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Rethinking 
CRM as a  
Growth 
Enabler 

 
It’s time to think differently about CRM. For too 
long, many businesses have treated their CRM 
system like an unholy amalgamation of a filing 
cabinet and a loud hailer. A tool to track client 
details, monitor sales and shout at customers 
when management is worried they’ll miss target. 

In these organisations, CRM is merely SaaS, not a 
strategy and as a result, they’re leaving a lot of 
money on the table. 

CRMs, like Dynamics 365, are instrumental in 
driving growth, providing a robust foundation for 
data-driven decision-making and the compass that 
keeps your organisation aligned with its goals. 



 

QGate – The Growth Blueprint  3 
 

CRM is the backbone of your business 
transformation by eliminating inefficiencies, 
automating routine tasks, and generating reports 
that provide actionable insights. Crucially, a 
properly executed CRM helps to create 
transparency and accountability at every level of 
your organisation. We’ll show you how to make 
CRM the catalyst for your business growth. 
Welcome to The Growth Blueprint.
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The Role of 
Modern  
Business 
Transformation 

 

CRM Beyond Sales & Marketing 

There was a time when CRM was little more than a 
digital Filofax and, if you were lucky, a means to 
track time against projects and add attachments 
against customer records.  

Within a decade, CRM transformed into a means to 
consolidate data, automate processes, deliver 
business-wide insight, and engage with customers 
in more profound and personalised ways than ever 
before. 
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Despite CRM offering a comprehensive suite of 
business transformation tools, few businesses 
fully realise its potential. 

This is sometimes purely because the business 
has yet to acknowledge that need or believe they 
are not ready to take advantage of it yet. However, 
a large number fail to leverage these tools 
regardless of circumstances, just using a CRM as 
a database rather than a powerful business-wide 
transformation tool.  

In these organisations, CRM managers and 
marketers struggle to understand their audiences, 
trapped inside a silo they are either unwilling or 
unable to break out of. As a result, they are forced 
to resort to generic communications, unable to 
realise the full potential held within the CRM or the 
data held in the business. 

Company leadership is similarly hampered, acting 
on limited data, unable to make truly informed 
decisions, and becoming frustrated at the lack of 
transparency.  

The reasons for this can be institutional, 
technological, or developmental. 
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Institutional Challenges 

In the first instance, the challenges exist simply 
because the business has always operated in 
departments or silos. Finance maintains its corner 
of the empire, marketing does the same, and never 
the two shall meet. 

This is despite the need for these two teams to 
collaborate to ensure budgets are maintained and 
invoices are paid on time.  

Functionality exists that allows invoices to be 
automatically forwarded to finance and, within the 
same process, to authorise payment of recurring 
costs. Such a process lightens the load for both 
teams, eliminates human error, and ensures 
suppliers get paid. 

Businesses operating as silos is one of the biggest 
growth killers there is. Ineffective communication, 
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duplication of work and poor customer experience 
all impact costs and revenue. 

A common example is within traditional banks 
where data sharing between departments is 
minimal. This means the loans, mortgages and 
credit card departments could all have the same 
customer, but they would never know it. The 
result, for the customer, is a disjointed and often 
annoying level of communication, offering 
products at the wrong time and making them feel 
unseen or misunderstood.  

The result is, when that customer wants to review 
their products, they will look elsewhere first, rather 
than choosing to stay with the incumbent.  

Essentially, what we’re looking at is a ‘but that’s 
the way it’s always been done ’mindset. If you 
have ambitious growth and revenue targets, you 
will not succeed if that way of thinking is ingrained 
in your culture. 
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Technological Challenges 

While it’s understood that not every business can 
be at the bleeding edge of technology, investment 
in technology is a key part of business success. 
Purely because technology allows your teams to 
be more efficient and frees them from the 
mundane to innovate and add value to the 
business. 

Despite this, technology can be a major blocker 
when utilising a CRM to its fullest. 

Common technology challenges include: 

1. Legacy Systems and Integration Issues 

• Outdated Infrastructure: Many companies still 
rely on legacy systems that don’t integrate 
easily with modern solutions like Dynamics 
365. 
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• Data Silos: Isolated systems prevent seamless 
data sharing between departments, 
complicating the transition to an integrated 
CRM. 

