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Introduction

You know it: every company uses many  
different software applications. In addition 
to the usual communication and operating 
systems, customer relationship manage-
ment (CRM), marketing systems, various 
social media channels, customer adminis-
tration software, analysis tools and other  
industry-specific applications are often  
required. The list goes on and on. Each of 
these systems works on its own and must 
be managed individually.

It doesn‘t have to be that way!

There are good ways to connect all these 
pieces of the puzzle. For example, the mar-
keting, sales, and customer service platform 
HubSpot can be used to link different ap-
plications and synchronize data and infor-
mation. This gives you a unified overview of 
your marketing activities and significantly 
improves your customer relationships. The 
benefits of integration are captivating.

Let ’s  go!
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What does system 
integration mean and 
how can it help with 
digital transformation?

1

System integration means bringing toge-
ther the various separate modules, proces-
ses, and data systems and allowing them to 
work together in a unified way. 
It enables organizations to streamline ope-
rations, strengthen collaboration between 
departments, and improve operational  
efficiency. 
Not only does this process facilitate the  
introduction of new IT systems into existing 
digital environments, but it can also help 
combine modern systems with legacy ones.

For several years, companies of all sizes have 
been increasingly relying on digital tools 
and technologies. The adoption of the latest 
trends to increase productivity and efficien-
cy, as well as improve processes and results, 
has increased rapidly.

In their quest to drive digitalization, many 
companies are forced to abandon their old 
methods and implement modern processes 
and systems. Some habits are hard to break. 
As a result, business owners and employees 
alike are concerned about the changes that 
come with digital transformation.

How can your organization ensure that  
the transition succeeds without losing exis-
ting data, systems, processes, techniques,  
or people?
The integration of existing systems and  
processes is one possible solution.

What does system integration mean?

Every business has a combination of manual 
and automated online and offline systems 
to manage every aspect of its operations.  
To get the most out of all these compo-
nents, it‘s worth taking the step towards  
integration.
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What are the 
benefits of system 
integration?

2

 2. Improved efficiency

Working with many systems – some of 
which may be completely isolated – negati-
vely impacts performance and later results. 
There can be significant gaps in communi-
cation and collaboration. Isolated systems 
may need to be manually updated with 
new incoming data. Not to mention the ef-
fort you have to put in every time you need 
to retrieve important information. A lot of 
time would be wasted on communication 
between departments for the easiest data 
exchange, further delaying time-sensitive 
decisions. Even small mistakes could have 
catastrophic consequences.

A consolidated digital platform brings you 
many benefits in terms of greater efficiency.

First, system integration facilitates knowled-
ge transfer by enabling a high level of con-
nectivity between teams and departments. 
This leads us to the second benefit - a huge 
time saving. The introduction of a digital 
system would open up new possibilities 
for automating everyday and critical tasks.  
Urgent decisions could be made in real 
time. Each member of your organization 
would then be able to focus on more im-
portant things, increasing the productivity 
and efficiency of the entire team.

In recent years, the global market for system 
integration has grown impressively. This will 
continue to be the case in the near future. 
Let‘s explore why system integration is so 
important for digital transformation and 
how it can benefit your business.

1. �Leveraging synergies leads to greater 
agility  

With an integrated modern system, your 
organization no longer needs to host and 
manage multiple systems and their indivi-
dual data stores individually. A consolidated 
system reduces redundancies and repe-
tition and allows valuable resources to be 
redirected to more critical tasks or areas of 
operation.
System integration can fully exploit the 
potential of digital transformation by  
connecting systems such as ERP and CRM 
and introducing new elements at any time 
as needed. 
You decide whether you want to opt for an 
all-in-one solution, i.e. buy everything from 
the same provider, or choose the ‘best of 
breed approach’, where you choose the  
solution that suits you best and connect it  
to the other components.
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Summary

System integration is an essential part of the digital transformation process, a stage  
without which companies will not be able to reap the true benefits of digitalization. Your 
goal should therefore not only be to introduce new, innovative IT systems in the workplace, 
but also to create space for all the customizations needed for a truly digital, frictionless, 
and unified experience.

3. New insights
Since the different subsystems all work with 
different data stores, there is a certain gap 
that is sometimes difficult or impossible 
to bridge. Companies are missing out on 
valuable insights and reports that big data 
could potentially provide. As a result, they 
are likely to make important decisions ba-
sed on incomplete or inaccurate data.

With an integrated system, all relevant 
people can access all the data they need 
at any time. This data can then be used to 
analyse the performance of employees,  
departments, or the entire organization. The 
insights you gain about how your organiza-
tion is running can then be used to make 
changes needed to improve performance 
and outcomes.
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3

What are the 
differences between 
the different forms 
of integration?

