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ABSTRACT: It is a research on the agentic orchestration and integration of PBX (Private Branch Exchange) and SaaS 

CRM (Customer Relationship Management) platform using a Microservices Architecture with Event-Driven 

Communication using Apache Kafka as the fundamental tool. The research will work towards integrating the 

efficiency, scalability and real-time synchronization of these hitherto separate systems. The use of microservices makes 

every element of the PBX and CRM ecosystem modular, which allows scaling and the optimization of performance 

separately. The event-driven communication provided by Kafka makes sure there is a smooth flow of data at the lowest 

latency and increased system responsiveness. In the study, the effectiveness of this method compared to other 

integration techniques, like Monolithic Architecture and Service-Oriented Architecture (SOA), has been found to 

perform better in fault tolerance, reduction of operational overhead and processing of real-time events. The results 

indicate that the methodology offers a solid solution to the integration of complicated enterprise systems that offers a 

scalable, robust and efficient approach to the contemporary enterprise communication. 
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I. INTRODUCTION 

 

The flexibility of key components in the integration of the PBX (Private Branch Exchange) systems and SaaS CRM 

(Customer Relationship Management) platforms is essential in the contemporary business environment to enhance the 

customer experience, operational efficiency, and business intelligence. The traditional methods of integration have 

drawbacks of scalability, high latency and fragility of the systems with tightly coupled systems [1-3]. In order to 

overcome these issues, this study proposes to use Microservices Architecture with Event-Driven Communication and 

Agentic Orchestration and Integration of PBX and SaaS CRM systems. The basic element of this solution is Apache 

Kafka, a distributed event streaming system that guarantees the real-time synchronization of data and helps to increase 

the responsiveness of the integrated system. 

 

Through microservices architecture implementation, the system gets split in smaller, independently scalable services, 

which allows easier and efficient integration of PBX and SaaS CRM. The integration enables to control telephony 

events better, including initiating calls, communicating with customers, and retrieving the information in CRM 

systems, making the system work better overall [5-11]. In addition, the event-driven communication model, which is 

driven by Apache Kafka, provides the asynchronous data flow between the systems which can be updated in real time 

and minimizes delays as shown in figure 1. 
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Figure 1.Enhancing PBX and CRM Integration 

 

In this study, the author examines the benefits of this approach compared to the conventional architectures like 

Monolithic Systems and Service-Oriented Architecture (SOA). Communication latency is greatly minimized, the 

system is resilient, and is always available thanks to use of Apache Kafka. Through agentic orchestration by 

dynamically mapping events between the PBX and CRM systems, the agents also work in tandem with each other 

requiring very little human input. The suggested solution should focus on the issues of scalability, offer real-time 

synchronization, and enhance the overall efficiency of the integration of PBX systems with SaaS CRM platforms, 

which will make it a potent model of the integration of modern enterprise communication infrastructure [12-19]. 

 

With the age of digital transformation, companies are shifting to cloud-based solutions such as SaaS CRM (Customer 

Relationship Management) solutions to make interactions with customers easier and enhance their data management. 

At the same time, the PBX (Private Branch Exchange) systems that handle the telecommunication within the 

organizations still continue to prove of important role in the operations of customer services [20-23]. Nevertheless, the 

combination of the two systems, PBX and SaaS CRM has remained a daunting concern as the two technologies have 

different technical structures, and the challenges of real-time data synchronization. The conventional integration, e.g. 

Monolithic Architecture or Service-Oriented Architecture (SOA), is usually characterized by problems of scalability, 

high-latency, and fragility of the system especially in the context of a large number of parallel transactions and dynamic 

processes. 

 

To address these shortcomings, in the proposed research, a new solution will be presented, which is named Agentic 

Orchestration and Integration of PBX and SaaS CRM platforms through the use of the Microservices Architecture as 

well as Event-Driven Communication. The suggested approach improves the breadth and the adaptability of the system 

integration process making the different functions modular and loosely coupled microservices. Every microservice is 

supposed to handle a given thing, which can be the call routing management or customer data processing, which can 

make the whole system scale where and when required, and can also develop on its own [24-28]. 

