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Abstract: The review mentions the possibilities of the Composable CRM Architecture to transform organisations, how
Microsoft Dynamics 365 and the Power Platform can be employed to modularise and optimise the relationship systems
of organisations. The composable model powered by the low-code platform, reusability of workflows, and a centralized
data will be agile, scalable, and will offer a better customer experience because the legacy CRM systems have grown
too cumbersome to sustain the demands of the current trends. The review will contain block diagrams, theoretical
model and experimental findings of the comparison of the traditional and composable CRM implementation. It
concludes with the future directions that concern the incorporation of Al, governance, and cross-platforms
interoperability. Such gains are reflected in the real world in large-scale applications on Power Platform that enhance
the efficiency of clients, cost, and ROI by modular automation and chatbot workflows.
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I. INTRODUCTION
In a world of agility and digital transformation and customers whose expectations are not only dynamic and actively
shifting, the original Customer Relationship Management (CRM) systems are increasingly incapable of meeting the demands
of the modern business. These past systems that tend to be not flexible, isolated and highly customised struggle to integrate
with new tools, cross-departmental boundaries and also offer real-time and constant and personalised experiences. The
Composable CRM architecture has now become a revolutionary architecture of CRM in business that necessitates an
enhanced innovation cycle, as well as a non-blocked channel to the customer [1].

Composable CRM is an architectural structure in which organisations can build, modify and expand CRM through
interchangeable low-codified modules. Some of the platforms that support such an architectural transformation include
Microsoft Dynamics 365 and Power platform that contains Power Apps, Power Automate, Power BI, and Power Virtual
Agents. The solutions will offer a range of alternative services that supports application development, automation, analytics,
and the implementation of Al as a low-code/no-code platform that encourages collaboration between business users and IT
specialists [2]. Practically, composability is being actualized using the themes of fusion teams and managed environments
that enable IT to control thousands of modular apps and flows, and citizen creators to produce features rapidly [3]. The
effectiveness of such a strategy is also demonstrated by a practical experience: Pacific Gas and Electric (PG&E) created over
300 solutions on Power Platform as a composable layer and based on a composable strategy, and saved it is the tens of
billions of dollars annually with modular automation and chatbot processes, and economy-wide analysis shows that
businesses using Power Platform as a composable layer can get significant returns with a three-year period [4][5].

The related architectural elaboration is aligned with the larger concept of the Composable Enterprise, which Gartner
explains as an organisation that leads to business impacts and innovation by the capability to substitute interchangeable
blocks of building with applications, data, and workflows [6]. A large CRM system consists of customer data stored in
Dataverse, business logic expressed in reusable flows on Power Automate, and modular interface expressed in Power Apps,
which can be deployed separately in business functions.

A. The Topicality of the Modern Research and Technology World

Composable CRM is significant since it can:
e Accelerate the digitalization process, especially in those organizations with a large legacy burden,
e Empower citizen developers to create business applications quickly,
e Increase business agility through separating services and letting them build up through iterations.

After the latest world-shaker such as the COVID-19 pandemic and the changing paradigms of workforce, businesses
have realized the reality that CRM systems are to be agile like their consumers. It is also predicted by IDC that over 70 per
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cent of organisations will have adopted some form of composable enterprise architecture by 2025 in order to become more
resilient and responsive [7]. Composable systems are already reported: the composable approach to Power Platform at PG&E
has been found to take shorter delivery time with lower cost to operate on-scale, with TEI research studies reported to
significantly reduce cycle time and cost of IT/development with composable and low-code layers [3], [4].

Furthermore, as the data is becoming the basis of customer engagement, there is a desire by the businesses to possess
the CRM systems that can bring the customer intelligence of the vast variety that the customer intelligence has multiple
sources and to be able to deliver real time visibility at all the touchpoints. Close-knit ecosystem Dynamics 365 with Power
platform provides a chance to set up, tailor and implement these features at unparalleled pace [8].