2. Plug & Play Integration

Plug & Play Integration refers to pre-con-
figured and reusable integration solutions 
that can be inserted into existing systems 
relatively easily. These solutions are often 
delivered as extensions or add-ons and  
typically require less development work 
than a custom integration. Plug and play  
integrations tend to be quicker to imple-
ment and can be more cost-effective.  
However, they may not be as flexible as be-
spoke solutions because they are designed 
for specific use cases.

Example: 
Wordpress Integration for HubSpot CRM

Overall, different integration approaches of-
fer different advantages and disadvantages, 
and the choice depends on an organization‘s 
specific needs, budget, time, and technical 
resources. It is important to carefully plan 
the appropriate integration strategy to en-
sure successful system integration.

Here are some of the most common forms 
of integration:

1. Native integration

Native integration means that the integra-
tion with the target system or platform has 
been developed from the ground up and  
is part of the original architecture. It is a  
tailor-made integration created specifically 
for the two systems that will be connected. 
Native integrations typically offer high per-
formance and efficiency because they are 
specifically tailored to the needs of the sys-
tems involved. However, this type of integra-
tion often requires more development effort 
and can be more complex.

Example: 
Salesforce for HubSpot
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Summary

The HubSpot ecosystem offers over 2000 
integrations, most of which cover the stan-
dard objects (company, contact, deal data) 
and are based on HubSpot‘s API‘s and 
third-party systems.

No such standard solutions are available 
for local or industry software solutions, such 
as Abacus, Feratel, Messerli, Proffix, etc. 
So, it remains either a complete individual  
development or the use of an iPaaS solu-
tion, such as the ChiliDataHub®. This provi-
des the integration with HubSpot with all 
objects. Regarding the third-party system 
to be integrated, other technologies are 
possible in addition to REST API.

3. iPaaS (Integration Platform as a Service)

iPaaS is a cloud-based platform that pro-
vides various tools and services to support 
system integrations. It enables the integra-
tion of cloud and on-premise applications, 
as well as data sources, through a central 
platform. iPaaS often offers a variety of pre-
built integration features, including connec-
tors to popular applications and systems. It 
facilitates data transfer and data exchange 
between systems and often also offers  
monitoring and management functions. 
iPaaS is a flexible option that helps organi-
zations implement integrations quickly and 
agilely without having to build extensive  
infrastructure.

Example: 
ChiliDataHub® iPaaS

4. Custom Integration

Custom integration refers to a custom-de-
signed integration solution that is created 
specifically for an organization‘s specific 
needs and requirements. It is a tailor-made 
solution that considers the specific business 
processes and systems of an organization. 
Custom integrations offer maximum flexi-
bility and control over the integration pro-
cess, but they can also come with higher 
development costs and times. This type of 
integration makes sense when a company 
has specific requirements or complex inte-
gration scenarios that can‘t be covered by 
pre-built solutions.
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4

What is a REST API 
and how does it 
work?

Standard methods: REST APIs use the 
standard HTTP methods such as GET (for 
retrieving data), POST (for creating new  
resources), PUT (for updating resources), 
and DELETE (for deleting resources).

Representation of resources: Resources 
are represented in a specific format, such 
as JSON or XML. The client can use the  
representation to get information about the 
resource or modify it.

Hypermedia as the Engine of Application 
State (HATEOAS): This principle states that 
the API should provide the client with links 
to related resources for the client to explore, 
rather than requiring the client to already 
know those URLs.

A REST API is widely used due to its simp-
le and standardized principles, enabling  
efficient communication between different 
systems and platforms.

REST stands for „Representational State 
Transfer“ and is an architectural style often 
used in the development of web applicati-
ons and APIs. A RESTful API (or simply REST 
API) is an API that follows the principles of 
REST.

Essentially, a REST API is an interface that 
allows different applications to communica-
te with each other and exchange data. The 
Hypertext Transfer Protocol (HTTP), which is 
also used to retrieve websites on the World 
Wide Web, is often used.

The key principles of a REST API are:

Statelessness: Each request to the server 
from a client contains all the information 
that the server needs to understand the 
request. The server does not store any in-
formation about the state of the client bet-
ween requests.

Resource-based routes: The API is con-
sidered a collection of resources that are  
accessed through unique URLs. For example,  
a REST API for a social network might 
have resources such as „Users,“ „Posts,“ 
and „Comments“ that can be accessed via  
appropriate URLs.
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Summary

In more recent times, the REST API has  
become established as a technology for 
interfaces in web applications. HubSpot 
offers a comprehensive, highly documen-
ted API. It is important to understand that 
while an API alone enables simple data  
exchange, it does not do it independently. 
So, there is always an application between 
the so-called endpoints that ensures the  
logic, the synchronization cycles and the  
error management.

