
How to  
Choose the 
Right CRM

Being able to identify the processes that are faltering in your 
business will help you choose a CRM as you will be able to look at 
how and why it is faltering, and then look for a CRM that helps to 
improve those processes.  
 
For example, have a think about how your sales administration 
process works at the moment, or how the communication between 
sales and marketing works in your company. Where are the breaks in 
communication occurring, or why are you struggling to keep your 
sales lists up to date?  
 
A CRM that offers a clear way of updating different teams, or adding 
custom fields might be the solution.

Setting out a clear budget, and sticking to it, is key and will enable 
you to filter your options. While some CRM systems might offer a 
few more features, you may find that you’re paying over the odds 
for a system that you won’t fully utilise when you could spend less 
for less features, but use the system to its fullest.  
 
By ring fencing your budget at the start of your research process you 
can start to look more closely at those that suit your budget and then 
compare the key features of each until you find the best value for 
money option for your business.

What are the most inefficient processes in 
your business and how could a CRM help?

What is your budget?

Some CRMs are more compatible with additional software, so it is 
important to consider what other software you would ideally like to 
integrate into your CRM, so you can investigate compatibility 
before investing.  
 
It might be that choosing one software means another programme 
you use and work well with cannot be integrated, which would be a 
huge deciding factor. If you can find a package that is compatible with 
your existing suite of software you’re onto a winner.

There are both pros and cons to both formats, as there tends to be 
with evolving tech and cloud-based systems. With a cloud-based 
CRM there is no need for a server or any physical tech support as it 
can all be done remotely, but you must have internet access at all 
times otherwise you won’t be able to access the data. These tend to 
be the most popular option for businesses currently,  but that 
doesn’t necessarily mean it’s the right one for you. 
 
With the physical, on-site option you need to host the software at your 
location. It does give you more options for integrations but it can cost 
more as you have to have the technology infrastructure in place to 
make this work. 

Do you need to integrate other software into the 
CRM? If so, what?

Cloud vs on premise 

Thinking about this must be essential before you start scouring the 
market. Like many other platforms and systems, sometimes there 
are limits to the amount of users you can have on a CRM or there 
may be an additional cost to add additional users. If you can work 
out how many of your team are likely to be involved on a day-to-
day basis you can start looking at packages with this figure in 
mind, and work out the most cost-effective solution. 
 
Not only this, but it might be an idea to get some of the relevant 
members of your team involved with demos or free trials of potential 
platforms in order to gain rounded feedback from your team. You 
might just find that their feedback sways the final decision as what 
works for one person or department might not for another, and a 
particular system might tick all (or most) boxes for the team.

Who in the company will be using it?
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Follow the rest of the steps 
onto the next page…
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It is all well and good being able to look on a company’s website or 
speak to their sales people (who are going to tell you, of course, that 
their service is the best) but it is important to see the platform that 
you are considering in action.  Think about the usability, speed and 
capabilities.   
 
Even better, if they have a free trial - get yourselves involved! This is a 
great opportunity for you and your team to try before you buy. If you 
find that your team can’t get on with the system then it’s a non-starter 
but, if after a short trial, they realise that it could change their way of 
working for the better and improve processes then that’s the CRM for 
you.

Demo and free trial are a must  
(and make most of them!) 
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What is most important to your team and business? Do you need to 
be able to export data? Do you need to be able to add masses of 
information, leave messages to team members, send automatic 
emails etc?  
 
Suss this out before you begin shopping around and then make sure 
that whatever services or platforms you consider can do it all. If a 
platform can’t do what you need it to then you can filter this one out, or 
if you see two that offer it all, compare the pricing and reviews before 
making a decision. 

What features and functionality do 
you need?6

Some CRM platforms are rigid in their design and development, 
while some are more adaptable.  
 
A lot of CRM systems can provide you with standardised features with 
a handful of customisable options, but you have to pay a higher fee in 
order for bespoke settings to be enabled - so make sure that you read 
the small print and keep your eye on the budget. 

Can you customise if you need to?9

As with any new programme that you implement into a business, 
training is required in order to ensure that all staff members are 
competent at using it effectively.  
 
It might be that you are so strapped for time that you would really 
appreciate training from the third party - so if this is an option with 
one CRM platform it might make it more appealing to you than others. 

Do they offer training?8

Good user experience is absolutely essential.  
 
No doubt you are looking for a CRM platform to make your business 
more efficient and to streamline processes, therefore, it would be 
completely contradictory to then introduce a software that has a 
jarring and complex user experience. If your team can’t navigate the 
system and benefit from time-saving features, it’s not worth the 
investment.

User Experience 10

Adopting a new software package is going to take time, and time is 
money, so if you can find a package that requires little training - or 
a provider who will train staff for you - then you can focus on 
getting your job done while learning the new system, instead of 
implementing a period of downtime. 
 
You should also ensure that key stakeholders in the business have a 
say in the decision making process. They’re the ones who are likely to 
be handing over the cash for the system so it’s important that they 
understand the process you go through and get to see the software 
for themselves.  
 
That being said, you should also ensure that those who are going to 
be using the system on a daily basis are involved in the process. If they 
can’t use it, it’s not right. If they love it, and it’s affordable and does 
everything you need, then that’s the package to recommend to your 
stakeholders. 

Finally, assess your experience with the customer service person you 
speak to about the system. If there’s an instant bond with that person 
then you may find that you’re more inclined to work with them over 
another business where the customer service person was less 
receptive to your questions. It’s about forming a relationship. 
 
There is no set CRM system that everyone should invest in, it needs to 
be right for you. Equipped with these considerations we hope that you 
can go forward and make an informed decision and get the CRM that 
makes life easier for your sales and marketing teams, and business as 
a whole.

Key Takeaways


