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What is a CRM, and why should you care? - Chapter one
»

This book is your survival guide to navigating the CRM landscape and 
find the right system for your business. No fluff, no jargon - just practical, 
actionable advice tailored to small business owners in the UK.

Why this book?
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Running a small business is a constant juggling act.  
You’re managing leads, chasing invoices, answering 
emails, marketing your services, and trying to keep 
customers happy - all while delivering your product 
or service. 

It’s a lot.

And somewhere in the middle of that chaos, potential 
customers slip through the cracks. You forget to follow 
up on an enquiry. A warm lead goes cold because 
you didn’t respond fast enough. A client needed 
your service again, but they went to a competitor 
because you weren’t at the front of their mind.

You’re not alone.

Small business owners lose leads every day, not because 
they aren’t great at what they do, but because they don’t 
have the right system to track and manage customer 
relationships effectively. That’s where a CRM (Customer 
Relationship Management) system comes in.

But here’s the problem:

• �There are too many options - from free tools to enterprise-
level platforms with confusing features and jargon.

• �No one explains CRM in plain English - most 
guides assume you already know what you need.

• �Choosing the wrong system can be worse than not 
having one, a poorly implemented CRM can waste 
time, money, and frustrate your team.
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What this book will help you do
By the time you finish this book, you’ll 
be able to:

• �Decide if you even need a CRM - or if 
a simple email marketing tool is enough.

• �Understand the different types of CRMs - 
and which one fits your business best.

• �Avoid common CRM mistakes - like 
overcomplicating your setup or picking 
the wrong system.

• �Choose a CRM with confidence - based 
on pros and cons, and business needs.

• �Implement your CRM the right way - 
from setup and data migration to 
team training.

• �Automate your customer journey - so 
you can focus on what you do best.

Who this book is for
This guide is written for small business owners, 
freelancers, and growing teams who know they 
need better organisation but aren’t sure where 
to start. It’s especially helpful if:

• �You’re still tracking leads manually (spreadsheets, 
emails, notebooks).

• �You’ve tried a CRM before but gave 
up because it was too confusing.

• �You’re not sure what features you need 
and don’t want to overpay for things you 
won’t use.

• �You want to automate repetitive 
tasks but don’t know how.

What this book won’t do
1. �Push one specific CRM - this isn’t a marketing 

pitch. You’ll get unbiased reviews of different 
options based on real business needs.

2. �Drown you in technical jargon - 
this is written in plain English.

3. �Tell you a CRM is a magic bullet - because 
it’s not. A CRM is a tool, and like any tool, 
it only works if you use it properly.

How to use this book
Each section is designed to take you step 
by step through the CRM selection and 
implementation process:

• �Part 1: Understand what a CRM 
is and why it matters.

• �Part 2: Figure out whether you need 
one (or if another tool is better).

• �Part 3: Explore different CRM options
• �Part 4: Learn how email marketing tools 

can function as CRMs - and when they 
fall short.

• �Part 5: Follow a decision tree to 
find the right CRM for your business.

• �Part 6: Get step-by-step guidance on 
CRM implementation, setup, and training.

• �Part 7: Future - proof your CRM strategy 
with automation, AI, and integrations.

You don’t have to read this book 
cover to cover - jump to the 
sections most relevant to you.

But if you’re starting from scratch, 
reading it in order will give you the 
full roadmap to choosing and setting 
up a CRM with confidence.

If that sounds like you, 
you’re in the right place.
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Final thought before we dive in

If you’ve ever said to yourself:

‘�I know I should be more organised 
with leads, but I don’t have time.’

‘�CRMs seem too complicated for me.’

‘�I don’t want to waste money 
on software I might not use.’

Then this book is for you.

By the end, you won’t just understand CRMs - 
you’ll have the right system in place, working for 
your business, saving you time, and ensuring no 
lead escapes again.

Ready? Let’s get started...
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What is a CRM, 
and why should 
you care?

A CRM doesn’t just store customer 
data - it helps businesses act on it.( (

Chapter one
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Chapter one - What is a CRM, and why should you care?

Once upon a time, businesses managed customer relationships using 
Rolodexes, physical ledgers, and stacks of sticky notes. In the pre-digital 
era, a business owner’s best tool for tracking customers was often 
a well-organised drawer full of index cards or a thick notebook filled 
with scribbled names and phone numbers.

Then came the spreadsheet era, where tools like Excel and Google Sheets 
became the go to solution for keeping track of leads, sales, and customer 
interactions. At first, these systems worked well. Neatly organised columns 
with customer names, email addresses, and last contact dates gave businesses 
a sense of structure. 

But as companies grew, these systems started showing weaknessess.

• �Spreadsheets required manual updates that no one remembered to do.

• �Customer emails piled up and follow-ups got lost in the inbox.

• �Sales opportunities slipped through the cracks because no one 
had visibility on the pipeline.

For a while, businesses tried to compensate by adding more tools: 
calendar reminders or follow-ups, email folders for key clients, notebooks 
filled with meeting notes. But as systems became more fragmented, 
managing customer relationships became chaotic.

The rolodex, the spreadsheet, and the chaos

That’s where Customer Relationship Management 
(CRM) software came in...
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What is a CRM, and why should you care? - Chapter one

At its simplest, a CRM is a digital system that helps businesses track, 
manage, and improve customer relationships. It replaces spreadsheets, 
scattered emails, and forgotten follow-ups with a structured, automated 
approach that keeps everything in one place.

A CRM doesn’t just store customer data - it helps businesses act on it.

For example, imagine you run a small consultancy firm. A potential client 
fills out a form on your website, requesting a quote. Without a CRM, that 
email lands in your inbox, where you promise yourself, you’ll follow up later. 
But as urgent tasks pile up, you forget. A week later, the prospect goes with 
a competitor who responded faster.

With a CRM, that enquiry wouldn’t just sit in your inbox. 
Instead, the system would automatically:

• �Capture the prospect’s details and log them in your database.

• �Assign a follow-up reminder so you don’t forget.

• �Track your interactions with that lead, showing you if they 
opened your email or visited your website again.

• �Automate a personalised email thanking them for their enquiry 
and outlining next steps.

Now, instead of losing a lead due to disorganisation, you have a system 
that ensures no opportunity slips away.

What a CRM is NOT
Many small business owners hesitate to invest in a CRM because they 
misunderstand what it does. Let’s clear up some common myths:

Many business owners don’t think they need a CRM because they assume their 
current method - be it an Excel spreadsheet, an email inbox, or just a strong 
memory - is ‘good enough.’ But as soon as a business starts experiencing growth, 
those methods fall apart.

What is a CRM? (without the jargon)

just a digital address 
book. While it does 

store customer 
details, a CRM also 
tracks interactions, 

automates processes, 
and provides insights 

into customer 
behaviour.

just for big 
companies. Many 

CRMs are designed 
specifically for small 

businesses, with 
simple interfaces and 

affordable pricing. 
Even solopreneurs 

can benefit.

magically bringing 
you more 

customers. It’s 
a tool, not a lead - 

generation machine. 
However, it will help 
you convert more 
of the leads you 

already have.

A CRM IS NOT...
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Chapter one - What is a CRM, and why should you care?

1. Stop losing leads
How many times have you spoken to a potential customer who seemed 
interested but never followed up? You meant to email them, but then a busy 
week passed, and by the time you remembered, they had moved on.

A CRM prevents this by keeping track of every lead and reminding you 
when to follow up. Instead of relying on memory or a cluttered inbox, you 
get structured reminders and automated prompts to reengage potential 
clients at the right time.

2. Gain insights into your customers
Without a CRM, customer data is scattered across emails, spreadsheets, 
social media messages, and handwritten notes. You might know that one 
client prefers phone calls over emails, but does the rest of your team?

A CRM centralises this information, making it easy to track customer 
preferences, past purchases, and previous interactions. This means you can 
personalise your approach, leading to better customer relationships and, 
ultimately, more sales.

3. Automate tedious tasks
Small business owners wear many hats - sales, marketing, customer 
service, admin. A CRM helps you streamline repetitive tasks, like:
     • Sending follow-up emails.
     • Logging phone calls.
     • Scheduling reminders for contract renewals.
     • Segmenting contacts for targeted marketing.

Instead of spending hours on manual admin, a CRM frees you up to focus 
on growing your business.

4. Improve customer experience
Customers don’t like repeating themselves. If someone must explain their 
issue every time they contact your business, they will quickly get frustrated. 
A CRM ensures that all past interactions are logged, so your team always 
has the full picture.

For example, if a client calls with a question about an order, a CRM lets you 
instantly see their past emails, purchase history, and previous support requests - 
allowing you to provide a smooth, seamless experience.

Why should you care?
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What is a CRM, and why should you care? - Chapter one

5. Convert more leads without more effort
Many businesses don’t struggle with lead generation, they struggle with lead 
conversion. If you already have people interested in your product or service,  
but only a small percentage are becoming paying customers, your follow-up 
process might be the problem.

A CRM tracks where prospects are in your sales process and helps you identify 
what’s working (and what isn’t). You can see:

• Which marketing campaigns generate the most leads.
• How long it typically takes to close a sale.
• Where leads are dropping off, so you can adjust your approach.

Instead of blindly guessing, you can use real data to improve your sales process.

The difference? 
One simple system that keeps you organised and proactive.

WITHOUT a CRM:

• �A potential client fills 
out your contact form.

• �The email sits in your inbox, 
lost among other tasks.

• �A week passes, and the 
lead goes cold.

• �They book a competitor 
instead.

WITH a CRM:

• �The prospect’s details 
are added automatically 
to your CRM.

• �A follow-up task is scheduled 
for two days later.

• �Your CRM sends an 
automated thank you email, 
keeping them engaged.

• �You call them at the right 
time and secure the sale.

Do You Need a CRM?
If you’re still unsure, consider these questions:

• Do you rely on spreadsheets, notebooks, or memory to track customers?
• Have you ever forgotten to follow up with a lead?
• Do you struggle to keep track of customer conversations across multiple channels?
• Would automating follow-ups and reminders save you time?

If you answered yes to any of these, a CRM is likely to be the missing 
piece in your business.

Real-world example:  
A business without vs. with a CRM



The psychology 
of CRM adoption –
why businesses 
resist it and how 
to overcome it

Chapter two

The resistance to CRM adoption 
isn’t about cost or complexity - 
it’s about psychology. 
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The psychology of CRM adoption - Chapter two

Adopting a Customer Relationship Management (CRM) system seems 
like an obvious choice. After all, it helps businesses stay organised, follow 
up with leads, and increase sales. So why do so many small business 
owners hesitate to use one?

The resistance to CRM adoption isn’t about cost or complexity - 
it’s about psychology. Humans are creatures of habit, and changing the 
way we work can feel overwhelming, unnecessary, or even threatening.

If you’ve ever thought…

‘We’ve managed just fine without one.’
‘I don’t have time to set up and learn a new system.’
‘CRMs are too complicated for a small business like mine.’
‘It’s just another thing to manage.’

…then you’re not alone. 

In this chapter, we’ll explore why businesses resist CRM adoption 
and how to overcome those obstacles so that implementing a CRM 
feels like an opportunity rather than a burden.

Why do so many businesses avoid CRMs?

In this chapter, we’ll explore why businesses resist CRM 
adoption and how to overcome those obstacles so that 
implementing a CRM feels like an opportunity rather than 
a burden.
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Chapter two - The psychology of CRM adoption

Resistance #1: 
‘We’ve always done it this way’ (The comfort of familiarity)

One of the biggest reasons small businesses resist CRMs 
is simple: habit.

