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According to Howard berg, President of consultancy Berkeley Enterprises in Boston, MA, up to 70 percent of CRM projects do not produce measurable results. 

Meta Group says that nearly 80 percent of 300 companies interviewed reported success with their CRM initiatives.

Worldcom says that, whether online or by telephone, 73 percent of customers now expect service representatives to have a complete record of their relationship while discussing an issue.  Silofication can hamper meaningful customer communication and hurt business – 72 percent of people said poor customer service was reason enough to take their business elsewhere.

AMR Research survey 100 companies in August 2001 about the economic downturn and it’s impact on IT spending for customer management, 87 percent said that they would either sustain or increase their budget initiatives for customer management.

In a study conducted by Jupiter Media Metrix, 74 percent said that they would increase CRM spending by as much as 25 to 50 percent.  IN 2005, 67 million people will seek on-line customer service.

According to Gartner analysts there has been a 20 percent increase in people paying bills electronically.

As of September 30th, according to IDC, 153 million Americans were already Web connected.  Globally IDC puts the number of web users at nearly one-half billion, a 32 percent gain over 2000.

11.7 million was the number of US internet users who visited news sites the week of September 11, up from 6 million from the previous week.

According to a Jupiter executive survey, 63 percent said that they use customer satisfaction metrics to measure the CRM’s ROI, compared to 33 percent that view cost savings achieved by reducing staff as the best measurement of return.  Only 41 percent of respondents were satisfied with the state of on-line service.  

The success of online CRM has been stymied by redundant spending.  According to Jupiter, redundant spending will cost companies between $3 and $4 billion over the next two years.

IDC Research predicts that CRM revenues will grow from $61 billion to $148 billion in 2005.

Ninety percent of all contact centers have less than 100 seats.  Nice Systems CSM 6/01

Gartner says that through 2004, 55 percent of CRM initiatives will fail to deliver measurable benefits and will fail to positively affect ROI.

Another Gartner study found that 32 percent of sales technology projects were virtually abandoned within 12 months of deployment.

Gartner estimates that the total cost of ownership for a CRM project with 1,000 end users can be as high as $70 million for a three year project.  Gartner also notes that it is no longer unusual to find companies that are on their third or forth generation of some type of CRM.

Respondents to Peppers & Rogers Group’s 2000 CRM Census spent just two percent  of their company’s overall CRM investment on training.  Tools and technology made up 30 percent of expenditures.  However respondents collectively said that in three years training would make up 5.6 percent of their spending, while tools would equal 16 percent .  And IDC projects that CRM training will be an $11 billion market by 2005, up from $2.9 billion last year.

In a typical CRM implementation, 28percent of the total cost goes to buying software, while 38 percent of the cost goes to services such as software customization, application integration and training, according to Gartner.  Hardware makes up 23 percent of the cost, while telecommunication expenses makes up the remaining 11 percent.

There are now over 1000 vendors in the CRM industry and these vendors are expected to generate revenues of $23.7 billion in just the US and Western Europe in 2001 according to Datamonitor.

96.7 million mobile phones were sold worldwide in the first quarter this year according to Gartner Dataquest.  And in the US alone, 110 million people have cell phones says the Yankee Group.  More than 20 million personal digital assistants have been sold to date according to Yankee and by the year 2004, 34 million will have been shipped.  The firm also predicts that by 2003, more than $50 billion worth of commerce transactions in the US will be wireless.

In any given year a someone will find a reason to consult 3 percent of the information stored 10 years previously according to Kodak Document Imaging.

A survey published in the spring of 2001 by Morgan Stanley states that 35 percent of Fortune 500 companies list integrations as their top objectives.  What may be more telling is that the next several objectives on the list – e-business, CRM and supply chain management – respectively all require integration.

IDC suggests that from every $1 companies spend on middleware software and installation, they spend between $5 and $20 to integrate back-end disparate and legacy systems.

PWCoopers’ Global Management Survey 2001 found that 75 percent of companies suffer from poor data quality.

