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The Market Opportunity:  CRM Outsourcing Solutions Market

A June 17, 2003 Gartner report on the 2002-2006 North America CRM Services Market Size and Forecast stated the $22 billion CRM market grew 10.6 percent from 2000 to 2001, and forecasted in 2002 at US$25.3 billion, is growing and expected to reach $47 billion by 2006.  The CRM services market in North America grew 5.0 percent in 2002 to $14.8 billion, despite continued sluggishness in the U.S. economy.  The market has grown steadily since an IDC 1999-2004 Worldwide CRM Services Market Forecast and Analysis indicated the worldwide CRM services market continued to be one of the fastest growing IT and business services markets.   
Small and medium-size businesses are the main drivers in the CRM market with development and integration being the most popular aspect of CRM services.  Integrated enterprise architectures, new solution delivery models and an overall reduction in price points for application software will contribute to the wider acceptance of enterprise CRM solutions, especially by the upper mid-market. This echoed a 1999 IDC report stating as the Internet continued to alter the way business was conducted, clients continued to look to service firms for assistance in developing integrated and competitive CRM strategies suitable for this new environment. Demand for CRM solutions among mid-market companies were expected to result in market uplift for implementation services in the latter half of 2001, and continue through 2004.

Robust growth rates characterize the entire market across all tracked vertical industries.  An IDC report forecasting CRM support services, an emerging market segment in 1999, stated the market will experience impressive growth as companies look to outside service providers to support specific applications as well as complex integrated CRM environments, especially those that have a heavy e-business component.  Even back in 1999, the $23.0 billion CRM outsourcing market was growing, dynamic and rapidly changing. With growth expected not only in the more traditional segments of the market, such as contact-center outsourcing, but also in emerging areas of CRM outsourcing that are introducing new models for the industry. Throughout the forecast period, the United States will continue to account for the largest portion of the worldwide CRM services opportunity.

Numerous key growth drivers shape the development of the CRM services market. Key underlying growth drivers are elevated customer expectations, and the impact of e-business, and key CRM-specific growth drivers are a stronger focus on CRM business processes, and front-to-back office integration.


While development and integration have typically been the dominant service line, IT management services and business management services are also expected to grow significantly, and are expected to contribute increasingly to the overall market for CRM services. Business process management, including contact center outsourcing in support of CRM solutions, is also expected to show healthy growth. 

Even though the CRM industry is experiencing significant growth, a Data Warehousing Institute (TDWI) survey of more than 1,670 business executives and IT professionals found almost three-quarters of companies have not yet deployed a CRM solution, although most plan to do so in the near future. On the flip side, one-quarter of respondent companies have deployed a CRM solution to one extent or another. These "early adopter" companies are mainly large ($10 billion+) firms in competitive industries, such as financial services, software, or telecommunications. 

On average, the study indicates that the majority of CRM strategies consist of at least six cross-functional applications, including database marketing, telephone call centers, Web marketing, direct-mail campaigns, field sales, and Web self-service for customers.  "CRM is challenging because it requires companies to reinvent their corporate cultures around customers and integrate disparate information systems and delivery channels," said Wayne Eckerson, Director of Education and Research at The Data Warehousing Institute.

Part of the strategy in growing the value of the customer base in the era of "do not call" may be found in a surprising place: the contact center. Companies looking for ways to prospect new sales and generate revenue are looking to their contact centers to do that. The agent who once served as the touch point for customer complaints is now being asked to do a lot more. 

A key topic of discussion at a Direct Marketing Association conference, several recent reports have alluded to the growing role of the contact centers. At the bottom line, companies need to work toward changing the center’s non-sales atmosphere to a proactive and responsive customer-focused enterprise.  "Consumers want personalization and companies have a lot of data that give them the capacity to provide customers with what they want," says Rob Panepinto, Executive VP of Connextions, a technology-outsourcing firm. "But companies now have all this data and don't always know what to do with it. They need to think about this data strategically. Direct mail will see a revival to get to these customers, but eventually the best way to connect to customers is through the call center." 

Companies such as Olympus America have increased sales conversion rates in the call center by as much as 48 percent. New tactics such as customized scripts, more training for agents and upgraded databases are critical parts of any new initiative. Other change management issues are important as well. The call center agent, who use to solve a customer problem and move on, will now be expected to check the customer's data and try to up-sell and cross-sell that customer based on past behaviors. The change will move the call center from reactive to proactive; from a cost center to a revenue-generating customer interaction center. 

Many companies are affecting contact center change by working more closely with B2B partners. They're using customer data gleaned from retail or other partner transactions to add to their own databases and then develop customized treatments. For example, Olympus, the camera maker, had no idea who its Most Valuable Customers were until it started collecting and analyzing call-center data from retail accounts. That way, the high-end customer who bought products at a photo specialty dealer could be differentiated from a Circuit City customer. Olympus now defines the customers who bought higher-profit products and treats that group differently to improve customer loyalty as well as company profitability. 

