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ARTICLE INFO ABSTRACT

Received: 26 Dec 2024 Branches of Salesforce CRM sales can be executed in variety of businesses from FinTech to
public services, and the way Salesforce will influence the customer experience and the service
delivery model. Cloud-based CRM applications like Salesforce can provide both industries the
ability to process data without delay, automated response, and personalized messaging to
improve customer experience. It looks into the paper that discusses how FinTech and public
services are overcoming challenges such as data management, security, and customer
engagement through the scalable Salesforce architecture. It additionally illustrates the
advantages of Salesforce integration like, affordability, regulation compliance, and performance
tracking. This paper will better illustrate how can create such a global entity experience with
Salesforce CRM integration, using case studies and real-life examples showing the innovation
brought forth through integration and availability of better service through Salesforce CRM
integration. A Practical Framework for Successful CRM Implementation: The conclusion offers
practical implementation guidance and best practices for achieving successful CRM
implementation, emphasizing stakeholder engagement and the benefits of cloud-based solutions
in driving digital transformation flywheel in these sectors.
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INTRODUCTION

The digital field is evolving rapidly in particular in FinTech and public payments. Both fields are evolving with the
challenge of how to effectively engage customers, optimize operations, and improve service delivery. On this basis,
they can support organizations in preparing Customer Relationship Management (CRM) systems as an invaluable
resource for managing and developing interactions with customers, stakeholders and citizens. And cloud-based CRM
solutions like Salesforce were revolutionary for corporations wanting to better allocate their resources, and provide
a more tailored, seamless service.

Fintech The combination of technology and finance has opened a whole new sector. From making it easier to
manage financial transactions to providing tailored investment advice, CRM systems in FinTech are playing an
important function in large volumes of customer data, automated services, as well as personalized information
processing.

Nonetheless, huge challenges like monoliths of data security, compliance to regulations and intermixing with diverse
financial forums for data retrieval, forced FinTech industries to embrace a CRM solutions like Odoo that is not just
stable, also scalable and flexible enough.

Public services, on the other hand, have struggled with accessibility, transparency, and citizen engagement for much
of their history. Government Agencies and public offices are facing maximum pressurization to elevate service
offerings, groom citizen satisfaction and place their resources judiciously making the government organizations and
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public institutions trend in the age of advanced data analytics. Cloud CRM platforms such as Salesforce present an
opportunity for public service agencies to tackle these challenges head-on by consolidating customer data,
streamlining communication channels, and providing faster and more accurate responses to citizen inquiries.

The emergence of both worlds —FinTech and public services to the public in a single world with Salesforce using
cloud based CRM approach can address challenges faced by both the Sectors. With Salesforce, these organizations
can ensure that their services are delivered in a seamless and tailored way to their customers. By investigating the
benefits, implementation strategies and integration strategies, this paper endeavors to highlight the role of
Salesforce CRM in Fulfiling the FinTech through Public Services. The paper looks at how Salesforce is enabling these
sectors to navigate their digital transformation and improve overall customer experience through case studies, real
world examples and future opportunities.
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Figure 1: Salesforce CRM Integration Architecture for Multi-Platform Connectivity

This diagram describes the Salesforce-integrated architecture around the CRM that connects Salesforce technologies
(Service, Sales, Marketing, Commerce, etc) with other external systems (ERP, Inventory, Shipping). Illustrating data-
wise centralization and synchronization of the data from multiple channels using the Salesforce 360 Data Manager,
it allows easy transaction exchange between commerce platforms, marketing tools, customer support, and analytics
systems (Tableau, EDW) Seamless connectivity and real-time updates through Heroku and MuleSoft enable
enhanced service delivery and customer engagement across multiple touchpoints. This architecture enables
organizations in FinTech and public services to achieve an omnichannel experience in delivering personalized
services while maintaining operational efficiency.

LITERATURE REVIEW

Cloud-based CRM systems are assisting the convergence of Financial Technology (FinTech) with public services
transforming the nature of customer service. These changes result from technological innovations and the
increasing need for frictionless, customized experiences. Notably, as a cloud-oriented CRM supplier, Salesforce offers
native integration with multiple systems and procedures in the hope of building a well-oiled network that adds value
to both sectors. The review shows that Salesforce is used to integrate FinTech and public services, improving
operational efficacy, data management, customer engagement, and delivery of services.

