Reach.

Microsoft Al Solutions Partner

1 e g PR
A 3,

e\ a
mﬁ
ﬂb'\‘_
O\
feinly )
o S
e X
™
~o AL
-

FROM DUAL SYSTEMS
TO SINGLE SOURCE
OF TRUTH

Your Ultimate FinTech
CRM Optimization Guide

A practical playbook for transforming CRM
complexity into FinTech growth, compliance,
and clarity.
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Executive Summary

FinTech companies face unique challenges
in CRM implementations due to complex
regulatory requirements, multi-tier partner
ecosystems, and fast-paced growth.

Traditional CRM guides fail to account for
these realities. This guide provides a
strategic roadmap tailored to the FinTech
industry for CRM consolidation and
optimization.

Drawing from real-world implementations, the guide breaks down the journey into six
actionable chapters—covering platform selection, Salesforce vs. Dynamics 365 comparison,
data migration, change management, compliance integration, and continuous improvement.
With a focus on strategy, compliance, and user adoption, the e-book outlines how to not
only implement CRM effectively but also evolve it into a long-term competitive advantage.

Whether you're facing a merger, replacing legacy systems, or scaling for growth, this guide
provides frameworks, best practices, and measurable strategies to ensure CRM success.

70% OF CRM IMPLEMENTATIONS FAIL DUE TO POOR

DATA MIGRATION AND ADOPTION PLANNING

$500K - $2M 30-40%

AVERAGE COST RANGE OF FAILED OR PROCESS EFFICIENCY GAINS SEEN WITHIN
ABANDONED CRM PROJECTS IN REGULATED 12 MONTHS OF A SUCCESSFUL
INDUSTRIES IMPLEMENTATION



Strategic CRM
questions to ask
before you start
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Strategic
Platform
Selection
in M&A

CRM consolidation in the context of mergers and acquisitions is a high-stakes decision that
shapes long-term operational and strategic success. When two organizations bring their own
systems, processes, and cultures, choosing the right CRM platform must be guided by a
structured, data-informed framework—not assumptions or personal bias.

Success requires a data-driven approach rather
than executive preference.

Key Tip: A structured evaluation process prevents subjective bias, accelerates alignment,
and builds trust across stakeholder groups.

Governance & Decision Making Tips
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AUTHORITY INVOLVEMENT TRANSPARENCY OBIJECTIVITY

Define decision Involve system Document all Avoid vendor influence
authority early to admins and power analysis and use or roadmap bias—focus
avoid stalemates users for technical scorecards for on what exists and

and process insights transparency works today




Key Evaluation Dimensions

Investment
Recovery

Total Cost of
Ownership
(3-Year
Horizon)

Ecosystem
and

Integration
Alignment

Business
Process
Compatibility

User Impact
and Change
Load

Regulatory
Readiness

Analyze the cumulative investment made into each system. This
includes custom development, compliance integrations, partner
onboarding workflows, and third-party toolsets. Retiring a system
with deep business logic and regulatory alignment could introduce
millions in redevelopment costs.

Go beyond licensing costs. Factor in implementation, training,
change management, support, customization, and future
scalability. Include vendor bundling benefits, ecosystem licensing,
and potential need for additional tools or middleware.

Assess which CRM integrates more seamlessly with your critical
tech stack—ERP, compliance tools, data providers, document
storage, and analytics platforms. Evaluate integration maturity,
maintenance effort, and extensibility.

Map key operational processes across both organizations. The
platform requiring fewer changes to mission-critical workflows
(e.g., onboarding, approvals, validation, compliance) offers lower
risk and faster time-to-value.

Evaluate end-user familiarity, administrative skill sets, and
adoption readiness. The platform that minimizes retraining or
disruption may accelerate momentum and lower resistance.

Identify which system more natively supports regulatory
requirements—such as audit logging, jurisdictional data handling,
and KYC/AML workflows. In FinTech, platform compliance
maturity can be a deal-breaker.



CRM selection isn’t
about features -
IT’'S ABOUT FIT.