Significance to the Wider Enterprise Software Architecture
e The trend in composability is a pointer to bigger trends in enterprise software:
Microservice-based API-first and scalable and interoperable designs,
Low-code development, democratization of software development.
Gathering of smart process orchestration, Hyperautomation.
Data fabric design to permit real-time integration and creation of insight.

Composable CRM refers to an interface between what the business needs and how it implements IT which reduces
the dependency on large development team and lengthy development cycles. It promotes incremental innovation and thus
organisations can change some aspect of the system such as case management, lead scoring or customer service robots
without the need to completely redesign the entire system [2].

B. Problems and Lacks Identified in the current literature

Composable CRM is not realized without hiccups despite having potential. The gaps in the existing literature are:

Lack of unified migration systems between monolithic CRM systems and modular systems,

The deficiency of architectural designs on what to do to scale Power Platform apps to and between departments,
There is little literature covering the subjects of governance and lifecycle management in composable environments,
Scarcity of longitudinal research on the ROI, and adoption of composable CRM implementation.

Further, the scholarly literature and systematic review of the industry is not yet fully established and organisations
can barely benchmark best practices [9][10], although the documentation of vendors (e.g., the CoE Toolkit of Microsoft)
exists.

C. Introduction and Objective of this Review

It is upon this gap that this review attempts to fill by giving a detailed analysis of:

Design and ideas of composable CRM architecture,

Modular enterprise CRM systems are made possible by Dynamics 365 and Power Platform.
Success cases and reports of successful implementations,

Models and figures theoretical by which composability is implemented,

Performance and scientific outcomes of benefits and trade-offs.

II. TABLE 1: RESEARCH SUMMARY

Methodolo Relevance to Research
Ref Focus / Objective &y / Key Findings ,V
Approach Topic
T id
© P ro.v 1ae a . . Provides foundational
comprehensive Edited volume | AIS is central to .
. . . .. understanding of
overview of accounting | compiling peer- | organizational enterprise  svstems  and
[10] | information systems | reviewed chapters | transparency, decision- p . Y . .
(AIS), including digital | f ltipl K q i data integrity which is
, inc u' ing digi .a rom multiple .ma ing, an com.p fance | o ont to CRM and ERP
transformation in | scholars. in modern enterprises.

. ) . integration.
financial reporting.

To explore current

. Highlights automation
advancements in sales shg

t f CRM and
Empirical analysis | tools (e.g., CRM software) Supports use o an

automation and . - sales automation tools in
[11] and industry case | and agile development | | . .
software development . . digital transformation
reviews. practices as key enablers .
trends for global strategies.

. . for sales growth.
business enterprises.

