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For a broader insight into Gartner you can find us:  @Gartner_inc on Twitter and Gartner on LinkedIn.

https://www.linkedin.com/in/edthompson3

https://twitter.com/Gartner_inc
https://www.linkedin.com/company/2078
https://www.linkedin.com/in/edthompson3
https://www.linkedin.com/in/derryfinkeldey
https://www.linkedin.com/in/derryfinkeldey


#GartnerSYM
2 CONFIDENTIAL AND PROPRIETARY I © 2016 Gartner, Inc. and/or its affiliates. All rights reserved. Gartner and ITxpo are registered trademarks of Gartner, Inc. or its affiliates.

Gartner CEO Survey 2016: Focus on Customer Increases

Tell us about your organization's top five strategic business priorities for the next 2 years (2016/2017)

Growth Workforce IT Related Cost

management

Product

improvements

Customer Corporate

Profit

improvements

Financial

Quality

Improvements

Operations

Improvements

54%
31% 27% 24% 24%

16%
10% 10% 9%

Efficiency

and

productivity

9%
13% 11%
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CRM Success Has 
Nothing to Do With 
Which CRM Vendor 
You Choose
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Market Growth: +12.1%

Market Size: 2013: $20.3B
2014: $23.3B
2015: $26.1B

CRM Market: Top 10 CRM Vendors Worldwide, by 
Revenue and End Users, 2015

Ranked by 2015 End-User Seats:
1. Salesforce (7.5M)

2. Swiftpage Act! (5M)

3. Microsoft (5M)

4. Oracle's Siebel (2M)

5. Heat Software (GoldMine) (2M)

6. SAP CRM and C4C (1.8M)

7. SugarCRM (1.5M)

8. Zoho (1M)

9. Oracle Cloud (1M)

10.Amdocs (700K)

Revenue Market Share

Fastest Growers: Apttus (+72%), Shopify (+68%), Zendesk (+60%), 
Marketo (+40%), Salesforce (Demandware) (+38%), Calabrio (+31%)

Salesforce
20%

SAP
10%

Oracle
8%

Microsoft
4%

Adobe
4%IBM

4%
Genesys

3%
Verint
2%

Nice 
Systems

2%

SAS 
Institute

2%

Others
41%
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Biggest Obstacles to CRM Success — It's Not Technology

Source: The Gartner Customer Summit Survey

Q. What are the biggest obstacles threatening the success of your customer initiatives/programs? (Pick 3 only) n = 88

0 5 10 15 20 25 30

No benefit to the customer of CRM

Other (please specify)

Getting adoption of the CRM technology

Can't define the process

Inability to measure the success of projects

Getting executive support/sponsorship/deployment

Appropriate technology selection/deployment

Difficulty in gathering requirements

Inadequate budget

Lack of collaboration across business units

Lack of a single view of the customer

Cultural resistance to change

Lack of CRM vision

Organizational/Interdepartmental politics

Lack of a clearly defined CRM strategy
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Successful CRM 
Projects Are 
Managed From 8 
Viewpoints

The Eight Building 

Blocks of CRM
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CRM Success Has Nothing to Do With the CRM 
Application Vendor You Choose

1

CRM
projects can 
be career-
limiting due 

to the politics 
and power

2

Your 
customer 
strategy, if 

you had one, 
is likely to be 
out-of-date

3

You are 
unlikely to
be able to 

measure the 
return on 

investment
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But the Biggest Collection of Challenges Relate to 
Change, Politics and Sponsorship

Source: The Gartner Customer Summit Survey
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Can't define the process

Inability to measure the success of projects

Getting executive support/sponsorship/deployment

Appropriate technology selection/deployment

Difficulty in gathering requirements

Inadequate budget

Lack of collaboration across business units
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Lack of a clearly defined CRM strategy

Q. What are the biggest obstacles threatening the success of your customer initiatives/programs? (Pick 3 only) n = 88
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Being Organized Around Your Departments Fights CRM

Replacing a Lost Mobile Phone

Fraud 
Charges

Fraud 
Division

New
Equipment

Equipment

New
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Customer
Service
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Rate Plan
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Contract

Legal
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Organizational Change

Active and
Positive

Active and
Negative

Passive and
Positive

Passive and
Negative

Active

Positive Negative

Passive

Source: Tim Morris, Professor of Management Studies, Saїd Business School, University of Oxford
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CRM Success Has Nothing to Do With the CRM 
Application Vendor You Choose
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Lack of a Clearly Defined Strategy Is the Biggest Obstacle

Source: The Gartner Customer Summit Survey
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Q. What are the biggest obstacles threatening the success of your customer initiatives/programs? (Pick 3 only) n = 88
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Top CRM Objectives for 2016

Source: The Gartner Customer Summit Survey

Q. What are the primary objectives of your 2016 CRM programs? (Please choose the top 3 only) n = 87

0 5 10 15 20 25 30 35 40 45

Others

Reduce cost of sales

Increase marketing effectiveness

Reduce cost of customer service

Increase customer advocacy/referrals/willingness to recommend

Increase acquisition of new customers

Increase sales person productivity

Increase customer service effectiveness

Improve lead quality and conversion

Increase the cross-sell or up-sell of products and services

Increase customer understanding using analytics

Improve profit margins

Increase customer loyalty and retention or lower chum

Create a single view of customer

Increase customer satisfaction

Grow sales revenues
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Strength of Relationship (Value to Customer)
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CRM Success Has Nothing to Do With the CRM 
Application Vendor You Choose
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Over