The best CRM is the one that fits
your processes, integrates with
your ecosystem, and supports your
compliance needs.

FEATURES CHANGE.
STRATEGY LASTS.



Salesforce vs.
Dynamics 365:

There’s no one-size-fits-all CRM. The right choice depends entirely on your specific business
needs, existing technology investments, and strategic objectives.

Smart platform decisions focus on fundamental architectural differences and ecosystem

alignment rather than feature checklists.

Real-world Platform Strengths

e Superior Data Entry Controls: Better
field validation and data quality
enforcement

* App Ecosystem Maturity: More third-
party applications and integrations
available
Reporting Flexibility: More options for
complex, custom report creation

¢ Microsoft Ecosystem Integration:
Seamless connectivity with Office 365,
Azure, and other Microsoft services
Licensing Flexibility: Bundling
opportunities that significantly reduce

costs for existing Microsoft customers
Enterprise Integration: Superior
connectivity with Microsoft ERP and
business applications




e
PETTLLLLLL R,
T LK

%o
l 100%
llIII|lIIIlIIllIIIIIIII

%
H

Saiy,

@
%
o™

§
&

FTTLLLLES

100 =

0

Use a structured evaluation process across FinTech-specific needs, integration, TCO, and
process fit, & always validate with real-world scenarios.

Requirements Definition

Document specific business
requirements, integration needs,
and success criteria before vendor
engagement.

Comprehensive Evaluation

Assess both platforms across all four
evaluation dimensions with
quantifiable metrics.

Proof of Concept

Test critical business scenarios with
actual data and workflows rather than
generic demonstrations.

Total Cost Analysis

Calculate realistic costs including
hidden expenses and opportunity costs.

Strategic Alignment

Ensure platform choice supports long-
term business strategy and growth
plans.

The platform choice sets the foundation for everything that follows. Choose wisely, but
remember that execution excellence matters more than platform perfection.



Data Migration
Mastery

In FinTech environments, data migration isn’t just a technical task—it’s a regulatory risk,
operational bottleneck, and potential project killer. Success hinges on precision, planning,
and stakeholder alignment.

WHY IT MATTERS

of CRM users say poor data quality reduces trust
in reports and decision-making.

or more in regulatory fines and business disruption
from non-compliant migrations

FINTECH DATA MIGRATION FRAMEWORK

Discovery/Data Audit

Audit what data exists, where it
lives, and how it’s used. Capture
dependencies, formats, field
logic, and reporting
implications.

Define Business Rules

Develop transformation logic.
Define what “clean” data looks
like: required fields, duplicate
logic, field mappings, and
archival rules.

Cleansing

Standardize values, remove
obsolete records, and prepare
for mapping. This includes
merging duplicates and
formatting corrections.

Transformation & Mapping
Apply logic to match legacy
structures to the new schema.
Use tooling to ensure
repeatability, traceability, and
rollback readiness.

Execution

Run test migrations in phases.
Validate each set against
business processes and
stakeholder sign-off.

Validation & Reconciliation

Go beyond record counts. Test
workflows, compliance reports,
and integrations. Track
anomalies, log issues, and
prepare migration playbooks.



KEY TIPS & CORE METRICS TO
RECOMMENDATIONS TRACK

@ Avoid Excel: Use ETL Target rate for records

tools with audit trails and migrated without issue
reusability (validated and

reconciled)

Critical business
workflows that must be
tested and validated pre-

@ Invest in tools that
ensure audit trails,

duplicate detection, and

rollback. go-live

@ Complete full test Compliance-critical data
migration 30 days before 98% elements that should
go-live to identify and ° 1 retain full audit
resolve issues without traceability

impacting project timeline.

Team Roles

Business Analyst Technical Lead QA/Data Specialist o o
 Data rules e Tooling * Validation e
* Stakeholder alignment * Transformation logic * Reconciliation c°
e |ssue trackin °°
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Did you know?

PLAN FOR

CHANGE MANAGEMENT
LIKE YOU PLAN FOR
DATA MIGRATION.



