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Abstract:	 The	 purpose	 of	 the	 study	 is	 to	 study	 directions	 of	 further	 global	 and	 national	
development	and	to	analyze	the	current	state	of	orientation	in	this	area.	In	accordance	with	this	goal,	
the	 task	 of	 this	 study	 is	 to	 systematize	 the	 challenges	 and	 opportunities	 in	 Ukraine	 that	 arise	 in	
connection	 with	 these	 changes	 for	 business	 representatives	 in	 the	 field	 of	 management.	 The	
development	 of	 modern	 management	 and	 business	 technologies	 of	 Ukraine	 takes	 place	 in	 specific	
directions.	One	of	the	main	ones	is	innovative.	That	is,	management	pays	more	attention	to	innovation	
and	flexibility,	which	enables	organizations	to	quickly	respond	to	rapidly	changing	external	conditions.	
In	 addition,	 an	 important	 direction	 is	 the	 development	 of	 diversity,	 inclusiveness.	Management	will	
increasingly	use	remote	and	flexible	working	in	the	future,	harmonizing	work-life	balance	for	employees	
and	giving	organizations	access	to	a	global	talent	pool.	And	increased	attention	to	sustainability	shows	
that	organizations	strive	to	become	socially	responsible	and	environmentally	safe.	This	study	used	a	
combined	 approach	 that	 combines	 elements	 of	 quantitative	 and	 qualitative	 analysis.	 The	 type	 of	
research	we	conducted	belongs	 to	descriptive	 research,	 since	 the	main	goal	was	 to	 identify	modern	
trends	in	the	development	of	management	and	business	technologies	in	the	context	of	the	Ukrainian	
economy.	The	results	of	the	study	confirm	the	opinion	that	the	best	results	from	the	modernization	of	
managerial	activities	are	observed	in	the	manufacturing	sector.	The	scientific	novelty	of	the	study	lies	
in	its	focus	on	how	stimulating	entrepreneurship	through	targeted	state	policies	can	drive	sustainable	
growth	in	agro-industrial	production.	In	summary,	it	is	worth	noting	that	the	advancement	of	Ukraine’s	
agricultural	sector	as	a	full-fledged	business	entity	involves	not	only	enhancing	production	processes	
but	also	improving	the	entire	value	chain	through	innovation,	 investment,	and	efficient	management	
practices.	By	focusing	on	these	trends,	Ukraine	can	solidify	 its	position	as	a	 leader	 in	agro-industrial	
production	while	contributing	to	the	broader	economic	stability	and	development	of	the	country.	

Keywords:	management,	business	technology,	modern	Ukrainian	economy,	development,	trends.	

	

