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Abstract: CRM platforms like Salesforce and Microsoft Dynamics can be a great help to companies by making the way they deal with
the customers very efficient and at the same time simplifying the processes and making them more profitable. However, as the businesses
develop and change, the main problem becomes how to fit these platforms in the best way to the particular needs of the company.
Therefore, customization of the CRM platform is very important as it makes the platform more effective. This research intends to explore
the best approaches for modifying Salesforce and Microsoft Dynamics and explain how even simple configurations and developments
can keep processes running/enhance them while still not compromising the performance and scalability of the systems. This paper aims
to locate the differences between the two systems by evaluating the customization options of the two platforms, including their
declarative tools, extensibility options, and integration frameworks. The methodology is a mixture of study of industry practices,
platform documentation review, and analysis of real-case scenarios for the identification of common challenges and successful strategies.
The major advantages include: increasing user adoption, enhancing operational efficiency, reducing technical debt, and getting business
closer to CRM. Overall, this paper points out that planned customization is the way to open the full potential of CRM systems without
encountering problems that are the result of over-engineering or bad implementation choices.

Keywords: CRM Customization, Salesforce, Microsoft Dynamics 365, Business Automation, Workflow Optimization, Low-Code
Platforms, Cloud CRM, Enterprise Solutions, Data Integration, CRM Best Practices.

1. INTRODUCTION
Customer Relationship Management (CRM) platforms are the go-to resources for today's businesses, helping them handle
customer information, optimize sales channels, improve customer service, and make informed decisions. Salesforce and Microsoft
Dynamics are the two top CRM platforms because of their extensive features, ability to scale, and strong market presence. Yet, the real
power of these tools comes not just from what they can do out-of-the-box, but from how well they are tailored to fit the exact needs of
the business.

Nowadays,the rapidly changing market forces organizations not only to consider customization of CRM systems as one of the
obligatory choices but also to find it as a significant source of competitive advantage. Conversely, switching CRM platforms may reveal
problems that will harm performance, create difficulties in maintenance and lower user acceptance if, for instance, the changes are
done in a wrong way or without thoroughly thinking through. Moreover, a lack of standardization compels many organizations to
resort to using different methods which eventually lead to inefficiencies and augmenting complexity. So, it is indispensable to
comprehend not only the technical side of customization but also the strategic part that results in successful implementations.

Besides, there are also several other significant impacts that a change in CRM platform might create. A change in CRM platform
completely reshuffles the future role of CRM, creates a need for higher levels of skills and integration, and demands a higher level of
external knowledge sharing. In this section, we have a look at the major risks of CRM customization, share the problem statement, and
describe why the best practices of Salesforce and Microsoft Dynamics customization are what we want to find out.
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1.1. CHALLENGES

CRM platforms such as Salesforce and Microsoft Dynamics are very feature-rich and have complex architectures and many
different configuration options. Hence, customization of such systems is often a complicated process. Organizations, on the one hand,
don't have sufficient knowledge of the platform capabilities, which causes them to make unnecessary or inefficient customizations. On
the other hand, such complexities get higher when multiple teams, each with varying requirements and skill levels, are involved.

Over-customizing is the first big problem that comes to mind when talking about CRM customization and a very common one
indeed. Companies try to customize their system far beyond the level of what is necessary. Doing changes to the CRM system so that
it exactly meets the business needs is customization. Nevertheless, doing it excessively leads to the system becoming so difficult that it
lessens the ability of the company to keep it, upgrade it, and scale it. Besides, performance problems may arise and the company may
be stuck with the old ways due to the inability to use the new features that the platform providers put on the market.

One of the major hurdles can be the integration of the legacy systems. A great number of enterprises still operate on some pretty
outdated systems that were not prepared to be connected with the latest cloud-based CRM systems in a smooth manner. What's worse,
this can lead to the loss of data alignment, further discrepancies in workflows, and more reliance on middleware or custom APIs,
consequently resulting in a more complicated system overall.

