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Effective customer relationship management (CRM) is paramount
for achieving sustainable success. For buy-side financial firms, a CRM
platform is a central hub for all client related communication, data, and
activity.

This whitepaper explores the critical elements of a robust CRM
strategy, detailing how firms can leverage technology to foster deeper
connections with their clients, streamline operations, and improve
overall performance.

By aligning client-centric approaches with strategic goals, companies
can enhance client satisfaction while driving growth and profitability.
Moreover, leadership involvement, cutting-edge reporting tools, and
data-driven insights enable firms to build a strong foundation for long-
term success.

This white paper provides a comprehensive guide to developing and
implementing an effective CRM strategy, outlining key considerations,
CRM maturity, and actionable steps to ensure a successful
implementation.
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1. Implementation Strategy Objectives

Deploying a CRM system is a strategic imperative in asset management and investor relations, serving multiple facets of a
firm’s operation. The objectives behind a comprehensive CRM strategy are multifaceted, encompassing support for sales,
marketing, client servicing, and management teams’ initiatives. Here, we delve into how a CRM strategy can drive success

in these critical areas.

Supporting Sales, Marketing, and Client Servicing Initiatives

Create a frictionless experience for your investors from
their very first use. Begin before the rollout by letting them
know what to expect, and do this repeatedly. One email
does not convert anyone. Make sure the user credentialing
and authentication process is EASY. We have learned for
our clients that many investors (and almost all institutional
investors) prefer email over text or an authenticator app
for secure two-factor authentication. They all have ready
access to email from all devices, so it does not matter if
they are on their computer or their phone.

The initial email you send welcoming investors to the portal
often gets lost in junk mail. It should be easy (and standard
practice) to send a follow-up email to let them know the

Leadership Involvement
and Strategic Insights

The involvement of leadership in CRM strategy cannot
be overstated. When senior management is engaged, the
entire firm is more likely to adopt the CRM system fully.
Leadership can leverage CRM data to gain deep insights
into client behavior, preferences, and trends, which are
invaluable for strategic decision-making.

Moreover, leadership-driven CRM initiatives often lead to
better alignment across departments, fostering a culture
focused on client-centricity. This top-down approach
ensures that the CRM system is a tool for front-line
employees and a strategic asset utilized by all layers of
the firm.

Finally, data visualization is a key aspect of leadership
involvement with regard to CRM implementation. Through
the creation of targeted dashboards, grouping of related
key performance indicators (KPIs) and metrics, leaders can
access focused views of client data, providing real-time
insights that translate into actionable business intelligence.
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credential link has been sent.

We also learned that it is very helpful to set a high number
of failed login attempts before an investor is locked out.
The Satuit Investor Portal allows the administrator to set up
10 login attempts. This allows an investor to deal with “fat
finger” issues or attempt again if they have forgotten their
password. They can stop and think before getting locked
out.

If you have password rules, publish them on your portal
login page as part of the login screen. When a user is
creating a password, they should see what the rules are.
This also helps to jog their memory if they have forgotten
their password.
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Boosting Profits and Cutting Costs

One of the most compelling benefits of a successful
CRM implementation is its impact on the bottom line.
CRMs streamline processes by automating routine
tasks, thereby reducing operational costs. Financial
advisors and sales teams can focus more on strategic
activities rather than administrative duties.

Additionally, the insights gained from CRM data can
lead to more informed decision-making, optimizing
investments and resource allocation. This not only
enhances profitability but also ensures that the firm
is agile and responsive to market changes.

Streamlining Processes and Enhancing Connectivity

A robust CRM system connects teams and workflows,
fosteringacollaborativeenvironment. Whetherteams
are working in a hybrid model or are spread across
different geographies, CRMs ensure that everyone
has access to the same information, facilitating
seamless communication and coordination.
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For asset management firms, this connectivity is
crucial. It ensures that all client interactions and
data points are captured and accessible in real time,
allowing for a comprehensive approach to client
management. This strategic advantage can be a
differentiator in a competitive market.
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2. Focus Areas
for Success

In the context of asset management and investor
relations, the success of a CRM strategy hinges
on a few critical focus areas. To maximize the
benefits of a CRM system, it is essential to consider
the roles of people, processes, and technology.
Each of these components play a pivotal role in
ensuring that your CRM strategy is embraced and
effectively utilized across the firm.