Two forces drive the move toward more active contact centers. The first is the current negative consumer sentiment surrounding telemarketing and unsolicited e-mail. The second is cost. Contact centers are very effective at dealing with customers, but are expensive. Companies that want to defray those expenses need to expect a long process. 

"It seems everyone now wants to cut costs out of the call center and we must be careful not to weaken the relationship-building role of the call center in the process," says Peppers & Rogers Senior Consultant Becky Carroll. "It needs to move from cost-focused to customer-focused. And that's still a different mission and a long way from being a revenue generator."
Our Client: Connextions (http://www.connextions.com) 

Founded in 1996 by CEO Jack LeFort, and headquartered in Orlando, Florida, Connextions actively manages each phase of the customer transaction process through integrated contact center, media services, supply chain, and information technology outsourcing solutions. These approaches positively impact customers before, during, and after each transaction – resulting in increased client revenues, significant cost savings, and improved customer acquisition and retention. 

Today, Connextions has evolved to become a leading provider of integrated fulfillment, customer contact, and technology services.  In addition to Global Logistics & Supply Chain Strategies naming Connextions as one of the Top 100 Great Supply Chain Partners for 2003, Connextions has earned extensive industry recognition including:

· Finalist - Call Center of the Year 2002 from Call Center Magazine 

· Deloitte & Touche's Fast 50 Company 

· Best CRM Implementation for its work with Blue Cross Blue Shield of Florida from CRM Magazine  

· Finalist - Aberdeen Group's "What Works: Ten Successful Implementations in CRM/Customer Contact Centers."  

A privately held company, Connextions was incorporated in 1996 as a division of Magnetix, one of the nation's largest providers of CD, DVD, video and audio replication services. Spurred by a growing need for direct communication and marketing solutions, Magnetix began offering fulfillment, direct mail, and Interactive Voice Response (IVR) services to its customer base of publishers and marketing companies. In order to expand outside the publishing market, Connextions was formed in 1996 with the opening of their initial customer service center. Connextions’ supply chain and media services operations are managed from computerized, climate-controlled warehouses, while contact center engagements are run from multi-channel facilities.

As a worldwide leader in providing customized, integrated contact center, fulfillment, and information technology services to Fortune 500 companies such as JPMorgan Chase, Nextel, Mercedes-Benz, Levi Strauss & Co., and other industry-leading organizations that deliver a “high touch” customer experience, Connextions has brought its experience and expertise in providing personalized service to the healthcare arena with Connextions Health, a unique Population Health Management service that combines Predictive Modeling, Health Risk Assessments, Demand Management, automated Prevention Services and Patient-Specific Disease Management into a coordinated, seamless offering.

Connextions Health enables proactive identification of the members that are in need of health status improvement, and then delivers through a call center environment the ability to impact those members. Our services are differentiated by a proven ability to customize and integrate to meet your needs, at a PMPM price significantly below existing “rolled up” offerings.
Connextions was founded on the belief that the integration of the entire customer interaction lifecycle is the only way for our clients' customers to receive true value. Each phase of the customer transaction process should take place within a complete and integrated solution. Any breach in this continuum makes streamlined delivery of customer value impossible.  The Company takes great pride in their origins as a manufacturer of media products, and they continue on a relentless quest for greater efficiencies, while meeting the changing needs of customers on a minute-by-minute basis.
To see learn more about example client programs, click on a client logo below for more details.
	


	


	


	



	


	


	


	



	


	


	


	



	


	


	


	


	


	


	


	



Management Team
· Bill Hohns, Chief Operating Officer

Bill Hohns serves as Chief Operating Officer of Connextions and is responsible for instilling at the operational level the company’s vision of being an agile, client-driven learning organization that meets and exceeds client expectations. In addition to this role, Hohns is also President of Magnetix Corporation, Connextions' sister company, which is one of the largest providers of media duplication in the country. 

Prior to joining Connextions and Magnetix, Hohns worked in the United States Government Printing Office under the Bush administration. In this capacity, he was Deputy Public Printer, overseeing the Superintendent of Documents operation. This enormous operation fulfilled the needs of over 1,400 depository libraries around the globe. Hohns has a degree from the Wharton School at The University of Pennsylvania and has since 1974 served in a variety of leadership roles in entrepreneurial businesses.

· Eric Rawlings, Vice President, Client Practice – Information Technology
Eric Rawlings serves as Vice President, Client Practice - Information Technology and is responsible for managing all aspects of e-commerce projects and customer interactions including software engineering, data conversion, web site design and web-based reporting. He possesses eight years of software engineering and project management experience, formerly managing several large simulations and training projects with various state organizations and companies.

