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1. What can CRM do for your business?
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What can CRM do for your business?
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As company executive or owner of a successful 
company,	you	may	already	know	the	benefits	of	an	
Enterprise Resource Planning (ERP) solution and the 
value it brings to your business. You may have had 
less time to consider how ERP can integrate with 
Customer Relationship Management (CRM) software 
and	increase	efficiencies	and	productivity	in	your	
company. 

CRM was once considered the foundation of sales, 
marketing and customer service teams, but it’s not just 
a	departmental	tool.	Gartner	defines	CRM	as	a	
business strategy that optimizes profitability, 
operational efficiency and customer satisfaction 
by implementing customer-centric processes*.

 *Sussin, Jenny. Gartner CRM Key Initiative Overview, March 14th, 2014.
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1. What can CRM do for your business?
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What can CRM do for your business?

Every business has the opportunity to transform itself into a customer-centric company and plan for its future based on 
measurable experiences rather than hunches. 

Your	business	can	benefit	from	an	integrated	CRM	and	ERP	solution.	You	can:	

 

41 2 3 4 5 6 7 8

•	Use a single source for all business contacts. Improve 
collaboration	and	efficiencies	across	your	company	by	organizing	
and consolidating ERP and CRM contact information—prospects, 
customers, and partners—into one reliable source. 

•	Increase visibility into your customers. Provide employees 
across departments with a single source of customer information. 
With CRM, you see the customer’s call or payment history, order 
status, unresolved customer cases, quotes, and more. 

•	Eliminate duplicate data entry.	Increase	efficiencies	and	
eliminate errors by entering in data once. For example, you can 
update customer information within a CRM solution and it will 
automatically update the customer’s information within ERP.

 

 

•	Improve data integrity and ERP confidentiality.  Your 
administrator	can	define	and	control	what	each	user	sees	or	
changes. Data integrity is kept intact through automatic 
synchronization CRM and ERP.. 

•	Streamline customer activities.  You can better manage the 
required and unique daily activities for your customers, increasing 
employee and customer satisfaction.



2. How does CRM integrate successfully with ERP?
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How does CRM integrate successfully with ERP?

A business wide approach to CRM bridges information gaps 
between departments, and it enables teams to collaborate on 
critical business and customer information. It supports customer-
facing departments throughout the business including sales, 
marketing and customer service teams. 

Having CRM and ERP information sources connected and 
available to customer-facing employees means your company will 
become more productive. For example, your sales teams will be 
able	to	view	customer	financial	information,	invoice	history,	and	
sales orders -  all within CRM.

http://bit.ly/JoinedUpB

Watch Sage CRM expert David Beard discuss why an 
integrated business should be a top priority
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http://bit.ly/JoinedUpB


3. What you’ll learn in this eBook
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What you’ll learn in this eBook

Our customers can be the best at explaining the real business 
benefits	from	using	CRM	with	ERP.			Their	stories	are	presented	
throughout	this	eBook.		This	eBook	presents:	

•	The most common disconnects that occur for organizations within 
a customer lifecycle

•	Specific	ways	your	business	can	be	more	efficient,	and		

•	More	detail	on	the	most	common	business	benefits	from	using	an	
ERP and CRM integrated solution.  
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4. The challenges of disconnected systems
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The challenges of disconnected systems

Did you know disconnected business systems slow down 
the time it takes to close a sale? Regardless of the size of a 
company, silos of information are obstacles to becoming 
more	efficient,	and	these	barriers	can	reduce	the	
productivity	of	employees.	This	can	cause:

1. Inaccurate information 

2. Unnecessary paperwork 

3. Disconnected data

4.	Inefficient	business	processes 
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4.1 Inaccurate information
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The challenges of disconnected systems

Businesses experience more mistakes if there are multiple sets of 
information with different people entering data at different times. 

For example, businesses often use spread sheets to compile data 
related to account handling, sales processing, shipment and 
accounts receivable. Employees may then email copies of these 
spread sheets to other team members throughout their working 
day. 

This manual method of handling data increases the potential for 
error and the probability of mistakes. It also means your employees 
spend more of their working day ensuring data is accurate and 
current. 
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The challenges of disconnected systems

 

 

 

 

Have you ever analyzed a 
spread sheet report only 
to find other members of 
your team are reporting 
on a more recent version?
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The challenges of disconnected systems

Lincoln Waste Solutions is a waste management company in 
Connecticut that works with businesses. 

Previously, Lincoln Waste Solutions relied on a complex service chain 
with multiple touch points that contained inaccurate customer 
information. 

