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	Issue
	Key concern 
PFM Devices currently has a financial loss for the year of 2005 and must find a solution bring back up profits.

	
	Problem
Based on the financial statement, PFM Devices profits are decreasing while their G&A expenses are increasing. Their support activities are costing them their profits.

	
	Decision
After many discussions, the executive team have decided on two choices: 
Either to implement a CRM to increase revenue
To implement a data warehouse to consolidate data to reduce cost.

	
	Challenge
Due to limited resources (time, capital and manpower), only one project can be implemented at a time. Brewer (CIO) is tasked with selecting the project with the biggest impact in the shortest amount of time. 

	Problem
	Causes
IT Operations are below standards as pointed out in Brewer’s 100 day IT assessment.

	
	Consequences
The lack of a proper IT infrastructure and governance may be causing the company to incur higher administrative costs and losses in potential sales.

	Recommendation
	Alternatives
Implement a CRM system to increase revenue first or;
Implement a data warehouse to consolidate data to reduce cost first.

	
	Decision Criteria
	1. Implementation time
2. Cost
3.  Return on investment
4. Ease of implementation
	5. Cost savings 
6. Risk levels
7. Increase in customer satisfaction 
8. Increase in sales or market share




	
	Assessment 
	
	CRM
	Data warehouse

	Implementation time
	Medium
	High

	Cost
	High
	Medium

	Return on investment
	High
	Medium

	Ease of implementation
	Medium
	Low

	Cost savings
	Low
	High

	Risk levels
	High
	High

	Increase in customer satisfaction 
	High
	Medium

	Increase in sales or market share
	High
	Low




	
	Selection
Based on the alternative assessment, the CRM project should be implemented first. The essential criteria are timing and impact. Implementing the CRM would be quicker with the higher impact of the two alternatives. Although the investment will pay for itself only starting from the 3rd year, the profits are much greater for the CRM. 

	
	Action Plan
In order to establish the CRM, they must first plan the business objective of the CRM (i.e: what is its purpose and what should it be doing to improve customer relationship). They must also interact with all CRM end users (from all levels), as to know what they would need from the CRM. 
Once the specifications and objectives are determined, then the alternatives should be researched, and assessed with relevant decision criteria.  



