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Introduction to Collaborative CRMIntroduction to Collaborative CRM

Segmentation & ScorecardSegmentation & Scorecard

Implementation & MeasurementImplementation & Measurement

 What are the key challenges facing the industry in Europe
 What is Collaborative CRM
 How can Collaborative CRM improve the industry dynamics and 

performance
 What are the personal opportunities for certification

 How do you identify and engage with the right Partner for 
Collaborative CRM

 What are the key decisions to make before working collaboratively
 How do you establish objectives, target benefits and project plan

 Collaborative Segmentation – How is it done
 How do you develop a pragmatic, valid Segmentation
 How do you establish goals which focus on the target Segment

 How do you plan effectively together to ensure the best implementation
 What are the key considerations for success
 What measurement criteria can you use

 Which ‘real world’ initiatives will be progressed
 What are the barriers to progress and how can they be overcome
 What is the plan & next steps to make them happen  

Strategy & Tactics DevelopmentStrategy & Tactics Development

Collaborative CRM Workshop – Agenda

Partner Alignment & 
Project Objectives

Partner Alignment & 
Project Objectives

Project Scoping & Next StepsProject Scoping & Next Steps

 What are the strategic options and how do you choose them
 What are the Tactical options for delivering the Strategies
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Introduction to Collaborative CRMIntroduction to Collaborative CRM

Segmentation & ScorecardSegmentation & Scorecard

Implementation & MeasurementImplementation & Measurement

Strategy & Tactics DevelopmentStrategy & Tactics Development

Collaborative CRM Workshop

Partner Alignment & 
Project Objectives

Partner Alignment & 
Project Objectives

Project Scoping & Next StepsProject Scoping & Next Steps

Objectives
 To learn how to plan effectively to ensure 

the best possible implementation 

At the end of this session you will..
 Understand the key areas to focus on 

during implementation
 Know how to build an Implementation & 

Communication Plan
 Understand a simple approach to measure 

under/over-performance

 Implementation & Measurement Stage
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Introduction to Collaborative CRMIntroduction to Collaborative CRM

Segmentation & ScorecardSegmentation & Scorecard

Implementation & MeasurementImplementation & Measurement

Strategy & Tactics DevelopmentStrategy & Tactics Development

Collaborative CRM Workshop

Partner Alignment & 
Project Objectives

Partner Alignment & 
Project Objectives

Project Scoping & Next StepsProject Scoping & Next Steps

 Implementation & Measurement Stage

Implementation 
Challenges

Implementation 
Challenges

Golden RulesGolden Rules

Implementation & Measurement ProcessImplementation & Measurement Process

Implementation 
Challenges
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Implementation & Measurement
 What are the Implementation Challenges?

Collaborative 
CRM

Tactic
plans

 What gets in the way of great implementation?
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Implementation & Measurement
 What are the Challenges Associated with Implementation?

Things don’t
happen on time

Supply problems 
due to demand

People not 
understanding at 

store level

Quality of 
execution is 

poor

Day to day 
trading Issues get 

in the way

Activity clashes 
with other 
initiatives

Activity too 
complicated for 

the shopper

SIMPLICITY & 
COMMUNICATION 

ISSUES

PROJECT 
MANAGEMENT

ISSUES

LACK 
OF 

BUY-IN

RESOURCE
ISSUES

PLANNING
ISSUES

 These are all things we can influence!
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Implementation & Measurement
 What are the SOLUTIONS associated with good Implementation?

Things don’t
happen on time

Supply problems 
due to demand

People not 
understanding at 

store level

Quality of 
execution is 

poor

Day to day 
trading Issues get 

in the way

Activity clashes 
with other 
initiatives

Activity too 
complicated for 

the shopper

SIMPLICITY & 
COMMUNICATION 

ISSUES

PROJECT 
MANAGEMENT

ISSUES

LACK 
OF 

BUY-IN

RESOURCE
ISSUES

PLANNING
ISSUES

 These are all things we can influence!

