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How well do you understand your business strategy? Do you fully grasp the execution needed to accomplish your 
goals? One of the most common mistakes many firms make, is underestimating the current needs of your firm 
while also anticipating what is needed for future success. By the time some realize what they need, it is too late, 
and opportunities, relationships and revenue have slipped between the cracks; and an attempt at recovery can be 
very costly.  

Whitepaper: Level Up Your CRM
Do you know what level you’re at? How do you know when it’s time to level up your CRM? If you don’t know what 
level you’re at, you might be in store for a big surprise… and not a good one!

CRM as a Strategy for Success

With so much technology available, it is difficult 
to identify and evaluate systems for today while 
planning for tomorrow. The thought that one system 
could be there with you for the trajectory of growth 
you expect for your business, seems next  
to impossible. 

There are certain technologies you want to have the 
most advanced version of from the get-go. But it's 
important to bring it back to your business strategy 
and see which aspects should be organized and 
strong from the start, providing you the foundation 
to build on top of later.  

CRM is a foundational technology that should be 
utilized in steps and levels with proper evaluation for 
your current business needs while aligning to your 
firm’s internal and external growth.

Managing implementations of new systems while 
executing on a business strategy will not only 
disrupt business continuity but also put your targets, 
goals, and relationships at risk.   

In any business, it is also important to note what you 
need for success today and how that will contribute 
and set you up for success in the future. 

Most CRM platforms fall into one of the following 
CRM types, with the majority only making it to the 
second category: 

Like many other things in life that 
vary in levels and capabilities, 
essential technology is the same. It is 
important to fully understand what 
you need and when you need it. 
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service are at risk. The longer an organization waits 
to structure their data and give it meaning, the more 
costly it will be to remedy the situation.   

Automation 
In order to achieve an optimal state of structured 
data that can be accessed across teams, Operational 
CRM’s provide the essential automated capabilities 
to ensure critical data is always being captured. 

Automation is no longer a nice-to-have but an 
absolute essential to business growth and optimal 
client acquisition and strategy. Teams across many 
organizations are adamant against manual data 
entry for good reason – their time is better spent 
elsewhere. No matter how advanced technology is 
and will become, the human element to relationship 
management cannot be replaced. 

For your teams to succeed they need to spend the 
time embracing the human side of relationships and 
communicating the value add your firm provides. 
Automated capabilities allow for teams to be efficient 
and no data to be missed, which all leads to bottom 
line success. 

So how does all this automated data take it one 
step further than helping teams avoid the manual 
data entry? The data that is automatically captured, 
forms a full and clear picture of your client’s actions, 
their preferences and builds out their profile. Client 
profiles are leveraged across several teams for a 
range of actions that are necessary to compete with 
your peers and rise above the competition. 

• Operational CRM

• Analytical CRM

• Collaborative CRM, but as Tier1 defines it, 
Actionable CRM

The obvious inquiry is what are these categories and 
what are the differences? But the real question is, do 
you know what you have today, and does it do what 
you need it to do in the future?

Operational CRM is a critical piece to all businesses. 
Streamlining, aligning, and tying together the goals 
of a firm are a foundational need for growth. While 
many systems can manage tracking information, 
leads, prospects and perhaps even sales cycles, 
there is a huge element of Operational CRM that is 
key to making sure you succeed through those deals 
and cycles. 

Organized data  
Your contact and account information is essential. 
Many firms have a plethora of unstructured data 
residing in a unified repository that the business 
is craving to take further action on. One of the 
main deliverables of an Operational CRM is adding 
structure to a valuable set of data that simplifies 
customer and prospect interactions by unifying 
your internal teams – sales, marketing and client 
& account servicing which will improve customer 
acquisition and retention. 

Without having this organized structured data, 
opportunities, revenue and optimal client and market 

Operational CRM

Organized data, automation, 
and measurement are critical 
for optimal client engagement, 
retention, and growth.
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Without powerful automation methods, much of the 
data capture is left exposed to human error, and no 
processes for data aggregation leaves your data to 
be controlled by personal opinion on what is critical 
and what is not. 

There is hidden meaning in data, trends and patterns 
that can be leveraged for analysis at a later time, that 
could go uncaptured if it is left to personal discretion.  

