cIoudeX’renrd
wceligo

< -
Inbox to CRM

The Ultimate Guide to
Automating Email Sync for NetSuite
with ExtendSync

o>
o ——B -



Introduction

Email is the backbone of modern business communication. Deals are
negotiated, customer issues are resolved, approvals are granted, and
long-term relationships are built largely through email. Despite the rise of
collaboration tools, chat platforms, and project management software,
email remains the single most reliable and universal communication
channel across organizations.

Email’s strength liesin its ubiquity. Everyone uses it. Every systemintegrates
with it. And every important business decision leaves behind an email
trail—whether it's a sales conversation, a support escalation, or a billing
approval.

At the same time, customer relationship management (CRM) systems like
NetSuite are designed to be systems of record. They exist to centralize
customer interactions, create shared visibility across teams, and provide
accurate data for forecasting, reporting, and decision-making. When
CRM data is complete and up to date, teams collaborate more effectively,
leaders make better decisions, and customers receive more consistent
experiences.

But in most organizations, there’s a disconnect.
Email lives in the inbox. CRM data lives somewhere else.

That gap creates blind spots that quietly—but consistently—cost
organizations time, revenue, and trust.

This guide explores why manual email logging fails, why email-to-CRM
automation is no longer optional, and how ExtendSync helps NetSuite
users eliminate communication silos and operate with confidence.

Saved 100 hours / year

“ExtendSync was one of our very first additions to

NetSuite. If | need information, it's right there.”
Michael Yasutake | C/IO | Noon Infernational

Fully tracked conversation threads improve case resolution

Noon International maintains a worldwide network of partners, and information
transparency is a must. Optimizing processes after implementing NetSuite was

a must. When copying and pasting information failed, ExtendSync stepped in.
Since implementing ExtendSync, the team has shaved at least 5 minutes off every
order and contract process, totalling at least 100 hours every year.

Read the whole story


https://www.cloudextend.io/resource/noon-international-saves-up-to-100-hours-a-year-by-streamlining-business-processes-with-extendsync-google-workspace-for-netsuite/

Why Email-to-CRM Integration
Matters More Than Ever

Business Runs on Email—and Always Will

Every critical business moment has an email trail:
First sales outreach
Customer objections and questions
Contract negotiations and approvals
Support escalations
Payment confirmations
Renewals and expansions

Even when conversations start elsewhere, they almost always end in emaiil.
Email is asynchronous, searchable, and accepted across organizations
and industries. It's not flashy, but it is foundational.

Yet despite its importance, most of this valuable data never makes it into
the CRM.

The Problem with
Manual Email Logging

People don’t avoid logging emails because they don’t care about data
quality. They avoid it because manual logging works against how people
actually work.

Manual logging interrupts workflows and draws focus away from customer
engagement. As many as 32% of sales reps report spending more than an
hour per day on manual CRM data entry. Over a five-day week, it adds up
to a meaningful block of selling time lost instead to administrative work.

Manuallogging also takes time with noimmediate benefit, which contributes
to it being forgotten or delayed. Nearly half of CRM users say they avoid
using their system because the manual data entry is too tfime-consuming,
with as many as 40% of sales reps resorting to external tools like Excel or
email to store their contact details instead.

When forced to choose between closing a deal and logging an email,
logging loses every time.



The Consequences of Missed
Communication

Missed emails lead to:
Lost deals due to incomplete context
Confused customers who must repeat themselves
Internal misalignment across teams
Duplicate work and rework
Increased risk during employee turnover

What starts as a small gap compounds over time, creating
operational drag.

Why Training Alone Never Works

Organizations often respond with training:
“Remember to log your emails.”

But humans are inconsistent. Systems aren't.

Training relies on memory, motivation, and discipline—three things that
break down under pressure. Automation, by contrast, works quietly in the
background and never forgets.

Why Manual Atachment in NetSuite
Doesn’t Scale

Attaching emails manually in NetSuite:
Requires extra clicks
Breaks focus
Depends on memory
Fails under high volume or stress

Manual attachment may work for low-volume teams—but it collapses as
activity scales.



The Hidden Cost of Inbox Silos

When emails stay locked inside individual inboxes, organizations pay a
hidden price. Data quality problems affect up to 80% of organizations
when information is disconnected across email, CRM, and communication
tools, leading to inconsistent reporting and decision-making delays.

