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ABSTRACT 

This Applied Strategic Project (ASP) report investigates the project management challenges 

encountered during the implementation of a Global Salesforce CRM platform. The research 

focuses on understanding the obstacles faced by organizations, particularly in the context of 

[REDACTED_Firm_Name] Consulting, and developing effective strategies to overcome them. 

The study utilizes a mixed-method approach, combining qualitative and quantitative research 

methods. 

The literature review establishes a foundation for understanding the project management 

challenges and related concepts. The research methodology section outlines the statement of the 

problem, the chosen methodology, and its justification. Data analysis and interpretation provide 

insights into the challenges faced during the implementation process and their implications. The 

report concludes with recommendations and an implementation plan for addressing the identified 

challenges. 

The findings of this research contribute to the existing body of knowledge in project 

management, specifically in the context of implementing a Global Salesforce CRM platform. 

The recommendations and implementation plan serve as a valuable resource for project 

managers and organizations planning similar initiatives. By addressing the project management 

challenges, this research aims to enhance the success rate and effectiveness of implementing a 

Global Salesforce CRM platform, ultimately improving project management practices within 

organizations. 
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Executive Summary 

The implementation of a Global Salesforce CRM platform presents significant project 

management challenges for organizations seeking to streamline their customer relationship 

management processes. This executive summary provides an overview of the key findings, 

implications, and recommendations derived from the comprehensive study on the project 

management challenges faced during the implementation of a Global Salesforce CRM platform. 

Key Findings 

1. Project Management Challenges - The study identified several project management 

challenges associated with the implementation of a Global Salesforce CRM platform. 

These challenges include data compliance issues, stakeholder engagement and alignment, 

team stability and knowledge transfer, cultural differences, political stability, and change 

management. 

2. Impact of Factors - The research revealed that factors such as data compliance, 

stakeholder engagement, team stability, cultural differences, and political stability 

significantly influence the implementation process. These factors can either facilitate or 

hinder the successful deployment and utilization of the CRM platform. 

3. Long-Term Benefits and ROI - The study assessed the long-term benefits and return on 

investment (ROI) of the Global Salesforce CRM platform. It found that organizations can 

achieve substantial benefits in terms of improved customer satisfaction, streamlined 

processes, data consistency, and enhanced strategic decision-making. However, careful 

monitoring and evaluation are necessary to ensure the sustainability of the platform and 

the realization of its intended ROI. 

4. Critical Success Factors - The study identified critical success factors for the successful 

implementation of a Global Salesforce CRM platform. These factors include strong 

leadership and governance, effective change management practices, comprehensive 

training and support, robust data governance and compliance frameworks, and proactive 

stakeholder engagement throughout the implementation process. 
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Implications 

The findings of this study have significant implications for organizations embarking on the 

implementation of a Global Salesforce CRM platform. It highlights the importance of addressing 

project management challenges to ensure successful deployment and utilization of the platform. 

Organizations should prioritize data compliance, stakeholder engagement, team stability, and 

cultural considerations to overcome the complexities associated with global implementations. 

Chapter I: Introduction 

Introduction to the Industry, Company, and Problem under Study 

[REDACTED_Firm_Name]'s strategic imperative to become more digitally integrated globally 

has led to the implementation of [REDACTED_Project_Name], a state-of-the-art, scalable, and 

global Customer Relationship Management (CRM) platform powered by Salesforce. 

[REDACTED_Project_Name] is envisioned to revolutionize the way 

[REDACTED_Firm_Name] works, sells, and connects with clients, driving client impact and 

growth through enhanced insights, personalized services, and cross-border collaboration.  

[REDACTED_Firm_Name]'s strategic imperative to become more digitally integrated globally 

has led to the implementation of [REDACTED_Project_Name], a state-of-the-art, scalable, and 

global Customer Relationship Management (CRM) platform powered by Salesforce. 

[REDACTED_Project_Name] is envisioned to revolutionize the way 

[REDACTED_Firm_Name] works, sells, and connects with clients, driving client impact and 

growth through enhanced insights, personalized services, and cross-border collaboration. 

The [REDACTED_Project_Name] project represents a significant endeavor undertaken by our 

organization to revolutionize the way we engage with customers and manage relationships. This 

report aims to provide an overview of the project's key aspects, objectives, progress, and 

potential impact on the organization's performance. 

In today's highly competitive business landscape, effective customer relationship management 

(CRM) is critical for organizations to build and maintain strong relationships with their 

customers. CRM platforms play a vital role in enabling organizations to streamline their sales, 

marketing, and customer service processes, leading to improved customer satisfaction, increased 
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sales, and enhanced business performance. However, the implementation of a global CRM 

platform poses significant challenges for organizations, particularly in terms of project 

management. 

This section introduces the industry, the company under study, and the specific problem being 

addressed in this research. It sets the context for understanding the project management 

challenges faced during the implementation of a Global Salesforce CRM platform. 

Industry Overview 

[REDACTED_Project_Name] is a cutting-edge initiative aimed at implementing a state-of-the-

art Customer Relationship Management (CRM) system across our organization. The project's 

primary goal is to streamline customer interactions, improve data management, and enhance 

overall customer satisfaction.  

The CRM industry has witnessed significant growth and transformation over the years. With the 

proliferation of digital technologies and the increasing demand for personalized customer 

experiences, organizations across various industries have recognized the importance of 

implementing CRM systems to drive business success. The CRM market is characterized by a 

diverse range of software solutions and service providers, each offering unique features and 

capabilities tailored to specific industry requirements. 

Company Profile 

The focus of this research is [REDACTED_Firm_Name], a renowned global consulting 

organization with a strong presence in more than 150 countries. [REDACTED_Firm_Name] has 

been at the forefront of innovation and digital transformation, helping clients navigate complex 

business challenges and capitalize on emerging opportunities. With its extensive experience in 

the consulting domain, [REDACTED_Firm_Name] recognizes the need to enhance its CRM 

capabilities to align global accounts and standardize its CRM processes across various regions. 

Problem Statement 

The problem under study revolves around the challenges faced by [REDACTED_Firm_Name] 

during the implementation of a Global Salesforce CRM platform. [REDACTED_Firm_Name] 

recognized the need for a unified CRM platform that would enable the consolidation of business 

operations across global locations and facilitate strategic measurements at a global level. 
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However, the implementation of such a platform at a global scale presents various project 

management challenges that need to be addressed to ensure successful deployment and 

utilization. 

Significance of the Study 

The successful implementation of a Global Salesforce CRM platform holds significant strategic 

importance for [REDACTED_Firm_Name]. It aims to improve operational efficiency, enhance 

decision-making processes, and enable standardized data-driven insights across the 

organization's global operations. By addressing the project management challenges associated 

with the implementation, [REDACTED_Firm_Name] aims to drive growth, improve customer 

satisfaction, and strengthen its competitive position in the consulting industry. 

Research Objectives 

The primary objective of this research is to explore and analyze the project management 

challenges encountered during the implementation of a Global Salesforce CRM platform at 

[REDACTED_Firm_Name]. Specifically, the study aims to: 

❖ Identify the key obstacles and complexities faced by project managers during the 

implementation process. 

❖ Examine the impact of various factors, such as data compliance, stakeholder engagement, 

team stability, cultural differences, and political stability, on the implementation process. 

❖ Assess the long-term benefits and return on investment (ROI) of the Global Salesforce 

CRM platform. 

❖ Determine critical success factors for the successful implementation of the CRM 

platform. 

Scope and Limitations 

This research focuses on the implementation of a Global Salesforce CRM platform at 

[REDACTED_Firm_Name] and the associated project management challenges. The study 

considers factors such as data compliance, stakeholder engagement, team stability, cultural 

differences, and political stability within the scope of analysis. However, it is important to note 

that the study has certain limitations, including the exclusive focus on 
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[REDACTED_Firm_Name] and the generalizability of findings to other organizations may vary. 

Additionally, the study relies on available data and information, which may have inherent 

limitations and biases. 

In conclusion, this section introduces the industry, company, and problem under study in the 

context of implementing a Global Salesforce CRM platform. It highlights the significance of 

addressing project management challenges and sets the stage for further exploration into the 

specific challenges and their implications for [REDACTED_Firm_Name]'s CRM 

implementation. 

 

Chapter II: Literature Review 

Review of Relevant Academic and Business Literature/Industry Practice 

2.1 Business Environment, CRM, and Sustainable Performance in the Construction 

Industry 

❖ High Failure Rate of CRM Projects: The study highlights the findings of previous 

research, indicating a high failure rate of CRM projects. Some studies have reported 

failure rates of up to 70%. This observation underscores the importance of investigating 

the factors that contribute to CRM project success and failure. 

❖ Significance of CRM in Improving Organizational Performance: The research 

emphasizes the critical role of CRM in enhancing organizational performance and 

sustainable practices within the construction industry. This implies that effective CRM 

implementation can positively impact a company's performance and contribute to its 

long-term sustainability. 

❖ Examined Variables: The variables examined in the study include organizational 

performance, CRM, and the business environment. Analysing these variables can help to 

identify the relationships between CRM implementation, overall business performance, 

and the external factors that influence the business environment. 
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❖ Quantitative Research Model: The research study adopts a quantitative research model. 

This approach involves the use of numerical data and statistical analysis to draw 

conclusions and identify patterns or correlations between the variables. The primary data 

for the study is collected through surveys, which allows for a systematic and structured 

investigation. 

❖ Scope for Further Research: The format suggests potential areas for future research. 

One area involves generalizing the findings of the study across various businesses and 

industries, which could provide broader insights into the impact of CRM on performance 

and sustainability in different sectors. Additionally, the research recommends careful 

selection of appropriate participants for future surveys, ensuring the data collected 

accurately represents the target population. 

❖ The acknowledgment of the high failure rate of CRM projects underlines the urgency to 

understand and mitigate challenges. Furthermore, the focus on sustainable performance 

highlights the potential benefits of effective CRM utilization beyond short-term gains. 

Overall, the research employs a quantitative approach to investigate essential variables 

and calls for further exploration to advance our understanding of CRM's impact in 

diverse business environments. 

2.2 Investigative Analysis of CRM System Implementation and Challenges in Existing 

ERP Systems 

❖ Study Focus and Scope: The study centres around the global implementation of 

Salesforce CRM and the challenges encountered during this process. It also delves into 

the existing ERP systems and their integration with CRM. The research is likely to 

provide valuable insights into how these technologies interact and the difficulties faced 

during their integration. 

❖ Identified Challenges: The study highlights various challenges faced during the global 

implementation of Salesforce CRM, including cultural differences, communication 

issues, and ethical dilemmas related to data collection. These challenges suggest that the 

successful implementation of CRM on a global scale requires careful consideration of 

cultural contexts and ethical practices, along with effective communication strategies. 
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❖ Emphasis on Project Management: One of the key takeaways from the research is the 

critical role of project management in the success of global Salesforce CRM 

implementation. The study emphasizes the need for clear project goals, well-defined 

timelines, and effective communication channels to ensure a smooth and successful 

implementation. 

❖ Relevant Variables: The research explores several variables that impact CRM success 

and the implementation process. These variables include communication issues, cultural 

differences, ethical dilemmas, and organizational hierarchies. Understanding and 

addressing these factors are crucial to overcoming challenges and achieving CRM 

implementation success. 

❖ Qualitative Research Approach: The study adopts a qualitative research approach, 

which involves the collection of primary data through interviews. This approach allows 

for in-depth exploration and understanding of the challenges and complexities faced 

during CRM implementation. 

❖ Future Research Recommendations: The research study offers insightful suggestions 

for future research endeavours. It proposes a focus on obtaining datasets for quantitative 

analysis, which would complement the qualitative findings. Additionally, expanding the 

research beyond Sweden would enable the examination of global variations in CRM 

implementation challenges and success factors, broadening the scope and applicability of 

the study's findings. 

2.3 Green Human Resource Management, Corporate Social Responsibility, and 

Customer Relationship Management in the Brazilian Context 

❖ Contextual Focus on Brazil: The research narrows its investigation to the Brazilian 

context, recognizing that the effectiveness of CRM strategies may vary depending on the 

specific cultural, economic, and social factors present in this region. 

❖ Importance of CRM Vendor Selection: The study emphasizes the critical role of 

selecting the right CRM vendor. This aspect suggests that the success of CRM 

implementation is influenced not only by the chosen strategies but also by the technology 

and services provided by the CRM vendor. 
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❖ Significance of Data Quality in CRM Implementation: Data quality is identified as a 

crucial factor during CRM implementation. Ensuring accurate and reliable data is 

essential for the successful adoption and utilization of CRM systems, as erroneous data 

can negatively impact decision-making and customer relations. 

❖ Addressing Resistance during CRM Adoption: The research identifies effective 

strategies to address resistance encountered during CRM adoption. Overcoming 

resistance is vital to ensure smooth and successful CRM integration, as resistance from 

employees or stakeholders can hinder the adoption and utilization of the CRM system. 

❖ Scope for Further Research: The format proposes the extension of the study's findings 

to a broader population beyond Brazil. By exploring CRM strategies in different 

geographical contexts, the research seeks to gain a more comprehensive understanding of 

how these strategies influence customer management and business performance globally. 

The research holds particular relevance for businesses operating in Brazil, shedding light on the 

specific challenges and opportunities related to CRM implementation in this region. The 

emphasis on data quality and vendor selection reflects the importance of making informed 

decisions throughout the CRM integration process. Additionally, the study's recommendation to 

investigate CRM strategies in diverse settings reinforces the notion that understanding CRM's 

impact on customer management and business performance requires a broad and inclusive 

approach. By considering these factors, the research contributes valuable insights to the field of 

CRM and its implications for businesses in the Brazilian context and beyond. 

2.4 Research Model for Measuring the Impact of CRM on Performance Indicators 

❖ Importance of CRM Planning and Investment: The research emphasizes the 

significance of careful planning and investment in CRM adoption. This highlights the 

need for organizations to strategize their CRM implementation to achieve desired 

outcomes and enhance overall performance. 

❖ Critical Role of Data Quality and Accuracy: The study recognizes the critical role of 

data quality and accuracy in the success of CRM systems. Maintaining reliable and high-

quality data is crucial for leveraging CRM capabilities effectively and making informed 

business decisions. 
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❖ Scope for Generalizability: The research identifies a scope for further investigation in 

terms of the generalizability of the research model. The desire to extend the applicability 

of the research model beyond its initial context indicates an intention to understand how 

CRM impacts performance indicators in different sectors and industries. 

By examining the impact of CRM on performance indicators, this research contributes valuable 

insights to the understanding of CRM's influence on organizational success. The emphasis on 

planning and investment underscores the need for organizations to view CRM adoption as a 

strategic investment that requires thoughtful consideration. Moreover, acknowledging the 

significance of data quality highlights the necessity of maintaining accurate data for effective 

CRM utilization. The call for further research to explore CRM's impact across diverse sectors 

and industries is instrumental in broadening our comprehension of how CRM systems can 

positively influence performance indicators in varied organizational settings. Overall, this study 

holds significance for organizations seeking to optimize their CRM strategies and enhance their 

performance outcomes. 

2.5 Factors Influencing CRM in Global Software Development: A Client Perspective 

❖ Key Variables Analyzed: The study identifies and analyzes various variables that 

contribute to the complexities of CRM implementation in the global software 

development context. These variables include communication issues, cultural differences, 

geographical disparities, technical team specialization, and client business line. 

