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THE EVOLUTION OF CRM SYSTEMS: HOW TO CHOOSE THE BEST
SOLUTION FOR YOUR COMPANY

Bruno Bandeira Brasiliano'

Abstract: This article addresses the evolution of Customer Relationship Management (CRM) systems
and presents an analytical framework for choosing the most suitable solution for each company’s reality.
The analysis focuses on essential criteria such as cost, scalability, and ease of implementation, as well
as the benefits of customizations and integrations for different sectors. Based on recent market trends
and comparisons among contemporary solutions, the study proposes guidelines that assist executives
and managers in conducting digital transformation. The methodology adopted involves bibliographic
review, case studies, and comparative analysis of solutions indexed in academic databases from the

last five years.

Keywords: CRM, Digital Transformation, Customization, Systems Integration, Scalability, Cost,

Implementation, Market Analysis

Introduction

Digital transformation has become a strategic imperative for organizations wishing to remain
competitive in the global market. Among the various systems that emerge in this context, Customer
Relationship Management (CRM) Systems stand out for their ability to centralize information and

optimize customer interaction processes. This article proposes an in-depth analysis of the evolution

1 It professional with 22 years of experience focused on CRM implementation, digital transfor-
mation, and complex project management, with strong impact in the healthcare sector. Recognized
for leading innovative solutions, creating the CRM HOLISTICUS (INPI), acting as a Salesforce ar-
chitect in multiple corporations, and co-founding AzimuteMed, later acquired by the Viveo group.
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of CRM systems, highlighting both functional and operational aspects, and offering an analytical
framework that assists in choosing the best solution for each organizational reality.

The study is aimed at executives and managers responsible for digital transformation
initiatives, offering valuable insights grounded in market analyses and comparisons between recent
solutions. The relevance of this topic stems from the growing demand for systems that not only store
and organize information, but also facilitate the personalization and integration of business processes

across different sectors.

Evolution of CRM Systems

Historical Context

CRM systems have evolved significantly since their origin, initially marked by the need to store
customer data and manage isolated interactions. Over the last decade, technological transformation
has enabled the integration of data analysis tools, marketing automation, and personalized service.
This evolution results from the convergence of information technology, digital marketing strategies,
and the demands of increasingly dynamic business environments.

In their early stages, CRM systems were considered mere data repositories, but with advances
in connectivity and the emergence of artificial intelligence algorithms, they began offering advanced
features such as predictive analytics, segmentation, and personalized campaigns. This transition has

been widely documented in recent academic literature (LIMA, 2019; OLIVEIRA et al., 2020).

Current and Future Trends

Current trends point toward the integration of CRM systems with Big Data platforms and

artificial intelligence, enabling real-time analysis and personalized solutions for each market segment.

According to SILVA and COSTA (2021), the adoption of Machine Learning algorithms enables the
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prediction of consumer behavior, which enhances loyalty strategies.

Furthermore, mobility, cloud computing, and the Internet of Things (IoT) have transformed
traditional approaches, allowing CRM systems to keep pace with the dynamic demands of
customers. This evolution requires constant updating and adaptation of system capabilities to new
market requirements, highlighting the importance of integrated and highly customizable solutions

(FERREIRA, 2022; MATOS; MOREIRA, 2023).

Essential Criteria for Choosing a CRM

The selection of a CRM system should not be treated as a trivial decision. Multifaceted aspects
must be considered that influence both the technical feasibility and the financial sustainability of the
implementation. This study proposes an analytical framework divided into three main dimensions:

cost, scalability, and ease of implementation.

Cost Analysis

Cost is one of the primary factors in choosing a CRM solution. This aspect involves not only
initial acquisition and licensing costs, but also recurring costs related to maintenance, updates, and
training. According to BARBOSA (2020), cost analysis must consider the relationship between total
investment and expected benefits in the short, medium, and long term.

In a comparative analysis, on-premise solutions require a substantial initial investment but
offer greater control over customization. On the other hand, cloud-based solutions provide a variable
cost model, which may be more advantageous for organizations seeking scalability. This approach is

corroborated by recent studies (COSTA; ALMEIDA, 2021; OLIVEIRA et al., 2022).

Scalability
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Scalability is crucial to ensure that the CRM system can grow alongside company expansion.
Scalable systems allow adaptation to significant increases in data volume and operational complexity
without compromising performance. As highlighted by SILVA (2021), cloud-based architecture and
modular solutions are fundamental to meeting this demand.

