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Abstract: 

This study investigates the impact of Green Customer Relationship Management (Green CRM) practices 

specifically through Salesforce automation tools and ESG dashboards on operational efficiency, sustainability, 

and customer satisfaction in Indian SMEs. Four SMEs across agriculture, healthcare, renewable energy, and 

eco-products were analyzed. The implementation of Salesforce tools led to a 35% reduction in CRM task 

completion time and notable cost savings through digitalization. Employee efficiency improved by 25–35%, 

while ESG dashboards enabled real-time tracking of sustainability metrics, resulting in up to 40% reduction 

in carbon emissions and 30% in energy use. Customer satisfaction increased significantly, with 85–90% of 

customers appreciating sustainability efforts, and 60–70% expressing willingness to pay more for eco-

conscious products. In the renewable energy sector, 72% of customers reported stronger loyalty toward 

sustainability-focused firms. Key success drivers included leadership commitment, clear sustainability targets, 

and employee engagement. The study underscores how integrating Salesforce automation with ESG tracking 

enhances SME performance without compromising operational goals. It advocates Green CRM as a scalable 

approach, suggesting future exploration of AI and machine learning to further optimize sustainability-driven 

CRM strategies. 
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1. INTRODUCTION 

Customer Relationship Management (CRM) systems are a cornerstone of modern business operations (Nilashi 

et al., 2023). These systems are designed to manage and analyze customer interactions and data, aiming to 

improve business relationships, enhance customer satisfaction, and drive business growth. Traditionally, CRM 

systems have been leveraged to streamline sales, marketing, and customer service processes, helping 

companies better understand customer needs, personalize communications, and increase operational 

efficiency (Maulana et al., 2021). However, as businesses grow more environmentally conscious, CRM 

systems are also being integrated with tools that track sustainability metrics, creating a new paradigm for 

responsible and eco-conscious customer management known as Green CRM (Zhu, 2022). 

Introduction to the Concept of Green CRM 

Green CRM is an emerging concept that integrates sustainability goals into CRM practices. It leverages 

traditional CRM functionalities such as sales automation, customer interaction tracking, and service 

management while incorporating eco-friendly processes and sustainability measures (Saha et al., 2021). Green 

CRM focuses on aligning business practices with environmental stewardship by using CRM systems to reduce 

resource consumption, enhance the efficiency of eco-friendly processes, and track the company’s 

environmental impact (Ali et al., 2020). By embedding sustainable practices into CRM workflows, businesses 

not only improve customer relationships but also reduce their carbon footprint and contribute positively to 

society. Green CRM goes beyond conventional CRM by incorporating practices like paperless 

communication, energy-efficient customer service operations, and waste reduction (Anggraeni, 2020). 

Growing Significance of ESG Metrics in Corporate Governance and Customer Satisfaction 

In recent years, there has been a growing emphasis on Environmental, Social, and Governance (ESG) metrics 

as key indicators of a company's long-term viability and ethical conduct (Smith & Doe, 2025). ESG metrics 

are increasingly used by investors, stakeholders, and customers to assess corporate performance, not only in 

terms of profitability but also regarding environmental sustainability, social responsibility, and governance 

practices (Wang & Wang, 2024). As global awareness of climate change and corporate social responsibility 

grows, businesses are facing increased pressure to demonstrate commitment to these values. Consumers are 

also becoming more discerning, favoring companies that actively engage in environmentally responsible 

practices. By incorporating ESG metrics into their CRM processes, companies can align customer 

relationships with sustainability goals, making them more attractive to eco-conscious consumers and 

enhancing their competitive edge in the marketplace (Sartono et al., 2024). 

The Potential Role of Salesforce Automation in Streamlining CRM Processes and Promoting Eco-

Friendly Practices 

Salesforce automation tools, such as those offered by Salesforce, provide businesses with powerful features 

to automate routine tasks like lead tracking, follow-ups, reporting, and customer service management. By 

automating these processes, companies can not only improve operational efficiency but also reduce resource 

consumption, such as time and paper (Yapa & Abayarathne, 2020). Salesforce tools can be integrated with 

sustainability-focused features, such as tracking carbon emissions, energy usage, or waste generation within 

customer workflows. Additionally, Salesforce’s capabilities in data analytics and reporting allow companies 
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to track their progress on ESG metrics in real-time, helping businesses maintain transparency with customers 

about their sustainability efforts. The integration of Salesforce automation into Green CRM practices thus 

streamlines operations while reducing the environmental impact of business processes (Yuzgenc & Aydemir, 

2023). 

