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Executive Summary
One of the Caribbean's most prominent financial institutions — spanning banking, insurance, investment, and money 
services across 17 territories — struggled with fragmented customer data and siloed operations across Sales, Marketing, 
and Service. The absence of a single customer view across SBUs constrained cross-sell potential and limited operational 
scale. B-TRNSFRMD architected a comprehensive CRM transformation to unify customer data across SBUs and enable a 
strategic shift: from siloed, BU-led selling to a connected, group-wide model built for cross-sell, upsell, and sustained 
revenue growth.

Key Highlights

5
Business 

Units
on a single Creatio instance

15
Business Functions
unified on single platform

200+
Business Workflows

developed across the 
platform

2M+
Records 
Migrated

into the unified data model

The Challenge: Fragmented Operations Limiting Growth
As the organization scaled across territories and business units, the absence of a centralized CRM created compounding 
operational inefficiencies — limiting visibility, productivity, and impacting cross-sell & upsell opportunities.

No Central System of Record

Each business unit operated on independent tools with 
no shared infrastructure to manage customers, leads, 
or cases consistently.

Disconnected Customer Data

With no synchronization between systems, customer 
information was duplicated and inconsistent — making 
a single view of the customer impossible.

Missed Cross-Sell & Upsell Opportunities

Without a unified view of customer relationships 
across SBUs, the organization was unable to identify 
or act on cross-sell and upsell potential at scale.

High Operational Overhead

Without automation, teams absorbed significant 
manual effort across data entry, reporting, and 
coordination — diverting capacity from customer-
facing activity.

No Real-Time Visibility for Leadership

With no centralized reporting, leadership lacked timely insight into sales, marketing, and service performance across 
the organization.



Future State & Realized Impact

B-TRNSFRMD delivered a phased, SBU-by-SBU Creatio CRM implementation across 7 sprints — unifying Sales, Marketing, and Service 
operations onto a single enterprise platform.

Strategic Approach

Current State Discovery

System Architecture Design

AI-CRM Implementation

Systems Integration & Data 
Migration

Change Management & 
Adoption

The Solution: A Unified CRM & Operational Platform

A single enterprise-wide platform, purpose-built to unify operations, data, and customer visibility across a complex, multi-territory financial 
services organization.

Unified CRM Platform

One Creatio instance across all BUs — each 
team operates within strict data boundaries, 

seeing only their customers, leads, and cases.

360-Degree Customer View

Leadership and authorized teams have a 
complete view of every customer relationship 
across products, territories, and interactions.

Real-Time Leadership Visibility

Centralized dashboards across all BUs give 
leadership on-demand insight into sales, 

marketing, and service performance 
organization-wide.

Data Warehouse Integration

A custom integration syncs customer and product data daily from the bank's on-premise warehouse into Creatio — 2M+ records migrated.

Business Outcomes

With the implementation of Creatio CRM, the organization achieved measurable operational and commercial outcomes — reflecting a high-
impact transformation at enterprise scale.

Single Source of Truth

Creatio is now the definitive system of 
record across all territories and 

segments — eliminating data duplication 
and inconsistency.

Cross-Sell & Upsell Enablement

A unified customer view across SBUs 
equips Sales and Marketing to identify 

and act on cross-sell and upsell 
opportunities at scale.

Operational Control

Disconnected tools and local 
workarounds eliminated — every BU 

now operates on a consistent, governed 
process across 17 territories.

200+ Automated Business Processes

Manual workflows replaced with intelligent automation across 
Sales, Marketing, and Service — reducing overhead and enabling 

scale

Airtight Data Governance

Granular BU-level access controls enforce complete data 
separation — meeting compliance requirements without 

compromising the unified data model.

About B-TRNSFRMD
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