80%
of CRM projects are on-budget, 
on-scope, and on-time

(Well … within 10% of target)
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Over

80%
will use the ROI to justify an 
investment in CRM
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Less than

20%
will prove the ROI
of CRM in 2016
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The Most Underestimated Obstacle in CRM Is … Metrics

0 5 10 15 20 25 30

No benefit to the customer of CRM

Other (please specify)

Getting adoption of the CRM technology

Can't define the process

Inability to measure the success of projects

Getting executive support/sponsorship/deployment

Appropriate technology selection/deployment

Difficulty in gathering requirements

Inadequate budget

Lack of collaboration across business units

Lack of a single view of the customer

Cultural resistance to change

Lack of CRM vision

Organizational/Interdepartmental politics

Lack of a clearly defined CRM strategy

Q. What are the biggest obstacles threatening the success of your customer initiatives/programs? (Pick 3 only) n = 88

Source: The Gartner Customer Summit Survey
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What Differentiates the Best: A Hierarchy of CRM 
Performance Metrics

Stakeholder Focus

Employees Efficiency

Management Effectiveness

Executives Feedback on Strategy

Shareholders Bottom-Line Results

Level

Corporate

Customer

Strategic

Process

Operational
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A Few Examples

Corporate

Increase Shareholder Value (External)

Market Share Profit Growth Cost Ratios

Revenue Growth Margin Growth Customer Loyalty 

Objective:

Customer

Strategic

Enhance Customer Value (External)

Lifetime Value Acquisition Risk Profile

Customer Profitability Development Staff Satisfaction

Cost to Serve Retention

Objective:

Call-Answering Times Response Times Staff Qualifications

Customer Data "Do Not Mail" Staff Sickness

Accuracy Markers
Operational

Process Optimization (Internal)Objective:

Acronym Key: NPD = new product development RFM = recency, frequency, monetary

Process
Response Levels Complaints Cross-Sell Ratio

RFM Measures NPD Times Levels Recommendation

Conversion Ratios Staff Turnover

Channel-Specific

MeasuresObjective: Effective Strategy Implementation (Internal)
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Avoid the Highest Risk CRM Projects and Gain a Track 
Record First

Reward

Risk

Commerce

Campaign
Management

Customer
Service

MDM

PRM

SFA

Pricing

Field Service

Inside Sales

Analytics
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Adopt More Mature Types of Benefits Realization

OutcomePlanning Executing Harvesting

A value

lottery

1 Chaos Charisma-based 

decision making

Inconsistent project 

management

“Throw it over the wall”

Biased

awareness

2 Basic visibility Business case, 

finances/FTEs

Clear understanding

of work done

against plan

Post-implementation 

project review

Visibility
3 Holistic visibility Business case, 

strategic and risk value

Integrated review 

across functions and 

programs

Analysis of benefits 

realized/platform for 

future benefits

Fragile

value focus

4 Accountability Benefits baked into 

budgets, head counts

Sponsor recommits to 

benefits at key gates

Scheduled harvesting 

reviews

Robust

value focus

5 Adaptability Granular accountability 

for all tasks, changes, 

benefits, assumptions

Benefits dependency 

network maintained, 

with “value challenge”

Industrialized learning, 

captured unplanned 

benefits
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Recommended Gartner Research
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Ed Thompson (G00313805)

 The Eight Building Blocks of CRM: Vision

Sandy Shen (G00300292)

 The Eight Building Blocks of CRM: Strategy

Ilona Hansen (G00311297)

 The Eight Building Blocks of CRM: Customer Experience

Mick MacComascaigh (G00313888)

 The Eight Building Blocks of CRM: Organizational Collaboration

Jim Robinson (G00300328)

http://www.gartner.com/document/3410722?ref=solrAll&refval=172563776&qid=a8d9659c7907805e659e61cc500a6b0b
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Recommended Gartner Research

 The Eight Building Blocks of CRM: Processes
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Jason Daigler (G00299988)

 The Eight Building Blocks of CRM: Technology

Olive Huang (G00312889)

 The Eight Building Blocks of CRM: Metrics

Mike Lowndes (G00313925)

http://www.gartner.com/document/3380718?ref=solrAll&refval=172563983&qid=73bc6992d1a760a84192d2438e071d8a
http://www.gartner.com/document/3408817?ref=solrAll&refval=172564191&qid=6847bfe6fa1420a8a8a9f6ab64b9e3c7
http://www.gartner.com/document/3421517?ref=solrAll&refval=172564217&qid=7349da83dec9f9084097a54b50bac6cd
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ThinkCast
the Gartner Podcast Channel

• Listen to leading analyst and 
thought leaders discuss; 

• The latest insights

• Best practices

• Informed predictions 

• Solve your immediate challenges

• Build a better long-term strategy

• Episodes updated weekly 

Listen and subscribe now:

Web iTunes SoundCloud

http://www.gartner.com/podcasts?cm_mmc=pres-_-thinkcast-_-slide-_-inwebinar
http://apple.co/2bRBYBX
http://bit.ly/2c9kjXc
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