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Summary

The session delves into the significance of unifying customer relationships through AI, data, and CRM systems.
Jocelyn Horn emphasizes the importance of addressing issues in customer data management to prevent disjointed
customer experiences. She introduces the concept of a 'Smart CRM' that leverages AI to enhance customer data
integration, ensuring that all teams within an organization can access and act on the same data. Horn underscores
the necessity of moving away from traditional CRM systems that often fail to provide the desired results and
suggests a transition to smarter customer relationship management through unified data, integrated business
tools, and collaborative teamwork.

A key argument presented is the transformative power of AI in CRM systems. Horn highlights that AI can predict
customer needs, streamline data management, and improve personalization in customer interactions. She points
out that while many businesses struggle with outdated or scattered data, AI-powered CRM systems can provide
real-time insights and predictive models that drive growth. Horn shares examples from DTJ Designs, illustrating
how a smart CRM can lead to improved customer relationships and business outcomes. She stresses the
importance of implementing AI that not only generates data but also offers actionable insights.

Horn discusses a three-phase roadmap for successfully implementing a Smart CRM system: connect, extract, and
activate. She explains that the first phase involves connecting and cleaning data, the second phase focuses on
exfracting actionable insights through AI, and the final phase emphasizes activating these insights to deliver
personalized customer experiences at scale. She encourages attendees to start small, assess their current state of
customer data, identify immediate opportunities for improvement, and plan their strategy for integrating smart
CRM solutions. Horn concludes by offering tfo continue the conversation with interested attendees and suggesting
resources for further assistance in implementing these tfechnologies.
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Takeaways

Unified Customer Data Is Essential

Jocelyn Horn emphasizes the importance of having a single source of truth for customer datfa. By centralizing
data, businesses can ensure that all teams are working with the same information, improving communication and
customer experiences. This unified approach helps avoid the pitfalls of fragmented data, leading to more effective
customer relationship management.

AI's Transformative Power in CRM

Al can significantly enhance CRM systems by providing predictive insights and automating data management.
Horn highlights that AI-powered CRM systems can predict customer needs, streamline data processing, and
improve personalization. This leads to better business outcomes and stronger customer relationships by
addressing issues proactively rather than reactively.

Three-Phase Implementation Roadmap

Horn outlines a three-phase roadmap for integrating Smart CRM systems: connect, extract, and activate. The first
phase focuses on connecting and cleaning data, the second on extracting actionable insights through AI, and the
final phase on activating these insights to deliver personalized customer experiences. Starting small and

¢ identifying immediate opportunities for improvement are key steps in this transformation.
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