Teams can also waste time trying to reconcile fragmented data. McKinsey
research suggests that siloed information systems can drain the equivalent
of 50,000 employee hours per month in search and reconciliation efforts
alone.

Inbox silos don’t usually cause immediate failures. Instead, they slowly
weaken processes:
Knowledge becomes fragmented across people instead of systems
Teams rely on memory rather than shared data
Managers lack visibility into real activity
Customers receive inconsistent or repetitive responses

Over time, collaboration becomes harder, handoffs break down, and trust
in CRM data erodes.

More broadly, data silos across CRM and related systems aren’t just
inconvenient; they're expensive. Data silos cause companies to lose 20
- 30% of revenue every year, according to IDC Market Research. Which
important communication gaps, like email not being logged in CRM, can
directly impact the bottom line? Gartner found that poor data quality, a
byproduct of siloed communication, can cost an organization up to $12.9
million per year on average.

How Incomplete CRM Data
Sabotages Teams

Incomplete CRM data doesn’t just inconvenience teams, it actively works
against them. In fact, 76% of organizations report that less than half of
their CRM data is accurate and complete, dramatically constraining
visibility and decision-making across functions.

Sales teams in particular are burdened by missing or stale information:
Industry research shows that CRM records decay so rapidly that up to 70%
of them become outdated within a year, resulting in reps spending hours
each day hunting down basic contact details or correcting inaccuracies
instead of selling.

As a result, nearly 37% of CRM users say poor data quality has caused
measurable revenue loss, highlighting the direct financial impact that
incomplete records can have on pipeline health and forecasting.



When sales, support, operations, and finance teams lack access to
complete communication histories, forecasts become unreliable, customer
interactions become inconsistent, and internal alignment breaks down.
Meanwhile, fragmented customer data hurts leadership team confidence
in CRM dashboards and reporting. In one survey, fewer than 1 in 10
companies fully trust their CRM data for accurate reporting, meaning
strategic decisions could be made on partial or suspect information.

Together, these effects don't just inconvenience teams. They erode
confidence in the CRM as a system of record, weaken customer trust, and
ultimately sabotage revenue growth and business performance.

Why NetSuite Users Feel This Pain
Even More

NetSuite is a powerful CRM platform, but its value depends entirely on
the quality and completeness of the data flowing info it. When email
interactions are not captured or synced, the downstream impacts ripple
across functions.

* Activity timelines are incomplete. Without all email and event
records, the context of customer engagement is fragmented, making
it difficult for sales and support teams to understand the full history of
interactions.

* Opportunities look stalled. Forecasting and pipeline reviews rely on a
complete activity feed. Organizations often find themselves reconciling
data across systems, slowing the sales cycle and reducing the accuracy
of revenue predictions. Research shows that real-time synchronization
between CRM and operations systems like NetSuite improves visibility
into both booked and expected revenue, enabling finance and sales to
work off the same numbers rather than mismatched data sets.

* Forecasts lose accuracy. When CRM metrics and ERP results diverge,
forecasting becomes guesswork rather than insight. Teams waste time
reconciling data instead of planning strategically. This gap is a leading
driver of operational drag for companies that depend on NetSuite for
reliable reporting.

* Audits require manual reconstruction. Incomplete records complicate
audits, compliance reviews, and post-mortem analyses. Organizations
oftenrely ontime-consuming manual reconstruction of communication
trails, increasing risk and administrative overhead.

Part of the problem is structural: NetSuite is designed to be the definitive

source of truth. Yet the truth often resides in inboxes instead of being
captured in the system.
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The Evolution of
Email-to-CRM Integration

Early email-to-CRM tools relied heavily on manual approaches such as
forwarding messages or using BCC addresses. However, these methods
only worked if users remembered to include the BCC address or complete
the forwarding step each time, a discipline that proved difficult to sustainin
practice. While these practices technically connected email and CRM, they
still depended heavily on user behavior and consistent manual actions in
order to produce complete records.

Now, modern integrations shift responsibility from people to systems.
Instead of relying on manual entries, they capture conversations,
attachments, and even calendar meetings automatically. Teams no longer
have to choose between logging data and doing their actual work.

What True Email-to-CRM
Automation Should Deliver

A modern email-to-CRM solution must go beyond basic syncing. It must
also ensure data integrity, support diverse user needs, and automate
workflows without requiring manual effort.

