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Executive Summary 
The development of the ERP system by Software as a service (SaaS) was a new revolution in the business market. However, the upheaval was further heightened by the development of the multi-tenant CRM that provides significant aspects. By outlining the beneficial aspects of the software service, the paper draws the need for Bernardco International to integrate the new technological architecture within its business operations. Significantly, the paper describes the different benefits of multi-tenant CRM including significant savings in power and hardware, low costs in service delivery and increased dependability and reliability. The implementation process of the multi-tenant CRM will take two weeks with varying cost depending on the subscription. Unlimited subscription will amount to $300 per user on a monthly basis. Enterprise subscription will cost $150 per user on a monthly basis while Professional subscription will require a payment of $75 per user every month. Technically, the paper discusses the limitations or difficulties likely to be encountered with the implementation of the new technological input based on the need of additional functions including customization based on the multi-tenants, the selection of modules and applications, and the need to create a robust database. 
Opportunity Statement

The current business environment is characterized by the need to implement new methodologies, significantly the Multi-tenant CRM that is associated with a high modular approach enhancing a promising business market. With the growing competition in the business environment, there is a rising need to introduce new technologies to the systems. The business processes should be reengineered; thus the development of the Multi-tenant CRM has revolutionized the enterprise system. The new architecture provides Bernardco International with the opportunity to implement different modules, that can be configured based on the needs of the users with additional improvements according to requirements.
Definition of Scope
To be at the competitive edge of the comprehensive business environment, Bernardco International should incorporate Multi-tenant CRM, a new software service within their processes. The implementation of the new software creates a shared utility, heightening the ability of the organization to optimize computing resources across the clients. Unlike the single-tenant CRM software application that is associated with a steadfast set of resources to meet the necessities of a single department, implementing the multi-tenant CRM will seek to utilize a similar amount of resources while satisfying the necessities of the multiple tenants or departments, resulting in substantial cost savings. The implementation of the new software service will encounter some limitations including possible customer dissatisfaction during software upgrades. This aspect is facilitated by the fact that the single-tenant CRM supports different versions of the software application. On the other hand, the Multi-tenant CRM requires all clients to utilize the same application software thus it is associated with mass upgrades without the option to defer or accept, posing a problem during its installation. Additionally, the implementation of the new service software will encounter possible difficulties relating to selection of modules and applications, and the need to create a robust database. 
Review of Options
Significantly, the single-tenant CRM cannot be overshadowed by the development of the new architecture. Some of the limitations associated with the new technological techniques deter its absorption within the enterprise systems whereby the single-tenant CRM is still reliable. The use of single tenant CRM at Bernardco International is a viable option as it is associated with increased customer satisfaction through the provision of no limit to customization and increased flexibility to access the data. The unique customer installation enhances greater access to information through the provision of additional techniques including third party question tools, integration tools and report writers (Samrajesh, & Gopalan, 2016). 

Multi-tenant CRM has multiple benefits over the single-tenant CRM thus heightening the need for its installation within the organization. Essentially, the new architecture is associated with increased dependability and reliability based on its capacity to mandate every client to operate on a similar database, software version and business environment (CRM Landmark, n.d.). The hosting manufacturer is presented with the opportunity to operate with few variables, deliver increased standardization and ensure a sophisticated information system (CRM Landmark, n.d.). Unlike the single tenant CRM that supports different software versions, the new architecture requires the clients to use the same software application version. This aspect does not only increase its reliability and dependability, but also the ability to upgrade the software in mass resulting in cost savings. 

Additionally, Multi-tenant CRM sustainability and efficiency is facilitated by its capacity to ensure the lowest cost of service delivery within the organization processes. Based on the fact that there is no new software resource required for individual incremental clients, the accrued costs of on-boarding a new client approaches nil when at full scale (Endeavor, 2016). This results in a continuous increase in the marginal revenue that is associated with respective new clients. Based on its benefits, the new architecture has seen substantial growth in its use within the organization with a significant decrease in the use of single-tenant CRM (Endeavor, 2016).