Rawlings holds a Bachelor of Science degree in Electrical Engineering from North Carolina State University.

The Opportunity – Senior Developer

Connextions is looking for a Senior Developer who, as a key member of the Software Solutions Group producing world-class health applications for several industry leaders in healthcare and insurance will add to and reinforce the Connextions culture.  In a culture that promotes a sense of urgency and high-quality resulting in the highest customer satisfaction, one must possess a willingness to change, take intelligent risks, and be part of a free-market for ideas. Integrity is central to everything Connextions does and is required to be successful in Connextions’ relationships with its customers, employees, and partners. Existing to serve its customers, Connextions’ employees feel personally responsible for pursuing solutions to customer issues.   Performance driven, and continuously measuring and rewarding high performance achieved though sustainable effort, Connextions encourages employees to innovate, collaborate and work effectively in small high performance teams to optimize results, and then as a learning company, capture and distribute what is learned from their experiences.  

This position requires the ideal candidate to ultimately be located in Connextions’ Orlando, Florida, headquarters.  The ideal candidate must be very comfortable with the risks and rewards of a rapidly growing and evolving corporate environment.  Being well capitalized, Connextions is bringing a new capability into a rapidly unfolding marketplace.  This type of challenge is a selling point for the right individual, who can appreciate the magnitude of the breakout opportunity presented to them.  Connextions is looking for a passionate, thick-skinned, extremely creative individual who will thrive in this fast-paced, team-oriented environment.  The dynamic nature of their clients’ businesses demand that this person have the flexibility to adapt to change, push their own personal and professional limits, possess the character to stand in the face of uncertainty, and the judgment and experience to know which course to pursue.

Position Profile 

With the ability to revolutionize the entire customer interaction lifecycle, there are enormous market/application opportunities for Connextions’ integrated fulfillment, customer contact, and technology services capabilities. Connextions is uniquely positioned to drive from their leadership position and achieve dramatic growth. Responsible for development and delivering Connextions’ solution offerings, Connextions is looking to fill the position of Senior Developer reporting into Connextions’ Vice President, Client Practice – Information Technology: Eric Rawlings.  

The challenge facing Connextions is to quickly capitalize on its unique integrated fulfillment, customer contact, and technology services competencies and capabilities, and establish itself as the market dominant leading provider of Integrated CRM and Supply Chain Management solutions.  Growing a robust Software Solutions Group that will produce profitable implementations of unique Connextions technology and capabilities will help achieve this.  The nature of Connextions’ competencies and capabilities gives Connextions a tremendous competitive advantage over would be competitive solutions.  Because no current Integrated CRM and Supply Chain Management solution provider has been adopted as a standard in this space, Connextions has a great opportunity to capitalize on it’s unique competencies and capabilities and position the value of Connextions’ Integrated CRM and Supply Chain Management solutions.  Upon arriving at Connextions, this person will be expected to draw on personal experience to quickly assess the resident capabilities and implement ongoing Software Solutions Group activities. 

As a solid systems software engineering leader and project manager, able to propose and deliver against realistic and responsive schedules, budgets, and staffing requirements, Connextions’ Senior Developer will be a key member of the Software Solutions Group team capable of connecting with both product and customer issues, and have the vision to contribute to the team’s definition and development of the solution concept as well as reacting to it. As a Senior Developer, they will have key input as a high performance team member meeting regularly to define the software development environment within the company.

This is a very challenging software development role, where in a consulting environment this individual will need to be able to develop solutions to problems, and implement/code them on their own at times. This individual will have the opportunity to function as a team lead in addition to being a team member on development programs. Schooled in the rational method of object oriented software development, this individual will leverage their advanced skills in architecture of complex databases and web related systems combining their understanding of the software development lifecycle (from requirements capture, through architecture, design and successful deployment) to take a problem that can be solved with software and apply commercial and custom components requirements that can be put together to solve it in a small environment while having a very big say in how this is accomplished.
In particular, the new Senior Developer must: 

· Be in constant pursuit of personal and team excellence while supporting revenue generation through the on-time development and deployment of Connextions’ Integrated CRM and Supply Chain Management solutions.

· Possessing excellent personal small team communications and engineering skills, this individual will have the ability to assume both a leadership role as well as a direct key individual contributor role in Integrated CRM and Supply Chain Management solutions implementations. 

· Be directly in touch with the day-to-day activities/realities of the Software Solutions Group team, and be able to identify and remove obstacles that potentially impede the team’s tactical and strategic success.

· Reinforce a strong brand and value proposition with customers and partners, and be willing and prepared to directly represent Connextions with customers, and partners.