Understanding the interplay of these factors is essential to address challenges and 

improve CRM practices in this domain. 

❖ Research Methodology: Conducting quantitative research, the study employs primary 

data collected from CRM practitioner interviews and secondary data from literature 

reviews. This research model enables a comprehensive analysis of the factors influencing 

CRM practices in the context of global software development. 

❖ Scope for Further Research: As a scope for future investigation, the paper proposes 

considering the business users' perspective. Exploring this aspect would provide a more 

comprehensive understanding of CRM implementation challenges and potential solutions 

from both the client and business user standpoint in the global software development 

setting. 
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❖ Significance: This research contributes valuable insights into the complexities faced 

during CRM implementation in global software development. By focusing on cultural 

and demographic differences, the study sheds light on critical factors affecting 

communication, coordination, collaboration, trust, and project management. The 

comprehensive analysis of variables provides a holistic view of the challenges and 

opportunities for CRM practices in this domain. Moreover, the suggestion to consider the 

business users' perspective opens avenues for further research to improve CRM adoption 

and success from multiple viewpoints. Overall, this study holds importance for 

organizations engaged in global software development, offering valuable guidance to 

enhance their CRM strategies and address the unique challenges in this context. 

2.6 CRM Activities and Its Impact on Customer Satisfaction in Big Bazaar, Vijayawada 

This research focuses on the impact of CRM activities on customer satisfaction in the context of 

Big Bazaar, a prominent retail chain in Vijayawada. The study examines how a secure, cloud -

based CRM system can offer a comprehensive view of customers, benefiting various aspects of 

the organization. 

❖ Key Elements of CRM System: The research highlights that a secure cloud-based CRM 

system plays a crucial role in enhancing organizational efficiency. It provides a holistic 

view of customers, enabling different departments to leverage this information for better 

performance. Sales teams can close deals more efficiently, marketing teams can manage 

campaigns and track lead generation, and call centers can reduce the time taken to resolve 

customer complaints. 

❖ Independent Variables: The study identifies two independent variables that impact 

customer satisfaction. These variables are the "Feedback system" and "Membership" 

programs implemented within Big Bazaar. These elements of CRM activities are 

examined for their influence on customer satisfaction. 

❖ Research Methodology: The research adopts a quantitative approach, utilizing primary 

data collected from customers of Big Bazaar. The study is limited to customers within 

Vijayawada city, providing a focused sample population for data collection. 

❖ Significance: This research holds significance for Big Bazaar as it explores the impact of 

CRM activities on customer satisfaction. Understanding how a cloud-based CRM system 
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and specific CRM elements, such as feedback systems and membership programs, 

influence customer satisfaction can help the organization make informed decisions to 

enhance customer experience and loyalty. The findings of this study can also be valuable 

for other retail businesses considering the adoption of CRM systems and designing 

customer-centric strategies. By delving into the relationship between CRM activities and 

customer satisfaction, this research contributes to the broader field of customer 

relationship management and its practical implications in the retail sector. 

2.7 Diffusion of Global Customer Relationship Management: A Cross-Regional Modeling 

Framework 

This research delves into the diffusion of global Customer Relationship Management (CRM) 

systems and its impact on managerial decision-making. Implementing a CRM system is expected 

to provide managers with a deeper understanding of global partners and clients, facilitating more 

informed strategic decisions. However, the study also highlights that a significant number of 

CRM implementations on a global scale have faced challenges, with failure rates reported to be 

as high as 80%. 

❖ Research Objectives: The primary objective of this research is to explore the 

relationship between CRM implementation and two key factors: "Political stability and 

macroeconomy." These factors are considered as dependent variables, indicating their 

potential influence on CRM adoption and success. The independent variable analyzed in 

this study is "Regional CRM software licenses," which can be seen as a measure of CRM 

diffusion in various regions. 

❖ Research Methodology: The study adopts a qualitative research approach to explore the 

diffusion of CRM systems on a global scale. Qualitative methods allow researchers to 

gain in-depth insights into the complexities and nuances of CRM adoption across 

different regions. By using qualitative research, the study aims to shed light on the factors 

that contribute to successful CRM implementation in specific regions and the challenges 

faced in others. 

❖ Importance of Studying Developing Markets: One key aspect emphasized in this 

research is the significance of studying CRM growth in developing markets, particularly 

in regions like Asia and South America. As these markets become increasingly relevant to 
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global business, understanding CRM diffusion and adoption patterns in these regions can 

offer valuable insights for companies seeking to expand their operations. 

❖ Significance: This research holds importance for businesses seeking to implement CRM 

systems on a global scale. By analyzing the relationship between CRM adoption and 

political stability, macroeconomic conditions, and regional CRM software licenses, 

organizations can identify potential challenges and opportunities for success in different 

markets. Additionally, this study addresses the gap in existing research by focusing on 

CRM growth in developing markets, contributing to a more comprehensive 

understanding of CRM diffusion and its implications in the global context. The findings 

from this research can guide managers and decision-makers in developing effective 

strategies for successful CRM implementation in diverse regional contexts. 

2.8 Effectiveness of Sustainable Customer Relationship Management in the Online 

Shopping Industry 

This research focuses on investigating the effectiveness of sustainable Customer Relationship 

Management (CRM) practices within the online shopping industry. Sustainable CRM refers to a 

system that remains effective, efficient, and adaptable over a long period of time. It enables 

continuous communication, information sharing, and data transfer between the business 

ecosystem and the customer ecosystem, while also possessing the capability to guide future 

generations of CRM independently. 

❖ Research Objectives: The primary objective of this study is to evaluate the impact of 

sustainable CRM practices on Management Information Systems (MIS), employee 

behavior, and knowledge within the online shopping industry. These factors are 

considered dependent variables, indicating their potential influence on the 

implementation and effectiveness of sustainable CRM. The independent variable under 

investigation is "Data quality," which is likely to play a critical role in ensuring the 

success of sustainable CRM initiatives. 

❖ Research Methodology: The study adopts a quantitative research approach, leveraging 

surveys as the primary data collection method. By utilizing quantitative methods, the 

research aims to quantify the relationship between sustainable CRM practices and MIS, 

employee behavior, and knowledge. Surveys provide valuable insights from a wide range 
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of respondents in the online shopping industry, enabling researchers to draw statistically 

significant conclusions. 

❖ Significance of Security Strategies: A particular aspect of focus in this research is the 

examination of how security strategies affect sustainable CRM in private organizations' 

electronic spaces. Security measures are crucial in maintaining customer trust and 

safeguarding sensitive data in the online shopping context. Understanding the role of 

security strategies in sustainable CRM implementation can help organizations devise 

robust data protection measures while fostering positive customer relationships. 

❖ Importance: The findings of this research hold significance for the online shopping 

industry, as sustainable CRM practices can impact overall business performance, 

customer satisfaction, and long-term growth. By identifying the factors that contribute to 

the effectiveness of sustainable CRM, businesses can develop strategies to optimize their 

CRM systems, enhance employee knowledge, and improve Management Information 

Systems. Additionally, exploring the role of data quality and security strategies in 

sustainable CRM can assist organizations in building resilient and trustworthy customer 

relationships in the online shopping domain. Ultimately, the insights from this study can 

guide businesses towards more effective and sustainable CRM practices, leading to a 

competitive advantage in the online shopping industry. 

2.9 Best Practice of CRM Implementation for Small and Medium-Sized Enterprises 

This research delves into exploring the best practices of Customer Relationship Management 

(CRM) implementation specifically tailored for small and medium-sized enterprises (SMEs). As 

attitudes and perceptions of entrepreneurs towards business sustainability evolve, consumer 

purchasing behavior undergoes changes, making it essential to understand the economic, socio-

cultural, and psychological factors influencing the decision to adopt CRM systems in SMEs. 

❖ Research Objectives: The primary objectives of this study are twofold. Firstly, to assess 

the reliability and firm size as dependent variables and their impact on the successful 

implementation of CRM in SMEs. Secondly, to investigate deployment timelines as an 

independent variable and their potential influence on the CRM implementation process. 

By understanding these factors, researchers aim to identify the best practices that lead to 

successful CRM adoption in the context of SMEs. 
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❖ Research Methodology: The study employs a qualitative research approach, which is 

well-suited for gaining in-depth insights into the factors affecting CRM implementation 

in SMEs. Surveys and secondary data sources form the primary data collection methods. 

Surveys provide direct input from SME owners and entrepreneurs, allowing researchers 

to explore their attitudes and perceptions towards CRM adoption. Additionally, secondary 

data sources offer valuable context and background information on the existing state of 

CRM implementation practices, particularly in the Czech Republic. 

❖ Significance of the Study: Currently, there is a lack of sufficient exploration in the 

research literature regarding the factors that influence the implementation process and 

benefits of CRM, particularly in the context of SMEs. This research aims to bridge this 

gap and provide valuable insights into the best practices that can help SMEs effectively 

adopt CRM systems. By understanding the role of firm size, reliability, and deployment 

timelines, SMEs can make informed decisions and optimize their CRM implementation 

processes to enhance customer relationships and overall business performance. 

❖ Scope and Limitations: The scope of this study focuses on SMEs, which play a vital role 

in the business landscape. However, the research is limited to the Czech Republic, and its 

findings may have broader implications for SMEs in other regions. Additionally, the 

qualitative research approach allows for in-depth exploration, but the results may not be 

statistically representative of the entire SME population. 

❖ Conclusion: By identifying and analyzing the factors influencing CRM implementation 

in SMEs, this research seeks to contribute to the development of best practices in CRM 

adoption. The insights gained from this study can empower SMEs to leverage CRM 

effectively, adapt to changing consumer behaviors, and foster lasting and profitable 

customer relationships. As entrepreneurs and businesses strive to thrive in an evolving 

market, understanding the dynamics of CRM implementation becomes crucial for 

achieving sustained success in the SME sector. 

2.10 Importance of Governance in Digital Transformation: A Case Study of e-CRM 

Implementation in a Malaysian Petrochemicals Company 

This research delves into exploring the significance of governance in digital transformation, with 

a focus on a case study of e-CRM (electronic Customer Relationship Management) 
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implementation in a Malaysian petrochemicals company. In the current business landscape, the 

emergence of digital technologies presents both opportunities and threats, compelling firms to 

respond effectively to stay competitive. In response to these challenges, two important strategic 

concepts have been identified in the literature: digital business strategy (DBS) and digital 

transformation strategy (DTS). 

❖ Research Objectives: The primary objectives of this study are to assess three dependent 

variables: awareness, governance, and quality, and examine how they are influenced by 

the independent variable of successful e-CRM implementation. The research aims to shed 

light on the role of governance in ensuring a successful digital transformation, 

particularly in the context of implementing e-CRM systems in the petrochemicals 

industry. 

❖ Research Methodology: The study employs a quantitative analysis approach, which 

allows for a systematic examination of the relationships between the variables of interest. 

Surveys form the primary data collection method, providing insights into the level of 

awareness, the effectiveness of governance practices, and the quality of e-CRM 

implementation within the selected petrochemicals company in Malaysia. 

❖ Significance of the Study: Digital transformation has become a strategic imperative for 

businesses to remain competitive and adapt to the ever-changing technological landscape. 

This research emphasizes the importance of governance in the successful implementation 

of e-CRM as a crucial element of digital transformation strategy. By understanding the 

factors influencing awareness, governance, and quality, organizations can make informed 

decisions to optimize their e-CRM initiatives and achieve desired business outcomes. 

❖ Scope and Limitations: The research's scope is centered around the petrochemicals 

industry in Malaysia, and its findings may have specific applications in this context. 

However, the research may lack generalizability to other industries and regions. 

Additionally, the selected company's utilization of multiple systems like SAP ERP 

alongside e-CRM may influence the research's findings, and this aspect should be 

considered when interpreting the results. 

❖ Conclusion: Governance plays a pivotal role in the digital transformation journey, 

especially in the context of e-CRM implementation in the petrochemicals industry. By 
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focusing on awareness, effective governance practices, and the quality of implementation, 

organizations can ensure that digital transformation efforts align with business goals and 

lead to enhanced customer relationships and improved operational efficiency. As the 

petrochemicals company in Malaysia serves as a case study, the research findings can 

provide valuable insights and recommendations for other organizations embarking on 

similar digital transformation initiatives, enabling them to navigate the challenges and 

seize the opportunities offered by digital technologies. 

2.11 Digital Transformation of CRM Strategies: Analysis of Potential and Innovative 

Strategies 

This article delves into the critical need for businesses to embrace digital transformation and 

adopt customer-centric strategies in response to the rapidly evolving digital landscape. The study 

emphasizes the significance of integrating digital technologies into existing business models to 

effectively meet the changing demands of the market and enhance customer experiences. 

❖ Research Objectives: The primary objectives of this research are to analyze two 

dependent variables: customer loyalty and satisfaction, and the success of companies in 

the telecommunications industry. The study seeks to explore how these variables are 

influenced by two independent factors: organizational structure and personalized offers. 

By understanding the impact of digital transformation on customer-centric strategies, the 

research aims to identify potential and innovative approaches for businesses to thrive in 

the digital era. 

❖ Research Methodology: This study employs a qualitative analysis approach, which 

allows for a comprehensive exploration of the complex relationships between the 

variables of interest. Through qualitative analysis, the research gains insights into the 

customer loyalty and satisfaction levels and examines how companies in the 

telecommunications industry have achieved success through their CRM strategies. 

❖ Significance of the Study: In the age of digital disruption, businesses must adapt and 

embrace digital technologies to remain competitive and deliver exceptional customer 

experiences. By integrating digital elements into CRM strategies, organizations can better 

understand customer preferences, enhance personalization, and build stronger 

relationships with customers. This study sheds light on potential strategies and innovative 
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approaches that can revolutionize CRM practices and drive business success in the digital 

realm. 

❖ Scope and Limitations: The research focuses on specific companies within the 

telecommunications industry, and while the findings provide valuable insights within this 

context, they may not fully represent the entire spectrum of businesses in other industries. 

As the study emphasizes qualitative analysis, it provides in-depth insights into customer 

loyalty and satisfaction and the success of CRM strategies in the telecommunications 

sector. However, further research could explore challenges and barriers faced by 

organizations during the transition from traditional CRM to e-CRM, providing a more 

comprehensive understanding of the digital transformation journey. 

❖ Conclusion: Digital transformation is no longer a choice but a necessity for businesses 

seeking sustained growth and competitiveness. By embracing digital technologies and 

integrating them into CRM strategies, companies can build customer-centric processes 

and experiences that foster loyalty, satisfaction, and business success. The insights and 

potential strategies identified in this research offer valuable guidance for businesses in the 

telecommunications industry and beyond as they navigate the dynamic landscape of 

digital transformation and customer relationship management. As further research 

explores the challenges and barriers in this journey, organizations can develop robust 

strategies that harness the full potential of digital technologies and elevate their customer-

centric approach to new heights. 

2.12 Formal Modeling and Verification of a Service Composition Approach in the Social 

CRM System 

This study centers around the evaluation of customer behavioral interactions within the context 

of discovering, selecting, and composing social CRM-based services. The research proposes an 

innovative approach that encompasses operational, analytical, and collaborative behaviors, while 

also supporting knowledge process (KP) features, including quality of service (QoS). 