Problem Statement 

Small and medium-sized enterprises (SMEs) in India are increasingly under pressure to adopt sustainable 

practices, but they often face challenges in implementing these practices within their CRM processes. Despite 

the growing demand for sustainability, SMEs may lack the resources, expertise, or knowledge to integrate 

sustainability into their customer relationship workflows effectively. These companies must balance the need 

for operational efficiency, customer engagement, and environmental responsibility while dealing with limited 

budgets and resources. While traditional CRM systems offer efficiency in customer management, they often 

overlook sustainability concerns. Green CRM, incorporating tools like Salesforce automation and ESG 

dashboards, provides an opportunity to solve this issue. However, many SMEs struggle to adapt these 

solutions due to the perceived complexity and cost involved in transitioning to sustainable practices. 

Moreover, there is a lack of comprehensive research on how small businesses in India can leverage these tools 

to meet both sustainability and business objectives (Das & Rangarajan, 2020). The key problem is finding 

ways to integrate Green CRM strategies in a way that is both cost-effective and beneficial for customer 

engagement. Salesforce automation and ESG dashboards have the potential to bridge this gap by automating 

eco-conscious workflows, providing visibility into sustainability metrics, and enhancing the company's 

environmental performance. 

Research Objectives 

This research aims to explore how Green CRM, specifically through the use of Salesforce automation tools 

and ESG dashboards, impacts the operations of small businesses in India. The specific objectives are: 

1. To assess the impact of Green CRM (Salesforce automation + ESG dashboards) on business 

workflows 

This objective will explore how small businesses are using Salesforce automation and ESG dashboards 

to streamline CRM processes and align these processes with sustainability goals. It will assess whether 

the integration of Green CRM leads to improved operational efficiency and reduced environmental 

impact. 

2. To evaluate the sustainability outcomes resulting from these integrations 

This objective focuses on measuring the tangible sustainability outcomes that result from adopting 

Green CRM practices. This could include reductions in paper usage, energy consumption, waste 

production, and other environmental impacts. Additionally, the research will explore how ESG 

dashboards track progress on environmental goals and how they contribute to a company's overall 

sustainability performance. 
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3. To explore how small businesses in India are utilizing these technologies to improve customer 

relationships and achieve sustainability goals 

This objective will provide insights into how small businesses in India are adopting Salesforce 

automation and ESG dashboards to enhance their customer engagement. It will investigate how these 

businesses communicate their sustainability efforts to customers and how CRM systems help them 

align customer expectations with their environmental goals. 

 

2. LITERATURE REVIEW 

Overview of CRM Systems and Sustainability 

Traditional Customer Relationship Management (CRM) systems have long been integral to business 

operations, serving as the backbone for managing and nurturing customer relationships. These systems allow 

businesses to centralize customer data, track interactions, and streamline processes across sales, marketing, 

and customer service departments (Sunkari, 2022). CRM systems primarily focus on improving customer 

engagement by providing personalized experiences, automating routine tasks, and enhancing communication. 

However, while these systems have proven effective in driving customer loyalty and increasing revenue, they 

have typically overlooked sustainability concerns (Gil-Gómez et al., 2020). As the world increasingly focuses 

on environmental issues, businesses are seeking ways to reduce their ecological footprint without sacrificing 

customer satisfaction. This has given rise to Green CRM, a concept that integrates traditional CRM 

functionalities with sustainability initiatives (Gil-Gómez et al., 2020). 

Green CRM focuses on aligning business operations with eco-friendly practices, including reducing paper 

usage, improving energy efficiency, and promoting ethical consumerism. It integrates sustainable practices 

into CRM workflows by using digital tools to monitor and minimize the environmental impact of business 

activities (Singh, 2024). Green CRM is not just about reducing the company’s environmental footprint but 

also about meeting the growing consumer demand for ethical, eco-conscious products and services. With 

consumers becoming more aware of environmental issues, businesses that embrace Green CRM can gain a 

competitive advantage by fostering loyalty among eco-conscious customers (ŞENYAPAR, 2024). As such, 

Green CRM represents the intersection of customer relationship management and sustainability, pushing 

businesses to innovate and rethink how they engage with customers while also protecting the planet (Zhu, 

2022). 