Change
Manhagement
Excellence

In an industry where 60-70% of
CRM implementations fail due to
user adoption issues, achieving
100% adoption with zero
resistance represents change
management excellence. This
chapter reveals the psychology and
strategy behind this success.

User adoption determines success.
Design change management from the start.

Use this data to guide leadership alignment, user engagement strategies, and post-go-Llive

support planning.

CRM User Adoption Metrics

30% 5x

OF CRM USERS FEEL
CONFIDENT USING THE
SYSTEM WITHOUT ONGOING
SUPPORT

CRM PROJECTS WITH

MANAGEMENT

Adoption Pitfalls

70% of resistance
stems from
unclear decision-
4 ' making or lack of
" = involvement

HIGHER ADOPTION RATE IN

STRUCTURED CHANGE

(o)
25-50%
INCREASE IN CRM TASK
EFFICIENCY IN ORGANIZATIONS

THAT INVEST IN END USER
TRAINING

1in 3 users will
revert to shadow
systems without
proper
onboarding
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The Five-Pillar

Unclear decision-making creates resistance through
ESTABLISH false hope that decisions might be reversed.

DECISION

AUTHORITY When users understand decisions are final,
resistance shifts from “maybe this will change” to
"how do | succeed with this reality?"

Excluding experienced users creates resentment

and organized resistance.
INVOLVE

POWER USERS

EARLY Transform competing camps into unified technical
advocates who can champion the new system to
their user communities.

Traditional project communications focus on

COMMUNICATE issues and risks, creating negative associations.
WINS & SUCCESS
STORIES
Users begin seeing the new system as an
opportunity rather than a burden.

Feature-focused training teaches mechanics

Uil el = without context or motivation.

PROCESSES,

NOT JUST

SYSTEM USAGE Users understand why they're doing things
differently, not just how to do them differently.

Adding new features while users are learning
FREEZE NEW . . .

basics creates confusion and resistance.
FEATURES FOR

LSS Users develop confidence and expertise before

POST-LAUNCH facing additional change. 14




Compliance as a
Competitive Advantage

In FinTech, compliance doesn’t have to be a hurdle. Make it integral to your project design
and turn it into a strategic asset.

i Strategic Approach

@ S

D,

e Integrate compliance into system design rather than treating as approval
checkpoint

e Enable compliant Al through guardrails and human oversight

e Use compliance framework as competitive differentiation opportunity

Technical Excellence

e Implement comprehensive audit logging with immutable records

e Design multi-jurisdiction data handling with automated retention

e C(reate scalable verification workflows with third-party integration

e Build monitoring and reporting systems for ongoing compliance assurance

Organizational Change

Make compliance officer a core project team member with decision authority
Educate compliance leadership on technology capabilities and security
models

Create compliance frameworks that enable innovation rather than prohibit it
Establish ongoing compliance optimization and continuous improvement
processes

Compliance excellence in FinTech CRM implementations requires treating regulatory

requirements

as design constraints that drive competitive advantage rather than barriers

that slow innovation. Organizations that master this approach achieve faster

implementati

ons, better outcomes, and stronger market positioning.




Transformation
starts after go-live.

Most companies celebrate go-live
like it's the finish line.

WINNERS TREAT IT LIKE

THE STARTING LINE.

That’'s when process optimization,
user-driven innovation, and

real ROI begin.

16



Continuous
Improvement
Beyond Go-Live

Go-live isn’t the finish line—it’s the beginning of your CRM’s value journey. The most
successful FinTech CRM transformations evolve through structured, ongoing enhancements
that drive adoption, business performance, and innovation.

FOCS
b
)

of successful greater long- faster feature
CRM projects term user adoption
include a post- engagement reported by
go-live roadmap with quarterly organizations
enhancements with structured
feedback loops

A CRM that continuously improves isn’t just a system—it becomes a strategic asset. Build
your post-go-live muscle, and your platform will drive business performance well beyond
initial expectations.

