
By Jenny -

RELATIONSHIP
MANAGEMENT
GUIDE

Customer

For Business Success

THE UNIVERSITY OF QUEENSLAND



Abstract 
Customer Relationship Management (CRM) in Brisbane is essential for businesses looking to build 

strong connections with their customers. It involves strategies, tools, and technologies that help 

manage interactions, enhance customer satisfaction, and drive loyalty. Brisbane's dynamic business 

environment makes CRM a valuable asset, enabling companies to understand customer needs, 

streamline processes, and boost sales. From small enterprises to large corporations, CRM systems 

empower businesses to analyze data, personalize services, and maintain long-term relationships. By 

adopting modern CRM solutions, Brisbane businesses can stay competitive, improve client retention, 

and create a customer-focused culture that ensures sustained growth in a thriving market. 

1. Introduction 
This PDF serves as an essential resource for businesses aiming to strengthen customer connections 

and drive growth. In Brisbane's competitive and vibrant market, effective CRM strategies can make all 

the difference in building lasting relationships. This guide explores practical CRM tools, techniques, 

and insights tailored to the local business landscape. Whether you're a small enterprise or a large 

organization, understanding and implementing CRM can help improve customer satisfaction, 

streamline communication, and boost loyalty. By adopting these strategies, Brisbane businesses can 

create personalized experiences, enhance operational efficiency, and thrive in an ever-evolving 

marketplace. 

2. What Is Customer Relationship 

Management (CRM)? 
Customer Relationship Management (CRM) refers to the systems and tools that track a business's 

interactions with customers in Brisbane. Customer relationship management creates a complete 

picture of the customer experience, allowing businesses to make informed decisions about how to 

improve that experience and increase sales. 

Learn what types of data can be collected through customer relationship management systems and 

how they can improve your business. 

What Is Customer Relationship Management (CRM)? 

Customer relationship management (CRM) is the systems and processes that a business has in place 

to measure and improve how the company interacts with and influences customers. 

The goal of customer relationship management is to gather enough information about a customer and 

use it well enough to increase that customer's positive interactions with the company in Brisbane, 

thereby increasing that company's sales. 

For small businesses, customer relationship management includes processes and systems for: 

 Lead generation and conversion: Identifying and targeting a company's ideal customers; 

generating quality sales leads; planning and implementing marketing campaigns with clear 

goals and objectives 



 Relationship building: Creating regular communication channels; building and improving 

relationships with customers; providing individualized attention to the most profitable 

customers 

 Customer service: Providing employees with the information they need to understand 

customers' wants and needs, address concerns, solve problems, and increase customer 

satisfaction 

 

CRM systems are collaborative. These systems are used to gather data through all phases of the 

customer relationship (marketing, sales, and service). 

By creating a complete picture of the customer experience, customer relationship management 

systems allow business owners and managers to make informed decisions about how they can improve 

that experience and increase sales. 

Acronym: CRM 

How Customer Relationship Management (CRM) Works 

Customer relationship management tools include desktop and browser-based software and cloud 

applications that collect and organize information about customers. 

Customer relationship management systems gather data about customers and how they interact with 

your business, which can then be used to: 

 Improve customer service 

 Guide the customer's buying journey 

 Drive product development 

 Personalize advertising 

 Find new customers 

 Increase sales 



The key to an effective CRM system is collecting comprehensive data about your customers. There 

should be data capture points at every point where the company interacts with customers (or potential 

customers). 

Types of Customer Relationship Management (CRM) Data 

Depending on how and when your team interacts with customers, there are many points at which you 

can collect CRM data. The data you need will also vary based on what information about your 

customers is relevant to your business. 

Contact Details 

 Customer name 

 Customer contact information (email, physical address, phone, website address, social media 

accounts, etc.) 

 Preferred method of contact 

 How the customer discovered your company (web search, social media, newspaper ads, word 

of mouth, etc.) 

Personal Profile 

This type of information is often obtained over time as you grow personal relationships with individual 

customers. It can include things like: 

 Family information (including birthdays, anniversaries, and other milestones) 

 Hobbies (can be used to offer rewards or perks to high-level customers) 

 Group memberships or associations (can be used to generate leads) 

Sales History 

This CRM information is very useful for analytical purposes. 