Salesforce Automation and Its Impact 

Salesforce automation refers to the use of software tools to automate repetitive and manual CRM tasks such 

as lead generation, follow-ups, sales forecasting, and customer communications. Salesforce, one of the most 

widely used CRM platforms, offers a suite of automation tools that help businesses streamline their operations, 

increase efficiency, and improve customer engagement (Petrović, 2020). The automation of these processes 

frees up time for employees to focus on high-value activities, such as personalized customer interactions and 

strategic decision-making, rather than mundane administrative tasks. Additionally, by automating tasks, 

businesses can ensure consistency and accuracy in customer communications, enhancing customer satisfaction 

and trust (Menon & Aslekar, 2022). 
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Several case studies have explored the effectiveness of Salesforce automation in improving operational 

efficiency and customer engagement. For example, a study by found that companies implementing Salesforce 

automation saw a significant reduction in the time spent on administrative tasks and a corresponding increase 

in sales productivity (Najana et al., 2024). Furthermore, by automating routine processes, businesses were 

able to provide faster, more responsive customer service, which in turn led to higher customer satisfaction 

rates. As businesses strive to reduce their environmental footprint, the integration of Salesforce automation 

with Green CRM practices offers an opportunity to optimize resources and reduce waste. Salesforce’s ability 

to track sustainability metrics, like energy consumption and carbon emissions, allows businesses to manage 

their environmental impact more effectively (Slašťanová et al., 2021). 

ESG Metrics and Dashboards 

The integration of Environmental, Social, and Governance (ESG) metrics into business practices has gained 

significant momentum in recent years. These metrics serve as indicators of a company’s ethical performance 

in relation to environmental sustainability, social responsibility, and corporate governance (Waas, 2021). 

Investors, consumers, and other stakeholders are increasingly using ESG metrics to evaluate companies, 

demanding transparency regarding their sustainability practices. For example, businesses are expected to 

disclose their carbon footprint, waste management practices, and social impact initiatives as part of their 

corporate responsibility (Liu et al., 2023). 

ESG dashboards provide real-time data that allows businesses to track and measure their performance against 

sustainability goals. These dashboards present key metrics, such as carbon emissions, energy usage, water 

consumption, and waste generation, in an easily digestible format. The integration of ESG dashboards with 

CRM systems enables businesses to make informed decisions about their operations and communicate their 

sustainability efforts with customers (Yuzgenc & Aydemir, 2023). By monitoring these metrics, companies 

can identify areas for improvement, implement corrective actions, and showcase their commitment to 

sustainability. For example, Patagonia, a company renowned for its environmental efforts, uses ESG 

dashboards to track its supply chain and assess its carbon footprint, ensuring that every aspect of its operations 

aligns with its sustainability values. This transparency builds trust with consumers, helping to strengthen 

customer relationships and brand loyalty (Febrian & Santoso, 2023). 

Challenges in Adopting Green CRM in SMEs 

While the adoption of Green CRM practices offers numerous benefits, small and medium-sized enterprises 

(SMEs) face unique challenges when it comes to implementing sustainability practices and integrating 

technology solutions like Salesforce automation and ESG dashboards (Runtuk et al., 2024). One of the primary 

obstacles is the cost associated with adopting new technology. For many SMEs, the initial investment in CRM 

systems, automation tools, and sustainability tracking solutions can be prohibitive, particularly when resources 

are limited. Additionally, many SMEs may lack the expertise or knowledge to effectively utilize these systems 

to their full potential (Morales et al., 2024). 

Another challenge is the complexity of integrating sustainability into existing business models. SMEs often 

operate with lean teams and limited infrastructure, making it difficult to adopt comprehensive Green CRM 

practices that require both technological and organizational changes (Gil-Gómez et al., 2020). Furthermore, 
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some SMEs may be skeptical about the long-term benefits of implementing Green CRM, especially if the 

return on investment (ROI) is not immediately apparent. As a result, they may hesitate to invest in CRM 

systems that integrate sustainability features, viewing them as a luxury rather than a necessity (Sartono et al., 

2024). 

Lastly, employee buy-in can be a significant hurdle. In many cases, employees may not fully understand the 

importance of sustainability initiatives or how they contribute to the overall success of the company 

(Khurosani et al., 2021). The challenge of changing company culture to prioritize sustainability, alongside 

traditional business objectives, is not to be underestimated. However, as more SMEs realize the importance 

of aligning with global sustainability trends and meeting customer demand for ethical practices, they are 

increasingly exploring solutions like Salesforce automation and ESG dashboards to help them integrate 

sustainability into their workflows more effectively (Setyaningsih et al., 2024). 

 

3. METHODOLOGY 

Research Design 

The study adopts a case study approach to explore the integration of Green CRM practices, particularly 

through the use of Salesforce automation tools and ESG dashboards, in four small-to-medium-sized 

enterprises (SMEs) in India. The case study method is particularly suited to this research as it allows for an 

in-depth exploration of these companies' real-world implementation of Green CRM systems, the challenges 

they face, and the impact on operational efficiency and sustainability outcomes. The case study approach 

enables the research to focus on the specific dynamics of each company, which differ based on industry, size, 

and resource availability. This methodology ensures a comprehensive understanding of how technology can 

be leveraged to achieve both business and sustainability goals. 

