys-
tem to log and access information related to each client. 

Visibility from the Start

During its busy season, Sealcoating submits 3-5 munici-
pal bids, and quotes GCs on one or two projects each 
week. It’s critical that the company stays on top of 
the jobs where it is low bidder in order to finalize the 
award or contract. With only three sales people cover-
ing a large geographic territory, things could easily fall 
through the cracks. To prevent this, Wuori and her sales 
team track their entire sales pipeline. They can view a 
visual representation of the pipeline to see the status of 
all bids and quotes and determine what needs attention 
at any time.

They also track bid results over multiple years. When 
a bid is due, their CRM system can show how many 
times they’ve bid in the past, if they were successful in 
getting the job, what their price and their competitors’ 
prices were, and whether the job was profitable. “One 
reason for our success is we look at each customer’s job 
individually,” says Wuori. “We can see what’s gone right 
and what’s gone wrong in the past.”

Current information is also critical. The appropriate sales 
person reviews each bid and provides feedback and 
notes about the customer’s particular circumstances and 
expectations. 

Sales people are also expected to log their calls and 
visits with customers. (The CRM system syncs to the 
sales team’s cell phones and e-mail, and they’ve recently 
been given tablets to make the job easier.) Current and 
historical information help Wuori determine which jobs 
her company should pursue, and which they shouldn’t 
spend a lot of time on. 

Once a project is awarded, the job is automatically set 
up and a contract is created in Sealcoating’s accounting 
system. This also triggers an e-mail to everyone involved 
in the project, so that specific steps are taken to sched-
ule and start the job. Sales staff continues to keep tabs 
on their clients’ projects using the CRM to see what has 
been completed and when customers were last billed.  

Connection to the Field

In the past, the superintendents would often be in 
the dark if a GC called them about an upcoming job. 
Now, before they see the work order, Sealcoating’s 
superintendents can view the scope of work quoted, 
if a subcontract has been completed, and any related 
communication so they can speak intelligently about the 
project with the GC. 

Superintendents are also documenting conversations 
they have with vendors, suppliers, and engineers about 
the job’s progress. Change orders are set up in the CRM 
system and linked automatically to Sealcoating’s project 
management system, so more people can access the 
status of change orders. Superintendents in the field tap 
into the CRM system through web-enabled computers 
and mobile devices.

“Communication in the field has improved tremendously,” 
says Wuori. “We’re better prepared for the work we go 
out and do.”

Focus on the Customer

While internal communication and workflows have 
improved since Sealcoating implemented CRM best prac-
tices, the end game has always been about the customer. 
Quotes can be turned around quickly by administrative 
staff because they have all the information they need. 
Customer questions can be answered on the first call 
since there’s no longer a need to search through file fold-
ers or wait to get an answer from another person. Even 
if someone is gone for the day or leaves the company, 
another employee can pick things up and keep a proj-
ect moving because he or she can see what has already 
transpired. Customer and project details are available to 
employees across the company (security permitting). 