Meta Group says that the CRM craze will continue, growing from $20.4 billion this year to $46 billion by 2003.  In this same study they found that companies (300) would increase their CRM initiatives by 75 percent.  Nearly 80 percent of these enterprises said they were experiencing success with their CRM initiatives.

In recent Gartner rating of top CRM application suites for large enterprises, Gartner says Siebel score the highest, but still only delivered 51 percent of the sales lead management, call center and marketing components necessary to give a complete view of the customer.

A recent Alexander group survey cites CRM failure rates of 50 percent to 90 percent among 50 large businesses.

The Meta Group reports that every year, on average, the financial services industry loses between 10 percent and 20 percent of its customers; replacing them cost $200 to $300 each.

B2B worldwide transaction growth will go from $282 billion in 2000 to $4.3 trillion in 2005 according to IDC.

In an August 2001 report by Forrester the pursuit of external information ties up 14 percent of the typical knowledge workers week; internal information is responsible for another 11 percent.

Meta Group reports that enterprises now share 28 percent of their data warehouse data with partners, suppliers, and customers and forecast more than a 50 percent growth in this usage by 2003.

The Cutter Consortium surveyed 159 companies and asked what aspect of CRM was the most important to them:  


38% 360-view of the customer


21% Personalization


15% One to one marketing


11% Real time CRM


 6% Automated Sales


 6% Electronic CRM


 3% Other

Research by Accenture indicates that a $1 billion organization can add $40 million to $50 million in profits by pushing through 10 percent improvements in 21 key CRM capabilities.

Frost & Sullivan reports from their 100 Call Center Executive Managers report that speech recognition and automated e-mail response were at the top of the list of the most sought after technology.  28 percent of the respondents want to ditch their telephone keypads and use voice-activated dialing.  20 percent ranked e-mail response next, 18 percent for skills based routing and 14 percent desired work force management.  The interactive voice response market generated revenues of $1.22 billion in 2000.  F&S estimates that this market will reach $2.41 billion by 2007.

By the end of the year 2000, more than 40 percent of the companies IDC surveyed will have linked customer service and support functionality to their websites and that more than 35 percent will have linked CRM applications and web sites.

The International Customer Service Association reports that in 2000, handling an average e-mail of web inquiry was less costly, at $4.32 than handling a customer phone call, at $5.13.

Source: IDC Corp.  Spending on CRM applications in 2000: $6.2 billion, in 2005 $14+ billion.

The amount of data used by analytics and business intelligence applications, according to Gartner is growing by as much as 100 percent per year.

Forrester Research shows that 45 percent of companies polled are considering CRM projects and that more than a third have launched or completed implementations.  Forrester analysts reports that the large companies they queried spend between $15 million and $30 million per year on CRM related software and services.

An Alexander Group survey found that those firms implementing CRM “correctly” saw an average improvement of 13 percent in revenues, 17 percent in sales rep productivity, 22 percent increase in customer satisfaction and 28 percent increase in selling time.

AMR says that two-thirds of the companies they examined indicate that ROI expectations – mostly related to reducing the costs of customer support – have been met or are on track.

In 1999 alone , 256 coupons were distributed in the United States, which is a stunning statistic because it runs counter to the central demographic fact of our age, nobody has any time.

In November 2001, The University of Michigan’s annual American Customer Satisfaction Index declined for the forth year in a row.  

According to the Radicati Group the trend to outsource will continue to grow  at a rate of  38 percent  over the next four years.

Ovum Research notes that direct revenues for unified messaging service providers worldwide are expected to reach $1.9 billion by 2002 and $10.2 billion by 2006.

Wainhouse Research  predicts significant growth in video conferencing and web-conferencing markets.  Sales of group video conferencing systems are projected to grow at a five –year compound annual rate of 24 percent, while the desk top or personal computer systems will see an increase of 80 percent.

A study by IDC, web-based training and education will be one of the top three applications integrated with US organizations by the end of the year.  Nearly a third of organizations surveyed expect to be using their web sites for training and education, up from 15 percent in January.

Outsell, a research firm says that corporate end-users now utilize the internet for their information needs 70 percent of the time instead using information sources that are licensed to the corporation.

