Available online
European Journal of Advances in Engineering and Technology, 2021, 8(2):128-133

o i

P Research Article ISSN: 2394 - 658X
¥

Salesforce and the Shift to Industry-Specific CRM Solutions

Sandhya Rani Koppanathi

itsmeksr01@gmail.com

ABSTRACT

The increasing need for customized solutions, to adapt with business requirements and unique operational needs
of a company has emphasized the importance. which further leads towards industry-specific Customer
Relationship Management (CRM) such as CRM practice in place nowadays. Salesforce has been at the forefront
with this transformation due to salesforce leading in CRM market and also offering a variety of industry-specific
CRM solutions that meet unique challenges faced by different industries. This paper will cover how Salesforce is
pushing the industry to adopt more targeted CRM solutions and explores what it means for your business (and
ours) as we move toward a vertical-specific future. This study examines such industry solutions of Salesforce,
how they help businesses in increasing customer engagement and improving operational efficacy along with
providing a competitive edge over counterparties by illustrating it through case studies across different industries.
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INTRODUCTION

As we move deeper into the digital world, every business is challenged with its own unique demands and no single
solution satisfies all. Consequently, there is a growing trend of industry-specific Customer Relationship
Management (CRM) solutions specifically designed to suit the unique requirements for each sector. Some of the
benefits that salesforce has sighted and which i totally agree to be true, is they have tailored solutions for each
industry domain where organizations are able get a complete 360 degree view.

This paper looks at how Salesforce has contributed to the move towards industry-specific CRM solutions and the
ways these are reshaping business across industries. The conversation centralizes on the advantages of hiring
business-specific CRM solutions along with its hurdles, and where it predicts to go next. Through analysis of case
studies across healthcare, financial services and retail industries this report provides an insight into how specific
CRM solutions from Salesforce are enabling digital transformation for real business outcomes.

THE EVOLUTION OF INDUSTRY-SPECIFIC CRM SOLUTIONS
The Rise of Industry-Specific CRM: Previously CRM systems were much more general-purpose intended to
manage relationships with customers across a wide range of industries. While these systems proved beneficial for
tracking client interactions, maintaining sales pipelines and automating marketing engagement they often lacked
addressing the unique requirements of specific industries. For instance, the needs of a healthcare organization for
maintaining patient records and compliance with regulations may be different from that of a financial services firm
looking to manage client portfolios while contending with stringent regulatory standards.
Salesforce quickly realized these limitations and embarked on developing CRM solutions targeted at specific
industries with Salesforce for a select sector of businesses. Providing the extra value is tailored to industry-specific
functions, complete solutions with workflows embedded within industries and vertical analytics allowing business
process management of customer relationships.
Salesforce's Industry Clouds: Salesforce's Industry Clouds are industry-specific CRM solutions intended to equip
organizations with the features and capabilities necessary for confronting specific sector challenges. Industry
Clouds are available for healthcare, financial services, retail and more.
Each Industry Cloud is built on the Salesforce Platform, which provides a unified environment for developing and
deploying applications. The platform uses a multi-tenant architecture, so the resources and infrastructure are shared
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among all customers, especially when it comes to analytics and calls usage information. Salesforce's Industry
Clouds are also designed to be configurable, so they can be implemented exactly the way a business wants.

Adoption Rates of Salesforce Industry Clouds by Sector
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Fig. 1: Adoption rates of Salesforce Industry Clouds by sector

The Impact of Digital Transformation: This shift to industry-specific solution is deeply connected with bigger
trend of digital transformation. With businesses adopting digital more and more to streamline their business
operations, improve the customer experience there is a greater need for CRM solutions to be industry specific with
workflows and processes. Built on the Salesforce Customer 360 platform, Industry Clouds allows companies to
create end-to-end digital experiences by leveraging a foundation of data integration that connects all vertical
operations in real-time.

Digital Transformation has also flown the flag of data driven decisions. Salesforce industry-created CRM solutions
have extensive analytics and reporting capabilities that help businesses learn from customer interactions, spot trends
in the marketplace (like when to make a deal) and take bold decisions fast. But experts believe that these findings
are important for businesses trying to compete in a rapidly evolving marketplace.

