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Every business relies on specific tools (such as email and spreadsheets)—
often to the point that they become integral to almost every process. 
These tools are the “center of gravity” of the operation, and their strengths 
and limitations can define entire workflows. What happens when a more 
efficient tool, such as CRM, comes along? In this whitepaper, we’ll explore 
the challenges and benefits of changing a company’s center of gravity. 

In any given business environment, the workflow tends to revolve around  
one or two key pieces of software. We’re all familiar with the tools Excel, Gmail, 
and Outlook. But we don’t often think about them as forces that shape, and even 
dictate, how the business operates. These applications are the “center of gravity” 
for a company, which can be a problem if they aren’t actually the right tools  
for the job. 

Even worse, the resistance to changing a well-established workflow can 
make adopting the right tools far more difficult than it should be. In CRM 
implementation, we see this problem all the time. Even if a company spends  
a small fortune to bring their staff a fully optimized and efficient CRM tool,  
they simply won’t use it. Instead of seeing CRM as something that can simplify 
their work, they just see it as some new tool that’s being forced on them.

If CRM isn’t positioned as the center of gravity—and made an absolutely 
essential part of the employees’ universe—the company can’t reap the benefits 
of the system. Then everyone simply sticks to the same one or two applications 
they’ve always used, with no improvements to overall efficiency, tracking,  
or reporting.

How does a piece of software or workflow become the center of gravity  
at a business? What are the costs of having the wrong tool at the center  
of gravity? What are the advantages of having CRM as the center of gravity? 
And how can CRM be implemented to ensure user adoption? In this whitepaper, 
we’ll be examining all of these questions in depth. 
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THE WRONG TOOL FOR THE JOB 
Why do so many managers and executives insist on using spreadsheets  
for everything? Consider Maslow’s hammer: “If all you have is a hammer, 
everything looks like a nail.” 

Well into the new millennium, the spreadsheet is just as popular as it was 
30 years ago. Countless, vital business processes are still being conducted  
via spreadsheets, even at the executive level. The reason is simple: Spreadsheets 
are malleable, versatile, and easy to use. 

Using Excel is as simple as clicking on a cell and entering data into it.  
That data can then be dragged, dropped, run through any imaginable equation, 
color-coded, and exported—all within a few clicks and keystrokes. A true power 
user can even utilize the tool to manage many processes (such as sales pipelines, 
HR data, and email automations), which would normally be beyond the scope  
of a simple spreadsheet.

Of course, just because a tool can be used for something, that doesn’t mean  
it should be. For instance, it’s entirely possible to create a semi-functional lead 
database or pipeline-management system within Excel, but it will never be able 
to compete with software specifically designed for those tasks. Even though 
people have built fully functioning Sudoku solvers and Tetris clones in Excel, no 
one would argue that a spreadsheet is the best tool for software programming. 

In sales and marketing, email is another highly flexible tool that tends to be  
the center of gravity. It’s an extremely easy tool to use, and it’s extremely 
malleable. Even the most basic email client can substitute for a contact 
management tool, a word processor, a document-sharing system, and a sales 
pipeline tracker. It’s not the best solution for any of those uses, but it could be 
just useful enough to prevent the employee from learning to use the right one. 

This fluidity of use in email is also a huge problem. Email clients are not designed 
with greater business integrations in mind. A salesperson might have a wealth 
of prospect information in their Gmail account, but there is no way for the rest 
of the sales team to access or use it. All that information clearly belongs in a 
categorized, searchable, reportable, trackable, shareable, summated system, 
which is only accessible through a crude email search.
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Both email and spreadsheets can be incredibly useful tools, but they were  
never designed to be the centers of gravity for entire workflows. But because 
they work so well, most people are extremely reluctant about moving away  
from using these “wrong” tools, even when they have access to the right ones. 
For instance, in the customer-onboarding process for a support company,  
it’s generally a better long-term solution to require support tickets than allow 
email-based communication. 

A system like Zendesk provides a huge range of advantages for logged-in  
users, and vastly improves efficiency for the support team and their managers. 
But even though sending a support ticket through a tool like Zendesk is less 
complex than using email, many companies insist on using the email option. 
Those companies willingly sacrifice the robust features of Zendesk, simply 
because email is perceived as being easier to use. 

Email remains the center of gravity, even though it’s a demonstrably worse  
tool for the job. 

THE HIDDEN COSTS OF INEFFICIENT 
WORKFLOWS 
People like things to be easy. Given the choice between a less efficient tool  
they already understand and a more efficient one that has a steep learning curve, 
most people will go with the former. It doesn’t matter if the more efficient option 
will save them a huge amount of time and work in the long run, the biggest 
priority is the hassle in the here and now.