Introduction		

The	world	is	experiencing	the	processes	of	globalization	and	powerful	scientific	and	technological	
progress,	new	information	and	communication	technologies	and	innovations	are	emerging,	which	are	
actively	being	 introduced	 into	all	 spheres	of	society.	Simultaneously	with	 these	processes,	 there	 is	a	
parallel	 change	 in	 the	 industrial	 paradigm	 and	 the	mastering	 of	 new	 approaches	 to	 the	 production	
process,	which	affects	not	only	the	process	of	production	and	performance	of	works	or	services,	but	also	
directly	on	the	management	methodology	(Babenko	et	al.,	2020).	The	21st	century	for	the	economies	of	
the	world	and	Ukraine	formed	such	development	trends	as	the	introduction	of	green	economy	tools,	the	
search	for	alternative	means	of	production,	as	well	as	the	digital	transformation	of	the	economy	within	
the	framework	of	management	(Zelinska	et.al.,	2020).	It	covers	both	individual	leading	companies	of	
developed	countries	and	every	type	of	activity,	sector	or	sphere	of	the	economy	(Yanovska	et	al.,	2019;	
Bezrukova	 et	 al.,	 2022).	 Innovative	 technologies	 not	 only	 provide	 a	 single	 information	 field	 at	 the	
enterprise,	but	also	create	a	 single	environment	on	a	global	 scale.	 In	 the	 future,	 the	development	of	
architectural	methods	and	standardization	is	expected,	since	overcoming	compatibility	barriers	allows	
considering	quality	issues	from	the	point	of	view	of	economics	and	their	involvement	in	the	process	of	
cost	 minimization	 (Shmatkovska	 &	 Mostovenko,	 2022).	 Digital	 transformation	 affects	 not	 only	
production,	but	also	the	approach	to	staffing	and	interaction	with	human	resources	(Tanklevska	et.al.,	
2021).	There	is	a	change	in	business	values,	from	financial	aspects	to	cost	and	customer-oriented	results,	
the	 economy	of	 the	modern	world	 is	 a	 response	 to	 the	 processes	 of	 resource	 conservation	 and	 the	
implementation	of	 the	concept	of	 lean	production,	which	requires	 the	use	of	 innovative	solutions	 to	
remain	 competitive	 in	 the	 context	 of	 globalization.	 Modern	 ways	 of	 conducting	 business	 activities	
involve	 a	 fairly	 intensive	 exchange	 of	 information	 between	 participants	 in	 business	 processes.	
Information	flows	can	occur	both	within	an	enterprise	and	cover	several	enterprises,	even	in	different	
countries.	 Various	 means	 are	 used	 to	 process	 these	 flows	 of	 information:	 computers,	 tablets,	
smartphones,	 etc.	 Information	 systems	 and	 technologies	 facilitate	 the	work	 of	 employees,	 speed	 up	
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business	processes	within	the	enterprise	and,	as	a	result,	 increase	their	productivity.	For	a	manager,	
these	systems	and	 technologies	can	be	not	only	a	way	 to	obtain	and	analyze	 information,	but	also	a	
highly	 effective	 management	 tool.	 Information	 systems,	 which	 are	 now	 widely	 used	 in	 enterprise	
management,	can	perform	various	functions	and	are	of	various	types.	Resource	planning	systems	(ERP	
systems)	 belong	 to	 the	most	 common	multifunctional	 integrated	 integrated	 information	 systems	 of	
enterprise	 management.	 It	 has	 been	 established	 that	 the	 implementation	 of	 such	 systems	 in	 the	
activities	of	enterprises	requires	significant	costs	of	both	financial	and	labor	resources,	which	actualizes	
the	 question	 of	 the	 economic	 feasibility	 of	 such	 implementation,	 comparing	 its	 advantages	 with	
disadvantages.	The	development	of	modern	management	and	business	technologies	of	Ukraine	takes	
place	in	specific	directions.	One	of	the	main	ones	is	innovative.	That	is,	management	pays	more	attention	
to	 innovation	 and	 flexibility,	 which	 enables	 organizations	 to	 quickly	 respond	 to	 rapidly	 changing	
external	 conditions.	 In	 addition,	 an	 important	 direction	 is	 the	 development	 of	 diversity,	 justice,	
inclusiveness.	The	transition	to	remote	and	flexible	work	is	another	modern	trend.	Management	will	
increasingly	use	remote	and	flexible	working	in	the	future,	harmonizing	work-life	balance	for	employees	
and	giving	organizations	access	to	a	global	talent	pool.	And	increased	attention	to	sustainability	shows	
that	 organizations	 strive	 to	 become	 socially	 responsible	 and	 environmentally	 safe.	 Trends	 in	 the	
development	 of	 management	 and	 business	 technologies	 in	 the	 conditions	 of	 the	 formation	 of	 the	
modern	Ukrainian	economy	are	oriented,	first	of	all,	to	the	search	for	tools	and	solutions	that	support	
operations,	management	 and	business	 growth.	These	 technologies	 include	 software	 tools,	 hardware	
systems,	 data	 analysis	 tools,	 cloud	 computing	 platforms,	mobile	 technologies,	 and	 others.	 They	 are	
designed	to	help	businesses	optimize	processes,	improve	productivity	and	customer	service,	and	stay	
ahead	of	the	competition.	The	best	results	of	modernization	of	management	activities	are	observed	in	
the	 production	 segment.	 At	 the	 current	 stage,	 the	 Ukrainian	 economy	 and	 representatives	 of	 the	
business	community	will	be	forced	to	radically	revise	their	business	processes	in	connection	with	the	
change	in	the	conditions	of	the	internal	and	external	environment.	