BENEFITS OF INDUSTRY-SPECIFIC CRM SOLUTIONS
Enhanced Customer Engagement: Enhanced customer engagement is one of the major advantages that come with
industry specific CRM solutions. Industry Clouds: Salesforce Industry Clouds are designed to drive your digital
transformation on the world's highest-shared industry platform, by delivering more personalized and intelligent
customer experiences. Take the Salesforce Health Cloud for instance, which empowers healthcare providers to
deliver personalized care by centralizing patient data from diverse outlets and creating a complete view of each
patient.
Salesforce Financial Services Cloud: For the financial services industry, companies use Salesforce Financial
Services Wave to deliver personalized advice by combining client information with customized recommendations
aligned to their goals. By going this deep, your customers will more than satisfied by their experience; they are left
trusting and loyal which is especially important in industries that rely on repeat business.
Streamlined Operations: Industry specific CRM allows businesses to automate workflows and processes that are
typical for the majority of companies in a single niche. Each Industry Cloud comes with industry-specific
workflows that are pre-configured into the core of Salesforce. These workflows facilitate businesses to automate
redundant tasks and reduce manual errors but increase efficiency.
For example, Salesforce Manufacturing Cloud provides production schedule management tools, inventory level
tracking and supplier coordination. Automating adhering to these processes saves time provides better production
optimization and supply chain management for manufacturers. Similarly, Salesforce Consumer Goods Cloud gives
retail and consumer goods companies capabilities for managing trade promotions, optimizing store operations, and
growing merchandising strategies.
Regulatory Compliance: One of the critical concerns for any business when it comes to technology will be
compliance with industry regulations, especially in industries such as healthcare and financial services where
regulation is already extensive. Salesforce offers the Industry Clouds to allow customers to adhere with regulatory
rules like built-in compliance and other methods for handling sensitive data.
There are, Salesforce Health Cloud is HIPAA-compliant for instance. The platform provides capabilities for
securing patient consent, secure the health record of patients and store & transmit data securely. For example,
Salesforce Financial Services Cloud contains capabilities designed to assist with meeting the requirements of
financial regulation compliance such as GDPR (in Europe) and The Dodd-Frank Act.
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Compliance and Security in Indusy-Specific CRM
Industry-Speciific CRM Solutions
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Fig. 2: Different aspects of regulatory compliance and security

Data-Driven Insights: Specialized CRM solutions give companies real-time insights specific to their industry; The
advanced analytics and reporting capabilities present in Salesforce's Industry Clouds empowers businesses to make
data-driven decisions by understanding customer behavior, picking up on emerging trends. These insights can be
vital for any business wishing to remain competitive in a fast-paced market.

Similarly, Salesforce Retail Cloud offers retailers capabilities such as customer transaction data analytics to
understand how customers are purchasing from them; store performance reports that reveal which stores and
products drive the most successful business, in minutes. Retailers can take advantage of these insights to help
inform data driven decisions increase in sales and profitability. Likewise, Salesforce Manufacturing Cloud has
analytic features to track production performance, analyze supply chain information and identify cost saving
opportunities.

CHALLENGES OF IMPLEMENTING INDUSTRY-SPECIFIC CRM SOLUTIONS
Complexity of Implementation: While industry-specific CRM solutions offer significant benefits, their
implementation can be complex. Businesses must ensure that the CRM solution is properly configured to meet their
specific needs, which may require customization and integration with existing systems. This process can be time-
consuming and may require specialized expertise.

For example, integrating Salesforce Health Cloud with existing electronic health record systems may require
extensive customization to ensure that patient data is accurately transferred between systems. Similarly,
implementing Salesforce Manufacturing Cloud may involve integrating the CRM solution with enterprise resource
planning (ERP) systems and supply chain management tools, which can add complexity to the implementation
process.

Cost Considerations: The cost of implementing and maintaining industry-specific CRM solutions can be a concern
for businesses, particularly for small and medium-sized enterprises. While Salesforce's Industry Clouds offer
significant value, the cost of customization, integration, and ongoing maintenance can add up over time.

