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CRM and Customer Care

With the challenges of attracting and 
maintaining customers ever increasing, many
organizations have placed focus on the 
concept of Customer Care.

CRM and Customer Care: Working Together to 
Drive Customer Satisfaction and Loyalty

When it costs less to retain an existing customer than it does 
to obtain new customers, maintaining loyal consumers is 
vital to any organization. Unfortunately, in a world filled with 
multichannel access to companies and information, retaining 
customers has become more challenging than ever.

What is Customer Care? 
Customer Care is a tactile effort made to ensure that 
customers are satisfied prior to, during and after their 
relationships with the organization. Many CX strategists view
Customer Care as a component of the overall experience. 
Others think of Customer Care as the overarching driver
impacting CX and customer service initiatives.

Organizations that maintain effective Customer Care 
practices often see the benefits in increased customer 
satisfaction, repeat business and ongoing loyalty. The
benefits of quality CC strategies improve not only external 
relations, but aid internally as well, as agent morale and job 
satisfaction are positively approved.

How Can Your Organization
Offer Quality Customer Care?

In addition to effective strategies, your organization must 
have the necessary talent, software and technology in place 
to give the best possible care to each and every customer.

Unfortunately, while it is relatively easy to identify the key 
logistical components needed to maintain effective
Customer Care efforts, making the various pieces work 
together is a bit more challenging.

Customer Relationship Management solutions bridge the 
gap between talent, technology and software, allowing each 
support system to work in tandem. By streamlining the flow 
of information throughout the organization, the technology 
infrastructure and various applications, CRM becomes the 
glue that holds the system together.
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What role does CRM play in the overall
Customer Care process?

While working mainly in the background, CRM plays a large 
role in the execution and maintenance of Customer Care 
efforts by:

Delivering data when needed: The more information an agent 
has, the better they are able to field customer interactions and 
provide the customer care necessary to resolve issues. CRM 
solutions directly support agents by placing key data at their 
fingertips. A well-architected CRM can eliminate the need for 
multiple level involvement on interactions. This means that 
agents are better able to resolve issues without the need for 
supervisor involvement. Empowering agents in this way is key 
to first contact resolutions and ongoing customer satisfaction.

Capturing information: Effective data capture makes it possible 
to customize customer interactions, track common issues and 
their resolutions, maintain up-to-date records of customer 
contact information and identify trends in customer
communication preferences. CRM offers agents the ability
to enter and access data quickly and easily, creating the 
repository of information needed to support a wide range
of Customer Care initiatives.

Streamlining interactions: Today’s consumer demands a 
customized experience from the organizations they do business 
with. Unfortunately, providing truly customized customer care is 
difficult, especially when each customer has his or her
own wants, needs and preferences. With CRM providing agents 
and dashboard systems with this key data, creating a customized 
experience for each customer becomes much easier. 

Supporting multichannel interactions: To truly provide 
effective customer care, your organization must offer multiple 
channels for customer engagement. Maintaining multichannel
support can be difficult, however, as the varying channels each 
require full-time support and agents manning those channels 
need swift and simple access to customer information. CRM 
solutions architected to support multiple channels offer 
agents instant access to key information, thereby streamlining 
customer  interactions.

Today’s consumer demands a customized
experience from the organizations they
do business with.
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Enabling intelligent self-service: More than ever before,
today’s consumer demands the option to seek their own
answers and solutions, without the need to interact with an 
agent. By providing customers with intelligent selfservice
systems, your organization offers customers the opportunity to 
resolve their own issues. CRM supports intelligent selfservice
systems, such as voice recognition and independent
customer account access. By doing so, CRM connects 
the customer with the data needed to seek resolutions 
independently and eliminating the need to continually provide
security passwords and identifying data.

Supporting proactive outreach: While many organizations
are content to wait for the customer to initiate contact, the 
most successful businesses take a proactive approach to 
Customer Care. CRM supports proactive outreach by tracking
key customer data and prompting agents to initiate contact to
welcome new customers, follow up on existing issues and 
conduct routine check ins. Each of these actions makes the 
customer feel valued. Each action also requires an effective
CRM system to provide the data and prompts necessary to 
facilitate the proactive care approach.

Build Your Customer Care Efforts 
on a Foundation of Quality CRM
As your organization searches for ways to improve customer 
care, exploring the benefits of a maximized CRM solution is a 
great place to start. By building your customer care strategies 
with the functionality of your CRM in mind, you put your
organization into the best possible position to offer the 
quality Customer Care your customers deserve.

Facilitating 24/7 customer access: Providing quality customer 
care is an around the clock effort. An effective CRM solution
allows you to provide customer access via any number 
of channels, many of which can be accessed at any time. 
When supported by CRM, 24/7 channels such as customer 
dashboards, chat, and automated support lines become
much more effective and user friendly.

By providing customers with intelligent self 
service systems, your organization offers 
customers the opportunity to resolve their 
own issues.
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About Avtex
Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations create 
better experiences for their customers. With an unparalleled breadth of knowledge and experience, and partnerships with 
leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.
 
Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases, 
CX Transformation and CX Orchestration.

• Our CX Transformation solutions and services aid in the process of defining and improving CX. From Journey Mapping to 
CX Design Thinking, we provide the support you need to set the foundation for CX success. 

• Our CX Orchestration, solutions and services enable the realization of your CX strategy through people, processes and 
technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy.