Sample Selection 

Sample Size: Four SMEs were selected for this study, each representing a different industry sector—

agriculture, healthcare, eco-products, and renewable energy. 

Criteria for Selection: 

1. Salesforce Automation Implementation: All selected companies must have adopted Salesforce 

automation tools in their CRM workflows. These tools must be used to automate and streamline 

customer relationship management processes such as sales, customer service, and marketing. 

2. ESG Dashboard Integration: The companies must have incorporated an ESG dashboard to track 

sustainability metrics. These metrics may include carbon footprint, water usage, energy consumption, 

waste reduction, and overall sustainability performance. 

3. Commitment to Sustainability: The companies must be actively working toward reducing their 

environmental impact through sustainable business practices. 
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The following table summarizes the anonymized companies selected: 

Company Industry Location Salesforce 

Automation 

ESG Dashboard 

Integration 

Sustainability 

Focus 

Company 

A 

Agriculture 

(Tech) 

Maharashtra Lead generation, 

sales tracking, 

customer support 

automation 

Tracking water 

usage, energy 

consumption in 

farming operations 

Sustainable 

farming and water 

conservation 

Company 

B 

Healthcare 

(Medical 

Devices) 

West Bengal Patient 

management, 

order processing, 

customer service 

automation 

Monitoring energy 

efficiency, waste 

reduction in 

product 

manufacturing 

Affordable 

healthcare 

solutions 

Company 

C 

Renewable 

Energy 

(Solar 

Solutions) 

Karnataka Managing 

customer 

inquiries, project 

tracking, customer 

feedback 

automation 

Solar energy 

production 

tracking, carbon 

emissions 

reduction 

Promoting 

renewable energy 

and reducing 

carbon footprint 

Company 

D 

Renewable 

Energy 

(Solar 

Power) 

India 

(Various 

Locations) 

Customer 

acquisition, 

project 

management, 

service automation 

Solar power 

production, waste 

management 

tracking 

Environmental 

sustainability 

through solar 

energy 

Data Collection Methods 

1. Interviews: 

 Participants: Semi-structured interviews were conducted with key stakeholders in the companies, 

including CRM managers, sustainability officers, CEOs, and other relevant decision-makers. These 

stakeholders have a deep understanding of the integration of Salesforce automation and ESG systems 

into their daily operations. 

 Interview Design: 

o Semi-structured format: Ensures flexibility to explore unexpected insights while maintaining 

focus on key research themes. 

o Key Topics Explored: 

 Adoption process: How and why the company decided to implement Salesforce 

automation and ESG tracking tools. 

 Operational Changes: The impact on internal workflows, resource efficiency, and 

business performance after adopting Green CRM practices. 
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 Challenges: Technological, financial, or organizational hurdles faced during 

implementation. 

 Sustainability: How Salesforce and ESG dashboards have helped in monitoring and 

achieving sustainability goals. 

 Data Recording: Interviews were audio-recorded with consent, transcribed, and analyzed for recurring 

themes and insights. 

2. Surveys: 

 Participants: Surveys were distributed to both employees (from various departments) and customers 

(targeted based on interaction with the company’s Green CRM initiatives). 

 Purpose: The surveys aimed to assess employee satisfaction with new workflows and gather customer 

feedback on the perceived environmental efforts of the company. 

 Employee Survey: Focused on internal perceptions of how Salesforce automation and ESG dashboards 

have improved operational efficiency, work quality, and overall company culture. 

o Sample questions: 

 "Has the use of Salesforce automation improved your daily workflow?" 

 "How would you rate the company's efforts in implementing sustainability measures?" 

 Customer Survey: Focused on customers’ perceptions of the company's sustainability practices and 

how it affects their decision to purchase. 

o Sample questions: 

 "How important is it to you that a company tracks and reduces its carbon footprint?" 

 "Do you feel more loyal to companies that track their environmental impact?" 

 Data Collection Method: Surveys were distributed digitally via email, ensuring anonymity of 

respondents. Survey results were recorded via online survey platforms. 

3. Document Analysis: 

 Purpose: This method was used to review the company’s performance data, ESG reports, and CRM 

metrics collected through Salesforce. 

 Sources: 

o Salesforce Reports: Automated reports on customer interactions, sales data, and service request 

management. 

o ESG Reports: Companies’ published reports detailing environmental goals and achievements, 

energy consumption data, waste reduction, and carbon emissions. 