1. The Role of CRM in FinTech and Public Services

Customer Relationship Management (CRM) systems have been long-standing tools for many businesses, especially
those that are customer-interaction-focused. CRM systems have proven useful across many industries but are
especially relevant in the FinTech space, where they help centralize customer data, automate workflows, and
personalize services. [1] states that CRM systems in FinTech help create seamless financial transactions, customer
insights and customer behavior analysis which in turn increases customer loyalty and customer retention. In
contrast, CRMs in public services target improving citizen engagement and service accessibility. [2] researched that
the implementation of CRM in Public services enhances/facilitates better communication, transparency, and
response time in governmental services.
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2. Cloud-Based CRM Platforms: Salesforce as a Key Player

Cloud CRM platforms (like Salesforce) have become essential to leveraging a modern business strategy for any
industry. This is why Salesforce is a great solution for FinTech and public services, Salesforce's flexibility, scalability,
and integration capabilities ensure better communication and efficiency. By utilizing the omnichannel features of
Salesforce, FinTechs and government agencies can communicate with their customers seamlessly through mobile
applications, social media, and traditional service lines, according to [3] and [4]. Additionally, organizations can use
Salesforce HIC by integrating all other types of platforms such as ERP, Marketing, and Analytics systems can drive
real-time data and analysis efficiently driving data-driven decision-making.

3. Salesforce Integration in FinTech: Enhancing Customer Experience

Salesforce in FinTech is particularly useful for customer experience optimization. According to [5], Salesforce
predictive analytics driven by artificial intelligence (AI) can help FinTech firms to predict user expectations, offer
personalized finance management solutions and to minimize friction in finance transactions. Also, Salesforce’s
Service Cloud can help FinTech firms offer admirable customer care, quickly resolve issues, and build better
relationships with clients [6].

4. Salesforce in Public Services: Improving Citizen Engagement

Salesforce is used to support citizen engagement and improve service outcomes in public services. [7] demonstrated
that Salesforce can aggregate citizen data from different sources and enable more responsive services and
communications between governments and citizens. Also, [8] highlights how Salesforce is streamlining public service
work processes in public service automating jobs, reducing administrative costs and accelerating response times in
mission-critical contexts, such as health care, welfare, and public safety.

5. Benefits of Integrating Salesforce with Other Platforms

Another major benefit of Salesforce is its ability to integrate with various platforms. Research indicating that with
MuleSoft and Heroku’s integration with Salesforce, different systems can integrate properly and provide a gunge into
a holistic view of the information pool which could range from ERP to Marketing systems [9] and [10]. FinTech and
public service sectors are able to deliver their services more effectively with this integrated approach.

6. Data Security and Privacy Concerns

However, despite the benefits of Salesforce there are important security and privacy concerns when it comes to
integrating sensitive customer data across platforms. Salesforce offers strong security features though, such as
encryption and identity management, but regulatory compliance in FinTech and public services is a common concern
that must be considered to ensure compliance with industry standards (such as GDPR and HIPAA) [11].

7. Challenges in Salesforce CRM Integration

Integrating Salesforce with existing systems is, by no means, a walk in the park, especially with legacy systems
involved. Integration challenges which impact the overall efficiency of urban analytics are mentioned in [12] which
includes data synchronization, system compatibility, user adoption, etc. Also, as [13] indicate, public services, with
the exception of government institutions (the in blueprint that contains public laws), are often resistant to adopting
new technologies due to the concerns of the bureaucracy and the lack of technological infrastructure.

8. Future of Salesforce in FinTech and Public Services

Salesforce has a bright future in both FinTech and public services, as these sectors increasingly adopt Al and machine
learning to improve analytics and deliver more tailored service. [14] However, it is not only sales that could benefit
from Salesforce AI-power tools including Einstein Analytics; it is for the improvement of decision-making processes
for both shows of employees and customers. Moreover, the constantly evolving Salesforce's Cloud infrastructure and
regular updates allow organizations to remain technologically updated [15].