Many business owners rely on spreadsheets, email folders, 
or notebooks to track customer interactions because it’s what 
they’ve always done. Even if those methods are inefficient, they 
feel comfortable and familiar - and change can feel like a risk.

The Reality: Sticking with outdated methods isn’t just inefficient - 
it’s costing your business.

Leads are slipping through the cracks, follow-ups are being missed, 
and sales opportunities are being lost simply because there’s no 
structured process in place.

How to overcome it
• �Start small - CRM adoption doesn’t have to be an all-or-nothing 

shift. Begin by tracking just new leads in a CRM while maintaining 
old systems or a short transition period.

• �Choose a CRM that mimics familiar processes. If you’re used 
to spreadsheets, consider CRMs with Excel style views (like Airtable 
or Notion).

• �Focus on results - within a few weeks, you’ll see how much 
smoother your customer interactions become.

Resistance #2: 
‘I don’t have time to learn a new system’

Running a small business means juggling multiple responsibilities. 
Learning a new CRM can feel like one more thing on an already 
overwhelming to-do list.

The Reality: The time you spend manually tracking customer 
data is far greater than the time it takes to learn a CRM.

Consider this:
If you spend five minutes a day searching for lost emails or following up 
manually, that adds up to 25 minutes a week - or over 21 hours per year.

A CRM can automate those tasks, saving you dozens of hours annually.

How to overcome it
• �Pick a CRM with an easy-to-use interface. Some CRMs 

(like HubSpot and Less Annoying CRM) are designed for simplicity.

• �Use CRM training resources. Most platforms offer free tutorials, 
customer support, and even setup guides tailored for small businesses.

• �Assign a team member (or yourself) to spend just 30 minutes a day 
learning the CRM for a week. Within a few days, it’ll start to feel natural.
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Resistance #3: 
‘CRMs are too expensive’

Many small business owners assume CRMs are only for big 
companies with big budgets. The thought of adding another 
software subscription can feel like an unnecessary expense - 
especially if cash flow is tight.

The Reality: There are plenty of affordable (even free) 
CRMs designed for small businesses. The real question isn’t, 
‘Can I afford a CRM?’ - it’s, ‘Can I afford to keep losing leads 
and missing follow-ups?’

Just one lead converted may be enough to cover that cost.

How to overcome it:

• �Start with a free CRM - HubSpot, Zoho CRM, and Brevo 
offer excellent free plans that cover the basics.

• �Compare costs - losing just one sale per month due to disorganisation 
can cost more than an entire year’s worth of CRM subscription fees.

• �Focus on ROI - a good CRM pays for itself by helping 
you convert more leads and keep customers engaged.

Resistance #4: 
‘It’s too complicated’

Many business owners hear the term ‘CRM’ and picture huge, 
corporate-level systems with thousands of settings, complex 
integrations, and a steep learning curve.

The Reality: Not all CRMs are complicated. Some are designed for 
simplicity and ease of use - you just need to choose the right one.

How to overcome it:

• �Choose a small business-friendly CRM - Capsule CRM, 
Pipedrive, and Less Annoying CRM are built for simplicity.

• �Start with basic features only - you don’t need to use every 
automation or report from day one. Begin with contact management 
and follow-up reminders.

• �Take advantage of customer support - many CRMs offer onboarding 
help, live chat support, and free guides.
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Chapter two - The psychology of CRM adoption

Resistance #5: 
‘My team won’t use it’

For businesses with employees, CRM adoption isn’t just 
a personal decision - it’s a team decision. If your staff resist 
using the system, it won’t be effective.

The Reality: Team resistance usually comes from uncertainty 
or lack of training rather than the tool itself. Employees may 
fear that a CRM will increase their workload, or they may simply 
not understand how to use it effectively.

How to overcome it

• �Involve your team early - get their input when choosing 
a CRM so they feel ownership over the process.

• �Highlight the benefits - show them how the CRM 
makes their jobs easier, not harder.

• �Make training simple - don’t overwhelm staff with every feature 
at once. Start with small wins, like automating repetitive tasks.

For many business owners, CRM resistance is less about 
the tool itself and more about the fear of change. But once 
the shift happens, once you see how much smoother and 
more efficient your business becomes with a CRM, there’s 
no going back.

A CRM isn’t just software, it’s a system that:

• Stays organised without the mental load.
• Ensures no lead is forgotten or lost in the shuffle.
• Saves time by automating routine tasks.
• Builds stronger relationships with customers.

The mindset shift: 
From resistance to opportunity
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Assessing your 
business needs – 
do you need 
a CRM or just 
a smarter system? 

Not every business 
needs a full CRM. ( (

Chapter three
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Chapter three - Assessing your business needs 

Many small business owners assume CRMs are only for big corporations 
with sales teams and complex workflows. They think, ‘I don’t have hundreds 
of customers - I just need a simple way to track things.’

This belief leads them to stick with spreadsheets, email folders, or sticky 
notes, thinking a CRM would be overkill. But the reality is that even 
a one-person business can benefit from a CRM, especially if they’re 
struggling to keep track of customer interactions or missing follow-ups.

At the same time, not every business needs a full CRM. Some companies 
can manage perfectly well with email marketing tools or a lightweight 
customer tracking system.

So how do you know if a CRM is the right fit for you?

The myth of ‘Too small for a CRM’

In this chapter, we’ll go through a step-by-step process to evaluate 
whether you need a full CRM, or if a simpler tool would be enough.
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Step 1: 
Identify your business type

The first thing to consider is how your business operates. Different 
types of businesses have different needs when it comes to tracking 
customer relationships.

Service based businesses 
(consultants, coaches, agencies)

• ��Do you work one-on-one with clients and manage 
multiple projects or contracts?

• ��Do you need to track customer history, appointments, 
and follow-ups?

• ��Are you struggling to keep track of who you’ve 
contacted and when?

Product based businesses 
(Ecommerce, retail, wholesale)

• ��Do you sell products online or offline and need 
to track customer purchase history?

• ��Do you run marketing campaigns and need customer 
segmentation?

• ��Would automated reminders for reorders or abandoned 
carts help increase sales?

Trades and local businesses 
(plumbers, electricians, salons, fitness instructors)

• ��Do you take bookings or appointments and need 
a better scheduling system?

• ��Would automated follow-ups and review requests 
help you get more repeat business?

• ��Do you track customer preferences, past services, 
or job notes manually?

B2B and sales-focused businesses 
(real estate, manufacturing, logistics)

• �Do you have a sales pipeline with leads that need nurturing?
• ��Are deals taking weeks or months to close, requiring 
ongoing follow-ups?

• ��Do you need an easy way to track sales performance 
and team activities?

If you answered yes to most of the questions above, a CRM 
could be a valuable addition to your business.
If your interactions with customers are one-off and don’t require 
ongoing follow-ups, you might not need a full CRM, and a simpler 
system like an email marketing tool could be enough.
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Step 2: 
Assess your current system (and where it’s failing you)

If you’re not using a CRM right now, how are you managing 
customer information?

Most small business owners fall into one of these categories:

1 - The spreadsheet and notes system
• �You track customer names, emails, and interactions 
in Excel or Google Sheets.

• ��You rely on calendar reminders and handwritten 
notes for follow-ups.

• �You often forget to check your list, leading to lost 
opportunities.

This works until… your business grows beyond a 
handful of customers, and things start getting messy.

2 - The email folder system
• �Every customer interaction is stored in an email 

inbox, with messages manually sorted into folders.
• �You search for past emails whenever you need context.
• �You rely on memory to remember who to follow up with.

This works until… you have too many emails to keep 
track of and start missing important conversations.

3 - The DIY automation system
• �You’ve set up Zapier, Google Forms, or Trello 
to track customer interactions.

• �You use a mix of tools to create a workflow, 
but none of them talk to each other.

• �You find yourself spending more time managing 
your system than actually working with customers.

This works until… you realise you need a 
single, centralised place for all customer data.

If any of these sound like you, your current system is costing 
you time, leads, and money. A CRM can help by bringing 
everything into one place, so you’re not constantly switching 
between tools or relying on memory.
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Step 3: 
Do you need a CRM or just a smarter system?

Not every business needs a full CRM. Some businesses just need better 
tools to organise and automate customer interactions.

Follow this decision tree to find out:

If you answered ‘YES’ to most of these, 
it’s time to explore CRM options.

If you mostly answered ‘NO’, consider 
using an email marketing tool instead.

A CRM with reporting and 
analytics would be useful.

YES

You may only need 
a lightweight customer 

tracking tool.
NO

Do you need to track sales 
performance, pipelines, 
or customer retention?

A CRM with automation features 
would be beneficial.

YES

A CRM with automation 
features would be beneficial.NO

Would automation save you 
time (e.g., automatic follow-ups, 

reminders, lead scoring)?

Do you track customer 
interactions beyond a single 
purchase or conversation?

A full CRM might not be 
necessary.  An email marketing 

tool may be enough.

YES

NO

YES

Your current system may 
be working fine.NO

Do you struggle to follow 
up with leads, or do customers 

fall through the cracks?

You need a CRM to 
automate follow-ups.

YES

You may just need better 
organisation within 
your existing tools.

NO
Do you rely on multiple tools 
(spreadsheets, notes, email 
folders) to track customers?

A CRM can bring 
everything into one place.
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Step 4: 
CRM vs. email marketing tool – which one do you need?

If you’re still unsure, here’s a breakdown of what each tool does best:

Feature	 CRM	 Email marketing tool

Tracks customer interactions		  Yes		  No 
and history

Automates follow-ups		  Yes	 Yes (but only for emails)

Manages leads and sales pipelines		  Yes		  No

Sends bulk newsletters		  No		  Yes 
and campaigns

Customisable workflows 		  Yes		  Limited 
and automations

Stores contacts and segmentation		  Yes		  Yes

When an email 
marketing tool 
is enough

   • �If your primary focus 
is sending newsletters, 
promotions, or drip 
campaigns, then a CRM 
is overkill.

   • �Email marketing tools 
like Mailchimp, Brevo 
(Sendinblue), or 
ActiveCampaign are 
designed for this purpose.

When you need 
a CRM

   • �If you need lead tracking, 
sales pipeline management, 
and ongoing customer 
interactions, a CRM is 
the better choice.

   • �Small business friendly 
CRMs like HubSpot, 
Pipedrive, or Zoho 
CRM can help.
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Don’t waste time testing software 
that won’t work for you.( (

Exploring CRM 
options – a breakdown 
of small business CRMs 
and their strengths

Chapter four
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Chapter four - Exploring CRM options 

Now that you’ve determined whether you need a CRM or just 
an email marketing tool, the next challenge is figuring out which 
CRM is best for your business.

If you’ve ever searched ‘Best CRM for small businesses’ online, 
you’ve probably been bombarded with lists of dozens of CRM 
options, each claiming to be the best. But here’s the truth:

There is no single ‘best’ CRM - 
only the best CRM for your business needs.

Some CRMs excel at sales tracking, while others focus on 
customer service or marketing automation. Some are user-friendly 
and simple, while others require customisation and technical setup.

Before choosing a CRM, it’s important to understand:

1. The key features that matter most to your business.

2. The types of CRMs available and their strengths.

3. The best CRM options based on your specific business needs.

Choosing the right CRM: 
Why one size doesn’t fit all

By the end of this chapter, you’ll have a clear direction on 
which CRMs to consider, so you don’t waste time testing 
software that won’t work for you.
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Step 1: 
The must have features for a small business CRM

Before looking at specific CRM options, let’s break down 
the key features that small businesses should prioritise.

