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solution for your business

Not sure how to find the best CRM for your business? This guide is designed to cut
through the noise and break down the key factors you should consider when selecting
a customer relationship management (CRM) solution. From managing leads to
improving customer service, well help you find a tool that fits your needs and sets

you up for success.
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How to choose the best CRM

The core functions of a CRM are tracking, recording, and managing customer
activity and contact information to provide you with details and insights that

enable you to make meaningful business decisions.

However, customer-business interactions constantly change because of new

platforms, communication modes, and trends.

As a result, CRM systems must cover all customer touchpoints to ensure you

don’t miss critical information. Think of a modern CRM platform as an integrat-

ed 360 solution that handles everything from lead generation and contact

management to marketing automation and sales campaigns.

So how do you choose a CRM system that's right for you?


https://vimeo.com/651303732
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lay’'s CRM platforms

‘ Friendly user interface

Data is useless if your teams can’t analyze it. Modern
CRM systems come with friendly user interfaces, visual
data representations, and easily accessible options,
instantly giving your sales and services staff the most

critical information.

‘ Third-party integration

CRMs don’t operate in isolation. They must seamlessly
integrate with your existing tech stack and get to work

without disrupting your processes.
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The benefits of using CRM software

Implementing A CRM system is a strategic move with long-term business benefits. It gathers data about In a recent study, business executives
your prospects and customers, giving you actionable business insights. highlighted the top three areas where

, . . , , CRM has made the biggest impact:
Here’s how an integrated CRM directly benefits your business.

Enhance collaboration between marketing and sales
An integrated CRM system dramatically improves collaboration between your marketing, customer service,

and sales teams. With real-time data and a shared reporting system, marketing and support teams can

quickly pass on information about interested leads or potential customers to the sales team. 3 70/0
. . : . . . . : PIPELINE
Likewise, your retention team gets a full view of a customer’s history and satisfaction, helping them create VISIBILITY

more effective ways to keep customers engaged.

o)
o 35%
Improve pipeline management L£AD

QUALITY
A CRM system boosts pipeline visibility, minimises uncertainty, and enables more

accurate sales forecasting.

31%

LEAD
QUANTITY

Additionally, by regularly monitoring leads as they move through the pipeline, you can spot potential issues

early and address them, ensuring smooth, uninterrupted progress.



act.com/en-gb/what-is-crm/
https://www.sugarcrm.com/au/content/state-of-crm/?utm_source=google.com&utm_medium=organic
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| The benefits of using CRM software (ontinueq)

Boost productivity through automation
According to Harvard Business Review, over 90 percent of professionals

agree that automation improves productivity. A CRM system can take over

many repetitive tasks that eat up hours of your team’s time each month. “90 percent Of prOfeSSionq IS (]g ree
From scheduling appointments and sending follow-up emails to setting thdt a Utomation |m proves prOd UCtiVity 2

reminders and assigning leads to sales reps, CRM automation frees up

time so your team can focus on more important, meaningful work.

By automating these routine tasks, you not only increase productivity but

also reduce the chances of human error. This means smoother operations,

faster responses, and bet ter overall efficiency across your teams.

Build trust and improve customer relations
A CRM system helps you quickly address customer issues and provide
timely solutions, which boosts customer trust and loyalty. It also gives you

valuable insights into your customers' real needs and challenges, allowing

“Resea rch shows that 32 percent of you to raise your service standards and offer personalised solutions.

customers Stop dOing business with a A CRM helps you anticipate customer needs by tracking past interactions
com pq ny » and preferences. This makes customers feel valued and improves their

overall experience with your company.



https://hbr.org/sponsored/2023/04/how-automation-drives-business-growth-and-efficiency
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Top CRM functions

How to choose the best CRM

When choosing a CRM solution, you must carefully consider the features and tools you need to achieve your business goals.

Failure to set out your needs and priorities can mean you end up with an underperforming system, bloated with unnecessary features that hinder day-to-day

usability.

Here are a couple of examples of CRM features you might need.

On-the-go mobile access

A Forrester study found that 57 percent of executives had trouble main-
taining customer engagement levels as remote work became more
common in recent years, while 55 percent found that their outdated CRM

systems made it difficult to access information.

If your sales teams need to access customer data on the go, you need a
CRM with a robust mobile application that connects to your central data-

base.

The Act! Mobile App provides executives with real-time customer data and
features such as proximity search, allowing teams to focus on specific

geographic locations and stay in touch with prospects and customers.

Integrated marketing automation

Forty-three percent of B2B marketers agree that marketing automation
improves customer experience. Another study found that lead quality rises
by 80 percent for companies that rely on marketing automation and
marketing automation also results in a staggering 451 percent increase in

qualified leads.

For example, here’s what Act!’s all-in-one CRM and marketing automation

platform will do for you.

e Convert cold traffic into email subscribers and leads.

e Trigger automated email sequences at different stages of the
customer lifecycle.

e Automatically create segments and assign tags to contacts based
on their behaviour and interaction with your business.

e Serve personalised content tailored to your audience’s needs.

e Share free value with your audience, build trust, and boost sales
and customer retention rates.