· Demonstrate sufficient technical and business understanding to uniquely apply both Connextions’ capabilities and commercial components to create synergistic high impact client solutions derived from mapping Connextions’ competencies and capabilities into a client’s unique business reality. 

· In addition to being able to function as a team lead on some projects, this individual must be able to execute tactically in a direct hands-on manner from a project management, client management and especially with respect to being able to sit down at a computer and directly implement.

This is an opportunity for an individual who is seeking the challenge of building a career in top-tier Integrated CRM and Supply Chain Management solutions market.  Do to the nature of Connextions’ engagements, this individual will have the opportunity to not only be a key team member and contributor, but will be expected to assume leadership roles.  Connextions’ growth is expected to dramatically outpace the industry.  As this individual’s experience grows over time, so will their role and responsibility within the company. 

From a responsibility standpoint, advancement can happen quickly.  This position will be an adjunct to additional responsibility based on this individual’s ability to add value to organizational, technical and customer/market focused objectives. This candidate will be able to take on as much responsibility as their expertise and bandwidth allows them to.

The following characteristics and experience will describe the successful candidate: 

· This individual is currently in a Senior Developer role, and possesses +5 years of complex systems and software engineering experience in challenging roles within the business solutions industry.

· Possessing significant web expertise, and having developed something from start to finish, the candidate must have demonstrated an ability to develop, document, and deploy enterprise-class Microsoft .NET software applications within a vigorous small team environment, and the ability to manage individual activities in order to reach team goals within strict timelines and within strict budgets.

· In addition to a general understanding of software development engineering, the ideal candidate possesses a software systems background (versus a strict software development background alone), and must have demonstrated they are capable of not only learning new technology, but able to apply the technology where it makes sense in order to solve real-world problems – while leveraging their experience with the following:

· Concepts:  n-tier architecture, .NET web services, Object Oriented (OO) Programming, Enterprise Architecture planning, Enterprise Application Integration (EAI)

· Programming Languages:  C#, ASP.NET, Microsoft SQL Server 2000 (T-SQL), Visual Basic 6.0 or Visual Basic .NET

· Platforms: SQL Server 2000, Windows 2000 Server

· Applications:  Microsoft SourceSafe (Any Version), Microsoft Office XP/2000, Microsoft Visio

· The ideal candidate would be experienced with health or health insurance related processes as well as use of Siebel eHealthcare or eSales 7.0 or above.  Experience with developing leading commerce sites (e.g., Barns&Noble.com, Amazon.com, et al.), including experience with Microsoft Commerce Server 2000/2002.  Knowledge of and/or proficiency in any other enterprise software development environment such as Java 2, J2EE, WebSphere Commerce Suite, IBM DB2, Oracle 9i. 

· While possessing experience in the ongoing management of large development projects, and demonstrated the ability to manage multiple project facets and be knowledgeable of client engagements, this individual must be experienced at working within, growing and contributing in a direct hands-on manner with small teams.

· Having successfully demonstrated they know how to work with information and data, and understand how data interrelates, how it’s presented, accessed and manipulated in order to leverage data/information as an asset, the candidate possesses significant experience as a direct contributing team member and leader of small 1-3 person high performance teams.  This individual must be able to articulate their demonstrated creative client connected approach/strategy to technology/product development, problem solving, planning, and execution (including any "continuous improvement" methodologies consistently employed).

· Possessing a winning spirit, success orientation (i.e., Failure is NOT an option), and sense of urgency to get technology productized and to market, this individual has demonstrated the courage to take calculated risks, the ideal candidate, possesses a proven track record of bringing profitable technology solutions to market has demonstrated an ability to expand beyond the scope of their role, and the ability to think big and execute tactically through direct contribution muscling their way across the goal line when things didn’t go quite as planned.

· Having demonstrated a strong ability to communicate with co-worker and client peers and executives is able to creatively discuss the marketplace and technology, build and position customer specific compelling technical value propositions, and articulate their associated business impact.

· In addition to demonstrated ability to lead, manage, and motivate teams - this individual must be a team player possessing a strong ability to “listen & learn” from the success and experience of other.  (i.e., Knows when to lead - Knows when to follow).  Connextions has a strong collaborative team environment.

· In addition to having demonstrated strong internal communications skills, the successful candidate is a bright, engaging, articulate, and highly motivated driver possessing the capacity to assume ownership where needed, and possesses the ability to teach/mentor engineering teams how to recognize and create synergistic high impact client solutions derived from mapping employer competencies and capabilities into a client’s unique business reality.

For more information please contact:  Michael A. Rothstein, Managing Principal

Phone: 503-629-5235 ( Cell: 503.710.1585 ( Fax: 503.533.9152 ( mrothstein@executive-advantage.com
Executive Advantage Group, Inc.    Offices in Silicon Valley and the Pacific Northwest
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