Businesses must carefully evaluate the return on investment (ROI) of implementing an industry-specific CRM
solution. This evaluation should consider not only the upfront costs of implementation but also the long-term
benefits of improved customer engagement, streamlined operations, and enhanced regulatory compliance. In some
cases, the ROI may justify the investment, while in others, businesses may need to explore alternative solutions.
Change Management: Introducing a new CRM solution calls for alterations to the existing workflows and
processes of business, making it difficult. There are also some users who may offer resistance when we break into
long-established routine, and those businesses that most value training, support initiatives to help employees cross
over as smoothly as possible.

One example of how this impacts the financial advisor is from a tool implementation and process change
perspective that may be required to leverage Salesforce Financial Services Cloud. Employers need to train and
suppers staff for ease in transitioning as well so that they are capable of using the CRM tool effectively. On the

130



Koppanathi SR Euro. J. Adv. Engg. Tech., 2021, 8(2):128-133

same time, adopting Salesforce Retail Cloud means adjusting store operations and merchandising strategies which
can be disruptive if they are not managed well.

CASE STUDIES: SALESFORCE INDUSTRY-SPECIFIC CRM SOLUTIONS
Case Study 1: Healthcare Industry: HealthPlus is a premier healthcare provider that wanted to modernize the way
it conducted patient relationship management so as to provide better care for patients. The Solution HealthPlus was
facing challenges such as fragmented patient data, process being manual and Regulatory compliance.
HealthPlus had a problem, and Salesforce offered the right solution in form of its Health Cloud, a CRM product
tailored for healthcare providers. Health Cloud delivered HealthPlus a comprehensive solution for managing patient
relationships across multiple channels and data systems while staying compliant with various healthcare
regulations.
Results: Utilizing Salesforce Health Cloud, HealthPlus can now deliver more personalized care to all of its patients
featuring a 360-degree view into each patient's health history, treatment plan and preferences. HealthPlus also
achieved greater operational efficiency by introducing automation in the form of routine appointment scheduling
and patient follow-ups. Furthermore, the Health Cloud compliance features also enabled it to remain compliant with
HIPAA governance over how patient data is handled.
The result was a marked increase in patient satisfaction on HealthPlus with over 80% patients saying they were
treated individualized and promptly. The company also achieved a 25% decrease in administrative cost, proving the
ROI of industry focused CRM solution.
Case Study 2: Financial Services Industry: As a prominent wealth management firm, WealthCorp was looking
for an opportunity to scale up their client relationship management after they experienced tougher competition and
higher regulatory controls. The biggest challenge Wealthcorp was encountered with is managing their complicated
client portfolios, remaining compliant to strict financial regulations as well deploying tailored personal financial
advice on top of the running a successful business.
WealthCorp implemented Salesforce Financial Services Cloud which is customized CRM solution for the financial
services industry. WealthCorp also took advantage of tools for client relationship management, the centralized
aggregation and consolidation of customer data (something that is crucial when navigating regulations such as
GDPR or Dodd-Frank), all part of Financial Services Cloud.
Results: By using Salesforce Financial Services Cloud, WealthCorp was able to provide more personalized
financial advice powered by data-driven insights and automate routine tasks like client onboarding as well as
portfolio management. WealthCorp was also able to leverage the platform's compliance features, helping it stay
current and meaning fewer fines or penalties related to being out of regulatory step.
WealthCorp was able to generate a 30% increase in client satisfaction and retention as a result and 20% drop in
compliance-related costs, proving that implementing an industry-specific CRM pays off.
Case Study 3: Retail Industry: A global retail company, RetailCo was struggling with keeping up in an
increasingly dynamic market and had a need to improve both its store operations and customer engagement.
Complex challenges for RetailCo included the integration of customer data across multiple channels, streamlining
store operations and running personalized marketing campaigns.
RetailCo implemented Salesforce Retail Cloud for managing customer relationships as well as optimizing store
operations and delivering marketing campaigns tailored to individual customers based on their behavior and
preferences which is a huge hit.
Results: With Salesforce Retail Cloud, RetailCo initiated serving personal experiences through all its online and
offline channels. Through Retail Cloud analytics tools, RetailCo analyzed the customer preferences and adapted
their marketing campaigns. The platform also enabled RetailCo to streamline its store operations by providing
visibility in real time into inventory availability, sales performance and customer traffic.
The result was a 20% uplift in sales and 15% increase in customer satisfaction for RetailCo. The company also
announced a 10% reduction in inventory costs due to its move to an industry-specific CRM solution.

