
■ C o rp o ra te K n o w le d g e & B e s t P ra c tic e R e te n t io n
■ C u s to m e r P o rta ls
■ E s c a la tio n & N o tific a tio n
■ T icket Tra c k in g

E m pow e r Yo u r C ustom er -
O ffe r M u lt ip le C h a n n e ls

S a g e C R M M M E le ts y o u r c u s to m e rs h e lp th e m s e lv e s b y
pro v id in g th e m w ith web a c c e s s to th e ir own ‘customer p o rta ls ’
w h ic h c a n b e a c c e ss e d a t th e ir c o n v e n ie n c e 2 4 /7 . T h e s e
p a s s w o rd protected s e lf - s e rv ic e a re a s o n y o u r w e b s ite a llo w

c u s to m e rs to lo g q u e r ie s , m a k e s e rv ic e re q u e s ts , v ie w th e s ta tu s o f
e x is tin g o r p a s t re q u e s ts – a n y th in g th a t th e y w o u ld fin d us e fu l.

T h is c u s to m e r s e lf - s e rv ic e a re a o n y o u r w e b s ite c a n b e e a s ily
c u s to m is e d to in c o rp o ra te th e lo o k a n d fe e l o f y o u r c o m p a n y
w e b s i te , e n s u r in g th a t y o u r c o m p a n y ’s b ra n d re m a in s c o n s is te n t
th ro u g h a ll c u s to m e r touch p o in ts .

In te g r a te w ith B a c k -E n d S olution s for
D e e p e r K n ow le dge

S a g e C R M M M E in te g ra te s w ith le a d in g back o ffic e a p p lic a tio n s
s o A c c o u n t M a n a g e rs c a n a c c e s s k e y c u s to m e r in fo rm a t io n
s u c h a s cre d it s ta tu s . A c c o u n t M a n a g e rs c a n v ie w c u rre n t
pro d u c t in fo rm a t io n , p ric in g a n d d isc o u n ts to c a p ita lis e o n
p o te n tia l cro s s -s e ll a n d u p -s e ll o p p o rtu n itie s w h e n in te ra c t in g
w ith c u s to m e rs .

C R M M id -M a rk e t E d itio n
C u s to m e r C a r e

S a g e C R M M M E g iv e s c u s to m e r s e rv ic e s ta ff th e to o ls to d e v e lo p re a l, la s t in g a n d b e n e fic ia l re la t io n s h ip s w ith
c u s to m e rs . T h e re is n o b e tte r e x a m p le o f a d e p a r tm e n t w h e re th e r ig h t te c h n o lo g y a n d a p p ro a c h c a n tra n s f o r m
a c o s t to th e b u s in e s s in to a p o te n t ia l pro f it c e n t re th a n in c u s to m e r s e rv ic e . It is w ith th is in m in d th a t S a g e
C R M M M E w a s b u il t to d e liv e r th e fu n c t io n a li t y, th e c o s t o f o w n e rs h ip a n d th e e a s e o f u s e to th e m id d le m a rk e t
s o th a t s e rv ic e e x c e lle n c e c a n b e a t th e h e a rt o f e v e ry th in g .

F e a tu r e s
■ C a s e M a n a g e m e nt
■ A c tiv ite s & C o m m u n ic a tio n s
■ R e p o rtin g
■ K n o w le d g e M a n a g e m e n t

Resolv e Custom er Is s u e s E ff ic ie n t ly

S ag e C R M M M E prov id e s c us tom e r s e rv ic e pro fes s iona l s w ith
th e to o ls th e y n e e d to m ak e the ir jo b s im p le r an d m o re e ffec tiv e .
W ith S ag e C R M M M E y o u ca n ke e p tra c k o f e v e ry c u s tom e r
in te ra c tio n a llow in g yo u r c us to m e r se rv ic e tea m s to ha v e the
most up -to -d a te a n d co m p le te c u s to m e r in fo rm a tio n a t the ir
fin g e r tip s – in form a tio n w h ic h h e lp s th e m e ffec tive ly an d e ffic ien tly
res o lv e se rv ic e iss ue s an d crea te s cros s -s e l l o r u p -s e ll
op p o rtu n it ie s .

F in d th e R ig h t Info r m a t ion Q u ic k ly

S a g e C R M M M E a llo w s fo r th e p o o lin g o f a ll tra n s a c tio n s a n d
c o m m u n ic a tio n h is to ry in to a s in g le s c re e n . S a g e C R M M M E
g iv es c u s to m e r s e rv ic e pro fe s s io n a ls a 360 d e g re e v iew o f
c u s to m e rs . W ith u s e r- fr ie n d ly to o ls th e y c a n a c c e s s re lev a n t
c u s to m e r d a ta in c lu d in g p u rc h a s e s , c a ll a n d es c a la tio n h is to r ie s ,
in te ra c t io n s , e -m a ils a n d d o c u m e n ts s e n t a n d re c e iv e d . A l l th is
c u s to m e r in fo rm a t io n is s to re d in o n e c e n tra l lo c a tio n a llo w in g
c u s to m e r s e rv ic e pro fe s s io n a ls from an y o f fic e lo c a tio n to a c c e s s
a n d s h a re v ita l c u s to m e r in fo rm a t io n . A rm e d w ith th is c u s to m e r
k n o w le d g e th e y c a n h a n d le c u s to m e r q u e r ie s m o re e ffic ie n tly,
w h ic h in tu rn e n h a n c e s a n d s tre n g th e n s th e c u s to m e r e x p e r ie n c e .