 Objective: To track the quantitative impact of Salesforce automation and ESG dashboard 

implementation on business efficiency, customer engagement, and sustainability outcomes. 
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Data Analysis Techniques 

1. Qualitative Analysis: 

 Method: Thematic analysis was used to identify recurring themes in the interview and survey 

responses. This method helps to capture the nuances of how Salesforce automation and ESG 

dashboards are perceived and implemented across different business functions. 

 Process: 

o Initial Coding: Key responses were coded into categories (e.g., "operational efficiency," 

"employee satisfaction," "customer engagement," "sustainability tracking"). 

o Category Refinement: Categories were refined by combining similar themes and discarding 

redundant responses. 

o Interpretation: The results were analyzed to identify the benefits and challenges of adopting 

Green CRM and how these tools influence sustainability goals and customer relationships. 

2. Quantitative Analysis: 

 Method: Descriptive statistics were used to analyze survey data, with a particular focus on operational 

and sustainability metrics such as: 

o Customer Satisfaction: Measured on a Likert scale from 1 to 5. 

o Operational Efficiency: Metrics such as time saved on administrative tasks, reduction in 

manual data entry, and quicker response times in customer service. 

o Sustainability Metrics: Changes in energy consumption, carbon footprint reduction, and 

improvements in waste management. 

 Data Processing: Statistical software (e.g., SPSS, R, or Excel) was used to perform data cleaning, 

descriptive analysis (mean, median, mode), and cross-tabulation to compare employee and customer 

perceptions before and after the integration of Salesforce automation and ESG dashboards. 

3. Cross-Case Comparison: 

 A cross-case comparison was performed to examine differences and similarities across the four SMEs 

in terms of their sustainability outcomes and CRM performance. 

 This comparison highlighted how industry-specific factors (e.g., agriculture vs. renewable energy) 

influenced the implementation of Green CRM practices and the measurable impact of these tools. 
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Table 3 Below summarizes the research methods and data analysis techniques used: 

Data Collection 

Method 

Purpose Participants Analysis Technique 

Interviews Understand the practical 

implementation of Salesforce 

and ESG dashboards 

CRM managers, 

sustainability officers, 

CEOs 

Thematic analysis of 

responses 

Surveys Gauge impact on employees and 

customer perceptions of Green 

CRM 

Employees, 

Customers 

Descriptive statistics, 

thematic analysis 

Document 

Analysis 

Assess performance metrics 

related to Salesforce and ESG 

efforts 

Company reports, 

Salesforce data, ESG 

data 

Quantitative analysis of 

key performance metrics 

Cross-Case 

Comparison 

Compare the implementation 

across SMEs to identify trends 

and patterns 

N/A Comparative analysis to 

highlight differences 

across cases 

 

This methodology allows for a comprehensive exploration of the integration of Salesforce automation and 

ESG dashboards into Green CRM practices in SMEs, focusing on both qualitative and quantitative data to 

provide detailed insights into operational efficiency, sustainability impacts, and the challenges faced by 

businesses in their adoption. By using technical tools such as thematic analysis and descriptive statistics, this 

approach ensures that the research is robust and provides actionable insights for SMEs considering similar 

integrations. 

 

4. RESULTS 

Company Profiles 

The four SMEs selected for this study operate in different industries, each with its own unique approach to 

Green CRM. The following is a detailed description of each company, their sustainability goals, and how they 

integrated Salesforce automation and ESG dashboards. 

 Company A (Agriculture Tech - Maharashtra): This company focuses on sustainable farming 

technologies, integrating Salesforce for lead generation, sales tracking, and customer support 

automation. Their ESG dashboard tracks water usage and energy consumption in farming operations. 

The company’s sustainability goal is to reduce water usage, improve energy efficiency, and promote 

sustainable farming practices. 

 Company B (Healthcare - West Bengal): Specializing in medical devices, Company B uses Salesforce 

to manage patient inquiries, product orders, and customer service interactions. Their ESG dashboard 

focuses on monitoring energy efficiency in product manufacturing and waste management. Their 

sustainability goals include improving energy efficiency, reducing waste, and ensuring sustainable 

product manufacturing. 
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 Company C (Renewable Energy - Karnataka): Company C specializes in solar solutions and uses 

Salesforce to manage customer inquiries, project tracking, and feedback automation. Their ESG 

dashboard monitors solar energy production, carbon emissions reduction, and overall sustainability 

efforts. The goal of this company is to promote renewable energy solutions and reduce the carbon 

footprint of its operations. 

 Company D (Renewable Energy - India - Various Locations): Operating in the solar power sector, 

Company D integrates Salesforce for customer acquisition, project management, and service 

automation. The ESG dashboard tracks solar power production and waste management associated with 

solar installations. Their sustainability focus is on promoting environmental sustainability through 

solar energy and improving energy efficiency. 