IDC estimates that the knowledge management software market will grow from $1.4 billion in 1999 to $5.4 billion in 2004.

IDC also reports that integrated collaboration environments and other products, will total more than $4 billion by the end of 2001.  And that the fastest growing segment – instant messaging – will encompass 150 million users by 2004.  Between 2000 and 2005, the segments compound annual growth rate will be 104 percent

Of customers whose cable provider was recently involved in a merger  or acquisition, 26 percent reported a drop in customer service, compared to 17 percent of those whose providers have not been in a deal.

Internet use in the US grew 15 percent in October 2001 to record 115 million people.  In September, as users tuned their TVs for coverage of the terrorists attacks, the number of users on the internet fell almost 2 percent.  The average internet users spent 19 hours and 2 minutes online during October.  Larry Roberts at the Digital Infrastructure conference says that the internet traffic expanded by a factor of 2.6 in 2000.  In the first six months of 2001, expansion hit a factor of 4, which is expected to remain steady through 2008.

In October Business Communication Review magazine, it states that internet traffic is doubling every twelve months.

26 million is the predicted number of digital TV sets that will be shipped annually by 2005. Cahners In-Stat.  Also, 84 million is the approximate number of broadband users expected by the end of 2005.

400 million is the number of interactive TV users by 2005 according to the Butler Group.

Equarius, Inc a redwood Shores CA financial institution claims to have grown real-estate loans from $6 million a month to $20 million a month and that consumer loans have tripled all as a result of call-scripting features in their call centers.

In today’s labs a single fiber in an optical network can handle enough information to simultaneously stream 400,000 DVDs.  The largest cables used today contain nearly 900 of these fibers.

An estimated 40 million consumer bills this year will be both presented and paid on-line, according to the research firm Tower Group.  Out of an estimates total 15.9 billion customer bills in the US, less than 1 percent will be paper-free.

US carriers together added somewhere between 22 million and 24 million new wireless subscribers in 2000 according to the Aberdeen Group.  That’s between 60,000 and 65,000 new subscribers a day.

The report titled “Worldwide IT Services Industry Forecast and Analysis: 2000 – 2005,” claims that the IT service market grew 11 percent in 2000 to $395 billion.  By 2005, the report predicts that spending on IT service will increase to$700 billion.  Asia Pacific will be three fastest growing market rising at an annual compound growth rate of nearly 23 percent.  The strongest growth areas according to IDC will be application outsourcing, network consulting and integration, and network management, with system integration accounting for the largest portion at $142 billion in 2005.

The World Information and Technology Service Alliance and IDC state that global high-tech industry spending reached $2.1 trillion in 1999 and will surpass $3 trillion in 2003.  The information and communication market is growing at an annual rate of 9 percent.  Ninety million internet devices were added worldwide in 1999, bringing the total to 260 million.  The number of PC nearly reached 400 million.  On-line sales of $90 billion are estimated for 2001 with more than 50 percent of those e-commerce transactions will be facilitated by smart cards, either at point of sale terminals, personal computers or ATMs.  Only 2 percent of smart cards are used in the US, while Europe claims a 90 percent market share.

Aberdeen Group says in it’s 2001 report; e-mail Marketing that e-mail marketing jumped more than 270 percent from 1999 to 2000.

By CITA’s accounting the US has 109.5 million wireless subscribers and a 39 percent penetration rate at the end of last year.  They estimate that this has grown to 123.2 million.  The FCC calculates that there were 101.2 million subscribers at the end of last year.

34 million wireless users churn from provider to provider annually as they look for better value; by 2004, that number will grow to 77 million annually.  In the US, the average telecom loses 2.5 percent of its customers every month, or 30 percent a year!

According to Nielson/NetRatings, online shopping in 13 e-commerce categories will rise an impressive 43 percent in the 2001 holiday season.  In September nearly 39 million people used the internet.  This is up over 25 percent over the same month last year.