As the company grew, it faced problems such as business 
inefficiencies,	a	lack	of	communication	across	teams	and	difficulties	
managing information consistently. Lincoln Waste Solutions decided 
to integrate its Sage CRM and Sage ERP solutions to streamline its 
processes and simplify communication across the business.

“[Now] with the two systems tied together, if a name is changed or 
core data altered, it is updated across the system,” says Jay Lentz, 
Client Development Executive with Lincoln Waste Solutions. 

“Integration has helped us consolidate and de-duplicate information, 
increasing	database	integrity	by	a	significant	amount.”

 
http://bit.ly/LincolnWaste

Jay Lentz 
Client Development Executive
Lincoln Waste Solutions 
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http://bit.ly/LincolnWaste


4.2 Unnecessary paperwork
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The challenges of disconnected systems

Paperwork is a necessary evil in many businesses, but that doesn’t 
mean it should take up more time than necessary. It’s easy to 
gauge if your company is spending too much time on paperwork. 

Consider: 

  Are your employees manually entering in data by referencing 
any paperwork? 

  Is the gathering of paperwork slowing down your business’s  
 day-to-day processes? 

  Do your teams revalidate information from one system to   
 the next? 

  Is your business using separate customer datasets that lead  
 to process duplication and is there a risk of order-   
 processing problems as a result? 
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The challenges of disconnected systems

With an integrated CRM and ERP solution, your company can 
avoid unnecessary paperwork by enabling managers to 
authorize purchase requests by clicking on a link in an email. 
Similarly, your sales and customer service teams can store 
important customer information securely and link it to 
appropriate management documentation.  

Micros South Africa is an IT services company that employs 
sales people, customer care teams and technicians who 
spend	a	significant	amount	of	time	working	remotely	on	
customer sites. 

Following a successful CRM and ERP integration, its customer 
care teams are now able to document and manage customer 
care cases directly within CRM. This reduces the amount of 
time employees spend on paperwork.

“Previously we had a paper trail,” says Barbra 
Ferreira, Maintenance and Software Controller 
for Micros South Africa. “Now there are no 
email documents to print off or dockets that 
have to be re-entered.”
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4.3 Disconnected data
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The challenges of disconnected systems

Your	business’s	productivity	and	efficiency	could	be	hampered	if	
different departments are only able to access data from their part of 
the business. Your company could also be affected if the data 
employees are using is inaccurate or out of date. 

This was a key business challenge customers identified in a 
Sage 2013 survey. 

Over 40 percent of customers said that inconsistent and 
separate data across the business was a key challenge prior 
to connecting their CRM and ERP solutions. 

For example, a sales team’s ability to access the latest product 
information or the credit worthiness of a customer will affect the 
length of a sales cycle. Conversely, CRM data that feeds through to 
accounts prevents unnecessary administrative overheads and 
inefficiencies.	

40%
Inconsistent and 
seperate data is a 
key challenge to 
Sage customers
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The challenges of disconnected systems

http://bit.ly/TroyIndust

Bill Keogh
Sales and Marketing Manager
Troy Industrial Solutions
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Troy	Industrial	Solutions	is	one	company	benefiting	from	more	
connected data. It supplies belting products to a wide range of 
industries in the US. It uses Sage CRM with Sage ERP to enable 
their	field	sales	reps	to	access	real-time	information	on	the	
accounts of the companies they call on. 

The company generates numerous customer quotes each day from 
different parts of its business. Prior to implementing an integrated 
CRM-ERP	solution,	the	company’s	management	found	it	difficult	to	
get an overview of what happened to these customer quotes.

“Our	team	selling	approach	is	much	more	efficient	because	the	
right-hand knows what the left-hand is doing,” says Bill Keogh, 
Sales and Marketing Manager with Troy Industrial Solutions.

http://bit.ly/TroyIndust


4.4 Inefficient processes
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The challenges of disconnected systems

Without	accurate	and	up-to-date	information,	inefficiencies	creep	
into the business and opportunities are missed. However, if you 
keep customer information in one place, your business gains a 
single view of its business processes and a better understanding 
of what is succeeding and failing. 
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Have your sales and 
customer service 
departments ever had 
to reconcile conflicting 
customer information?
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The challenges of disconnected systems

 

Thermo-Twin Industries manufactures and sells energy-saving 
windows to the construction industry and directly to customers 
across the US. The business felt it was under-performing in 
sales due to its disparate systems. 

After the company deployed an integrated Sage CRM and Sage 
ERP solution, it achieved a holistic view of its business and was 
able to improve key sales initiatives. As a result, Thermo-Twin 
industries made cost savings and improved its return on 
investment.