Ensure Data Quality Automatically

Poor CRM data quality is one of the biggest obstacles to CRM success.
Experts highlight the need for clean, standardized data and automated
validation when capturing interactions, as manual data entry often leads
to duplicates, missing fields, and inconsistencies. Synced email interactions
enrich contact records by capturing every communication thread directly
intfo the CRM, ensuring that engagement histories remain complete and
accurate.

Support Role-Based Visibility

Centralized CRM data improves visibility across functions. Businesses
that standardize CRM and integrate communications report reduced
operational friction and better engagement tracking across sales,
marketing, support, and leadership teams. When email and interaction
data are synchronized automatically, sales reps log more meaningful
interactions and managers gain real-time insights into team performance.

Include Calendar Sync

Email alone doesn’'t paint a full picture. Meetings and calls are equally
essential. Without calendar integration, CRM timelines remain incomplete,
forcing teams to manually enter or reconstruct engagement histories. Best
practices recommend synchronizing both email and calendar events so
every touchpoint is logged automatically without context switching.



Eliminate Behavior Change o
Manual data entry remains a major drag on productivity. In fact, CRM

users consistently cite manual entry as a top challenge to CRM adoption

and use. Because manual logging competes with revenue-generating

work and relies on inconsistent human behavior, automation that captures
communication data behind the scenes is essential to drive adoption,
accuracy, and efficiency.

Meet NetSuite-Specific Requirements

Robust automation must respect NetSuite's data model, permissions,
and workflow structures while integrating seamlessly with other business
systems. Effective CRMintegrations eliminate data silos and unify customer
profiles by syncing communication, support, and ERP data, leading to more
accurate analysis and coordinated workflows across teams.

How ExtendSync Solves These
Challenges

What Is ExtendSync?

ExtendSync is CloudExtend’s email and calendar integration built
specifically for NetSuite. It connects Outlook and Gmail directly to
NetSuite, capturing communication automatically while users continue
working where they already are.

Automatic Email Capture
ExtendSync syncs emails automatically based on:
Sender or recipient
Email domain
*  Folder rules
Email threads p—— ’

No forwarding. No BCC rules. No manual attachment. I ’ —

Create and Update NetSuite Records from the Inbox J

Users can:
Create leads, contacts, customers, or vendors -
Update contact details J
Edit records

+  Remove outdated entries

Do it all without leaving Outlook or Gmail. This ensures CRM data stays
current without disrupting daily work.
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Bi-Directional Calendar Sync
Meetings created in Outlook sync to NetSuite. Updates made in NetSuite
sync back to Outlook or Gmail.

Calendar Autopilot ensures that every meeting, call, and change stays
aligned—automatically.

Send from Outlook without Sacrificing CRM Accuracy
ExtendSync allows users to send emails from their personal Outlook
address while still syncing messages to NetSuite. This improves:
Deliverability
*  Trust
Engagement

Avutopilot: Set It and Forget It

Autopilot runs continuously in the background, syncing emails and events
automatically. Once configured, it requires no daily effort.

Why ExtendSync Succeeds Where Native Tools Fall Short

ExtendSync:

*  Works where users already are

+  Captures data automatically
Scales with volume
Respects NetSuite structure
Requires minimal training

Real-World Workflows ExtendSync
Improves

* Sales: Complete activity timelines lead to better forecasting, faster
handoffs, and higher win rates.

» Support: Full conversation history enables faster resolution and
better customer experiences.

* Finance and Billing: Approvals, payment follow-ups, and
documentation stay visible and auditable.

*  Operations: Supplier communication and coordination become
transparent.

* Leadership: Accurate engagement data supports better decisions.

* Cross-Department Collaboration: Everyone works from the same
source of truth.



The Business Impact

Impact Area

Description

Time Savings

Cost Reduction

Improved Forecasting
Better Customer Experience

Faster Onboarding
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Most users save 30-60 minutes per
day—time redirected toward higher-
value work.

Automation reduces rework, errors,
and administrative overhead.

Complete activity data leads to more
reliable forecasts.

Customers never have to repeat
themselves.

New hires ramp faster with full
historical context.

