Here are ﬁve more customers to identify in CRM…

In my previous article, I have talked about who your customer is and the reason why you
need to identify all your customers. You really need to know who your customers are, as this
will help you to plan your interaction with them. In this article, therefore, I want to help you to
identify more customers that you need to cater to them.

#1 agent
Many organizations would not count Agents as one type of customers but honestly, they are.
At times, your real customers may not have direct interaction with you. They access your
products and services through your authorized agents. In the Insurance industry, for
example, policies are purchased through Agents. Organizations, therefore, must convince
their agents of their production values.

In order to retain their customers, the organization must treat their agents as customers.
Organizations must provide their independent agents with tools that will ensure their
success.

The organization must make their agents’ success their priority. They also have to
understand their agent‘s relationship with their customers as well as the proﬁtability of the
agent in question.

#2 beneﬁciary
These are the categories of people in an organization that are the end users of particular
products or services. Take for instance, if I give all my staﬀs Caller User Group (CUG) for
them to communicate with one another. This might prompt them to purchase another
product from a network provider. That is why you have to ensure their satisfaction.

#3 billpayer
When we talk of the Bill Payer, this is the Big Boss paying for the beneﬁciary of your products
or services. You need to identify the bill payer and come to understand that the bill payer
might not be using your products or services but he has the power to take your customers
away or buy more of your product based on how he is been treated.
Like the CUG example that I gave you earlier, I might decide that my Staﬀs are not using MTN
again but Airtel lines.

#4 customer
A customer is someone that owns your product or service but could also ﬁt into other
categories that you have speciﬁed as customers. You should know this that your customer
may be a Bill Payer or beneﬁciary somewhere else.
Take, for example, I may have a savings account somewhere but have a current account with
six ﬁgures somewhere else. That is why you have to know your customers and the kind of
relationship they keep.

#5 competitor
Some of you might be wondering, why do I need to bother myself about my competitors? At
times, you might be rendering your services or making your infrastructures available to your
competitors.

Another reason why you have to bother about your competitor is that your competitor might
come up with products or services that may drive customers away from your lifecycle. That is
why it is sometimes diﬃcult to know who actually started a particular service. What you
notice is that, once a particular provider started something, others follow suit.

Action Point
If you enjoy our article, sign up to get our next article in your inbox.

You need to conﬁrm your subscription by clicking on the link sent to you. You can check the
spam folder for it. Add us to your mailing list to receive directly from us.
PS: Click on the link below to sign up for my Online E-Course CRM Training. Make sure you
conﬁrm your subscription by clicking on the link sent to you. Thanks.
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