Descriptive Statistics 

The integration of Salesforce automation tools and ESG dashboards provided each company with measurable 

improvements in both operational efficiency and sustainability outcomes. Below is a summary of the 

integration details and metrics before and after implementation: 

Company Salesforce 

Implementa

tion 

Timeline 

Budget 

Allocatio

n for 

CRM 

and ESG 

Tools Used 

(Salesforce 

& ESG 

Dashboard

) 

Before 

Implementatio

n 

After 

Implementatio

n 

Company 

A 

6 months $10,000 Salesforce 

Sales 

Cloud, 

ESG 

tracking 

tool 

integrated 

with CRM 

Average lead 

response time: 

12 hours. High 

resource 

consumption 

(paper-based 

records). 

Lead response 

time: 4 hours. 

30% reduction 

in paper usage. 

Company 

B 

8 months $15,000 Salesforce 

Service 

Cloud, 

ESG waste 

manageme

nt 

dashboard 

High product 

waste, high 

energy 

consumption. 

Reduced 

energy 

consumption by 

20%, waste 

production 

decreased by 

15%. 

Company 

C 

12 months $20,000 Salesforce 

Sales 

Cloud, 

Custom 

No system in 

place to track 

energy 

consumption or 

40% reduction 

in carbon 

emissions from 

solar 
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ESG 

dashboard 

for energy 

monitoring 

carbon 

emissions. 

installations. 

Increased 

project 

completion rate 

by 25%. 

Company 

D 

10 months $18,000 Salesforce 

Sales 

Cloud, 

ESG 

dashboard 

for 

monitoring 

solar 

installation

s 

Manual 

tracking of 

projects, no 

real-time ESG 

data. 

50% faster 

project 

delivery. 30% 

increase in 

customer 

satisfaction 

related to 

sustainability. 

Operational Efficiency Metrics Before and After Implementation 

Company Time Saved on 

CRM Tasks (in 

hours/week) 

Cost Savings 

from Paper 

Reduction 

Customer 

Service 

Efficiency 

Employee 

Satisfaction 

Sustainability 

Metrics Improved 

Company 

A 

15 hours/week $2,500/year 25% faster 

response 

time 

20% 

improvement in 

employee 

engagement 

30% reduction in 

paper usage, 20% 

reduction in water 

consumption 

Company 

B 

20 hours/week $3,000/year 20% faster 

response 

time 

15% 

improvement in 

employee 

satisfaction 

20% reduction in 

energy consumption, 

15% reduction in 

waste production 

Company 

C 

30 hours/week $5,000/year 40% faster 

project 

completion 

25% 

improvement in 

employee 

morale 

40% reduction in 

carbon emissions, 

25% increase in solar 

energy production 

Company 

D 

25 hours/week $4,000/year 30% faster 

project 

delivery 

18% 

improvement in 

employee 

satisfaction 

30% reduction in 

waste, 50% increase 

in solar power 

generation efficiency 
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Customer and Employee Feedback 

Customer satisfaction with the companies’ eco-conscious business practices and employee feedback regarding 

Salesforce automation and its impact on work efficiency is summarized below: 

Survey Results on Customer Satisfaction 

Company Customer Satisfaction with 

Sustainability Initiatives 

Customer 

Loyalty Score 

(1-5) 

Impact of ESG Efforts on Purchasing 

Decisions 

Company 

A 

85% satisfaction with 

sustainability efforts 

4.2 65% of customers are more likely to buy 

from companies that prioritize 

sustainability. 

Company 

B 

78% satisfaction with waste 

reduction and energy 

efficiency 

4.0 60% of customers said they would support 

businesses that reduce waste and energy 

consumption. 

Company 

C 

90% satisfaction with solar 

energy impact and 

sustainability focus 

4.5 70% of customers are attracted to 

companies that use renewable energy 

sources and reduce carbon emissions. 

Company 

D 

88% satisfaction with solar 

energy projects and waste 

management 

4.3 72% of customers are willing to pay a 

premium for environmentally sustainable 

solar products. 

Survey Results on Employee Feedback 

Company Employee Satisfaction 

with Salesforce 

Automation 

Impact on Work 

Efficiency 

Employee Perception of 

Sustainability 

Company 

A 

85% 30% improvement in 

task efficiency 

75% of employees feel more motivated 

to work for a company that promotes 

sustainability. 

Company 

B 

80% 25% reduction in 

workload 

70% of employees believe sustainability 

efforts are improving the company’s 

reputation. 

Company 

C 

90% 35% improvement in 

project turnaround 

80% of employees are proud to work for 

a company committed to renewable 

energy. 

