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Technology and Its Capabilities
CRM has been around for over 20 years and has been used by both small and large companies to keep track of their customers.  CRM systems are designed to create a process around the interaction that your company has with its customers in hopes of more efficiently closing a sale or resolving some sort of an issue.  Examples of popular CRM systems include Salesforce, Zoho, Sugar CRM, and many others. The difference between these two is just one word, social.  Social brings a new element into CRM because now instead of just dealing with data and information we are dealing with conversations and relationships with the social customer.  These conversations and relationships take place not just from company to consumer but also from consumer to consumer.[footnoteRef:-1] [-1:  http://www.jmorganmarketing.com/what-is-social-crm-an-introduction/] 


An example given by Jacob Morgan, Principal of Chess Media Group, a social business consultancy that works with medium and enterprises on developing Enterprise 2.0, Social CRM, and Social Media strategies, provides a simple example of twitter on his website, “Let’s say you are a large brand on twitter such as Southwest Airlines.  You are building relationships with your followers but you also have the ability to build relationships with and listen to (and engage) customers that are having conversations about you.  Traditional CRM didn’t work with twitter or facebook or with any other social platform, it was just a collection of data and information.  So again, the big different between CRM and Social CRM is that we now have all these conversations and relationships to consider.”
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Financials


· What the technology is and what capabilities does it promise to provide
· Major organizational stakeholders (vendors, developers, champions, early adopters, etc.)
· Financials – How much does it really cost?
· Maturity of the technology, the development/support ecology, and the user community
· Sources of additional information (specific resources or people)

In addition, you should provide a critical analysis of the potential of the technology within a particular industry and specific recommendations about how a particular firm should engage it.  You analysis should consider questions such as:

· How might the technology be used within the industry
· Is it likely to have strategic, tactical, or operational impacts?
· Is the industry likely to be a leader or a follower with respect to applying this technology?  Why?
· What are the benefits, costs, and risks associated with this Firm X applying this technology?  
· What specific steps should Firm X take with respect to the technology?
· Should Firm X make contact vendors or consultants about this technology?  Which ones?