❖ Research Objectives: The primary objective of this research is to assess the correctness 

of the social CRM-based service composition approach. The study explores how various 

independent variables, such as customer behavioral interactions, operational behavior, 
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analytical behavior, collaborative behavior, KP features, and knowledge creation process 

conditions, impact the effectiveness and accuracy of the proposed approach. 

❖ Research Methodology: The research utilizes qualitative analysis and employs 

behavioral modeling with Kripke structure to comprehensively study the interactions and 

dependencies between the variables. By using this modeling technique, the study can 

delve deep into the intricacies of social CRM-based service composition and verify the 

correctness of the proposed approach. 

❖ Significance of the Study: The social CRM system plays a vital role in enhancing 

customer interactions and experiences. By evaluating the correctness of the service 

composition approach, businesses can optimize their CRM processes and ensure seamless 

customer engagement. Additionally, the inclusion of operational, analytical, and 

collaborative behaviors, along with KP features, enables businesses to deliver high-

quality services and drive customer satisfaction. 

❖ Scope and Limitations: The study focuses on formal modeling and verification, and 

while it provides valuable insights into the proposed service composition approach, it 

may not encompass the communication cost of business providers. As the research 

employs qualitative analysis, it offers a comprehensive understanding of the interactions 

between customer behavioral patterns and various system behaviors in the context of 

social CRM. However, further research could explore scalable social CRM-based service 

composition to evaluate the feasibility and correctness of enterprise business plans in 

large-scale systems. 

❖ Conclusion: The formal modeling and verification of the service composition approach 

in the social CRM system present a valuable contribution to the field of customer 

relationship management. By exploring customer behavioral interactions and 

incorporating operational, analytical, and collaborative behaviors with KP features, the 

research offers a robust framework to enhance CRM practices. Businesses can utilize 

these insights to optimize service delivery, improve quality of service, and ensure the 

correctness of the service composition approach. As future research explores the 

scalability of social CRM-based service composition, organizations can leverage this 

knowledge to evaluate the feasibility of enterprise business plans in expansive systems. 
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Ultimately, this study contributes to the advancement of CRM strategies and reinforces 

the importance of leveraging formal modeling for effective social CRM implementation. 

2.13 Social CRM in SMEs: A Systematic Literature Review 

This systematic literature review aims to explore the adoption of Social Customer Relationship 

Management (CRM) among Small and Medium-Sized Enterprises (SMEs). Through a structured 

process of literature identification, including database searches and selection criteria, the study 

seeks to gain insights into the factors influencing the adoption decision and the evolution phases 

of social CRM. 

❖ Research Objectives: The primary objective of this study is to examine the extent of 

social CRM adoption among SMEs. The research focuses on two independent variables - 

the factors influencing the adoption decision and the evolution phases of social CRM. By 

investigating these variables, the study aims to provide valuable insights into the 

challenges and opportunities faced by SMEs in adopting social CRM practices. 

❖ Research Methodology: The study adopts a qualitative analysis approach and relies on 

secondary data sources obtained through a comprehensive literature review. By 

synthesizing existing research, the study gains a holistic understanding of the factors that 

drive SMEs to adopt social CRM and the various phases of its implementation. 

❖ Key Findings: The findings underscore the importance of several factors that 

significantly influence the adoption of social CRM among SMEs. These factors include 

strategic management, risk mitigation, vendor selection criteria, privacy and security 

planning, organizational alignment, and change management. SMEs need to consider 

these factors during the adoption process to ensure successful integration of social CRM 

in their business operations. 

❖ Scope and Limitations: While the study provides a comprehensive review of literature 

related to social CRM adoption in SMEs, it notes that current research predominantly 

focuses on the use and maintenance phase of social CRM. In contrast, the adoption 

decision, acquisition, and implementation phases are less represented. This limitation 

highlights the need for further research to address these gaps and gain a more 

comprehensive understanding of the entire social CRM adoption process in SMEs. 
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❖ Significance of the Study: Social CRM plays a crucial role in enhancing customer 

engagement and relationship management. For SMEs, adopting social CRM can lead to 

improved customer experiences and increased competitiveness in the market. By 

identifying the key factors influencing adoption decisions and understanding the 

evolution phases of social CRM, SMEs can make informed decisions and effectively 

implement social CRM strategies. 

❖ Conclusion: The systematic literature review on Social CRM in SMEs provides valuable 

insights into the adoption patterns and challenges faced by SMEs in this context. The 

study highlights the critical factors that drive successful social CRM adoption and 

emphasizes the need for strategic planning, risk mitigation, and organizational alignment. 

Moving forward, further research should aim to bridge the gap in understanding the 

adoption decision, acquisition, and implementation phases of social CRM in SMEs. By 

addressing these gaps, researchers and businesses can develop more effective strategies to 

leverage social CRM for sustainable growth and customer relationship management. 

2.14 Agility and System Documentation in Large-Scale Enterprise System Projects 

This research focuses on the challenges and strategies involved in large-scale Enterprise System 

(ES) projects. It explores how a hybrid approach, combining agile elements with a stage-gate 

approach, can be a suitable solution for managing the complexities of such projects. Additionally, 

the study emphasizes the importance of documentation practices, alongside non-written forms of 

communication involving personal interactions, to retain requisite organizational system 

knowledge. 

❖ Research Objectives: The primary objectives of this study are twofold. First, it aims to 

investigate the effectiveness of a hybrid approach, combining agile elements with a stage-

gate approach, in handling large-scale ES projects. Second, the study seeks to explore the 

role of documentation practices and personal interactions (tacit knowledge) in retaining 

essential organizational system knowledge. 

❖ Research Methodology: The study adopts a qualitative research approach, relying on 

primary data obtained through interviews. By conducting interviews with relevant 

stakeholders and project members involved in large-scale ES projects, the research gains 
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valuable insights into the challenges and strategies employed during the implementation 

process. 

❖ Key Findings: The research findings suggest that a hybrid approach, integrating agile 

principles with a stage-gate model, can effectively address the complexities and 

uncertainties associated with large-scale ES projects. By combining iterative 

development with structured project phases, organizations can enhance adaptability and 

responsiveness while ensuring systematic progress and quality control. Furthermore, the 

study highlights the significance of documentation practices, along with personal 

interactions and tacit knowledge, in retaining crucial organizational system knowledge. 

Effective documentation facilitates knowledge sharing and transfer within the 

organization, while personal interactions complement written communication, fostering a 

deeper understanding of complex system functionalities. 

❖ Scope and Limitations: This research focuses specifically on large-scale ES projects, 

exploring the suitability of a hybrid approach and the impact of documentation practices 

and personal interactions. While the study provides valuable insights into these aspects, it 

acknowledges that further research is needed to understand the specific contextual 

features and conditions that influence large-scale ES implementations. 

❖ Significance of the Study: Large-scale ES projects are critical and complex undertakings 

for organizations. Understanding the most effective approach and documentation 

practices can significantly impact project success and the retention of vital system 

knowledge. The study's findings contribute to the knowledge base of project management 

and system implementation strategies, providing organizations with valuable insights to 

navigate the challenges of large-scale ES projects. 

❖ Conclusion: The research on agility and system documentation in large-scale ES projects 

offers valuable insights into managing complex system implementations. The hybrid 

approach proves to be an effective strategy to balance agility and structure, leading to 

successful project outcomes. Additionally, recognizing the importance of documentation 

practices and personal interactions helps organizations retain vital system knowledge and 

improve overall project performance. Further research in this area will enable a deeper 

understanding of the contextual factors that influence large-scale ES projects and 

contribute to more refined project management practices. 
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2.15 The Impact of Firm-Level and Project-Level IT Capabilities on CRM System Quality 

and Organizational Productivity 

This research delves into the relationship between firm-level and project-level IT capabilities and 

their impact on CRM (Customer Relationship Management) system quality and organizational 

productivity. By examining the interplay of these capabilities, the study aims to provide 

actionable insights for organizations to enhance their CRM systems' performance and overall 

productivity. 

❖ Research Objectives: The primary objectives of this study are twofold. Firstly, the 

research seeks to investigate the empirical evidence supporting the conceptualization of 

CRM System Capability (CRMSC) as a project-level capability. Additionally, it examines 

how CRMSC and system quality mediate the effects of firm-level IT capability on 

organizational productivity gains and productivity gain discrepancy. Secondly, the study 

aims to complement existing knowledge on the link between strategic and operational IT 

capabilities by providing actionable insights on the combined resources required to 

deliver an effective CRM system that positively impacts organizational performance. 

❖ Research Methodology: This study employs a qualitative research approach, with 

primary data collected through interviews. The research involves 148 IT managers and 

474 end-user respondents, offering a comprehensive understanding of the factors 

influencing CRM system quality and organizational productivity. 

❖ Key Findings: The research findings demonstrate that CRMSC can be considered a 

project-level capability, and it plays a crucial role in mediating the effects of firm-level IT 

capability on organizational productivity gains and productivity gain discrepancy. By 

recognizing the importance of CRMSC and system quality, organizations can enhance 

their CRM system's performance and overall productivity. Furthermore, the study 

contributes to a deeper understanding of the link between strategic and operational IT 

capabilities. It offers actionable insights into the combination of resources required by 

firms to deliver an effective CRM system, highlighting the significance of aligning firm-

level and project-level IT capabilities. 

❖ Scope and Limitations: The data for this study were collected at the end of 2012, which 

may influence the results due to retrospective reporting by IT management informants 
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regarding past events of completed CRM projects. Additionally, the research focuses on 

the impact of IT capabilities on CRM system quality and organizational productivity, 

considering the data available during the time of the study. 

❖ Significance of the Study: CRM systems play a pivotal role in enhancing customer 

interactions and overall business performance. Understanding the relationship between 

firm-level and project-level IT capabilities and their impact on CRM system quality and 

organizational productivity is crucial for businesses seeking to optimize their CRM 

investments. The study's findings offer valuable insights for organizations to align their 

IT capabilities and resources effectively, leading to improved CRM system performance 

and enhanced organizational productivity. 

❖ Conclusion: The research on the impact of firm-level and project-level IT capabilities on 

CRM system quality and organizational productivity provides valuable insights into the 

factors influencing CRM performance. By recognizing CRMSC as a project-level 

capability and understanding its mediating role in the relationship between firm-level IT 

capability and organizational productivity gains, organizations can make informed 

decisions to enhance their CRM systems and overall business performance. The study's 

contributions to understanding the combination of resources required for effective CRM 

implementation offer actionable insights for businesses seeking to maximize the value of 

their CRM investments. 

2.16 Implementation of Telecommunications Cross-Industry Collaboration through Agile 

Project Management 

This research focuses on proposing a transformation strategy aimed at fostering cross-industry 

collaboration in the telecommunications sector. The study identifies key company elements at 

various layers, including the business layer, application layer, and technology layer, along with 

the relationships that drive successful collaboration. Additionally, the research outlines 

recommendations for executing a transformation project using the Agile Project Management 

(APM) approach to implement each proposed process. 

❖ Research Objectives: The primary objective of this study is to achieve successful 

implementation of business process transformation projects in the telecommunications 

industry. To attain this goal, the research explores the utilization of Dynamic Systems 
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Development Method (DSDM) and APM lifecycle, as well as the application of 

CATWOE, eTOM, and EKD methods as independent variables that impact the 

transformation strategy's effectiveness. 

❖ Research Methodology: This research employs a qualitative research approach, with 

secondary data collected from literature reviews. By analyzing existing literature, the 

study aims to gain insights into the most effective methods and strategies for promoting 

cross-industry collaboration in the telecommunications sector. 

❖ Key Findings: The study proposes a comprehensive transformation strategy that 

encompasses various company elements at different layers and emphasizes the 

significance of fostering strong relationships. By utilizing the Agile Project Management 

(APM) approach and incorporating methods such as CATWOE, eTOM, and EKD, the 

research provides actionable recommendations for implementing each proposed process 

effectively. 

❖ Scope and Limitations: While the study offers valuable insights into promoting cross-

industry collaboration in the telecommunications sector, it does not discuss the technical 

and business calculations of project feasibility. The financial condition of the company is 

a crucial factor that may impact project feasibility, but it falls beyond the scope of this 

research. 

❖ Significance of the Study: In an ever-evolving telecommunications landscape, cross-

industry collaboration plays a pivotal role in driving innovation and efficiency. This 

study's transformation strategy, coupled with the use of Agile Project Management 

(APM) and other methodologies, presents a practical and systematic approach to 

implementing business process transformation projects. Organizations in the 

telecommunications sector can benefit from the research's recommendations to foster 

successful cross-industry collaboration and achieve better business outcomes. 

❖ Conclusion: The implementation of telecommunications cross-industry collaboration 

through Agile Project Management presents a promising avenue for fostering 

collaborative innovation and growth. The proposed transformation strategy, supported by 

various company elements and relationships, offers a structured and efficient approach to 

executing business process transformation projects. While considering the limitations of 

the study, organizations in the telecommunications industry can leverage the research's 
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insights to implement successful cross-industry collaboration initiatives and drive 

sustainable growth and competitiveness. 

2.17 CRM Adoption Factors in the Gaming Industry 

This research delves into the factors influencing the successful adoption of Customer 

Relationship Management (CRM) in the gaming industry. The study emphasizes the critical role 

of effectively managing the human side of change to ensure the successful implementation of 

CRM practices. With the rapid growth of the gaming business and increasing competition from 

online and offline providers, gaming companies are compelled to adopt and upgrade CRM 

solutions to meet the industry's complex and multi-channel demands. 

❖ Research Objectives: The primary objective of this study is to examine the key factors 

influencing the success of CRM adoption in the gaming industry. The research focuses on 

project factors, human factors, and technological factors as independent variables that can 

significantly impact the CRM adoption process. 

❖ Research Methodology: To explore the CRM adoption factors in the gaming industry, 

this research employs a qualitative research approach. Primary data is collected through 

interviews, allowing the researchers to gain in-depth insights into the challenges and 

opportunities related to CRM adoption. 

❖ Key Findings: The study highlights that successful CRM adoption in the gaming 

industry relies on effectively managing the human side of change. The growth of the 

gaming business, the need for complex services, and the competitive landscape drive the 

development of CRM philosophy and practices. As gaming companies face multi-channel 

demands, they are compelled to adopt and upgrade CRM solutions to remain competitive. 

❖ Scope and Limitations: The study reveals that a substantial initial investment is 

necessary for CRM adoption in the gaming industry. The costs associated with software, 

hardware, and training may not yield immediate reductions in expenses or immediate 

profit improvements. However, the long-term benefits of successful CRM 

implementation can lead to enhanced customer relationships and business growth. 

❖ Significance of the Study: In an increasingly competitive gaming industry, CRM 

adoption becomes crucial for maintaining a competitive edge and delivering quality 

services to customers. This study's findings provide valuable insights into the factors that 
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influence CRM adoption in the gaming sector. Gaming companies can leverage this 

knowledge to strategize and implement CRM practices effectively, leading to improved 

customer engagement, loyalty, and overall business performance. 

❖ Conclusion: The successful adoption of CRM in the gaming industry hinges on 

effectively managing the human side of change, alongside addressing project, human, and 

technological factors. With the gaming business's rapid growth and the demand for 

complex services, CRM has become an indispensable tool for enhancing customer 

relationships and remaining competitive. Despite the initial investment required, 

successful CRM adoption can lead to significant long-term benefits and position gaming 

companies for sustained growth and success in the dynamic gaming market. 