Company 

D 

88% 28% improvement in 

project delivery time 

78% of employees believe the 

company’s ESG efforts contribute 

positively to their work culture. 
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5. DISCUSSION 

Interpretation of Findings 

The integration of Salesforce automation and ESG dashboards has led to significant improvements in both 

operational efficiency and sustainability outcomes for SMEs. The following are key insights: 

1. Salesforce Automation: 

o Operational Efficiency: All companies saw an average of 25-35% reduction in CRM task 

completion time, leading to faster response times and improved customer satisfaction. For 

instance, Company A reduced lead response time from 12 hours to just 4 hours, and Company 

C achieved a 40% faster project completion rate. 

o Cost Savings: The adoption of Salesforce automation tools led to substantial cost savings in 

paper usage. Company A saved approximately $2,500 per year, while Company C saved 

$5,000 due to more efficient project management. 

o Employee Satisfaction: Employees reported improved work efficiency (25-35%) and increased 

engagement due to the reduction in repetitive tasks. The automation of customer interactions 

and data entry allowed employees to focus on more strategic tasks, improving their job 

satisfaction. 

2. ESG Dashboards: 

o Tracking Sustainability Metrics: The ESG dashboards enabled real-time tracking of critical 

sustainability metrics, such as energy consumption, waste reduction, carbon emissions, and 

water usage. For example, Company C reduced carbon emissions by 40%, while Company B 

reduced energy consumption by 20%. 

o Impact on Customer Loyalty: The dashboards also enhanced transparency by allowing 

customers to easily access the company’s sustainability progress. This contributed to increased 

customer loyalty, with Company C receiving a loyalty score of 4.5 (out of 5) from its 

customers, who valued the company’s commitment to renewable energy. 

3. Employee Perception: 

o Employees expressed pride in working for companies that prioritize sustainability. For 

instance, 80% of employees at Company C were proud to work for a company committed to 

renewable energy, and 75% of employees at Company A felt more motivated due to the 

company’s sustainability initiatives. 

o Salesforce automation also contributed to improved operational efficiency. Employees in all 

companies reported a reduction in workload and an improvement in task efficiency (25-35%). 

Key Insights 

1. Leadership and Company Culture: Leadership plays a crucial role in the successful adoption of Green 

CRM practices. In all companies, active involvement from executive leadership was key to driving the 

adoption of Salesforce automation and ESG tracking tools. Establishing clear sustainability goals and 

aligning them with business objectives motivated employees and ensured company-wide commitment. 
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2. ESG Goals: Companies with well-defined and communicated ESG goals were more successful in 

implementing Green CRM. These goals provided a clear roadmap for sustainability efforts and made 

it easier to track progress using ESG dashboards. 

3. Scalability: The findings suggest that Green CRM practices, particularly Salesforce automation and 

ESG tracking systems, are highly scalable for SMEs. Company D demonstrated how these tools can 

be effectively scaled even with limited financial resources, making them accessible to SMEs with 

constrained budgets. 

Practical Implications 

1. Recommendations for SMEs: 

o Budget-Friendly Salesforce Solutions: SMEs can leverage cost-effective Salesforce options, 

such as Salesforce Essentials, which provides CRM automation at a fraction of the cost of 

larger enterprise solutions. 

o Employee Buy-In: It’s critical to foster employee engagement through training and clear 

communication about the sustainability vision and how Salesforce and ESG tools contribute to 

both business success and environmental responsibility. 

o Start Small and Scale: SMEs should consider starting with basic ESG tracking features, 

expanding the tools gradually as they see the positive impact on sustainability and operational 

efficiency. 

2. Potential for Scaling: This research indicates that Green CRM practices have significant potential for 

scaling across different industries in India. By adopting scalable solutions like Salesforce and 

integrating ESG tracking, SMEs can align with global sustainability trends, enhance their brand image, 

and improve their bottom line. 

This study highlights that SMEs in India can benefit significantly from Salesforce automation and ESG 

dashboards, improving their operational efficiency, employee satisfaction, and sustainability performance, 

while driving customer loyalty and brand growth. 

 

6. CONCLUSION 

This study aimed to evaluate the impact of Green CRM practices, specifically through the use of Salesforce 

automation tools and ESG dashboards, in improving business efficiency and sustainability for small-to-

medium-sized enterprises (SMEs) in India. The case studies of four SMEs across different industries—

agriculture, healthcare, renewable energy, and eco-products provided valuable insights into how Salesforce 

automation and ESG tracking systems contribute to both operational improvements and measurable 

sustainability outcomes. 

