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The limitations of CRM systems 
for certain businesses 
There are numerous and widely acknowledged advantages to using customer relationship 
management (CRM) software. A CRM program can dramatically increase the productivity 
of a business by helping to quickly identify premium sales opportunities, manage the sales 
cycle from start to finish, and nurture the company’s most valuable asset – existing clients. 
However, selecting a CRM system can be a source of frustration for certain businesses 
whose methods and terminology are 
too specific for an off-the-shelf CRM 
system. Most businesses don’t want 
to shoehorn a CRM system into their 
organization because it can quickly turn 
into a disruptive and expensive mistake.

Employee benefits brokers are a prime 
example of such a business. Many brokers 
believe that the only two software options 
that adequately address the unique 
requirements of their businesses  
are 1) expensive software specifically 
developed for their company or  
2) out-of-the-box brokerage software.

Most businesses don’t 
want to shoehorn a 
CRM system into their 
organization because 
it can quickly turn 
into a disruptive and 
expensive mistake.
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Common general solutions
Those who don’t choose dedicated employee benefits broker software generally end 
up with a process that can leave them unsatisfied. Some brokers opt for out-of-the-box 
CRM software like Act!, Infor, Salesforce, or Microsoft Dynamics 365™. They reason 
that the undeniably useful features of CRM for managing prospects, sales, and client 
follow-up tip the balance in the favor of out-of-the-box CRM software, despite the 
limitations. Others rely on a patchwork of disparate software solutions that typically 
include office suite programs like Microsoft Excel™ and Access™ for spreadsheet and 
database functionality and Microsoft Outlook™ for email and schedule management.

The problem with non-CRM software solutions is that, although they have useful functions, 
they are independent of one another. While a limited capacity for interaction might exist 
among some of them, they are essentially stand-alone programs designed for the broadest 
possible range of users and purposes. 
This hampers productivity because the 
same data has to be entered in different 
places – an issue that greatly increases staff 
workload and the likelihood of human error. 

Brokers who choose an out-of-the-box 
CRM system often have a better experience 
than those who use a general solution, 
but the unique methods and terminology 
of their specific business greatly limit 
the value of such systems because 
they, too, are designed for the broadest 
range of uses and business types.

The problem with 
non-CRM software 
solutions is that, 
although they have 
useful functions, they 
are independent 
of one another.
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Stand-alone solutions for brokers
Custom-built, stand-alone systems have three major drawbacks that call into question 
their value for employee benefits brokers. First, the systems are rigid, meaning that any 
flexibility they have for client customization is negligible, if it even exists. Second, the 
ability to seamlessly interact with a client’s other software is limited. This means that, 
as with other stand-alone solutions, the data must be re-entered in different places 
with the related problems of extra work, less efficiency, and the potential for more 
mistakes. Third, stand-alone systems can be quite expensive to design and maintain.

Integrated CRM solutions for brokers
Employee benefits brokers have addressed the drawbacks of stand-alone software by 
adapting standard CRM systems to their businesses. This approach offers numerous 
advantages. It leverages the significant existing core benefits of a CRM platform and also 
extends its scope to suit benefit brokers’ specific needs. It is more cost-effective than most 
stand-alone solutions due to simple economies of scale – the client saves because the bulk 

of the development costs are spread over 
the vast user-base of the core CRM system. 
In addition, integrated CRM solutions 
address brokers’ unique requirements in 
ways that no out-of-the-box software can. 
An integrated CRM solution is typically 
more cost-effective from day one and is an 
investment that should continue to enhance 
the bottom line for the life of the product.

In addition to typically being more cost-
effective from day one, an integrated CRM 
solution is an investment that should continue 
to enhance the organization’s bottom line for 
the life of the product.
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Brokers are, by definition, intermediaries between their clients and carriers. That positioning 
presents them with special challenges, not the least of which is needing to be intimately 
acquainted with their clients as well as with the highly complex, competitive offerings of 
multiple carriers. They must record and synthesize important information from many sources 
about both clients and carriers. To do that effectively, they must have a flexible information 
system designed to help them quickly identify the different needs of their clients and their 
clients’ employees so that they can more easily generate complex proposals based on those 
assessments. Additionally, the system must facilitate the easy retrieval and recording of up-to-
date client information and provide visibility across the agency. A professionally designed 
CRM system tailored for employee benefits brokers must address all these fundamentals.

