Exemplar: Evaluate Business Solutions and Develop Recommendations

This document presents an exemplar solution to the lab, ‘Evaluate Business Solutions and
Develop Recommendations’. Please remember that this is just one point of view and not a
definitive solution.

Solution

Task 1: Evaluate the proposed solution

Step 1: Evaluate if the solution is fit for the purpose

Proposed CRM Alignment with business needs
features
Analytics dashboard Helps understand customer behavior

Automated emails and Addresses the need for timely communication
chatbots

Social media Enhances customer engagement
integration

Personalized marketing | Aims to improve customer perception and satisfaction
campaigns

Step 2: Conduct cost-benefit analysis

Costs Benefits

CRM software license Improved sales through better targeting and engagement

Implementation costs (training,
setup) Increased customer retention rates

Enhanced customer satisfaction, leading to positive
Ongoing maintenance reviews and referrals




Step 3: Ensure stakeholder engagement

Steps to ensure
stakeholder
considerations

Actions taken

Conduct surveys and
focus groups with
customers

Gather feedback on their needs

Involve employees in
the system design
process

Ensure usability

Regularly update
management on
progress

Gather input on strategic directions

Task 2: Develop recommendations

Step 1: Suggest additional features

Standard additional
features

Description

Customer feedback
loop

Implement a mechanism for customers to provide feedback
directly through the CRM

Loyalty program
integration

Introduce features that promote customer loyalty through rewards
and special offers

Mobile access

Ensure both staff and customers can access the CRM on mobile
devices for greater flexibility

Step 2: Suggest implementation changes

Implementation
changes

Suggestions

Phased rollout

Implement the CRM in stages to allow for adjustments based on
initial feedback

Training sessions

Provide comprehensive training for employees to maximize tool
usage




Step 3: Suggest metrics to measure success

Metrics to measure
success

Description

Net Promoter Score
(NPS)

Measure customer loyalty and likelihood of recommending
RetailCo

Customer Satisfaction
Score (CSAT)

Gauge overall satisfaction after interactions

Sales growth rate

Track sales increase post-implementation of the CRM
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