The key findings from the case studies are as follows: 

 Operational Efficiency Improvements: All four companies experienced significant gains in operational 

efficiency due to the automation of routine CRM tasks. Task completion time was reduced by 25-35%, 

and employee satisfaction improved as a result of the reduced workload. For example, Company C 
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saw a 40% faster project completion rate, and Company A reduced lead response time from 12 hours 

to 4 hours. 

 Cost Savings and Resource Optimization: The integration of Salesforce automation tools led to 

considerable cost savings, particularly in areas such as paper reduction, administrative work, and 

project management. For instance, Company C saved $5,000 annually, while Company A saved $2,500 

due to improved documentation and project tracking processes. 

 Sustainability Impact: The adoption of ESG dashboards enabled companies to track and improve their 

sustainability metrics. Company C achieved a 40% reduction in carbon emissions, and Company B 

reduced energy consumption by 20%. These efforts were supported by real-time tracking of critical 

sustainability data, providing transparency and accountability. 

 Customer Satisfaction and Loyalty: The incorporation of eco-conscious practices significantly 

enhanced customer satisfaction. Company C reported 90% customer satisfaction with its renewable 

energy focus, and Company D saw a 72% increase in customer willingness to pay a premium for 

sustainable products. Customers showed clear preference for businesses with transparency in 

sustainability. 

 Employee Engagement: The results also indicated a positive shift in employee perceptions. With the 

integration of Salesforce automation and ESG practices, employees reported increased engagement 

and improved work satisfaction due to more efficient workflows and a greater alignment with the 

company’s sustainability goals. 

Overall, the research confirmed that Green CRM practices, particularly through Salesforce automation and 

ESG dashboards, positively impacted operational efficiency, sustainability, and customer loyalty in SMEs. 

Recommendations for Future Research 

This study opens several avenues for future research in the area of Green CRM:AI and Machine Learning in 

Green CRM: Future research could explore the role of artificial intelligence (AI) and machine learning (ML) 

in enhancing Green CRM practices. AI and ML could further streamline CRM workflows, optimize 

sustainability initiatives, and provide predictive analytics for businesses to make data-driven sustainability 

decisions. For example, AI could predict the carbon footprint of different business processes, enabling 

companies to reduce their environmental impact more effectively. Scalability to Larger Organizations: This 

study focused on SMEs, but future research could investigate the scalability of Green CRM practices in larger 

organizations. Large-scale businesses often face different challenges and opportunities when integrating Green 

CRM. Understanding how Salesforce automation and ESG dashboards can be scaled to suit larger 

organizations with complex workflows and customer bases would be valuable. Cross-Industry Comparison: 

Further research could compare the implementation and impact of Green CRM across different industry 

sectors. While this study covered agriculture, healthcare, and renewable energy, a broader cross-industry 

comparison could provide more insights into the unique challenges and benefits of Green CRM in diverse 

contexts. Impact on Long-Term Business Performance: While this study focused on short-term improvements 

in operational efficiency and sustainability, future research could examine the long-term business performance 

of companies that have adopted Green CRM. It would be important to assess whether the adoption of 
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sustainable practices leads to sustained financial performance, market share growth, and brand loyalty over 

time. 

 

Limitations 

While the study provides valuable insights into the adoption and impact of Green CRM in SMEs, there are 

some limitations that must be acknowledged: Sample Size: The research focused on only four SMEs, which 

limits the ability to generalize the findings to all SMEs in India or globally. A larger sample size would provide 

a more comprehensive understanding of how different types of SMEs adopt and benefit from Green CRM 

practices. 

Limited Scope to SMEs: The study was focused exclusively on small-to-medium-sized enterprises (SMEs). 

Larger organizations or multinational companies may face different challenges and opportunities when 

integrating Salesforce automation and ESG dashboards. Future studies could include larger organizations to 

provide a broader perspective. 

Focus on Specific Industries: The case studies were limited to specific industries: agriculture, healthcare, 

renewable energy, and eco-products. While this selection allowed for a deep dive into the implementation of 

Green CRM in these sectors, the findings may not fully represent other industries that might adopt Green 

CRM practices. Further research could explore additional sectors such as manufacturing, retail, and 

technology. 

Lack of Long-Term Data: The study focused on the immediate to short-term impact of Green CRM practices. 

However, long-term data regarding the sustainability and business performance improvements would provide 

a more complete picture of the true impact of these practices on an organization’s financial health and market 

position. 

This study demonstrated that Green CRM particularly Salesforce automation and ESG dashboards—can drive 

meaningful improvements in operational efficiency, sustainability, customer satisfaction, and employee 

engagement in SMEs. The findings underline the potential of Green CRM to align business processes with 

sustainability goals, creating long-term value for both businesses and society. Future research can build on 

these findings to further explore the impact and scalability of Green CRM across industries and company 

sizes. 
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