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T a l k i n g  b u s i n e s s

M o d u l e  2  -  S a l e s

Module 2: Sales

Internet: The CRM Process

The following questions may help you structure your discussion

1. Describe the role of the marketing team in the CRM process.

2. Why does the sales team gather so much information about customers?

3. Is it true that CRM sales are only transacted on the internet? Explain your answer.

4. Why do companies continue to monitor contact with customers if the sale is complete?

5. How might the product development team exploit the CRM process?

The CRM Process

The Marketing team generates 
contacts with potential costomer 
through traditional marketing 
techniques and by monitoring 
activity on the company’s website 
and across the internet. They will 
monitor visits to the website, 
requests for information, offer online 
videos and free downloads ect.

For example a Bank might offer free 
advice on its website about how 
you can manage your money. All 
you need to do is request the advice 
by email. Once you request it they 
now you are a potential costomer 
for financial services, and they have 
your email adress.

All of the contacts and potential 
costomers are added to the CRM 
database by the Marketing team and 
then it is the Sales Team’s job to exploit 
these leads. Whatever Sales Technique is 
used, every contacts should be recorded 
on the database: every phone call, every 
letter, every order of complaint.

Every piece of information is important to 
help understand what costomers like and 
dislike, when they buy, from where they 
buy, how long it takes to close a sale: all 
of whitch will hopefully help the Sales 
Team improve how they operate.

Even when the sales is complete, the company continues to monitor contact 
with the costomers:

Costomer Service Department and Technical Support wil gather 
potentially useful feedback from costomers on what they like about the product 
and about any problems they have had. This information will be referred back 
to the Marketing Team, the sales team and the product development team.