 

Apache Kafka is an open-source distributed event streaming platform, and one of the fundamental components of the 

system that is used to support real-time processing of events. The event-driven model proposed by Kafka enables data 

to be transferred between the PBX and CRM systems in an asynchronous way, thus minimizing the response time of 

the communication and enhancing the responsiveness rate. Consistency, fault tolerance, and high throughput Kafka 

usage guarantees the necessary reliability of business operations in real time [29-31]. 

 

The effectiveness of the suggested agentic orchestration approach is also compared with the traditional integration 

strategies and proved to have decisive benefits in performance of the system, such as less overhead in its operations, 

improved fault resistance, and greater scalability. The optimization of any customer service operation, minimization of 

wait time, and improvement of the customer experience are possible in an event-driven, agentic approach to integrating 

these systems, which allows businesses to optimize customer service operations. The results provide a good argument 

in favor of the Microservices Architecture and Apache Kafka as the solution to be used in the future to combine PBX 

and SaaS CRM platforms and integrate it into modern business [32]. 
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II. RELATED WORK 

 

The implementation of the PBX systems in SaaS CRM systems is a problem that has been actively discussed over the 

past few years, and multiple approaches have been suggested to resolve the issues related to scalability, real-time 

records synchronization, and the performance of the system. Early solutions were much dependent on the Monolithic 

Architecture which could not easily be scaled and adapted in the large organisations. Some studies like those of Bosco 

et al. (2019) examined Service-Oriented Architecture (SOA) to enhance modularity and ease the communication 

between PBX and CRM systems. SOA was more modularized, but like with its predecessors (modularization), it had 

some problems with manual configuration, higher operational overhead, and non-reliable data synchronization 

(particularly in conditions with high traffic) [33-39]. 

 

The recent developments have resulted in a transition to Microservices Architecture as a more scalable and flexible 

solution. Other works such as Mahmoud and Singh (2022) have devoted their attention to the microservice SaaS CRM 

extensions, though, still using the traditional API-based model of communication which tends to be synchronous and 

slow by nature. Nguyen and Patel (2025) suggested cloud-based CRM system integration with telephony service via 

micro services, however, they did not provide real-time event-driven synchronization to the system, and this restricted 

the responsiveness of the system at the peak time as shown in figure 2. 

 

On the contrary, Apache Kafka has become one of the major tools in the contemporary integrations, as it allows 

asynchronous event-driven communication, which lowers the latency and enhances system resilience. Other researchers 

like Rao and Kim (2021) emphasized the possibilities of event-driven architectures with the Kafka approach in the 

integration of omnichannel communication systems, which proved that Kafka can synchronize the updates of real-time 

customer data. Zhao et al. (2023) also highlighted the use of Kafka on the contact center setting, demonstrating that this 

software is capable of managing the large-scale event streams. Nevertheless, the emphasis of these works was on the 

functioning of a call center and did not fully consider the incorporation of PBX into the SaaS CRM systems [40-43]. 

 

 
 

Figure 2.Evolution of PBX and SaaS CRM Integration 
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Our proposed study is based on these foundational works which integrate Microservices Architecture with event-based 

communication of Kafka, to overcome the limitations of the previous methods and provide a scalable and real-time 

solution to the process of seamless integration between PBX and SaaS CRM platforms. The combination of PBX and 

SaaS CRM systems has become a topic of much discussion over the past few years as companies seek more effective 

and scalable methods of dealing with their customers. The initial research, including Bosco et al. (2019), was based on 

Service-Oriented Architecture (SOA) which tried to fill the gap between customer relationship platforms and 

telecommunication systems. SOA did provide a modularization aspect, by decoupling the components, however it was 

still prone to problems of manual configuration and intermittent service communication especially in dynamic high 

load environments. Cheng and Novak (2019) developed a conceptual model of knowledge-based automation of unified 

communications, but this was difficult to apply to high-throughput, real-world PBX-CRM integrations. These 

approaches were more of enhancing the level of modularity and the effectiveness of communication, though they 

tended to ignore the importance of real-time communication and the necessity of intra-systems data transmission that is 

smooth, seamless, and synchronous [44-47]. 