If your business could benefit from marketing automation, look for an

integrated CRM system with modern automation capabilities.

06


https://www.forrester.com/report/customer-relationship-management-market-insights-2023/RES179653
https://www.act.com/en-gb/products/act-mobile-apps/
https://backlinko.com/marketing-automation-stats
https://www.oracle.com/pk/cx/marketing/automation/what-is-marketing-automation/statistics/
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| How to choose the perfect CRM for your business

When you're finally ready to choose a CRM system for your business, here are the three most critical steps to consider.

@ Identify specific goals and

objectives

Are you aiming to boost sales, improve customer
service, automate communication, or empower
your sales teams with real-time customer data on
the go? Defining your goals and setting measur-
able objectives will guide your CRM selection and

ensure it aligns with your business needs.

Actively engage with stakeholders from marketing,

sales, and other relevant business functions to

understand their expectations from a CRM system.

“Studies have shown that a CRM can
increase revenue by 245 percent and
reduce lead acquisition costs by as

much as 23 percent.”
Web FX

@ Assess you budget

The cost of implementing and running a CRM
system can vary significantly based on your
business requirements (from $10-$30 per user per
month to $500-$1000 per user per month).

For instance, a company using a CRM solely for
contact management can find a more affordable
solution than a business that requires advanced
features like marketing automation, lead genera-
tion, mobile apps, and other integrated functional-
ities.

While it's important to stay within your budget,
remember to factor in the savings a CRM can offer
by streamlining manual tasks and boosting overall

efficiency.

Studies have shown that a CRM can increase
revenue by 245 percent and reduce lead acquisi-
tion costs by as much as 23 percent.

So, consider the complete picture before making a

call.

@ Make a list of features

and functionalities

Start by collecting input from key stakeholders to
create two distinct lists of CRM features and

functionalities.

The first list should include the essential features
for your business operations. These could include
integrated contact management, marketing auto-
mation, landing pages, and sales pipeline manage-

ment.

The second list should cover optional or
nice-to-have features, such as a mobile app, social
media integration, or other tools your team feels

would enhance their workflow.

By finalising these lists, you'll be able to select a
CRM that meets your needs while staying within

your budget.


https://www.webfx.com/blog/marketing/crm-statistics/

act!

How to choose the best CRM

| Expandability creates flexibility

Implementing a CRM solution is a long-term business investment. That's why it's critical to choose a CRM capable of expanding in scope as your business

grows.

Scalability and third-party integrations are the two main qualities to look for when choosing a CRM to grow with your business.

Scalability
A scalable CRM ensures that even as your business expands, the system

remains responsive and effective without sacrificing performance.

For example, a small business today might become a multi-location

organisation in the future. The CRM system must be capable of adapting.

To determine whether a CRM can scale with your business, look for the

following:

fa

Customisation: You should be able to tailor fields, forms, reports,

dashboards, and pipelines to reflect the unique workflows and processes
of your growing company.

Automation: Look for a CRM that supports the automation of key
processes such as lead generation, qualification, nurturing, follow-up,
and closing. You should also be able to automate email marketing,
invoicing, and customer service workflows to save time and boost
efficiency.

Cloud-based architecture: A cloud-based CRM is ideal for scalability
because it offers flexibility and on-demand resources. Cloud systems
allow your team to access the CRM from anywhere, making it easier to
handle updates, manage data, and scale the system as needed.
Modular design: A CRM with a modular design allows you to add
features or modules over time. You can start with the core functionalities
and then integrate new capabilities as your needs grow, without over-

hauling the entire system.

08
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Today’s CRMs should empower you to connect with hundreds of popular
apps that extend their power and reach. Act! Connect automatically moves

info between Act! and the apps of your choice for:

°
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Whether it's bespoke or off-the-shelf, you need a CRM system that’s easy for your
staff to use. By their very nature, overly complex systems take longer to learn and
are harder to work with, so any CRM solution you choose must have a clean and

simple interface that’s intuitive to use. That's why Act! is specifically designed to

oge °
I U sa bl I Ity Is key allow new users to get up to speed in just a few hours.

Because it is so easy to learn and use, Act! has become the first choice Customer

Relationship Management tool for smaller businesses that don’t have the time or

resources to spend on long-winded software training. That greater usability also

means that more people can learn how to use the system, creating a more respon-
sive workforce who can answer and respond to customer requests, even when an

account manager or salesperson isn’t around.

Fewer than 40 percent of CRM customers, according to CSO Insights,
have end-user adoption rates of more than 90 percent.
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Plus, Act! enables managers to make faster data-informed decisions. In Act!,
actionable business insights are just a few clicks away: See dynamic, visual
snapshots of real-time metrics covering sales productivity and performance, sales
pipeline health, top-performing products, win/loss analysis, and more with interac-

tive, graphical dashboards.

