8 COSTLY MISTAKES

THAT SABOTAGE YOUR CRM
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AND HOW TO AVOID THEM
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INTRODUCTION

You've decided to implement a CRM system. Smart move.
However, most businesses completely mess up their CRM implementation.

They waste months of time, frustrate their teams, and end up with an expensive system
that nobody actually uses.

['ve been helping service-based businesses implement CRM systems for years, and [ see
the same disasters over and over again.

The good news? These mistakes are completely avoidable if you know what you're doing.

This guide walks you through the 8 biggest implementation mistakes I see, and more
importantly, shows you exactly how to avoid them.

Get this right, and your CRM will transform how you |
manage client relationships and grow your business. /t/‘”b(?@ J(R W’




DISCLAIMER

Throughout this document, I will be
referring to Capsule CRM and the

functionalities that Capsule provides.

However, this doesn't mean that you have
to use Capsule to understand what I'm
talking about as these points are relevant
regardless of which CRM you are

implementing.




MISTAKE 1:
BUILDING A
HOUSE
WITHOUT
BLUEPRINTS

This one drives me mental.

People dive straight into their CRM without
planning what information they actually need to
track.

Then six months later they're asking "how do I find
all the clients who need their annual review in
March?" and the answer is "you can't, because you
never set it up to track that."

Before you touch your CRM, sit down and think
about your business. What information do you need
at a glance to serve your clients properly?

For a recruitment firm, that might be: industry sector,
salary expectations, notice period, preferred start date.
For a business coach, it could be: business stage, main
challenges, session frequency, goals.

In Capsule, we call these custom fields. Set them up
from day one, and your future self will thank you.




MISTAKE 2:
THE GREAT
DATA DUMP
DISASTER

Here's what happens.

Someone gets excited about their shiny new CRM

and thinks "brilliant, I'll just import everything from

our old system."

Three hours later, they've got 2,000 contacts where
half the phone numbers are wrong, email addresses
are all over the place, and they've got “John Smith
Partnership Ltd" shoved into thefirst name field.

[ had a client last month - lovely HR consultancy -
who did exactly this. Spent two days trying to
untangle the mess before calling me in tears.

Here's what you do instead. Before you import
anything, clean your data first. Check your
formatting. Make sure first names go in first name
fields, company names go where they should.

It's boring work, but it saves you weeks later on.
With Capsule, you can map your fields properly

during import. Take the time to do it right the first
time.

WHAT T0 DO INSTEAD

Before you import anything:

* Clean your existing data first

e Check all phone numbers and

email addresses are current

e Ensure names are formatted
correctly (first name in first name

field, etc.)

* Remove duplicate contacts

e Verify company information is
accurate




MISTAKE 3:
LIVING IN
THE PAST

I get it.

You've got five years of client history and you want it
all in your new system.

However, importing every email from 2019 isn't
going to help you win new business this month.

Focus on what matters now.

Your active prospects, current clients, and immediate
opportunities.

[ worked with an architecture firm who spent three
weeks importing old project files. Three weeks!

Meanwhile, they missed following up on two active
proposals because they were too busy playing with
historical data.

Get your current pipeline into Capsule first. Make
sure you can track your active opportunities and serve
your existing clients. The historical stuff can wait.

WHAT T0 DO INSTEAD

Priority 1:

Current Pipeline

e Active prospects and
opportunities

* Ongoing client projects

* Immediate follow-up tasks
e This month's priorities

Priority 2:

Recent Clients

e Last 12 months of client work
* Current service agreements

e Upcoming renewals or reviews

Priority 3:
Historical Data (if time permits)
e Archive old projects separately
* Import only if it serves a current
business purpose

 Consider summarising rather

than importing everything




MISTAKE 4:
THE "FIGURE
IT OUT
YOURSELF"
APPROACH

You spend weeks setting up your perfect CRM
system, then you tell your team "right, we're using
this now" and wonder why nobody's using it

properly.

Your team aren't mind readers. They don't know that
when someone inquires about services, they need to
create an opportunity, add the right tags, and set a
follow-up task.

[ see this constantly with small businesses. The owner
knows the system inside out, but the team are making
it up as they go along.

Take time to train your people properly. Show them
the customer journey from first contact to completed
project. Walk them through exactly what needs to be
recorded and when.

With Capsule, it's intuitive enough that most people
pick it up quickly, but they still need to understand
your processes.