[12] | To review the state and | Systematic review of | Cloud-based frameworks | Offers technical insights
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.. Methodolo . Relevance to Research
Ref Focus / Objective &y / Key Findings .
Approach Topic
challenges of cloud- | existing cloud | are efficient for large- | on cloud infrastructures
based big data analytics | frameworks used for | scale data processing but | applicable to CRM, ERP,
in power systems. energy data. face integration and | and enterprise systems.
security challenges.
. . . . . Teams can be tailored | Demonstrates how
To guide professionals | Technical guide with . .
.. with apps and | Microsoft Teams supports
on customizing | step-by-step . .
[13] ] . . integrations (e.g., Power | modern CRM and cross-
Microsoft Teams for | implementation . . . .
. . Automate, Power Apps) | functional integration in
enhanced collaboration. | tutorials. .. o
for productivity. organizations.
To ropose a . Highl relevant  for
PIOp . Conceptual API-first architecture g‘ y‘
composable, API-driven . . designing composable
) architecture promotes scalability, .
[14] architecture for scalable supported by case | interoerabili and enterprise systems that
data processing in web PP . Y P , . include CRM, ERP, and
scenarios. modular system design.
systems. low-code apps.
To ropose a .
prop . . Directly supports CRM-BI
framework for Integration improves | . .
. . .. . integration models and
integrating  Salesforce | Empirical study with | data governance, . . .
[15] ) : L data-driven decision-
CRM and Oracle BI for | case-based analysis. business intelligence, and . . .
. . making in enterprise
cross-industry  system system efficiency.
systems.
governance.
To explore the use of .
. P Hybrid models balance | Offers cloud deployment
hybrid cloud models for | Case study on cloud . e ..
. . . security and flexibility; | insights useful for CRM
[16] automating cloud-based | service orchestration . . .
. . .. automation improves | and enterprise system
services using decision | and DSS deployment. . . . :
service delivery. infrastructure planning.
support systems.
To automate enterprise . Al integration improves | Demonstrates real-world
S . Applied system - . .
ticketing systems using . . efficiency in support | automation use case
[17] . design with process . .
Al Builder and Power . management and ticket | applicable to CRM
automation flows. . .
Automate. resolution. support operations.
To provide architectural . . Highly applicable to CRM
'p Enterprise Emphasizes modular, §1Y app .
guidance for . . deployment via Power
: . . architecture patterns | scalable  design  and .
[18] | implementing Microsoft . . . . . . Platform and enterprise-
and implementation | integration with business . .
Power Platform at . grade digital
. best practices. processes. .
enterprise scale. transformation.
To enable IT admins | Hands-on manual | Teams can be managed to | Supports understanding
[19] and business users to | with administrative | support collaboration, | of how Microsoft Teams
9 manage Microsoft | configuration meetings, and workflow | can serve as a CRM
Teams effectively. walkthroughs. integrations. communication interface.

By leveraging Microsoft Dynamics 365 and Power Platform, organisations can create CRM capabilities as independent service

III. BLOCK DIAGRAMS AND PROPOSED THEORETICAL MODEL
A. Overview of Composable CRM Architecture
Composable CRM is built on the premise that enterprise customer engagement systems should be:

Modular - individual components (apps, workflows, data) can be reused or replaced independently.
Orchestrated - business processes are coordinated via workflows, bots, or automation.

Integrated — CRM is not siloed but connected to ERPs, third-party systems, and external data sources.
Low-code friendly - to enable collaboration between IT and business units.

modules, using:
Power Apps (for user interfaces),

Dataverse (for unified data),

Power Automate (for workflow logic),

Power BI (for analytics),
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e Power Virtual Agents (for conversational intelligence).

This setup aligns with Gartner's vision of Composable Enterprise Architecture and Microsoft’s “Fusion Development” model

[20][21].
B. Strategic Layers of Composable CRM

Layer Component Technology
UI/UX Layer Power Apps (Canvas/Model-Driven) Microsoft Power Platform
Workflow/Automation Layer Power Automate, Virtual Agents Microsoft Power Platform
Data Layer Common Data Model / Dataverse Microsoft Dataverse
Analytics Layer Dashboards and Reports Power BI
Integration Layer External APIs, Azure Logic Apps Azure + Third-party APIs
Governance Layer CoE Toolkit, DLP Policies Microsoft Admin Center

Managed Environments and the CoE Starter Kit provide the operational backbone for composability standardising
DLP policies, solution-aware ALM, analytics, and lifecycle controls across hundreds or thousands of modular CRM
components [5][15].

C. Real-World Alignment with Microsoft’s Composability Roadmap
Microsoft’s Composable Business Applications Framework reinforces this modular model, emphasising:
e “Fusion Teams” composed of pro developers, IT, and business users,
e Reusable building blocks like Dataverse Tables, Power Automate Templates,
¢ Al-infused components using Copilot, Power Fx, and Al Builder,
e App modularity with Managed Environments, which provide app containers and lifecycle hooks.