Scalability and maintenance level are the two aspects of the system that need attention as well. When enterprises expand, their
CRM systems have to be capable of managing larger amounts of data, more users, and more complex supply chains of processes.
Inadequate or weakly thought-out customizations are inclined not only to negatively affect scalability but may also create heavy
maintenance problems in the long run, thus requiring regular patching and updating.

1.2. PROBLEM STATEMENT

CRM platforms have become pretty much standard in business, however, a gap exists when it comes to defining how CRM systems
should be customized. What usually happens is that organizations improvise their customization methods solely on their immediate
business needs, without a proper understanding of the long term effects of their changes. Such inconsistent approaches produce a wide
variety of CRM implementations which is very confusing when it comes to measuring the effectiveness of a system or even designing
the same successful strategies for different projects or teams.

In fact, inefficiency in customization can result in accruing technical debt i.e. quick fixes and ill-conceived changes piling up without
any control. This will ultimately make the system so complicated that change will require more human intervention thus making the
process pricier and also preventing the rollout of new features. Be it a Salesforce or Microsoft Dynamics system, where technical debt
is present one can hardly expect the system to perform well or the upgrade/downgrade to be a smooth one.

Another big problem is how to balance flexibility and system stability. Of course businesses want to be more flexible so that they
can change if needed. However, too much customization can lead to a system that is not very reliable and it also might not perform
well. The right balance is not easy to find especially when stakeholders want to get quick results and don't care much about
sustainability in the long run.

Moreover companies that have different CRM systems face a dilemma in finding common best practices amongst themselves.
Salesforce and Microsoft Dynamics are two different platforms with different structures, tools and customization methods It is going
to be a challenge for them to come up with strategies that are completely aligned This also results in a situation where there is a
demand for cross platform best practices that will help people in making the right choices without being aware of the CRM system
they are using.

1.3. MOTIVATION

The escalating appetite for customized CRM solutions has mainly sparked this research. Nowadays businesses thrive in fiercely
competitive landscapes where customer satisfaction and efficiency in operations stand as the two main factors for success. Off-the-
shelf CRM features usually fail in fulfilling businesses' distinct needs thereby customization becomes indispensable to reach the set
targets.
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Besides that, an equally strong impetus is the desire to streamline business operations. Appropriate tailoring can not only automate
the workflows but also lessen the need for human interventions and enhance the overall reliability of the results translating into higher
work output and swifter decision-making. When organizations incorporate their business processes into CRM systems they vastly
increase the potential benefits of their investment.

The rise in popularity of cloud CRM platforms such as Salesforce and Microsoft Dynamics highlights the need for effective
customization approaches. When organizations migrate to the cloud, they need to make sure that their customizations will not only
grow with them but that they will also be secure and able to work with the frequent updates of the platforms.

2. LITERATURE REVIEW

The evolution of Customer Relationship Management (CRM) systems has mirrored the overall changes in business technologies,
which have evolved from simple tools for recording information to smart, cloud-based platforms that support strategic decision-
making. Originally, CRM systems primarily focused on storing customer information and managing contacts. These systems were
usually isolated, on-premise applications with very limited capabilities for customization. However, the internet and cloud computing
have changed CRM into a lively, multifunctional tool that can back up sales automatisation, marketing campaigns, customer service
and even analysis. Leading CRM solutions, like Salesforce and Microsoft Dynamics, have taken the step to add artificial intelligence to
their tools, enabling them to handle data instantly, provide smooth integrations, and thus become the heart of digital transformation
efforts.Besides this, the need for customisation has massively mushroomed as firms are trying to make these systems fit their individual
workflows and business models.

Lots of research papers have explored Salesforce customization methods, especially the declarative and programmatic ones.
Through Lightning App Builder, Process Builder, Flow, and Apex programming, Salesforce offers an array of tools that empower both
technical and non-technical people, even developers, to fine-tune their applications. Among other things, a report by Salesforce states
that one of the main advantages of the platform is the ability to develop applications quickly through low-code and no-code solutions
thereby drastically lessening the need for coding extensively. Apart from the most common practices, researchers focus one of their
discussions on the importance of pointing to the Salesforce principle "clicks not code". This principle is a way of speaking to one's use
of features already at hand rather than going for custom development. Still, not without flaws, the studies bring up issues such as the
restrictions imposed by the governor, performance degradation, and the danger of creating overly intricate customizations which, in
turn, may pose difficulties from the standpoint of maintenance. Some of the good practices with outstanding success suggested by the
early writers include modular architecture, proper use of metadata, and adherence to the design patterns that are peculiar to the
platform.