S a g e C R M M M E e n a b le s y o u to e ffe c tiv e ly m a n a g e , a n a ly s e
and res pond to s up p ort iss u e s a t a ll le v e ls o f yo u r o rg a n is a tio n In te llig e n t e -m a il and w ork flow in te g ra tio n bu ilds y o u r k now ledge b a s e



Customer S e l f S e r v i c e Po r ta l
■ P ro v id e y o u r c u s to m e rs w ith web a c c e s s to th e ir own ‘customer

p o rta ls ’ w h ic h th e y c a n a c c e s s a t th e ir c o n v e n ie n c e 2 4 /7
■ E m p o w e r c u s to m e rs to lo g q u e r ie s , m a k e s e rv ic e re q u e s ts ,

v ie w th e s ta tu s o f ex is tin g o r p a s t re q u e s ts
■ C u s to m is e y o u r s e lf - s e rv ic e p o rta l to m a tc h th e lo o k a n d fe e l

o f y o u r c o rp o ra te id e n t it y, e n s u r in g y o u r c o rp o ra te b ra n d is kept
c o n s is te n t th ro u g h a ll c u s to m e r touch p o in ts

E s c a la t ion & N o t i f ic a t ion
■ S e t u p ru les to a u to m a t ic a lly e s c a la te c a s e s if n o t c lo s e d w ith in

a c e r ta in tim e p e rio d
■ R e c e iv e n o t i f ic a t io n s a u to m a t ic a lly w h e n c a s e s a re n o t res o lv e d

w ith in a c e r ta in a m o u n t o f tim e
■ R e c e iv e no tifica tio n ins tan tly th roug h e -m a il, web brow se r, phone etc

Ticke t Tr a cking
■ N ev e r lo s e a n is s u e /s e rv ic e re q u es t in th e o rg a n is a t io n th ro u g h

tra c k in g a n d re c o rd in g o f a ll re q u e s ts th ro u g h a ll s ta g e s o f
re s p o n s e

■ A ll is s u es a re d a te -s ta m p e d a t tim e o f re s o lu t io n o r e s c a la tio n
fo r in te r n a l m a n a g e m e n t a n d fo r e x te rn a l a u d itin g o f s e rv ic e
s u c c e s s ra te s

■ T h e re p re s e n ta tiv e w o rk in g o n th e tic k e t is a lw a y s v is ib le a s
a re a ny la te r re p re s e n ta t iv e s o r m a n a g e rs a s th e re q u e s t is
m o v e d th ro u g h th e o rg a n is a t io n e n s u r in g th e o w n e rs h ip a n d
a c c o u n ta b il ity o v e r re q u e s ts a s th e y pro g re s s

S a ge C R M M M E Custom er C a re
F e a tu re L ist

C a s e M a n a ge m e n t
■ C a p tu re a n d tra c k e v e ry in te ra c tio n w ith e v e ry c u s to m e r

re g a rd le s s o f c u s to m e r touch p o in t o r c h a n n e l o f c o m m u n ic a tio n
■ M a in ta in a c o m p le te c a s e h is to ry w ith in s ta n t a c c e s s to a ll

prev io us is s u es a n d c u s to m e r in te ra c t io n s

A c t iv i t i e s & Commun ic a t ion s
■ A s s ig n , s c h e d u le a n d tra c k p h o ne c a lls a n d m e e t in g s a n d v ie w

re c o rd s o f prev io us m e e t in g s
■ S e n d e -m a ils (p la in te x t o r H T M L ) a n d a tta c h m e n ts a n d re c o rd

c o m m u n ic a tio n fo r fu tu re re fe re n c e
■ A tta c h d o c u m e n ts – w h ite p a p ers , q u o te s , lite ra tu re from th e

d o c u m e n t lib ra ry

Re po r t in g
■ V ie w a n d m e a s u re c a ll tu rn a ro u n d tim e a n d u n d e rs ta n d w h a t

is ta k in g lo n g e r to re s o lv e a n d w h y
■ V ie w is s u es b y c a te g o ry, o u ts ta n d in g a n d u n re s o lv e d is s u es
■ P ull g ra p h ic a l re p o rts fo r w e e k l y, m o n th ly a n d q u a r te r ly

m a n a g e m e n t m e e t in g s

K n ow le dge M a n a ge m e n t
■ S h a re c u s to m e r in fo rm a t io n in te rn a lly o r e x te r na lly to a llo w

c u s to m e rs a n d p a rtn e rs to res o lv e th e ir own is s u e s
■ B u ild a lib ra ry o f s o lu t io n s to common c u s to m e r is s u e s to h e lp

th e c u s to m e r s e rv ic e te a m res o lv e is s u es fa s te r
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