2.18 Contemporary Challenges in CRM Technology Adoption: A Multichannel View 

This research addresses the contemporary challenges in the adoption of Customer Relationship 

Management (CRM) technology from a multichannel perspective. By adopting a longitudinal 

approach, the study explores various issues at different levels of CRM implementation, including 

operating systems, databases, data warehouses, process flows, silos of information, and business 

intelligence. The research aims to understand how these factors influence the propensity to share 

knowledge and pursue common goals in a multichannel CRM environment. 

❖ Research Objectives: The primary objective of this study is to identify the challenges 

faced during the successful adoption and extension of CRM services across multiple 

channels. The research focuses on technological challenges that arise in the 

implementation of multichannel CRM systems. 

❖ Research Methodology: To gain comprehensive insights into the challenges of 

multichannel CRM implementation, this research adopts a qualitative research approach. 

Primary data is collected through interviews, enabling a deeper understanding of the 

technical implementations across various functions in a financial services organization. 

❖ Key Findings: The longitudinal approach used in this study has revealed various 

challenges in multichannel CRM implementation. Issues such as process orchestration, 

data stewardship, cross-channel collaboration, storage and analysis of unstructured data, 

and real-time decision-making emerge as critical bottlenecks that impact the optimal 

utilization of various channels. The research highlights the importance of addressing 
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these challenges to ensure the successful adoption and extension of CRM services on 

multiple channels. 

❖ Scope and Limitations: The study primarily focuses on a single organization in the 

financial services sector, limiting the generalizability of the findings to other industries. 

Additionally, the research is exploratory in nature, serving as a preliminary step in 

understanding CRM in a multichannel environment. Further research is required to 

expand on these findings and explore CRM challenges in diverse industries. 

❖ Significance of the Study: In the era of multichannel interactions with customers, CRM 

technology plays a crucial role in enhancing customer experiences and optimizing 

business outcomes. This study's findings shed light on the specific technological 

challenges that organizations face during multichannel CRM implementation. Addressing 

these challenges can lead to improved process efficiency, data management, and decision-

making capabilities, resulting in more effective customer engagement across various 

channels. 

❖ Conclusion: The multichannel view of CRM technology adoption reveals a range of 

technological challenges that organizations must address for successful implementation. 

By understanding and mitigating issues related to process orchestration, data stewardship, 

cross-channel collaboration, and real-time decision-making, organizations can optimize 

CRM utilization on multiple channels. This research lays the groundwork for further 

exploration and provides valuable insights into how businesses can overcome obstacles 

and leverage CRM technology to enhance customer relationships and drive business 

growth in the multichannel landscape. 

2.19 Cloud-Based Outsourcing Framework for Efficient IT Project Management 

Practices 

This research study explores the current IT project management practices in developing 

countries, with a specific focus on Ethiopia. The research identifies critical gaps between 

traditional project management practices and the outsourcing of IT project management. The 

study highlights the challenges faced by the IT industry in Ethiopia, such as the shortage of 

skilled IT human resources and outdated hardware and software resources. To address these 
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limitations, the research proposes the adoption of modernized tools and techniques, particularly 

cloud computing, as a means to enhance efficiency and effectiveness in IT project management. 

❖ Research Objectives: The primary objectives of this study are to evaluate the efficiency 

of existing IT project management practices in Ethiopia and to identify potential cost 

reduction strategies for IT projects. The research aims to understand how traditional IT 

project management practices impact the availability of skilled IT human resources and 

how the adoption of cloud-based outsourcing frameworks can address these challenges. 

❖ Research Methodology: To achieve comprehensive insights into IT project management 

practices in Ethiopia, this research adopts a mixed data analysis approach, combining 

qualitative and quantitative methods. Primary data is collected through surveys, 

interviews, and technical observations, enabling a deeper understanding of the challenges 

faced by the IT industry in the country. 

❖ Key Findings: The study concludes that current IT project management practices in 

Ethiopia are outdated and not aligned with modern IT tools and techniques. There is a 

critical shortage of skilled IT human resources, and IT companies lack up-to-date 

hardware and software resources. These limitations impact the efficiency of IT project 

management and contribute to cost inefficiencies in IT projects. The research identifies 

cloud computing as a viable solution to modernize IT project management practices, 

improve efficiency, and reduce costs. 

❖ Scope and Limitations: The study's scope is limited to the IT industry in Ethiopia, which 

may restrict the generalizability of the findings to other contexts or industries. 

Additionally, while the proposed cloud-based outsourcing framework is functionally 

tested, the research does not extensively validate it in real-world environments. Further 

research could involve implementing and evaluating the framework in practical IT project 

management scenarios to validate its effectiveness. 

❖ Significance of the Study: In the context of developing countries like Ethiopia, where 

the IT industry faces resource limitations, adopting modernized IT project management 

practices becomes essential for driving efficiency and cost-effectiveness. By embracing 

cloud-based outsourcing frameworks and leveraging cloud computing technologies, the 
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IT industry can enhance its project management capabilities and overcome human 

resource and hardware/software constraints. 

❖ Conclusion: The study highlights the disparities between traditional IT project 

management practices and the outsourcing of IT project management in developing 

countries like Ethiopia. By adopting a cloud-based outsourcing framework and 

leveraging modern IT tools and techniques, the IT industry can improve efficiency, 

reduce costs, and address resource challenges. This research serves as a starting point for 

further exploration and practical implementation of the proposed framework, paving the 

way for more efficient IT project management practices in the developing world. 

2.20 An Analysis of the Causes and Consequences of the Information Gap in IT 

Projects 

This article delves into the critical issue of the information gap in ERP and CRM project 

implementations. The research aims to evaluate and analyze this gap from the perspective of 

project managers on both the supplier's and the client's sides. Conducted in Poland between 2014 

and 2021, this study employs qualitative research methods, including unstructured interviews 

and direct observations, to gain a comprehensive understanding of the nature, causes, and 

consequences of the information gap in IT projects. 

❖ Research Objectives: The primary objectives of this research are to identify and analyze 

the information gaps that occur throughout the entire life cycle of MIS (Management 

Information System) project implementations, particularly in ERP and CRM systems. 

The study aims to explore the effects of the information gap on IT project effectiveness, 

transaction costs, and risk management. Additionally, the research seeks to develop 

methodologies to reduce the information gap and enhance project implementation 

practices. 

❖ Research Methodology: To gain insights into the complexities of the information gap in 

IT projects, this study employs qualitative research methods. Unstructured interviews and 

direct observations are conducted with project managers from both the supplier's and the 

client's sides. These methods allow for in-depth exploration of the issues related to the 

information gap and provide valuable perspectives from those directly involved in the 

project implementation process. 
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❖ Key Findings: The research identifies the existence of information gaps at various stages 

of ERP and CRM project implementations. It analyzes the root causes of these gaps and 

sheds light on their consequences. The study highlights that reducing the information gap 

is of paramount importance for managing risk and uncertainty in IT projects, improving 

project effectiveness, and streamlining transaction costs. The findings emphasize the need 

for developing methodologies to bridge the information gap and enhance the success of 

IT project implementations. 

❖ Scope and Limitations: The study's scope is centered on medium-sized companies in 

Poland, which may limit the generalizability of the findings to other geographical 

contexts or larger organizations. Additionally, as the research employs qualitative 

methods, the ability to quantify and measure the extent of the information gap may be 

restricted. 

❖ Significance of the Study: The information gap in ERP and CRM project 

implementations has significant implications for project success and organizational 

performance. By uncovering the causes and consequences of this gap, the research 

emphasizes the criticality of effective communication and knowledge sharing in IT 

projects. Reducing the information gap can lead to improved project outcomes, lower 

transaction costs, and more efficient risk management, benefiting both suppliers and 

clients. 

❖ Conclusion: The analysis of the information gap in IT projects conducted in this research 

provides valuable insights into the challenges faced during ERP and CRM 

implementations. By addressing the root causes of the information gap and developing 

methodologies to bridge it, organizations can enhance the effectiveness of their IT 

projects and achieve better outcomes. This study contributes to the broader understanding 

of IT project management practices and highlights the importance of information flow 

and communication in successful project implementations. 

Chapter III: Research Methodology 

3.1 Statement of the Problem  

The research methodology chapter provides a detailed overview of the methods and approaches 

employed in this study to address the research problem. The research problem identified in this 



Page 41 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

study is the project management challenges faced during the implementation of a Global 

Salesforce CRM platform at [REDACTED_Firm_Name] Global. These challenges include 

issues related to change management, stakeholder engagement, data governance, ROI 

measurement, and cultural differences. The aim of this chapter is to outline the research 

methodology employed to investigate and analyze these challenges. 

3.2 Methodology 

 Employed To investigate and analyze the project management challenges in implementing a 

Global Salesforce CRM platform, a mixed-methods approach will be employed. This approach 

combines qualitative and quantitative research methods to gather comprehensive and meaningful 

data. The specific methodologies used are as follows: 

3.2.1 Data Collection  

To gather data on project management challenges in implementing a global scale IT project, a 

survey was conducted among professionals involved in the implementation of Global Salesforce 

CRM platforms. The survey consisted of multiple-choice and single-choice questions, covering 

various aspects related to project management challenges, team dynamics, success measurement, 

and factors impacting implementation. 

3.2.2 Survey Questions 

Keeping in mind the three research objectives of the Applied Strategic Project: 

1. Project Management Challenges: 

a. Major Challenges: The survey participants identified several project 

management challenges, including resistance to change from employees, technical 

difficulties with the platform, lack of clear roles and responsibilities, and 

communication gaps. Other challenges mentioned include data migration and 

integration issues, inadequate training and user adoption, and cultural differences. 

b. Obstacles to Team Engagement and Stability: The main obstacles identified 

were team member turnover, lack of clear roles and responsibilities, and 

communication gaps. These obstacles can impact team cohesion and collaboration 

during the implementation process. 
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c. Knowledge Transition and Team Restructuring: To address knowledge 

transitioning and team restructuring, the respondents mentioned various strategies 

such as developing documentation and knowledge sharing resources, conducting 

training sessions and workshops, and establishing mentoring or buddy programs. 

2. Integration and Data Modeling Challenges: 

a. Data Modeling Differences: Respondents highlighted challenges related to data 

modeling differences across different regions. They mentioned that Salesforce 

CRM platform's static data model limited their ability to meet varying data type 

requirements in different regions. 

b. Integration with Local and Parent Systems: Difficulties were encountered in 

integrating the global scale project/Salesforce CRM platform with local systems 

and parent systems. Complex integration requirements, data synchronization 

issues, and lack of compatible interfaces were mentioned as specific challenges. 

3. Budget Allocation and Change Management: 

a. Budget Allocation Challenges: Respondents indicated that budget allocation 

posed challenges in the implementation of global scale projects/programs. 

Insufficient budget allocation was a common concern that could impact resource 

availability and project outcomes. 

b. Resistance to Change: The level of resistance to change from employees was 

generally high. Overcoming resistance and effectively managing change were 

identified as important factors for successful project implementation. 

c. Change Management Strategies: The effectiveness of change management 

strategies employed during the implementation of global scale projects/programs 

was perceived to be somewhat effective. This suggests the need for more robust 

change management approaches to address resistance and promote employee buy-

in. 

Quantitative Analysis: 
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❖ Resource Management: On a scale of 1-5, respondents rated resource management and 

allocation during the implementation of global scale projects/programs as 5 (extremely 

challenging). This indicates the complexity involved in managing resources effectively to 

meet project requirements. 

❖ Communication and Coordination: Respondents rated the level of communication and 

coordination among project team members during the implementation of global scale 

projects/programs as average. This suggests that there is room for improvement in 

enhancing communication channels and coordination efforts. 

Qualitative Analysis: 

❖ Success Metrics: The success of global scale projects/programs was measured using 

metrics such as financial performance (ROI, revenue growth), customer satisfaction, 

project deliverables completion, and adherence to time and cost. These metrics provide a 

comprehensive evaluation of project success. 

❖ Long-Term Benefits: Respondents observed long-term benefits after implementing the 

Global Salesforce CRM platform, including increased customer satisfaction, enhanced 

sales and revenue growth, improved data accuracy and quality, streamlined business 

processes, and better decision-making capabilities. 

❖ Alignment of ROI and Expectations: The alignment between the actual return on 

investment (ROI) and the initial expectations outlined in the implementation plan varied 

across respondents. Some indicated that the ROI exceeded expectations, while others 

mentioned it fell short of or met expectations. 

Other Insights: 

❖ Cultural Differences: Cultural differences were identified as factors impacting the 

successful implementation of global scale projects/programs. However, specific examples 

were not provided in the survey responses. 

❖ Political Stability: On a scale of 1-5, the impact of political stability in different 

countries on the implementation of global scale projects/programs was rated as 2. This 
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suggests that political stability is perceived to have a moderate impact on project 

implementation. 

❖ Best Practices: Best practices for successfully implementing global scale 

projects/programs include having clearly defined project goals and objectives, seamless 

knowledge transition processes, documenting processes and procedures, conducting 

training and knowledge sharing sessions, and establishing mentorship programs. 

❖ Stakeholder Engagement: Respondents emphasized the importance of identifying 

change agents and ensuring effective stakeholder engagement throughout the 

implementation process. Involving stakeholders in decision-making processes and 

establishing regular communication channels were identified as effective strategies. 

These insights provide a broad understanding of the project management challenges and 

implementation experiences related to global scale projects/programs. Further analysis and 

interpretation can be done based on the specific objectives and context of your Applied Strategic 

Project. 

3.3 Justification for the Chosen Methodology 

The chosen mixed-methods approach is well-suited for addressing the research problem and 

achieving the research objectives. By combining qualitative and quantitative methods, a 

comprehensive understanding of the project management challenges in implementing a Global 

Salesforce CRM platform can be obtained. 

The qualitative research will provide a deep exploration of the challenges, capturing the nuances, 

context-specific factors, and personal experiences of project managers and stakeholders. It will 

offer rich insights into the human and organizational aspects of CRM implementation, allowing 

for a holistic understanding of the challenges and the strategies used to overcome them. 

On the other hand, quantitative research will enable the collection of numerical data, providing a 

broader perspective on the prevalence and impact of the identified challenges. The statistical 

analysis of the quantitative data will help establish the significance of the challenges and the 

effectiveness of the strategies employed. 
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The combination of qualitative and quantitative methods will allow for triangulation, ensuring 

the reliability and validity of the research findings. It will also provide a comprehensive and 

nuanced understanding of the project management challenges in implementing a Global 

Salesforce CRM platform. 

By employing this mixed-methods approach, this research aims to generate robust and actionable 

insights that can contribute to the body of knowledge in project management and provide 

practical recommendations for organizations embarking on similar CRM implementations. 

Overall, the chosen research methodology aligns with the research objectives and the need to 

comprehensively investigate and analyze the project management challenges. It allows for a 

holistic understanding of the phenomenon under study and the generation of evidence-based 

recommendations. 

Chapter IV: Analysis and Interpretation 

4.1 Analysis and Interpretations of the Collected Data 

The completion of this ASP (Applied Strategic Project) report necessitated a comprehensive 

understanding of Project Management challenges and various critical parameters. To achieve 

this, a survey questionnaire was meticulously prepared, aiming to gather primary data from 

professionals in the EMBA (Executive Master of Business Administration) cohorts and the wider 

professional network. The survey sought to gain valuable insights, aligning with the research 

aims and objectives of this report, in order to shed light on the successful implementation of 

global-scale projects and programs. 