Purchasing behavior can be used to tailor product offerings to suit customer preferences. Customer 

responses to ad campaigns and promotions can be used to fine-tune your marketing strategy. Credit 

payment history can be useful when issues of late payment arise. 

Valuable data about customer purchases may include: 

 Products and services purchased, including date/time and transaction amounts 

 Method of payment (Paypal, cash, check, debit or credit card) 

 If purchases are made on credit, details of credit terms and history of credit payments 

 Response to ad campaigns, promotions, etc. 

Customer Communication 

Your CRM system should be linked with your email provider. Most CRM systems have built-in or third-

party add-on capability to integrate with popular email service providers. 

Collecting data about customer communication ensures that you can contact customers by their 

preferred method, send out reminders to encourage additional sales, and more. You may want to 

collect: 

 Preferred method of communication 

 Likely response to different types of communication (phone calls, text messages, email, etc.) 



 Response to sales calls, emails, or promotions 

Customer Feedback 

 Customer complaints, product returns, and details of calls for support 

 How customer services issues are resolved (follow-up communication, was the customer 

satisfied, was there a refund, etc.) 

 Response to customer surveys 

 Online ratings or social media reviews 

 Lost customers (who leaves, which competitor they choose, why) 

Do I Need Customer Relationship Management (CRM)? 

Collecting customer data through CRM, and using it effectively, can help create stronger relationships 

with customers. This will in turn drive more sales and increase revenue. It can benefit any business, no 

matter the size of the company. 

CRM data isn't just important for how you interact with customers. It can also help you discover where 

your business is functioning effectively and where it needs improvement. 

For example, repeated returns or complaints can help you discover products that are defective. 

Customer communications can help you determine whether you are providing good customer service 

or pricing your goods/services competitively. 

Effectively using customer relationship management will allow your business to better understand and 

improve your relationship with your clients, which will in turn allow you to grow your business. 

3. Why Is Customer Relationship 

Management So Important? 
At its core, customer relationship management (CRM) is all of the activities, strategies and technologies 

that companies use to manage their interactions with their current and potential customers. A saying 

frequently heard and said in many businesses is "customer is king." 

CRM helps businesses build a relationship with their customers that, in turn, creates loyalty and 

customer retention. Since customer loyalty and revenue are both qualities that affect a company's 

revenue, CRM is a management strategy that results in increased profits for a business. At its core, a 

CRM tool creates a simple user interface for a collection of data that helps businesses recognize and 

communicate with customers in a scalable way. 

Leslie Ye, editor in Brisbane, describes a CRM in the following way: “Beyond contact info, CRMs log 

reps’ touchpoints with their prospects, including emails, phone calls, voicemails, and in-person 

meetings. Some CRMs offer the ability to track deal stages and reasons for closed-lost and closed-won 

deals.” 

According to Gartner, CRM software totaled $26.3 billion in 2015 and predicts that that figure will 

continue to rise through 2018. 

At its core, customer relationship management is simple. However, it can be implemented in a huge 

array of methods: websites, social media, telephone calls, chat, mail, email and various marketing 

materials can all be integrated into a CRM solution. Due to CRM's diversity, it doesn't only benefit 



larger businesses -- using and maintaining a CRM tool is the basis for a scalable sales and marketing 

system. Any company will benefit from maintaining a record of which conversations, purchases and 

marketing material can be associated with leads and customers. 

 

At UE.co, we advise companies to make CRM a part of their strategy before the number of clients 

makes a CRM platform absolutely necessary. Small businesses and even freelancers can benefit from 

CRM processes as well. After all, who doesn't want to increase their customer retention and, as a 

result, their profits? Some of the major ways in which CRM accomplishes this goal are listed below. 

• Learning. CRM helps businesses learn about their customers, including who they are and why they 

purchase your products, as well as trends in customers' purchasing histories. This allows businesses to 

better anticipate their customers' needs and, as a result, fulfill them. Effectively using customer 

relationship management can also provide a strategic advantage. Well organized customer data helps 

companies select the correct recipients for promotions and new products. 