Process: Consistency Across
the Client Journey

People: CompanY'Wlde The second focus area is the process. A CRM-based
Investment and Adoption approach should be adopted for every phase of the

client journey, from marketing efforts to sales and
post-sales support. Consistency in how client are

The first and most crucial focus area for CRM treated and managed is critical to building trust and
success is people. For a CRM system to be effective, loyalty.
there must be a company-wide commitment to
adopting and utilizing the system. This means Marketing teams can use CRM data to segment
that every level of the firm, from front-line sales to audiences more effectively and tailor campaigns
C-suite executives, must be on board. to specific client needs. This targeted approach
increases the possibility of converting prospects into
Leadership involvement is particularly critical. clients. Sales teams, on the other hand, benefit from
When senior management actively participates in the CRM'’s ability to track interactions, manage leads,
CRMinitiatives, it sets an example for everyone else and follow up systematically. This ensures that no
in the firm to follow suit. Leaders who champion potential opportunity is overlooked and that clients
the CRM system can drive engagement and ensure receive personalized attention.
that all departments recognize its value. This top-
down approach helps in overcoming resistance Once a client is onboarded, the CRM system
and fosters a culture where CRM is viewed as an continues to play a vital role in support and retention
integral part of daily operations rather than an efforts. Maintaining a thorough record of all client
additional task. interactions enables support teams to provide timely
and relevant assistance. This not only enhances the
Moreover, the success of a CRM system relies on client experience but also helps identify opportunities
employees’ willingness to adapt to new processes for upselling and cross-selling.
and tools. Comprehensive training programs and
ongoing support help staff at all levels become A unified and consistent process across the client
proficient in using the CRM. By investing in people, journey creates a seamless experience for clients,
companies can ensure that the CRM system is making them feel valued and understood. This
fully leveraged to enhance client relationships and consistency is critical in an industry where trust and

drive business growth. long-term relationships are paramount.
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Technology: Data Collection and Analysis

The third focus area is technology, specifically the CRM system’s capabilities to collect and analyze data. In asset
management and investor relations, the ability to gather and interpret data from disparate systems is invaluable.

CRMs are designed to centralize data from various sources, providing users one source of truth for client information.
This centralized database allows users to access comprehensive and up-to-date information about each client,
facilitating informed decision-making. Additionally, CRMs can integrate with other financial tools, enhancing their utility.

One significant advantage of CRMs is their ability to generate insights from the collected data. By analyzing marketing
performance, client interactions, and market trends, CRMs can reveal patterns and behaviors that inform strategy. For

example, identifying which marketing campaigns generate the most leads or understanding client preferences can
help tailor future efforts.

Furthermore, CRMs can assist in compliance management by ensuring that all client interactions and data-handling

practices adhere to regulatory requirements. This is particularly important in the asset management industry, where
compliance is a critical concern.

By leveraging the technological capabilities of CRMs, firms can gain a better comprehension of their audience’s needs,
optimize their strategies, and make strategic, data-driven decisions that enhance client satisfaction and business
performance.
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3. Overcoming CRM
Management Challenges

Implementing a CRM system in asset management and investor relations can come with its share
of challenges. These challenges are seldom related to cost or firmal capacity; instead, they often
stem from issues such as a lack of vision, commitment, and buy-in from employees, especially
those who have been with the firm for a long time. Addressing these challenges requires strategic
leadership involvement and a well-defined approach to policy-setting and usage.

Lack of Vision
and Commitment

One of the most significant obstacles to CRM
implementation is the lack of a clear vision and
commitment from the firm. Without a well-defined
strategy for how the CRM will be used to achieve
business goals, the system is unlikely to be adopted
enthusiastically. This lack of vision can lead to half-
hearted implementation efforts, where the CRM is
underutilized and fails to deliver its intended benefits.

Resistance to Change
from Tenured Employees

Resistance to change is another common challenge,
particularly from employees who have been with the
firm for a long time and are accustomed to existing
processes. These tenured employees may view the
CRM as an unnecessary disruption to their workflow.
Their reluctance to adopt new systems can hinder the
success of your CRM implementation, as widespread
usage is crucial for the system’s effectiveness.
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Lack of Confidence
in CRM Systems

Sometimes, the reluctance to fully embrace a CRM
system stems from management’s lack of confidence
in the technology itself. If senior leaders are skeptical
about the value and reliability of the CRM, their lack
of enthusiasm can trickle down through the firm,
resulting in poor adoption rates. This skepticism can
be particularly detrimental if it leads to inadequate
support and resources for the CRM initiative.
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4. Strategies to
Overcome Challenges

Leadership Involvement
and Commitment

Leadershipinvolvementis paramountin overcoming these challenges.
When senior management actively participates in the CRM initiative,
it sets a positive example for the rest of the firm. Leaders should
endorse the CRM system and use it themselves. Logging into the CRM
and utilizing its features helps leadership demonstrate its importance
and encourage others to follow suit.

Leadership can also drive accountability by setting clear policies
for CRM usage. For instance, making it mandatory for all sales and
investor reporting to come directly from the CRM ensures that the
system is consistently used across the firm. This policy not only
promotes uniformity but also reinforces the CRM’s role as a central
repository of client information.