Companies across various sectors require solutions that can be expanded as needs change.
For example, organizations operating in dynamic markets can benefit from systems that allow rapid
addition of new modules without significant disruptions to operational processes (FERREIRA;

MARTINS, 2022).

Ease of Implementation

Ease of implementation is another essential criterion encompassing the complexity of the
integration process with legacy systems and the users’ learning curve. According to MOREIRA
(2020), the adoption of intuitive interfaces and the availability of technical support are decisive for the
rapid operationalization of the CRM system.

Recent comparative studies indicate that highly customizable solutions tend to require longer
implementation times, while more standardized systems present more agile integration, although they
may offer less operational flexibility. This trade-off between customization and agility is commonly
analyzed in research addressing technology implementation in digital transformation (SANTOS;

LIMA, 2021).

Customization and Integration for Different Sectors

One of the main benefits of modern CRM systems lies in their customization and integration

capability, which enables adaptation to the specific characteristics of each sector. Whether in retail,
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healthcare, finance, or industry, the specific demands of each segment require functionalities that go

beyond basic data management operations.

Functional Customization

Functional customization involves adapting CRM modules and interfaces to meet the specific
needs of business processes. In sectors such as healthcare, confidentiality and detailed management of
medical histories are essential, while in retail, the emphasis falls on consumer behavior analysis and
targeted marketing campaigns.

Recent literature emphasizes that customization should not compromise system usability.
Empirical studies (PEREIRA; ROCHA, 2020; MARTINS et al, 2021) demonstrate that the
implementation of customized solutions significantly increases the efficiency of internal processes and

customer satisfaction, provided they are accompanied by adequate training and continuous support.

Integration with Legacy Systems and New Technologies

Effective integration between CRM and other corporate systems is fundamental to creating
a cohesive digital ecosystem. This integration enables real-time information exchange, improves
decision-making, and optimizes operational processes.

With the rise of new technologies such as artificial intelligence and Big Data analytics,
integration of CRM systems with these tools becomes a competitive differentiator. According to
BARROS and NEVES (2022), solutions that allow this synergy not only improve operational
performance but also provide a more strategic view of operating markets. This integrated capability is
particularly valuable for sectors that demand predictive analytics and detailed insights into consumer

behavior.
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Comparison of Different CRM Solutions

The diversity of CRM solutions available in the market requires a comparative analysis
that takes into account both technical and operational characteristics. In this section, we present a
comparative study among three types of solutions: on-premise systems, cloud-based solutions, and

hybrid platforms.

On-Premise Systems

On-premise systems offer a high degree of customization and data control, being preferred
by organizations that require strict security protocols and deep customization. However, the
implementation and initial cost of these platforms can represent a challenge, especially for companies
with limited budgets. Recent studies (GOMES, 2020; RIBEIRO; COSTA, 2021) highlight that the
return on investment for these systems is generally slower, but guarantees complete adaptation to

internal processes.

Cloud-Based Solutions

Cloud-based CRM solutions have been gaining popularity due to their scaled cost model, ease
of implementation, and flexibility in integration with other digital tools. This approach aligns with
the digital transformation trend, as it allows continuous updates and reduction of infrastructure costs.
According to ALMEIDA et al. (2021), cloud solutions enable significantly shorter implementation

times, which is advantageous for organizations seeking agility in strategic changes.
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Hybrid Platforms

Hybrid platforms combine the characteristics of on-premise systems and cloud-based
solutions, thus offering a balance between customization, scalability, and costs. According to studies
by CARVALHO (2022) and SANTOS et al. (2022), companies that invest in this modality benefit from
a robust infrastructure without sacrificing the flexibility demanded by today’s market. This approach

allows a gradual transition to the cloud while maintaining data security and operational control.

Functional and Operational Implementation Characteristics

The implementation of a CRM system involves the alignment of various functional and
operational characteristics. Among the essential functionalities are:

* Data Management: Collection, storage, and analysis of customer data, enabling an
integrated view of interactions.

* Process Automation: Facilitation of repetitive tasks and creation of automated workflows.

* Predictive Analytics: Use of Machine Learning algorithms to anticipate trends and
behaviors.

* Systems Integration: Connection with ERP, digital marketing systems, and other
specialized platforms.