It	 is	 important	to	emphasize	the	scientific	gaps	that	should	be	researched,	as	well	as	to	clearly	
formulate	 the	 purpose	 and	 question	 of	 the	 research:	 insufficient	 integration	 of	 modern	 business	
technologies	in	small	and	medium-sized	businesses	in	Ukraine	-	although	large	corporations	are	actively	
implementing	 digital	 solutions,	 small	 and	 medium-sized	 enterprises	 (SMEs)	 face	 barriers	 such	 as	
limited	funding,	low	digital	skills	and	lack	of	effective	implementation	strategies.	This	study	will	aim	to	
identify	ways	to	overcome	these	barriers	for	SMEs;	low	level	of	adaptation	of	Ukrainian	enterprises	to	
innovative	 management	 models	 -	 many	 Ukrainian	 companies	 remain	 on	 traditional	 management	
methods,	which	restrains	their	competitiveness.	There	is	a	need	for	an	in-depth	analysis	of	advanced	
management	practices	that	can	be	effectively	adapted	to	Ukrainian	realities.	

Research	Problem	

How	does	global	competitiveness	and	the	adaptation	of	modern	business	technologies	affect	the	
development	of	Ukrainian	enterprises?	

How	can	 the	 implementation	of	 innovative	management	 solutions	 increase	 the	overall	 level	of	
economic	development	in	Ukraine?	

What	new	methodological	approaches	to	analyzing	the	effectiveness	of	ERP,	CRM,	CMS	and	BPM	
systems	can	be	proposed?	

What	gaps	in	existing	market	research	for	ERP,	CRM,	CMS	and	BPM	systems	remain	insufficiently	
covered?	

How	 do	 the	 latest	 trends	 in	 the	 development	 of	 ERP,	 CRM,	 CMS	 and	 BPM	 systems	 affect	 the	
optimization	of	business	processes	of	Ukrainian	enterprises?	
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Research	Focus	

The	 main	 purpose	 of	 the	 study	 is	 to	 analyze	 current	 trends	 in	 management	 and	 business	
technology	 within	 the	 framework	 of	 the	 modern	 Ukrainian	 economy.	 The	 research	 focuses	 on	
identifying	 how	 Ukrainian	 businesses	 can	 adapt	 to	 and	 integrate	 global	 management	 trends	 and	
technological	advancements	to	remain	competitive	in	an	ever-changing	environment.	The	authors	aim	
to	assess	the	relevance	and	effectiveness	of	different	management	practices	and	technologies	in	Ukraine,	
considering	the	country’s	unique	socio-economic	context.	

Research	Aim	and	Research	Questions  

The	 analysis	 and	 adaptation	 of	 modern	 management	 and	 business	 technologies	 to	 form	 a	
competitive	model	of	economic	development	in	Ukraine	is	a	pertinent	issue	in	the	present	era.	

The	 purpose	 of	 the	 research	 is	 to	 study	 the	 impact	 of	 modern	 management	 and	 business	
technologies	on	the	development	of	Ukrainian	enterprises.		

The	 objective	 of	 the	 study	 is	 to	 identify	 the	most	 effective	 strategies	 and	 tools	 for	 promoting	
growth,	sustainability	and	innovation	in	the	national	economy.	

Literature	Review	

In	the	work	of	Fedulova	(2005)	an	attempt	 is	made	to	consider	the	factors	of	 the	external	and	
internal	 environment	 that	 affect	 the	 processes	 of	 updating	 products	 and	 technologies	 at	 industrial	
enterprises,	to	group	them	according	to	a	certain	form	and	to	give	a	scientific	assessment.	These	factors	
were	 grouped	 as	 follows:	 technical	 and	 economic;	 organizational	 and	 managerial;	 regulatory;	
sociopsychological;	information	and	communication.	We	consider	it	necessary	to	dwell	on	technical	and	
economic	ones,	namely	on	approaches	to	the	automation	of	enterprise	management	as	a	whole.	