You can read how Day Trade Fun saved valuable time and gained exponential
efficiencies by using Act! to manage their contacts and marketing efforts. Quick
access to the information they needed freed up time for other crucial aspects of
their business, such as training and growth initiatives.

Click here to read the case study.

Steep, long learning curves are something to watch out for, particularly with

bespoke systems, which generally tend to be more complex. So, if you do go down

this route, ensure that the vendor is strong both on the initial training they offer and

their follow-up support.



https://www.act.com/en-gb/customer-successes/
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Of course, no matter how good the system is, a little help will always be needed at
some point, which is why you should think of the CRM product and its supplier as a

package.

That's the reason we provide a range of support options. First, we offer free
onboarding with every subscription in addition to a robust digital self-help training
resource center where you can watch a range of training videos, take Act! feature
tours, or tap into our online Knowledgebase. Or, if you need more specific help, you

can call or live chat with our Technical Advisors as part of your Act! subscription.

And if you require more hands-on advice, our Act! Certified Consultants can walk
you through everything from initial set-up, customization, and integration of your

system to ongoing training.



https://www.act.com/en-gb/resources/act/
https://help.act.com/s/?language=en_US&redirect=NoArticleId
https://www.act.com/en-gb/find-a-channel-partner/
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| Choose scalable customisation

Customising a CRM to fit your business processes can be a challenge. In fact, 18 This level of customisation means you can zero in on the data that matters most.

percent of CRM buyers list customization as a mandatory feature. Plus, instead of locking you into an expensive all-at-once solution, Act! follows a

“pay-for-what-you-need-when-you-need-it" approach.
A CRM is a long-term investment, and having it tailored to your workflow is essen-

tial for efficiency and growth. However, building a fully customised CRM solution This allows you to scale the system gradually, adding advanced features as your

can be expensive, both in terms of development and ongoing support. needs expand without unnecessary upfront costs.

That's why it's more efficient to choose a CRM platform that covers most of your To unlock even more potential from your data, Act! offers Custom Industry

fundamental requirements while allowing you to add new features and functional- Tables, which brings together complex data sets, unique business processes,

ities as your business evolves. and specialised industry practices.

This is exactly what Act! offers. This gives you the power to create a highly customised CRM solution that grows

alongside your business — without the prohibitive costs of fully custom-built
With over 60 customisable fields, Act! allows you to mold the system to your

platforms.
specifications.

Whether you need to manage emails, phone numbers, social media accounts,
relevant documents, purchase histories, or customer preferences, Act! gives you

complete control to tailor the system to your business.

18 percent of CRM buyers list customisation as a mandatory feature.



https://www.softwareadvice.com/resources/crm-trends-2019/
https://www.softwareadvice.com/resources/crm-trends-2019/
https://www.act.com/en-gb/custom-tables/
https://www.act.com/en-gb/custom-tables/
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Typically, vendors of CRM products offer clear subscription-based pricing,

though some may charge a flat monthly fee for a set number of users, and
then require you to pay extra for additional services and users, which can
come as a surprise. There may also be other hidden or set-up costs to
look out for. So, before committing, do a reality check on both upfront and
ongoing costs, as well as potential contract lock-ins that could see you

having to stick with a product for longer than is ideal.

To make sure we meet the needs of smaller businesses, we offer transpar-
ent pricing for our scalable CRM and marketing automation software so
that you know exactly what you are getting and how much it will cost, and

can rest assured that it can grow with you.




8 key things to watch
out for when choosing
a CRM solution
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Ease of use

Onboarding, training resources & ongoing support

Third-party integrations

Customisable fields to suit your business

Mobile app

Robust security and data protection

Transparent pricing, terms and conditions

Free trial
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Once you’ve narrowed down your top CRM selections, give them a try at
no cost with a trial. Most CRMs offer a free 7-14 free trial to help you find
your perfect-fit CRM.

Tq ke t h e m o u t fo r We hope this information has been helpful in finding the perfect CRM
» solution for your business.
a spin

Here at Act!, we're here every step of the way, so don'’t hesitate to reach

out with any questions. You can also check out our free 14-day trial (no

credit card or download required) today.

As one of our customers puts it, “Act! is simple and makes life much

easier!”

Check out what our customers have to say about Act!.

"Act! has been our lifeblood for more than 20 years — we
rely on it for everything.’

Corrine Bryson
INEX Founder & CEO


https://www.act.com/en-gb/customer-successes/

Why Act!?

Partnering in small business success for over 30 years, Act! helps you get and stay organised with afford
-able and easy-to-use CRM and marketing solutions, plus a helping hand every step of the way.

Get organised, close more deals, and create happy customers for life.

To learn more about Act! visit

www.act.com/en-gb/

Or call us at

020 3856 8517

Connect with Act!

©2025 Act! LLC. All rights reserved. All Act! product and service names mentioned herein are registered trademarks or trademarks

of Act! LLC, or its affiliated entities. All other trademarks are property of their respective owners.
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https://www.act.com/en-gb/
https://www.act.com/en-gb/
https://www.facebook.com/actcrm
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