• �Contact and lead management – 
Can you easily store, search, and segment customer data?

• �Follow-up reminders and task management – 
Does the CRM help you track interactions and set 
automated reminders?

• �Email and communication tracking – 
Can it log customer emails, phone calls, and meetings in one place?

• �Pipeline and sales tracking – 
Does it provide a clear view of leads and deals in progress?

• �Automation – 
Can you set up automatic email responses, follow-ups, 
or lead scoring?

• �Integrations – 
Does it work with your existing tools 
(e.g., email, accounting software, website forms)?

• �Reporting and analytics – 
Can you generate reports on customer interactions, 
sales performance, or marketing efforts?

• �Ease of use – 
Is the CRM intuitive, or does it require training and setup?

• �Scalability – 
Will it grow with your business, or will you need to switch 
systems later?

Some CRMs offer all these features, while others specialise in 
just a few. The key is finding the balance between functionality 
and simplicity - too many features can overwhelm you, while 
too few can leave you frustrated.
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Step 2: 
Types of CRMs – Which one matches your business needs?

Not all CRMs are built the same. Here’s a breakdown of the main types 
and when to choose each one.

Choose this if you want a well-rounded system that can manage 
customer management, sales, and marketing in one place.

�Best for:

Small businesses that want a single tool to manage customer 
interactions, marketing automation, and sales tracking.

Strengths:

Integrated marketing and sales 
automation, strong reporting, 
user-friendly.

Weaknesses:

Some features may 
require paid upgrades.

�Examples:

HubSpot CRM, Zoho CRM, Go High Level, Monday CRM

1 - All-in-one CRMs 
(sales + marketing + customer support in one system)

Choose this if you want a CRM focused on closing more sales, 
rather than marketing automation or customer support.

�Best for:

Businesses with a clear sales process that need a CRM to track 
leads, deals, and conversions.

Strengths:

Excellent sales pipeline 
tracking, custom deal stages, 
strong reporting tools.

Weaknesses:

May lack built-in marketing 
or customer service features.

�Examples:

Pipedrive, Salesforce Essentials, Capsule CRM, Prospect CRM

2 - Sales focused CRMs 
(optimised for managing leads and closing deals)
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Choose this if your business relies on customer service 
and ongoing client interactions rather than direct sales.

�Best for:

Businesses that need a structured way to manage customer 
queries, complaints, or ongoing support.

Strengths:

Ticketing systems, customer 
chat features, knowledge base 
integration.

Weaknesses:

May not include full 
sales pipeline tracking.

�Examples:

Zendesk, Brevo (formerly Sendinblue), Freshsales

3 - Customer support CRMs  
(designed for handling inquiries and customer service requests)

Choose this if your business generates leads via your website.

�Best for:

Businesses that generate leads primarily from their website 
and want an integrated CRM system.

Strengths:

Directly integrates with website 
contact forms, allows for on-site 
customer tracking.

Weaknesses:

Limited functionality outside 
of website interactions.

�Examples:

Fluent CRM (WordPress), Jetpack CRM, WP ERP CRM

4 - Website integrated CRMs  
(built to work with your website, especially WordPress)
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Step 3: 
Best CRMs based on business size and needs

Freelancers 
and Solopreneurs 

Capsule CRM
Notion
Less Annoying CRM

Small teams  
(1-10 people)  

HubSpot
Pipedrive
Zoho CRM

Growing businesses  
(10+ employees)  

Salesforce Essentials
Go High Level
Zendesk

Ecommerce 
businesses 

Brevo (Sendinblue)
Shopify CRM
ActiveCampaign

B2B and sales 
driven companies 

Pipedrive
Prospect CRM
Monday CRM

Website 
driven leads 

Fluent CRM
Jetpack CRM
WP - ERP CRM

Note: These lists are not exhaustive but give you an idea 
of the type of CRM you should be researching.

Choose this if you want basic customer tracking 
without extra complexity.

�Best for:

Solopreneurs and small teams who need an easy, lightweight 
system without complex features.

Strengths:

Simple to use, minimal learning 
curve, affordable.

Weaknesses:

May lack advanced automation 
or integrations.

�Examples:

Less Annoying CRM, Capsule CRM, Notion as a CRM

5 - No-frills CRMs   
(for businesses that just need basic customer tracking)
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reviews – The best 
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Narrow down your choices and find 
the best CRM for your business. ( (

Chapter five
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Now that we’ve covered the different types of CRMs, it’s time to compare 
the best options available in the UK. 

This chapter provides an in-depth analysis of each CRM, 
breaking down their:

• Pros and cons – What they do well and where they fall short.

• Best for – Who should consider using them?

• Key features – The standout tools and functions.

• Pricing link – Direct access to current pricing on the CRM’s website.

Each CRM is built with different business needs in mind. Some are sales 
driven, while others focus on marketing automation or customer service. 
The goal of this chapter is to help you narrow down your choices and 
find the best CRM for your business. Please note, there are other options 
available, but this book would be hundreds of pages long if I assessed them 
all. Use this chapter as a guide to help you narrow down your search.

Introduction: How to choose the right CRM
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1.  �All-in-One CRMs 
(sales, marketing and customer service combined)

HubSpot CRM
Best for: 
Small businesses looking for an 
easy-to-use CRM with marketing automation.

Pros:
• �User-friendly interface with a free version that includes core CRM features.
• �Integrates well with email, website, and sales tracking tools.
• �Strong automation features for marketing and sales.

Cons:
• �Free plan has limited automation - advanced features require an upgrade.
• �Can become expensive as your business scales.

More details and pricing: 

Zoho CRM
Best for: 
Businesses needing a customisable, 
feature rich CRM at an affordable price.

Pros:
• Highly customisable pipelines and workflows.
• AI powered sales assistant for smarter lead tracking.
• Multi-channel communication (email, phone, social media).

Cons:
• �Setup can be overwhelming due to the number of features.
• �Some key features are locked behind higher tier plans.

More details and pricing: 

HUBSPOT CRM

ZOHO CRM
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2.  �Sales-focused CRMs 
(best for lead and pipeline management)

Pipedrive
Best for: 
Businesses with a structured sales pipeline 
looking for a visual, easy to use CRM.

Pros:
• Drag-and-drop pipeline makes sales tracking simple.
• Email integration and tracking built-in.
• Automates repetitive sales tasks, reducing admin time.

Cons:
• No free plan, only a trial period.
• Lacks built-in email marketing - requires integrations.

More details and pricing: 

Salesforce Essentials
Best for: 
Growing businesses that need advanced 
automation and strong sales analytics.

Pros:
• Powerful automation and reporting tools.
• Customisable sales pipeline and dashboards.
• Scales well with business growth.

Cons:
• �Steep learning curve - requires time to set up.
• Overkill for small teams with basic needs.

More details and pricing: 

Prospect CRM
Best for: 
Product based businesses (wholesale, 
distribution, manufacturing) that need order 
tracking alongside sales CRM tools.

Pros:
• Optimised for product-based businesses, not just services.
• Inventory and sales tracking built in.
• Seamless integration with accounting and order management software.

Cons:
• Less suitable for service-based businesses.
• Requires some training to use effectively.

More details and pricing: 

PIPEDRIVE

PROSPECT CRM

SALESFORCE ESSENTIALS
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3.  �Customer support and service -  
Focused CRMs

Zendesk Sell
Best for: 
Businesses that need a CRM with strong 
customer service and ticketing features.

Pros:
• �Blends sales CRM with customer support tools.
• Includes live chat, email, and call tracking.
• Automates customer service workflows.

Cons:
• �Lacks advanced marketing features.
• Some key reporting tools require higher tier plans.

More details and pricing: 

Brevo (formerly Sendinblue CRM)

Best for: 
Businesses that need a lightweight 
CRM with built-in email marketing.

Pros:
• Email marketing, SMS campaigns, and automation tools included.
• Simple contact management and segmentation.
• Ideal for businesses focusing on customer engagement.

Cons:
• �Lacks full sales pipeline tracking.
• More suited to marketing led businesses than traditional CRMs.

More details and pricing: 

ZENDESK SELL

BREVO
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5.  �Simple, no-frills CRMs for small businesses

Capsule CRM
Best for: 
Small businesses needing a lightweight, 
easy-to-use CRM.

Pros:
• �Simple contact and sales tracking.
• Customisable milestone tracking for deals.
• Minimal setup required - ideal for beginners.

Cons:
• �Lacks advanced automation and marketing features.
• Not as scalable as HubSpot or Salesforce.

More details and pricing: 

Less Annoying CRM
Best for: 
Solo entrepreneurs and small businesses 
looking for an affordable, no-frills CRM.

Pros:
• Easy setup and simple interface - no tech skills needed.
• Flat rate pricing (no hidden fees).
• Great customer support.

Cons:
• �Lacks advanced features like automation and reporting.
• Limited integrations compared to other CRMs.

More details and pricing: 

4.  �Website - Integrated CRMs 
(best for WordPress users)

Fluent CRM (WordPress plugin)

Best for: 
Businesses that generate leads via their 
WordPress website and need a built-in CRM.

Pros:
• �Fully integrated with WordPress - no need for third party software.
• Automates email follow-ups and customer segmentation.
• One-time payment instead of monthly fees.

Cons:
• �Limited outside of WordPress - not ideal for businesses using other platforms.
• Does not have advanced pipeline tracking like Pipedrive or Salesforce.

More details and pricing: FLUENT CRM

CAPSULE CRM

LESS ANNOYING CRM
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pitfalls

Be confident in your choice and be 
ready to get the most out of your CRM.( (

Chapter six
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By the end of this chapter, you’ll be confident in your choice 
and ready to get the most out of your CRM from day one.

Choosing a CRM is a big decision, but many businesses make the 
mistake of committing to one too soon, only to realise later that it 
doesn’t fit their workflow, is too complex, or lacks critical features.

The best way to avoid this? Test before you buy.

Most CRMs offer free trials or freemium versions, allowing you to 
explore their functionality before committing to a paid plan. But simply 
signing up and clicking around isn’t enough. You need a structured approach 
to testing to ensure the CRM will actually work for your business.

This chapter will guide you through:

• �How to evaluate a CRM effectively. Key things 
to check during the trial period.

• �How to migrate from spreadsheets or another CRM. 
Avoiding data transfer disasters.

• �The right way to implement a CRM. Setting it up for 
long-term success.

• �Common CRM pitfalls and how to avoid them. 
Learn from mistakes others have made.

Introduction: Why testing 
before committing is crucial
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Step 1: 
Testing a CRM before you buy - What to look for in a free trial

When testing a CRM, don’t just explore random features, 
use it as if you’ve already implemented it.

That means:
1.  �Adding real customer data. Don’t use fake names; 

input actual contacts to see how the system manages them.

2. � Setting up a pipeline. Try moving leads through different sales stages.

3.  �Automating a follow-up task. Check if the CRM reminds 
you to call or email a customer.

4.  �Sending a test email or marketing campaign (if applicable).

5.  �Checking mobile access. Can you use the CRM easily from your phone?

6.  �Testing integrations. Connect the CRM with your email, website, 
or other business tools.

Set a calendar reminder for 3 - 5 days into the trial to 
evaluate whether the CRM is helping or frustrating you.

PRO TIP:

The 7-day CRM trial plan
To get the most out of a CRM 
trial, follow this structured plan:

Day 1: �First impressions and setup

• �Sign up and explore the interface, is it intuitive?