• Customised Legacy Software: Older, heavily 
customised systems may not have 
straightforward pathways for integration or 
migration. 

2. Data Management Challenges 

• Poor Data Quality: Inaccurate, incomplete, or 
duplicate data makes migration and 
implementation complex. 

• Data Migration Complexity: Extracting, 
cleaning, and transferring data from existing 
systems to Dynamics 365 can be time-
consuming and error prone. 

• Data Security Concerns: Companies may worry 
about how sensitive customer and business 
data is managed during the transition. 

3. Limited IT Resources 

• Understaffed IT Teams: Smaller IT departments 
may lack the capacity to manage a large-scale 
deployment. 
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• Skills Gaps: A lack of expertise in cloud-based 
solutions or Dynamics 365 specifically can 
hinder the process. 

• Reliance on External Vendors: Dependence on 
third-party consultants can increase costs and 
lengthen timelines. 

4. Cloud Transition Barriers 

• Resistance to Cloud Adoption: Organisations 
hesitant to move from on-premises systems to 
the cloud may face delays or abandon 
implementation plans. 

• Inconsistent Connectivity: Poor internet 
infrastructure can affect the performance and 
reliability of cloud-based tools like Dynamics 
365. 

• Compliance Concerns: Strict industry 
regulations (e.g., GDPR, HIPAA) may cause 
hesitation about storing data in the cloud. 

5. Scalability and Customisation 

• Inflexible Systems: Existing software may not 
accommodate the level of customisation 
Dynamics 365 requires for tailored solutions. 
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• Scalability Constraints: Smaller businesses 
may struggle with scaling their existing IT 
infrastructure to support Dynamics 365’s 
functionality. 

• Compatibility Issues: Ensuring that Dynamics 
365 integrates with existing third-party 
applications and tools is often a challenge. 

 

 

Developmental Challenges 

Sometimes the reason an organisation isn’t getting 
the most out of its CRM is because it has been 
developed properly. Even the most ‘out of the box ’

CRM requires a degree of customisation and 
integration with the existing tech stack. And if the 
individual or partner doesn’t fully understand the 
solution, your requirements, your existing tech 
stack, or all of the above, then the CRM will never 
fulfil its potential. 
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Blame cannot always be placed at the feet of the 
developer, however. 

The business needs to understand why they want 
a CRM and what it needs to deliver. Without a CRM 
strategy informing everything from the 
functionality through to budgets, solutions, and 
timelines, it is almost certain to fail.  

Buy-in at the top and a clear purpose are essential 
first steps in any successful business endeavour. 
Developing and deploying a CRM is no different.  

Your C-Suite doesn’t need to get bogged down in 
the minutiae, that’s for your CRM manager and 
your business transformation partner to worry 
about. But you do need a clear understanding of 
how it can benefit the entire business. Not just 
sales and marketing. 

Viewing CRM as a sales and marketing tool is 
dangerously shortsighted and limits any future 
growth plans you may have. 
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Business Transformation 

Modern CRM systems are designed to integrate 
data, workflows, and insights across every 
department, creating a unified and transparent 
view of your organisation. This isn’t just about 
efficiency; it’s about creating a culture of 
collaboration and accountability. 

Challenge yourself and your department heads to 
assess how aligned sales and marketing truly are, 
or even marketing and customer service. 
Recurring issues are a PR disaster waiting to 
happen, but despite that, these two departments 
work in almost complete isolation. Equally, refunds 
and discounts harm the bottom line, so finance 
and sales need to be informed. No one is an 
island, and no one in your organisation should 
think or operate that way.  



 

QGate – The Growth Blueprint  14 
 

A well-implemented CRM can answer these 
questions by connecting data points and enabling 
teams to work cohesively using better-quality 
data. 

Better data leads to better questions and better 
questions lead to clear answers and actionable 
insights. 

Why CRM is Critical for Growth 

1. Breaking Down Silos: A unified CRM ensures 
that all departments are aligned, eliminating 
duplication, and fostering collaboration. 

2. Turning Data into Strategy: A CRM is more than 
data storage, it’s a tool for strategic decision-
making, giving leaders real-time access to 
trends and opportunities. 