• Organization. CRM allows businesses to become more efficient by organizing and automating certain 

aspects of the business. From sales processes to marketing campaigns and business analytics as well 

as customer data, CRM automates and streamlines these processes for businesses. This allows the 

businesses to organize these processes into simpler, easier to understand data. 

• Optimization. Finally, CRM software allows businesses to optimize their customer interactions. By 

simplifying and streamlining many of the more complex customer interaction processes, CRM 

increases customer satisfaction. 

Types Of Customer Relationship Management 

There are many different types of CRM. However, most CRM software primarily focuses on one major 

category below. 

• Operational. Operational CRM usually has to do with one of the three types of operations: marketing, 

sales and service. Operational CRM is an important tool for lead generation because it frequently deals 

with past customer data such as previous marketing campaigns, purchases and service satisfaction. 

CRM software also aims to automate these processes to create a better experience for both the 



businesses and their customers in Brisbane. Because of its concentration on efficiency, operational 

CRM is a great fit for companies with a shorter sales cycle and high repeat sales like e-commerce or 

business to consumer retail verticals. 

• Analytical. The main function of analytical CRM is to analyze customer data so that management can 

better understand market trends and customers' wants and needs. The goal of analytical CRM is to 

improve customer satisfaction. Analytical CRM frequently uses data mining and pattern recognition to 

accomplish this task -- it works well for companies in higher priced markets with a lot of competition. 

• Collaborative. Collaborative CRM is when companies share customers' information with outside 

companies and businesses. By pooling their data, certain businesses are able to create an even greater 

experience for their customers by obtaining data which they otherwise would not have had access. It's 

an excellent fit for markets where innovation and new product development is paramount to success 

because the additional data creates very detailed pictures of what consumers are currently responding 

to. 

CRM is an excellent tool that allows companies to increase not only their customer satisfaction but 

also their efficiency and profits. CRM comes in a wide variety of strategies and applications, which 

allows it to be modified to fit virtually any business type. Almost every business can benefit from CRM 

software, and it is much better to start using a CRM for your business before it becomes necessary. It 

is important for companies to consider their operations and sales process when considering which 

CRM solution to use: What customer information is relevant to your sales process? How many times 

do you usually make contact with a client before they purchase? How important is repeat business to 

your company? As a business owner, not exploring your CRM options could be a huge oversight for 

your company. 

4. The 7 Stages Of Customer Relationship 

Management 
Customer Relationship Management increases profitability, productivity, loyalty and satisfaction. 

There are many kinds of CRM software, specializing in many kinds of industries. 

Hubspot and Close.com are the CRMs my CEO coaching firm, Strategy Sprints, most recommend. 

However, software is always changing and it is important to be strategic when automating specific 

messages, at appropriate places, based on the client's actions. 

Here's how our own experience in this area helped us increase scheduled sales and demo calls, which 

boosted sales without bringing in a single new lead. 

7 Stages Of Customer Relationship Management 

1. Awareness 

In your chosen software, input their contact information, name, business and any other identifying 

details they provide. At this point, they are a cold lead, so identify that in the profile. Then assign this 

lead to someone on your team. Generally, when someone is just now entering your CRM, they will be 

at awareness. If you don't have templates for outreach, build them from the emails you're about to 

send. 



 

2. Nurturing 

The beauty of a robust CRM lies within their tagging systems that follow the client's actions. You can 

automate what is sent to them next based on that action. You can use Zapier or IFTTT to connect your 

website with your email system for tracking action across your platforms. These two programs simply 

work by initiating a trigger, which causes another action to happen automatically. 

3. Sales Opportunity 

When a warm lead becomes a hot one, we enter a potential new business opportunity in Brisbane 

because they have scheduled a sales call. This means you enter the client into the Sales Tracker. From 

here, the lead's status can go into many directions such as Abandoned Audit, Qualified After Audit, Did 

the Discovery Call, DC No Show, etc. Have templates ready in your CRM for all those possible outcomes 

after someone schedules a call with you. 