The nature of the benefit broker business is such that mistakes or oversights have potentially 
massive implications both financially and legally. For that reason, the built-in safeguards 
of any CRM system used by brokers must be extremely secure. Must-have features 
include role-based security, field-level security, and secure, web-based protocols.

Apart from fundamental safeguards, 
operationally, the system must enable 
straightforward management of quotes and 
service issues, clearly flag all important 
actions and events well in advance, and 
provide a clear overview of each client’s 
interactions, policies, and carriers. It must 
also have a robust and adaptable workflow 
engine to automate repetitive tasks and 
create process consistencies that save 
administrative time and minimize the risk 
of human error. The best integrated CRM systems for the benefit broker industry incorporate 
all these features because they are crafted by software and business professionals who fully 
understand the industry as well as the adaptability of the underlying software platform.

The nature of the benefit 
broker business is 
such that mistakes or 
oversights have potentially 
massive implications both 
financially and legally.
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Even the best customized CRM 
system can fail to deliver 
Many companies believe their mission is complete once they have researched and identified 
an ideal customized CRM system that ticks all their boxes. Unfortunately, that is far from 
the truth – that was only phase one. The details of each stage in the CRM deployment 
still have to be meticulously planned in coordination with the software supplier. 

A CRM system implementation has to 
be approached like any major corporate 
project that has broad implications. Like 
any significant project, it should have a 
timeline with defined start and end dates 
and should be broken down into logical 
tasks that involve the company’s staff. 
This last point is vital. The staff must 
be brought onboard from the start and 
motivated to take ownership of the new 
system. A CRM deployment focused on user adoption is the key to a company’s 
success and ultimate return on investment. Regardless of how great the software 
is, it will likely fail unless it is accepted by the new users and deployed properly.

Regardless of how great 
the software is, it will likely 
fail unless it is accepted 
by the new users and 
deployed properly.
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Two important considerations when selecting CRM 
software and an implementation resource
It is critical for an organization to invest in a CRM platform that is adaptable to its business 
and can grow with the business for years to come. Brokers should steer clear of an 
integrated CRM system that boxes them into features that are not adaptable to their agency’s 
workflows and processes. It also is important to have an understanding of which features 
are “need to have,” which features 
would be “nice to have,” and which 
features are not even applicable to your 
company’s needs. There is no point in 
spending additional money for features 
that won’t add value to your business.

It is equally important to invest in a 
CRM platform from an established 
software company that you trust and 
is likely to be around for as long as 
the software will be needed. It is also 
vital to consider the scale of the user community and the business implementation 
resource’s availability to assist your organization’s changing needs as they arise. A 
business should not risk finding itself dependent on mission-critical software that was 
developed by a company that’s no longer around or has poor or lacking client service.

Crowe CRM solution for employee benefits brokers
A core belief at Crowe is that businesses maintain their competitive edge by giving 
employees software tools that go much further than solving problems. The tools 
must also inspire the users by increasing their productivity. Such creative thinking is 
one of the reasons Crowe is widely regarded as a thought leader in CRM-integrated 
systems. The firm’s employee benefit broker solution, Crowe BenefitsBridge, is a highly 
flexible solution tailor made for that industry. Because its interface is broadly based 
on Microsoft Office software, users find the solution familiar and easy to use and, as a 
result, they require little training. By leveraging the extensive power of the core Microsoft 
Dynamics 365™ system, this integrated real-time benefit broker software provides 
clear, linked visibility across an agency’s sales, marketing, and support functions.

Brokers should steer clear 
of an integrated CRM 
system that boxes them 
into features that are not 
adaptable to their agency’s 
workflows and processes.
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Learn more
For more information on Crowe 
BenefitsBridge for employee benefits 
brokers, contact us at:

+1 877 600 2253 
benefitsbridge@crowe.com
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