As	 experience	 shows,	 the	 percentage	 of	 successful	 implementation	 of	 ERP	 class	 systems	 in	
financial,	 administrative	 and	 trading	 organizations	 is	 comparatively	 higher	 than	 in	 industry.	 For	
example,	according	to	the	financial	manager	of	one	of	these	industrial	enterprises,	where	SAP	R/3	was	
implemented	for	3	years	(for	which	a	corporate	network	was	created,	a	powerful	server	and	100	high-
performance	 computers	 were	 purchased),	 the	 most	 tangible	 result	 of	 this	 project	 was	 a	 constant	
increase	in	payments	for	Internet	services.	As	for	enterprises	where	the	implementation	is	recognized	
as	successful,	in	order	to	obtain	a	complete	picture,	it	is	necessary	to	compare	the	obtained	results	with	
the	goals	and	objectives	that	were	set	at	the	initial	stage.	

The	 implementation	of	an	ERP	system	affects	users	at	different	 levels	of	 the	organization,	as	 it	
covers	all	functional	units.	These	users	range	from	senior	management	to	lower-level	users	who	use	the	
system	in	their	day-to-day	work.	Previous	studies	of	ERP	systems	that	focused	on	critical	success	factors	
such	as	Al-Fawaz	et	al.	(2008);	Esteves	et	al.	(2003);	Zhang	et	al.	(2003),	identified	user	participation	
and	involvement	as	one	of	the	important	factors	in	successful	ERP	implementation.	User	participation	
is	defined	as	the	tasks,	actions,	and	behaviors	that	users	or	their	representatives	perform	during	the	
systems	development	process	(Barki	&	Hartwick,	1994).	

Based	on	the	financial	resources	required,	the	number	of	people	involved	in	the	adoption	process,	
and	the	scale	of	implementation	that	ERP	systems	require,	it	makes	them	the	largest	systems	that	most	
organizations	operate	(Chang	et	al.,	2008).	A	number	of	recent	studies,	including	Wah	(2000)	and	Xue	
et	 al.	 (2005)	 report	 that	 some	cases	of	ERP	system	 implementation	have	had	 significant	difficulties.	
These	difficulties	have	contributed	to	a	higher	failure	rate	of	ERP	implementations,	as	reported	by	some	
studies	Yeh	et.al.	(2007).	

Chang	 et	 al.	 (2008)	 claim	 that	 the	 enterprise	 resource	planning	 system	 is	 a	 new	management	
technology.	 Wu	 and	Wang	 (2007)	 rgue	 that	 it	 integrates	 the	 core	 corporate	 activities	 and	 various	
functions	 of	 the	 enterprise	 by	 incorporating	 best	 practices	 to	 promote	 rapid	 decision-making,	 cost	
reduction,	and	greater	managerial	control.	Due	to	this	perspective	of	integration	and	facilitating	rapid	
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decision-making,	more	and	more	organizations	and	 institutions	around	 the	world	are	 implementing	
ERP	systems	(Markus	et.al.,	2000).	Along	with	this	adoption	has	also	been	a	greater	awareness	of	the	
challenges	that	arise	as	a	result	of	implementing	these	complex	technologies.	

According	 to	Al-Mashari	 (2003),	ERP	systems	are	one	of	 the	most	 innovative	developments	 in	
information	technology	(IT)	of	the	1990s.	In	addition,	Al-Mashari	says	that	many	organizations	now	use	
ERP	systems,	making	them	the	most	common	IT	solutions	today.	This	worldwide	adoption	is	based	on	
the	benefits	of	ERP	systems,	which	include	better	information	sharing	within	the	organization,	improved	
quality	of	planning	and	decision-making,	smoother	coordination	between	business	units,	resulting	in	
increased	efficiency	and	faster	response	time	to	customer	requirements	and	requests.	

In	 the	 field	of	 information	 systems,	many	people	believe	 that	 successful	 systems	development	
requires	user	participation.	This	belief	has	neither	a	theoretical	basis	nor	is	it	supported	by	research	
data	 (Mattia	 &	 Weistroffer,	 2008).	 This	 indicates	 that	 researchers	 have	 not	 fully	 addressed	 the	
underlying	complexity	of	the	concept	of	user	participation.	This	indicates	a	lack	of	understanding	of	user	
participation	in	the	development	of	information	systems,	as	it	happens	in	organizations.	