A good example of this concept is multitasking. It often seems easier to juggle  
a few tasks at once, rather than adopt a more complex workflow that involves 
one task at a time. It has long been known that multitasking doesn’t work; the 
reality is that it’s less efficient than single-task workflows. In other words, people 
get less done when they’re managing multiple tasks, and they suffer from mental 
fatigue when they switch between interfaces and processes. 

The more systems an employee has to use in their daily work, the less efficient 
they become. Even though we know multitasking is the wrong approach,  
it’s still the norm in many companies. These inefficiencies are hardly limited  
to multitasking. 
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Consider a typical sales job at a small company without CRM. Just to do their job, 
they may use:

• Excel to track leads
• Word to pull up the appropriate sales scripts
• Google Calendar to schedule calls
• Google Docs to update a spreadsheet that details shared opportunities 
• Dropbox to access contracts
• Skype for team meetings and sales calls
• Gmail 

These seven applications are completely different and largely disconnected.  
And each of them has its own quirks, costs, and limitations. None of these tools 
are hard to use, but they eat away at time that could be spent talking  
to prospects, making deals, and closing sales. 

You’ll lose time by: 

• Switching among the apps 
• Inputting data into a specific spreadsheet 
• Remembering to check a calendar
• Hunting down the right sales form to put into a shared Dropbox folder

However, by using Outlook, several of these tasks (including email, calendars, 
and contact management) are handled by one simple, unified interface. It’s not 
a perfect tool, but very few salespeople that have mastered Outlook would even 
consider giving it up for the hodgepodge of tools above. Why? 

Once they understand the software, Outlook makes their jobs easier. Is it any 
surprise that Outlook is the center of gravity for many businesses? 

Even though Outlook is still the wrong tool for a company that needs CRM,  
it’s a much better fit than the alternatives. Sales isn’t the only situation when  
a specific software tool can become the center of gravity. For instance,  
an accountant at a midsize business may use a combination of Outlook  
and QuickBooks. Meanwhile, a tech-support organization may rely on Zendesk, 
Slack, and email. 

Relying on two or three key programs might not seem like a huge problem,  
and it’s generally not one from the perspective of an individual employee.  
But what about the management? Is it even possible to use Outlook  
for a performance report? Is Excel really the best way to track the status  
of opportunities in an entire team’s sales pipeline? 
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Without a unified solution like CRM, many administrative tasks that should  
be automated and available on-demand become drudgery to create. Depending 
on the tools used, some kinds of reports can’t be created at all. Even if they 
provide vital business data to management, workers can still be reluctant  
to adopt new tools to do the same old tasks. 

A company may even have a fully functional CRM solution in place, but they’re 
unable to take advantage of it because employees are still using the old tools 
they are more familiar with. As long as employees have a choice, they tend  
to stick with what they know. What good is investing in CRM if the employees 
won’t use it? 

UNDERSTANDING RESISTANCE  
TO CHANGE 
If one thing is guaranteed to provoke obstinate reactions from employees, it’s 
taking away a trusted tool they have used eight hours a day, five days a week. 
Even when the benefits of change are obvious and incontrovertible, people will 
fight them tooth and nail. Switching to a new system—even one that’s faster and 
more intuitive to use—means having to relearn everything. Their entire workday 
orbits around these existing processes, and by changing the center of gravity, 
that orbit will be completely disrupted (at least temporarily). 

Implementing a CRM is a big change. It’s important to understand that the 
benefits might not be obvious to an average employee. They may not realize  
just how many headaches and bottlenecks the current workflow causes,  
or how their jobs will be improved by the new solution. 

Many companies fail to take this lack of understanding into account, and they’re 
stunned by how unenthused their staff is. The decision-makers at the company 
have been talking about the advantages of CRM with the vendor for months,  
so for them, the benefits are obvious. But because the employees were left out 
of the loop, they have no context for the reasons why these changes are needed. 
So it’s not hard to understand their skepticism. 

This problem can become even more exaggerated in situations that involve systems  
that were tested without the input of the actual end users, which is one reason  
why user testing is important. The more the end users (in this case, the employees)  
have a voice during the development process, the less resistant they tend to be 
when the time comes to adopt it. Another aspect of this practice is training. 
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CRM can have a steep learning curve, and nothing puts sand in the gears of user 
adoption like low-quality training. The less training employees receive about the 
new CRM system, the less likely they’ll be to prefer over their previous workflow. 
If there’s a way to avoid this new, mysterious system, they’ll find it. As a result, 
the expensive, efficient new CRM solution doesn’t get used the way it was 
intended, and the old tools stay at the center of gravity. 

