
How  to  Boost  Your  Small
Business by Mastering These 2
Sales Functions
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If you have a business, sales automation tools are likely
catching  your  attention.  The  boom  of  AI-driven  solutions
promising to streamline your sales process and boost revenue
makes  the  appeal  understandable.  But  before  jumping  into
automation to accelerate sales, let’s be clear about something
fundamental: sales and customer relationship management (CRM)
are two distinct functions.

Sales is about converting opportunities into revenue through
strategic processes and deliberate actions. CRM, on the other
hand,  focuses  on  building  and  maintaining  meaningful
connections with people who interact with your business. While
these functions support each other, confusing them can damage
both.

Unless your company is an enterprise, you probably don’t have
dedicated teams for either function. As a small business owner
or leader, your organization likely has 25 or fewer employees,
with customer relationships and sales responsibilities spread
across a few key people. In fact, the person handling both may
be your founder (maybe that’s you).

So what to do? Sometime after founding Marketcircle, which
began as a very small company, I designed Daylite to help me
manage our growing customer relationships. I discovered that
strong relationship management organically supported our sales
efforts. Here’s how a CRM system — while distinct from a sales
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tool — can help create the foundation for successful sales
outcomes.

Related: More Brands Are Losing Touch With Their Customers. Do
These 4 Things to Make Sure Yours Isn’t One of Them.

1.  Build  strong  customer
relationships first
A paradox of being a small business is that while sales drive
growth, sustainable success comes from genuine and enduring
customer  relationships.  You  need  to  understand  who  your
customers are beyond just their position in a sales pipeline.
A CRM system helps you maintain detailed records of every
interaction,  preference,  and  need,  thereby  creating  the
foundation of trust that makes sales conversations natural and
meaningful.

Think about it this way: sales processes can be automated, but
relationships can’t. When you focus on genuinely understanding
and serving your customers, you create a foundation of trust
that no sales automation tool can replicate. CRM should help
you capture and nurture these relationships first, letting
sales  opportunities  emerge  organically  from  strong
connections.

2. Create consistency in customer
interactions
If  your  company  is  small  and/or  young,  you  may  not  have
formalized how you manage customer relationships or handle
sales conversations. Sometimes, those responsible for these
areas assume processes can stay ad hoc because the business
has limited scope or serves a niche market. That’s wishful
thinking – both relationship management and sales processes
need structure while remaining distinct functions.
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Effective  CRM  should  document  not  just  sales-related
information but the full spectrum of customer interactions,
preferences,  and  history.  This  creates  a  foundation  of
knowledge  that  naturally  informs  sales  conversations  while
maintaining a focus on genuine relationship-building.

Just as you wouldn’t ask a friend to repeat their story about
their recent vacation every time you meet, your CRM system
ensures you never make customers feel like strangers by asking
them to recount information they’ve already shared.

Related: How CRMs Can Spark (or Continue) Fast Growth

3.  Balance  relationship-building
with sales activities
Among companies using Daylite, we often see that the same
person  manages  both  customer  relationships  and  sales  –
typically the CEO. This leader has to work both in and on the
business,  requiring  careful  balance  between  nurturing
relationships  and  driving  sales  outcomes.

A CRM system helps maintain this balance by keeping customer
relationships  at  the  forefront  while  supporting  sales
activities. But it’s about maximizing sales efficiency – it’s
about maintaining genuine connections that naturally lead to
sales opportunities. Think of it like having a dinner party,
where you wouldn’t hand your guests a menu and take their
order but rather extend just the kind of hospitality that
makes them want to be invited over again and again.

4. Build long-term value
Customer relationships and sales cycles both take time to
develop.  Even  the  best  relationship  may  yield  sales
opportunities that transpire only months, if not years, later.
When those possibilities arise, you need to understand not
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just  the  sales  history  but  the  full  context  of  your
relationship  with  the  customer.

This is where CRM truly shines — not as a sales tool but as a
comprehensive  system  for  understanding  and  maintaining
customer  relationships.  While  it  certainly  supports  sales
activities,  its  primary  value  is  in  helping  you  maintain
genuine, long-term connections with your customers. It’s like
having  a  perfect  memory  for  every  customer  conversation.
Imagine, for example, if someone mentioned their daughter’s
soccer championship six months ago, you are reminded to ask
how the new season is going.

My  favorite  definition  of  luck  is  when  opportunity  meets
preparedness.  Strong  customer  relationships  create
opportunities. CRMs ensure you’re prepared to maintain those
relationships  authentically,  which  helps  you  achieve  sales
success.  The  key  is  to  remember  that  while  sales  and
relationship  management  support  each  other,  they  remain
distinct functions, each deserving their own attention and
care.
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