In the next chapter, we describe six ways an integrated 
business can succeed with an integrated CRM and         
ERP solution. 

“We scaled back the department and spent the 
money elsewhere to get a better return,” says 
Dennis LeVan, IT Manager with Thermo-Twin 
Industries. “We have better visibility, not just of 
sales but where the leads are coming from. It 
has helped us rethink our strategies.”
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5. Six ways you can benefit from an integrated business
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Six ways you can benefit from a joined-up business

In a 2013 Sage survey of small and medium sized businesses,  
63	percent	of	customers	identified	consistent	and	reliable	customer	
information	as	a	key	benefit	following	the	implementation	of	an	
integrated Sage CRM and Sage ERP solution. These businesses 
experienced end-to-end visibility and a single view of their customers 
as a result. 

63%

Consistent, reliable 
information across the 
business is a  key 
benefit of an integrated 
Sage CRM and Sage 
ERP solution
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Success starts here
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Six ways you can benefit from a joined-up business

1  Transform customer experience 
Resolve queries more quickly and personalize your response, 
driving service team productivity and increasing customer 
satisfaction levels

2  Market more effectively
Devise more targeted campaigns based on real customer 
information, delivering a better return on your marketing 
spend

3  Make people more productive
Avoid duplicating work and make your teams more productive. 
Employees with access to systems that work together spend 
time	growing	the	business	rather	than	fire-fighting	problems

4  Work faster & smarter
Connect communications between different departments 
underpinned	by	an	automated	workflow	that	seamlessly	
connects each customer interaction

5  Use visibility to drive profitability
Get one central view of all your customer activity, giving you 
the critical information you need to make informed decisions 
and run a successful company

6  Pitch products to the right people
Leverage reliable customer data to target customers that are 
the	best	fit	for	new	products	or	services	and	devise	marketing	
strategies to catch their attention
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With an integrated CRM and ERP solution, your business can 
transform the customer experience 

With a complete view of CRM and ERP interactions across the 
entire customer lifecycle, customer service can resolve queries 
faster and personalize their responses. 

For example, a customer service representatives may have to deal 
with a request from a customer for a replacement part. They can 
have a better view of existing stock levels, and use this information 
to explain to a customer when a part will be available. He or she 
can then document the outcome of this call in your company’s CRM 
solution. 

This will decrease call resolution times and improve customer 
relationships. 
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5.1 Transform the customer experience
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Six ways you can benefit from a joined-up business

With an integrated CRM and ERP solution, companies can devise 
more targeted campaigns based on real customer information, thus 
delivering a better return on their marketing budget. 

For example, your marketing team can create a more focused and 
relevant mailing lists by segmenting customers based on the 
frequency and value of customer orders. Your teams can then 
develop campaigns that maximize opportunities with high-value 
customers.	And	they	can	market	surplus	stock	(as	identified	by	your	
ERP solution) at customers who previously bought similar products. 
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5.2 Market more effectively
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Six ways you can benefit from a joined-up business

Employees can avoid duplicating the work of others and become 
more productive with an integrated CRM and ERP solution. If 
employees have access to tools that work together, they can spend 
time advancing the business and not duplicating existing work or 
fire-fighting	problems.	

For example, your customer service team can document answers 
to common questions about delivery requirements. Sales can in 
turn act on this information to improve future sales cycles and 
better inform customers about these requirements prior to an order. 
This should, in turn, reduce the volume of calls customer service 
receives from customers about their orders. 
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5.3 Empower productive employees
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Six ways you can benefit from a joined-up business

Your	business	can	become	more	efficient	by	using	automated	
processes that connect one department or customer interaction 
to the next. Consistent data can show how you engage with 
customers as they move through the process of receiving a 
quote, making a purchase, arranging shipping and paying an 
invoice. 

For	example,	a	business	can	configure	the	automatic	sharing	of	
financial	information	between	sales	and	accounts	so	both	
departments know where customers are in their billing cycles. 
And they can use this information to decide on an approach 
before making contact with a customer. 
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5.4 Work faster and smarter
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Six ways you can benefit from a joined-up business

It’s easier to identify sales patterns and cross-sell opportunities if 
you have business-wide insights into the volume and value of trade. 

You can spot customer activities decline and take measures to 
address this before business is lost. Similarly, you can see key 
performance data for the activities across teams using easy-to-
understand	reports	and	identify	opportunities	to	fine-tune	financial	
performance and, ultimately, boost growth. 