“l don’t ever want to go back to using NetSuite

without ExtendSync”

Arzee Norwood | CSM | TECO Technology

Saved 25% of employees time

Information is available in the right place at the right tfime

TECO Technology runs a lean team, which means that every role needs to
function as efficiently as possible. After the organization moved to NetSuite,
the team still struggled to operate the system efficiently. After they added
ExtendSync to automatically sync emails from Gmail inboxes to NetSuite,

workflows immediately improved.

Read the whole sfory


https://www.cloudextend.io/resource/teco-technology-extendsync-success-story/

Checklist: Are You Ready for Email
Automation?
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Emails Aren’t Consistently Logged

If your team still relies on manual steps to capture email
communications in the CRM, you're not alone. Sales reps often
spend too much time on administrative tasks instead of customer
engagement, leading to gaps in CRM data that automation could
immediately close.

CRM Timelines Feel Incomplete

Incomplete email tracking means activity histories are
inconsistent. CRM systems with email automation help centralize
communication and provide a full interaction history, improving
visibility across functions.

Teams Rely on Inboxes for Context

When critical communication lives outside the CRM, teams

lack shared data. Automation eliminates this by logging all email
interactions automatically, producing a 360-degree

view of customer engagements that enhances collaboration
across departments.

Forecasts Lack Confidence

Manual gaps in CRM data can lead to skewed forecasts and
missed insights. With automation ensuring consistent

logging, your CRM becomes a more reliable basis for revenue
predictions and trend analysis, increasing confidence in forecasts.

Manual Work Dominates

If your team still enters CRM records manually or toggles between
inbox and CRM to log activity, you'll benefit from automation.
Automated syncing tools like ExtendSync capture emails and
associated events without lifting a finger, shifting time from low-
value tasks to business growth.
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Next Steps

How to Introduce Automation

Start with a pilot group focused on a specific team or use case—such
as sales or customer success—and measure results early. Focusing on
a smaller segment allows you to demonstrate value quickly and gather
internal advocates who can support broader rollout.

What to Expect in the First 30 Days

Faster Adoption

When automation eliminates manual logging, users tend to adopt the
system faster because it reduces friction and simplifies their day-to-
day workflows. No extra steps, no remembering to log interactions, just
seamless syncing.

Cleaner CRM Data

With email data flowing automatically in o the CRM, your customer
records become richer, more accurate, and more complete. This leads
to better reporting, fewer duplicates, and higher confidence in CRM
dashboards and forecasts.

Immediate Time Saving

Automation removes repetitive tasks like manual logging, scheduling, and
updating records, freeing up time that teams can invest instead in selling,
servicing, or innovating rather than admin.

“ExtendSync save us a couple of hours every day by
having information automatically saved in NetSuite.”
Lauren Rossi [ Office Manager | Trinity Displays

Saves several hours every day
Automation keeps information flowing between Outlook and NetSuite with no
extra steps

Trinity Displays continuously tracks multiple communications and details of orders
with significantly varying lead times. Even with NetSuite available, team mem-
bers were most comfortable working in Outlook. Adding ExtendSync to automate
information flow between the two platforms allowed the tfeam to work in the
solution that was best for them while also implementing the NetSuite solution that
worked best for the whole organization.

Read the whole sfory


https://www.cloudextend.io/resource/trinity-displays-leverages-email-and-calendar-integration-to-save-hours/

Conclusion

Email holds some of the most valuable customer intelligence your business
generates every day. Every conversation, meeting, follow-up, and
decision lives there first. Leaving that information trapped in individual
inboxes isn’t just inefficient, it's a missed opportunity to create clarity,
alignment, and momentum across your entire organization.

With ExtendSync, email-to-CRM automation stops being a manual
chore and becomes a competitive advantage. Communication is
captured automatically, timelines stay complete, calendars stay aligned,
and NetSuite finally reflects the full reality of how your teams engage
with customers. No extra steps. No reminders. No trade-offs between
productivity and data accuracy.

The result?
Cleaner CRM data.
Faster execution.
Stronger collaboration.
More confident forecasting.
Better customer experiences.

Stop logging emaiils.
Stop duplicating work.
Stop wondering whether your CRM tells the full story.

Start working smarter and let your systems do the heavy lifting.

13| 4



cloudextend

oy celigo

3 Lagoon Drive, Suite 130
Redwood City, CA 94065

650.579.0210

cloudextend.io
cloudextend-sales@celigo.com