Materials	and	Methods	

As	part	of	this	study,	we	used	a	combined	approach	that	combines	elements	of	quantitative	and	
qualitative	analysis.	The	type	of	research	we	conducted	belongs	to	descriptive	research,	since	the	main	
goal	was	to	identify	modern	trends	in	the	development	of	management	and	business	technologies	in	the	
context	of	the	Ukrainian	economy.	The	research	was	aimed	at	revealing	already	existing	connections	
and	trends	without	interfering	with	the	processes.	As	for	the	research	scope,	it	covered	the	analysis	of	
innovative	technologies	in	business,	management	approaches,	as	well	as	socio-economic	aspects	of	their	
implementation	in	Ukraine.	

Instruments	and	Procedures	

The	 research	 toolkit	 is	 based	 primarily	 on	 the	 analysis	 of	 statistical	 data,	 as	 well	 as	 on	 the	
construction	of	 trend	models	based	on	statistical	data.	The	generalization	of	materials	obtained	as	a	
result	 of	 statistical	 analysis	 is	 the	 basis	 for	 scientific	 generalization	 and	 development	 of	
recommendations	for	stimulating	the	development	of	Ukrainian	entrepreneurship	in	the	IT	sector.	

Data	Analysis	

Trends	 in	 the	 development	 of	management	 and	 business	 technologies	 in	 the	 formation	 of	 the	
modern	Ukrainian	economy.	Methods	of	statistical	analysis	were	used	to	process	the	collected	data.	The	
statistical	analysis	included	the	dynamics	and	changes	in	the	parameters	of	the	rockets.	

Results	

1.	Modern	market	of	ERP,	CRM,	CMS	and	BPM	systems	

Currently,	 the	 Ukrainian	 software	market	 offers	more	 than	 a	 dozen	 ERP	 (Enterprise	 Resource	
Planning)	 systems,	 both	 foreign	 and	 domestically	 produced,	 primarily	 intended	 for	 managing	 and	
planning	production	processes.	Examples	of	existing	ERP	systems	include	mySAP	Business	Suite	(R/3),	
Oracle	Business	E-Suite,	 Infor	ERP	LN	(BAAN),	Microsoft	Dynamics	AX	(Axapta),	Microsoft	Dynamics	
NAV	(Navision),	Oracle	J.D.	Edwards	Enterprise	One,	IFS	Applications,	Infor	Sytline	ERP,	and	MFG/PRO	
(Khlobistova	 et	 al.,	 2013).	Many	Ukrainian	 software	 developers	 also	 position	 their	 products	 as	 ERP	
systems.	Notable	examples	include	Finexpert,	IT-Enterprise	ERP	system	[ua],	Megapolis,	BSI,	Debit	Plus,	
and	Universal	ERP.	ERP	systems	are	widely	utilized	by	companies	in	developed	countries.		

Organizations	in	the	manufacturing	and	energy	sectors	use	ERP	to	automate	the	management	of	
materials,	 minance,	 and	human	 resources,	 as	well	 as	 to	optimize	processes	 and	achieve	 international	
competitiveness.	Customer	Relationship	Management	(CRM)	systems	are	multifunctional	tools	designed	
to	manage	and	enhance	customer	relationships.	These	systems	enable	companies	 to	create	a	unimied	
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customer	database	and	streamline	business	processes	related	to	customer	acquisition,	retention,	and	
promotion.	Examples	of	CRM	systems	include	Snov.io	(for	sales),	HubSpot	(for	marketing),	and	Agile	(for	
services).	A	Content	Management	System	(CMS)	is	specialized	software	that	allows	users	to	easily	create,	
edit,	 and	 manage	 website	 content	 without	 requiring	 special	 knowledge	 or	 programming	 skills.	 It	
provides	 a	 user-friendly	 interface	 for	 updating	 web	 pages,	 adding	 new	 content,	 and	 managing	
multimedia	elements	such	as	photos	and	videos.		