At the same time, Microsoft Dynamics CRM extensibility has been a subject of research especially in its capability of being deeply
integrated within the Microsoft ecosystem, i.e., with tool sets such as Power Platform, Azure services, and Office 365. Dynamics has
two main ways for its users to tailor certain features: configuration (using Power Apps and workflows) and code-based extensions
(using.NET, plugins, and custom APIs). Studies have shown that its biggest advantage comes in work environments that heavily rely
on the existing Microsoft infrastructure since they need all systems to be integrated. Besides that, researchers have expressed how
Dynamics has the ability to not only handle complex flow of business but also support enterprise solutions to a great extent. On the
contrary, some of the issues such as reliance on deep technical knowledge, risks of performance being hampered, and intricacies
involved in the management of custom plugins have also been reported. Commonly accepted techniques of Dynamics customization
comprise using the Power Platform advantages, keeping solution layers clean, and carrying out proper lifecycle management.

A comparison of Salesforce and Microsoft Dynamics visually demonstrates how each one has a focus, and a strength, in different
areas. For example, Salesforce is predominantly identified with a cloud-first architecture, a very large application marketplace
(AppExchange), and very simple-to-use customization capabilities. On the other hand, Microsoft Dynamics is known for being
seamlessly integrated with other Microsoft products, possessing very good data features, and supporting very complex and large-scale
operations. According to several research reports, Salesforce outperforms Dynamics in terms of customization ease and speed of
deployment, but the latter allows users more control and the possibility of a very deep integration. On the other hand, some
comparative analyses also point out that the success of customization largely depends on company-level factors such as the
technological environment, business goals, and available skills.
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Existing CRM customization frameworks and conceptual models have been mainly trying to find ways of implementing them
systematically. For instance, they outline major steps such as needs analysis, design, system tailoring, testing, launch,and maintenance.
Some frameworks support the idea of a close link between CRM customization and business process reengineering to the extent that
the use of technology is aimed at achieving organizational goals and not the mere documentation of the existing workflows. More
works, however, focus on governance, change management, and user education as crucial elements of successful customization.
Besides, the literature is generally in favor of agile methods as the hallmark of business environments rapidly changing is iterative
development and continuous improvement which are the possibility of agile methods.

Even with these frameworks available, several areas are still unexplored in CRM research. A major gap is the absence of well-
established, best practice guidelines that are cross-platform and can be equally implemented at Salesforce and Microsoft Dynamics.
This is because most of the research work is concentrated on single platform approaches which may not suit multi-CRM organizations.
Besides, the long-term effects of customization in the areas of technical debt, scalability and system upgrades have hardly been
documented. Hence, the user-centric design concept is not properly addressed and a lot of research works are devoting their attention
to technical implementation rather than usability and adoption. Also the extremely fast changes in cloud technologies and low-code
platforms are not in line with published research materials so there is a need for new research studies updating the existing ones to
catch up with the current trends of industries. To that end, meeting these research gaps is a prerequisite for the formulation of all-
inclusive and well thought out guidelines that will enable organizational welfare maximization through CRM feature adjustment as
well as limiting the unwanted consequences.

3. PROPOSED METHODOLOGY

This paragraph elaborates on the research method chosen by the authors to study and compare the customization practices of
Salesforce and Microsoft Dynamics CRM. Through the research method, a comprehensive review of the existing literature and practical
insights through case studies, they would be able to help the identification of significant features, collection of relevant data, and
construction of a systematic model of best practices that can be applied to various platforms.