3. Customer-Centric Transformation: Use CRM to 
anticipate needs and personalise experiences, 
turning one-time buyers into loyal advocates. 

Your CRM should be a strategic asset driving 
measurable growth. If not, chances are it’s being 
underutilised, and you need to do something about 
it.
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Unlocking 
Growth 
Through  
Process 
Improvement 

 

Identifying Growth Bottlenecks 

Manual, repetitive, tasks are a productivity and 
morale killer and often only exist through fear of 
change or ignorance of a better, more effective 
way of working. 

Oftentimes the assumption is simply that changing 
the process or introducing technology will be 
prohibitive in terms of time and cost. So better the 
devil you know.  

But the devil always exacts a price. Manual 
reporting and analysis limit your business’s ability 
to operate, resulting in lost opportunities. Firstly, 
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you cannot respond to opportunities as quickly as 
competitors that have streamlined and automated 
processes. Secondly, those manual processes 
cannot scale. 

As scalability is intrinsic to growth, manual 
processes represent an existential threat to the 
business. So, even if replacing a manual process 
with technology is costly and time-consuming, the 
potential revenue those changes represent to the 
business more than justifies that outlay. 

To identify these blockers to success, audit every 
process in the business, starting with the 
business-critical ones and working your way 
down. Assess the desired output against the 
following criteria: 

• Time taken. 

• Number of personnel or departments involved. 

• The number of systems/solutions needed. 

• Error rate. 

• Data accuracy. 

• Data clarity. 

• Manual intervention. 



 

QGate – The Growth Blueprint  17 
 

• Number of manually created emails sent 
relating to or containing reports. 

The time and the number of people involved alone, 
excluding any software subscriptions, will give you 
a clear understanding of what these manual 
processes cost. Investing in a new CRM or 
improving the one you have suddenly may not 
seem like such a bad idea. 

The other thing that will become apparent is where 
your workflows have become fragmented or 
outdated. Reports littered with errors and 
inconsistencies or serve no purpose are 
fundamentally useless and impact your ability to 
make decisions. 

If the data moving through the business isn’t 
trustworthy, you can’t trust the reports the 
business generates. This can effectively cripple 
company leadership as decisions can’t be 
validated against the facts. 

Where leadership answers to investors, this could 
prove professionally fatal. 

Manual processes, bad data, and decisions based 
on best guess rather than reliable information lead 
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to rising costs, missed opportunity and lost 
revenue.  

While CRM could be used to fix those processes, 
there is an opportunity to change how your 
business operates for the better. 

 

 

How CRM Streamlines Processes 

1. Automate to Accelerate: Automating tasks like 
lead assignments, follow-ups, and reporting 
frees your team to focus on high-impact 
activities. 

2. Integrate to Innovate: Seamlessly connect your 
CRM with other systems to create a single 
source of truth. 

3. Standardise for Scalability: A CRM provides 
structure and consistency, ensuring that your 
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business processes can scale without breaking 
down. 

Businesses that fail to adapt their processes lose 
more than efficiency, they lose relevance. By the 
time you’ve manually updated your CRM, your 
competitors have already closed the deal. 

A logistics company in the Middle East1 
implemented an AI-driven CRM to address 
inefficiencies and delayed customer responses. As 
a result, they reduced response times by 40%, 
lowered operational costs by 35%, and increased 
customer service capacity by 60% without 
expanding their workforce. Additionally, they 
gained 50% more actionable insights into 
customer behaviour, enabling better decision-
making.

 
1 https://www.sparity.com/case-studies/automating-crm-for-logistics-
client/ 
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Actionable 
Insight for 
Informed 
Decision-
Making 

 

Data is Useless Without Action 

And actions are impossible without data. Data is 
the lifeblood of your business. Without a constant 
and accurate flow of information around every 
department, everything grinds to a halt. 

Finance can’t pay invoices; marketing can’t run 
campaigns and sales can’t engage with leads. 

At a more basic level, without knowing where the 
money is coming from, a business can’t pay its 
bills, pay salaries or plan for the future. 
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Your CRM is likely full of data points, but they 
need to be both accurate and used effectively for 
that data to be worth anything to your business.  

The difference between success and stagnation 
lies in your ability to turn data into decisions. 
Insights derived from CRM systems can uncover 
trends, identify risks, and reveal untapped 
opportunities, but only if you’re paying attention. 