Initially, the target was to collect 50 responses to ensure a robust dataset. However, due to certain 

limitations and restrictions in sharing the survey form over LinkedIn, the number of responses 

received was limited. Nevertheless, with 30 responses obtained, the data analysis commenced, 

providing valuable inputs for the research. 

The survey questionnaire was thoughtfully designed, encompassing various points of 

measurement essential for understanding the nuances of project management challenges and 

success metrics. To maintain consistency in data collection, the respondents were provided with 

specific value-based options, thereby minimizing subjective answers. In exceptional cases, 
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subjective responses were allowed to capture any missing information or address potential 

oversights. 

The survey participants consisted of professionals representing diverse roles within their 

organizations. Roles included Project Managers, Team Leads, IT Specialists, Business Analysts, 

Executives/Managers, Partners/Directors, and others, each bringing their unique perspectives and 

experiences to the research. 

Professional Roles Respondent Count 

Project Manager 5 

Team Lead 11 

IT Specialist 1 

Business Analyst 2 

Executive/Manager 6 

Partner/Director 1 

Other 4 

Table 1: Professional Roles for the Survey 

This consolidated dataset, comprising responses from professionals with varied backgrounds, 

serves as a valuable foundation for in-depth analysis. By delving into the responses, we aim to 

identify and prioritize major project management challenges, assess the effectiveness of change 

management strategies, evaluate resource management and allocation challenges, and understand 

the impact of cultural and political factors on the implementation of global-scale 

projects/programs. 

The survey's findings, combined with the insights provided by different roles and stakeholders, 

contribute to a well-rounded and holistic understanding of the complexities associated with 

global-scale initiatives. This research aims to provide practical recommendations and best 

practices for organizations striving to achieve successful outcomes in their global projects. 



Page 47 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

4.1.1 Research Aim 1 – Project Management challenges experienced during the 

implementation of a Global scale IT Project 

The research aims to identify and understand the common themes and factors contributing to 

Project Management challenges. The data coding process has helped categorize the challenges 

into common themes, providing valuable insights into their frequency and criticality. 

Qualitative Analysis of Major Project Management Challenges 

The qualitative analysis of major project management challenges in global-scale IT projects 

sheds light on critical factors impacting project success. The data coding process revealed six 

common themes: budgeting, stakeholder engagement, change management, technical issues, 

communication and coordination, and cultural and political challenges. 

Common Themes Factors Included Frequency Criticality 

Budgeting 1. Insufficient budget allocation 11 10% 

Stakeholder Engagement 
1. Lack of executive support 

2. Lack of stakeholder alignment 
16 15% 

Change Management 
1. Resistance to change from employees 

2. Inadequate training and user adoption 
24 22% 

Technical Issues 
1. Data migration and integration issues 

2. Technical difficulties with the platform 
34 32% 

Communication and 

Coordination 

1. Ineffective communication and 

coordination 
12 11% 

Cultural and Political 

Challenges 

1. Cultural differences 

2. Political instability 
10 9% 

Table 2: Theme classification for Project Management Challenges 

❖ Budgeting emerged as a significant concern, with insufficient budget allocation affecting 

11 occurrences in the data. Inadequate financial resources can lead to compromises in 

various project aspects, hindering successful implementation. It is crucial for 

organizations to allocate sufficient budgets to ensure the project's smooth execution and 

minimize risks. 



Page 48 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

❖ Stakeholder engagement was identified as a major challenge, with 16 occurrences in the 

data. Lack of executive support and stakeholder misalignment can hinder project progress 

and decision-making processes. Effective stakeholder engagement is essential for 

garnering support and ensuring project objectives are aligned with organizational goals. 

❖ Change management challenges were prominent, impacting 24 occurrences in the data. 

Resistance to change from employees and inadequate training and user adoption pose 

significant obstacles to project success. Effective change management strategies are vital 

to address employee concerns and facilitate smooth transitions during project 

implementation. 

❖ Technical issues were among the most prevalent challenges, with 34 occurrences in the 

data. Data migration and integration issues, along with technical difficulties with the 

platform, can lead to delays and disruptions. Addressing technical complexities is crucial 

to ensure the system's functionality and seamless integration with existing infrastructure. 

❖ Communication and coordination challenges affected 12 occurrences in the data. 

Ineffective communication and coordination among team members and stakeholders can 

lead to misunderstandings and delays. Robust communication channels and efficient 

coordination mechanisms are essential to ensure timely information flow and decision-

making. 

❖ Cultural and political challenges impacted 10 occurrences in the data. Cultural 

differences and political instability can create hurdles in managing global teams and 

projects. Organizations need to foster a culturally sensitive and politically aware 

environment to navigate these challenges effectively. 

By understanding these major project management challenges, organizations can proactively 

develop strategies to address them. Allocating sufficient budgets, fostering stakeholder 

engagement, implementing effective change management, addressing technical complexities, 

enhancing communication and coordination, and promoting cultural sensitivity are essential 

steps in overcoming these challenges. 

The findings of this analysis provide valuable insights for project managers and organizations 

embarking on global-scale IT projects. Implementing these recommendations will improve 

project outcomes, minimize risks, and contribute to successful IT project implementations. By 
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learning from the challenges faced in previous projects, organizations can enhance their project 

management practices and ensure the smooth execution of future endeavors. 

 

Figure 1: Major Project Management Challenges 

Conclusion: The qualitative analysis of major project management challenges in global-scale IT 

projects provides valuable insights into the critical areas that require attention for successful 

implementation. Addressing these challenges, such as budgeting, stakeholder engagement, 

change management, technical issues, communication, and cultural and political factors, can 

significantly enhance project outcomes and ensure a smoother project execution. The research 

findings will contribute to a better understanding of the complexities involved in managing 

global IT projects and guide practitioners and organizations in overcoming the identified 

challenges. 

Qualitative Analysis for Challenges faced for Consistent Team Engagement and 

Stability 

The data collected from the survey sheds light on the obstacles faced in achieving consistent 

team engagement and stability during the implementation process of projects. A qualitative 

analysis was conducted to identify common themes among the challenges reported by the 

participants.  
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These themes include team member turnover, lack of clear roles and responsibilities, 

communication gaps, limited resources and time constraints, and others. 

To highlight the significance of these themes and prioritize the challenges, we utilized a Pareto 

chart. The Pareto chart is a valuable visual representation that helps identify the most critical 

issues based on their frequency and impact. By organizing the data in descending order of 

frequency, the Pareto chart allows us to concentrate on the most significant challenges, which 

together represent a substantial portion of the total obstacles faced. 

 

Figure 2: Challenges for Consistent Team Engagement 

The Pareto chart revealed the following insights: 

❖ Communication Gaps: This theme accounted for the highest frequency, with 20 

occurrences reported. Effective communication is crucial for fostering teamwork and 

maintaining stability during the implementation process. 

❖ Limited Resources and Time Constraints: This challenge was reported 22 times, 

making it the most frequent obstacle after communication gaps. Insufficient resources 

and tight timelines can hinder team engagement and jeopardize project success. 

❖ Lack of Clear Roles and Responsibilities: Participants reported this challenge 15 times, 

indicating its significance in influencing team engagement and stability. Unclear roles can 

lead to confusion and disorganization within the team. 
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❖ Team Member Turnover: Reported 8 times, team member turnover can disrupt team 

dynamics and continuity, impacting engagement and stability. 

The relevance of the Pareto chart lies in its ability to highlight the vital few challenges that 

contribute to a significant portion of the overall obstacles. In this case, the chart identifies the 

top three challenges—communication gaps, limited resources and time constraints, and lack of 

clear roles and responsibilities—which together account for approximately 75% of the reported 

obstacles. Addressing these issues effectively can lead to significant improvements in team 

engagement and stability during project implementation. 

In conclusion, the qualitative analysis and the Pareto chart provide valuable insights into the 

challenges faced in ensuring consistent team engagement and stability during project 

implementation. By focusing efforts on addressing the critical themes identified in the Pareto 

chart, organizations can make targeted improvements to enhance team performance and increase 

the likelihood of successful project outcomes. 

4.1.2 Research Aim 2 – Impact of factors such as data compliance, stakeholder 

engagement, team stability, cultural differences, and political stability 

Quantitative Analysis on Effectiveness of Change Management strategies 

The response focuses on the significance of the factors influencing the effectiveness of change 

management strategies during global-scale projects/programs. The combination chart effectively 

displays the frequency of each response category, providing valuable insights into the 

distribution of opinions. 

The factors, including "Very Effective," "Somewhat Effective," "Neither Effective nor 

Ineffective," and "Somewhat Ineffective," are crucial indicators of how respondents perceive the 

impact of change management strategies. The combination chart illustrates the distribution of 

responses across these factors, helping us understand the overall effectiveness of these strategies. 

The weighted average was calculated by assigning numerical values to the responses (Very 

effective = 5, Somewhat effective = 4, Neither effective nor ineffective = 3, Somewhat 

ineffective = 2, Very ineffective = 1) and then multiplying each count by its corresponding 

numerical conversion. 
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Additionally, the regression line equation (y = -0.4733x + 2.2267) and the R2 value of 0.6729 

indicate a moderate correlation between the effectiveness of the strategies and the ratings 

provided by the participants. This relationship is significant because it allows us to make 

informed assessments about the influence of change management strategies on project success. 

The R2 value of 0.6729 suggests that approximately 67% of the variability in effectiveness 

ratings can be explained by the change management strategies employed. 

In conclusion, the combination chart and the regression analysis with the R2 value are crucial 

tools in understanding the significance of the factors influencing change management 

effectiveness. This analysis provides valuable insights for organizations to optimize their change 

management practices and ensure successful implementation of global-scale projects/programs. 

 

Figure 3: Effectiveness of Change Management Strategies 
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Figure 4: Effectiveness of Change Management Challenges - Weighted Average 

Statistical Analysis of Resource Management and Allocation Challenges 

The Box and Whisker chart visually represents the distribution of responses along the 1 to 5 

scale, where 1 denotes "Not challenging at all," and 5 indicates "Extremely challenging." The 

box in the chart depicts the interquartile range (IQR), which encompasses the middle 50% of the 

responses. The median, represented as a line inside the box, indicates the central value that 

divides the data into two equal halves. 

 

Figure 5: Statistical Analysis of Resource Management and Allocation Challenges 
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In this specific dataset, the calculated mean is approximately 3.57, which represents the average 

level of perceived challenge for resource management and allocation. The median is 4, indicating 

that the middle response falls around "Challenging." Moreover, the standard deviation of 71% 

suggests considerable variability or dispersion of responses around the mean. 

The significance of the Box and Whisker chart lies in its ability to visually depict the spread of 

responses and the central tendency of the data. The chart's box provides a visual representation of 

the range within which the majority of responses fall, helping to identify the typical level of 

challenge experienced. The whiskers extend to the minimum and maximum values within a 

specific range, allowing the identification of potential outliers or extreme responses. 

With the mean, median, and standard deviation, project managers and decision-makers can gain 

valuable insights into the overall perception of respondents regarding resource management and 

allocation challenges. The mean value indicates the average level of difficulty, while the median 

offers a robust representation of the typical response, giving an idea of the central tendency. The 

standard deviation, being 71% in this case, highlights the significant variability in responses, 

showing that the perceived challenges are diverse among respondents. 

Quantitative Analysis of Communication and Coordination Among Project Team 

Members 

Research Question 15 aimed to assess the level of communication and coordination among 

project team members during the implementation of global-scale projects/programs. To analyze 

the responses, a Radar chart was utilized, which provides a unique visual representation of the 

distribution of ratings across different categories. 

The Radar chart displays the survey values on a scale from "Poor" to "Very good" for the level of 

communication and coordination. Each rating is represented as a point on the chart, and the lines 

connecting the points create a polygon shape, allowing for easy comparison of the distribution. 

The distribution of ratings suggests that the majority of respondents perceived the level of 

communication and coordination as "Good." This finding indicates that, on average, project team 

members experienced effective communication and coordination during the implementation of 

global-scale projects/programs. 
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Figure 6: Level of communication and coordination 
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responsibilities can minimize confusion and improve overall project efficiency. 

❖ Project Management Practices: Effective project management practices can contribute 

to better communication and coordination. When projects are well-planned, and timelines 

0

2

4

6

8

10

12

14
Poor

Fair

GoodAverage

Very good

Level of communication and coordination 
among project team members



Page 56 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

are clearly established, it enhances the ability to coordinate efforts and achieve project 

goals. 

❖ Supportive Leadership: Strong leadership that encourages open communication and 

provides support to team members can positively impact the level of communication and 

coordination within the project team. 

Statistical Analysis of Political Stability Impact 

The 3-D Column chart was utilized to analyze the impact of political stability in different 

countries on the implementation of global-scale projects/programs. Respondents were asked to 

rate the impact on a scale of 1 to 5, with 1 indicating "No impact at all" and 5 representing 

"Significant impact." The chart visually represents the distribution of responses across various 

regions, allowing for a comprehensive comparison of the impact of political stability on project 

implementation. 

Region 1 2 3 4 5 

Grand 

Total 

Africa 1 2 2 3   8 

Asia 3 5 11 5 1 25 

Australia/Oceania 1 2 4 3   10 

Europe 3 2 7 4 1 17 

North America 4 2 8 4 1 19 

South America 2 2 4 4 1 13 

Grand Total 14 15 36 23 4 92 

Table 3: Pivot data for region wise impact of Political Stability 
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Figure 7: Region wise impact of Political Stability 

Analysis based on the Chart: 

❖ Moderate Impact on the Majority of Regions: The majority of regions received a 

higher number of responses in the rating range of 3 to 4. This suggests that respondents in 

these regions perceive a moderate impact of political stability on the successful execution 

of global-scale projects/programs. 

❖ Highest Impact in Asia: Asia stands out as the region with the highest number of 

responses in the rating range of 3. This indicates that respondents in Asia perceive a 

relatively stronger influence of political stability on project implementation compared to 

other regions. 

❖ Lower and Higher Impact Ratings: Some regions received lower ratings of 1 and 2, 

signifying that a portion of respondents believes political stability has little to no impact 

on project execution. Conversely, a few regions obtained higher ratings of 4 and 5, 

suggesting that a segment of respondents considers political stability to have a significant 

influence on project implementation in those areas. 
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The 3-D Column chart provides an insightful visualization of the data, enabling stakeholders to 

understand the varied perceptions of political stability's impact on global-scale projects/programs 

across different regions. This chart helps project managers and decision-makers gain valuable 

insights into how political stability is perceived and how it might influence project outcomes in 

different parts of the world. By considering these insights, organizations can develop tailored 

strategies and risk management approaches to address the unique challenges and opportunities 

associated with political stability in different regions. 

Qualitative Analysis of Cultural Differences 

The 3-D Column chart was employed to analyze the impact of cultural differences on the 

successful implementation of global-scale projects/programs. Respondents were asked to provide 

feedback based on three options: "Positively influenced," "Negatively influenced," or "No 

significant influence." The chart visually represents the distribution of responses across various 

regions, offering insights into how cultural differences impact project implementation. 