 

With an increase in complexity of integration, there was a shift towards Microservice Architecture. Microservices allow 

services to be scaled and updated separately, so it is a promising method of PBX/CRM integration. The system 

proposed by Nguyen and Patel (2025) also supported the adoption of microservices to decouple intricate 

communication passages between PBX and SaaS, yet once more, the communication between the two systems relied 

on the RESTful API, which may be synchronous and liable to latency when there is high traffic. Microservices were 

not exploited to the full extent of asynchronous, which restricted the possibility of simultaneous data synchronization 

and decision-making when interacting with customers [48-50]. 

 

One more recently, Apache Kafka is becoming a potent instrument in the context of overcoming the shortfalls of the 

traditional communication approaches. Such articles as Rao and Kim (2021) and Zhao et al. (2023) mentioned the 

usefulness of event-driven architectures and the real-time capabilities of Kafka as event streaming. It has been 

demonstrated that Kafka can lower the latency and enhance fault tolerance due to the lack of connection between 

service communication and asynchronous event processing. The research, however, is mainly on contact centers or 

communication channels alone without integrating the two systems of PBX and CRM at the enterprise level [51]. 

 

The study also augments the literature body of work by integrating the Microservices Architecture and the Kafka event-

driven communication to form a smooth orchestration facility of both PBX and SaaS CRM systems. The current 

solution, unlike the previous ones, provides a highly scalable, reliable, and real-time solution that could handle 

complicated interplays involving telecommunication and customer relationship systems, thereby guaranteeing better 

operational performance and customer experiences [52]. 

 

III. RESEARCH METHODOLOGY 

 

This study examines the agentic orchestration and integration of the PBX (Private Branch Exchange) and SaaS CRM 

(Customer Relationship Management) platform, based on a Microservices Architecture with Event-Driven 

Communication, which uses Apache Kafka as the key tool in real-time data synchronization. The methodology 

involves a few major steps and they are system design, integration, and evaluation that seeks to establish a scalable and 

flexible system to effectively coordinate the communication between the PBX and SaaS CRM systems. One can 

distinguish three primary elements of the research methodology System Architecture Design, Integration Approach, 

and Evaluation Metrics as shown in figure 3. 
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Figure 3.Flow Diagram of Proposed Method 

 

3.1 System Architecture Design 

The methodology design should start with the system architecture design that will follow a Microservices Architecture 

to separate different functions that are part of PBX and CRM integration. Traditional monolithic systems have 

components of call management, customer data management and interaction tracking tightly coupled, thus making a 

difficult task to scale and upgrade the system. In comparison, the microservices route breaks the system into more 

smaller and independent services each with a task to perform or business logic. All services communicate with each 

other through specific APIs, which allows them to be more integrated and scaled. 

 

Some of the services that are modularized in this architecture include call routing, customer data retrieval, event 

management, and real-time synchronization and may be independently developed, scaled, and maintained. The PBX 

system and SaaS CRM system can be interconnected with the help of lightweight, well-defined REST APIs or 

GraphQL endpoints, and synchronous and asynchronous requests can be processed. These services are launched as 

standalone services, and a containerized environment is offered by such tools as Docker and managed by a container 

orchestrator platform such as Kubernetes to provide resilience and scalability. 

 

Also, the Apache Kafka usage is essential in the model of communication. The Kafka is used as an event streaming 

platform that provides asynchronous communication between the microservices. This will make sure that processes are 

not stalled due to real-time communication between the different parts of the system; it includes the PBX and CRM 

systems. The architecture of Kafka is built on a publish-subscribe model, in which the services post events to Kafka 

topics, and consumers (other microservices) subscribe to those events in order to process those events and respond to 

them. Kafka has made sure that these events are provided in a reliable manner and even in the instance of network 

failure or delays then these events can be stored temporarily and then provided once the network goes back online to 

maintain system resilience. 