Businesses lost $1.6 billion online last year by failing to web-enable their customer service operations.  This amount is expected to double to $3.2 billion by the end of 2001.  Datamonitor

Although 80 percent of respondent companies customer contact was via telephone in 2000, that channel is expected to drop to 62 percent in two years as more customers look online for service and support – highlighting the need for integrated, multi-channel contact centers.  Forrester, 2000. 

The number of individuals seeking online customer service will jump from 33 million in 2001 to 67 million in 2005, making multimedia contact centers an imperative.  Jupiter Media Metrix 2001

The US market for customer support and call center application revenue will grow from $1.8 billion in 2000 to $4.6 billion by 2004.  IDC

70 percent of firms say that multimedia contact centers are critical to their future. As of fall 2000, only 26 percent had web enabled their call centers.

The business analytics market for CRM will grow from $ 1 billion in 2001 to $2.2 billion  by 2004.  IDC

According to a Jupiter Executive Survey, 63 percent of businesses define loyal customer segments, while just 13 percent of companies incorporate customer satisfaction scores.  

74 percent of business will spend more on CRM infrastructure in 2001 than in 2000 – including contact centers; most will increase overall spending 25 percent to fifty percent.  Jupiter 2001

1 million is the number of US telecommuters in 2001.  35 million is the expected number of US telecommuters in 2005; $160 billion is the amount US businesses are expected to spend on communications services and equipment this year.  $260 billion is the amount they will spend by 2005.  Source: Cahners In-Stat

1997 AT&T predicted that in three year 10 percent of all calls would be carried via Internet Protocol, or IP.  In July of 2001, IP phone calls accounted for less than 1 percent of all domestic calling traffic.  Forbes 7/23/01 114

Since it’s birth in the 1970’s, the middleware industry has growing in proportion to the growth of enterprise application.  IDC reported that in 2000, the middleware industry generated $3.4 billion in revenue, a figure expected to reach $6 billion by 2005.  This reflects a compound annual growth rate of 12 percent between 2000 and 2005.

IDC reports that the worldwide market for CRM software in 2000 totaled $6.2 billion.  Siebel held 23.4 percent of the market with $1.5 billion in revenues.  Following Siebel; was Oracle, Clarify and PeopleSoft.

Companies using viral marketing and customer satisfaction when identifying loyal customers can reduce customer acquisition costs by 27 percent and increase average order sizes by up to 60 percent according to Jupiter Media Metrix.  According to Jupiter’s consumer survey, 45 percent of online shoppers choose e-commerce web sites base on word-of-mouth recommendations, yet only 7 percent of companies are implementing tools that allow them to identify “viral influencers” through email pass along rates.

Jupiter media Metrix estimates that companies with large contact centers, 200 seats or more, can save nearly $4 million annually by outsourcing to contact centers abroad.  Jupiter estimates that contact centers handling 300,00 inbound calls a month will save $2 million, or 15 percent annually, by outsourcing.  

Jupiter recommends the following performance metrics and target ranges: phone and chat abandon rate should equal three to five percent; e-mail response time should be no longer than six hours, 80 percent of telephone calls should be answered within 20 seconds; and 80 percent of customer service representatives should score at least 90 percent in quality tests.

It cost the military $4 to process and mail a paycheck, while it cost a private company $1.60. Parade Magazine 09/01

According to the Frost & Sullivan report: Contact Center End User Analysis, asked if they could only implement one technology, which would it be, 28 percent of respondents said speech recognition.  Email routing came in second at 20 percent, skills based routing at 18 percent, workforce management at 14 percent and call blending at 9 percent.  The demand for these technologies is related to consistently high agent turn over rates.  Only 12 percent have directly increased their CRM budgets.

The market for speech recognition and its associated technologies and services will grow from $650 million in 2000 to $5.56 billion in 2006 representing a CAGR of 43 percent over the period.  Datamonitor

Frost & Sullivan says that IVR revenues will double between 2000 and 2007.

Each year people produce about 1.5 exabytes of unique information in print, film , optical and magnetic content worldwide – roughly 250MB of new information for every man women and child.  The worlds yearly total production of content would require roughly 1.5 billion gigabytes of storage.  CIO Magazine 1/15/01