4. Closing 

Once the lead moves all the way to the end of your Sales Tracker and says, "yes"? They are now a new 

customer. Track this in your CRM by sending them the agreement and invoice. Now, automate a 

welcome email and set their expectations for what's going to happen next now that they are on board. 

You still want to track their activity and make sure they complete the payment. Have automated 

messages to send friendly reminders if they don't complete the sale in a timely manner. 

5. Delivery 

For a single product, such as a subscription to software, this might trigger a sequence of emails that 

ensure the customer is benefitting from the tools and nurture throughout the subscription to make 

them aware of new improvements and upgrades, as well as client wins to keep the patron inspired 

engaged. You might automate weekly updates for the client to keep them abreast of your progress, 

reminders to give feedback and follow-ups for any meetings. 



6. Upsell 

One of the fastest ways to increase numbers in your Sales Tracker is to move people from your Main 

Offer to your Upsell. In some businesses, the Main Offer may solve one problem and the Upsell may 

solve additional problems that arise after you solve the first issue. When you tag an Upsell lead, you 

may offer a sales call and move the lead into a sequence for selling this additional offer. When they 

accept, sign them up for Upsell automated emails. 

7. Follow-Up 

Have the AI reminding you who to follow up with while utilizing a personal assistant or a routine team 

call to go through lists of leads and their status. It's important to keep a personal touch in your follow-

up communication. Stop selling and start serving. 

5. The 5 Best CRM Tools for Your Business 
Customer relationship management (CRM) systems have proven critical to corporate growth in recent 

years. They act as repositories for companies to keep information on their customers, and for sales 

teams that need to keep track of prospects, they’re invaluable tools for identifying information about 

customers. 

But CRMs are even more important now that Covid-19 continues to spread and a countless number of 

people are forced to work from home. 

With employees at home, small and medium-sized businesses should strongly consider adopting 

CRMs. Most of them are cloud-based, so they can be accessed anywhere, and they can store all of a 

company’s relevant information, including contact details, contract information, and sales data, in one 

place for easy access. For companies that need to manage customer and employee relationships 

during the coronavirus crisis, CRMs are critical. 

But the CRM market is flooded with solutions. And for companies both big and small, trying to 

determine which solution is best can be difficult. 

So, to take some guesswork out of that and help you identify the right CRM for you, read on for my 

roundup of the best CRM solutions available now.  

Salesforce 

Salesforce is perhaps the best-known CRM in the world, and it’s earned that recognition with a host of 

features that most companies want. 

The app can be used for everything from sales to customer service, and allows you to track customers, 

deliver proposals and quotes, and even use artificial intelligence to get more insight into the customers 

that are ready to buy–and why. 

Salesforce also features marketing automation features, and with an e-commerce feature built in, you 

can even keep track of your digital sales. Best of all, Salesforce can be integrated with a slew of third-

party apps. Be aware, however, that Salesforce can be pricey, depending on what your company needs. 

It starts at $25 per user per month. 

Best for: Companies that need more sophisticated solutions and have a budget to use it. 



 

Freshsales 

Freshsales is all about helping your team identify and keep track of leads to build your business. 

Like other CRMs, Freshsales has tools for integrating customer information and accessing that data 

wherever you go. But it also comes with sophisticated artificial intelligence, so it can score your leads, 

tell you which leads are most likely to turn into customers, and more. 

Freshsales features third-party integrations that allow it to work with the services and software you 

already use in the office, and it’s priced to appeal to companies of all sizes. That said, that integration 

is a little lacking compared to bigger companies’ offerings like Salesforce. You should also keep in mind 

that Freshsales is a newer and less sophisticated option than Salesforce. It starts at $12 per user per 

month. 

Best for: Smaller to medium-sized companies that want a smart CRM. 

Zoho CRM 

Zoho CRM has established itself as one of the best options for companies that are new to CRMs. 

For the price (it starts at $12 per user per month), Zoho CRM might be one of the best values on this 

list. It features a slew of tools, including sales force automation to automate redundant tasks and a 

process management tool to keep your sales team working more effectively. Add that to analytics 

support and the ability to predict which leads will turn into sales opportunities, and Zoho CRM is a 

winner. 