 

3.2 Integration Approach 

Kafka event-driven architecture enables the integration of PBX system and the SaaS CRM platform. The PBX system 

usually presents events in telephony (e.g., initiating a call, hanging up of a call or a customer request) and such events 

should be synchronized with the CRM system, which contains information about customers and their history of 

interactions. The main idea of the integration is to provide the CRM system with current information about the current 

interactions with customers and make the customer support representatives make informed decisions and provide the 

prompt reply. 
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In this study the integration approach is steps down into some major steps: 

 Event Modeling: The initial integration process is to identify major events which must be followed and 

synchronized between the PBX and CRM systems. These events encompass the activities such as a customer 

making a call, a call being transferred to an agent and customer data being updated in the CRM system. These 

are described as event schemas, typically and not limited to, JSON or Avro and they are utilized to organize 

the data that travels between the microservices. The event schemas make sure that data in the services is 

similar and is easily readable by all parts. 

 Apache Kafka Event streaming: Apache Kafka is then set up to stream the real-time events upon 

accomplishing the modelling of these events. Every event is made available to a particular Kafka topic and the 

respective services subscribe to the topic. An example of this is the PBX system whereby once a new call is 

initiated an event signaling the call initiation is sent to a Kafka topic. This event is then fed into the CRM 

system which pulls up the customer information (where applicable) and it updates the call record in the CRM 

platform. This is an event-based communication that keeps both systems up to date. 

 Microservices to Processing Events: Every event in the system is managed by a specific microservice, which 

does the logic of the event. As an example, the Call Service Microservice manages all the events that pertain 

to call management including making, transferring or aborting a call and the Customer Service Microservice 

manages events that update or retrieve customer details in the CRM system. The communication channel 

within these microservices is Kafka through which events are processed asynchronously so that every service 

is able to react to events and not interfere with other services. 

 Error Handling and Fault Tolerance: The microservices are fault tolerant and are provided with the built-in 

mechanisms of errors to be able to process the situation when the events cannot be processed because of the 

temporary failure. The durability of message storage in Apache Kafka makes sure that the events are not lost 

but rather stored until it can be successfully processed in case of any delay or temporary failure of one of the 

services. The mechanism of acknowledgment used by Kafka means that messages are not dequeued until they 

are successfully processed and thus a message delivery is guaranteed. 

 Real-Time Data Synchronization: The last stage of the integration process will be to make sure that the data 

between PBX and CRM systems is synchronized in real-time. The processing of the events by the 

microservices makes the systems update themselves on a real-time basis. As an example, when a customer 

makes a call, the CRM system will show the information on the past interaction of the customer instantly, 

hence the customer service agent is able to offer more individualized assistance. In the same manner, when a 

customer care representative sends a problem or a record update to a customer, the PBX system can instantly 

retrieve this updated information, so the telephony system bases its decisions on the latest information 

available. 

 

3.3 Evaluation Metrics 

In order to measure the effectiveness of the suggested methodology, a number of performance measures are applied 

that determine the effectiveness, scalability, and reliability of the integration system. These metrics include: 

 Latency: It is the time, which an event requires to pass through PBX system to the CRM system and vice 

versa. It is quantified by the duration between event spawning (e.g. call initiation) and event consumption (e.g. 

updating CRM data). 

 Scalability: The capability of the system to support larger loads, e.g. more customer calls, CRM updates 

without compromising the performance. This is exercised by load testing the microservices to see how 

scaleable they are to handle the load. 

 Fault Tolerance: The system capability to ensure system is operational during service failures. Kafka message 

queuing system is tested with failures on the microservices and the system recovery where it has to work 

without losing data. 

 Throughput: This is the rate of how many events the system is able to handle per unit time. This will gauge the 

efficiency of the event processing of Kafka and the microservices. 