Region 

Negatively 

influenced 

No significant 

influence 

Positively 

influenced 

Grand 

Total 

Africa 1 2 5 8 

Asia 3 8 14 25 

Australia/Oceania 2 3 5 10 

Europe 2 6 9 17 

North America 3 6 10 19 

South America 1 4 8 13 

Grand Total 12 29 51 92 

Table 4: Pivot data for region wise impact of Cultural Differences 
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Figure 8: Region wise impact of Cultural Differences 

Analysis based on the Chart: 

❖ Positive Influence is Prominent: The majority of respondents in all regions highlighted 

that cultural differences positively influence the implementation of projects/programs. 

This is evident from the higher number of responses in the "Positively influenced" 

category for each region. 

❖ Limited Negative Influence: While some respondents acknowledged a negative impact 

of cultural differences, the number of such responses is relatively small across all regions. 

This suggests that a minority of participants perceive cultural differences as having a 

negative influence on project success. 

❖ No Significant Influence is Substantial: A considerable number of respondents from 

each region indicated that cultural differences have no significant impact on the 

implementation of global-scale projects/programs. This indicates a general sentiment 

among respondents that cultural differences are not a significant obstacle to project 

success. 

By considering these insights, project teams can proactively address cultural differences and 

leverage them as a positive factor for successful project execution. Additionally, understanding 

the regional variations in responses enables organizations to develop context-specific strategies 
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that embrace cultural diversity and promote effective cross-cultural collaboration during global 

projects. 

4.1.3 Research Aim 3 – Long-term benefits and Return on Investment (ROI) compared 

to initial expectations 

Respondents were asked to select the long-term benefits they have experienced from a list of 

options. The charts visually represent the distribution of responses across various roles, offering 

insights into the benefits perceived by different organizational roles. 

 

Figure 9: Return on Investment - Survey Responses 

Analysis based on the Charts: 

❖ Streamlined Business Processes: One of the top long-term benefits of implementing the 

Global Salesforce CRM platform. This benefit received a relatively high number of 

responses, indicating its significance in optimizing operations and workflows within the 

organization. 

❖ Enhanced Sales and Revenue Growth: Another prominent long-term benefit reported 

by respondents from different roles. This suggests that the CRM platform's 

implementation positively impacts the organization's sales performance and overall 

financial growth. 
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❖ Improved Data Accuracy and Quality: This benefit is particularly critical for ensuring 

reliable and high-quality data that supports informed decision-making and enhances 

customer interactions. 

❖ Increased Customer Satisfaction: This outcome is crucial as it reflects the CRM 

platform's effectiveness in enhancing customer experiences and building strong customer 

relationships. 

❖ Better Decision-Making Capabilities: The CRM platform's ability to provide valuable 

insights and analytics supports data-driven decision-making processes, benefiting various 

organizational functions. 

❖ Role-Specific Insights: The 3-D Stacked Column chart allows for a role-specific analysis 

of long-term benefits. For instance, "Team Leads" reported the highest number of 

benefits in multiple categories, indicating their broad exposure to positive outcomes 

resulting from the CRM platform's implementation. 

 

Figure 10: Long Term benefits with respect to Different roles 
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Figure 11: Long Term benefits with respect to Duration in Global Scale IT Projects 

4.1.4 Additional Analysis 

Best Practices 

The additional analysis explores the best practices observed for successfully implementing 

global scale projects/programs, considering the perspectives of different roles within the 

organization. 

Below mapping was utilized for a simpler understanding of the collected data from Survey. 

Mapping 

Role Category 

Executive/Manager Team Level 

Project Manager Program Level 

Team Lead Team Level 

Architect Program Level 

Assistant Vice President Program Level 

Business Analyst Team Level 

IT Specialist Team Level 
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Senior Manager - Program Management  Program Level 

Table 5: Mapping Table for Roles against the Category 

Best Practices 

Program 

Level 

Team 

Level 

Grand 

Total 

Clearly defined project goals and objectives 6 19 25 

Effective change management strategies 7 14 21 

Efficient resource management 8 14 22 

Fully defined implementation and cutover plans that are robust 

and reusable per market implementation. 1   1 

Robust stakeholder engagement 7 11 18 

Seamless knowledge transition processes 4 13 17 

Grand Total 33 71 104 

Table 6: Pivot data for Best Practices at different levels 
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Figure 12: Team Hierarchy wise Best Practices 

Among the Program Level roles, "Clearly defined project goals and objectives" and "Efficient 

resource management" were highlighted as key best practices, indicating the significance of 

strategic planning and resource allocation at this level. 

For the Team Level roles, "Clearly defined project goals and objectives" and "Effective change 

management strategies" were reported as important best practices, emphasizing the importance 

of alignment and adaptability at the team level. 

"Robust stakeholder engagement" received considerable attention from both Program Level and 

Team Level roles, highlighting the importance of involving stakeholders throughout the 

implementation process. 

"Seamless knowledge transition processes" were deemed valuable across both levels, 

underscoring the significance of knowledge transfer for successful implementation. 

Additionally, one participant mentioned "Fully defined implementation and cutover plans that are 

robust and reusable per market implementation" as an important best practice. 

Overall, the findings suggest that a clear alignment of project goals and objectives, effective 

change management, robust stakeholder engagement, efficient resource management, and 

seamless knowledge transition processes are essential best practices for successful 

implementation of global scale projects/programs, regardless of the role within the organization. 

These best practices play a critical role in achieving project success, enhancing team 

collaboration, and ensuring a smooth transition during the implementation process. 
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Figure 13: Pie Chart Analysis for Best Practices 

Success measurement KPIs 

The success of global scale projects/programs is measured using various metrics and indicators, 

which include: 

❖ Financial Performance: Metrics such as Return on Investment (ROI) and revenue 

growth are commonly used to assess the financial success of a project. These indicators 

help evaluate whether the project has achieved the expected financial outcomes and 

whether it has generated the desired returns. 

❖ Customer Satisfaction: Customer satisfaction is a crucial indicator of project success, 

especially for projects aimed at improving customer experiences. Feedback from 

customers, surveys, and Net Promoter Score (NPS) are some of the methods used to 

gauge customer satisfaction. 

❖ Project Deliverables Completion: This metric evaluates the extent to which the project 

has successfully delivered its intended outcomes and objectives. It involves assessing 

whether all project deliverables have been completed as planned and meet the specified 

quality standards. 

❖ Time and Cost Adherence: Time and cost adherence metrics focus on evaluating 

whether the project was completed within the scheduled timeline and budget. These 

indicators help determine whether the project was efficiently managed and adhered to the 

initial cost estimates. 
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These metrics collectively provide a comprehensive evaluation of the project's success, 

considering financial aspects, customer satisfaction, project deliverables, and adherence to 

timelines and budgets. By using these indicators, organizations can objectively measure the 

performance and impact of global scale projects/programs and make informed decisions for 

future projects. 

 

Figure 14: Success Measurement KPIs 

4.1.5 Insights from Senior Leadership Interviews 

In the process of conducting interviews for this research study, it is important to note that despite 

our attempts, we did not receive a response from one of the intended interviewees, Katrina 

Bonner. Despite our best efforts to establish contact and request participation, no response was 

received from her end. 

How successful was the Stakeholder Governance model in ensuring the Project's Success, and 

what impact did it have on the program? 

a. Was the Stakeholder Governance model effectively set up to ensure the project's success? 

b. What kind of support feedback did you receive, and how did it contribute to the project's 

success? Additionally, what feedback model would you recommend for future projects? 
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Bonner-Witt, 

Katrina 

Managing 

Director, Global 

CRM 

No Response received 

 

Jackson, Angela 

Managing 

Director - PMO 

Delivery 

Stakeholder Governance is very important to the success of 

a large-scale IT projects as it allows key stakeholders to stay 

aligned in why and when decisions are made.  In order for 

governance to be effective, it needs to be established at the 

start of the program.  I did not work on 

[REDACTED_Project_Name] as a project but on other 

programs, the lack of clear governance stakeholders leads to 

a growing scope and cost overruns in some areas.  Once we 

establish proper governance it allows for decisions to be 

made and communicate more effectively. 

 

Davis, Eric D 

Senior Manager, 

Technology Ops 

- PMO 

A strong Stakeholder Governance model is critical to the 

success of the project. Misalignment in Governance will 

cause the following: 

Delayed project decisions 

Wrong decisions made on incorrect data 

Escalations are delayed thus affecting project timing and 

delivery. 

Table 7: Interview Question 1 Response 

 

How do we measure the successful implementation in terms of Finances and ROI, considering 

the initial budgets and any potential changes? 

a. Were the initial budgets for the project met during its successful implementation? 

b. Could you elaborate on the factors that impacted the budget and led to any changes? 
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Bonner-Witt, 

Katrina 

Managing 

Director, Global 

CRM 

No Response received 

 

Jackson, Angela 

Managing 

Director - PMO 

Delivery 

Managing project financials is interesting and depends on if 

the scope of initiative is measured over the 

roadmap/maturity of the product or just the start and end 

date of the project.  The goal is to understand how much the 

total investment for the product/service is and then how you 

will deliver that solution.  The goal would be to define the 

value being delivered to the customer or user group over 

how much money the individual project costs.  There have 

to be budget guardrails to manage by but they do not have to 

be exact numbers for each project as long as you don’t have 

large overall investment shortfalls or overruns.   

 

Scope can change and technology can change, which may 

require different investments as well.   Sometimes you can 

pivot the scope and by doing so deliver better/more value to 

our customers and end up spending, but this would tie back 

the governance model and who is making those decisions.   

In closing, keeping to the initial budget within +/- 10- 15% 

of budget is generally ok and can be deemed a successfully 

managed budget. 

 

Davis, Eric D 

Senior Manager, 

Technology Ops 

- PMO 

We measure Finances success by value delivered to the 

stakeholders. The features that are delivered are not 

necessarily tied to actual dollars or money or KPIs. The 

overall budget did provide the ability to develop features but 

we did not deploy the project. Thus, value was not 
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delivered. 

Table 8: Interview Question 2 Response 

 

What challenges did you encounter due to cultural differences and political stability, and how did 

you address and minimize associated risks in the project? 

a. How did you address and minimize risks associated with cultural differences in the project? 

b. For example, the Russia-Ukraine war led to [REDACTED_Firm_Name] moving out of the 

Russia office. How did this affect the project timeline, budget, and overall deliverables? 

Similarly, compliance issues in China resulted in China being off-boarded. How did this impact 

the project's ROI and continuous revenue generation? 

 

Bonner-Witt, 

Katrina 

Managing 

Director, Global 

CRM 

No Response received 

 

Jackson, Angela 

Managing 

Director - PMO 

Delivery 

As part of deploying global solutions, we must always plan 

and anticipate and mitigation risks and issues.  We had to 

adjust to impacts of a global panic, wars and other 

geopolitical things we cannot control.  The key is to 

understand what you can influence and what you cannot.  As 

part of [REDACTED_Firm_Name] moving out of the 

country this is like other firm decisions and industries.  The 

outcome of having to make decisions to pivot are always 

well evaluated and in short, the value gained makes up for 

any delays is in schedule. 

 

Davis, Eric D 

Senior Manager, 

Technology Ops 

- PMO 

Challenges of culture difference and political stability did 

not necessarily impact the project, COVID events did. 

Because of COVID, we reduce the schedule and reduce the 

deliverables. We attempted to hire more project team 

members. COVID did impact the project financials, we 
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delivered less features but still maintain the initial burn rate 

for the overall team. 

Table 9: Interview Question 3 Response 

4.1.6 Stepwise Regression Analysis 

The stepwise regression analysis performed aims to unravel the complex interplay between 

various independent variables and the measure of success in the context of a Global Salesforce 

CRM platform implementation. The results of this analysis have been distilled into meaningful 

implications and recommendations, offering valuable insights for organizations embarking on 

extensive projects and CRM platform rollouts. 

Dependent Variable: Measure the Success 

The "Measure the Success" variable serves as the dependent variable in our regression analysis. 

It quantifies the success level of a Global Salesforce CRM platform implementation and is 

shaped by the varying values of the independent variables. 

Independent Variables 

The regression analysis takes into consideration the following independent variables: 

1. Project Management Challenges 

2. Team Engagement Obstacles 

3. Knowledge Transitioning Strategies 

4. Integration Difficulties 

5. Change Management Effectiveness 

6. Resource Management Challenges 

7. Communication and Coordination Levels 

Hypothesis 

Null Hypothesis (H0) 

 There is no significant relationship between the independent variables (Project 

Management Challenges, Team Engagement Obstacles, Knowledge Transitioning Strategies, 



Page 71 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

Integration Difficulties, Change Management Effectiveness, Resource Management Challenges, 

Communication and Coordination Levels) and the dependent variable (Measure of Success). 

Alternative Hypothesis (Ha) 

 There is a significant relationship between at least one of the independent variables 

(Project Management Challenges, Team Engagement Obstacles, Knowledge Transitioning 

Strategies, Integration Difficulties, Change Management Effectiveness, Resource Management 

Challenges, Communication and Coordination Levels) and the dependent variable (Measure of 

Success). 

 

The null hypothesis assumes that none of the independent variables have a significant impact on 

the dependent variable, while the alternative hypothesis suggests that at least one of the 

independent variables does have a significant impact on the dependent variable. The stepwise 

regression analysis will help us determine which independent variables, if any, contribute 

significantly to explaining the variation in the dependent variable. 

Steps Performed 

1. The survey data underwent meticulous cleansing, ensuring the removal of 

inconsistencies, primarily from text fields. A majority of responses were standardized 

picklist values. 

2. Column headers were redefined for clarity during analysis. 

3. Handling multi-picklist values—where multiple responses were provided for a single 

question—required data normalization. SQL codes were applied to separate the 

dependent and independent column data. 

4. To facilitate regression analysis, string-based inputs were mapped to numerical values. 

5. Null values within the normalized dataset were set to 0. 

6. The subsequent regression analysis yielded the ensuing results. 
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Regression Analysis 

Step 1:  

In this step, we noticed that the variable "Change Management Effectiveness" had a high p-value 

(0.969) and wasn't statistically significant. This led us to remove it from the analysis. The 

remaining coefficients were as follows: 

❖ Project Management Challenges: Negative coefficient, significant impact. 

❖ Team Engagement Obstacles: Negative coefficient, significant impact. 

❖ Knowledge Transitioning Strategies: Negative coefficient, significant impact. 

❖ Integration Difficulties: Negative coefficient, significant impact. 

❖ Resource Management Challenges: Negative coefficient, not statistically significant. 

❖ Communication and Coordination Levels: Positive coefficient, not statistically 

significant. 

 

Figure 15: Step 1 of Stepwise Regression Analysis 

This approach systematically selected and incorporated variables into the model, revealing their 

individual impacts on the outcome.  

In regression analysis, the p-value associated with a coefficient indicates the statistical 

significance of that variable's contribution to the model. When the p-value is very small (such as 

in scientific notation with E-), it suggests that the variable is highly significant in explaining the 

variation in the dependent variable.  

