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Abstract. The article examines the implementation of CRM and ERP systems in small and medium-
sized businesses as a means of improving operational efficiency in the field of e-commerce. It explores
their impact on business process automation, customer relationship management, inventory manage-
ment, logistics, and strategic decision-making. The study analyzes the features of these systems, their
differences and similarities, as well as their application in various aspects of company operations. The
advantages of using these systems are evaluated, including increased customer loyalty, warehouse
management optimization, cost reduction, and improved financial control. Additionally, the risks asso-
ciated with high implementation costs, the need for staff training, and potential integration challenges
are considered.
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Introduction. In the rapidly evolving digital
economy, small and medium-sized businesses
(SMB) faced with the need to modernize their
operations. The technologies that ensure this pro-
cess include of customer relationship manage-
ment (CRM) and enterprise resource planning
(ERP) systems. They facilitate the automation of
business processes, consolidate company func-
tions, and provide data for decision-making.

The relevance of CRM and ERP system im-
plementation to the e-commerce sector relies on
various factors. Firstly, there is a growing need
for enhancing customer relationship quality and
facilitating business processes. Secondly, organi-
zations are faced with difficulties in logistics,

stock management, finance, and manufacturing
processes. Finally, increasing competition re-
quires businesses to be flexible and able to adapt
quickly to changes in the market. The purpose of
this article is to analyze the implementation of
CRM and ERP systems in SMB and their role in
improving operational efficiency in the field of
electronic commerce.

Features of CRM and ERP systems

Information systems such as CRM and ERP
are components of company management. This
particularly applies to SMB, which require tools
to orchestrate their internal and external process-
es. Table 1 shows the main features and distin-
guishing features of these systems.

Table 1. Comparative analysis of CRM and ERP systems [1, 2]

[Features ICRM system

IERP system

The main goal Customer relationship management

Management of internal resources of the company

Main functions
automation

Customer data collection and analysis,
sales management, marketing, interaction

IAutomation of accounting, warehouse accounting, logis-
tics, production management, personnel

Scope of application [Marketing, sales, customer service

Finance, logistics, production, inventory management,
ersonnel accounting

Target audience .
ort services

Sales managers, marketers, customer sup-Financial specialists, managers, logisticians, production|

managers

Integration with other
systems

Integration with marketing automation|
systems, ERP, communication platforms

Integration with CRM, financial accounting systems, ac-
counting and production systems

Data type

Customer data, interaction history, prefer-

Data on production processes, resources and reserves, and

€Nces

finances
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According to the author, the comparative
analysis demonstrates that both approaches play
an important role in automating various aspects
of the company's activities. They can comple-
ment each other, providing not only high-quality
customer service, but also optimization of busi-
ness processes within the company.

Application of CRM systems in e-commerce

Modern e-commerce is expanding rapidly,
which pushes companies to develop innovative
ways to improve customer service standards and
enhance the efficiency of business processes. In
this context, CRM systems are becoming an im-
portant tool for automating customer interac-
tions. As for e-commerce, with constant contact
with users through various channels, they allow
firms to collect and interpret customer data [3].
This capability not only allows companies to
track buying history and wish lists but anticipate
future needs, providing them with instruments for
just the appropriate amount of customization of
promotional activities. Moreover, aggregation of
information from various sources makes it easier
to get an overall view of the customer and aid in
making better decisions, a determining success
criterion in competitive environments.

As per the data gathered, CRM systems permit
segmentation and targeting of customers.
Segmentation and targeting are processes that
involve dividing the base of customers into
groups according to demographic characteristics,
interests, behavior, and loyalty level. Segmenta-
tion enables it to steer marketing more effectively

$73.4B

and targeting enables it to offer tailored products
and services, which improves the chances of a
sale significantly and reduces the cost of adver-
tising campaigns.

Apart from that, automation of sales and
marketing campaigns is a very important point
in the use of CRM systems for online retail. With
their help, businesses are able to launch targeted
promotions, mailings, and other actions, automat-
ically tailored based on customer behavior and
preferences. In this way, time is freed up for
more creative tasks and focusing on strategic
business development.

Enhancing the effectiveness of customer
communication is one of the main areas of em-
bracing CRM systems for e-commerce. In a
competitive market, it is not only speed that
counts but also communication quality. With
their help, companies can quickly respond to cus-
tomer requests by updating the status of the or-
der, delivery and other related issues in real time.
This significantly improves customer experience,
boosts satisfaction levels, and fosters long-term
relationships with customers, which are essential
for e-commerce success.

