The evolving landscape of CRM: Why data management matters more than AI

[image: ]
The future of Customer Relationship Management (CRM) as we approach 2025 will hinge primarily on how businesses manage their data, rather than an overemphasis on advanced technologies such as artificial intelligence (AI) and automated agents. This perspective was shared by a panel of leading industry analysts during a recent discussion for the "What is CRM in 2025?" series held by Destination CRM Magazine.
Key figures in the field, including Michael Fauscette, Sheryl Kingstone, Liz Miller, and Rebecca Wettemann, participated in this insightful dialogue, expressing a collective view that the foundational challenges related to data management are paramount. Kingstone, serving as Vice President for Customer Experience and Commerce at 451 Research, articulated that "it's about the data. It's not about the bot. It's about how are we training and how are we using and how are we gathering our most important asset in our organization - which is about the data." She underscored the crucial need for effective governance surrounding data utilization, asserting that this will define the CRM landscape in 2025. "We've had CRM for 2 decades and still haven't solved the problem… 3 decades now," she noted, highlighting the ongoing struggles with traditional CRM systems.
Wettemann, the CEO and Principal Analyst at Valoir, introduced the concept of "incrementalism" versus "exponential" advancements in AI's capabilities. She emphasised, "How do I get from the incremental to the exponential promise of what AI can do? And I think we can all agree it is not about the AI at this point. To Sheryl's point it's about the data." This underscores a common theme wherein technology, while transformative, is ultimately dependent on the quality and accessibility of underlying data.
Michael Fauscette, Founder and CEO of Arion Research, further reinforced the notion that without rectifying data management issues, the potential benefits offered by AI systems will be severely limited. "If you don't fix the data, you can't do any of these other things anyway," he stated, indicating that the efficiency and functionality of AI applications will falter if the foundational data is not addressed.
Liz Miller, Principal Analyst at Constellation Research, added another layer to the discussion by stressing the importance of acknowledging the human element in data management. "You have to acknowledge the human before you can fix the data," she stated, pointing out a long-standing oversight within CRM strategies. She elaborated on the fact that the data should reflect the customer accurately, indicating that a disconnect has existed since the inception of CRM technologies.
The collective insights presented by these experts suggest a significant shift in focus for businesses towards data strategies as we transition into a new era of CRM, amidst the rising prominence of AI technologies. Instead of prioritising AI solutions, organisations are encouraged to resolve their data challenges to fully capitalise on the potential of CRM systems. The conversations surrounding these developments indicate an industry poised for significant evolution, driven primarily by data management enhancements.
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