 Availability of the System: The system and component availability which is the availability of PBX and CRM 

system at all times so that systems can synchronize data in real time is also available. 

 User Experience: This is considered by observing the effect the integration has on the customer service agents. 

Major indicators of the practical benefit of the integration are response times, customer satisfaction, and call 

resolution times are studied. 
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Through these measurements, the study assesses the Microservices Architecture using the Event-Driven 

Communication of Kafka in terms of bridging the classic integration issues and improving the overall performance of 

PBX and SaaS CRM systems. 

 

The approach to research described in this paper helps to highlight the significance of Microservices Architecture and 

Event-Driven Communication in terms of PBX and SaaS CRM platform integration. Apache Kafka as a tool of real-

time data streaming and fault-tolerant processing of incoming messages is the key factor in making the integrated 

system scalable, resilient, and efficient. The proposed methodology is expected to offer a solid framework to the 

contemporary enterprise communication systems in order to help resolve the challenges offered by the traditional 

integration techniques and enhance the overall customer service experience. 

 

IV. RESULTS AND DISCUSSION 

 

Application of Agentic Orchestration and Integration of PBX and SaaS CRM Platforms based on Microservices 

Architecture and event-driven communication based on Apache Kafka resulted in not only higher efficiency of the 

system but also its scalability and real-time synchronization of data. The suggested architecture broke down the 

communication between the PBX telephony systems and the SaaS-based CRM systems down into separate 

microservices that are in charge of call handling, customer data processing, and event management. This modular 

structure has allowed every service to be autonomous and communicate with each other in Kafka, which is an 

asynchronous event streaming service and made the system overall more responsive and operationally flexible as 

shown in table 1. 

 

Table 1 Performance Comparison of Integration Methods 

 

Method Latency (ms) 
Throughput 

(events/sec) 

Scalability 

Score (1–10) 

Fault Tolerance 

(%) 

System 

Availability (%) 

Proposed Method 

(Microservices + 

Apache Kafka) 

120 5200 9 96 99.5 

Monolithic 

Architecture 
280 2100 4 70 92 

Service-Oriented 

Architecture (SOA) 
210 3300 6 82 95 

REST API Integration 240 3000 6 85 96 

 

In the course of the experimental assessment, the system was evaluated in the simulated conditions of an enterprise 

communication load that incorporated large amounts of inbound calls, CRM update requests, and simultaneous users. 

These findings showed that event-driven model was effective in minimizing communication delays between PBX and 

CRM systems. The proposed architecture was able to implement around 35% events processing latency that is lower 

than the traditional synchronous API-based integrations. The asynchronous message queuing feature of Apache Kafka 

enabled the system to process high volumes of events without affecting service processes, thus there was continuous 

processing even under peak load conditions. 

 

The other important observation was the enhancement in the scalability of the system. Since the microservices were 

independently scalable, they could be further scaled on demand as more and more call traffic increased. This scalability 

was horizontal and improved the throughput considerably as the system could handle many more parallel events per 

second. Unlike monolithic or tightly coupled architecture, the microservices-based one did not pose much of a risk of 

system bottlenecks. Scalability was also enhanced by Kafka distributed architecture which provided partitioned streams 

of events which could be processed in parallel using multiple nodes as shown in figure 4. 
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Figure 4 Comparison of Latency across PBX–SaaS CRM Integration Methods 

 

There was also significant improvement in fault tolerance of the system. Replication of data and a persistent storage of 

logs in Apache Kafka also facilitated the fact that events could not be lost due to temporary failures in service 

provision. In case one of the microservices faced a failure, the Kafka stored the event stream until the service was 

reinstated, and the system was allowed to continue with its work without any loss of data. The mechanism contributed 

greatly to the reliability of the system and downtime reduction, unlike the traditional integration models. As indicated 

by experimental observations, the service recovery time also reduced by almost 40 percent, which shows the resilience 

of the suggested event-driven infrastructure. 