1/



Core Improvement Areas

Quarterly Release Cadence

e Q1: Analytics, dashboards, reporting
improvements

e Q2:Workflow automation and task
efficiency

e Q3:Integration and data quality
enhancements

¢ Q4: Ul/UX optimization and mobile
functionality

Agile Governance Structure

Empower quick decisions and
accountability:
* Weekly steering committee for small
changes
e Monthly business reviews for ROI
measurement
e Quarterly planning cycles for
strategic evolution

Enablement & Education
¢ Ongoing role-based training tied
to new features
e Power user “champions” as peer
support leaders
e Recorded microlearning sessions
delivered post-enhancement

1-Year ROl Impact

35%

25%

REDUCTION IN
SALES CYCLE
DURATION

INCREASE IN
USER
PRODUCTIVITY

User-Led Enhancements

e Create a user feedback portal with
ranked suggestions

e Hold monthly user councils to
identify and prioritize improvements

e Gamify participation with
recognition or incentives for ideas
implemented

Operational Impact Tracking

Tie every improvement to measurable
KPls:
e Time saved per task or workflow
e Accuracy or reduction in manual
rework
e User satisfaction before/after
enhancement

Innovation Enablement

e Pilot new technologies like Al,
Copilot, or chat-based workflows

* Leverage the Power Platform to
create custom apps and
automation

e Expand use cases based on
adoption maturity and
performance trends

50%

FEWER SUPPORT
REQUESTS AFTER
TRAINING
REFRESHES

3X

MORE
ENHANCEMENTS
DELIVERED VS.
INITIAL ROADMAP



What a great CRM
implementation
feels like
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Conclusion

Your
Roadmap to
CRM Success

Strategic CRM implementation in the FinTech sector is far more than a technology rollout—
it's a foundational transformation across people, processes, and platforms. This guide has
equipped you with frameworks and real-world insights to navigate that journey with
confidence and control.

Your Roadmap to Long-Term Success

@ STRATEGY @ CHANGE LEADERSHIP,
FIRST NOT JUST MANAGEMENT
DATA MIGRATION CONTINUOUS
WITH DISCIPLINE OPTIMIZATION
@ COMPLIANCE @ MEASURABLE
BY DESIGN VALUE CREATION

CRM is not just a system - it's a strategic enabler.

FinTech CRM success is no longer defined by go-live. It's defined by what happens after—
and how your platform evolves as your business grows.

The organizations that lead their markets will be the ones that treat CRM as a continuous
capability, not a completed project.

Your competitive advantage starts here. With the right approach, it becomes a source of
sustainable growth and market leadership.
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Reach’s
CRM Success Formula

Business-first
platform evaluation

Rigorous, tool-based
data migration

Embedded
compliance strategy

Process-focused
change management

Quarterly
optimization sprints

OROEONONC

RESULT: LONG-TERM VALUE,
NOT JUST A WORKING SYSTEM.
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Reach

About Reach International

WHAT WE DO

e FinTech CRM consolidation & migration

e Regulatory-compliant platform
architecture

e Microsoft Dynamics 365 implementation

e Data governance and audit trail
integration

e Organizational change management and
training

e Continuous improvement and optimization
planning

WHY FINTECH COMPANIES
CHOOSE REACH

e Proven success with complex, multi-
jurisdictional implementations

e Deep knowledge of compliance
requirements including KYC/AML,
GDPR, and SEC standards

e Battle-tested frameworks for platform
selection, data migration, and user
adoption

e Post-implementation strategies that
drive long-term business value

LET'S TALK

We don’t just implement systems—we help
FinTech companies build CRM platforms that
power the future. Let Reach guide your
journey from strategy to success.
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@ WHO WE ARE

At Reach International, we specialize
in guiding financial technology
companies through complex CRM
transformations that fuel growth,
ensure regulatory compliance, and
enable lasting innovation.

Our approach goes beyond
implementation. We partner with you
to align technology with business
value—ensuring adoption, automation,
and continuous improvement.

Reach is more than a technology
partner—we’re a strategic advisor,
change leader, and transformation
catalyst for FinTech companies ready
to unlock their next stage of growth.




Reach.

Contact
Us

888-867-9515

info@reachinternational.ai

https://reachinternational.ai

Reach International
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