MOBILE AS A CENTER OF GRAVITY 
There’s another way to look at the center-of-gravity concept: How and where  
is the work being done? In most office settings, the entire employee experience 
has been traditionally focused on sitting at a desk. In this environment, there are 
two centers of gravity on each desk: a computer and a phone. And employees 
use these two tools to perform almost all of their tasks. Or do they? 

In many industries, we don’t live in that world any more. Workflows are 
increasingly dominated by smartphones and tablets, and this shift has already 
had a tremendous impact on daily operations. For instance, outside sales 
reps can now do most of their work—from scheduling meetings to signing 
contracts—via just a tablet and a smartphone. 

In practice, a tablet or smartphone acts much like a CRM system. It’s a single, 
integrated solution for handling a wide range of processes, such as emailing, 
web-browsing, calendaring, and making calls. Paired with a mobile-optimized 
CRM, there is no reason why it shouldn’t be the center of gravity for an employee 
who works in the field. 

A mobile user should always have easy access to all the tools and resources 
they need to do their jobs. In other words, they should create a workflow that 
removes any stumbling blocks from the mobile experience. For instance, they 
should implement mobile-interface optimization into the CRM system. Tools like 
text-to-speech and automatic call-logging can also help simplify and enhance 
the mobile experience. 

Does your company have a solid mobile version of your CRM system? If not,  
you will divide your centers of gravity. An employee out in the field now has  
to juggle two completely different processes, in order to accomplish tasks  
that should be simple. It’s the worst of both worlds. 
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MAKING CRM THE CENTER  
OF GRAVITY 
For a business to realize the benefits of their CRM system, it must become  
the center of gravity. There can’t be “easier” ways for the employees to do the 
same tasks. If the users have two options, they will bend over backward to use 
the one they’re more familiar with. To keep the business data coherent  
and accessible, CRM must become the central, unifying tool for all users.

In a sales context, CRM becomes the sales team’s lifeline. It’s not enough for  
the team to understand the basic functionality of CRM. They need to live it, 
breathe it, and believe in it. It has to be the dashboard they use every day,  
and their primary source of information. In other words, they should need  
to use it to be able to do their jobs.

Gravity pulls both ways. The sales team can’t just receive their information from 
CRM; they need to actively enter data into it. So they frequently need to let go  
of standalone email, task management, and calendar tools. Instead, they should 
use CRM for those processes. 

When the built-in modules for handling these tasks aren’t great—which  
is a common issue among CRM platforms—tools like Outlook or Gmail might 
need to be integrated, in order to automatically sync this data. Even if they  
aren’t technically part of the CRM system, there’s a fluidity between the systems. 
Instead of several standalone processes, these combined tools function  
as a bigger solution and a single center of gravity.
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CONCLUSION 
The more fragmented a workflow is, the more difficult it becomes to optimize.  
It may seem harmless to keep email, calendar, and task-management data 
in their own separate silos and individual apps, but the hidden cost of this 
approach is high. Without a centralized tool to bring these pieces together,  
the valuable data in each application can’t be easily accessed. So that treasure 
trove of information may as well be buried on a deserted island. 

The best way to create a unified process—a single center of gravity—is to build 
it into a CRM implementation. This solution allows users to take the path of least 
resistance. So they reclaim the time they didn’t even realize they were losing  
by switching between applications. Not only does this consolidation improve 
CRM adoption rates, it also creates better workflows, cleaner data, and more 
accurate reporting. 

If you have any questions about CRM implementation—from the benefits  
of specific modules to the costs of developing a solution for your business—
contact us at fayebsg.com.

https://fayebsg.com/
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About FayeBSG 
Faye Business Systems Group is a technology consulting and software  
company that helps companies grow by working with them to implement, 
customize and integrate innovative and effective financial and business  
systems. As a SugarCRM Elite partner and awarded the 2018 SugarCRM 
Global Reseller of the Year, FayeBSG is also a leading partner with Sage,  
Zendesk, Acumatica, Ytel, Hubspot and a variety of custom software solutions.

FayeBSG is known for their SugarCRM integrations with Sage 100,  
Quickbooks, NetSuite, Acumatica, Intacct, Constant Contact, Authorize.Net, 
HubSpot, Ring Central, Box, Jira, Ytel, and more. Services include project  
management, software implementations, consulting, training, custom  
development, and support.

Specializing in software implementations for a variety of industries,  
FayeBSG has customized successful CRM and ERP platforms for a variety  
of mid-market and enterprise businesses.

5950 Canoga Ave., Suite 615 Phone 818-280-4820
Woodland Hills, CA 91367 Fax 818-280-4821


