
Building a business case



How to get approval to spend?

Build a business case

Improve How?
What Technology?

What are the Benefits?
What is the Cost of the Solution

What is the ROI in Financial terms?Improve What for Whom?

Is the Risk acceptable?

1. Justification
2. Validation
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LΩƳ ǘƻƻ ōǳǎȅ ǘƻ ŘŜǾŜƭƻǇ ŀ ōǳǎƛƴŜǎǎ ŎŀǎŜ



ROI example ςEmailing invoices



ROI examples ςImplementing CRM

Cold Stone Creamery- Once spent an average of ϵ0.80 printing and mailing free ice cream 
coupons to members of their birthday club, but these costs have been slashed to just pennies by 
moving the program online.

Vodaphone- bƻǿ ŀōƭŜ ǘƻ ŎƻƴǎƻƭƛŘŀǘŜ ŎǳǎǘƻƳŜǊ Řŀǘŀ ŀƴŘ ǇƭŀŎŜ ƛǘ ŀǘ ǳǎŜǊǎΩ ŦƛƴƎŜǊǘƛǇǎΣ ƘŜƭǇƛƴƎ ǘƘŜƳ 
to resolve customer queries first time, 95 per cent of the time. The organization has since topped a 
nationwide customer satisfaction index and achieved 20 per cent sales increases amounting to 
U.S.$21 million 

Carlson Capital Management - Attained 40 percent savings in campaign costs. Marketing and 
communication campaigns are less expensive because client segmentation is easier, making it more 
efficient to reach the right clients and prospects with the right communications.

Roland DGA - By being able to increase visibility into warranty expiration dates enabled them to 
increase warranty renewals, resulting in more than $100,000 in increased annual profits.

ωRoland DGA.  By being able to increase visibility into warranty expiration dates enabled them to increase warranty renewals, resulting in more than $100,000 in increased annual profits.



ROI example ςCustomer self service

2009

Web Orders 27%

Rep Web Orders 8%

Total 35%

2010 YTD

Web Orders 34%
Rep Web 
Orders 9%

Total 43%