For	example,	if	there	is	an	identified	delay	in	your	existing	inventory,	
your sales teams can concentrate on selling other products and 
services unaffected by this delay. Acting on this degree of visibility, 
you can take action to address issues with your supply chain and 
seek	to	improve	fill-rates	across	the	company. 
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5.5 Use visibility to drive to drive profitability
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With the right data, businesses can leverage customer information 
to	match	products	and	services	with	specific	customer	groups.	

For example, a business manager should be able to analyze the 
company’s costs and sales statistics within their integrated CRM 
and ERP solution and then decide what type of products to develop 
or ship next. He or she can then provide information to the sales 
department. They, in turn, can cross-sell relevant products to 
existing customers. Alternatively, a sales rep can use this 
information to determine if he or she should upsell after a customer 
makes a new purchase. 

In the next chapter, we describe five key business areas that 
benefit directly from an integrated CRM and ERP solution, and 
we provide specific examples of companies who are 
experiencing these benefits. 

241 2 3 4 5 6 7 8

5.6 Pitch products to the right people



6. Five areas that will benefit from a CRM and ERP solution
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Five areas that will benefit from a CRM and ERP solution

Every company depends on a mix of employees with various skills. 
When ERP and CRM solutions are integrated, new business 
insights are available because all the organizational activities are 
rolled up into one management view. 

Also, each of your employees can use accurate, up-to-date and 
relevant data when they interact with customers. Similarly, 
employees don’t have to waste time exporting data from disparate 
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An integrated CRM and ERP solution impacts on people at all 
levels in your business. In this section we explain how this type 
of solution affects five core business areas. 
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Five areas that will benefit from a CRM and ERP solution

systems to give others the critical information they need. 

6.1 Management 
A central view of customer activity gives senior management the 
critical information they need to run a successful company. They 
can make decisions based on having visibility over staff 
productivity, sales forecasts, sales performance (by rep if 
necessary) and visibility over where deals are in the pipeline. 

As a manager, if you have this information on a single dashboard, 
you can ensure the right balance between business development, 
profitability,	and	cash	flow.	Drilling	down	into	departmental	data	–	
from	quotes	and	billing	to	after-sales	service	–	provides	you	the	
basis for reports that offer a comprehensive view of business 
performance; and it should also expose risks and opportunities. 
This means you can make more informed decisions and steer your 
business in the right direction. 
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American Pool Enterprises is based in Maryland. It provides 
swimming pool services to a broad customer base that 
includes	health	and	fitness	clubs	as	well	as	homeowners.	

Previously,	Chief	Information	Officer	Karen	Snyder	found	it	
difficult	to	give	management	the	information	they	needed	in	a	
timely manner because of manual processes and 
disconnected information. Following the deployment an 
integrated CRM and ERP solution, Snyder was able to report 
more effectively to management, and American Pool 
Enterprises	made	significant	cost-savings	as	a	result.	

 

“Man-hours are where the savings are coming 
from. We have been able to streamline so many 
processes that used to take people hours,” says 
Karen Snyder, Chief Information Officer with 
American Pool Enterprises. 

“You realize how powerful it is when an 
executive comes and asks you to track 
something within the business and you can 
turn it around for them in 30 seconds.”
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6.2 Sales 
An integrated CRM and ERP solution gives sales people access to 
information	they	need,	when	they	need	it.	Your	sales	team	can	find	
pricing	and	finance	information	even	if	finance	team	members	are	
unavailable	or	if	it’s	outside	office	hours.	And	a	connected	solution	
facilitates up-to-date product catalogs and cross-sell opportunities, 
shortening the time it takes to turn a prospect into a customer. 

By reviewing ERP data within CRM (e.g. historical sales orders, 
cases or invoices), sales people have the knowledge they need to 
close deals. Your sales teams will also be able to manage customer 
expectations about delivery times because they have access to 
stock level information. 
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Five areas that will benefit from a CRM and ERP solution

DES is a wholesale print supplier of equipment and 
consumables in Australia. It transformed its sales and 
service roles by linking the customer facing teams with the 
finance	department.

“We get customer information coming right through to the 
sales staff without them having to access the ERP system,” 
says Chris Gallen, IT Manager with DES. “It brings 
information	and	business	process	workflows	all	the	way	
through	from	the	customer	end	–	the	order	entry	and	the	
service	side	–	back	into	the	business	for	billing.”	

