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New research released exclusively to SearchCRM.com shows users of
midmarket CRM software are generally more satisfied than those working with
enterprise-grade applications.

On a customer satisfaction scale of 1-100, mid-tier providers got an average
rating of 70.04, compared to 61.73 for vendors catering to larger companies and
66.79 for makers of small-market software. Best Software Inc.'s SalesLogix
applications posted the highest overall score (73.51) and biggest gains (+7.52)
over a similar survey done two years ago.
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Given the recent trend toward industry-specific functionality, the major enterprise
vendors may be surprised to learn that vertical software had no impact on
customer satisfaction. Lee said that customers clearly "don't want generic vertical
solutions."

The research also flies in the face of some other widely held beliefs. For
instance, it found small and midmarket businesses are not deploying CRM in
droves, as many had anticipated.

It also revealed that hosted CRM hasn't caught on with larger companies, and is
used more to help divisions and smaller companies get started with CRM. Lee
said those results bode well for Siebel's newly unveiled plan to integrate hosted
and on-premise CRM deployments.

On the small market front, the study found "a major changeover" underway in
vendors. Hosted provider Salesforce.com and newcomer Microsoft outscored
entrenched software like FrontRange Solutions Inc.'s GoldMine and Best
Software's ACT in terms of functionality and overall satisfaction rates.

"This is the beginning of the end for the contact manager," Lee said. "It's being
replaced by true CRM systems that are now affordable.”

Vendors like ACCPAC International Inc. and NetSuite Inc. also scored well,
though Lee said he didn't have enough data to include them in the final ratings
report.
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