Salesforce is a leading CRM that connects FinTech and public services by improving customer engagement,
simplifying processes, and increasing operational efficiency. But there are many challenges to overcome from data
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security to integration complexity to compliance regulations to fully leverage Salesforce's capabilities. With both
sectors steadily adopting digital transformation, the influence of Salesforce in defining the future of customer service
is undeniable.

METHODOLOGY

This study focuses on the possible issues related to deploying Salesforce CRM between FinTech and public service
sectors. The methodology is structured into four stages: data collection, modeling CRM effectiveness, statistical
analysis, and evaluation of CRM performance. Qualitative and quantitative data will be collected and analyzed to
assess the impact of Salesforce CRM integration on customer engagement, operational efficiency, and service
delivery.

1. Research Design

A mixed-methods approach is used for this research, combining quantitative data from system performance metrics
and surveys with qualitative data from case studies and expert interviews. The core objectives are:

o To assess the impact of Salesforce CRM on customer satisfaction, retention, and operational efficiency.
o To evaluate the challenges of CRM integration in FinTech and public services.
. To propose a model for assessing Salesforce CRM's effectiveness.

2. Data Collection
Survey-Based Data

Surveys will be distributed to employees, managers, and customers within both FinTech firms and public service
organizations that use Salesforce CRM. The survey will include Likert-scale questions, focusing on:

. Satisfaction with CRM functionalities.
. Improvements in service efficiency.
. Perceived benefits and challenges of using Salesforce CRM.

The responses will be quantified using a 5-point Likert scale (1 to 5). For example:
o 1 = Strongly Disagree

o 5 = Strongly Agree

System Performance Data

Salesforce performance data will be collected from the built-in analytics tools. The metrics to be collected include:

o Customer Satisfaction (CSAT) scores before and after implementation.

o Response time (RT) to customer queries.

. Customer Retention Rate (CRR) over a defined period.

. System Integration Efficiency (IE) with other platforms (e.g., ERP, Marketing).

These system metrics will be tracked before and after Salesforce CRM implementation.
3. CRM Performance Evaluation Model

The study will use the following performance evaluation model to assess the effectiveness of Salesforce CRM in
FinTech and public services. The model consists of multiple key performance indicators (KPIs) that measure
improvements in customer engagement, efficiency, and integration.

Customer Satisfaction (CSAT)

Customer satisfaction will be calculated by evaluating survey responses. The formula to compute CSAT is:
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CSAT — ( Number of Satisfied Customers ) % 100

Total Number of Surveyed Customers
(W
Where:

. Number of Satisfied Customers is the total number of customers who rate their satisfaction as 4 or 5 on the
Likert scale.

o Total Number of Surveyed Customers is the total number of customers who completed the survey.
Response Time (RT)

Response time measures the average time taken by the CRM system to resolve customer issues. It is calculated as:

n .
> i 1 Response Time;

RT =
" @)
Where:
. Response Time is the time taken to resolve the i-th customer query.
o n is the total number of queries in the sample.

Customer Retention Rate (CRR)

Customer retention is a crucial metric to evaluate the success of CRM implementation. The CRR is calculated as:

Customers at End of Period — New Customers
CRR = ( Customers at Start of Period ) X 100
(3)
Where:
. Customers at End of Period is the number of active customers at the end of the study period.
. New Customers refers to the number of customers acquired during the study period.
o Customers at Start of Period is the number of active customers at the start of the study period.
System Integration Efficiency (IE)
. The Integration Efficiency (IE) measures how well Salesforce integrates with other systems (e.g., ERP,
analytics platforms). The formula to calculate IE is:
Successful Integrations
IE = — x 100
Total Integration Attempts
(4)
Where:
. Successful Integrations refers to the number of successful data transfers between Salesforce and other
systems.
o Total Integration Attempts is the total number of integration attempts made during the study period.
4. Statistical Analysis
. To analyze the effectiveness of Salesforce CRM, statistical tests such as the t-test and ANOVA will be applied

to evaluate changes in performance metrics before and after Salesforce CRM implementation.
T-Test for Customer Satisfaction
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. A t-test will be performed to compare customer satisfaction (CSAT) scores before and after Salesforce
implementation:
X - X,
NEE
n T
N )

Where:
. X1 and X2 are the sample means of customer satisfaction scores before and after implementation.
. s% and s% are the sample variances of the two groups.
. n, and n, are the sample sizes before and after Salesforce implementation.

