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The Impact of Salesforce CRM on Customer Insight and Application Development
Introduction
The current research is to identify the impact of salesforce CRM on customer insight and application development. Customer relationship management system (CRM) is the most important application in the companies, which focus on customer management. This topic is in interest of many researchers because of its importance in the companies. CRM application will help the companies to track their customers and attract the customers with the tools available in the application. CRM applications are also providing platforms for developing various applications. There are various CRM applications and the researcher has chosen salesforce application, which is top application in the IT industry (Farquad, Ravi & Raju, 2014). The researcher will identify the different modules, tools and processes that are present in the CRM application and how they are helpful for the companies in attracting customers. 
This topic is of interest because of the number of companies that is showing interest in CRM applications. CRM application will help companies to forward their business into new sectors and companies can also grow their business, focus on risk management, introducing best practices and improving customer interaction. CRM is estimated to grow to a market size of $36 billion dollars (Rodriguez & Trainor, 2016). There are many companies, which are focusing on in-bound marketing and they want to track the behavior and relationship of the customers with the companies and this is one of the primary interest to choose this research topic (Echchakoui, 2017). 
As part of this research, the researcher is going to use traditional methodology with qualitative techniques. As part of this methodology, the researcher will use scholarly sources for information gathering, which includes books, articles, case studies and journals. The researcher is using this methodology because of the constraints in HSRC form where the form doesn’t allow the researcher to communicate with professionals regarding the research topic. In quantitative methodology, the researcher can create a hypothesis and can perform research to prove those results. 
Problem Statement
The current problem is the management of customers and implementing customer relationship management systems. Most of the companies are completely unaware of implementing right CRM tool and also, they are also completely unaware of the advantages of CRM tool. With the lack of CRM application, companies couldn’t able to track their customer activities, implement marketing techniques, implementing new products and strategies. Because of the problem, companies couldn’t able to get a competitive edge over other companies and this in turn degrading the reputation of the company.
Purpose
The purpose of this research is to find the purpose and impact of salesforce CRM on customer insight and management and also to find how this application is also useful for application development. Majority of the companies are unaware of implementing the right CRM application for managing the customers and that leads to loss of business and customer trust. Some of the companies have also done bad CRM implementations and that even led to great loss for the company. With some initial research, the researcher has come up with Salesforce CRM application and through this research, the researcher wants to find out how different modules in Salesforce CRM are useful for customer management, customer insight and application development. 

Facts
According to a survey that was conducted by ebsta, it is found that 70% of the Salesforce users are facing problems with data quality or missing information (Albers, Raman & Lee, 2015). According to surveys, customer experience is the top priority in sales and sales and marketing teams are expected to increase by 10 times. Implementing the CRM application will help companies to design new strategies based on the customer understanding and it will also help companies to explore new ventures (Albers et al., 2015). 
Research Questions
· What are the different components in Salesforce that are useful for customer insight and application development?
· How an organization needs to be aligned for integrating Salesforce to their business process?
Definitions
· CRM: The application that is used for managing customers, plan marketing and analyzing the customers interaction with the business (Johnston & Marshall,2016). 
· Invoice: These are bills that are issued by the vendor for selling goods or services to the customer (Johnston & Marshall,2016). 
· Forecasts: These are actual insights that are retrieved from an application and these insights helps the company to make decisions (Johnston & Marshall,2016).
· API: It is a programming language which is used to interact with other third-party applications (Rodriguez & Trainor, 2016). 
· Dashboard: It is a graphical representation that includes charts, graphs and other graphics that represent the metrics (Rodriguez & Trainor, 2016).
Hypothesis
The rationale section describes the outputs related to a concept and finding proofs proves those outputs. Those proofs are found using a research and this rationale section is not valid for the qualitative analysis. Rationale section is present in the quantitative analysis where numbers are provided, and those numbers are proved using the research. 
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