Additionally, providing in-depth product training and ongoing support
can help to build confidence in the CRM. Training sessions should
be conducted with addressing the specific needs and workflows of
employees in mind, demonstrating how the CRM can enhance their
productivity and make their jobs easier.
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Utilizing CRM
Dashboards for Data
Access and Reporting

A well-implemented CRM system offers
powerful dashboards that provide real-
time access to critical data and reporting.
Leadership  should leverage these
dashboards to gain insights into sales
performance, client behavior, and dynamic
market trends. By reqularly reviewing these
dashboards, leaders can make informed
business decisions and quickly identify
areas that need attention.

These dashboards also serve as a valuable
tool for ensuring transparency and
accountability. When all team members
have access to the same data and reporting
tools, it fosters a culture of openness and
collaboration. This transparency can help
mitigate resistance and build trust in the
CRM system.
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5. The CRM Maturity Model

In the asset management and investor relations sectors, integrating a CRM system helps to foster a culture that prioritizes

proactive, systematic, and repeatable behaviors.

The CRM Maturity Model serves as a roadmap for firms looking to embed this culture into their operations, helping them
track progress from basic data management to the optimization of strategic business decisions. This model is instrumental
in driving consistent growth and achieving long-term strategic goals.

Level 1: Build

At the foundational level, the focus is on building simple profiles
and persona models. This stage involves collecting primary data
such as names, contact information, financial profiles (e.g., risk
appetite and account details), and personal interests. The goal is
to centralize all client information into one electronic record that is
accessible by all teams. Key actions at this stage include:

® Simple Profile and Persona Models: Develop basic profiles
that include essential client information.

® Centralized Data: Ensure that all data is stored in a single,
easily accessible location.

® Comprehensive Audit Logs: Implement audit logs to track
changes and maintain data integrity.

Level 2: Capture

The second level focuses on institutionalizing relationship
knowledge and protecting the continuity of client relationships.
This involves capturing activity history, ensuring compliance, and
avoiding the duplication of efforts. Key actions at this stage include:

O Activity History and Details: Record all interactions and
activities related to each client.

® Compliance Management: Ensure that data management
practices adhere to regulatory requirements.

® Relationship Continuity: Protect and maintain the quality of
client relationships, even during staffing changes.

Level 3: Expand

At this level, firms begin to capture and analyze the broader
relationship ecosystem, including third-party Subject Matter
Experts (SMEs) that influence client decisions. This stage involves:

® Third-Party Profiles: Develop profiles and persona models for
third-party SMEs.

® Institutionalize Third-Party Activity: Record and analyze
activities of third-party influencers across investors and funds.

O Protect Relationship Continuity: Ensure that third-party
relationships are maintained and not duplicated or damaged
during transitions.
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Level 4: Learn

In this stage, the focus shifts to quantifying
relationship values and analyzing opportunities
and risks within the relationship ecosystem. Key
actions include:

>

Quantify Relationship Values: Assess
the value of each relationship based on its
potential contribution to the firm.

Analyze Opportunities and Risks: Identify
and act on opportunities for growth and
address potential risks.

Strategic Selling: Forecast client interest or
disinterest in specific product offerings.
Operational KPIs: Visualize key performance
metrics across all operational pillars, tracking
and managing staff performance.
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Level 5: Optimize

At the highest level of maturity, firms leverage
their CRM system to make strategic business
decisions, optimize efforts, and enhance overall
performance. Key actions include:

4
4

Strategic Business Decisions: Use CRM
data to inform and guide strategic initiatives.
Effort vs. Reward Analysis: Evaluate the
effectiveness of various activities in terms
of their impact on AUM, engagement, and
performance.

Automation and Workflow Improvements:
Streamline operations by automating tasks
and enhancing intra-team communication.
Institutional Processes and Behaviors:
Embed systematic and repeatable processes
into the firmal culture..
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6. Leveraging Client
Reporting Automation

The need for accurate, timely, and comprehensive reporting in the asset management and investor
relations sectors cannot be overstated. Client reporting is a critical function that not only fulfills requlatory
requirements but also strengthens client relationships by providing transparency and insights.

However, the manual processes traditionally associated with reporting can be time-consuming and
prone to errors. This is where automation, particularly through advanced CRM systems like SatuitCRA,
becomes invaluable.

Streamlining Client Reporting Processes

= Automating client reporting processes offers numerous benefits, including significant
= time savings and greater data accuracy. SatuitCRA provides an automation solution that
can drastically improve the efficiency and accuracy of client reporting. By automating
current manual report compilation functions, firms can ensure that reports are generated
quickly and consistently, freeing up staff to focus on more strategic tasks.