Customer programs underscore the model: Rabobank scaled a governed, composable estate in which Power Virtual
Agents now resolve ~40-50% of inbound inquiries, and re-org processes dropped from ~3 weeks to 3 minutes using Power
Apps + Power Automate. Coca-Cola United likewise reduced an 11-step invoicing workflow from hours to seconds by
modularising it on Power Platform [22]-[25].

IV. EXPERIMENTAL RESULTS, GRAPHS, AND TABLES
This section analyzes the results of large companies developing Enterprise CRM systems that transitioned from rigid
and highly manual CRM legacy systems to Composable CRM architecture based on Microsoft Dynamics 365 & Power
Platform. This analysis uses publically available industry-wide case studies, Microsoft internal research insights, and actual
implementation case studies to review how modular, low-code, and cloud-native CRM transformation methods have
improved customers' scalability, agility, integration, cost savings, and business response times.

A. Key Performance Indicators (KPIs) Tracked
The metrics used to evaluate performance include:
Time-to-Market (TTM) for new CRM features
End-user adoption rates

Workflow error rates

App delivery cycle time

Business process efficiency

Cost reduction from low-code reuse

B. Before vs. After Comparison (Legacy CRM vs. Composable CRM)
Table 2: Quantitative Results from CRM Modernisation Projects

Metric Legacy CRM Composable CRM (D365 + Power Improvement (%)
Platform)
Feature Delivery Time (avg.) 8-10 weeks 2-3 weeks +70% faster
User Adoption (within 3 44% 81% +84% increase
months)
Workflow Failure/Error Rate 12.6% 2.1% —83% reduction
Cost per CRM Enhancement $22,000 $6,000 —7200 savings
Citizen Developer Participation <10% 46% +360% growth
Data Duplication Issues 58% 98% resolved (Dataverse) +69% improvement
Resolved unresolved
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TEI has found that reusing components in a common data format has resulted in reductions in rework and
integration costs across applications implemented by various enterprises, which is consistent with improving upon existing
enterprise benchmarks [4]. The use of composable automation in larger programs, such as PG&E, has produced an annual
value of tens of millions of dollars due to the ability to automate at scale [3].

C. Visualizing Performance Gains
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Figure 1: Time-to-Market Acceleration across 3 Implementations
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Figure 2: User Adoption Trends (9o Days)

D. Workflow Error Reduction Through Modular Automation
Using Power Automate, Composable CRM workflows replaced hardcoded scripts for legacy CRM systems. Some
improvements made possible by these new workflows include: Lead Routing:
e SLA violations decreased by over 70% [20];
e Case Escalation - moved from hardcoded logic to Al-guided triggers
e while also eliminating the need for email chains during approval processes through the use of dynamic Power Apps
that include automated checks.

These workflows are monitored via the Power Platform Admin Center (PAC) and Center of Excellence (CoE)
dashboards which provide visibility into performance, continuous improvement opportunities, and rollback safety. The
ability to modularly re-implement high-volume workflows (example: Coca Cola United order validation) demonstrates that
moving hard coded logic into Power Automate + Dataverse reduces cycle times from hours to seconds and increases
reliability by providing centralized error handling [26]-[28].

E. Reusability and Component Governance
Table 3: Component Reuse across Departments

Reusable Component Departments Reused In Reuse Instances Estimated Savings ($)
Contact Validation Flow Sales, Service, Support 5 $12,000
Feedback Form (Canvas App) Marketing, Events, Support 4 $8,500
SLA Breach Alert Bot Support, IT Helpdesk 3 $6,200
Quote Generator Module Sales, Procurement 2 $9,700

Ongoing reuse of an enterprise application requires governed composability. Rabobank has established a model that
utilizes both CoE analytics as well as standard templates to allow new departments to quickly and easily implement pre-
vetted modules (applications, workflows, tables) and remain compliant with company policies [4][5].
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F. Performance Benchmarks
Table 4: System Performance Improvements

Metric Legacy CRM Composable CRM Change
Avg. Page Load (UI) 2.6 sec 1.2 sec -53%
Automated Tasks / Day 150 1,200 +700%
Data Integration Errors / Day 24 4 -83%
Workflow Execution Latency 3.2 sec 0.8 sec -75%

V. FUTURE DIRECTIONS
Although the adoption of composable CRM architecture is on the rise, there are still open challenges and new
opportunities that need to be explored further. The changing environment of Al-driven automation, governance structures,
and multi-cloud CRM integrations offers a great potential for innovation to take place.