 

Data Integrity 

One of the most common challenges businesses 
have when utilising their CRM as a business 
transformation tool is the quality of the data. You 
can deploy the most advanced Dynamics 365 
instance the world has ever seen. If you’re feeding 
it bad data, you’ll get bad outputs and that leads to 
bad decisions. 

Whether you choose to think of your CRM as a 
heart or an engine, the result is the same – if you 
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don’t look after your heart or look after your 
engine, eventually it’ll fail. And take your business 
along with it. 

Maintaining your data is key but that comes from 
robust processes and procedures to ensure 
everyone is working in the same way. One of the 
best ways of achieving this is user adoption. Top 
to bottom buy-in of your CRM system.  

No matter the role or the level they occupy within 
the business, everyone should be looking to the 
CRM as a single source of truth. Not just for client 
contact information but for everything. Leads, 
forecasting, everything. 

The second someone decides to track their own 
leads in a spreadsheet or not integrate their email, 
the reliability of the data and the effectiveness of 
the CRM start to suffer. 

Exceptions, bad habits, bad integrations, unreliable 
data, and inconsistent training all contribute to a 
loss of both data integrity and user adoption which 
rapidly descends into a vicious cycle that only 
ever ends with the CRM in need of recovery. This 
is why planning your CRM strategy well before you 
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choose your solution is so important to CRM 
success. 

 

Making Data Work for You 

Your data is there to make your life easier. It’s 
there to give insight, help make decisions, engage 
with customers and make projections. Without a 
robust reporting functionality, backed by reliable 
data, it’s difficult to get to that position. Here are a 
few things to consider when building or enhancing 
your CRM to make your reporting more effective. 

1. Real-Time Dashboards: Equip your leadership 
team with instant access to metrics that matter, 
from sales forecasts to customer retention 
rates. 

2. Predictive Analytics: Use your CRM to predict 
future trends, such as which accounts are most 
likely to churn or where your next big 
opportunity lies. 
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3. Team-Specific Reporting: Empower each 
department with the insights they need to 
excel, from sales performance to operational 
efficiency. 

If your decisions aren’t driven by data, they’re 
driven by guesswork and in changing markets, 
during uncertain times, no business can afford to 
take that risk. 

A direct banking company2 implemented a churn 
prediction solution to proactively address 
customer attrition. By analysing customer 
behaviour and developing targeted retention 
campaigns, they achieved the following results: 

• 6% Reduction in Churn Rate: Within the first 10 
months of pilot operation. 

• 15% Reduction in Churn Rate: After two years 
of regular operation. 

This approach enabled the bank to identify at-risk 
customers early and implement effective retention 
strategies, leading to significant improvements in 
customer retention over time.

 
2 https://positivethinking.tech/case-study/churn-prediction-in-direct-
banking-consumer-credit-customers-at-risk/?utm_source=chatgpt.com 
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Driving 
Profitability 
with  
CRM 

 

How CRM Boosts the Bottom Line 

A CRM doesn’t just help you manage relationships; 
it transforms how your business identifies and 
capitalises on profitable opportunities. From 
customer segmentation to targeted retention 
campaigns, a modern CRM system is an 
indispensable tool for enhancing profitability. 

1. Revenue Growth Through Targeted Selling: 
Customer.io3, a marketing automation platform, 
sought to enhance its sales processes by 
implementing a CRM that could efficiently 

 
3 https://www.close.com/blog/crm-implementation-case-studies 
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manage both inbound and outbound sales 
while integrating seamlessly with its existing 
tool stack. The solution included automated 
workflows that improved team collaboration 
and streamlined the handoff of leads, ensuring 
that no opportunity was missed. Although 
specific revenue growth figures were not 
disclosed, the new system dramatically 
improved the efficiency of their sales 
processes, contributing to measurable 
business growth through better-targeted 
selling and lead management. 