3.1. RESEARCH DESIGN

The research applies mixed-methods approaches which combine qualitative and quantitative methods as two sides of a coin in
order to reinforce analysis of CRM customization practices. Qualitative part focuses on teachings through expert interviews, a few case
studies, and platform documentation analysis; that is how it uncover motivations, user perceptions difficulties of Salesforce and
Microsoft Dynamics implementation
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The quantitative part of the research is about getting data that can be counted, like how fast a system is, how easy it is to add new
features, and if the tools for customization are working well. It means checking how different ways to customize a system might change
the main things that tell us how the system is doing: for example, how quickly it responds to us, how often it is available, and how
much of the system resources it uses. This paper by combining qualitative and quantitative views is able to carry out a full evaluation
that considers both technical and organizational issues.

Besides that, the research layout is comparative by nature, where both platforms get analyzed under equivalent circumstances to
guarantee the validity of findings. Such a strategy opens the door for a just comparison and at the same time, it helps in finding the
distinct pros and cons of the platforms. Being iterative in character, the research means that knowledge obtained at one stage becomes
the basis of the next analysis, eventually producing a fine-tuned set of best practices.

3.2. COMPARATIVE FRAMEWORK DEFINITION

To compare Salesforce and Microsoft Dynamics CRM, first, you need a reference model. This reference model helps, among other
things, to judge the two platforms on different aspects, which makes the comparison very thorough and properly structured. Key
features for the two systems in the reference model are customization tools, integration capabilities, scalability, performance, security,
and compliance.

The examination of customization tools is done by comparing Salesforce's Apex programming language and Lightning framework
with Microsoft's Power Platform (which consists of Power Apps and Power Automate). The framework considers the degree of using
low-code or no-code as well as full coding, besides the user-friendliness and adaptability.To analyze customization tools, the method
is to comparing Salesforce Apex language and Lightning framework to the Microsoft Power Platform (which includes Power Apps and
Power Automate) and the framework tries to find out the degree to which these tools make use of low-code, no-code as well as full
coding, besides user-friendliness and adaptability.

Capabilities to integrate with other systems have been the basis of measurement. The evaluation has been done on the ability of
both platforms to integrate with external systems including legacy applications, third-party services, and cloud-based solutions. This
involves using APIs, middleware, and native integration features.

We measure scalability and performance by looking at the ability of each platform to support more work, larger amounts of data,
and a higher number of users. Key aspects through which the framework assesses these include system architecture, resource
management, and the use of performance optimization techniques.

Security and compliance are assessed by looking at the native features of each platform such as role-based access control, data
encryption, and compliance with the regulatory standards. This is especially vital for those organizations that belong to the industries

with strict regulations.

The comparative framework ensures that these criteria are evaluated similarly on both platforms, thus providing a basis for
reliable and meaningful conclusions.

Table 1. Comparative Parameters for CRM Customization

Parameter Salesforce Approach Microsoft Dynamics Approach
Customization Tools Apex, Lightning, Flow Power Apps, Power Automate, Plugins
Integration Capabilities REST/SOAP APIs, AppExchange Azure Integration, APIs, Connectors
Scalability Multi-tenant cloud architecture Cloud + hybrid flexibility
Performance Governor limits, optimized transactions | Resource-based performance management
Security & Compliance | Role hierarchy, sharing rules, encryption | Azure security, role-based access control

Here's a summary in tabular format of the main parameters that were used for the comparison, showing the unique methods of
each platform.
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3.3. DATA COLLECTION METHODS

The data collection strategy aims to acquire a rich blend of theoretical knowledge and practical experience in CRM customization.
Case studies, expert interviews and documentation study constitute the triad through which a thorough knowledge of the topic is
sought.

Case studies basically involve a closer look at some real-life Salesforce and Microsoft Dynamics implementations across different
industries. Such cases reveal how organizations tailor their systems, what challenges they face, and what outcomes they achieve.
Studying quite a few cases will allow you to identify trends and typical behaviors.

Expert interviews are one more significant element of data gathering. Various knowledgeable people are contacted to discuss their
experiences of CRM implementation developers, consultants, system architects, etc. The interviews reveal practical aspects, e.g.
decision-making, compromises, etc., and also provide a chance to talk about the most memorable projects.

