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Most Agencies
Have a CRM

Most agencies have a Client Relationship

Management (CRM) system, and it
serves an important purpose.

It tracks activity, logs service work,

V= and records what happened.

@ The CRM helps you manage relationships and capture activity.



But that is not what you
need at renewal.



CRM = Timeline
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A CRM is built
around a timeline.

It shows adds, deletes,
changes, and requests.

It tells you
what happened.
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But the Renewal Is
Not About What
Happened in the Past

8 It is about understanding the client.
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There Is Also a Role Mismatch



Service vs Strateqgy
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O ® The service team is using the CRM to

SR track activity — adds, deletes, service @ Track activity @ Make decisions
requests, and communication history.

Adds, deletes, service Understand the client,
requests, and evaluate options, and
® But when someone is working on a communication history. choose the best path.

&
p\ renewal, they are trying to
make decisions.



What Decision-Makers Need

They need to understand
how the client thinks.

What constraints exist.

S
@ What the client values.
G



Tlvo Different Use Cases

These are two completely
<« different use cases.

One is tracking activity.
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$ The other is supporting
decision-making.



When Systems Try to Do Both

éIé When both are forced into
the same system, neither works well.
The CRM becomes cluttered
@ for service work and insufficient

for strategy.



Where the Real Information Lives

xj In reality, a lot of the most important,
information is never captured properly.

8 It may be in an email, discussed on a call,
or exist only in someone’s memory.



This is where it matters most

® The annual renewal is the highest-stakes
moment in the relationship.



What You Are Expected to Do

At renewal, you are expected to analyze
EQ options, make recommendations, and

guide the client through decisions.



What Happens Without Context

j Starting from scratch

Guessing preferences

Q Repeating rejected options

Without clear context, you are often starting from scratch,
& guessing at preferences, or presenting options that have
already been rejected.



The Result

BE ® This slows everything down and
\I/ creates unnecessary friction.



What You Need at Renewal

Preferences
Past decisions

Constraints

Jo 4t [ &

Decision style

At renewal, you need to know what the client prefers, what they
have rejected, what their constraints are, and how they make
decisions.
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A CRM Cannot Provide This Easily

CRM

@ That information is rarely easy
to extract from a CRM.
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The Missing Layer

I \
SR . e | CRM CLIENT
® This is why a separate KNOWLEDGE BASE

client knowledge baseisneeded. | ¢ [ 7]

® Not to replace the CRM, P = —T —————
but to fill the gap it leaves. ... i

Fills the gap
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How Do You Build It?

f ® One of the first questions is
%35 how to build this if it does not

already exist.




Build It Iteratively
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Client-by-Client Approach

e

| CLIENT

> M
e A practical approach is to go
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F 22y ) client by client and do a \ |
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What to Ask

Q
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What do we know

What have they chosen

What have they rejected

What matters most

Ask yourself what you know about this client,
what they have chosen in the past, what they

have rejected, and what matters most to them.

o ® O L

66



Where to Pull From

@ You may need to reference past
emails, renewal presentations,

employee packets, and notes
from conversations, and, of course,
the account manager’s head.
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The Goal Is Not Perfection.
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e The goal is to capture what already
exists in your head and scattered
sources so that it’s

e inone place and

e easily accessible
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ONE PLACE.
EASILY
ACCESSIBLE.



Once this is done, the system
becomes much easier to maintain

® You are no longer starting
from zero each time.

BEFORE

Starting from zero

Q Search for info

Reconstruct context
Ask for baclground
Piece things together

Start from zero
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Time-consuming. Hard to maintain.
Inconsistent.

—

AFTER

Built on what's already captured
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Find what you need, quickly

Full context at your fingertips

Focus on the conversation

Make informed decisions

Build on what's already captured
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Efficient. Easy to maintain.

Always improving.




Not a Timeline -

A Snapshot
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Instead of a timeline,
relevant client renewal
info becomes a

structured snapshot.

INSTEAD OF TIMELINE...

JAN 2023
Initial Contract
Signed

MAY 2023

Expansion
Added Users

OCT 2023

QBR - Discussed
Challenges

APR 2024

Price Increase
Notice

JUN 2024

Renewal
Negotiations

—

iz ]

v O 6

...IT BECOMES A SNAPSHOT

ACCOUNT
OVERVIEW Q

SOLUTION ®
oOve

VALUE

DELIVERED

KEY NOTES & CONTEXT

BUSINESS
OBJECTIVES

STAKEHOLDERS
& INFLUENCERS

RENEWAL
CONSIDERATIONS



What It Should Capture

A complete snapshot of the client to guide better decisions and stronger renewals.

TR I - o

Current State Preferences Constraints Reasoning
e Group size e Plan types Budget e Why decisions
* Plan structure  Carrier preferences Geography were made
* Contribution strategy e Network considerations Workforce characteristics * Why options

were rejected

maintain, decisions easier to defend, and renewals easier to win.

@ Capturing all four areas creates a single source of truth that makes the system easier to



What Happens When It Is Captured

@

e This is the information that {i

usually lives in someone’s head.
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e When it is captured in a structured way,
renewals become faster, recommendations
become better, and transitions between ® O
team members become easier.

Renewals become
faster.

Everything you need is in one place,
ready when you need it.

Recommendations
become better.

You understand the full context and
can make more informed suggestions.

Transitions between
team members
become easier.

Context is clear, handoffs are smooth,
and nothing falls through the cracks.



Key Idea

T
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® The CRM
tracks activity.

® The client knowledge
base captures
understanding.

IR,
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CRM

Tracks calls, emails,
meetings, tasks,
and next steps.

Client Knowledge Base

Captures context, preferences,

decisions, and insights in
one place.

@ Understanding Drives Good Decisions

The more we understand, the better decisions we make—and the stronger renewals become.



When this information is
structured, it can also be

used by Al to analyze options
and generate recommendations.