The	primary	goal	of	a	CMS	is	 to	simplify	and	streamline	content	management	processes	 for	all	
users,	regardless	of	their	technical	expertise.	Popular	CMS	platforms	include	WordPress,	Drupal,	Joomla,	
and	Magento.Business	Process	Management	(BPM)	software	helps	organizations	manage	their	business	
processes	through	IT	solutions.	It	typically	consists	of	a	digital	ecosystem	of	various	modules	that	allow	
for	 comprehensive	management	of	 a	 company's	workmlows,	minimizing	human	error	 and	enhancing	
operational	efmiciency.	Examples	of	BPM	systems	include	Comindware,	Monday,	Process	Bliss,	Creatio,	
ELMA,	Kintone,	and	Orchestly.	

The	 mlowchart	 below	 illustrates	 the	 process	 of	 integrating	 ERP	 and	 CRM	 systems	 with	 other	
business	systems	(Fig.	1).	

Figure	1	

A	block	diagram	showing	the	process	of	integrating	ERP	and	CRM	systems	with	other	systems	

 

Source:	Author’s	development.	

ERP	systems	are	not	universal.	Their	implementation	should	take	into	account	the	specimics	of	the	
industry	and	other	features	of	the	activity.	The	international	research	company	Panorama	Consulting	
Solutions	(n.d.).	in	its	annual	report	ERP	RREPORT	2022	provided	the	following	sectoral	distribution	of	
ERP	system	projects	implemented	in	2022	(Fig.	2).	According	to	mig.	2,	it	is	noticeable	that	the	main	part	

CRM	is	software	that	manages	all	ways	of	interaction	
between	the	client	and	the	business.	The	main	
promise	of	CRM	is	to	provide	businesses	with	a	

central	repository	of	all	customer	data	that	tracks	all	
interactions	with	them.For	example,	with	a	

centralized	CRM	system,	sales	reps	will	know	if	the	
customers	they	are	visiting	have	strong	customer	
service	requests	and	can	respond	accordingly.

CMS	- system	(engine)	for	site	content	management.	
Allows	you	to	work	with	sections	of	your	site	

without	the	intervention	of	a	programmer.	There	
are	two	types	of	MS:	open	source	and	closed	source	
(for	example,	the	Tilda	constructor).	The	former	are	
easy	to	modify	for	any	business	needs,	while	the	

latter	are	platforms	that	do	not	have	access	to	open	
source,	and	such	sites	cannot	be	promoted	in	search	

engines.

ERP	- the	advantages	of	the	ERP	system	are	the	
presence	of	a	single	common	database	for	all	

financial	and	operational	data.Another	benefit	of	
moving	to	an	ERP	system	that	companies	often	

mention	is	a	faster	financial	close.ERP	systems	also	
provide	much	greater	financial	control	within	an	

organization.

BPM	is	business	process	management	that	answers	
questions	such	as	where,	why,	by	whom	and	when	

certain	work	was	done.	This	method	helps	companies	
effectively	manage	each	process	in	order	to	achieve	
the	maximum	result.	Thanks	to	VRM,	enterprises	can	
obtain	the	following	results:	increase	the	efficiency	of	
the	work	of	employees;	accelerating	the	development	
of	IT	solutions;	improving	the	quality	of	goods	or	
services;	increase	in	brand	loyalty;	increasing	

employee	satisfaction.

CRM,	CMS,	ERP and BPM	
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of	 the	 customers	 of	 the	 ERP	 system	 are	 representatives	 of	 the	 industrial	 sector	 of	 the	 economy.	 A	
signimicant	volume	of	ERP	systems	has	also	been	implemented	in	the	areas	of	minance,	distribution	and	
information	 technology.	 The	 smallest	 share	 of	 implementations	 is	 observed	 in	 the	 mield	 of	
telecommunications,	health	care	and	education.	

Figure	2	

Branch	distribution	of	ERP	system	projects	implemented	in	2022	

 

Source:	visualized	according	to	Panorama	Consulting	Solutions	(n.d.)	

An	 important	 condition	 for	 the	 implementation	 of	 an	 ERP	 system	 and	 the	 selection	 of	 an	
appropriate	 software	 product	 is	 an	 in-depth	 analysis	 of	 the	 specimics	 of	 the	 company's	 activities,	 its	
organizational	 structure,	 business	 processes,	 their	 corresponding	 information	 mlows	 and,	 most	
importantly,	the	information	needs	and	requests	of	users	of	this	system	in	the	process	of	managing	the	
company's	activities	in	order	to	understand	what	result	can	be	obtained	after	its	implementation.	

