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Businesses face ever-increasing pressure to deliver 
exceptional customer experiences while driving 
growth and profitability. A robust customer relationship 
management (CRM) system plays a critical role in 
realizing that goal by helping businesses gain deeper 
insights into their customers that can ultimately increase 
their bottom line.
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Understanding NetSuite CRM 
A Dynamic View of Customer Relationships 
At the heart of NetSuite CRM is the ability to capture and 
consolidate customer data from multiple touchpoints 
throughout the customer lifecycle. By centralizing data 
from sales, marketing, and customer service, NetSuite 
provides a complete view of the customer journey. This 
rich data repository enables businesses to develop a 
deep understanding of their customers’ preferences, 
behaviors, and pain points.

NetSuite’s advanced analytics and reporting capabilities 
further enhance the value of this data. The Customer 
360 dashboard, for example, highlights key customer 
data from across NetSuite onto a single page providing 
businesses a high-level snapshot of all customer, 
prospect, and lead activity.

Customizable reports and dashboards provide real-
time insights into sales pipelines, marketing campaign 
performance, customer service trends, and more. These 
insights help businesses make data-driven decisions, 
identify areas for improvement, and optimize their 
strategies for success.

By centralizing customer data and 
offering advanced automation, 
NetSuite CRM—included in all editions 
of NetSuite—empowers businesses to 
make proactive decisions, boost the 
efficiency of operations, and provide 
exceptional customer experiences.

This business guide explores how NetSuite CRM helps 
organizations accelerate sales processes and close more 
deals, optimize marketing campaigns for greater ROI, 
and deliver excellent customer service.
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One Suite  
Since NetSuite CRM is built on the NetSuite platform 
and comes standard with every edition, it works 
seamlessly with other NetSuite applications. This 
integration ensures a smooth and efficient flow of data 
and processes across various business functions.

For example, when NetSuite CRM is combined with 
NetSuite CPQ, sales teams can benefit from a 
streamlined and efficient quote-to-cash process. 
NetSuite CPQ enables the creation of customized, 
accurate quotes directly within the CRM, reducing  
errors and expediting sales cycles.

Another example is the CRM’s native connection with 
SuiteCommerce, NetSuite’s ecommerce platform, to 
provide a unified view of online and offline customer 
interactions. In addition to automatically managing 
customer status based on purchase activity, businesses 
can offer self-service profile and case management 
through the SuiteCommerce “My Account” portal.

Enhancing Sales Performance 
Efficient Lead and Opportunity Management 
NetSuite CRM equips sales teams with robust tools 
for lead and opportunity management. Sales reps can 
actively track and qualify leads, ensuring timely follow-
up that can help increase conversion rates. Opportunity 
management features allow sales professionals to 
collaborate effectively, manage deal stages, and 
accurately forecast sales.

Streamlined Quote-to-Cash Process 
As mentioned, the integration of NetSuite CRM with 
NetSuite CPQ simplifies the quote-to-cash process. 
Sales reps can swiftly generate quotes that incorporate 
complex pricing models, discounts, and product 
configurations. This not only accelerates the sales  
cycle but also minimizes errors, leading to improved 
customer satisfaction and sales efficiency. And since 
your financial data is also in NetSuite, it’s easy to turn 
quotes into orders and then track the deal all the way 
through payment.
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Advanced Sales Analytics and Forecasting 
NetSuite CRM’s analytics and reporting tools provide 
sales leaders with valuable insights. Sales teams can 
actively analyze pipeline health, track win-loss records, 
and forecast revenue based on open opportunities. 
These analytics enable data-driven decision-making, 
empowering sales leaders to identify areas for 
improvement and develop targeted strategies  
to drive better results.

Empowering Marketing Effectiveness 
Targeted Campaign Management 
NetSuite CRM’s marketing automation capabilities 
enable marketers to plan and execute multichannel 
campaigns. Marketers can leverage customer data to 
create targeted email campaigns, personalize content, 
and deliver relevant offers. The platform’s campaign 
management tools allow marketers to track campaign 
performance across various channels, ensuring they 
can measure ROI and adapt their strategies accordingly.

Lead Nurturing and Qualification 
NetSuite CRM actively facilitates lead nurturing by 
automating the process of engaging and educating 

potential customers. Marketers can evaluate leads based 
on their interactions and behavior, helping sales teams 
focus on the most qualified leads. This lead qualification 
process ensures sales reps prioritize prospects with the 
highest conversion potential to maximize revenue.

Personalization and Segmentation 
NetSuite CRM’s ability to capture and analyze customer 
data empowers marketers to personalize their 
communications. By segmenting customers based on 
demographics, purchase history, or browsing behavior, 
marketing teams can deliver tailored content and offers, 
increasing engagement and conversion rates.

Elevating Customer Service and Support 
Efficient Case Management 
NetSuite CRM’s customer support management 
features include case management, which assists 
service agents in actively tracking and resolving 
customer inquiries. Cases can be prioritized, assigned 
to specific agents, and monitored until successful 
resolution to facilitate prompt resolutions.
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Knowledge Base and Self-Service Options 
The platform supports the creation and management 
of a comprehensive knowledge base that gives 
customer service agents immediate access to relevant 
information. This knowledge base empowers agents 
to deliver accurate and consistent support, reducing 
resolution times and improving customer satisfaction. 
Additionally, NetSuite CRM can empower customers to 
resolve common issues on their own with a self-service 
portal and searchable documentation knowledge base.

Omnichannel Support 
NetSuite CRM supports omnichannel customer service 
so customers can engage through their preferred 
channels, such as phone, email, chat, or social media. 
This omnichannel approach ensures that customer 
service is not only efficient but also aligns with modern 
customer expectations, providing a seamless and 
convenient support experience.

Driving Business Growth With NetSuite CRM 
NetSuite CRM is a powerful and versatile solution 
that actively contributes to the success of businesses 

across sales, marketing, and customer service. By 
providing comprehensive functionality, rich customer 
insights, and extensive automation, NetSuite CRM 
empowers organizations to deliver exceptional customer 
experiences and drive growth.

With NetSuite CRM, businesses can increase sales 
productivity and forecast accuracy, execute targeted 
marketing campaigns and measure ROI, deliver efficient 
and personalized customer service, foster stronger 
customer relationships and satisfaction, and make data-
driven decisions to drive growth and success.

NetSuite CRM equips businesses  
with the tools and processes to  
unlock their full potential, helping 
them stay competitive and thrive in 
dynamic markets.
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