
It takes 12 positive customer experiences to make 
up for one negative experience.

CRM 411
Think you’re ahead in the race to grow and 
retain your customer base? THINK AGAIN.

You could find yourself very quickly falling behind 
the pack without a CRM solution. Consider:  

45%
of US customers will 
abandon an online 
transaction if their 
question or concerns are 
not addressed quickly. of consumers have stopped doing business 

with a company after experiencing poor 
customer service.

89%

Customers are 2 TIMES MORE LIKELY to share their bad customer 
service experiences than they are to talk about positive experiences. 

3 OUT OF 4 CONSUMERS SAY THEY HAVE SPENT MORE with a company 
because of a history of positive customer service experience.

The average returns from CRM 
have increased since 2011,

$5.60 to $8.71 
for every dollar spent.

47% 91% 50% 53% 74%
of polled CRM 
users said 
customer 
satisifcation was 
significantly 
improved their 
CRM in 2015.

of companies 
with more than 
11 employees 
use a CRM 
system.

of companies 
use a CRM 
system if they 
have 10 or less 
employees.

of top-performing 
companies are 
investing in CRM 
to drive sales 
productivity.

of CRM users 
said their CRM 
system offered 
improved 
access to 
customer data.

Nearly half of salespeople access their 
CRM SYSTEM ON SMARTPHONES 
(48%)AND/OR TABLETS (45%), with 
49% accessing it on at least 3 devices.

65% OF SALES REPS who work at 
companies that have adopted a mobile 
CRM have achieved their sales quotas.

SALES REPS SAW PRODUCTIVITY INCREASE BY 15% WHEN THEY HAD MOBILE 
ACCESS TO CRM APPLICATIONS.

36 billion
The CRM market will be worth

by 2017

It is 6-7 TIMES MORE COSTLY to 
attract a new customer than it is to 
retain an existing customer.

Customer churn is attributed 
to the poor quality of 
customer service.
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In the race for sales, a CRM that offers insight into buying habits will give 
you the fast answers you need to stop issues in their tracks and create an 
experience worthy of your customers’ business. Now consider:

A customer is 4 times more likely to buy from a competitor if 
the problem is service related vs. price or product related.