The	modern	market	of	software	for	optimizing	the	management	of	business	resources	includes	a	
signimicant	 list	 of	 names,	 but	 most	 often	 companies	 prefer	 the	 manufacturers	 of	 software	 products	
presented	in	Fig.	3.	

Figure	3	

Market	share	of	major	manufacturers	of	ERP	systems	

 

Source:	grouped	by	authors	according	to	data	Panorama	Consulting	Solutions	(n.d.)	
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SAP,	Microsoft	Dynamics	and	1C:	ERP	software	are	highly	popular	in	Ukraine.	Some	of	the	most	
popular	manufacturers	of	ERP	systems	for	American	and	European	customers	are	Oracle,	SAP	and	Sage.	
When	deciding	on	the	 implementation	of	a	complex	automated	management	system,	 the	majority	of	
enterprise	 managers	 seek	 to	 solve	 the	 following	 tasks:	 increase	 business	 efmiciency,	 investment	
attractiveness	and	competitiveness	 (64%);	ensuring	 further	development	and	cost	 reduction	 (57%);	
improving	the	level	of	customer	service	(54%),	etc.	(Fig.	4)	(Panorama	Сonsulting	Solutions.	Panorama	
Consulting	Group).	Unlike	other,	 simpler	management	 information	systems,	ERP	systems	are	able	 to	
perform	a	number	of	tasks	to	improve	the	efmiciency	of	enterprise	management,	in	particular,	to	optimize	
and	integrate	all	enterprise	divisions	and	their	functions	in	a	single	information	system;	minimization	
of	warehouse	stocks;	optimization	of	the	production	cycle;	acceleration	of	order	processing;	reduction	
of	costs;	increasing	the	level	of	promitability	of	the	enterprise,	etc.	(Karpus,	2016).	

Figure	4	

Reasons	for	implementing	ERP	

 

Source:	Author’s	development.	

Despite	 the	 fact	 that	 the	 main	 task	 of	 ERP	 systems	 is	 high-quality	 information	 support	 for	
enterprise	management,	along	with	this,	based	on	the	results	of	their	implementation	at	the	enterprise,	
a	 number	 of	 other,	 related,	 but	 necessary	 tasks	 are	 solved,	 related	 to	 the	 improvement	 of	 the	
organizational	 structure,	 the	 organization	 of	 business	 processes,	 ensuring	 the	 transparency	 of	
management,	etc.	According	to	the	Panorama	Consulting	Solutions	report,	the	main	advantages	of	ERP	
systems	are	(Fig.	5)	(Panorama	Consulting	Solutions,	n.d.).	In	addition,	no	less	important	is	a	signimicant	
reduction	in	the	number	of	errors	related	to	the	human	factor,	which	leads	to	an	increase	in	the	quality	
of	customer	service,	staff	efmiciency,	etc.	
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Figure	5	

Advantages	of	using	ERP	systems	

 

Source:	visualized	by	the	authors	according	to	(Panorama	Consulting	Solutions,	n.d.).	

As	 practice	 shows,	 enterprises	 implement	 systems	 of	 complex	 automation	 of	 accounting	 and	
management	regardless	of	the	volume	of	activity.	Large	enterprises	do	this	more	strategically,	choosing	
more	secure	and	reliable	software	solutions	that	can	be	easily	transformed	and	upgraded	as	the	business	
grows.	The	larger	the	scale	of	the	business	(annual	income),	the	more	motivations	its	management	has	
to	implement	the	ERP	system	(Fig.	6).	

Thus,	from	mig.	6	it	is	noticeable	that	the	annual	income	of	most	enterprises	that	implement	ERP	
systems	varies	in	the	range	of	$50–300	million.	In	general,	the	average	annual	income	of	enterprises	that	
implemented	ERP	in	2018	was	$439	million	(Panorama	Consulting	Solutions,	n.d.).	