* Intuitive Interface: User experience-centered design that minimizes the learning curve.

Operationally, implementing a CRM system involves defining data migration strategies, user
training, and creating a post-implementation monitoring plan. It is essential that implementation be
planned to minimize operational disruptions and maximize system benefits.

Recent case studies (MENDES; ARAUIJO, 2020; TEIXEIRA et al., 2021) show that the

adoption of agile methodologies and the active participation of stakeholders throughout all phases of
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implementation are decisive factors for the success of CRM projects.

Analytical Framework for CRM System Selection

The proposed framework for the selection of CRM systems involves the careful evaluation

of the following aspects:

Cost: Survey of initial expenditures, maintenance costs, and potential savings from
process automation.

Scalability: Verification of the system’s ability to handle growth in data volume and users
without performance loss.

Ease of Implementation: Assessment of integration with existing systems, technical
support, and the employees’ learning curve.

Customization: Analysis of customization possibilities to meet the specific demands of

each sector.

Each criterion must be evaluated in conjunction with the organization’s strategic needs.

For example, a medium-sized company with limited financial resources may opt for a cloud-based

solution offering scalability and agile implementation, while a large corporation may invest in hybrid

or on-premise solutions to achieve greater customization and control.

This comparative approach allows managers to perform weighted analyses and identify the

solution that best adapts to internal dynamics and the organization’s growth strategy (FERREIRA et

al., 2023; COSTA; PINTO, 2022).

Market Analysis and Case Studies

Literature and market studies from the past five years reveal a trend of growing adoption

83



of adaptable and integrated CRM systems. Companies from different sectors reported significant
improvements in customer service processes and operational efficiency after implementing modern
solutions.

In a study conducted by ALMEIDA et al. (2021), it was observed that organizations that
invested in cloud-based CRM solutions reported up to a 30% reduction in customer response time
and a 25% increase in lead conversion. Similarly, research conducted by SANTOS et al. (2022)
demonstrated that hybrid platforms enable smoother integration with legacy systems, favoring process
continuity and mitigating operational risks during the transition phase.

Beyond operational benefits, the customization of CRM systems has proven to be a competitive
differentiator for companies in the retail, healthcare, and financial services sectors. Case studies
(MENDES; ARAUJO, 2020; TEIXEIRA et al., 2021) show that the ability to customize interfaces
and workflows according to customer particularities is one of the factors that most contributes to

consumer loyalty and satisfaction.

Final Considerations and Implications for Digital Transformation

The evolution of CRM systems reflects not only technological advances, but also the need
for companies to adapt to the dynamics of an increasingly competitive, data-driven market. Choosing
the most appropriate solution requires a careful analysis of aspects involving cost, scalability, ease of
implementation, customization, and integration.

This article presented a robust analytical framework to assist executives and managers in
selecting CRM systems that meet the specific needs of their organizations. The integration of emerging
trends such as artificial intelligence and the Internet of Things demonstrates that CRM solutions are
in constant evolution and will increasingly be determinant in digital transformation strategy.

In summary, adopting an appropriate CRM system represents a strategic tool that goes beyond

simple data management, promoting improvement of operational processes and the creation of long-
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term value. Therefore, an informed choice based on objective criteria is essential for organizations to

fully enjoy the benefits that modern CRM systems provide.

Conclusion

Throughout this article, the evolution of CRM systems and the relevance of adopting a
careful approach in selecting the most suitable solution for each organization have been discussed. The
complexity of today’s market demands, combined with the need for digital transformation, imposes
challenges that require an in-depth analysis of functional, operational, and strategic aspects.

The proposed framework — based on the criteria of cost, scalability, ease of implementation,
customization, and integration — offers a robust analytical tool so that executives and managers can
make informed decisions. Furthermore, the comparative discussion between on-premise, cloud-
based, and hybrid solutions reinforces that there is no single solution that meets all needs, but rather
the necessity of adapting to the reality and strategic objectives of each organization.

In summary, investment in a modern CRM system proves crucial for enhancing the customer
experience, optimizing internal processes, and strengthening organizational competitiveness. Constant
technological evolution and market trends indicate that dynamism and flexibility will be increasingly
required in future implementations.

Finally, it is hoped that the guidelines and analyses presented will serve as a basis for
managers’ decision-making, contributing to a more assertive and sustainable digital transformation

process.
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