
Customer Relationship Management
(CRM)

This platform takes care of 'Operational' Customer 
Relationship Management (CRM) i.e. which is primarily 

focused on the sales and customer service process

Marketing Automation Platform or 
Customer Journey Orchestration Platform 

(MAP or CJO)

This platform takes care of Customer Relationship 
Marketing activities i.e. the marketing side of the 'CRM' 

process

Enterprise Resource Planning
(ERP)

This platform runs business and financial operations

Enterprise resource planning (ERP) refers to a type of 
software that organisations use to manage day-​to-​day 
business activities such as accounting, procurement, 

project management, risk management and compliance, 
and supply chain operations.

A complete ERP suite also includes enterprise 
performance management, software that helps plan, 

budget, predict, and report on an organisation’s financial 

A CRM system is a primarily a sales system where 
organisations can manage customer and prospect data 

related to the sales and customer service processes 
(different systems will vary in capabilities), manage the 

sales pipeline, track 1 to 1 customer interactions, manage 
customer complaints

(i.e. cases), collaborate and share this information with 
colleagues to facilitate the sales or customer relationship 

management process.

Journey orchestration is the process of understanding 
customer behaviour across all channels and applying that 
data to execute, automated, personalised campaigns and 

communications that best engage with your audience.

It is not an 'operational CRM system' although in some 
older versions of this software, such as Microsoft 

Dynamics AX there was some slight cross over which can 
lead to confusion.

It is not an operational CRM system,
it does not manage the sales or customer service 

processes.

It is not a Marketing Automation Platform (MAP) or a 
Customer Journey Orchestration Platform (CJO)

Automated and/or bulk marketing communications are 
not executed using this system (sometimes a few small 

systems may have some capabilities in this area, but this is 
largely found in some smaller or niche systems or systems 

aimed at the not for profit space).

Generally What is the 
technology for

What is it not

Typical Stuff the 
tech does

At a glance

what this tech is called

Primary Users Field
Sales People / 

Business Development

Internal
Sales

(i.e. Inbound or 
Outbound Telephone  

Sales Agents)

Tele-​Appointing
(i.e. Outbound 

telephone activities to 
book appointments for 

Field Sales people)

Account 
Managers

Customer
Service Agents

Marketing

well known 
platforms

Sales 
Quotes

Managing & Converting 
Sales Opportunities

Sales Automation & 
Collaboration

Tracking & Managing 
Prospect & Customer 

Interactions

Managing Customer 
Complaints

Sales Pipeline 
Management

Sales 
Forecasting

1 to 1 Email 
Communications with 
Sales Prospects and 
Existing Customers

Creation of Lists of Leads 
 and/or Contacts to 

Target for Use in Call 
Centre Campaigns

Selection of Leads and/or 
Contacts to Serve to a 
Marketing Platform for 

Marketing Activities

Reporting

Marketing

Omni-​Channel Marketing 
Communications

Automated Marketing 
Campaigns and 

Communications

Targeting & 
Segmentation

Data Capture Forms
& Progressive Profiling

Capturing & Managing 
Preferences

Lead
Scoring & Nurturing

Reporting

Dynamics Content & 
Personalisation

A/B 
Testing

Asset 
Library

Landing 
Pages

Website 
Visitor Tracking

Finance 
Manager

Warehouse 
Manager

Resource & Demand
Co-​Ordinator / Planner

Project 
Managers

Supply 
Chain Manager

Inventory 
Manager

Manufacturing
Inventory 

Management
Supply Chain 
Management

Logistics Purchasing
Finance, Accounting & 

Billing

Payroll
Resource 
Planning

Human 
Resources

Reporting

Hub Spot 
Sales Hub

Microsoft 
Dynamics Sales

Microsoft Dynamics 
Customer Service

Salesforce 
Marketing Cloud 

Account 
Engagement

(formerly Pardot)

Salesforce 
Marketing Cloud

Microsoft Dynamics 
Customer Insights - 

Journeys

Hub Spot 
Marketing Hub

Marketo Oracle Elqoua

SAP ERP Microsoft Dynamics 
Finance & 

Operations

Sales 
People

Customer 
Service

Marketing and/or 
Analysts

Oracle 
ERP

(NB: Not an exhaustive list, and there will be 
some feature variance between technology 

providers)

Salesforce
Service Cloud

Salesforce 
Sales Cloud

CRM vs MAP vs ERP Technology

Apteco 
PeopleStage

Analysts

Analysts

Capturing, Qualifying & 
Managing Sales Leads