• �Check if the dashboard provides useful insights.

• �Connect email and calendar integrations.

Day 2: �Adding contacts and leads

• �Import a few real customer contacts.

• �Manually enter a new lead and track a follow-up.

• �Assign tags or labels to segment customers.

Day 3: �Testing sales and workflow features

• �Create a sales pipeline or process.

• �Move a test lead through different pipeline stages.

• �Try automating a task (e.g., a follow-up reminder).

Day 4: �Testing communication and automation

• �Send a test email to a contact.

• �Check if the CRM logs email conversations automatically.

• �Set up an email or SMS automation (if available).

Day 5: �Checking reports and analytics

• �View a basic report - does it show useful insights?

• �Compare CRM data to your current tracking methods.

• �Evaluate if it saves time compared to spreadsheets.

Day 6: �Team testing (if applicable)

• �Invite a team member to test collaboration features.

• �Check if multiple users can access, edit, and share 

data smoothly.

Day 7: �Decision time...

• Make a pros and cons list - is this CRM worth adopting?

• Compare it to other CRMs tested.

• If it’s the right fit, start planning data migration and setup.

(next step).
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Step 2: 
Migrating from spreadsheets or an old CRM

One of the most frustrating parts of switching to a CRM is moving your 
existing customer data. Whether you’re transitioning from spreadsheets, 
email folders, or another CRM, here’s how to avoid a data disaster.

The three-step data migration plan

1 - Clean up your existing data
• �Remove duplicates. Get rid of repeated contacts.
• �Fix formatting issues. Ensure all customer names, 

emails, and phone numbers are correctly formatted.
• �Update missing information. Fill in blank fields like 

company names or last contact dates.

2 - Export and structure data for import
• �If moving from spreadsheets, export as a CSV file.
• �If switching from another CRM, check if it has 

a direct migration tool.
• �Match column headers (e.g., ‘First name’ in spreadsheet 

should align with ‘First name’ in CRM).

3 - Test a small batch before full migration
• �Import just 10-20 contacts first to ensure everything 

maps correctly.
• �Check if data fields are assigned correctly 

(e.g., email addresses in the right place).
• �If everything looks good, proceed with the full import.

Keep a backup of your old data in case something goes wrong!

PRO TIP:
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Step 3: 
Setting up a CRM for long-term success

Once your data is in the CRM, don’t just start using it, 
set it up properly so it works efficiently from day one.

Essential first steps:

• ��Customise Pipeline stages. 
Rename default stages (e.g., ‘New inquiry’ – ‘Initial contact’).

• �Create lead scoring rules. 
Assign points to high-quality leads so you focus on the best ones.

• �Automate simple tasks. 
Set up follow-up reminders, email auto-responses, and lead notifications.

• �Assign user roles (if you have a team). 
Define who can edit, view, or manage customer data.

• �Integrate other tools. 
Connect email, website forms, accounting software.

Step 4: 
Avoiding the most common CRM mistakes

Even with the best CRM, mistakes can lead to poor adoption, 
frustration, and inefficiency.

Here’s what to watch out for:

888 Mistake #1: Overcomplicating the setup
• ��Don’t try to use every feature at once. Start with the basics 

and expand later.

888 Mistake #2: Not training your team
• �If you have employees, make sure everyone knows how to use 

the CRM properly.

• �Provide a quick training session or create a simple how-to guide.

888 Mistake #3: Not using CRM automation
• �One of the biggest benefits of a CRM is automation - 

don’t ignore it!

• �Automate follow-up emails, lead tracking, and reminders.

888 Mistake #4: Failing to review and improve
• �Set a monthly check-in to see how well the CRM is working.
• �Adjust pipeline stages, lead scoring rules, and reports as needed.

888 Mistake #5: Choosing the wrong CRM and sticking 
with it too long
• �If a CRM isn’t working for your business, switch sooner 

rather than later.

• �The longer you wait, the harder it is to migrate later.



Training your team 
and ensuring CRM 
adoption – making 
it a habit, not a hassle

Chapter seven

One of the most common 
reasons businesses struggle 
with CRMs is lack of adoption.
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Setting up a CRM is one thing, getting people to use it is another. 
One of the most common reasons businesses struggle with CRMs 
is lack of adoption.

Business owners invest in a CRM, migrate all their data, 
and then... nothing changes.
• �Employees don’t log customer interactions.
• �Sales teams stick to their old methods.
• �Follow-ups still happen manually, despite automation features.

The problem isn’t the technology - it’s human behaviour. 
CRMs only work if everyone consistently uses them.

In this chapter, we’ll cover:
• �Why people resist using a CRM (even if it helps them).
• �How to train your team (or yourself) without overwhelming them.
• �Strategies to make CRM use a daily habit.
• �How to track CRM adoption and encourage long-term use.

Whether you’re implementing a CRM for yourself or 
a team, this chapter will help make CRM adoption seamless 
and sustainable.

Introduction: The real challenge isn’t setting 
up a CRM - It’s getting people to use it
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Step 1: 
Understanding why people resist using a CRM

People resist CRMs for the same reason they resist new habits - 
it’s easier to stick with what they already know.

Here are the most common objections and how to overcome them:

‘I don’t have time to update the CRM.’
Reality: If used correctly, a CRM saves time by automating tasks.

Solution: Show team members how the CRM can reduce their 
admin workload (e.g., auto-logging emails, automating follow-ups).

‘I don’t see the point - it’s just extra work.’
Reality: A CRM isn’t extra work - it prevents mistakes 
and lost opportunities.

Solution: Highlight real-world examples where a lead 
would have been lost without CRM tracking.

‘�It’s too complicated - 
I don’t know where to start.’

Reality: Many CRMs seem complex at first, but 
only a few key features are necessary for daily use.

Solution: Break training into small, practical steps 
instead of dumping everything on users at once.

Don’t make CRM use feel like a chore, show 
how it makes their lives easier, not harder.

PRO TIP:
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Step 2: 
Training yourself and your team the right way

A common mistake in CRM adoption is trying to teach everything 
at once. Instead, take a phased approach:

Phase 1: Focus on the basics (first week)

• �Adding and updating contacts. Show how to quickly log new leads.
• �Logging customer interactions. Teach how to track emails, calls, 

and meetings.
• �Setting up follow-up reminders. Automate tasks to prevent missed 

opportunities.

Goal: By the end of Week 1, everyone should know how 
to log a customer interaction and set a follow-up task.

Phase 2: Introduce automation and reporting (weeks 2 - 3)

• �Automating follow-ups and email sequences. Reduce manual work.
• �Using CRM dashboards and reports. Learn how to track progress.
• �Syncing CRM with emails, calendars, and other tools. Seamless 

integration.

Goal: By the end of Week 3, users should be 
comfortable using CRM automation to save time.

Phase 3: Master advanced features (week 4+)

• �Customising CRM workflows. Tailoring the system to 
business needs.

• �Lead scoring and segmentation. Prioritising the most 
valuable leads.

• �Team collaboration tools. Assigning tasks and sharing 
updates in the CRM.

Goal: By the end of Week 4, the CRM should feel 
like a natural part of daily business operations.
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Step 3: 
Making CRM use a daily habit

The best CRM is the one you actually use. Here’s how to make it stick:

1 - Make CRM use part of the daily workflow

• �Start the day with the CRM dashboard. Every team member 
should check tasks, leads, and follow-ups first thing in the morning.

• �Use the CRM during customer interactions. 
If on a call, log notes immediately, not later.

• �End the day by updating the CRM. Make it a habit to review 
and update leads before logging off.

2 - Automate as much as possible
• �Auto-log emails and calls so nothing is forgotten.
• �Automate follow-up reminders instead of relying on memory.
• �Use templates for emails and customer interactions to save time.

3 - Set CRM usage targets
• �Sales teams should log all customer interactions in the CRM.
• �Managers should track CRM activity reports weekly.
• �Encourage healthy competition, who’s using the CRM most effectively?

Consider using gamification (leaderboards, rewards) 
to encourage consistent CRM use.

PRO TIP:

Set a monthly CRM review meeting to check usage stats 
and address issues before they become bigger problems.

PRO TIP:

Step 4: 
Tracking CRM adoption and fixing problems early

You can’t improve what you don’t track.

To ensure long-term CRM adoption, regularly check:
• Are leads and customer interactions being logged?
• Is automation reducing manual work?
• Are follow-ups happening on time?
• Are team members using key CRM features?

If CRM use is dropping, ask why:
• Are there too many manual steps? (Can automation help?)

• Does the CRM feel too complex? (Can you simplify features?)

• Is there a lack of training? (Should you offer refresher sessions?)
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how to work smarter, 
not harder

Chapter eight

A well implemented CRM can 
automate repetitive tasks, saving 
hours of admin work every week.
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Step 1: 
What is CRM automation?

CRM automation refers to using software to manage routine tasks - 
like sending follow-up emails, assigning leads, and tracking customer 
interactions - without needing human input.

Instead of manually:
• Logging every customer interaction.
• Remembering to follow up with leads.
• Assigning tasks to team members.
• Sending reminders to clients.

You can set up rules that do all this automatically.

Think of CRM automation as your virtual assistant, managing the small 
stuff so you can focus on growth.

Many business owners think of a CRM as just a contact 
management tool, a digital version of an address book.

But modern CRMs go far beyond that.

A well implemented CRM doesn’t just store customer data; 
it can automate repetitive tasks, saving hours of admin work 
every week.

In this chapter, we’ll cover:
• What CRM automation is and why it matters.
• The best automation features to use (without overcomplicating things).
• How to set up automation that works for your business.
• Real world examples of businesses saving time with CRM automation.

By the end of this chapter, you’ll be able to automate 
key processes in your CRM, reducing manual tasks and 
making your business run more efficiently.

Introduction: Why CRM 
automation is a game-changer
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Step 2: 
The most useful CRM automations for small businesses

Every business is different, but these core CRM automations 
will help most small businesses:

1 - Automated lead capture and follow-ups

When a prospect fills out a contact form on your website, the CRM:
• Automatically creates a new lead record.
• Sends a welcome email.
• Assigns a follow-up task to your team.

EXAMPLE:

A property agent receives 20+ website enquiries daily. Instead 
of manually logging each one, the CRM captures the details, sends 
an initial email, and schedules a follow-up call, any time day or night.

3 - Sales Pipeline automation

When a lead moves to the next stage in the sales pipeline:
• The CRM updates the deal status.
• It notifies the sales team to take action.
• It triggers an automated email with next steps.

EXAMPLE:

A marketing agency tracks proposal submissions in Pipedrive. 
When a proposal is marked as ‘Sent’, the CRM automatically 
schedules a follow-up email in three days.

2 - Email and SMS reminders for customers

• �Send appointment confirmations, follow-ups, 
and reminders automatically.

• �Works well for businesses like consultants, salons, 
real estate agents, and coaches.

EXAMPLE:

A financial advisor sets up an automation that reminds clients 
about their annual review meeting one week before it’s due.
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4 - Lead scoring and qualification

• �Assign points to leads based on engagement, website visits, 
and email opens.

• Prioritise high-quality leads and automatically notify sales teams.

EXAMPLE:

An ecommerce business using Zoho CRM scores leads based 
on browsing behaviour, customers who view multiple products 
but don’t purchase get an automated discount email.

5 - Customer onboarding and nurturing sequences

When a new customer makes a purchase, the CRM:
• Sends a thank-you email with next steps.
• Schedules an onboarding call (if needed).
• Adds the customer to an email nurture sequence for future upsells.