 

In addition, the suggested agentic orchestration framework allowed to manage the real-time customer interaction. In the 

case of a call being made in the PBX system, the appropriate customer information in the CRM platform was instantly 

obtained and displayed to the service agent. This feat enhanced decision making process when dealing with customers 

and increased service personalization. This integration further enabled CRM updates to be immediately captured in the 

telephony workflow to establish a smooth channel of communication between the activities of customer support and 

data management systems as shown in figure 5. 

 

 
Figure 5 Comparison of Throughput across PBX–SaaS CRM Integration Methods 

 

Although these benefits were realized, certain difficulties were witnessed in the implementation. The stream of events 

related to large-scale events had to be managed with the help of some specific attention to Kafka configurations topics, 

partitions, and brokers to eliminate the congestion of messages. 
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Figure 6 Comparison of Scalability across PBX–SaaS CRM Integration Methods 

 

Also, the additional monitoring and coordination of a variety of microservices presented operational complexity and 

had to be appropriately container orchestrated and service monitoring tools. Nevertheless, all these problems could be 

addressed using proper deployment strategies and automated monitoring mechanisms as shown in figure 6. 

 

On the whole, the findings prove that the Microservices Architecture with the event-driven model of the Apache Kafka 

event-driven communication paradigm offers a viable solution to integrating PBX and SaaS CRM systems. The 

architecture manages to overcome the major weaknesses associated with the conventional integration methods by 

enhancing latency, scale and reliability as well as allowing real-time synchronization of the communication and 

customer management systems. These results demonstrate the possible value of agentic orchestration models to 

revolutionize enterprise communication infrastructures and enable more responsive and smart customer service 

focusing settings as shown in figure 7. 

 

 
 

Figure 7 Comparison of Fault Tolerance across PBX–SaaS CRM Integration Methods 

 

The suggested model of Agentic Orchestration and Integration of PBX and SaaS CRM Platforms was tested on a 

Microservices Architecture with Event-Driven Communication with the help of the Apache Kafka, the findings were 

compared with three popular integration models including Monolithic Architecture, Service-Oriented Architecture 

(SOA), and RESTful API-based Integration. The performance indicators at which the evaluation was done were on the 
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latency, scalability, fault tolerance and overall system responsiveness of the system under heavy workloads of 

communications. The experimental took the form of an approximation of an enterprise communication scenario when 

involved in simultaneous call handling, CRM data retrieval, and real-time information events between telephony and 

customer management systems as shown in figure 8. 

 

 
 

Figure 8 Comparison of System Availability across PBX–SaaS CRM Integration Methods 

 

The findings indicated that the proposed architecture had a great performance compared to the traditional Monolithic 

Architecture. In monolithic systems, everything is integrated in one closely knit system and it is hard to scale and 

maintain. The system-level dependencies between the system modules resulted in the monolithic model having 

bottlenecks and reduced performance in cases of high call traffic and longer response times as shown in table 2. 

 

Table 2 System Performance Evaluation of PBX–SaaS CRM Integration Methods 

 

Integration Method 
Response 

Time (ms) 

Event 

Processing 

Delay (ms) 

Data Synchronization 

Accuracy (%) 

Error 

Recovery 

Time (sec) 

Resource 

Utilization (%) 

Proposed Method 

(Microservices + 

Apache Kafka) 

95 110 98 6 72 

Monolithic 

Architecture 
210 240 88 18 84 

Service-Oriented 

Architecture (SOA) 
160 190 92 12 78 

REST API 

Integration 
175 205 94 10 75 

 

The proposed microservices-based system experimental results indicated that processing latency was almost 3035% 

slower than that of the monolithic model. The architecture allowed tasks to be processed concurrently with minimal 

system delays since the system functionalities are distributed into self-contained services, including call management, 

customer data processing, and event handling as shown in figure 9. 
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Figure 9 Performance comparison of PBX–SaaS CRM integration methods across multiple system metrics

Service-Oriented Architecture (SOA) was the second architecture that was compared. SOA provides modularization 

with regard to service components but continues to sit on the centralized service coordination and in many cases 

involves intricate communication over middleware. The findings indicated that SOA-based integration had greater 

overheads in operations and slower event processing when load was high as shown in figure 10. 

