
Proven Solutions for  

Direct To Consumer Wine Sales 
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 As of 11/6/12 (election day) we qualify for the 2012 
Inc 5000 list – the list of the fastest growing 
companies in the United States. 
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 What is Customer Relationship Management (CRM)? 
 

 What are Business Intelligence tools used for? 
 

 Customer & Data Acquisition best practices 
 

 The Real Story on Telephone Sales: Calling Customers 
creates long lasting Customer Relationships 
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 What is Customer Relationship Management 
(CRM) as it relates to the wine business? 
 CRM gives you a 360º view of each customer 
 Purchase habits & activities 
 Online 
 Tasting Room 
 Telephone 

 Manage ALL communications with customer base 
 Emails, offers, wineclub events, winery events, purchases 

 Advanced customer data management 
 Contact details (wc info, notes, likes, events, etc) 
 Buying habits 
 Family events, birthdays, anniversaries, weddings, vacations, etc 
 Product order details 
 Easy order entry 
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 Solutions are VERY specific 
 Hosted – Salesforce.com 
 On premise/hosted – MSFT Dynamics CRM 
 “Free” – SugarCRM (Open Source) 

 

 Integration Vendors 
 Salesforce ISV’s & Integrators 
 Webfortis – MSFT Dynamics 

 

 Internal IT Resources 
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 Business Rule #1: Do what you do well and FOCUS 
 OMS systems manage orders, not customers. 
 CRM systems manage customer interactions and 

relationships, not orders 
 CRM solutions are VERY specific and always customized 

for each implementation 
 CRM is advancing much more quickly as an industry – 

OMS vendors can’t (and shouldn’t try to) keep up 
 OMS implementations don’t accommodate customized 

solutions at all 
 Integrations exist today that allow customers to use the 

best of class for each set of business requirements 
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 Tasting Room best practices: 
 Start now!! 
 Collect as much information as possible – make it fun for 

the visitor 
 What is the real value of phone number vs. email? 
 Knowing this fact, why are you only collecting email addresses? 

 TR Compensation Incentives increase data capture rate 
 Compare and contrast implementations 
 Benziger 
 Jackson/Treasury/Constellation 

 Be Creative.  Measure everything. Change something 
and measure again.  And again. 
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 Calling and talking to customers creates 
stronger Customer Relationships 

 Customers actually enjoy hearing from their 
favorite wineries 
 The Mechanics – who, how often, when? 
 Call Metrics – measure everything 
 $/dial, DNC rates, WC signup rates 
 Salesperson productivity mesurements 

 Advanced Business Intelligence – planning, 
budgeting, analysis/comparisons 
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NAV 
CRM 

PowerPivot  
for Microsoft® Excel® 
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 CRM should provide a 360º view of customers 
 Several solutions are available, need to choose the 

right fit & platform for your needs 
 Business Intelligence tools tie everything together 
 Calling customers creates meaningful 

relationships 
 Start now with collecting as much information 

about customers as possible (including phone 
numbers!)  

 
THANK YOU! 
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