Custom Reporting Packages

— One of the standout features of SatuitCRA is its ability to create custom reporting
|i‘ packages tailored to the needs of investors and their advisors. These packages can

include a variety of documents, such as client statements, performance reports, and
compliance records. The customization options allow firms to personalize each package,
ensuring that clients receive the information most relevant to them.

Bulk Document Upload

SatuitCRA's bulk document upload capabilities further streamline the reporting process.
Firms can upload multiple documents simultaneously, reducing the time and effort
required to prepare comprehensive reporting packages. This feature is particularly
useful for firms managing a large volume of clients, as it ensures that all necessary
documents are compiled and ready for distribution without manual intervention.
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Managing and
Monitoring Portal Access

SatuitCRA also offers robust capabilities for
managing and monitoring portal access via
a cloud-based application. With this feature,
users have the tools needed to simplify
investor reporting to any group of investors
or third parties. By leveraging a cloud-
based system, firms can ensure secure and
convenient access to reports, regardless of
the recipient’s location.
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7. Sales & Marketing
Campaign Management
Effective sales and marketing campaign management is essential for driving business
growth and client engagement. CRM systems play an important role in supporting
these efforts by providing comprehensive tools and features that streamline marketing
campaigns, relationship development, and sales activities. Here, we explore how

CRM systems enhance lead generation, facilitate both inside and outside sales and
support fund distributors in balancing marketing and relationship-building activities.

Facilitating Inside
Supporting Marketing Campaigns and Outside Sales

CRMs are invaluable for orchestrating and managing CRMs support both inside and outside sales teams
marketing campaigns. They enable marketing teams to track by providing tools that enhance productivity and
and analyze client interactions, segment audiences, and coordination. Inside sales teams benefit from features
tailor Campaigns to speciﬁc client needs and preferences. that streamline workflows andimproveclientinteractions,

Key features that support marketing campaigns include: while outside sales teams can manage their activities
more effectively. Key features include:

Managing Marketing Collateral:

CRMs centralize all marketing collateral, ensuring that sales Centralized Data Access:

and marketing teams have constant access to the latest CRMs centralize all client and prospect information,
materials. This feature allows firms to track which advisors making it easily accessible to both inside and outside
have received specific content, ensuring that marketing sales teams. This centralization ensures that all team
efforts are coordinated and effective. members have the information they need to engage with
Unified Interaction Tracking: clients effectively.

By maintaining records of all client interactions in one Activity Tracking and Reporting:

location, CRMs provide a holistic view of client engagement. CRMs enable sales teams to track all activities, such as
This unified tracking helps marketing teams understand calls, meetings, and follow-ups, in a single system. This
client behaviors and preferences, enabling more targeted tracking ensures that no opportunities are missed and

and effective campaigns. that sales efforts are aligned with broader marketing
strategies.

Supporting Fund Distributors : :
PP o 9 . . . Enhancing Lead Generation
For fund distributors, balancing marketing campaigns,

relationship  development, roadshows, and travel Lead generation is critical to sales and marketing
management can be challenging. CRMs provide robust strategy. CRMs facilitate lead generation by automating
support for these activities by offering integrated solutions and optimizing various processes, including:

that simplify and streamline processes. Key features include:

Opportunity Management:

Relationship Development: CRMs offer customizable modules to support fundraising
CRMs help fund distributors build and maintain strong efforts with dashboards, activity tracking, and integrated
relationships with advisors, consultants, and other key marketing tools. These features help sales teams
stakeholders. By providing a comprehensive view of each identify and prioritize high-potential leads, ensuring that
relationship, CRMs enable fund distributors to engage more resources are allocated efficiently.

strategically and effectively. Email Marketing Campaign Management:

Roadshows and Travel Management: CRMs integrate with leading marketing plugins to
CRMs offer tools to manage roadshows and travel schedules, manage and track email campaigns effectively. This
ensuring that all activities are coordinated and documented. integration allows firms to automate email marketing
This feature helps fund distributors maximize the impact of efforts, personalize communications, and measure

their efforts and maintain continuity in their engagements. campaign performance.
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SatuitCRM:
Strategies for Success

This whitepaper has explored the multifaceted benefits of CRM systems in
investment and asset management, from enhancing investor relationship
management and operational efficiency to improving data management and
strategic decision-making. In addressing key focus areas—people, process, and
technology—firms can ensure comprehensive CRM adoption and utilization across
all levels.

A well-implemented CRM system offers asset management and investor relations
firms the strategic advantage needed to foster growth, enhance client relationships,
and achieve long-term success. Embracing these CRM strategies will ensure that
firms remain competitive, agile, and poised for future challenges and opportunities.
Now is the time for firms to invest in SatuitCRM and cultivate a culture of proactive
and systematic behaviors to drive consistent growth and excellence.
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