Zoho CRM can be integrated with third-party services you already use. And with multichannel support, 

it’ll work across phone, text, and e-mail. However, it’s one of the least powerful in this roundup, so 

keep that in mind 

Best for: Companies new to CRMs that want to see what all the fuss is about. 

HubSpot CRM 

If want a free CRM, HubSpot CRM is the way to go. 

The service is designed for both sales and marketing teams and includes the ability to get real-time 

insight into your customers, what they’re hoping to buy, and why. For marketing teams, HubSpot CRM 

is designed to help companies source new leads and convert those into opportunities for the sales 

team. 

HubSpot CRM includes a slew of important features, like forms to capture customer data, ad 

management, and chatbot integration. Best of all, it does it all with no coding required. However, 

HubSpot CRM is one of the more underpowered options in this roundup. 

Best for: Companies that want an affordable solution for managing customer relationships. 

Zendesk Sell 

Zendesk has established itself as a useful tool for customer service management. Now, the company’s 

Zendesk Sell offers a CRM solution for your sales team. 

Zendesk Sell features a fully integrated customer repository tool, allowing you to get insight into what 

customers buy, and arm your sales team with information to actually sell them. It features a well-

designed interface for quickly seeing the status of customer engagements and can be integrated with 

third-party services. 

The service allows you to engage with customers in several ways, including via phone calls and text 

messages, and call analytics tell you how your sales team is performing.  

At $19 per user per month, however, Zendesk Sell is a little pricey–especially considering its features 

are still more customer service focused than sales focused. 

Best for: Companies that use Zendesk already and want a 360-degree view of customer relationships 

across sales and customer service. 

Editorial Disclosure: Inc. writes about products and services in this and other articles. These articles 

are editorially independent – that means editors and reporters research and write on these products 

free of any influence of any marketing or sales departments. In other words, no one is telling our 

reporters or editors what to write or to include any particular positive or negative information about 

these products or services in the article. The article’s content is entirely at the discretion of the reporter 

and editor. You will notice, however, that sometimes we include links to these products and services 

in the articles. When readers click on these links, and buy these products or services, Inc may be 

compensated. This e-commerce based advertising model – like every other ad on our article pages – 

has no impact on our editorial coverage. Reporters and editors don’t add those links, nor will they 

manage them. This advertising model, like others you see on Inc, supports the independent journalism 

you find on this site. 



6. How To Handle Customer Complaints 

Effectively? 

 
Customers have the final say regarding accepting or rejecting products and services. This is why they 

are called the king by most industry insiders. They can make or break a brand by just posting reviews 

online. In the digitally connected world, customers have the upper hand over businesses because of 

the power of word of mouth. Thus, they cannot be taken for granted and must be put on a pedestal to 

keep the business running. However, it is not always possible to make everyone happy with your 

offerings. There will be some who will be dissatisfied and complain. 

Entrepreneurs must know how to handle disgruntled customers and make them change their 

perspective. It can be challenging to make someone budge, but it can be done with the right approach 

and strategy. Understanding the reason behind the discontentment and finding a solution promptly is 

vital. Acting on time can save the business from ruining its online and offline reputation. Here are a 

few tips on how brands must handle customer complaints effectively. These can help pave the way for 

success by retaining long-term customers and maintaining an excellent reputation. 

1. Identify The Reason For Complaint 

Customers complain when the business’s service does not meet their expectations or its products do 

not match the brand’s promise. These problems usually occur when there is an issue with product 

quality, delivery, features, or after-sale services. If the product is defective or delivered later than the 

estimated time, customers have the right to complain and it should not be seen as a challenge. 

Complaints can help businesses identify problem areas and eliminate them to increase satisfaction 

levels. So, when a customer complaint is registered, the first step is to identify the reason. It is vital to 



record them to identify weaknesses and analyse data to look for patterns. Refine and review processes 

to reduce recurring complaints and boost customer loyalty. 

2. Determine the Type of Customer 

When a complaint is reported, it is vital to establish the customer persona to deal with the situation 

accordingly. The conversation will help you analyse the type of customer. These include aggressive, 

trickster, disrespectful, and authentic. The aggressive customers speak in a war-like tone and shout at 

the top of their voice. They can also post negative reviews online. The tricksters are those who want 

to gain from a slightly bad customer experience. They will be looking for freebies through the 

complaint. 