EXAMPLE:

A business coach automates a six-week welcome email series for 
new clients, providing resources and next steps after signing up.

6 - Automating internal workflows

• Assign tasks to team members automatically.
• Send notifications when actions are needed.
• Generate reports on customer activity without manual input.

EXAMPLE:

A customer service team using Zendesk Sell automatically 
escalates urgent support tickets when customers don’t receive 
a response within 24 hours.
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Step 3: 
How to set up CRM automation the right way

The key to effective automation is simplicity, start small 
and build from there.

Step 1: Identify repetitive tasks
• �Ask yourself:  What tasks do I (or my team) do every day 
that could be automated?

• �Look for things that take time but don’t require human 
decision-making (e.g., sending follow-ups, assigning leads,  
logging data).

Step 2: Use built-in CRM automation tools
• �Most CRMs have automation tools, start with their default 

templates before building custom workflows.

• �Some CRMs (like HubSpot and Pipedrive) have 
drag-and-drop automation builders to simplify setup.

Step 3: Test your automations first
• �Run automation on a small test group before applying 

it to all leads.

• �Make sure emails and follow-ups sound natural and 
not robotic.

Start with 1-2 automations, then gradually 
add more as you refine your process.

PRO TIP:
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Step 4: 
Avoiding common automation mistakes

Mistake #1: Over-automating everything
If your customers only receive automated emails and 
never hear from a real person, they may feel ignored.

Solution: Balance automation with personal touchpoints 
(e.g., personalised calls for high-value leads).

Mistake #2: Not reviewing automations regularly
Businesses evolve, what worked last year may not be 
effective now.

Solution: Review automations every 3-6 months 
and update workflows as needed.

Mistake #3: Using generic messaging
Sending the same boring, impersonal follow-ups 
reduce engagement.

Solution: Use dynamic fields (e.g., {first name}, 
{last purchase}) to personalise messages.

Mistake #4: Failing to monitor results
If an automation isn’t converting leads or saving time, 
it’s not working.

Solution: Track email open rates, response times, 
and lead conversions to measure effectiveness.

Set a monthly review to tweak automations 
and ensure they’re still delivering value.

PRO TIP:



50

AI and CRM – 
The future of customer 
engagement and business 
automation

Chapter nine

AI can make your CRM smarter and more 
efficient, helping you automate more while 
improving the customer experience.
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Customer Relationship Management (CRM) systems have evolved beyond 
simple data storage, they now leverage Artificial Intelligence (AI) to enhance 
decision-making, automate tasks, and improve customer interactions.

AI - driven CRMs can:
• Predict which leads are most likely to convert.
• Personalise communication based on customer behaviour.
• Automate responses and interactions using AI chatbots.
• Analyse vast amounts of data to improve sales and marketing strategies.

This chapter will explore:
• How AI enhances CRM functionality (from lead scoring to chatbots).
• Real world AI powered CRM use cases.
• How small businesses can benefit from AI driven CRMs.
• Potential risks and limitations of AI in CRM.

Introduction: How AI is transforming CRM systems

By the end, you’ll understand how AI can make your CRM 
smarter and more efficient, helping you automate more while 
improving the customer experience.
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Step 1: 
How AI is enhancing CRM capabilities

Artificial Intelligence in CRM is designed to process data, automate 
decisions, and provide actionable insights, making your business smarter 
and more efficient.

Here’s how AI is reshaping CRM:

AI chatbots work best when used for basic inquiries, appointment 
booking, and lead capture, not complex customer issues.

PRO TIP:

1 - AI powered lead scoring and prioritisation
Traditional lead scoring requires manual input. AI automates this 
by analysing customer data and predicting which leads are most 
likely to convert.

• �AI looks at past interactions, email responses, website activity, 
and demographic data.

• �It assigns lead scores based on behaviour, prioritising high-value leads.

• �Sales teams focus their energy on leads that are ready to buy.

CRMs that offer AI powered lead scoring:

• HubSpot (Predictive Lead Scoring)

• Zoho CRM (Zia AI Assistant)

• Salesforce (Einstein AI)

2 - AI Powered chatbots and automated customer support
AI chatbots reduce response time and improve customer 
service by managing common inquiries automatically.

• �A customer asks a chatbot, ‘Do you offer next-day delivery?’

• �Instead of waiting for a response, the AI chatbot retrieves the 
answer from your CRM and provides it instantly.

• �If the question is too complex, the chatbot hands the conversation 
over to a human agent.

Popular AI chatbot CRMs:

• Zendesk AI Chatbot. Automates FAQs and customer support.

• Brevo (Sendinblue) Chatbot. Engages website visitors and collects leads.

• Salesforce Einstein AI.  Predicts customer needs and suggests actions.
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3 - AI powered sales forecasting
AI can analyse historical data and market trends to predict 
future sales, helping businesses set realistic targets.

• ��An AI powered CRM notices that certain products sell better 
in summer and suggests increasing stock before peak season.

• �AI analyses which sales reps close the most deals and predicts 
future performance.

Top CRMs with AI powered sales forecasting:

• Pipedrive AI Sales Assistant. Recommends deal prioritisation.

• Zoho CRM (Zia AI). Predicts customer buying patterns.

• Salesforce Einstein Analytics. Provides real-time sales forecasting.

4 - AI driven email personalisation and smart recommendations
Instead of sending generic emails, AI personalises 
content based on customer preferences.

• A customer browses a product but doesn’t buy.

• �AI automatically sends an email: ‘Still interested? 
Here’s a 10% discount just for you!’

• �AI learns what time customers are most likely to open 
emails and adjusts the sending schedule.

Best CRMs for AI powered email personalisation:

• Brevo (Sendinblue). Smart email segmentation and personalised offers.

• ActiveCampaign. AI driven customer journeys.

• Fluent CRM (WordPress). AI enhanced lead tracking.

5 - AI generated reports and business insights
Instead of manually creating reports, AI powered CRMs 
automate insights and suggest data-driven actions.

• �AI reviews your quarterly sales performance and recommends 
focusing on specific products or markets.

• �AI identifies customers who haven’t engaged in months 
and suggests a re-engagement strategy.

Best CRMs for AI generated reports:

• Salesforce Einstein Analytics. Advanced data visualisation.

• HubSpot AI Reports. Easy-to-digest insights for small businesses.

• Zoho CRM (Zia). AI driven business intelligence.
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Step 2: 
How small businesses can benefit from AI driven CRM

AI may sound like something only big corporations use, 
but it can provide huge benefits for small businesses too.

1 - Saves time on repetitive tasks
Instead of manually sorting leads or logging conversations, 
AI automates these tasks, freeing up your time to focus on 
customer relationships.

2 - Helps small teams compete with bigger businesses
Even if you don’t have a dedicated sales or marketing team, 
AI can:
• Automate lead follow-ups.
• Schedule personalised emails at the best time.
• Provide insights into which customers are most valuable.

3 - Reduces human error
AI prevents mistakes like forgetting to follow up on a hot lead 
or missing key customer details.

4 - Makes better decisions based on data
Instead of guessing what’s working, AI shows real-time customer 
trends, sales opportunities, and engagement patterns.

Step 3: 
The risks and limitations of AI in CRM

AI is powerful, but it’s not perfect. Here are some risks to watch out for :

1 - AI Isn’t a replacement for human interaction
If customers only receive automated emails and chatbot responses, 
they may feel disconnected from your business.

Balance AI automation with personalised customer interactions.

2 - AI relies on quality data
If your CRM data is incomplete or outdated,  AI insights won’t be accurate.

Regularly clean up CRM data to improve AI performance.

3 - Privacy and ethical concerns
Some customers may feel uncomfortable with AI tracking their behaviour.

Be transparent about how you use customer data and ensure 
GDPR compliance.
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Step 1: 
What is a CRM tech stack?

Your CRM tech stack refers to the other software and tools 
that connect to your CRM, creating a fully automated workflow.

Think of your CRM as the ‘brain’ of your business, it should 
synchronise with the tools you already use.

A CRM is most powerful when it doesn’t work in isolation, it should 
connect with the other tools your business relies on, from email marketing 
software to accounting platforms, ecommerce systems, and scheduling apps.

Without integrations, you end up:
• Manually entering the same data in multiple systems.
• �Losing track of customer interactions spread across 

different platforms.
• Wasting time on repetitive tasks instead of automating them.

By the end of this chapter, you’ll know:
• Which business tools should be integrated with your CRM.
• How to create a seamless tech stack for efficiency.
• The best integrations for sales, marketing, finance, and customer service.
• How to use automation platforms (like Zapier) to connect everything.

Introduction:  Why CRM integrations matter
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Step 2: 
Must have CRM integrations for small businesses

The most valuable integrations fall into five key categories:

Integration type	 Why it’s important	 Examples

Email and calendar	 Automatically synchronises	 Gmail, Outlook,  
	 customer emails, meetings	 Microsoft 365 
	 and follow-ups

Marketing and	 Capture leads and	 Mailchimp, Brevo, 
lead generation	 automates campaigns	 ActiveCampaign

Ecommerce and	 Tracks customer orders	 Shopify,  
payment processing	 and payments	 WooCommerce, 
Stripe

Finance and	 Links invoices, expenses,	 Xero, QuickBooks, 
accounting	 and customer payments	 Sage

Customer service	 Logs customer queries	 Zendesk, Freshdesk, 
and live chat	 and automates support	 WhatsApp Business
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Step 3: 
Best CRM integrations based on business needs

1 - Email and calendar syncing – never lose track of conversations

Why it matters:
• Automatically logs emails and calendar events inside your CRM.
• Ensures you never miss an important follow-up.
• Reduces the need for manual data entry.

Best email and calendar integrations:
• Gmail + HubSpot – Auto-logs emails inside CRM.
• Microsoft Outlook + Zoho CRM – Syncs meetings and contacts.
• Google Calendar + Pipedrive – Automatically schedules follow-ups.

EXAMPLE:

A consultant using HubSpot synchronises Gmail and Google Calendar 
so that every client email and scheduled meeting is recorded automatically 
inside the CRM.

2 - ��Marketing and lead generation – automate lead capture 
and follow-ups

Why it matters:
• Capture leads from forms, ads, and email campaigns.
• Sends automated follow-ups to nurture new contacts.
• Helps track which marketing campaigns generate the most customers.

Best marketing and CRM integrations:
• Mailchimp + Capsule CRM – Syncs email marketing with customer data.
• �Brevo (Sendinblue) + Zoho CRM – Automates email sequences for 

new leads.
• �Facebook Ads + HubSpot – Captures leads from Facebook directly 

into CRM.

EXAMPLE:

A digital marketing agency uses Pipedrive + Mailchimp to automatically 
add new webinar sign-ups to an email nurture sequence, saving time on 
manual entry.
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3 - �Ecommerce and payment processing – 
track customer orders and payments

Why it matters:
• Automatically logs customer purchases inside your CRM.
• Tracks abandoned carts and sends follow-up emails.
• Helps sales teams see who has paid and who still owes money.

Best Ecommerce and payment CRM integrations:
• �Shopify + HubSpot – Logs every sale inside the CRM and automates 

customer follow-ups.
• WooCommerce + Fluent CRM – Tracks customer orders inside WordPress.
• Stripe + Zoho CRM – Links payments and invoices with customer profiles.

EXAMPLE:

An online store using Shopify + Brevo CRM automates 
abandoned cart reminders, recovering 20% of lost sales.

4 - �Finance and accounting – 
automate invoicing and payment tracking

Why it matters:
• Reduces manual invoice creation.
• Helps track overdue payments and send reminders.
• Ensures customer records include purchase history.