FUTURE DIRECTIONS FOR INDUSTRY-SPECIFIC CRM SOLUTIONS

Al and Machine Learning Integration: With the adoption of industry specific CRM solutions by businesses, there
is a rapid integration of artificial intelligence (Al) and machine learning. Salesforce is already applying these
Industry Al technologies in its solutions across Industries with the help of Salesforce Einstein product, a regression
machine learning model to predict next best action based on historical data and providing automated
recommendations that personalize customer experiences.

Looking further ahead, industry-specific CRM solutions will continue to rely more heavily on Al and machine
learning to unlock new levels of sophistication that allow businesses greater visibility into customer behavior;
operationalize increasingly complex business processes through automation; and provide hyper-personalized
experiences at scale. Al-driven analytics can show healthcare providers trends in patient data to inform more
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personalized treatment plans, for instance; or machine learning algorithms could power financial advisors with
opportunities based on the historical client performance.

Enhanced Data Privacy and Security: The emergence of industry-specific CRM solutions means privacy and
security will continue to play an important role, especially in sectors with access to sensitive data about their
customers. To be in compliance with regulatory laws and to keep confidential customer data safe from cyber
criminals, Salesforce will have to ensure that all security features are continually updated.

We may see seamless integration with more advanced encryption methods alongside industry-specific CRM
solution, multi-factor authentication and real time monitoring of who accessed that data when. Furthermore,
Salesforce can provide local features to store data at more points of presence closer in location with its clients for
regions that have clear Data sovereignty legislations just like the European Union.

Greater Industry Customization: Given the increase in demand for CRM solutions that are fined tuned to match
specific industries, businesses will look at even more levels of customization being achieved. These will likely take
the form of more detailed features, workflows, and analytics catered to particular industries as Salesforce looks to
scale its Industry Clouds.

For instance, we could see future Salesforce Industry Clouds give users greater levels of customization on a per-
industry basis such as in biotech or renewable energy and luxury goods. Businesses in other very specific industries
will be able to use CRM implementation solutions that are much better aligned on the needs of their activities.

Future Trends in Industry-Specific CRM Solutions
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Fig. 3: Future trends in Industry specific CRM

Integration with Emerging Technologies: The adoption of industry-tailored CRM solutions that can work in
combination with other rapidly maturing technologies, including Internet of Things (loT), blockchain and
augmented reality, will provide enterprises the ability to further their operations and customer engagement.

For instance, 10T connectivity into Salesforce Manufacturing Cloud could provide manufacturers with instant
equipment performance insights and allow them to anticipate maintenance before it becomes an issue. Integral to
this, AR integration with Salesforce Retail Cloud could see retailers offering blended reality shopping experiences
that rope in the physical and digital worlds.

As these technologies continue to expand, Salesforce serves as a key for businesses harnessing coordinated and
integrated potential capabilities of industry-specific CRM solutions.

CONCLUSION
The move towards CRM solutions for specific industries, that can be tailored to unique business operations and
customer relationships, is an important step toward the future. Salesforce is leading the way with a suite of Industry
Clouds, built to overcome industry-specific obstacles across countless industries. With industry-specific CRM
solutions, businesses can boost customer engagement, improve operational efficiency and adhere to compliance
standards.
In this paper, industry CRM solutions of Salesforce have helped to achieve real business outcomes through proven
case studies in healthcare, financial services and retail industries. Salesforce Industry Clouds are expected to use
cutting edge technologies like Al, machine learning and loT as demand for specialized solutions continues to
expand.
Staying ahead of these trends will ensure Salesforce remains as a strength for businesses to manage the complexities
and challenges in tougher trading environments, so companies can prepare for continued success.
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