 

 
 

Figure 10 Simulation of Response Time under Increasing System Load 

 

The systems that were made in most SOA implementations added more time to the processing of messages and 

minimized the flexibility of the system. Conversely, the event-based architecture proposed based on Apache Kafka has 

supported communication between services asynchronously so that events could be received and processed without 

halting the workflow. This resulted in some 25 percent throughput and responsiveness to service when heavy loads 

were experienced in communication as shown in figure 11. 



    International Journal of Computer Technology and Electronics Communication (IJCTEC)       

                                 | ISSN: 2320-0081 | www.ijctece.com ||A Peer-Reviewed, Refereed and Bimonthly Journal | 

     || Volume 8, Issue 2, March – April 2025 || 

       DOI: 10.15680/IJCTECE.2025.0802014 

  IJCTEC© 2025                                                        |     An ISO 9001:2008 Certified Journal   |                                               10462  

     

 

 
 

Figure 11 Simulation of Throughput under Increasing System Load 

 

The graph shows the modeling of throughput with an increase in system load with various PBX SaaS CRM integration 

designs. The throughput of all systems also gradually improves with the number of requests simultaneously rising to 

900, but in any case, the proposed Microservices Architecture with Event-Driven Communication based on Apache 

Kafka achieves the maximum throughput.  

 

The suggested model can also handle such large numbers of telephony events and CRM data updates since it can 

handle high event rates, such as 5600 events/sec compared to its previous state of 4800 events/sec. Comparatively, the 

Monolithic Architecture has the least throughput of between 2000 and 2400 events/sec attributed to closely knit 

components and low scalability. The performance of the proposed system is still better than the Service-Oriented 

Architecture (SOA) and the REST API integration approaches. The outcomes of these tests and experiments indicate 

that the Kafka-based microservices platform can greatly enhance the processing capacity of events, their scaling, and 

their efficiency, which is why they may be considered more applicable in the context of managing the workload of the 

highly demanded communication in the enterprise.The third comparison consisted of RESTful API-based Integration, 

which is a common practice in enterprise systems to integrate PBX and CRM systems. Even though the REST APIs are 

a simple, standardized, integration methodology, they are usually synchronous and request response based. REST-

based systems had huge latency during high traffic periods as the same API call was repeated and overheads were 

incurred at the network level.  

 

This limitation was removed with the proposed Kafka-based event streaming solution which allowed asynchronous 

event publishing and event subscriptions. This functionality was done to maintain that telephony events created within 

PBX system were sent directly to the CRM services without needing to poll the API continuously. This led to the 

system having propagation of events that was 40% faster and better real time data synchronization between the PBX 

and CRM systems as shown in figure 12. 
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Figure 12 Simulation of Error Rate under Increasing System Load 

 

The figure shows how error rate is simulated with increasing system load with the various PBX-SaaS CRM integration 

architectures. The error rate also rises slowly as the number of requests served simultaneously grows between 100 to 

900 with all the integration methods. Nevertheless, the offered Microservices Architecture with Event-Driven 

Communication based on Apache Kafka has the least error rate, which grows only to 0.5 to 1.3.  

 

This illustrates that the event-driven microservices architecture is stable and reliable in managing large amounts of 

communication events. The Monolithic Architecture, in turn, has the worst error rate, ranging between 2.5 to 5% as a 

result of strongly bound components and a lack of fault tolerance. The performance of the Service-Oriented 

Architecture (SOA) and REST API integration approaches is moderate yet has a high level of error rates than the 

proposed model. These findings reveal that the Kafka-based microservices solution enhances the system reliability, 

fault tolerance, and operational efficiency, which is expected to be used in high load enterprise communication solution 

involving PBX and SaaS CRM integration.The other notable benefits noticed in the proposed system was fault 

tolerance and reliability.  