Best finance and CRM integrations:
• Xero + Pipedrive – Creates invoices directly from the CRM.
• QuickBooks + HubSpot – Tracks sales and automates payment reminders.
• Sage + Salesforce – Syncs customer purchases with accounting records.

EXAMPLE:

A freelancer using Zoho CRM + Xero automates invoice creation 
when a project is completed, saving hours of admin work.

5 - �Customer service and Live Chat – 
improve customer experience

Why it matters:
• Ensures all customer interactions are logged inside the CRM.
• Reduces response time by automating common support requests.
• Helps businesses track repeat issues and customer satisfaction.

Best customer service CRM integrations:
• Zendesk + Salesforce – Tracks customer support tickets inside the CRM.
• WhatsApp Business + Zoho CRM – Logs chat conversations automatically.
• LiveChat + HubSpot – Captures leads from website chat into CRM.

EXAMPLE:

A real estate agency using WhatsApp Business + Zoho CRM automatically 
logs all client conversations, keeping communication history organised.
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Step 4: 
Using automation platforms like Zapier to connect your CRM

What if your CRM doesn’t have a direct integration? 
Use Zapier to connect tools that wouldn’t normally synchronise!

Zapier acts as a bridge between your CRM and other apps, 
automating workflows like:
• Adding new Stripe customers to your CRM.
• Creating follow-up tasks in Pipedrive when a form is submitted.
• Sending an SMS via Twilio when a deal reaches a certain stage.

EXAMPLE:

A consulting business uses Zapier to connect HubSpot with 
Google Sheets, automatically logging new leads in a shared 
spreadsheet for tracking.

Step 5: 
Avoiding common integration mistakes

Mistake #1: Syncing too many tools at once
Too many integrations can slow down your CRM and cause errors.
Solution: Start with 2-3 key integrations, then expand gradually.

Mistake #2: Not keeping data clean across platforms
If CRM data is outdated, integrations will synchronise incorrect information.
Solution: Regularly audit and clean CRM data to ensure accuracy.

Mistake #3: Forgetting to test integrations
Some integrations don’t work as expected or create duplicate records.
Solution: Test each integration with a small batch of data first.

Mistake #4: Ignoring automation features
Many businesses integrate tools but still do tasks manually.
Solution: Enable automation rules to reduce manual work.
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Step 1: 
DIY CRM setup – when it works and when it doesn’t

Setting up your own CRM can be the right choice if:
• You’re tech-savvy and comfortable learning new software.
• �Your business has simple CRM needs 
(e.g., just tracking leads and follow-ups).

• �You’re using a small business friendly CRM with easy setup 
(e.g., HubSpot, Capsule, Pipedrive).

• You’re willing to invest time in testing and optimising the system.

When DIY CRM setup can go wrong:
• If you rush the setup, you may create a messy, unorganised system.
• �If you don’t configure automations and workflows properly, 

you’ll miss out on CRM efficiency.
• �If you import data incorrectly, you could lose valuable  

customer information.
• If your team isn’t trained, they might not use the CRM properly.

If you go the DIY route, follow the structured CRM testing and 
implementation plan from Chapter Six to avoid common mistakes.

PRO TIP:

Introduction: Should you set up your 
CRM yourself or bring in an expert?

Once you’ve chosen a CRM, the next big question is:

Should you implement it yourself or hire a specialist to set it up for you?

For many small businesses, a DIY approach seems cost-effective - 
but it can also lead to frustration, wasted time, and missed opportunities 
if done incorrectly.

This chapter will help you:
• Decide whether DIY or professional help is right for you.
• Understand the risks of poor CRM implementation.
• Know when it’s worth paying for expert setup.
• Learn how to find the right CRM consultant for your needs.
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Step 2: 
When to consider hiring a CRM consultant

If your CRM implementation involves any of the following challenges, 
hiring a consultant might save you time, money, and headaches:

Complex Business Needs –
If your sales, marketing, and customer service teams 
need a highly customised CRM, expert setup can help.

Migrating from Another CRM –
Moving from an existing CRM to a new system requires 
careful data cleaning and transfer to prevent errors.

Custom Workflows and Automations –
If you want advanced automation (e.g., AI driven lead scoring, 
multi-step email sequences), a consultant can help set it up efficiently.

Multiple Software Integrations –
If your CRM needs to synchronise with accounting software, 
email marketing, ecommerce platforms, or scheduling tools, 
a specialist ensures everything connects smoothly.

Team Training is Essential –
If your staff resist new systems or aren’t tech-savvy, a CRM 
consultant can provide structured training and support.

If setting up the CRM takes longer than 2-3 weeks or causes 
ongoing issues, it may be time to get professional help.

RULE OF THUMB:
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Step 3: 
Where to find CRM consultants

If you decide that professional help is the right choice, 
there are three main options for finding a CRM consultant:

2 - Freelance CRM experts (Fiverr, Upwork, etc.)

Best for businesses on a budget needing a one-time setup.

If you only need basic CRM setup or troubleshooting, hiring a freelance 
expert can be a cost-effective solution.

Freelancers can help with:
• Basic data migration and cleanup.
• Setting up pipelines and automation.
• One-time CRM training for small teams.

Where to find freelance CRM experts:
• Fiverr – Search for CRM setup specialists with fixed-price packages.
• Upwork – Hire experts on an hourly or project basis.
• PeoplePerHour – UK-based freelance consultants available for CRM setup.

1 - Certified experts in the CRM platform you’ve chosen
Best for businesses that need deep expertise in a specific CRM.

Most major CRM providers offer certified consultants who have completed 
official training and meet specific standards for setup and support.

These specialists can:
• Customise workflows, automations, and integrations.
• Ensure best practices for security and compliance.
• Provide direct support with CRM specific knowledge.

Examples of certified experts:
• HubSpot solutions partners – Experts trained by HubSpot.
• Zoho CRM consultants – Specialists in Zoho CRM setup.
• Salesforce certified consultants – Official Salesforce setup partners.

If you’re using a well-known CRM like HubSpot or Salesforce, 
hiring a certified consultant ensures they are up to date with the 
latest platform features.

PRO TIP:

When hiring a freelancer, check their reviews and past 
work experience to ensure they understand your industry.

PRO TIP:
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3 - Small businesses specialising in CRM setup and support
Best for businesses that want long-term CRM support, training, 
and optimisation.

Unlike freelancers, CRM focused small businesses offer ongoing 
support beyond just setup. 

They can:
• Work closely with your team to customise workflows.
• Train employees and ensure long-term CRM adoption.
• Continuously optimise and improve your CRM usage.

Example: Connxess – CRM setup and business support
• �Connxess specialises in helping small businesses implement, 

optimise, and manage their CRM systems.
• �Unlike large consulting firms, they provide personalised 

service tailored to your specific needs.
• �They offer CRM audits, setup, automation, and training 
to ensure you get the most out of your CRM.

PRO TIP:

Step 4: 
DIY vs. hiring a consultant – making the right choice

Scenario	 Best option

You only need basic CRM	 DIY 
setup and follow-ups

You need custom workflows	 CRM Consultant/  
and automation	 Small Business CRM Specialist

You are migrating from	 CRM Consultant/  
another CRM	 Small Business CRM Specialist

You need long-term 	 Small Business  
CRM support	 CRM Specialist

You have a low budget 	 Freelance Expert 
but need expert help	

Your CRM requires 	 Certified Expert 
advanced integrations

If you’re unsure, start with DIY and upgrade to a consultant 
if you run into issues.

PRO TIP:

If you’re looking for hands-on, personalised CRM support, 
working with a small business like Connxess can be more 
beneficial than hiring a one-time freelancer.
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Introduction:  Why integrate 
your CRM with your website?

If your business relies heavily on website traffic and 
online leads, this chapter will help you decide whether 
a website integrated CRM is the best solution for you.

For many businesses, a website is the primary source of leads 
and sales, so why not connect it directly to your CRM?

A website integrated CRM automatically captures and manages 
leads from contact forms, newsletter sign-ups, ecommerce 
transactions, and customer interactions.

By the end of this chapter, you’ll understand:
• What a website integrated CRM is and how it works.
• Some key WordPress Integrated CRMs
• How ecommerce businesses can benefit from CRM integrations.
• The role of email marketing CRMs.
• The pros and cons of using a CRM plugin vs. a standalone CRM.

If your business relies heavily on website traffic and online leads, 
this chapter will help you decide whether a website integrated 
CRM is the best solution for you.
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Step 2: 
Some key WordPress integrated CRMs

For businesses running a WordPress website, using a CRM plugin 
can be a cost-effective, easy-to-manage solution.

Fluent CRM - best for email marketing and automation

Best for: 
Small businesses, bloggers, and online course creators 
who need a simple CRM with built-in email automation.

Pros:
• �Works directly inside WordPress, no external platform needed.
• Automates email sequences, lead nurturing, and follow-ups.
• Integrates with WooCommerce, Stripe, and membership plugins.

Cons:
• �Limited outside WordPress, not ideal for businesses using multiple platforms.
• Doesn’t have advanced sales pipeline tracking like Pipedrive or HubSpot.

More details and pricing: FLUENT CRM

Step 1: 
What is a website-integrated CRM?

A website integrated CRM is either:

1️ - �A standalone CRM that connects with your website 
via an integration 
(e.g., HubSpot + WordPress, Zoho CRM + Shopify, Klaviyo + Shopify).

2️ - �A plugin that acts as a built-in CRM inside your website 
(e.g., Fluent CRM, Jetpack CRM).

Instead of manually transferring lead data, these CRMs automatically 
synchronise customer information when someone:
• Fills out a contact form.
• Signs up for a newsletter.
• Makes a purchase or books a service.
• Interacts with live chat or submits a support ticket.

No more lost leads, every website visitor who engages 
with your business is logged in your CRM for follow-up.

 THE MAIN BENEFIT:
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Jetpack CRM - �best for small businesses wanting 
a simple contact management system

Best for: 
Freelancers, service businesses, and agencies 
needing basic CRM functionality inside WordPress.

Pros:
• �Affordable one-time payment instead of monthly fees.
• Simple contact and invoice management.
• Integrates with WooCommerce and PayPal for order tracking.

Cons:
• Lacks advanced automation, better suited for basic CRM needs.
• Limited integrations compared to standalone CRMs.

More details and pricing: JETPACK CRM

WP ERP CRM - �best for businesses needing a full 
business management system

Best for: 
Businesses that need CRM + accounting + HR 
tools inside WordPress.

Pros:
• �Includes customer management, invoicing, and employee tracking.
• Works inside WordPress with no external login needed.
• Great for small businesses looking for an all-in-one system.

Cons:
• Not as user-friendly as HubSpot or Pipedrive.
• Limited marketing automation features.

More details and pricing: WP ERP CRM
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Step 3: 
The best E-commerce CRMs for Shopify and WooCommerce

For online stores, integrating a CRM ensures you:

• Capture customer data automatically from every purchase.
• Send personalised emails based on shopping behaviour.
• Track abandoned carts and follow up with customers.
• Segment customers based on purchase history and preferences.

Here are some key CRMs for ecommerce businesses:

WooCommerce + Fluent CRM - best for WordPress based stores 

Why it’s great for WooCommerce users:
• �Captures customer emails, order history, and behaviour.
• Automates post purchase follow-ups and discount offers.
• �Works entirely inside WordPress, no external platform 
required.

