TAKING ON 4 TOP PROFESSIONAL
SERVICE TRENDS WITH CRM
PROFESSIONAL SERVICES ORGANIZATIONS NEED TO KEEP UP WITH THE EVOLVING BUSINESS ENVIRONMENT,
NEW MARKETPLACE CHALLENGES AND INNOVATIVE BUSINESS MODELS. BELOW, WE CONSIDER FOUR KEY TRENDS
IN THE INDUSTRY SECTOR AND POTENTIAL SOLUTIONS.

1: GLOBAL UNCERTAINTY
A. IMPROVE FORECASTING ACCURACY & REVENUE VISIBILITY

Political unrest and global turmoil are causing businesses to
operate in uncertain times, and challenges are expected ahead.
Professional services organizations are challenged to accurately
forecast the impact of these factors on proﬁts and growth.

41%

Professional service ﬁrms are often challenged to increase revenue,
provide business forecasting and report on future activities. However,
improving forecasting accuracy is extremely diﬃcult without the
insight provided by a 360o view of customer information.

INCREASE IN MARKET SHARE
AFTER DIGITAL TRANSFORMATION*

2: COMPETITION & SECURITY CHALLENGES

Your competition is continually
evolving and growing market
share. Also, privacy concerns
and major data breaches
highlight data protection
issues and a rapidly changing
marketplace after GDPR.

A. INCREASE LEADS

B. IMPROVE BID TO WIN RATIOS

C. IMPROVE ACCOUNT
MANAGEMENT

All organizations possess a
network and everybody uses
LinkedIn, but don’t necessarily
know how to leverage a potential
client relationship.

A trend of lower bid-to-win ratios
often simply reﬂects heightened
competition, but no professional
service organization wants to
see the cost of sales rise while
revenue drops.

Individuals within an organization
often know numerous potential
prospects who could be
opportunities to cross sell or to
upsell diﬀerent services. Similarly,
many ﬁrms have little or no
understanding about the “Health
of a Relationship” prospect or
how to get an introduction.
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30%

OF COMPANIES
ACQUIRED NEW
CUSTOMERS AFTER
IMPLEMENTING CRM**

INCREASED CUSTOMER
REVENUE AFTER
IMPLEMENTING CRM*

37%

INCREASE IN CUSTOMER
ENGAGEMENT ON
DIGITAL CHANNELS
FOLLOWING DIGITAL
TRANSFORMATION*

3: TALENT SHORTAGE
A. INCREASE PRODUCTIVITY

Growth within the professional services industry is at a four-year low,
and the decline in headcount is consistent with a growing talent
shortage. Simply replacing staﬀ can be an unattainable expense,
due to logistical costs of recruiting, advertising and on boarding,
and productivity costs of lost output during training.
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The use of separated siloed information systems inevitably leads
to frustration, and the need to switch between applications leads
to productivity and low employee morale.

INCREASE IN EMPLOYEE MORALE
FOLLOWING DIGITAL TRANSFORMATION*

4: DIGITAL DISRUPTION
A. ADOPTING CRM TO ACHIEVE DIGITAL TRANSFORMATION

Digital transformation has the potential to permanently change how
people live & work, aﬀecting every sector of the economy including
the professional services sector.
Uber and Airbnb are prime examples of companies harnessing
digital disruption. Now professional services organizations have the
opportunity to evolve and create unprecedented value for their
customers too. The journey to digital transformation will be hard for
some ﬁrms though. No one wants to be on the ‘digital coal train’ and
the cost of doing nothing could be incredibly high.
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CRM helps organizations to tactically resolve multiple business
outcomes. In contrast, the cost of doing nothing or “waiting to see
what happens” can lead to competitors catching up and even
overtaking you, taking your market share with them.

OF PROFESSIONAL SERVICES LEADERS SEE DIGITAL TRANSFORMATION
AS A TOP INDUSTRY CHALLENGE, ACCORDING TO OUR RESEARCH.
LEADERSHIP THINKING AND EMPLOYEE ENGAGEMENT REPRESENT
THE TWO MAIN BARRIERS TO PROGRESSION.

HOW ALITHYA SUPPORTS
PROFESSIONAL SERVICE SUCCESS
Alithya is an award-winning Microsoft Dynamics partner, with over 10 global and national Microsoft awards.
We help professional service ﬁrms improve their customer experience by using technology to empower their teams across
sales, service and marketing. We also have unique adoption and training services to ensure your ﬁrm understands and
embraces the latest technologies, ultimately providing improved levels of service for your customers.
We’ve helped hundreds of companies successfully implement CRM software. Whether you are building a business case for
a successfully deployed CRM, or getting your CRM initiative back on track, contact us for more CRM adoption insights.

LEARN MORE ABOUT
PROFESSIONAL SERVICE TRENDS