2. Reducing Operational Costs: 
A North American aviation organisation4 faced 
rising costs from maintaining outdated on-
premises CRM systems and dedicated servers, 
which strained its operational budget and 
resources. By upgrading to Microsoft Dynamics 
365, a cloud-based CRM platform, they 
significantly reduced operational costs by 50%, 
cutting maintenance expenses by 30%. The 
new system also improved scalability, security, 
and overall efficiency. Additionally, marketing 

 
4 https://www.datamatics.com/resources/case-studies/a-
north-american-aviation-organization-reduced-operational-
cost-by-50-with-ms-dynamics-365-upgrade 
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automation efforts enabled a 50% reduction in 
manual effort, further streamlining their 
operations and driving sustainable cost 
savings. 

3. Retention Strategies That Drive Profitability: 
Retaining existing customers is far more cost-
effective than acquiring new ones, making it a 
crucial area for driving profitability. According 
to Bain & Company5, increasing customer 
retention by just 5% can boost profits by 25% 
to 95%, illustrating the high stakes involved. 
CRM systems play a pivotal role in achieving 
this by providing the tools to create 
personalised engagement and loyalty programs 
that resonate with customers. For example, 
automated retention campaigns, such as re-
engagement emails or tailored discount offers, 
can address churn risks early. Additionally, 
CRMs enable segmentation to identify high-
value customers and nurture those 
relationships more effectively. Businesses that 
use CRMs to monitor customer behaviour in 
real-time can identify warning signs, such as 
reduced purchase frequency and proactively 

 
5 https://www.bain.com/insights/retaining-customers-is-the-
real-challenge/ 
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implement retention strategies. These targeted 
efforts not only enhance customer loyalty but 
also reduce marketing spend, as fewer 
resources are needed to replace churned 
clients. In today’s competitive market, the 
ability to retain customers is a key differentiator 
that directly impacts the bottom line. 

 

Maximising Revenue, Minimising Waste 

CRM is a force multiplier. It takes everything 
valuable within your business and amplifies it. 
Everything from your sales team actioning leads to 
your ability to glean insight and actions from data.  

Your CRM, when utilised correctly, can provide 
you with granular detail, AI-powered insights and 
real-time data so you can make better, more 
informed decisions, faster propelling you towards 
your growth targets. 
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But growth isn’t just about making more sales, it’s 
about maximising profitability. A CRM doesn’t just 
help you close deals; it ensures you’re closing the 
right deals, with the right customers, at the right 
time. 

CRM empowers your sales team by gaining a clear 
understanding of what prospects require. They 
know everything from what content they’ve 
engaged with via emails, to their budget and 
preferred timelines.  

Thanks to your CRM acting as one source of truth, 
they’ll even know whether or not the prospect has 
worked with or otherwise engaged with your 
business before. 

Armed with all of this information, sales teams can 
home in on customer needs, tailor presentations or 
solutions and close deals faster. More accurate 
proposals and shorter sales cycles result in more 
profitable projects and happier clients. 
Significantly, and this mustn’t be overlooked, you 
can identify the prospects that are a bad fit, either 
for your service or your culture. 
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Crucially, chasing every lead is a waste of time 
and money. A CRM helps you focus on the 
prospects that matter. 
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Shaping  
Organisational 
Culture with 
CRM 

 

The Accountability Revolution 

Manual processes and manual reports allow 
individuals to hide the numbers they don’t want 
people to see. Whether it was subordinates 
reporting to department heads or company 
leadership, or the company communicating with 
customers, the old ways made it easy to hide bad 
news. 

It’s even possible in today’s digital world if data is 
still collated and reported manually. The problem is 
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that business moves much faster now so there are 
two big problems with manual reporting. 

1. The data is incomplete. If only the good 
numbers are on show, company leadership 
can’t make informed decisions. 

2. The data is old. Pulling data together from 
multiple sources, sometimes across multiple 
departments, and then manually analysing it 
means the information is old by the time it 
makes it into your hands. So, even if the data is 
accurate, it’s obsolete. 

CRMs like Dynamics 365 can be configured to 
automatically pull data from across your 
organisation to compile the reports you need, 
warts and all. 

This transparency and accountability are essential 
to allow you to make data-backed decisions and 
identify any problem areas. Not so someone can 
be fired but so the situation can be fixed. 

Transparency and accountability mean owning the 
mistake but also owning the process to fixing it. 
It’s the role of business leaders to give their 
people the tools, the opportunity and the time to 
do so. The calamity in any organisation, isn’t that 
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mistakes get made, it’s that the employees feel like 
they need to hide them. 