What’s your secret sauce? 
Client data can be seemingly overwhelming. Even 
when the data is organized and structured and 
automatically captured, the real question is what 
does the data mean? Operational CRM’s answer  
that question. 

All firms have proprietary values, definitions, goals 
and metrics for accounts, clients, interaction types, 
engagement models, value of their services and 
profitability goals. It is this ‘secret sauce’ that 
separates the meaning of the data, and those 
definitions are what help to mitigate relationship  
risk and combined with the automated tools,  
mitigate the human error that can contribute to 
missed opportunities. 

Many could argue the defining and measurement 
of the data is the most critical part, but it would be 
impossible without organizing and automatically 
capturing the data. It is this strong structural 
foundation that allows for proprietary information to 
be managed, tracked, reported but most importantly 
capitalized on.  

Operational CRM can be overlooked by many  
who feel their firm can operate with minimal 
investment in spreadsheets and other manual 
processes, or who underestimate the growth 
trajectory of their business. 

While at the time it might feel like you’re getting 
by, the risk associated to the unknown of missed 
opportunities and revenue is so great, you’ll find by 
the time you take that step towards an Operational 
CRM, it might be too late and you won’t be able to 
quantify what you had lost. 

We all know that saying you don’t know what  
you’re missing until it’s gone… don’t let that be  
your success. 

Let’s say you made the right move and capitalized on 
an Operational CRM, how do you make sense of all 
this data and put it to work for you?  

One of the most difficult things to do with copious 
amounts of data is figure out how to analyze it so 
that it can be used to make informed decisions. 
Without a plan of action on how you are going to 
approach large amounts of data, the information 
gathered through an Operational CRM renders itself 
useless for further growth. 

Some of the key questions you want to ask yourself 
when analyzing the data you have captured 
through automated capabilities, and/or proprietary 
metrics and naming, is how do you get a better 
understanding of your clients? Why are they engaging 
with your products and services? Or why are they 
not? Are there buying behaviors that can be used to 
fine tune your sales and marketing efforts or help to 
shape your product offering? 

Analyzing your data not only yields qualitative and 
quantitative data, but it also can help to provide 
trends, patterns, and predictive information to help 

Analytical CRM
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you iterate your business efforts resulting in  
higher revenues. 

Your client’s ‘why’ 
In such a competitive landscape it is truly difficult to 
identify and market your unique value. There is so 
much of a market to hit at any given time, how do you 
know where to start and if you are at the right place? 

There is so much data and information these days 
but the best place to gain insights into your current 
state of affairs is your own data. Your data gathered 
through all channels your teams use, in one single 
repository, is more powerful than anything you could 
engage with externally. 

Your data tells a story that allows you to gain a better 
understanding of your clients; what they prefer and 
don’t, how they like to be engaged with and when, 
and what you might be missing. The analysis of such 
data can identify the working parts of your client and 
market engagement models, profitability models and 
can help to identify additional opportunity where you 
might be leaving revenue on the table. 

Create effective engagement models  
A common misconception is that you need 
professionals who can analyze the data to identify all 
the aforementioned key pieces of your business. 

An Analytical CRM is an extension of your team that 
can provide the critical analysis, patterns, and trends 
helping you to iterate and obtain feedback quickly 
without downtime keeping you moving forward and 
staying competitive. 

The benefits of Analytical CRM producing the data 
is that it can visually be explained in various ways, 

making it easy for all levels of an organization to 
utilize the same set of foundational information 
and data to make advantageous decisions on their 
client engagement, mitigate risk, and identify growth 
opportunities. Many CRM’s possess reporting 
capabilities, but Analytical CRM’s are different. The 
analytics and insights don’t just tell you what you ask 
for like many reports do, they identify what you forget 
to ask and sometimes don’t know to ask for.  

Internal performance – cost savings and  
operating models  
A very large part of measuring data driven success 
and opportunity is measuring your internal setup and 
performance to ensure you are operating at a level 
that provides the foundation for success and growth. 

Analytical CRM doesn’t stop at the client level, 
but can make tracking internal team information, 
performance, and scorecards much easier, efficient, 
and accurate. The internal measurements are equally 
as important as the external since the success of 
both is linked to one another. 