The disrespectful customers are haughty, ill-mannered individuals who want to insult everyone for the 

problem they have encountered. The most easy to handle are the genuine buyers who have actual 

trouble and need a solution. Thus, aspiring entrepreneurs looking for a business for sale Brisbane must 

prepare the complaint management protocol for each type and implement it immediately. 

3. Check the Facts and Listen to the Customer 

Organisations must make every effort to pay attention to customers’ problems and demands. However, 

they should not spring into action without verifying the buyer’s claims. They must first check with the 

internal team and third parties like vendors and delivery partners to identify the reason for the mistake. 

It is possible that the customer may exaggerate the problem or try to take undue advantage of the 

situation. Thus, it is vital to cross-check the facts and compensate the customer appropriately. Do not 

rush into making it up for the clients with half knowledge of the events that led to the situation. 

4. Adopt a Problem-Solving Approach 

Many brands panic when a customer raises a complaint and begin a blame game that results in people 

getting fired and work being disrupted. Budding entrepreneurs looking for a business for sale in 

Brisbane must adopt a problem-solving approach. They must look for possible solutions and pick the 

one that can be implemented immediately and successfully. 

They can also discuss the possible solutions with the customer and ask them to choose the most 

appropriate option. Besides offering refunds and returns, it is vital to follow up with them to determine 

their satisfaction level. It is also necessary to assure them of a quick resolution to reduce their 

anxiousness and improve customer experience. 

5. Respond Quickly and Show Empathy 

Many businesses make the mistake of sitting with the problem without taking action for hours. It can 

annoy unhappy customers and cause them to vent their anger on social media. Negative comments 

can spread like wildfire over the internet and damage the brand's image and reputation in minutes. 

Thus, it is vital to respond to customer complaints as soon as possible, whether they are received 

through emails, direct calls, or social media. 

A quick response will involve asking relevant questions and taking down details of the order to 

investigate the matter. The turnaround time must be expedited and the support team must find the 

right solution while using emotional intelligence. The managers must quickly approve the solutions 

and the customer must be informed about the progress made in real-time. The executives must 

maintain a polite and friendly conversation and try to subdue the tension. 



 

6. Apologise for Genuine Mistakes 

A common mistake most brands tend to make is not taking responsibility for their actions. Customers 

raise complaints when there is a gap between the brand's service and the commitment made 

beforehand. They feel cheated because they do not get what they paid for and want their rightful 

compensation. 

Those who acquire a Brisbane business for sale must understand that they cannot survive competition 

if they make customers unhappy. Thus, they need to build customer-centric businesses that are ready 

to accept mistakes and learn from them. They should be the first to apologise for a blunder that 

affected the customer and make every effort to restore their faith in the brand. 

7. Take Steps to Meet Customer Expectations 

Customer complaints can result from various problems, such as unclear communication, poor service, 

delayed delivery, bad quality, and lack of support. Businesses must identify the common issues and 

create a plan of action for dealing with every situation. They must also train the support team to handle 

these complaints patiently through real-life simulations to satisfy customers. 

Budding entrepreneurs who purchase businesses for sale in Brisbane should ask for feedback after the 

solution has been implemented to determine whether it helped the customer. The support team must 

follow up to gauge customer sentiment and renew the relationship with them. 

Maintaining a healthy relationship with customers is the first step towards earning brand loyalty. 

Besides earning their trust, meeting their expectations and being ready to accept mistakes are also 

vital. Businesses must devise strategies for prompt action in case of a complaint to turn an annoyed 

customer into a satisfied buyer. 



7. Conclusion 
In Brisbane's competitive business environment, effective Customer Relationship Management is key 

to fostering lasting customer relationships and driving success. By adopting tailored CRM strategies, 

businesses can enhance customer satisfaction, improve operational efficiency, and boost loyalty. 

Investing in CRM tools and practices ensures Brisbane businesses stay ahead, delivering personalized 

experiences that strengthen their market presence and sustain long-term growth. 
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