JSON/XMLAPI End Point
(Data Export)

Application API end Point
(Data Import)

This endpoint provides 
the contact data from 
the CTM, for example.

This is the actual syn-
chronisation application, 
which collects the 
contact data according 
to defined rules and 
delivers it to the third-
party system. Object 
and data mapping 
takes place here. If 
necessary, data is 
harmonised, calculated, 
converted, supplemen-
ted, etc.

This endpoint takes 
the contact data from 
the CRM and compa-
res it with the existing 
contact data from the 
third-party system.

JSON/XML
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5

How to develop your 
integration strategy 
in 9 steps

Identify the business goals: Be clear about the specific business goals you 
want to achieve with the integration strategy. This could include expan-
ding market share, improving customer experience, increasing operational 
efficiency, or increasing revenue. 

Step 1

Evaluate existing systems and processes: Evaluate your current systems  
and processes to identify gaps or areas for improvement. Identify which 
software solutions are currently in use and assess their capabilities, 
strengths, and weaknesses. 

Step 2

Defining an integration strategy requires  
careful planning and consideration of various 
factors. The following 9 steps will help you  
develop your integration strategy. 
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Research integration solutions: Research and identify software solutions 
or integration platforms that are a good fit for the high-end segment.  
Consider factors such as scalability, security, flexibility, and compatibility 
with your existing systems.   

Step 4

Prioritize integration efforts: Determine the order in which you will  
integrate the various software solutions. Consider factors such as criticality,  
business process impact, and the potential benefits of the integration. 

Step 5

Develop a roadmap: Create a detailed roadmap that outlines the integra-
tion steps, timelines, and dependencies. Consider the resources, budget, 
and expertise required for each step of the integration. 

Step 6

Outline specific use cases: Clearly define the integration goals that align 
with your business goals. For example, you can streamline customer data 
across different platforms, improve cross-functional collaboration, or auto-
mate certain processes.

Step 3
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Ensure user adoption and training: Plan for user adoption and provide 
appropriate training to employees who will be working with the integrated 
systems. Make sure they understand the benefits of the integration and 
how it fits into their daily workflows.  

Step 8

Test and validate: Perform thorough testing and validation of the integra-
tion before fully rolling it out to the high-end segment. Identify any issues 
or bottlenecks and fix them to ensure a smooth integration process.  

Step 9

Establish data standards and governance: Define data standards and  
governance practices to ensure consistent data quality and security across 
integrated systems. Establish protocols for data sharing, data synchroniza-
tion, and data privacy.

Step 7
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6

Example Use Case

At this point, it is important to decide whet-
her the offer should be created in the CRM or 
in the ERP. If a large assortment has to be ac-
cessed or a service has to be configured, the 
decision usually falls on the ERP, as the effort 
to map this in the CRM would be too great.

So, let‘s say the quote is created in the ERP.

A common use case is the seamless integra-
tion of the CRM with the ERP solution to get 
a true 360° view of the customer. CRM is often 
understood as a „sales control system“ that is 
used exclusively by sales/field service. The rest 
of the company works in the ERP system and 
processes the actual business cases from the 
offer to the delivery of the product/service.  

It would be better if the CRM was dovetai-
led with ERP and the specific business cases 
were also visible on the CRM. In this way, the 
CRM also becomes a source for marketing 
decisions. Suddenly, it becomes clear which 
campaigns and which means are really lea-
ding to business. 

The integration between CRM and ERP is 
usually chosen where the transition from a 
qualified lead to an opportunity happens, or 
in other words, when it comes to writing a 
concrete proposal.
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Company

ERP
OfferContact

Deal
Information

The necessary data (company, contact,  
information for the offer) is synchronized 
from the CRM to the ERP.

1. Step

Details 
of the offer on 

the deal

ERP
Offer

Dealstage 
from the offer 

to order

ERP
Offer

3. Step

Subsequently, the changes on the business case in the ERP are delivered back to the deal 
in the CRM. For example, the status change from a quotation to an order.

2. Step

Now the offer is made in the ERP and sent to the customer. The data of the offer and,  
if necessary, the document as a PDF is returned to the CRM.

Depending on the level of detail of the information, conclusions can be drawn about various 
behavioural aspects:

• � �Which products are purchased and how often?
• � What types of customers buy them?
• � �When are which products/services purchased? 
• � Which marketing and sales activities lead to effective deals?

Sales now have a precise view of the customer‘s sales and how customer behaviour is 
developing at all times in their customer contacts. 
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Do you want to think 
the digital transforma-
tion process through 
to the end? 

Develop an integration strategy – 
we support you!
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Contact
Chili Digital AG
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