A prime example of the widespread adoption
of CRM systems is the growing global market for
these technologies. According to Grand View
Research, it totaled $73,4 billion in 2023 and is
expected to continue to increase its compound
annual growth rate by 14,6% from 2025 to 2030

(fig. 1).

2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

® Customer Service Analytics

Salesforce Automation
® Social Media Monitoring

Customer Experience Management
® Marketing Automation
@ Others

Figure 1. Market size CRM, by platform 2020-2030, billion USD [4]
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This growth is happening in tandem with the
global spread of CRM systems and their imple-
mentation not only by large enterprises, but also
by SMB. In addition, according to statistics, more
than 91% of organizations with 11 or more em-
ployees use them, which indicates the widespread
use of these systems in business operations [5].
Thus, the indicators of market growth and wide-
spread use of this system by various organiza-
tions reflect the usefulness and necessity of im-
plementing such systems to improve the efficien-
cy of the e-commerce business.

Application of ERP systems in e-commerce

Business process automation is among the
most important ERP system implementation are-
as. It is about bringing several enterprise func-
tions together into one information system, which
has a profound impact on interdepartmental co-
ordination. The other important aspect is stock
management and space planning in the ware-
house. This averts firms from facing shortages
and overstocking. Goods shortage results in order
delay, which can have an adverse impact on cus-
tomer satisfaction, while overstocking results in
warehousing costs. Through the use of ERP,
companies can keep records of accurate quanti-
ties of inventories, forecast inventory needs
based on historical sales and seasonal fluctua-
tions, and have instant action for re-stocking.
With this approach, supply and demand equilib-
rium becomes feasible for companies with the
exposure to risk reduced and overall efficiency of
operations at a higher level for e-commerce.

Logistics is another important aspect of the e-
commerce industry. Systems ERP allow you to
automate transportation and delivery procedures,
ensuring complete tracking of shipments at every
stage of the supply chain. In addition, they can be
used to plan optimal delivery routes, which also
saves transportation time and logistical costs.
They also play an important role in fleet man-
agement and vehicle tracking. Their use allows
companies to plan maintenance, track fuel costs,
and document vehicle depreciation. Moreover, in
e-commerce, where the quality delivery service
typically is the primary competitive edge, the
ability to manage and optimize the logistics pro-
cess significantly influences company efficiency
overall [6].

Financial accounting and cost management
are also important for businesses. Systems ERP

integrate income and expense data, monitor fi-
nancial flows in real time, and provide accurate
information about the company's current finan-
cial condition. This makes it possible to identify
potential financial risks in a timely manner and
make informed decisions to minimize them [7].
Moreover, the system provides tools for more
accurate budget planning, which contributes to
better cash flow management.

To e-commerce product manufacturing busi-
nesses, ERP systems are needed to automate the
production accounting. They allow enterprises
to track production stages, material costs, moni-
tor labor resources and equipment usage. Their
implementation helps to reduce losses and im-
prove product quality.

Finally, personnel and human resources
management is also an integral part of ERP sys-
tems. They allow you to automate recruitment,
work-time planning, payroll accounting and other
staff functions. This frees management from
mundane work and allows them to focus on stra-
tegic staff management, which helps to improve
productivity and improve communication in the
organization.

The proof of the widespread use of ERP sys-
tems is the rapid growth of their market. In 2023,
it was estimated at $51,61 billion and is projected
to continue to grow at an annual growth rate of
14,3%. It is expected that by 2034 its volume will
reach 110,15 billion dollars (fig. 2).

This trend confirms the growing interest in
ERP systems among companies of various sizes,
including SMB. Their integration allows to opti-
mize internal processes, which contributes to in-
creasing operational efficiency, reducing costs,
and improving resource management.

Features of CRM and ERP system imple-
mentation in SMB

The use of CRM and ERP systems offers
broad opportunities for growing competitiveness,
business expansion, and enhancing management.
They integrate various aspects of business, from
customer relationships to inner accounting and
logistics, which is why they become mandatory
tools in modern business. However, despite all
their advantages, the process of mastering such
systems is fraught with certain risks. One of the
main issues is the high price of implementation.
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Figure 2. Market volume ERP 2023-2034, billion USD [8§]

Apart from the costs of purchasing and in-
stalling software, businesses also have to incur
extra costs for customizing and integrating with
other computer information systems. In addition,
careful staff training is required. It can take a
lot of time and money to learn to operate the new
systems, and insufficient expertise may result in
inefficient use. The other risk is that the imple-
mentation may fail. Weak system selection,
poor business process planning, or integration
errors will result in system collapses or failure to
produce wanted results.

