Case Study: Enhancing Operational Efficiency and
Membership Management for Sports and Exercise Podiatry
Australia (SEPA)

Overview

Sports and Exercise Podiatry Australia (SEPA), a professional
organization supporting podiatrists, faced challenges in
operational efficiency and membership management due to
outdated processes and tools. To address these issues, SEPA
undertook a comprehensive overhaul of its CRM and associated
workflows. By implementing a suite of Zoho applications, custom
portals, and automation solutions, SEPA was able to streamline
operations, reduce administrative burdens, and enhance the
overall user experience.

Executive Summary

Founded to support podiatrists, SEPA aims to provide high-
quality services to its members by improving operational
efficiency and member engagement. The organization sought to
replace its existing processes with a unified, automated system
to manage member records, event registrations, payments, and
feedback collection. Leveraging tools such as Zoho CRM, Zoho
Forms, Zoho Survey, Zoho Backstage, and integrations with Xero
and Stripe, SEPA achieved significant improvements in workflow
automation, user experience, and data management.



“The integration of Zoho’s applications and custom solutions has
transformed our operations, allowing us to focus on delivering
value to our members while minimizing administrative overhead.”

Problem Statement and Key Challenges
SEPA faced several challenges with its existing systems:

* Inefficient Membership Management: Manual processes for
membership sign-ups, renewals, and certificate issuance
consumed significant time and resources.

* Disjointed Event Management: Managing events, webinars, and
courses was cumbersome due to a lack of integrated tools.

« Limited Automation: The absence of automated workflows
increased the administrative burden on staff.

« Inadequate Data Management: Member records were
fragmented, leading to inefficiencies and difficulties in accessing
accurate information.

Problem Evaluation

The reliance on outdated systems and manual processes
hindered SEPA’s ability to efficiently manage its operations and
deliver value to members. A centralized, automated system was
essential to address these inefficiencies and improve member
satisfaction.



Proposed Solutions

The proposed solution involved implementing a suite of Zoho
applications and custom integrations, including:

- Zoho CRM: Served as the central database for member
records, featuring customizable modules, workflow rules, and
mail-merge templates for CPD.

- Zoho Forms: Facilitated membership sign-ups and payment
processing.

- Zoho Survey: Gathered valuable member feedback to inform
organizational decisions.

- Zoho Backstage: Managed events, webinars, and courses,
streamlining registration and communication processes.

« Custom Portals: Developed using Zoho CRM and ReactdS to
enhance member interaction and usability.

« Xero and Stripe Integration: Streamlined accounting and secure
payment processing.

« Smooth Messenger: Enabled SMS communication directly
within Zoho CRM.



Implementations
The implementation process included:

« CRM Configuration: Customized Zoho CRM modules, fields,
and workflows to align with SEPA’s needs.

- Automation: Developed custom functions for seamless
integration with Zoho Workdrive and automated membership
certificate issuance.

« Portal Development: Created a member portal using Zoho CRM
and ReactdS for improved user interaction.

- Event Management Integration: Configured Zoho Backstage for
managing events and webinars.

- Payment and Accounting Integration: Linked Zoho CRM with
Xero for invoicing and Stripe for secure payment processing.

« Data Validation and Testing: Ensured functionality and accuracy
across all integrated platforms.
Results

The successful implementation of Zoho applications and custom
solutions provided SEPA with the following benefits:

Enhanced Efficiency: Automated workflows reduced
administrative tasks and improved resource allocation.



- Improved Member Experience: Streamlined processes and a
user-friendly portal enhanced member engagement and
satisfaction.

« Centralized Data Management: Zoho CRM served as a unified
database, ensuring accurate and accessible member records.

- Seamless Event Coordination: Zoho Backstage simplified event
planning and execution, improving participation rates.

- Reliable Financial Processes: Xero and Stripe integration
ensured secure and efficient payment processing.

Conclusion

By leveraging Zoho’s suite of applications and custom
integrations, SEPA successfully transformed its operational
processes and membership management. The centralized,
automated system not only improved efficiency but also
supported SEPA’s mission to provide exceptional services to its
members. This case study highlights the value of tailored
technology solutions in overcoming organizational challenges
and driving operational excellence.