If that’s happening, you can never hope to grow 
because the team is too busy protecting 
themselves, not investing in the shared success of 
the future. 

Transparency isn’t optional in today’s business 
landscape. But more than the internal need for 
clarity, customers demand insight into your 
business practices too. Aside from their legal right 
to their own data, increasingly customers want to 
know that the businesses they buy from are 
operationally transparent as well. 

Your CRM should deliver on those expectations 

Providing visibility into every part of the 
organisation, CRM systems foster accountability 
and trust. The more your employees trust the 
company they work for, and the leadership they 
answer to, the deeper that trust will run, eventually 
turning into loyalty and advocacy.  

Similarly, communicate with your customers and 
you will elicit the same response from them too. 
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Building a Culture of Growth 

While businesses can succeed with negative 
cultures, the evidence suggests that positive 
cultures will help you grow faster and bigger. 
Costco, for example, has a 90% staff retention 
rate compared to other retailers, which average 
30%. To put that in relative terms: Walmart, a 
retailer with a reputation for poor treatment of 
staff, saw a share price increase of 300% 
between 1992 and 2014. 

The stock of Costco, which famously gave 
employees a pay rise during the credit crunch, 
increased by 800%6. 

Even at time of writing, Walmart's share price is 
$96.16, compared to Costco’s $947.07. 

 
6 https://simonsinek.com/books/leaders-eat-last/ 
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Adopting a growth culture mindset begins with 
putting the team first, placing knowledge and 
understanding above ego, celebrating mistakes as 
an opportunity to gain experience, and celebrating 
successes. 

CRM can play a pivotal role in fostering a more 
inclusive, empowered, and transparent culture: 

1. Empowered Teams: Equip your employees with 
the insights and trust they need to make 
impactful decisions. CRM can provide reliable 
insights, often supported with AI-powered 
analysis to help your people better understand 
and make better decisions. 

2. Collaborative Workflows: Break down silos and 
encourage cross-departmental teamwork Silos 
kill culture and kill growth. They slow 
everything down and foster cultures of hostility 
and protectionism. Smash the silos and create 
workflows and automation that allow that data 
to get where it needs to without error-prone 
human intervention. 

3. Celebrating Success: Use data to highlight 
wins and learn from losses. Create dashboards 
that highlight achievements on both a business 
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and personal level. Because you’ll have every 
bit of data at your fingertips, you’ll be able to 
celebrate everyone, not just sales. 

A culture of accountability starts at the top. If 
you’re not using CRM to measure the 
effectiveness of your performance, you’re missing 
the bigger picture.
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The  
Blueprint  
for  
Success 

 

Critical Steps to CRM Success 

1. Conduct a Comprehensive Audit: 

• Your CRM is only as effective as its 
configuration. Begin by reviewing your 
business goals and your processes, then 
measure whether the CRM effectively supports 
them. If so, assess if improvements can be 
made. If not, understand why.  

• Identify gaps, inefficiencies, and underutilised 
features and determine if your current solution 
can close those gaps. 
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• This audit should involve all key stakeholders to 
ensure no perspective is overlooked. 

2. Develop an Implementation Plan: 

• Adapting your CRM to meet your business 
objectives, rather than focusing solely on the 
existing solutions and processes, ensures long-
term success. Don’t try to fit your CRM around 
existing processes. Look at what the process 
needs to achieve then look at how the solution 
can support that. 

• Customising workflows, dashboards, and 
integrations to reflect your organisation’s 
unique requirements will help you get the most 
out of both your CRM and your business. 

3. See the Value in Ongoing Training: 

• A CRM is only as valuable as the people using 
it. Implement tailored training programs to 
onboard teams effectively. Focus on practical 
applications that show employees how the 
CRM simplifies their day-to-day tasks. Consider 
assigning CRM champions within departments 
to encourage ongoing usage. 

• Make CRM training an established part of 
onboarding and organise refresher courses as 



 

QGate – The Growth Blueprint  39 
 

often as required to ensure everyone in the 
organisation is both using the CRM and using it 
correctly. 