To prevent risks and unlock the maximum po-
tential of CRM and ERP systems, preparation is
necessary. The process starts with business re-
quirements determination and proper system
selection. The chosen solution should be in ac-
cordance with the size of the business and indus-
try characteristics. For some, basic CRM features
will suffice, while other companies may require
more advanced, multifunctional solutions with
aspects of ERP integrated.

Training and familiarization of employees
with the system are essential. The more efficient
the staff, the easier and faster the process of ad-
aptation will be. Companies can organize special
training programs or hire the services of consult-
ants to train employees to become proficient in
all system features. User support at each stage is
also required to prevent any potential malfunc-
tion and errors.

It should have a definite step-by-step imple-
mentation plan that includes an extensive pro-
cess of integration from installation to com-

plete system deployment. Technical aspects
should be considered during this process along
with workflow details, which are bound to vary.
The stages should include testing the system,
configuring it, and preparing all business pro-
cesses that will interact with it. This kind of pro-
cess enables future errors to be avoided and op-
timize system usage from the outset.

Once in place, it is necessary to monitor and
measure results to determine whether the system
is successful. This can be done through key per-
formance indicators such as cost savings, sales
growth, or improved customer service speed.
This not only helps to monitor results but also
allows for adjustments to be made as necessary to
optimize system utilization and gain maximum
efficiency. Thus, although there are risks, proper
utilization of CRM and ERP systems can have
the ability to revolutionize company management
and drive business growth.

Conclusion

Application of CRM and ERP systems in
SMB within the e-commerce sector is an excel-
lent instrument for enhancing business effective-
ness and customer interaction. The systems ena-
ble business process automation, unification of
various company functions, and decision-making
based on data. However, despite numerous ad-
vantages, application of such systems is danger-
ous and has risks like high initial expenses, train-
ing of employees, and potential integration chal-
lenges with existing business processes. Hence,
proper implementation needs careful preparation
and a properly drawn up step-by-step plan.
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BHEJIPEHUE CRM U ERP-CUCTEM B MAJIOM U CPEJHEM BU3HECE KAK CI1IOCOb
MOBBIIIEHAA ONNEPAIIMOHHOM Y®P®EKTUBHOCTHA B JIEKTPOHHOM TOPI'OBJIE

M.M. CrenaHoB, baxanasp
Yuausepcurer lepon
(BesqiuxooOpuranusi, r. Jlepon)

Annomayun. B cmamve paccmampusaemcs énedpernue CRM- u ERP-cucmem 6 manom u cpeonem
OuzHece Kak cnocob nogvlulenus OnepayuoHHou 3ggexmusHocmu 6 cepe 21eKMpOHHOU MOP2OGu.
Hccnedyemes ux enusnue Ha agmomamuzayuto OUsHec-npoyeccos, YiyduleHue 63aumo0eicmaus ¢ Kiu-
eHmamu, ynpaeienue 3anacamu, J102UCMUKY U NPUHAMUe Cmpame2udeckux peuteHui. Ananuzupyomes
0CODEHHOCMU OAHHBIX CUCEM, UX PA3IUYUs U CXO00CMEd, d MAaKdice NPpUMeHeHUue 8 pasiuidHbIX dcneK-
max oeamenvHocmu komnanuu. OYeHusamces npeumyuiecmsd UCNONIb308anUsl, MaKue KaxK nogvluleHue
JIOSILHOCIU KIUEHMO8, ONMUMU3AYUSL CKIAOCKO20 YYema, CHUNCEHUE U30epiceK U yaydulenue QuHan-
06020 kKoHmpoaa. Takace paccmampuearomces pucku, C8sA3aHHble C bICOKOU CIOUMOCTbIO 8HeOPeHUsl,
HeoOX00UMOCmbI0 00YUeHUs NePCOHANA U BO3MONCHBIMU NPOOIEMAMU UHIMESPAYUU.

Knrouesvie cnosa: manviii u cpeonuii ouznec, CRM-cucmemot, ERP-cucmemul, s1ekmponuas mop-
20867151, A8MOMAMuU3aYUs OU3HEC-NPoYeccos.
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