Step 2:  

After removing "Change Management Effectiveness," we observed spikes in p-values for 

"Project Management Challenges" and "Knowledge Transitioning Strategies." We then removed 

Coefficients Standard Error t Stat P-value Lower 95% Upper 95% Lower 95.0% Upper 95.0%

Intercept 0.98960419 0.377177002 2.623712961 0.0089824 0.248429971 1.730778408 0.248429971 1.730778408

ProjectManagementChallenges -0.144384555 0.018873562 -7.6500957 1.15802E-13 -0.181472175 -0.107296934 -0.181472175 -0.107296934

TeamEngagementObstacles -0.288296039 0.043833923 -6.577007449 1.28883E-10 -0.374432186 -0.202159892 -0.374432186 -0.202159892

KnowledgeTransitioningStrategies -0.335940098 0.050981455 -6.58945686 1.19373E-10 -0.43612155 -0.235758645 -0.43612155 -0.235758645

IntegrationDifficulties -0.333672178 0.05936306 -5.620872318 3.27252E-08 -0.45032396 -0.217020397 -0.45032396 -0.217020397

ChangeManagementEffectiveness -0.00246608 0.063908708 -0.03858755 0.969235719 -0.128050319 0.123118158 -0.128050319 0.123118158

ResourceManagementChallenges -0.053820534 0.076201552 -0.706291846 0.480358875 -0.203560909 0.09591984 -0.203560909 0.09591984

CommunicationandCoordinationLevels 0.040567707 0.05391099 0.752494199 0.452133041 -0.065370448 0.146505863 -0.065370448 0.146505863
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"Resource Management Challenges" to examine its impact. The remaining coefficients remained 

consistent: 

❖ Project Management Challenges: Negative coefficient, significant impact. 

❖ Team Engagement Obstacles: Negative coefficient, significant impact. 

❖ Knowledge Transitioning Strategies: Negative coefficient, significant impact. 

❖ Integration Difficulties: Negative coefficient, significant impact. 

❖ Communication and Coordination Levels: Positive coefficient, not statistically 

significant. 

 

Figure 16: Step 2 of Stepwise Regression Analysis 

Step 3:  

In this step, removing " Resource Management Challenges " did not significantly alter the 

coefficients and we then removed " Communication and Coordination Levels " to examine its 

impact of the remaining variables: 

❖ Project Management Challenges: Negative coefficient, significant impact. 

❖ Team Engagement Obstacles: Negative coefficient, significant impact. 

❖ Knowledge Transitioning Strategies: Negative coefficient, significant impact. 

❖ Integration Difficulties: Negative coefficient, significant impact. 

 

Figure 17: Step 3 of Stepwise Regression Analysis 

Coefficients Standard Error t Stat P-value Lower 95% Upper 95% Lower 95.0% Upper 95.0%

Intercept 0.980889318 0.301763242 3.250526184 0.001234972 0.387910712 1.573867925 0.387910712 1.573867925

ProjectManagementChallenges -0.144448258 0.018781154 -7.691127841 8.68553E-14 -0.181354087 -0.107542429 -0.181354087 -0.107542429

TeamEngagementObstacles -0.288352114 0.043763068 -6.588937331 1.19516E-10 -0.374348549 -0.202355678 -0.374348549 -0.202355678

KnowledgeTransitioningStrategies -0.336099264 0.050760078 -6.621330734 9.78516E-11 -0.435845145 -0.236353384 -0.435845145 -0.236353384

IntegrationDifficulties -0.333873528 0.059070167 -5.652151401 2.75786E-08 -0.449949115 -0.217797941 -0.449949115 -0.217797941

ResourceManagementChallenges -0.05368106 0.076034537 -0.706008903 0.480533896 -0.203092412 0.095730292 -0.203092412 0.095730292

CommunicationandCoordinationLevels 0.04005944 0.052221334 0.76710871 0.443403692 -0.062557875 0.142676755 -0.062557875 0.142676755

Coefficients Standard Error t Stat P-value Lower 95% Upper 95% Lower 95.0% Upper 95.0%

Intercept 0.815989995 0.190969024 4.272891889 2.33781E-05 0.44072918 1.191250809 0.44072918 1.191250809

ProjectManagementChallenges -0.144500468 0.018770964 -7.69808465 8.24689E-14 -0.181386068 -0.107614867 -0.181386068 -0.107614867

TeamEngagementObstacles -0.288266421 0.043739493 -6.59052947 1.18113E-10 -0.374216056 -0.202316786 -0.374216056 -0.202316786

KnowledgeTransitioningStrategies -0.336881719 0.050720835 -6.641880335 8.59804E-11 -0.436549935 -0.237213503 -0.436549935 -0.237213503

IntegrationDifficulties -0.334683442 0.059027439 -5.669963766 2.49968E-08 -0.450674426 -0.218692459 -0.450674426 -0.218692459

CommunicationandCoordinationLevels 0.031858216 0.050885723 0.626073757 0.531571133 -0.06813401 0.131850442 -0.06813401 0.131850442
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Step 4:  

Upon removing "Communication and Coordination Levels," the coefficients of the other 

variables remained relatively stable: 

❖ Project Management Challenges: Negative coefficient, significant impact. 

❖ Team Engagement Obstacles: Negative coefficient, significant impact. 

❖ Knowledge Transitioning Strategies: Negative coefficient, significant impact. 

❖ Integration Difficulties: Negative coefficient, significant impact. 

 

Figure 18: Step 4 of Stepwise Regression Analysis 

The stepwise regression analysis enabled us to pinpoint the factors that played a pivotal role in 

shaping the outcome of the Global CRM implementation project. Through this comprehensive 

method, we gained a deeper understanding of the variables that contributed significantly to 

success. 

Based on the stepwise regression analysis, the hypothesis that the mentioned independent 

variables have a significant impact on the dependent variable, "Measure of Success," is 

accepted. The analysis indicates that project management challenges, team engagement 

obstacles, knowledge transitioning strategies, and integration difficulties are all significant 

predictors of the success of the Global Salesforce CRM platform implementation. 

This conclusion provides valuable insights into the factors that influence the success of the 

implementation process. Organizations should focus on addressing these challenges effectively to 

enhance the outcomes of their CRM platform implementations. By understanding and mitigating 

these challenges, organizations can improve their project management practices and overall 

success rates. 

Implications 

1. Project Management Challenges and Team Engagement Obstacles 

Coefficients Standard Error t Stat P-value Lower 95% Upper 95% Lower 95.0% Upper 95.0%

Intercept 0.928856249 0.062964211 14.75213046 9.52403E-41 0.805130053 1.052582445 0.805130053 1.052582445

ProjectManagementChallenges -0.144534798 0.018758738 -7.704931927 7.83605E-14 -0.181396172 -0.107673425 -0.181396172 -0.107673425

TeamEngagementObstacles -0.287945437 0.043708189 -6.587905947 1.198E-10 -0.373833085 -0.20205779 -0.373833085 -0.20205779

KnowledgeTransitioningStrategies -0.335881054 0.050662843 -6.62973163 9.2516E-11 -0.435434766 -0.236327343 -0.435434766 -0.236327343

IntegrationDifficulties -0.335586774 0.05897162 -5.690648723 2.22969E-08 -0.451467433 -0.219706115 -0.451467433 -0.219706115
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❖ The analysis strongly indicates that project management challenges and team 

engagement obstacles have significant negative correlations with the measure of 

success. 

❖ To enhance implementation success, organizations must proactively address these 

challenges. Employing effective project management practices, nurturing 

transparent communication channels, and ensuring team cohesion are paramount. 

❖ Project Management Challenges: With a coefficient of approximately -0.144 

and an exceedingly low p-value of 1.16E-13, heightened project management 

challenges are linked to diminished success. 

❖ Team Engagement Obstacles: A coefficient nearing -0.288 and an equally low p-

value of 1.29E-10 affirm that increased team engagement obstacles correspond to 

reduced success. 

2. Knowledge Transitioning Strategies and Integration Difficulties 

❖ The analysis underscores the detrimental impact of knowledge transitioning 

challenges and integration difficulties on the measure of success. 

❖ Organizations should concentrate on seamless knowledge transfer and ensuring 

fluid integration between the CRM platform and existing systems. 

❖ Knowledge Transitioning Strategies: Displaying a coefficient of roughly -0.336 

and a noteworthy p-value of 1.19E-10, knowledge transitioning challenges are 

adversely related to success. 

❖ Integration Difficulties: With a coefficient nearing -0.334 and a notable p-value 

of 3.27E-08, integration difficulties are tightly linked to lower success rates. 

3. Change Management Effectiveness and Resource Management Challenges 

❖ The analysis suggests that change management effectiveness and resource 

management challenges don't significantly influence success rates. 
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❖ However, it remains imperative to prioritize both effective change management 

and resource allocation for seamless implementations. 

❖ Change Management Effectiveness: The coefficient's proximity to 0 (-0.00247) 

and an insignificantly high p-value (0.969) indicate negligible correlation with 

success. 

❖ Resource Management Challenges: With a coefficient around -0.0538 and a p-

value of 0.480, the connection to success is not statistically significant. 

4. Communication and Coordination Levels 

❖ Improved communication and coordination among team members exhibit a 

slightly positive impact on success rates. 

❖ To optimize project outcomes, organizations should amplify communication 

strategies and foster collaborative efforts. 

❖ The coefficient stands at around 0.0406, suggesting a slight success increase. 

Nonetheless, with a p-value of 0.452, this connection lacks statistical significance. 

  

4.2 Application of Suitable Frameworks 

To gain a deeper understanding of the data collected, we will apply appropriate frameworks and 

models. These theoretical lenses will provide valuable insights into the challenges and dynamics 

of the CRM implementation process.  

For instance, the ADKAR (Awareness, Desire, Knowledge, Ability, Reinforcement) model will 

be utilized to analyze change management challenges and strategies, while the stakeholder 

engagement framework or RACI (Responsible, Accountable, Consulted, Informed) matrix will 

help us understand stakeholder dynamics. 
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Table 10: ADKAR Model for Change Management Challenges 

 

Awareness

•Challenge: Lack of awareness about the need for change and its implications.
•Strategy: Develop clear and concise communication materials explaining why the change is necessary, the benefits it 

brings, and the risks of not changing. Tailor messages to different stakeholder groups to ensure understanding.

Desire

•Challenge: Res istance or apathy toward the change due to doubts about i ts va lue.

•Strategy: Create a compelling vision of the future s tate after the change, emphasizing the positive outcomes for 
individuals and the organization. Engage leaders to communicate the benefits and address concerns.

Knowledge

•Challenge: Lack of understanding of how to implement the change.
•Strategy: Provide comprehensive tra ining and resources to build the necessary skills and knowledge. Offer workshops, 

onl ine courses, and hands-on sessions to familiarize employees with new processes and tools.

Ability

•Challenge: Inadequate skills to perform tasks required by the change.
•Strategy: Offer coaching, mentoring, and on-the-job support to help employees practice new skills. Provide 

opportunities for them to ask questions, seek guidance, and receive constructive feedback.

Reinforcement

•Challenge: Di fficulty in sustaining the change over the long term.
•Strategy: Es tablish recognition and reward mechanisms for those who embrace the change successfully. Celebrate 

milestones and achievements, and showcase success stories to motivate others.
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Table 11: RAKI Framework for Stakeholder Engagement 

By employing these frameworks, we aim to structure the data analysis and interpretation, 

enabling us to identify critical factors and relationships that influence the success of the Global 

Salesforce CRM platform implementation. 

4.3 Inferences Drawn from the Analysis 

Key Inferences from Data Analysis: 

❖ Project Management Challenges: The major project management challenges 

encountered during the implementation of a Global Salesforce CRM platform include 

insufficient budget allocation, technical issues with the platform, and inadequate training 

and user adoption. Stakeholder engagement and communication coordination have also 

been significant hurdles. 

❖ Team Engagement and Stability: Ensuring consistent team engagement and stability 

during the implementation process is a crucial aspect. The obstacles include 

communication gaps, lack of clear roles and responsibilities, and limited resources and 

time constraints. 

Responsible

•Identification: Identify s takeholders who are directly responsible for executing tasks related to s takeholder 
engagement.

•Strategy: Clearly assign responsibilities for engaging specific stakeholder groups to ensure accountability. These 
stakeholders will actively participate in communication and relationship-building activities.

Accountable

•Identification: Identify the person who is ultimately accountable for the success of s takeholder engagement efforts.
•Strategy: Designate a senior leader or project manager as the accountable person for overseeing the overall 

s takeholder engagement strategy. This person ensures that engagement goals are met and any i ssues are addressed 
promptly.

Consulted

•Identification: Identify s takeholders whose expertise and insights are crucial for decision-making related to 
stakeholder engagement.

•Strategy: Engage these s takeholders in regular consultations to gather their input and feedback on engagement 
s trategies, communication plans, and any potential impact on their interests.

Informed

•Identification: Identify s takeholders who need to be informed about decisions and updates related to s takeholder 
engagement.

•Strategy: Develop a communication plan that outlines how information will be shared with these stakeholders. 
Regular updates and transparent communication will keep them informed about progress and developments.
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❖ Knowledge Transition and Restructuring: To maintain effective knowledge transfer, 

organizations have adopted various strategies, such as developing documentation and 

knowledge sharing resources, conducting training sessions, and establishing mentoring 

programs. 

❖ Challenges in Data Modeling and Integration: Data synchronization issues, complex 

integration requirements, and lack of compatible interfaces have posed difficulties in 

integrating the CRM platform with local and parent systems across different regions. 

❖ Metrics for Success Measurement: Organizations measure the success of global scale 

projects/programs using financial performance metrics like ROI and revenue growth, as 

well as indicators like customer satisfaction, project deliverables completion, and 

adherence to time and cost constraints. 

❖ Long-Term Benefits: After implementing the Global Salesforce CRM platform, 

organizations have observed benefits such as enhanced sales and revenue growth, 

improved data accuracy and quality, streamlined business processes, and better decision-

making capabilities. 

❖ Impact of Cultural Differences: Cultural differences have both positive and negative 

influences on the successful implementation of global scale projects/programs. Examples 

of positive influence include improved team diversity and creativity, while negative 

influence can lead to communication barriers and misunderstandings. 

❖ Political Stability: The impact of political stability in different countries on CRM 

implementation varies. While some regions show no significant impact, others experience 

considerable influence on project success due to political factors. 

❖ Best Practices: Clearly defined project goals and objectives, robust stakeholder 

engagement, effective change management strategies, and efficient resource management 

are some of the best practices observed for successful implementation. 

❖ Knowledge Transition during Restructuring: Documenting processes and procedures, 

conducting training sessions, and leveraging collaboration tools have been effective 

methods to ensure knowledge transition during organization restructuring and CRM 

implementation. 

❖ Change Agents and Stakeholder Engagement: Organizations have identified change 

agents and ensured effective stakeholder engagement by conducting stakeholder analysis, 
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forming cross-functional project teams, and establishing regular communication 

channels. 

These inferences provide valuable insights into the challenges, strategies, and best practices 

encountered during the implementation of global scale projects/programs. By addressing these 

factors, organizations can improve the success rate of CRM platform implementations and 

enhance overall project management practices. 

Chapter V: Conclusion & Contribution to Practice 

5.1 Recommendations based on the Findings. 

Based on the thorough analysis and interpretation of the data, the following key 

recommendations are suggested to address the project management challenges during the 

implementation of a Global Salesforce CRM platform: 

❖ Enhancing Stakeholder Engagement:  

➢ Implement a robust stakeholder engagement strategy that fosters regular 

communication, active involvement in decision-making, and addresses 

stakeholders' concerns and feedback at every stage of CRM implementation. 