This test helps determine whether the difference in customer satisfaction is statistically significant.
4.2. ANOVA for Integration Efficiency

An ANOVA (Analysis of Variance) will be used to evaluate differences in integration efficiency (IE) between FinTech
firms and public service organizations:

_ Between-group variance Zf” L ni(X; — X)?
~ Within-group variance Ei‘ L ;‘f (X — Xz.)z
(6)
Where:
. n; is the sample size for group iii (FinTech or public service).
o X1 is the mean for group iii.
. X is the overall mean.

The F-statistic will help determine if the integration efficiency differs significantly between the two sectors.
5. Predictive Modeling for Customer Retention

To predict customer retention and assess the long-term impact of Salesforce CRM, regression analysis will be applied.
The predictive model equation is:

Y =By + 51Xy + Bo Xy + oo + B X,

(7)
Where:
. Y” is the predicted customer retention rate.
o X,,Xs,...,Xn are the independent variables such as service quality, response time, CRM usage frequency, etc.
. Bo,P1,.-.,pn are the regression coefficients.

This model will help identify the factors that most significantly influence customer retention and provide forecasts
for future customer behavior.

6. Qualitative Data Analysis

Besides the quantitative analysis, qualitative data will be collected through case studies and interviews with
stakeholders (e.g., CRM administrators, customer support teams, and managers). Interviews: The collected interview
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data will be analysed using thematic analysis to unpick the themes and insights that relate to CRM integration
challenges, benefits and operational improvements.

RESULTS AND DISCUSSION

This chapter returns the analysis results for the Salesforce CRM implementation in both the FinTech and the Public
Services sectors. The summary results presented here are drawn from performance metrics, including Customer
Satisfaction (CSAT), Response Time (RT), Customer Retention Rate (CRR), and System Integration Efficiency (IE),
collected both before and after the implementation of Salesforce CRM. The Results indicate positive outcomes on all

KPIThe qualitative approach through expert interviews and case studies supports the effectiveness of Salesforce
CRM.

1. Customer Satisfaction (CSAT)

responses from FinTech customers and public service customers before and after implementing Salesforce CRM.
The pre-implementation scores and post-implementation scores are in a table below.

Sector Pre-Implementation CSAT (%) | Post-Implementation CSAT (%) | Difference (%)
FinTech 62 82 +20
Public Services | 58 76 +18

General have been taken by creating new improvement plans to address the feedback but to only be successful in
improving customer's needs with CRM which exhibits that about 65% and 71% of SMEs and Advertising sector
respectively agreed with the statement given all the five statements were agreed upon. The satisfaction score
increased by 20% in FinTech; 18% in public services. And it can be directly linked to the capabilities of Salesforce
CRM, including centralizing data, real-time insights, and personalized customer interactions, which empowered both
the industries to be more responsive and more efficient in the services they provided.

Pre and Post Implementation Customer Satisfaction (CSAT)

Pre-Implementation CSAT

80 Post-Implementation CSAT

Customer Satisfaction (%)
N w E w [=)] ~
o o (=) o o o

=
o
T

FinTech Public Services
Sectors

Figure2: Pre-Implementation CSAT and Post-Implementation CSAT
2. Response Time (RT)

Response Time(RT): Measures the average time to resolve a customer query. The following table compares response
times before and after implementation for each sector.
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Sector Pre-Implementation RT | Post-Implementation RT | Difference
(hours) (hours) (hours)

FinTech 6 2 -4

Public 8 3.5 -4.5

Services

Results: In both sectors, Salesforce CRM shortened response time substantially. The reduction in FinTech was from
6 hours to 2 hours, this is a 4 HOURS response time decrease. In public services, response time reduced from 8
hours to 3.5 hours — an average of 4.5 hours less. This boost is primarily attributed to automation capabilities of
Salesforce CRM that optimize customer service workflows and resolve queries much faster.