 

http://bit.ly/DESVideo

Chris Gallen
IT Manager
DES 
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6.3 Marketing 
Your marketing team can create more effective campaigns and 
maximize its budget with an integrated solution. With access to key 
customer information, your marketing team can execute highly-
targeted promotions at new and existing customers.  For example, 
you can set up special promotions for your overstocked items, or 
recommend a new product to a customer based on that customer’s 
buying history.  
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Five areas that will benefit from a CRM and ERP solution

Widex, a Chinese subsidiary of a Danish manufacturer of hearing 
aids, has been based in Shanghai since 1998, and it employs 127 
people. Thanks to Sage CRM, the company now understands 
users and prospective customers in a way that wasn’t possible 
when it relied solely on spread sheets.

 

“Sage CRM helps us tailor campaigns that are a 
lot less wasteful than advertising,” says Steen 
Teisen, Chief Executive Office of Widex. “We 
can make sure relevant customers are alerted 
when one of our road shows visits their area, 
for example, or we can send [customers] 
information that suits their profile.”
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Five areas that will benefit from a CRM and ERP solution

6.4 Customer Service 
An integrated solution empowers customer service teams to 
handle queries and complaints more effectively. 

By matching a complaint to an order or an invoice, your 
customer service teams can initiate more informed responses 
and resolve problems quicker. Customer service teams can 
also identify valuable customers, and, if needed, refer to sales 
to nurture these relationships. This reduces the risk of long-term 
damage to relationships your company has with customers. 

After Lincoln Waste Solutions, in Connecticut, combined Sage 
CRM and Sage ERP and streamlined how employees access 
data,	it	reported	a	40	percent	increase	in	the	efficiency	of	its	
support services. 

 

“Previously, incoming customer queries could 
only be dealt with by looking through 
disconnected spread sheets, documents and 
billing software,” says Jay Lentz, Client 
Development Executive with Lincoln Waste 
Solutions. “Now it’s all on one screen which 
makes our people much more productive.”

321 2 3 4 5 6 7 8



Extending the power of CRM across your business
Five areas that will benefit from a CRM and ERP solution

6.5 Finance 
With	end-to-end	visibility,	your	company’s	finance	department	can	
drive better business performance across sales and marketing, 
billing, debt collection, and stock control. And your CFO should be 
able to evaluate what’s coming in and out of the business and 
adjust budgets and forecasts as a result. 

An ERP solution should remove the need for the manual 
processing	of	orders	and	invoices,	thus	freeing	up	a	finance	team	
to focus on alternative value-adding tasks. Similarly, a CRM 
solution enables sales and accounts to work together on payment 
processing and credit control. 
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Five areas that will benefit from a CRM and ERP solution

The Australian Grand Prix Corporation manages Formula One and 
Motorcycle Grand Prix events, handling everything from ticket sales 
to the actual race day. General Manager Jeremy Kann wanted an 
integrated Sage CRM and ERP solution to replace manual 
processes. 

“The margin for error was too great and we just 
felt we wanted to streamline our entire 
operations, linking sales to finance,” says 
Jeremy Kann, General Manager of the 
Australian Grand Prix Coporation. 

“Whole processes have been eliminated. You 
enter information once and finance spit it out 
as an invoice. Because it had been manual on 
both sides, reconciliation took much longer. 
Now it’s fully automated and so much easier.” 
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7. Conclusion

Extending the power of CRM across your business
Conclusion

As a company executive, you probably continually look for new ways to meet 
your company’s goals. You may have already deployed an ERP solution to 
improve	the	quality	and	efficiency	of	your	business.	However,	you	may	not	
have	had	time	to	consider	the	benefits	of	integrating	your	ERP	solution	with	
CRM. 

This type of integration doesn’t have to be complex or expensive, and it will 
drive your business forward. 

Companies all over the world are already using integrated CRM and ERP 
solutions.	They	are	all	experiencing	the	benefits	of	more	accurate	information,	
reduced	paperwork,	better	connected	data	and	more	efficient	business	
processes.  

Is your business ready to take the next step? 
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8. How Sage can help
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How Sage can help

Whether you’re just starting out or have already grown to 
several hundred employees, Sage CRM can help accelerate 
your business success.

Sage CRM is designed to help small and medium-sized 
businesses	like	yours.	It	is	easy	to	use,	adapt,	configure,	learn,	
and manage for companies that want to focus on their 
business, not on their software. And critically, it’s affordable, 
offering you the best possible value. When integrating with 
Sage ERP, you can enjoy more business insights, greater 
efficiencies,	and	a	single,	customer-centric	view	across	the	
entire business.

Today, over 15,000 organizations around the world use Sage 
CRM to make every business interaction count. 

For more information, or to see a Sage CRM demo with Sage 
ERP, call us at 866-530-7243.

na.sage.com/sage-crm
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