More details and pricing: FLUENT CRM

Shopify + Klaviyo - �best for advanced email marketing 
and customer segmentation 

Why it’s great for Shopify users:
• �Syncs Shopify customer data in real-time.
• �Uses AI powered segmentation to target customers 

based on behaviour.
• �Automates abandoned cart emails, product 
recommendations, and re-engagement campaigns.

• �Offers advanced analytics on customer lifetime value 
and purchasing trends.

More details and pricing: KLAVIYO

Shopify + Brevo - best for Shopify users who 
(Sendinblue CRM)    want simple email automation

Why it’s great for Shopify users:
• ��Syncs Shopify customer data automatically into 

the CRM.
• ��Sends personalised product recommendations 

via email/SMS.
• �Automates abandoned cart emails and re-engagement 
campaigns.

More details and pricing: BREVO
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Step 4: 
CRM plugin vs. standalone CRM – which one is best for me?

Feature	 CRM Plugin 	 Standalone CRM 
	 (e.g., Fluent CRM, Jetpack CRM)	 (e.g., Klaviyo, Zoho, Pipedrive)

Ease of setup	 Easy –  	 More complex –  
	 works inside WordPress	 separate system

Data control	 100% stored 	 Hosted 
	 on your website	 externally

Marketing	 Basic email 	 Advanced workflows   
automation	 automation	 and AI tools

Sales pipeline 	 Limited	 Full pipeline  
tracking		  and deal tracking

Scalability	 May slow down 	 Can manage  
	 WordPress	 large-scale businesses

888

888

888

888

Zoho CRM + Shopify - �best for scaling Ecommerce businesses

Why it’s great for growing online stores:
• ��Tracks customer lifetime value and repeat 
purchase behaviour.

• ��Connects with Zoho Books for invoicing 
and accounting.

• Provides detailed sales analytics and reporting.

More details and pricing: ZOHO CRM
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Chapter thirteen



73

»
Chapter thirteen - CRM metrics and performance tracking 

You’ve implemented your CRM, automated workflows, and integrated it 
with your website and marketing tools, but how do you know if it’s working?

A CRM is only as valuable as the insights it provides and the 
improvements it drives. Businesses that actively track CRM 
performance can:

• Identify which leads convert best and adjust their sales strategy.
• Optimise email and marketing campaigns for higher engagement.
• �Improve customer retention by tracking support and follow-up 

effectiveness.
• �Measure the financial impact of the CRM, is it saving time and 

generating revenue?

In this chapter, you’ll learn:

• The key CRM metrics every business should track.
• How to measure CRM return on investment (ROI).
• Which reports and dashboards to set up.
• How to continuously optimise your CRM for better results.

Introduction:  Why CRM metrics matter

By the end of this chapter, you’ll have a clear strategy 
for measuring success and making data-driven decisions 
to improve your business.
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Step 1: 
The seven most important CRM metrics to track

While CRMs generate a ton of data, not all metrics are equally useful. 
Here are the seven CRM performance metrics that truly matter :

1 - Lead conversion rate - how well you turn leads into customers

What it is: The percentage of leads that turn into paying customers.

Why it matters: Shows how effective your sales process and follow-ups are.

Formula: �Lead conversion rate = (number of converted leads/total leads) × 100

Ideal Benchmark: �10-20% is a strong lead conversion rate for most 
small businesses.

How to improve it:

• Automate follow-ups with warm leads.

• Use AI powered lead scoring to prioritise high-value prospects.

• Track which sales tactics work best and replicate them.

2 - �Customer acquisition cost (CAC) - how much you spend 
to get a customer

What it is: �The average cost to acquire a new customer, including 
ad spend, sales commissions, and marketing costs.

Why it matters: �Helps you understand if your sales and marketing 
efforts are cost-effective.

Formula: �CAC = total sales and marketing costs/number of new customers acquired

Ideal Benchmark: �Lower is better. If CAC is too high, you 
may be overspending on lead generation.

How to improve it:

• �Focus on referral marketing and organic leads or split test 
and tweak paid ads to improve spend.

• Automate lead nurturing to reduce manual sales costs.

• Improve website conversion rates so fewer leads are wasted.
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3 - Customer lifetime value (CLV) - how much a customer is worth over time

What it is: �The total revenue you expect to earn from a single customer 
over their lifetime.

Why it matters: �Helps you decide how much you should spend 
on acquiring new customers.

Formula: �CLV = average purchase value × average purchase frequency × customer lifespan

Ideal Benchmark: �CLV should be at least three times your CAC 
for a profitable business.

How to improve it:

• Offer loyalty programs and upsells to increase repeat purchases.

• Improve customer support and experience to retain clients longer.

• Track which customers spend the most and target similar leads.

4 - Sales cycle length - how long it takes to close a deal

What it is: �The average time it takes from a lead’s first contact to making a sale.

Why it matters: �If your sales cycle is too long, you may be losing potential customers.

Formula: �Sales cycle length = total sales cycle time for all deals/number of deals closed

Ideal Benchmark: �Shorter sales cycles = more revenue in less time.

How to improve it:

• �Automate reminders and follow-ups to avoid delays.

• Identify bottlenecks in your pipeline and eliminate unnecessary steps.

• Offer time-sensitive incentives, e.g., ‘Get 10% off if you sign today!’

5 - Email open and click-through rates - how engaged your leads are

What it is: �The percentage of recipients who open and engage with your emails.

Why it matters: �Indicates if your CRM driven email marketing is effective.

Ideal Benchmark: �• Open rate: 20-30% (higher is better) 
• Click-through rate: 2-5%

How to improve it:

• �Personalise subject lines and email content.

• Use segmentation to send relevant messages to different customer groups.

• Send emails at optimal times when leads are most active.
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6 - Customer retention rate - how many customers keep coming back

What it is: �The percentage of customers who continue doing business with you.

Why it matters: �Keeping existing customers is cheaper than acquiring new ones.

Formula: �Retention rate = (customers at end of period − 
new customers acquired / customers at start of period) × 100

Ideal Benchmark: �The higher, the better, successful businesses 
aim for 85%+ retention.

How to improve it:

• �Automate post-purchase follow-ups and support emails.

• Reward loyalty with exclusive offers.

• Use CRM analytics to identify at-risk customers and re-engage them.

7 - CRM usage rate - how well your team is using the CRM

What it is: ��Measures how often sales and customer service teams 
log activities in the CRM.

Why it matters: ��If your team isn’t using the CRM regularly, 
it won’t deliver value.

How to improve it:

• �Simplify CRM workflows - make data entry fast and intuitive.

• Automate as much as possible to reduce manual tasks.

• Regularly review CRM reports and highlight success stories.
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Step 3: 
How to continuously improve CRM performance

	� Review CRM data weekly to spot trends 
and adjust strategies.

	� Automate repetitive tasks to free up time 
for more important work.

	� Regularly clean up CRM data 
(remove duplicates, update contact info).

	� Train your team on CRM best practices - 
a CRM only works if it’s used properly.

	� Experiment with A/B testing for emails, 
follow-ups, and workflows to improve conversions.

Step 2: 
How to set up CRM reports and dashboards

Most CRMs allow you to create custom reports and dashboards 
to track performance.

Here’s what to include:

	 Sales Performance Dashboard

	 Lead conversion rate

	 Sales cycle length

	 Top performing sales reps

	 Marketing Effectiveness Dashboard

	 Email open and click-through rates

	 Lead source performance

	 ROI of marketing campaigns

	 Customer Retention Dashboard

	 Customer lifetime value

	 Retention rate

	 Customer support response times

Set monthly CRM review meetings 
to go over these reports and adjust strategies.

PRO TIP:
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Chapter fourteen - The psychology of CRM adoption 

A CRM system can revolutionise a business - streamlining operations, 
improving customer interactions, and driving sales growth.

Yet, despite its benefits, many businesses fail to fully adopt their CRM.

The real problem? It’s not the software - it’s human behaviour.

Employees often resist change, struggle to adapt, or see the CRM 
as an extra burden rather than a tool for success.

This chapter will explore:
• The psychological reasons behind CRM resistance.
• How to overcome these challenges and encourage adoption.
• Proven strategies for making CRM use a daily habit.
• �Real-world examples of businesses successfully improving 

CRM adoption.

Introduction:  The hidden challenge 
of CRM adoption

By the end, you’ll know how to ensure your team 
(or yourself) consistently uses your CRM, maximising 
its impact on your business.

79
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The psychology of CRM adoption - Chapter fourteen

Step 1: 
Why do people resist using a CRM?

There are five key psychological barriers that prevent people 
from fully adopting a CRM:

�Problem:

Employees view CRM use as ‘another thing to do’ rather 
than a time-saver.

Instead of forcing employees to log every email manually, integrate 
the CRM with email so it automatically tracks interactions.

Example:

�Solution:

Show how the CRM reduces admin time by automating tasks 
like follow-ups and data entry.

1 - The ‘extra work’ perception

�Problem:

Some team members resist new technology because they fear 
it will be too complex or disrupt their workflow.

Start by teaching employees how to log a new lead and set 
a follow-up reminder, avoid overwhelming them with advanced 
features too soon.

Example:

�Solution:

Provide step-by-step training and support, focusing on the 
CRM’s most useful and easy-to-learn features first.

2 - Fear of change and learning new software
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�Problem:

If business leaders don’t use or prioritise the CRM, 
employees won’t either.

A business owner who logs client meetings and updates 
notes in the CRM sets the expectation for the entire team.

Example:

�Solution:

Company leaders must actively use and endorse the CRM, 
demonstrating its value through their own actions.

5 - Poor leadership and lack of enforcement

�Problem:

Some employees, especially senior team members, prefer their existing 
manual methods (e.g., spreadsheets, notebooks, or email tracking).

If a salesperson prefers Excel, show them how the CRM can 
import their spreadsheet and automate follow-ups, enhancing, 
not replacing, their system.

Example:

�Solution:

Show how the CRM improves their personal workflow, 
rather than forcing them to adopt a completely new process.

4 - The ‘my system works fine’ mentality

�Problem:

People get frustrated when they don’t see immediate benefits 
from using a CRM.

A sales team that previously lost leads can instantly see how the 
CRM keeps everything organised and prevents missed opportunities.

Example:

�Solution:

Show quick wins, set up a dashboard to highlight sales closed, 
leads followed up on, or time saved using automation.

3 - Lack of immediate results - (no instant gratification)
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Step 2: 
How to drive CRM adoption and make it a daily habit

1️ - Get team buy-in from day one
• ��Involve key employees before choosing a CRM, let them 

provide input so they feel invested in the decision.
• Show how the CRM will make their jobs easier, not harder.

If employees struggle with remembering follow-ups, 
highlight how CRM reminders will keep them on track.

Example:

2️ - Start with a ‘CRM lite’ approach
Instead of overwhelming users, introduce the CRM in stages.

• �Phase 1 (first 2 weeks): Teach basic functions 
(adding leads, setting follow-ups).

• �Phase 2 (weeks 3 - 4): Introduce automation 
(email tracking, lead scoring).

• �Phase 3 (after 1 month): Start using advanced features 
(sales forecasting, reports).

A consulting firm introduced their CRM by only requiring 
employees to log customer interactions for the first two weeks, 
later, they expanded to automated follow-ups.

Example:

3️ - Make CRM usage a team KPI (key performance indicator)

• Track who is using the CRM, if someone isn’t, ask why.
• Offer rewards or incentives for consistent CRM use.

A sales team gets bonuses based on CRM activity, those who track 
leads and close deals through the system receive recognition.