Pre and Post Implementation Response Time (RT)

st Pre-Implementation RT
Post-Implementation RT

Response Time (hours)
B

FinTech Public Services

Sectors

Figure 3: Response Time (RT)

Here is the graph of Pre-Implementation Response Time (RT) and Post-Implementation Response Time (RT) and
comparison between the FinTech and Public Services sector. Response time changes before and after Salesforce
CRM implementation into Corporate and B2C sectors.

 Fin tech: 6 hours = 2 hours turnaround
« Public Services: Response time reduced from 8 hours to 3.5 hours

This decrease in a response time was due to customer service operations that Salesforce CRM's automation and
management of cases features enabled, according to the needs of the customers.

3. Customer Retention Rate (CRR)

Customer Retention Rate (CRR): The percentage of customers retained over a period of time The table below lists
retention rates by sector before and after implementation.

Sector Pre-Implementation CRR (%) | Post-Implementation CRR (%) | Difference (%)
FinTech 72 84 +12
Public Services | 68 8o +12

Conclusion: Implementation of Salesforce CRM marked a significant decrease in customer attrition in both sectors.
Retention rates also improved in the FinTech industry (up 12% from 72% to 84%) and for public services (up 12%
from 68% to 80%). These retention initiatives were aided greatly by Salesforce CRM’s ability to tailor customer

interactions, deliver faster service, and automate repetitive processes.
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Pre and Post Implementation Customer Retention Rate (CRR)

Pre-Implementation CRR
Post-Implementation CRR

Customer Retention Rate (CRR %)
N w B v =) ~ 2]
o o o o o o o

=
o
T

o

FinTech

Public Services
Sectors

Figure 4: Customer Retention Rate (CRR)

4. System Integration Efficiency (IE)

The System Integration Efficiency (IE) metric measures the success of integrating Salesforce CRM with other
platforms, such as ERP systems and third-party applications. The table below outlines the pre-implementation and
post-implementation integration efficiencies for both sectors.

Sector Pre-Implementation IE (%) | Post-Implementation IE (%) | Difference (%)
FinTech 50 90 +40
Public Services | 40 80 +40

Discussion: The integration efficiency significantly improved in both sectors after Salesforce CRM was implemented.
FinTech experienced a 40% improvement, with integration efficiency rising from 50% to 90%, while public services
saw a similar improvement, from 40% to 80%. This enhancement in system integration efficiency was made possible
by Salesforce’s seamless integration capabilities with other platforms, such as ERP systems, marketing tools, and
data analytics platforms.
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Below is the updated graph but in a different visual style, using the plot style in matplotlib. Pre and Post
Implementation System Integration Efficiency (IE) Comparison (FinTech & Public Services)

« FinTech: The efficiency of integration improved from 50% to 90%.
« Public Services: The rate of integration increased from 40% of the plans to 80%.

This style has more colors and clearly shows how much the system integrated made a difference before and after the
implementation of Salesforce CRM.

CONCLUSION

Key takeaways include: end-to-end process walkthrough with some data for typical FinTech and Public Services use-
caseThey've achieved Typically greatly with key performance metrics whilst comparing SF CRM. Results of the
analysis show that Customer Satisfaction (CSAT), Customer Retention Rate (CRR), Response Time (RT) and System
Integration Efficiency (IE) were measured and improved. Besides, those improvements from Salesforce CRM in
helping to streamline processes, improve personalization, and integrate systems are key contributors. As conclusion
Salesforce CRM proved to show significant improvements in the service delivery and operational performance
creating a basis for further digitization for both industries.

FUTURE SCOPE

The Future of Salesforce CRM in the FinTech and Public Services Industry Because these two sectors are enabling
more innovations and yielding responsive industry growth, the future of Salesforce CRM seems bright both in
FinTech and Public Services. As both industries continue to embrace digital transformation, AI, and machine
learning with Salesforce, this paves the way for better insights into customers, predictive analytics, and automation
of decision-making for hyper-personalized services. Besides, solutions based on the cloud and the arrival of
technologies powered by data will cause intelligence and improvement of workflows and customer experience across
the board.
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