Documentation review refers to a process of going through the official platform documents and technical manuals as well as
industry reports to understand the technical features of various platforms and their customization capabilities. It also verifies that the
research is based on the right and updated facts.

Employing these methods together leads to what is called data triangulation, i.e., using several sources to confirm the findings,
thus enhancing the dependability and trustworthiness of the research.

4. CASE STUDY
This section reports comparative case study of CRM customizations carried out in both Salesforce and Microsoft Dynamics at a
mid-sized enterprise. The aim of this comparative case study is to show how each platform responds to the same business
requirements, what kind of challenges were faced during the implementation, and what can be learnt through practical usage.

4.1. ORGANIZATION BACKGROUND AND BUSINESS REQUIREMENTS

The company of the present study is a mid-sized retailer and distributor operating in several regions. It has a large customer base,
a great variety of products, and several sales channels both online and offline. As a result of the rapid growth, the company felt it
necessary to set up a powerful CRM system which not only combined customer data but also made sales processes more efficient and
improved customer service.

The main business requirements were focused on handling customer information, monitoring the sales pipeline, automating order
processing workflows, and connecting with current inventory and accounting systems. Furthermore, the company was interested in
enhanced reporting facilities that would help in making decisions and tracking performances. One important consideration was the
flexibility of the CRM system to be adapted to the specific workflows of different parts of the sales force, for instance, different sales
regions having their own sales rules as well as customized approval hierarchies.

Besides,the firm highlighted the significance of scalability and user adoption. Also, a CRM must retain its ease of use and simplicity
even if the numbers of users and transactions keep increasing, and of course it should be able to support the load.Since the company
was handling highly sensitive customer and financial data, security and compliance also became chief concerns for them. To select the
most appropriate solution, the company implemented parallel solutions from Salesforce and Microsoft Dynamics, making it possible
for them to compare the two solutions side-by-side in terms of customization potential and results.

4.2. IMPLEMENTATION IN SALESFORCE AND MICROSOFT DYNAMICS

Changes to the Salesforce system were carried out quite extensively by both using declarative tools and programming. New,
tailored objects were developed to reflect the unique entities of the business, e.g., records of sales of different regions, distributor
relationships, and approvals of orders. With these objects, the company could organize data in a way that was most suitable for its
operations.

Workflows and automation were implemented via Salesforce Flow and Process Builder for different operations such as lead
assignments, approvals, and notification alerts. When the business rules were too intricate, then Apex programming was used to

87



Satyendra Kumar Vanapalli / ICACSIS’ 25, 82-91, 2025

develop custom triggers and controllers. For example, Apex was used to set up price differentiation rules according to geographical
location and to automate the approval processes at various levels. The Lightning framework was utilized to develop user interfaces
that were both attractive and user-friendly. Integration of Salesforce with other external systems was carried out through REST APIs,
thus making it very easy to exchange data with the inventory and accounting software.

As they were rolling out Microsoft Dynamics, the team made use of the Power Platform ecosystem mainly for the purposes of
customization. Essentially, they utilized Power Apps for creating customized applications and forms which were very much aligned
with the company's workflow. Through these apps, the users were enabled to handle customer data, monitor sales, and process orders
more comfortably.

Salesforce Apex is a programming language designed mainly for executing business logic. Similarly, one can create such plugins
in.NET for Microsoft Dynamics in order to replicate business logics of this nature. Through these plugins, it was possible to perform
data validation in real-time and carry out the enforcement of the custom rules during transactions. Workflows and Power Automate
were used as process automation tools, reducing manual sending of emails, re-assigning tasks, and approvals handling. The data
analysis options and capabilities were significantly increased by integrating with other Microsoft products such as Excel and Azure
services.

Although both systems managed to deliver what was necessary for the business functioning, yet, they were quite contrasting in
terms of software, complexity of coding, and ways of integration.

Table 2. Implementation Comparison

Aspect Salesforce Implementation | Microsoft Dynamics Implementation
Data Modeling | Custom objects and relationships Entities and Dataverse
Automation Flow, Process Builder Power Automate, Workflows
Custom Logic Apex triggers and classes .NET Plugins
User Interface Lightning Components Power Apps
Integration REST APIs, AppExchange tools Azure services, Connectors

Here is a summary of the ways that similar requirements were fulfilled by different tools and technologies on each platform.