➢ Engaging stakeholders throughout the implementation process is crucial for 

ensuring their commitment and alignment with the project goals. Organizations 

should establish mechanisms for continuous communication, feedback, and 

involvement of stakeholders at all levels. 

❖ Developing Change Management Framework:  

➢ Establish a comprehensive change management framework that includes clear 

communication plans, well-structured training programs, and mechanisms to 

tackle resistance to change. 

➢ Organizations should prioritize change management efforts to ensure smooth 

adoption and acceptance of the CRM platform across various geographical 

locations. This includes effective communication, training, and support to 

facilitate organizational transformation 

❖ Ensuring Data Compliance and Governance:  
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➢ Implement stringent data compliance and governance measures, such as data 

masking, access controls, and regular audits, to protect sensitive information and 

ensure compliance with relevant regulations. 

➢ Data compliance and governance should be given utmost importance to address 

privacy regulations and ensure the security and integrity of customer data. 

Organizations should establish clear policies, procedures, and controls to maintain 

data quality and consistency across the global platform. 

❖ Addressing Cultural Differences:  

➢ Develop strategies to effectively manage cultural differences in global CRM 

implementations, including cultural awareness training and establishing cross-

cultural communication channels. 

➢ Cultural differences can pose challenges during implementation. Organizations 

should foster a culture of inclusivity, promote cross-cultural collaboration, and 

provide training and resources to address cultural challenges and promote 

effective teamwork. 

❖ Monitoring Political Stability:  

➢ Stay updated on global political events that may impact the implementation 

process and establish contingency plans to mitigate risks associated with political 

instability. 

➢ Organizations should regularly monitor and evaluate the performance and impact 

of the Global Salesforce CRM platform. This includes tracking key performance 

indicators, conducting periodic reviews, and making necessary adjustments to 

ensure the platform's sustainability and maximize its benefits. 

The implementation of a Global Salesforce CRM platform brings both opportunities and 

challenges for organizations seeking to enhance their customer relationship management 

processes. This comprehensive study has shed light on the project management challenges faced 

during the implementation process, providing insights into the factors influencing success and 

offering recommendations to address these challenges effectively. 

By adopting the recommended strategies and best practices, organizations can navigate the 

complexities of global CRM platform implementation and maximize the benefits derived from 
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improved customer experiences, streamlined processes, and data-driven decision-making. The 

findings of this study contribute to the existing body of knowledge in project management and 

CRM implementation, providing a valuable resource for organizations embarking on similar 

initiatives. 

5.2 Feasibility or Action Plan for Implementing the Recommendations 

To ensure the successful adoption of the recommendations, a comprehensive implementation 

plan must be developed. This plan will outline the necessary steps, resources, and timeline 

required to effectively execute the proposed strategies. The plan will be tailored to the 

organizational context, considering available resources and potential challenges that may arise 

during the implementation process. 

The implementation plan will encompass the following key components: 

❖ Clear Objectives: Each recommendation will be accompanied by well-defined objectives 

that align with the overall goals of the CRM implementation. These objectives will 

provide a clear direction for the execution of the strategies. 

❖ Resource Allocation: Identifying the required resources, including budget, personnel, 

and technology, is essential for successful implementation. Adequate allocation of 

resources will be ensured to support the execution of the recommendations effectively. 

❖ Realistic Timeline: Developing a realistic timeline is crucial to managing the 

implementation process efficiently. Consideration of dependencies, potential delays, and 

resource availability will be factored in when establishing the timeline. 

❖ Stakeholder Involvement: Key stakeholders involved in the implementation will be 

identified, and their roles and responsibilities will be clearly defined. Establishing 

effective communication channels will be a priority to foster active participation and 

engagement from stakeholders. 

❖ Monitoring and Evaluation: The implementation plan will include mechanisms to 

monitor progress and evaluate the impact of the recommendations. Regular progress 

reports, key performance indicators (KPIs), and feedback mechanisms will facilitate 

continuous improvement and ensure the effectiveness of the strategies. 



Page 83 of 93 
 
 

Project Management Challenges in the Implementation of a Global Salesforce CRM Platform 
 

By developing a robust implementation plan that encompasses these essential elements, the 

organization can execute the recommendations systematically and increase the likelihood of a 

successful Global Salesforce CRM platform implementation. This proactive approach will 

contribute to streamlining operations, enhancing decision-making processes, and fostering 

customer satisfaction. 

5.3 Strategic Impact or Implications of the Recommendations 

The proposed strategies and actions carry significant strategic implications for the organization. 

By effectively addressing the project management challenges associated with implementing a 

Global Salesforce CRM platform, the recommendations aim to achieve the following key 

outcomes: 

❖ Improved Operational Efficiency: The recommendations focus on streamlining the 

CRM implementation process, resulting in heightened operational efficiency. This 

includes optimizing data management practices, fostering better stakeholder 

collaboration, and creating more streamlined workflows and processes. As a result, the 

organization can maximize productivity and resource utilization, leading to enhanced 

overall efficiency. 

❖ Enhanced Decision-Making: Implementing the recommendations will enable the 

organization to access accurate and standardized data. This data-driven approach 

empowers decision-makers at both operational and strategic levels, facilitating informed 

and well-informed choices. The availability of reliable data supports more effective 

resource allocation, improved risk management, and overall better organizational 

performance. 

❖ Elevated Customer Satisfaction: Addressing the challenges and improving the CRM 

implementation process directly impacts customer satisfaction. With more streamlined 

interactions and personalized, efficient service delivery, the organization can significantly 

enhance its customer relationship management efforts. This leads to greater customer 

satisfaction, loyalty, and ultimately, an enhanced reputation within the industry. 

❖ Competitive Advantage: The successful implementation of a Global Salesforce CRM 

platform, guided by the recommendations, can offer the organization a distinct 

competitive advantage in the consulting industry. The platform's capabilities enable the 
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alignment of global accounts, efficient monitoring of business operations, and data-driven 

decision-making. This positions the organization as an industry leader, capable of making 

well-informed strategic choices and providing superior services to clients. 

By acknowledging and executing these strategic implications, the organization can capitalize on 

the potential benefits of the CRM platform implementation. The strategic focus on improved 

efficiency, enhanced decision-making, elevated customer satisfaction, and competitive advantage 

will contribute to the organization's long-term success and growth in the global market. 

5.4 Limitations of the Study 

While this study offers valuable insights into the project management challenges of 

implementing a Global Salesforce CRM platform, it is essential to recognize its inherent 

limitations, which include: 

❖ Scope and Generalizability: The study centered around the unique context of 

[REDACTED_Firm_Name] Global, which may limit the direct applicability of its 

findings to other organizations. As each organization possesses distinct characteristics 

and operational contexts, the recommendations derived from this study should be adapted 

and tailored to suit individual needs. 

❖ Data Collection Limitations: The data collected for the study primarily relied on self-

reported information through surveys, interviews, and case studies. As with any self -

reported data, there may be inherent biases or subjectivity in the responses. Consequently, 

the accuracy and reliability of the data could be influenced by individual perspectives, 

leading to potential variations in the results. 

❖ Time Constraints: The study was conducted within a specific timeframe, which may 

have constrained the depth and breadth of the analysis. Some project management 

challenges, and their long-term implications might require more extended research and 

investigation to gain a comprehensive understanding. 

Despite these limitations, the study's findings still hold significant value for understanding the 

project management challenges of CRM platform implementations in the specific context of 

[REDACTED_Firm_Name] Global. However, future research and studies in diverse 
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organizational settings can further enrich the body of knowledge in this area and provide more 

robust insights into CRM implementation challenges on a broader scale. 

5.5 Key Learnings from the Research 

The research project has yielded valuable insights that hold great significance for the fields of 

project management and CRM implementations. The key learnings from this study include: 

❖ Recognizing Stakeholder Engagement and Change Management: The study 

emphasizes the pivotal role of stakeholder engagement throughout CRM 

implementations. Effective engagement fosters a sense of ownership among stakeholders, 

encouraging their active involvement and support in the implementation process. 

Additionally, the research highlights the criticality of robust change management 

strategies, which are essential for navigating organizational shifts and overcoming 

resistance to change. 

❖ Understanding the Impact of Cultural Differences and Political Stability: The study 

sheds light on the influence of cultural differences on the success of global CRM 

platforms. Cultural awareness and sensitivity are crucial for mitigating potential conflicts 

and fostering a harmonious work environment in cross-cultural implementation settings. 

Moreover, the research underscores the need to monitor political stability as geopolitical 

events can impact project timelines and outcomes. 

❖ Emphasizing Data Compliance and Governance: The study underscores the 

significance of data compliance and governance measures to protect sensitive information 

and ensure adherence to regulatory requirements. Stringent data compliance practices, 

such as data masking and access controls, are essential for maintaining data 

confidentiality and integrity throughout CRM implementations. 

❖ Addressing Challenges and Opportunities in Global Account Alignment: The 

research highlights the challenges faced when aligning global accounts and streamlining 

business operations. Successfully addressing these challenges offers opportunities to 

enhance global account management, enabling organizations to monitor and manage 

business operations more efficiently. 

❖ Utilizing Mixed-Methods Research: The study demonstrates the value of adopting a 

mixed-methods research approach. Combining quantitative data from surveys and 
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qualitative insights from interviews and case studies provides a comprehensive 

understanding of project management challenges and enables researchers to capture 

nuanced information that purely quantitative or qualitative methods might miss. 

By internalizing these key learnings, organizations can refine their project management practices 

and develop more effective strategies for CRM platform implementations. Furthermore, these 

insights contribute to the broader understanding of project management dynamics and have 

implications beyond CRM implementations, impacting various projects across industries and 

sectors. 

5.6 Future Scope of the Study 

The present study lays the groundwork for future research and exploration into the domain of 

project management challenges during Global Salesforce CRM platform implementations. 

Several potential areas for future investigation emerge from this study, including: 

❖ Investigating Long-Term Sustainability: Future research can delve into the long-term 

sustainability of CRM implementations, studying how organizations sustain the benefits 

and optimize the platform's use over an extended period. Understanding the factors that 

contribute to long-term success can provide valuable insights for continuous 

improvement and optimal CRM utilization. 

❖ Exploring Emerging Technologies: With the rapid advancement of technologies like 

artificial intelligence and automation, future research can examine their impact on CRM 

platform implementations. Investigating how these innovations influence project 

management practices and enhance CRM capabilities can inform organizations seeking to 

leverage cutting-edge tools for improved outcomes. 

❖ Conducting Comparative Studies: Comparative studies across diverse industries and 

organizations can shed light on variations in project management challenges and 

strategies. Such research can identify industry-specific best practices and help tailor CRM 

implementations to suit different organizational contexts effectively. 

❖ Examining Organizational Culture: Understanding the role of organizational culture in 

facilitating successful CRM implementations is vital. Future research can explore how 
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cultural norms, values, and practices influence project management decisions and team 

dynamics during CRM implementation. 

❖ Analyzing Employee Engagement and Productivity: Investigating the impact of CRM 

platform implementations on employee engagement and productivity can reveal insights 

into the platform's overall organizational impact. This research can identify factors that 

influence employee satisfaction and productivity during and after implementation. 

By addressing these future research areas, scholars and practitioners can continue to refine 

project management practices, foster innovation, and maximize the benefits of CRM platform 

implementations. Such investigations will contribute to the growing body of knowledge on 

project management and CRM, furthering the understanding of successful implementation 

strategies and their impact on organizational performance. 
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and its by-products is prohibited. 

13. Misrepresentation of facts, identities and impersonation shall result in disciplinary action. 
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14. Students are expected to be fair and prudent in their dealing with human subjects 

wherever it occurs in the course of research. This includes knowing personal preferences, 

orientations etc. Also influencing or canvassing in any form is not allowed. 

15. Giving or taking any form of gift, benefit or favor from the research activity is prohibited. 

Exchange of cultural pleasantries must be informed to the project supervisor. This 

excludes sundry and operational reimbursements from the client company. 

16. Research Supervisors are expected to deploy the students in a fair manner ensuring 

against any form of discrimination, abuse or exploitation by concerned parties. 

17. Supervisors cannot accept any monetary incentive for the research from companies and 

cannot claim Intellectual Property rights emerging out of their access to client specific 

information during the course of research. 

18. Sponsored researches or paid-internship deployments, if any, will have to be identified 

and approved separately. 

19. This code is enforced by a committee which will be empowered to recommend the 

remedial actions and disciplinarily proceedings against the persons involved. The 

committee is constituted by the SPJSGM management. 

20. Student/teams are required to sign and submit a copy of this document to the program 

office and corporate mentor. For all regulations, the decision of SPJSGM Management 

will be final. 

 

Student details: 

Name: Kapil Khattar        Roll. No. [REDACTED] 

 

Date- 1st September 2023   

Annexure 3 

Survey Questionnaire 

Section 1: General Information 
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1. Please provide your role within the organization. 

2. How long have you been involved in the implementation of a Global Scale 

project/Salesforce CRM platform? 

3. Which geographical regions does your organization operate in? 

Section 2: Project Management Challenges 4. What are the major project management 

challenges you have encountered during the implementation of a Global Scale project/Salesforce 

CRM platform? 

5. What obstacles have you encountered in ensuring consistent team engagement and 

stability during the implementation process? 

6. How have you addressed knowledge transitioning and team restructuring to maintain 

effective knowledge transfer? 

7. Have there been any challenges related to data modeling differences across different 

regions? 

8. What difficulties have you faced in integrating the Global Scale project/Salesforce CRM 

platform with local systems and parent systems? 

9. Have there been any specific challenges related to aligning global accounts and 

standardizing the CRM process? 

10. To what extent does budget allocation pose challenges in the implementation of global 

scale projects/programs? 

11. Rate the level of resistance to change from employees during the implementation of 

global scale projects/programs. 

12. How effective are the change management strategies employed during the 

implementation of global scale projects/programs? 

13. On a scale of 1-5, how challenging is resource management and allocation during the 

implementation of global scale projects/programs? 
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14. How would you rate the level of communication and coordination among project team 

members during the implementation of global scale projects/programs? 

Section 3: Success Measurement and Return on Investment (ROI) 15. How do you measure the 

success of global scale projects/programs? Please specify the metrics or indicators used. 

16. How does the actual return on investment (ROI) of the platform compared to the initial 

expectations outlined in the implementation plan? 

17. Based on your experience, what long-term benefits have you observed after 

implementing the Global Salesforce CRM platform? 

18. How would you rate the alignment between the actual return on investment (ROI) and the 

initial expectations outlined in the implementation plan? 

Section 4: Factors Impacting Implementation 19. How do cultural differences impact the 

successful implementation of global scale projects/programs? Please provide specific examples if 

possible. 

20. On a scale of 1-5, rate the impact of political stability in different countries on the 

implementation of global scale projects/programs. 

Section 5: Best Practices and Knowledge Transitioning 21. What are the best practices you have 

observed for successfully implementing global scale projects/programs? 

22. How do you ensure effective knowledge transitioning during organization restructuring 

and the implementation of global scale projects/programs? 

23. How have you identified change agents and ensured effective stakeholder engagement 

throughout the implementation process? 

Section 6: Additional Comments 24. How has the Global Scale program/Global Salesforce CRM 

platform contributed to achieving the organization's strategic objectives and improving overall 

performance? 

25. Is there any additional information or insights you would like to share regarding project 

management challenges and the implementation of global scale projects/programs? 