4. Integration is Key: 

• A siloed CRM limits its potential. Your CRM 
should be integrated with critical tools such as 
ERP systems, marketing automation platforms, 
and customer support solutions. This 
integration improves data flow and enhances 
overall efficiency and decision-making 
capabilities. 

5. Leverage Data Analytics for Continuous 
Improvement: 

• Use the reporting and analytics features within 
your CRM to track performance metrics. 
Leverage built-in AI to get deeper insights and 
regularly review these metrics to identify 
trends, spot bottlenecks, and adjust strategies 
as needed. Set KPIs for short-term and long-
term objectives, such as lead conversion rates, 
customer retention, or operational efficiency. 

6. Foster a Culture of Accountability: 

• Ensure that CRM data is accessible and 
transparent across teams. This visibility fosters 
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trust and drives accountability, creating an 
environment where every team member 
understands their impact on the business’s 
overall success. 

Success Story: Enhancing Efficiency in Executive 
Recruitment 

A professional services executive recruitment 
company with over 150 employees across five 
international offices faced challenges in managing 
their billing cycles and data consistency. To 
address these issues, they implemented Microsoft 
Dynamics 365 Business Central, aiming to 
streamline operations and support business 
expansion. 

Key Outcomes: 

• Reduced Billing Cycle Workload: By leveraging 
the standard functionalities within Dynamics 
365, the company significantly decreased the 
time and effort required for their billing 
processes. 

• Scalable Growth: The new system enabled the 
organisation to expand considerably without 
increasing the workload on the finance team, 
facilitating efficient scaling. 
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• Improved Reporting and Business Intelligence: 
With enhanced reporting capabilities inherent in 
the solution, the company could quickly export 
and analyse data, leading to better-informed 
decision-making. 

• Seamless Integration: The integration with their 
time sheet booking solution reduced manual 
data entry, increasing overall efficiency. 

• This case exemplifies how tailored CRM 
solutions can drive efficiency and support 
growth in professional services firms. 

 

Looking Forward 

A CRM system is not a one-time investment but a 
continuous journey. Businesses that succeed are 
those that adapt, innovate, and use CRM as the 
cornerstone of their growth strategy. By following 
these steps, your organisation can unlock the full 
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potential of CRM, driving not just efficiency but 
transformative growth. 

Critical Steps to CRM Success 

1. Audit and Adapt: Regularly review your CRM 
strategy to ensure it aligns with your evolving 
goals. 

2. Engage and Train: A CRM is only as good as its 
users. Invest in training and engagement to 
drive adoption. 

3. Measure and Refine: Use analytics to track 
your progress and adjust your approach. 



 

QGate – The Growth Blueprint  43 
 

Adopting a  
Growth  
Mindset 

 

CRM isn’t just software; it’s a philosophy, and a 
mindset and should be rooted in your objectives 
for the business. It’s a commitment to growth, 
accountability, and innovation. Leaders who 
embrace this mindset don’t just survive, they 
thrive.  

Transforming your business with CRM may mean 
walking away from the familiar, the comfortable 
and ‘the way things used to be ’but think about 
what you’re walking towards. 

Rethink your CRM. Rethink your growth. Rethink 
your future. 

What’s Next? 

CRM isn’t just a system, it’s a strategic tool that 
should drive growth, efficiency, and better 
decision-making. Whether you’re looking to 
optimise your current setup or rethink your 
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approach, QGate can help you turn your CRM into 
a true business enabler. 

Let’s talk about how CRM can support your 
business goals. Get in touch today.
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About 
QGate 

 

QGate has been helping businesses unlock growth 
through CRM for over 25 years. As experts in 
business transformation through Dynamics 365, 
we work with organisations to optimise their CRM 
strategy, streamline operations, and drive 
meaningful change. Our approach goes beyond 
implementation, we help businesses rethink how 
they use CRM to improve efficiency, enhance 
customer engagement, and make smarter, data-
driven decisions. 

With deep expertise in Dynamics 365 deployment, 
recovery, and optimisation, we empower 
businesses to turn CRM from a system of record 
into a catalyst for growth. Whether you need to fix 
a failing CRM, scale your processes, or gain better 
visibility into your data, QGate provides the insight, 
guidance, and support to make it happen. 

QGate.co.uk 

info@qgate.co.uk 
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