4.3. CHALLENGES AND COMPARATIVE OBSERVATIONS

The implementation phase is when we actually did the programming and we ran into lots of problems. The biggest headache was
figuring out how to do personalization without making it too complicated. We had to be extremely careful about the Apex governor
limits in Salesforce, and the code had to be extremely efficient as well. Plus, if we rely too much on custom coding, it poses risks for
future support and system upgrades.

Our Dynamics project became more complex as we quite heavily relied on plugins and external integrations, which also needed
specialized technical skills. At times it was challenging to manage interdependencies among different Power Platform components as
well as maintain the consistency of the environments.

Another big issue was how to integrate the new with the old. Connecting with the existing systems turned out to be a real test for
both platforms since the only way was to use APIs and middleware. With that came problems like delays in data synchronization and
inconsistencies from time to time. Besides, extra efforts were needed in the form of validation mechanisms and continuous monitoring
to ensure that data is accurate and reliable.

5. RESULTS AND DISCUSSION
This part detailedly discusses the outcomes obtained from the case study and the suggested method. It compares Salesforce and
Microsoft Dynamics CRM through various factors, pointing out their pros and cons along with the organizational implications. Besides
that, the talk points out those important best practices that can be used as a guide to CRM customization effectively.
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5.1. ANALYSIS OF FINDINGS

The research based on case study and methodology indicates that despite both Salesforce and Microsoft Dynamics being excellent
CRM platforms, the level of customization determines primarily their effectiveness. For instance, Salesforce has a notable edge in ease
of use and implementation speed thanks to its declarative tools like Flow and Lightning components. Companies have been able to set
up new business processes with very little coding thus, development time has been drastically reduced.

Conversely, Microsoft Dynamics provides more scope for complex business logic by its ability to use plugins and through its
integration with Power Platform. Hence, it was seen as the best fit for organizations needing deep customization and at the same time,
integration with the existing Microsoft ecosystem. Yet, this flexibility often resulted in a higher amount of work and a strong
dependence on more specialized technical skills.

The study equally brought out that over-customization on both platforms triggered the same problems of complexity, maintenance
difficulty, and technical debt risk. Organizations that leaned more towards configuration rather than customization enjoyed greater
system stability and even user acceptance. Besides, findings from the study point out that the role of governance and structured
development practices is vital for the success of CRM implementations.

5.2. PERFORMANCE COMPARISON

Salesforce performance analysis reveals that the vendor can maintain typical performance via its multi-tenant architecture and
internally automatically running optimization. That being said, the existence of governor limits implies that developers should at the
very least cleverly rework and improve the code, particularly when dealing with large data volumes or complex transactions.

On the other hand, Microsoft Dynamics offers a much bigger scope for flexible utilization of resources especially in cloud and
hybrid environments. It means that companies can simply ramp up resource capacity as per the demand and hence get better running
results of the system when heavily loaded. However, inefficiently programmed plugins and workflows can still lead to performance
degradation.

Briefly, Salesforce is a bit more reliable in performance offerings, while Microsoft Dynamics is capable of providing more room
for performance optimization. An organization will decide between the two considering whether simplicity or flexibility in performance
management is given priority.
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Figure 2. Salesforce Vs Dynamics Crm Comparison

5.3. CUSTOMIZATION EFFICIENCY, MAINTAINABILITY, AND SCALABILITY

Salesforce was found to be more efficient for customization mainly because of its low-code and no-code features. Business users
and administrators were able to make changes themselves without the need to involve developers heavily, it meant changing things
around happened very quickly. On the other hand, complex Apex development could sometimes be a bit confusing.
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While Microsoft Dynamics provided good features for advanced customization it was still more technical and took more time. The
result was slower development but at the same time, there was more control over the process, especially when it comes to big enterprise
applications.