 

A crash in a single component of a monolithic and REST-based system may cause a break to the whole communication 

flow. Conversely, the microservices architecture and the distributed messaging infrastructure of Kafka enabled the 

system to continue with its operations even when the individual services had gone down temporarily. Kafka also had 

message persistence and replication services in place where events could be safely stored and then processed once the 

impacted services were back online. This ability minimized downtime and enhanced stability of the system in case of 

unforeseen service interruptions as shown in figure 13. 
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Figure 13 Simulation of Resource Utilization under Increasing System Load 

 

The graph shows that the simulation of CPU resource utilization is based on the increase of system load on various 

PBX integration structures to SaaS CRM. The proposed Microservices Architecture based on Event-Driven 

Communication based on Apache Kafka that supports a number of 100 to 900 simultaneous requests continues to have 

the minimum CPU utilization relative to Monolithic, SOA and REST API techniques. The monolithic structure is the 

one with the most CPU utilization because of inseparable components and poor scalability. On the contrary, the Kafka 

engineered microservice architecture is efficient in allocating workloads among services thereby minimising overhead 

in the system. These findings reveal that the suggested architecture offers more resource-efficiency, scalability, and 

performance stability in the high-load enterprise communication settings.In addition, the suggested architecture helped 

to improve the real-time customer service activities since there was immediate access to the customer information at the 

point of telephony. The system had been configured to synchronise events triggered by a call and retrieved the relevant 

records of every customer on the CRM platform. The ability enhanced efficiency in the service and lessened time taken 

in resolve calls resulting in an enhanced overall customer experience as shown in figure 14. 

 

 
 

Figure 14 Simulation of Scalability Efficiency with Increasing Micro service Instances 
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On the whole, the comparison shows that the Microservices Architecture with Event-Driven Communication based on 

Apache Kafka has better performance than Monolithic, SOA, and REST-based integration techniques. The suggested 

solution has better scalability, reduced latency, fault tolerance, and real time communication systems, which makes it a 

very effective solution to contemporary enterprise communication system needs where there is seamless integration 

between PBX and SaaS CRM systems. The graph above demonstrates the scalability efficiency of various PBXSaaS 

CRM integration designs with the increase in the number of microservice instances.  

 

The suggested Microservices Architecture and Event-Driven Communication based on Apache Kafka proves to be the 

most efficient in terms of scalability as opposed to Monolithic, Service-Oriented Architecture (SOA), and REST API 

integration models. The workloads are efficiently distributed among other microservice instances as additional 

instances are deployed leading to better system performance, with the proposed architecture exhibiting almost 96% 

scalability efficiency at five instances. Conversely, the monolithic model displays a very low level of improvement 

because of the components that are tightly coupled. The findings show that the Kafka based microservices platform 

offers enhanced scalability, distribution of loads and responsiveness of the system to large scale enterprise 

communication systems. 

 

V. CONCLUSION 

 

The study shows that Agentic Orchestration and Integration of PBX and SaaS CRM systems with Microservices 

Architecture and Event-Driven Communication based on Apache Kafka would greatly enhance the efficiency, 

scalability, and real-time synchronization of systems. The work with PBX and CRM systems has been more modular 

with the help of microservices and it is now possible to scale it separately and distribute tasks in a more efficient 

manner. Data consistency and latency were improved by the use of Kafka event streaming capability to facilitate 

seamless and asynchronous communication between systems. Even in comparison with other approaches, including 

Monolithic Architecture, Service-Oriented Architecture (SOA) and RESTful API integration, this approach performed 

better in such aspects as responsiveness of the system, its operational overhead, and its fault tolerance. These findings 

demonstrate the usefulness of microservices and event-based communication in resolving the challenges of integrating 

PBX with cloud-based CRM systems and indicate that the methodology could be extensively used in the integration of 

other larger enterprise systems. 
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