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Every few years, you find yourself circling back to the same conversation: “We need a CRM.”
The demos are impressive. The dashboards are sleek. The promises are bold.

If you’re sitting at the leadership table today, you’re not short on technology options. Every vendor
promises transformation. Every demo looks polished. Every roadmap feels inevitable.

And the pressure to “do something” is real.

According to Gartner, more than 70% of recently implemented ERP initiatives will fail to meet
executive expectations, most often due to poor process alignment and unclear objectives.

Meanwhile, Salesforce research shows that 57% of companies were unable to maintain a consistent
customer experience in remote environments because their CRM was not accessible, and only 32% of
organizations have a single view of customer information, even though 90% agree that having one
would be valuable.

Before you decide to implement a CRM in your business, there’s one question you must answer
honestly:

I Are you solving a real problem... or chasing a shiny object?

Shiny Objects Create Momentum. Needle Movers
Create Change

Shiny objects feel productive without being disruptive. Needle movers, on the other hand, demand
decisions before they deliver results. Here’s how to tell the difference.

A shiny object:

Looks impressive in a demo.

Features what everyone else is buying.

Creates excitement without forcing internal tradeoffs.
Signals progress without changing behavior.
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https://www.gartner.com/en/information-technology/topics/enterprise-resource-planning
https://www.salesforce.com/ca/resources/research-reports/state-of-crm

CRM: Shiny Object or True Needle Mover? Page 3

A needle mover:
e Forces clarity around priorities.
e Exposes broken or undefined processes.
e Requires alignment across teams.
e Changes how people actually work, not just what system they log into.

CRMs are exceptionally good at amplifying what already exists, and exceptionally bad at fixing
what’s unclear, misaligned, or quietly avoided.

If roles aren’t defined, if ownership is fuzzy, if data standards don’t exist, a CRM won’t fix those
problems. It will surface them, at scale, for everyone to see.

| The Question Financial Institutions Ask Too Late
Most institutions start with “Which CRM should we buy?”

The more responsible question is: “What do we need to move the needle, and how will we know if
it moved?”

Before a single demo, your institution should already have answers to:

What behaviors must change?

What decisions need better data?

What experiences feel broken today?

What outcomes matter this year, not “eventually”?

Buying the platform first and hoping clarity emerges later is wishful thinking with a budget
attached.

| ASimple Gut Check Before You Sign

If your institution is evaluating a CRM right now, it’s worth slowing down long enough to do a quick
reality check. Ask yourself what will actually be different six months after go-live. Not in theory, not on
a slide, but in day-to-day behavior. What decisions will be easier? What work will stop happening?
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What will people do differently at the end of a typical week?

Just as important, be honest about what shouldn’t be automated yet. Have you agreed on the metrics
that truly matter and why they matter now? Are those measures tied to real priorities, or are they
placeholders because the system offers them out of the box? And are you genuinely prepared to say no
to features that sound impressive but don’t move the outcomes your institution cares about this year?

If those questions are still answered with “not really” or “we’ll figure it out,” that’s a signal worth
listening to. It doesn’t mean a CRM is the wrong move. It means the clarity isn’t there yet. And without
clarity, even the best platform risks becoming another shiny object instead of the needle mover it was
meant to be.

What Successful CRM Initiatives Actually Have in
Common

The most effective CRM transformations begin with:
e Hard conversations.
e Process clarity.
e Data honesty.
e Alignment on what success truly looks like.

Only after that work is done does the CRM become a needle mover to support intentional change that
leadership has already committed to.

| The Shift Your Institution Is Being Asked to Make

You extract real value from CRM investments when you slow down just enough to ask sharper
questions, define success with precision, and avoid mistaking movement for progress. That pause
gives you the space to create alignment, clarify priorities, and make decisions that still make sense
long after go-live.

When you lead with intention instead of urgency, technology starts working in your favor. Your CRM
becomes a tool that supports momentum rather than a system searching for purpose. The greatest
risk isn’t choosing the wrong platform, but moving forward before you’re clear on what outcomes you
truly need it to advance.
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