WHAT T0 DO INSTEAD

Create a simple process
document:
e When to create new contacts vs

opportunities
e What information must be
recorded at each stage

* How to use tags and custom
fields
e When to set follow-up tasks

Train your team properly:

e Walk through the complete
customer journey

 Show them exactly what to
record and when

 Explain why each piece of
information matters

e Give them time to practice with
real scenarios




MISTAKE 3:
GHASING
THE

PERFECT

Some people spend months tweaking their CRM
setup, trying to make it perfect before they'll actually
use it.

Meanwhile, their competitors are out there winning
business.

Your business will evolve. Your needs will change.
What matters today might be irrelevant in six
months.

Start with something that works for your current
needs. Use it. Learn from it. Then improve it.

I had a business coach who spent four months
"perfecting” their setup. Four months of lost
opportunities because they wouldn't commit to a
working system.

Capsule grows with your business. Start simple, then
add complexity as you need it.

WHAT TO DO INSTEAD

Start with "good enough":

e Set up basic contact and
opportunity tracking

 Add essential custom fields only
* Create simple processes that
work now

* Plan to improve as you learn

The 80/20 rule:

e 80% of your benefit comes from
20% of features

e Focus on core functionality first
e Add complexity only when you

need it
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MISTAKE 6:
THE

AUTOMATION
UBSESSION

Everyone's heard that automation is brilliant, so
they try to automate everything from day one.

Then they send a "thanks for your interest” email
to their biggest client who they had dinner with
last week.

Automation is powerful, but it's not magic. You
need to understand your processes manually
before you can automate them properly.

Start by using your CRM to track and manage
relationships. Once you've got that working
smoothly, then look at where automation makes
sense.

Capsule has some lovely automation features, but
use them thoughtfully, not just because they're
there.

WHAT T0 DO INSTEAD

Master manual processes first:
 Understand your workflow
completely

* Identify genuine opportunities
for automation

e Test automated processes
carefully

* Keep personal touch where it
matters

Smart automation in Capsule:

e Automated task creation for
standard processes

* Email templates for common
responses

e Workflow triggers for follow-up

reminders

* But always review before sending




MISTAKE /:
TAKING ADVICE
FROM PEOPLE
WHO DON'T
UNDERSTAND
YOUR BUSINESS

Your mate Dave runs a plumbing business
and swears by his CRM setup. That
doesn't mean it'll work for your HR
consultancy.

Every business is different. What works for
a recruiter won't necessarily work for an
architect.

I see people copying systems that are
completely wrong for their industry, then
wondering why it's not helping.

Before you take anyone's advice about
CRM setup, ask yourself: do they really

understand how my business works?

WHAT T0 DO INSTEAD

Focus on your specific needs:

e Every business is different

e What works for others might not
work for you

* Consider advice, but adapt it to
your situation

* Trust your understanding of your
own business

Questions to ask before taking
advice:

* Does this person understand my
industry?

* Do they know my specific

business challenges?

e Have they worked with
businesses my size?

e Is their advice based on real

experiencer




MISTAKE 8:
MISSING
THE POINT
ENTIRELY

This is the biggest one. People treat their CRM
like it's some admin burden they have to feed
with data.

our isn't there to create more work for
Your CRM
you. It's there to help you grow your business.

When you add meeting notes after a client
catch-up, you're not "updating the system."
You're making sure you never forget what matters
to that client.

When you track your proposals, you're not doing
paperwork. You're making sure nothing falls

through the cracks.

When you record project details, you're building a
knowledge base that helps you serve future clients
better.

Your CRM should make your life easier, not
harder. If it's feeling like a chore, you're doing it
wrong.

WHAT TO DO INSTEAD

Remember the real purpose:

* Build stronger client
relationships

 Never miss important follow-ups
* Track business performance
accurately

e Make informed decisions based
on real data

Reframe your thinking:

* You're not "updating the CRM"
* You're "ensuring client success”
* You're not "doing admin"

* You're "building your business

knowledge base"
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[f this resonates with you and you want to discuss
further, then let's arrange a call:

Scan below t:

https://app.simplymeet.me/time-assist/discovery
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arrange a dem
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“THE BUSINESS OF BUSINESS IS
RELATIONSHIPS; THE BUSINESS OF LIFE
1S HUMAN CONNECTION.”

— Robin S. Sharma