Multi-tenant CRM vendors, for example, Salesforce.com embrace and promote the product’s shared architectural services model claiming it provides significant savings in power and hardware. The ability of multi-tenant architecture to enhance cost savings is based on its approach of resource pooling. With the single-tenant CRM, a separate machine (virtual or physical) is required to spin up for each client (Chipman, 2015). The great significance of this technique is illustrated by the fact that slalesforce.com boasted of its ability to a customer base of approximately 100,000 clients by using 3,000 servers only (Chipman, 2015). Fundamentally, the multi-tenant architecture provides enterprises with processes and workflow diversity between the different operating units. However, the use of too many instances has been criticized as it poses the possibility of over-customized hubs that might prove challenging during their management.
Proposal 
Software as a service (SaaS) introduced a new idea in the software service industry that transformed the manner in which software is being delivered to clients. SaaS prompted an on-demand software development in cloud computing environment whereby businesses were extended by unveiling new approaches which eliminated purchasing and maintenance of information and communication technology (Samrajesh, & Gopalan, 2016). Over time, it came to the realization that a reputable SaaS vendor ought to make data reliable and secure to enhance customizability. During the development of SaaS, the primary challenge encountered related to the capacity to provide the client with scalability and security thus obscured customizability. The challenge instigated additional concerns based on the perspective that there was an increased order of customizability, an aspect that provided the business with access to extensive opportunities. 
This demand called for reengineering of the business processes thus facilitated the development of the Multi-tenant CRM, a new architecture that revolutionized the enterprise system. Multi-tenant CRM provides Bernardco International with the opportunity to implement different modules, that can be configured based on the needs of the users with additional improvements according to requirements. Bernardco International should implement multi-tenant architecture as a new system in their processes. Despite the fact that both on-demand software in cloud computing and single tenant CRM are associated with some benefits, such as increased client satisfaction and heightened access to information, the multi-tenant architecture is associated with additional benefits that opens up the business environment. Bernardco International will be presented with new opportunities in the competitive business market including increased dependability and reliability, low cost of service delivery and significant savings in power and hardware. The hosting manufacturer is presented with the opportunity to operate with few variables, deliver increased standardization and ensure a sophisticated information system. Multi-tenant CRM enhances sustainability and efficiency based on its capacity to ensure lowest cost of service delivery within the organization processes. The proposal seeks to facilitate the implementation of multi-tenant CRM within the business operations of Bernardco International. 
Cost and Timeline

The implementation of the project will take two weeks. The costs incurred will vary depending on the subscriptions. The proposal pursues the installation of three subscriptions:
I.  Unlimited subscription costing $300 for each user every month. 
II. Enterprise subscription costing $150 for each user on a month basis.
III.  Professional subscription costing $75 for every user on a monthly basis
Installation timeline of Multi-tenant CRM. 
	Version #
	Development date
	Installation date
	Complete Installation

	Version 1.0
	January 20, 2017
	February 1, 2017
	February 15, 2017

	
	
	
	


After the new software has been installed, the desired results will be obtained after the first three months. Success will be measured by enhanced customer reliability and dependability as the new architecture mandates the clients to operate on the same environment, database and software version. Additionally, material cost savings will be attained whereby the clients reside in a single database associated with material economies of scale for instance software procurement costs. The new outcome can be projected to help Bernardco International in achieving 35% increase in their sales productivity, 40% increase in forecast accuracy and 29% increase in revenue.

Appendices
Table 1
	Independent variable

CRM solutions by platform type
	Dependent variable (Percentage)

	
	Research 1
	Research 2

	Multi-tenant
	82%
	85%

	Isolated tenancy
	9%
	9%

	Unsure or unknown
	9%
	6%


Due to the increasing awareness of the multi-tenant CRM, survey was conducted amongst respondents who were using the CRM solutions in a hosted environment. Many respondents in the first research were still in at the implementation phase but top benefits cited with the use of multi-tenant CRM related to cost savings, simplicity and reliability. In the second research, there was a significant increase in the number of respondents who had incorporated multi-tenant CRM. The substantial shift was enhanced by the beneficial aspects associated with the new architecture platform. 

Figure 1
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The table highlights on the cumulative total returns of Salesforce.com after implementing multi-tenant CRM. Both SRP 500 and Nondaq Corporate illustrate lower returns compared to Salesforce.com, an aspect associated with their reluctance to incorporate the new software.  
Figure 3
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A comparison of multi-tenant versus single tenant ERP systems. 
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