Simple, Targeted 
CommunicationSimple, Targeted 

Communication

Ensure Total
CommitmentEnsure Total

Commitment

Ensure Clear 
Objectives & 

Benefits

Ensure Clear 
Objectives & 

Benefits
Clear Plan of 

ActionClear Plan of 
Action

Follow through to
CompletionFollow through to

Completion

Right Skills & 
ResourcesRight Skills & 

Resources

EXPERIENCE
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Partner Alignment & 
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 Implementation & Measurement Stage

Implementation 
Challenges

Implementation 
Challenges

Golden RulesGolden Rules

Implementation & Measurement ProcessImplementation & Measurement Process
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Implementation & Measurement
 How do we make it happen?

Actions

Needs
Simple, 

Targeted 
Communication

Simple, 
Targeted 

Communication

Clear Plan of 
ActionClear Plan of 

Action

Ensure Total
CommitmentEnsure Total

Commitment

Ensure Clear 
Objectives & 

Benefits

Ensure Clear 
Objectives & 

Benefits

Follow through 
to

Completion

Follow through 
to

Completion

Right Skills & 
ResourcesRight Skills & 

Resources

 Executive 
Review

 Gain agreement 
to proceed from 
senior business 
leaders in both 
partners

 Confirm all key 
measures and 
targets

 Check for need 
to add in 
implementation 
measures

 Identify all 
audiences who need 
communicating to

 Set communication 
objectives & choose 
appropriate  method 
/ language

 Communicate before 
work starts

 Do the work 

 Follow the 
plan

 Identify all work 
and actions

 Assign 
responsibilities

 Develop a time 
plan / schedule

 Follow up activities 
that take place over  
more than one day

 Measure activities 
versus targets

 Summarise & 
understand 
deviation from plan

Process

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off
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Implementation & Measurement
 Implementation process: Executive Sign Off

Aim: 
 Confirm buy-in from senior sponsors in both partners to ensure total 

commitment from all involved in implementation

How:
 Presentation / Executive Review

• Summarise key elements of the plan
• Explain how and if it differs from the original proposal
• Explain what is needed to deliver the plan and the plans in place
• Re-present the cost and benefits
• Secure final agreement to proceed

Tools/Tips
 Ask sponsors to prepare an announcement e-mail or letter 

• used to reassure people involved in implementation that the exercise needs time 
and support 

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off
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Aim: 
 Review scorecard and check if supporting implementation measures are 

needed

How:

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

Implementation & Measurement
 Finalise Scorecard

Are there any 
additional measures 
needed?

e.g. 
•Cost per mail-out
•# Text messages
•Displays per store
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Implementation & Measurement
 Implementation process: Critical Path

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

Aim: 
 Create the detailed project plan with all actions, timings and responsibilities 

required to deliver against the scorecard and tactics plans

How:
 Use the project planning process again, as used in Partner Alignment

Tools/ Tips:
 Avoid plans that unnecessarily clash with obviously busy periods e.g. 

Christmas

 WHAT?

 WHEN?

 WHO?

Collaborative CRM 
ProposalCollaborative CRM 

Proposal

Commitment
Commitment

Partner Selection
Partner Selection Partner SelectionPartner Selection

Project Plan
Project Plan

‘Putting The 
Partner’s 
Shoes on’

‘Putting The 
Partner’s 
Shoes on’

Manufacturer 
Objective & 

Opportunity Review

Manufacturer 
Objective & 

Opportunity Review

Retailer Objective 
& Opportunity 

Review

Retailer Objective 
& Opportunity 

Review
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Implementation & Measurement
 Implementation process: Critical Path

Example

Excel: 05 - Collaborative CRM Implementation Chart v1.1
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Implementation & Measurement
 Implementation process: Communication Plan

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

Aim: 
 Create a plan to communicate to everyone involved in a way that fits their style 

of communication

How:
 Think through the critical path and make a list of all people who might have an 

impact on the success of the implementation
 Work out what you would like to tell or ask them
 Select the best way & right language to communicate with them

Tools/ Tips:
 Create a communication planning table (see next chart)
 Be creative but keep the way you communicate simple
 Use real life case studies to bring home the benefits/ possibilities
 Tell people what benefits this will bring to them
 Keep the Shopper in mind in every piece of communication
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Implementation & Measurement
 Implementation process: Communication Plan

Communication Planning Table – Example
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Implementation & Measurement
 Implementation process: Communication Plan

Communication Planning Table - Example
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Implementation & Measurement
 Implementation process: Making It Happen

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

Aim: 
 Do it! (On time, in full, as efficiently as possible)

Dos

 Keep the Shopper in mind at every 
step

 Use the right people to get things 
done
 Scientists don’t make great 

implementers!

