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1. What was the problem at Graybar described in this case? How did this problem affect Graybar’s business performance?

· Graybar was not following best practices for analyzing and understanding its customers. 
· The company is a wholesale distributor and does not sell directly to retail businesses. 
Problem
· As distributors Graybar acts as a middleman in the supply chain. It’s now facing pricing pressures and experiencing a squeeze on its profit margins.
· The business is focused on transactional processing. It needed to find a way to determine which customers to cultivate and which ones to spend less time and resources on.

2. What people, organization, and technology issues had to be addressed by Graybar to develop a customer analytics solution?

People: sales representatives need to know which customers require the most attention in order to turn them into more profitable customers.

Organization: the company must determine whether to follow a geographic or product-line strategy for allocating customers to salespeople. That will keep it fair and equitable for the sales reps.

Technology: the company has collected a great deal of customer data but some pieces were missing. It lacked analytical tools to segment customers. It was already maintaining  95 % of the data it needed but wasn’t using it efficiently.

3. How did analytical CRM change the way Graybar ran its business? Compare the way Graybar handled its customer relationships before and after it implemented analytical CRM?

Before: the company was using spreadsheets with rows of data and assigning letter grades for final results and recommendations. That was cumbersome, slow, and did not make analysis easy.

After: data presentation was more visual and understandable. A dashboard using SAP BusinessObjects Dashboard software helped provide recommendations on improving customer values. It uses real time customer revenue, margins, and behaviors to stratify customers.

4. Give examples of three decisions that were improved by Graybar’s new customer analytics system.

The new CRM software 
1. shows categories to which each individual customer belongs
2. supplies information about customer transactions to explain why a particular customer received the classification that it did
3. displays a visual map showing distribution of all customers within each class to help reallocate sales representatives’ time and resources.  

Improvement - Customer analysis can be done in real time and with greater detail.
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