Regarding maintainability, solutions that were lightly customized and have well-documented configurations scored high on both
platforms. Salesforce orgs with too much Apex code experienced difficulties in upgrading, whereas Dynamics orgs relying heavily on
poorly governed plugins need constant maintenance.

Scaling ability is a highlight of both platforms but in a quite different manner. Salesforce's cloud-native architecture allows users
to scale up their operations without any hiccups, on the other hand, Microsoft Dynamics offers more options through integration with
Azure services. Companies with an increase in data and user demands were able to benefit from the scalable scheme of both systems,
on the condition that changing elements of the system was planned keeping scale in mind.

5.4. COST IMPLICATIONS AND BEST PRACTICES

Cost analysis showed that Salesforce projects, by and large, had lower initial development costs because the platform permitted
faster configuration with hardly any coding. In the long run, however, costs might get higher if the customer decides to do so many
customizations that it causes the system to be hard to maintain. Licensing fees are also one of the significant contributors to overall
costs.

Microsoft Dynamics had higher direct costs related to the implementation phase as it required the developer(s) to be capable and
more setup was complex. On the other hand, companies that already use Microsoft tools, in certain ways, could profit from the cost
efficiencies of interoperations and facility of the shared infrastructure.

The studies pointed to several key best practices in the future. Possibly one of the greatest is the decision on when to customize
the feature, as well as which to configure. Recognizing the fact that organizations should first make the most of the untweaked features
and custom solution should only be implemented when the need is very real and unavoidable. This diminishes the complications and
increases the system reliability.

Governance strategies are crucial in managing customization efforts. Setting clear guidelines, employing approval procedures, and
conducting regular audits are some of the ways that help to maintain consistency and prevent unauthorized changes. Documentation
standards also cannot be overlooked since a well-documented system will be easier to maintain and upgrade in the long run.

If it is desired to uphold the reliability of the system, testing and deployment methods have to be strictly regulated. There are
many aspects to be considered: conducting exhaustive testing in sandbox environments, using automated testing wherever possible,
and having well-structured deployment processes. Continuous monitoring and retrieving user feedback lead to making the system
more efficient and the users more satisfied.

6. CONCLUSION AND FUTURE SCOPE
6.1. CONCLUSION
The aim of the study was to identify the best ways to customize Salesforce and Microsoft Dynamics, two of the biggest CRM
platforms, by first comparing their features, the way they are used to implement changes, and even the real-life examples of how they
have been used through the case study comparison.

The results show that both platforms can very well support business processes, but their effectiveness highly lies in the way
customization is planned and carried out. In fact, Salesforce was able to quickly create and customize it by its tools that users find the
easiest to use for the declarative kind, whereas Microsoft Dynamics gave more access to deeper options and was also a strong point in
linking up processes in major businesses, especially those who were using Microsoft products already.

One of the main lessons of this study is that customization should be a part of the organization's strategy. Instead of modifying

systems too much and unnecessarily, it makes sense to first utilize the features available in the product and then resort to customization
only in the cases when the features are not enough. The latter way leads to less complicated systems, easier service, and less technical
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debt. Besides that, governance, good documentation, and well-organized testing are merely some of the things that have been
recognized as absolutely necessary for ensuring the system to work well even in the long run and without any hiccupping.

6.2. FUTURE SCOPE

CRM customization is expected to undergo a major transformation largely due to advancements in artificial intelligence and
automation. With Al-empowered customization, it will be possible to predict customers' behavior through analytics, create smart
workflows, and offer personal touch in all customer interactions automatically while also minimizing manual configuration. Evolving
low-code and no-code platforms will give non-technical users an opportunity to be efficient in designing and modifying CRM systems
and moving digital transformation even further.

Integration with advancing technologies like the Internet of Things (IoT) and data analytics will significantly enhance the
capabilities of CRM systems. Some benefits of these integrations are real-time insight opportunities and the creation of more connected
business ecosystems.

Scholars might focus on the follow-up of personalization effects in the long run, investigate measures to lower technical debt, and
develop consolidated cross-platform CRM systems.One may also explore the ways in which companies can enhance their CRM
capabilities with new technologies and at the same time preserve system stability and innovation.
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