The trends and patterns identified in the data of an 
Analytical CRM can benefit cost savings and give 
insight into optimal operating and business models. 

Analytical CRM is an essential piece of the puzzle 
providing you the insight needed to justify decisions, 
relationships and in general put meaning towards the 
actions and engagements taken by your firm. Without 
it, you are sitting on a gold mine of information but 
unable to make sense of it which can leave you 
feeling overwhelmed. Analytical CRM has a huge 
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impact on all types of businesses across industries, 
and it seems like the buck stops there. What else 
could you ask for outside of identifying the trends 
and patterns that can make you successful and  
more efficient? What else could be missing from all 
these insights?  

We’ve gathered the what, we identified the why, and 
now it’s time to put the how into action. They say 
teamwork makes the dream work, and this industry 
is no different. Capital markets has been and 
continues to be a very competitive space that thrives 
with collaboration.

Smart Analytical CRM’s can provide trends, patterns 
and insights based on rules-based systems and 
algorithms, but the human experience adds a unique 
perspective on the analyzed data that is irreplaceable 
and not easily replicated. 

The Actionable CRM is the collaborative, human 
experience execution layer, and the icing on the 
already operationally strong and analytical CRM that 
places you ahead of the competition.  

Communications and distribution 
CRM’s of all kinds boast communication tools. 
While it might true, you must evaluate the types of 
Actionable CRM’s that take into consideration the 
methods by which the data is being gathered, and 
how it should be distributed, so that the data is 
timely, relevant, and further provides the recipients of 
the data an action plan on how to move forward and 
capitalize on those opportunities. 

Collaboration is an indispensable piece of an 

Actionable CRM but is not enough. Various lines 
of business can share relationships making the 
communication channels for client touchpoints 
incredibly important. Capital markets is a complex 
industry where compliance and regulation must 
be adhered to at the same time as proprietary 
requirements based on how the insights should be 
shared and with whom.

Safety first 
Collaborating and acting on insights provided by 
sophisticated analytics sounds like the holy grail, 
but it must be safe guarded. Many CRM’s will have 
sharing rules that each firm can set for their users, 
and it tends to be straightforward. 

The difference between a standard CRM and a 
Capital Markets specific CRM, is that the Capital 
Markets specific CRM’s have actionable and 
collaborative capabilities that have already taken 
business models, rules, and regulations into 
consideration. They have an insurance policy in the 
system built in for the rules and regulations and the 
evolution of those, alleviating the burden off the firm. 

It is critical that the data be shared and acted on 
appropriately, legally, and securely. By ignoring such 
essential protocols you can put your clients and your 
firm at risk financially and reputationally.

Promote a client centric culture 
Your clients are the lifeline of your business and what 
better way of securing that lifeline than having clients 
who never want to leave your side. The previously 

Actionable CRM (Collaborative CRM)

The worst thing that can happen 
is ignoring untapped revenue and 
opportunities, especially when it's 
under your own roof.
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mentioned organized communication channels, distribution model, and safety in sharing information, all lead to 
happy clients. 

Clients can sense disorganization, and when they aren’t being serviced well, they know they have other options.  
When you have an Actionable CRM in place, the execution plans are clear, the opportunities are identified, and the 
next steps are outlined. 

Your business is executed in a way that promotes a client centric culture, that results in increased client retention, 
loyalty and allows an easier expansion of your products and services.  

So what level is your CRM? You don’t need a different system at different times of your firm’s growth. Not only is 
that costly but it is disruptive to business continuity and almost defeats the purpose of building on top of a solid 
foundation. What you need is a partner that has an agile mindset and provides you the capabilities you need at the 
time you need it and has the next level ready when you are. An Actionable CRM expands as your profitability 
expands, providing a system that changes when your strategy changes. Actionable CRM’s might be the holy grail, but 
the level you get in on, depends on what you need right now. The right Actionable CRM stops at all floors on the way 
to the top.   

Tier1 is leading the CRM digital innovation curve with advanced workflows for capital markets. To learn more about how 
to unlock your CRM potential, or get an evaluation of your current technology stack, visit us at www.tier1fin.com today. 