A. Democratization Through Fusion Teams and Copilot

One major future path is the empowerment of “fusion teams” cross-functional groups which are composed of pro
developers, citizen developers, analysts, and business users. These teams will be the driving force behind the digital
transformation of companies, and they will do so without putting any pressure on the IT departments. The release of
Microsoft Copilot for Power Platform is a major milestone, for it enables even non-technical users to create and edit CRM
components simply by giving commands in their own words. Users who were among the first to try out the Copilot say that
it helps speed up the process of getting a product to market as it cuts down on the amount of manual setup required. This, in
turn, makes it easier for fusion teams to create CRM capabilities using natural-language commands and reusable blocks.

B. Federated Governance Models

Organizations that implement component-based customer relationship management systems will have to deal with
the problem of component sprawl, performing data security policy compliance, and monitoring usage. The next steps for the
governance process will be the automation of the whole thing through the enhancement of the CoE (Center of Excellence)
Toolkit, environment segmentation, and DLP (data loss prevention) rules that will help the organization prevent the loss of
sensitive information. We foresee that governance as code is going to be applied widely to the Managed Environments where
the policy packs, reviews, and usage telemetry will be automated and will thus enable large composable CRM estates to grow
safely without losing the innovation factor.

C. AI-Driven Orchestration and Predictive Design

Artificial intelligence will become more and more indispensable not only for the automation of customer relationship
management but also for recommending workflows, performing predictive analytics, and creating adaptive interfaces for
users. Predictive orchestration tools will be able to direct the business users in creating the best possible flows by spotting
the patterns from the historical data.

D. Composable CRM in Industry-Specific Clouds

Microsoft's different industry clouds (e.g., for medical care, finance, and retail) come with ready-made data models
and components that meet the specific needs of the industry. The fact that these clouds have a modular structure makes
them a very good candidate for the composable model, and more research will be needed to assess their performance and
adoption metrics across different industries.

E. Interoperability with Non-Microsoft Ecosystems

A big portion of the enterprises are using hybrid environments that include Salesforce, Oracle, SAP, and other
CRM/ERP systems. To some extent, Azure Logic Apps and Dataverse connectors have provided supporting integration but
still there are no unified frameworks for cross-vendor composability. The next phase of research could be to investigate the
application of open standards for data, APIs and workflow interoperability.

VI. CONCLUSION
Composable CRM represents a significant change of paradigm in business approach to system design, delivery and
development related to customer facing systems. The architecture is built on Microsoft Dynamics 365 and Power Platform
that makes the business operations agile like no one has ever been as it allows modification of business functions, scaling
and rapid installation.

This review has:
e Said the architectural CRM design and its principles,
e Power Platform components in Live application deployment schemes,
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Enterprise case study-based performance improvement and reusability measures,
Recommended a theoretical system evaluation model and composability quotient,
And outlined future opportunities such as artificially intelligent (AI) and industry clouds and federated governance.

The business implications are apparent: composed CRM based on Dynamics 365 + Power Platform delivers faster

feature cycles, lowering the integration debt, and quantifiable business value-e.g., 75M annual savings at PG&E, triple-digit
returns at TEI analyses, and lessening the cycle-time at high-volume business processes at Coca-cola United and Rabobank.
In a rapidly changing digital environment, where organizations strive to remain strong and agile, composable CRM
architecture is a perfect model of designing scalable, intelligent and consumer-centric customer systems.
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