Example:
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4️ - Automate as much as possible
People hate manual data entry. Reduce it wherever possible.
• Use email integration to auto-log customer conversations.
• Automate follow-up reminders so leads don’t get forgotten.
• Set up CRM notifications when important deals need attention.

A real estate agency automated CRM tasks like logging inquiries, 
sending property brochures, and scheduling follow-ups, reducing 
admin time by 50%.

Example:

5️ - Provide ongoing training and support
CRM adoption isn’t a one-time event, it requires ongoing learning.
• Hold monthly refresher training on useful CRM features.
• Create simple tutorial videos for employees to reference.
• Encourage employees to ask questions and provide feedback.

If adoption rates are low, identify which employees are 
struggling and why - provide additional support as needed.

Example:

Step 3: 
Measuring CRM adoption success

Once a CRM is in place, track these adoption metrics to see 
if it’s being used:

         �User login rate: 
How many employees log into the CRM daily?

         �Data entry rate: 
Are new leads, notes, and follow-ups being recorded?

         �Follow-up completion rate: 
Are leads being contacted on time?

         �Pipeline progress: 
Are deals moving through sales stages consistently?

If adoption rates are low, identify which employees are 
struggling and why - provide additional support as needed.

PRO TIP:
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Chapter fifteen - The future of CRM 

The world of Customer Relationship Management (CRM) 
is rapidly evolving. What was once a basic contact management 
system has transformed into an AI powered business growth tool.

With automation, artificial intelligence, predictive analytics, and 
customer experience personalisation becoming the norm, businesses 
that fail to keep up risk falling behind their competitors.

This chapter will cover:
• The key CRM trends shaping the future.
• How AI and automation will redefine customer interactions.
• The rise of ‘no-touch’ and ‘self-service’ CRMs.
• How businesses can future-proof their CRM strategy.

Introduction:  Where is CRM heading?

By the end, you’ll be prepared to adapt to new technologies 
and stay ahead of the curve, ensuring your CRM remains 
a powerful asset in your business.
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Step 1: 
The biggest CRM trends for the next five years

The CRM industry is expected to grow significantly, driven by technological 
advancements and changing customer expectations.

Here are the top CRM trends shaping the future:

1 - AI powered CRM - from data storage to decision making

What’s changing?
CRMs are moving beyond data collection to becoming predictive 
and proactive systems that guide decision making.

What AI driven CRMs can do:
• Predict which leads are most likely to convert.
• Automate personalised customer interactions.
• Identify sales opportunities before they happen.
• Manage customer service inquiries through AI chatbots.

How to prepare:

• �Invest in AI powered CRM tools like Zoho’s Zia or HubSpot’s 
AI analytics.

• �Use AI driven insights to prioritise leads and personalise 
marketing efforts.

2 - Conversational CRM - the rise of chatbots and voice assistants

What’s changing?
Customers expect instant responses - businesses using AI - 
powered chatbots and voice assistants will outperform competitors.

What conversational CRMs can do:
• Predict which leads are most likely to convert.
• Automate personalised customer interactions.
• Identify sales opportunities before they happen.
• Manage customer service inquiries through AI chatbots.

How to prepare:

• Use chatbots to answer FAQs and qualify leads.

• Integrate with WhatsApp, Facebook Messenger, and live chat.

• �Offer voice command CRM features 
(e.g., logging updates via Alexa or Google Assistant).



87
Chapter fifteen - The future of CRM

»

4 - ‘No-touch’ and self-service CRM - customers want to help themselves

What’s changing?
More businesses are adopting self-service CRMs, allowing customers 
to update their own details, access support, and track orders without 
human assistance.

What self-service CRMs can do:
• Let customers update contact info and preferences via a portal.
• Enable self-service appointment booking.
• Provide automated chat and FAQ support without needing a live agent.

How to prepare:

• �Offer self-service options for customers (e.g., online portals, 
automated chat).

• Integrate knowledge bases and chatbots into your CRM system.

3 - Hyper-personalisation – the end of generic marketing

What’s changing?
Customers now expect 100% personalised experiences, 
from emails to product recommendations.

What AI powered personalisation can do:
• Customise email campaigns based on customer behaviour.
• Provide dynamic website content tailored to each visitor.
• Suggest personalised offers based on purchase history.

How to prepare:

• �Use CRM segmentation to personalise email, SMS, and social 
media campaigns.

• �Invest in a CRM with AI driven customer insights (like Brevo or Zoho).
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5 - CRM and IoT (Internet of Things) – smarter customer insights

What’s changing?
Devices are now collecting and sending customer data to CRMs automatically, 
allowing businesses to predict needs and provide proactive service.

How IoT-connected CRMs can be used:
• �A smart appliance company tracks when a customer’s device 
needs maintenance and proactively books a service call.

• �A logistics company’s CRM tracks fleet data to notify 
customers about delivery delays.

How to prepare:

• �If your business involves physical products, consider integrating 
IoT tracking into your CRM.

• Explore automated customer notifications based on product usage.

Step 2: 
Future-proofing your CRM strategy

To stay competitive, businesses must adapt their CRM strategy 
in response to these changes.

Here’s how:

1 Regularly audit 
CRM performance 

Ensure your CRM evolves 
with your business needs.

2 Invest in AI 
and automation 

If your CRM lacks automation, 
you’ll fall behind competitors.

3 Emphasise customer 
experience 

Prioritise hyper-personalisation 
and self-service tools.

4 Integrate new 
technology early 

Start adopting chatbots, voice 
assistants, and predictive analytics now.

5 Train your team on 
CRM best practices 

Technology is useless if people don’t use 
it correctly-keep training sessions regular.

The best CRMs are constantly being updated with new features. 
Choose a CRM that has a strong track record of innovation.

PRO TIP:



How to put this 
CRM knowledge 
into action...

Conclusion

Knowledge alone isn’t enough. The 
real power of a CRM comes from 
using it consistently and strategically.
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We’ve covered everything from choosing the right CRM, implementing 
it effectively, automating workflows, measuring performance, and even 
future proofing your CRM strategy.

But knowledge alone isn’t enough. The real power of 
a CRM comes from using it consistently and strategically.

This final chapter will guide you through:

• �How to take the first step today, no matter where you are 
in your CRM journey.

• �A simple action plan for setting up, optimising, or upgrading 
your CRM.

• �How to avoid common pitfalls that stop businesses from 
getting real value from their CRM.

• �The key takeaways from this book that will help you 
manage customer relationships better than ever.

Introduction:  You have the knowledge - 
now it’s time to act

Step 1: 
Where are you right now? (assessing your CRM needs)

Before moving forward, identify where you are on the CRM journey:

• �I don’t have a CRM yet – 
I need to choose one that fits my business.

• �I have a CRM but don’t use it effectively – 
I need to optimise my setup and automation.

• �I use a CRM but want to improve performance – 
I need to track key metrics and refine workflows.

• �I’m considering switching to a better CRM – 
I need to evaluate my options and migrate smoothly.

Wherever you are in this process, the key is to take the next logical step, 
not to do everything at once.

»
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Step 2: 
Your CRM action plan – what to do next

If you haven’t chosen a CRM yet -
• �Revisit Chapter One and Chapter Five to review CRM options 

and decision making frameworks.

• �Use the decision tree in this book to find the best 
CRM for your business.

• �Sign up for free trials of 2-3 CRMs before committing.

If you have a CRM but it’s not being used properly
• �Revisit Chapter Six and Chapter Seven to test, implement, 

and improve CRM adoption.

• �Automate at least one repetitive task this week 
(follow-up emails, lead tracking, appointment scheduling).

• �Ensure your team (or yourself) is consistently logging 
customer interactions.

If you want to optimise CRM performance
• �Revisit Chapter 13 and set up a CRM performance dashboard 

to track lead conversion, sales cycle length, and customer retention.

• �Review automation opportunities in Chapter Eight and set up 
at least two new automations that will save time.

• �Integrate your CRM with marketing, accounting, and customer 
service tools (see Chapter 10).

If You’re Thinking About Switching CRMs
• �Revisit Chapter 11 to decide whether to DIY or hire 

a CRM consultant.

• �Create a data migration plan to ensure a smooth transition 
(see Chapter 6).

• �Test the new CRM before committing to full migration.

Don’t switch just for the sake of switching. ensure the new CRM 
truly offers better efficiency and business growth opportunities. 
It may be that you just need to learn how to use your current CRM 
more efficiently.

PRO TIP:

»
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Step 3: 
Avoid these common CRM pitfalls

Even with the best tools, many businesses fail to get the most 
out of their CRM. Avoid these common mistakes:

1 - Not setting clear CRM goals -
Simply ‘having a CRM’ isn’t enough, define clear business 
goals, like improving lead conversion by 20% or reducing 
follow-up time by 50%.

2️ - Overcomplicating the setup
Many businesses try to use every feature at once, leading 
to confusion.

Start small with essential functions, then expand gradually.

3️ - Poor CRM adoption and training
If people don’t use the CRM properly, it won’t deliver value.

Provide structured training and make CRM use a team KPI.

4️ - Ignoring automation and integrations
If you’re still manually logging emails and follow-ups, 
you’re wasting time.

Automate at least 50% of CRM tasks to save time 
and improve efficiency.

5️ - Not reviewing CRM metrics regularly
Many businesses set up a CRM and forget about it, 
never tracking performance.

Review lead conversion, retention, and sales cycle length 
monthly to refine your strategy.

»
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Step 4: 
The Key takeaways from this book

A CRM is not just a database, it’s a business growth tool. 
Use it to improve customer experience, increase revenue, 
and automate manual tasks.

Choosing the right CRM matters. Not all CRMs fit every business, 
test before you commit.

AI, automation, and personalisation are the future of CRM. 
If your CRM isn’t adapting to these trends, it may soon be outdated.

CRM adoption is a human challenge, not a tech challenge. The best 
CRM in the world is useless if people don’t use it consistently.

Measure what matters. CRM success isn’t about how many contacts 
you store, it’s about how well you convert leads, retain customers, 
and increase revenue.

A CRM isn’t just about software, automation, or analytics, 
it’s about people.

• Behind every name in your CRM, there’s a real person:
• A small business owner looking for a service like yours.
• A customer who had a great experience and might refer you.
• A prospect who almost converted - who just needs a timely follow-up.

By using your CRM effectively, you’re not just organising data, 
you’re building relationships, creating opportunities, and growing 
something meaningful.

Some days, managing your CRM might feel like just another admin 
task, but every email sent, every follow-up scheduled, and every 
contact nurtured is another step toward success.

So, keep going. Keep refining. Keep improving.

Because the businesses that master customer relationships aren’t 
just more organised, they’re more successful, more profitable, 
and more resilient.

And you? You’re now equipped with the tools, the knowledge, 
and the strategy to make it happen.

Your leads don’t have to escape.

Your business doesn’t have to waste time.

Your CRM can be your most valuable asset - but only if you use it right.

So, act today. Start small. Keep learning. 
And watch your business transform.

The end - but your CRM journey continues...

»



Thank you for reading 

‘Don’t Let the Leads Escape - 
A CRM Survival Guide for Small Businesses.’
Did this book help you?

If yes, consider sharing it with other small business owners 
who might benefit from improving their CRM strategy.

Have questions or need further help?

Explore professional CRM support, including certified CRM 
consultants, freelancers, or businesses like Connxess that specialise 
in helping small businesses optimise their CRM systems.

This is not the end, it’s the beginning of a more efficient, 
organised, and profitable way of managing customer relationships.

NOW GO AND TAKE ACTION AND 
MAKE YOUR CRM WORK FOR YOU!