 Anticipate everything that could go 
wrong and have a contingency plan

Don’ts

 Don’t Miss €5 000 to save €500!
 Don’t overlook the effect & impact 

of other activities

X
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Implementation & Measurement
 Implementation process: Follow up

6.

Follow Up

6.

Follow Up

5.

Do It

5.

Do It

4.

Communication 
Plan

4.

Communication 
Plan

3. 

Critical Path

3. 

Critical Path

2. 

Finalise
Scorecard

2. 

Finalise
Scorecard

1. 

Executive Sign 
Off

1. 

Executive Sign 
Off

Aim: 
 To make sure that momentum is maintained throughout the implementation 

period 
 To understand where implementation has deviated from plan

How:
 Ensure there is a plan to follow up all activities that take place over a period 

of time
 Review performance versus Score-Card
 Investigate & understand deviation form plan & record learning
 Review Communication Effectiveness
 Create a Collaborative CRM learning record

Tools/ Tips:
 Experience shows there should be extra focus on the first 4 weeks
 Use ‘Why?s’ to get to real practical learning
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Implementation & Measurement
 Implementation process: 4 Why’s??

Findings:

•The Actual adjusted Redemption 
rate was in line with Score card 
targets

Learning:

•Print additional coupons / 
choose more reliable despatch 
service

•Keep everything simple!

The Redemption 
Rate was lower 
than expected

The # Coupons 
issued was lower 
than expected..

10% of all 
events did not 

receive coupons 
in demo packs

10% of coupon 
packs arrived 

too late

WHY?

WHY?

WHY?

•Number redeemed?
•Number
•Theoretically  issued?
•Number actually issued?

•Number of coupons 
redeemed per store?

•Coupons packs 
despatched?
•Coupons received?

•Cause?
Courier 

arrangements = 
late despatches

WHY?

Example

Using ‘Why?’s’ to 
understand performance 

versus scorecard
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Workshop – Implementation & Measurement – 05

 The purpose of this workshop is to understand;
 Some of your key implementation challenges
 How you can use the new Content, Tools and ideas from the course to 

overcome them

 Discuss within your groups 
 What are the typical barriers to successful implementation of a 

Collaborative CRM project?
 How can you use the Tools and Content from the course to overcome them?

 Discuss and feed back to the group your findings
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How will we overcome them?
How will we use the Tools & Content?

Potential Challenge

Workshop – Implementation & Measurement – 05
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Golden Rules

In Summary

 Unless implementation leads to the 
right change in Shopper behaviour 

your efforts will be wasted 
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 Understand the key areas to focus on 

during implementation
 Know how to build an Implementation & 
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 Understand a simple approach to measure 

under/over-performance

 Implementation & Measurement Stage
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Collaborative CRM
 The Million Euro Shopper Question!

Ultimately, will our Collaborative CRM plans result in a 
positive, loyalty building experience for the Shopper?      

 Positive, loyalty 
building 
experience from 
a brand
perspective?

 Positive, loyalty 
building 
experience from 
a retailer 
perspective?
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 Where do they occur and what are the implications?

Collaborative CRM Costs v Benefits

€ Costs

Segmentation & Scorecard
Segmentation & Scorecard

Implementation & 
Measurement

Implementation & 
Measurement

Strategy & Tactics 
Development

Strategy & Tactics 
Development

Partner Alignment & 
Project Objectives

Partner Alignment & 
Project Objectives

Budget Planner

€ Benefits

100%

 Costs build throughout the process but there is no
real business benefit until the end of the process!

 Check to ensure plans deliver against scorecard 
objectives at every stage
 use the budget planner to estimate costs v benefits