Despite	the	fact	that	the	ERP	system	has	a	number	of	advantages	for	business,	its	implementation	
is	 accompanied	 by	 certain	 risks	 that	 embody	 the	 shortcomings	 of	 these	 systems.	 If	 not	 managed	
properly,	ERP	projects	can	cost	more	and	take	longer	than	expected.	At	the	same	time,	they	can	cause	
work	 interruptions.	 In	 addition	 to	 the	mentioned	 risks,	 it	 is	 possible	 to	 single	 out	 certain	 technical	
shortcomings	 of	 ERP	 systems,	 arising	 from	 their	 advantages.	 A	 single	 database	 and	 a	 single	 system	
generate	 a	 signimicant	 number	 of	 connections,	 a	 high	 level	 of	 complexity	 of	 the	 system	 itself	 and	
requirements	for	the	hardware	(server)	part.	If	for	one	reason	or	another	the	ERP	system	stops	working	
(for	example,	due	to	a	power	outage	or	due	to	other	problems	on	the	server),	the	company's	work	stops.	
Therefore,	it	is	necessary	to	pay	special	attention	to	ensuring	the	reliability	of	the	server	part	and	its	
timely	maintenance	(Panorama	Consulting	Group,	2019).	
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Figure	6	

Annual	income	of	enterprises	implementing	ERP,	$	

 

Source:	visualized	by	the	authors	according	to	Panorama	Consulting	Group	(2019)	

Another	problem	that	often	arises	during	the	implementation	of	an	ERP	system	is	data	security.	
Since	all	divisions	and	employees	of	the	enterprise	work	in	the	system,	access	rights	must	be	correctly	
conmigured	for	them.	In	addition,	it	is	important	to	choose	qualimied	personnel	who	can	quickly	adapt	to	
changes	and	constantly	develop	(Hamiiak,	2019).	In	the	table	1	shows	the	average	cost	of	implementing	
the	most	popular	ERP	systems.	From	the	table	1,	 it	 is	noticeable	that	the	 implementation	of	the	ERP	
system	requires	considerable	minancial	costs.	

Table	1	

The	average	cost	of	implementing	the	most	popular	ERP	systems	

Solution	 Cost	of	implementation	

SAP	R/3	 A	 license	 for	 50	 workplaces	 costs	 about	 $350,000.	 The	 cost	 of	
implementation	can	be	several	times	higher	than	the	cost	of	the	
solution.	

Oracle	Applications	 The	cost	of	 the	solution	 for	one	workplace	 is	about	$5,000.	The	
total	cost	depends	significantly	on	the	required	functionality	and	
complexity	of	implementation.	

iRenaissance	 The	cost	of	implementation	is	$200,000	on	average.	

iScala	 The	average	cost	is	$2-5	thousand	for	one	workplace	

J.D.EdwardsOneWorld	 The	cost	of	a	OneWorld	workplace	ranges	from	$400	to	$4000	

BAS	ERP	 The	cost	of	BAS	ERP	is	about	$7,000.	A	client	license	for	10	users	
is	 about	 $800;	 for	 50	 users	 -	 $4	 thousand;	 for	 100	 users	 -	 $7	
thousand.	 The	 total	 cost	 of	 implementation	 can	 significantly	
exceed	the	price	of	the	solution	and	licenses	

“1C:	 Enterprise	 8.	 Management	
of	a	production	enterprise”	

The	 cost	 of	 the	 software	 is	 $5.6	 thousand.	 The	 license	 for	 one	
workplace	ranges	from	$130	to	$1	thousand;	for	10	and	50	users	
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similarly	 as	 in	 BAS	 ERP.	 The	 full	 cost	 depends	 on	 the	 required	
functionality	and	complexity	of	implementation	

Source:	formed	and	supplemented	by	the	authors	based	on	the	data	Yevdokymov	&	Lozynskyi,	
(2009);	Kavetskyi	&	Lavuta	(2016).	

The	cost	of	implementation	depends	only	on	the	scale	of	activity	and	the	number	of	jobs.	The	type	
of	ERP	system	itself	plays	a	signimicant	role.	

In	addition,	when	calculating	the	cost	of	implementing	an	ERP	system,	it	is	important	to	consider	
all	 costs,	 and	 not	 just	 the	 cost	 of	 the	 license	 and	 services	 of	 the	 companies	 implementing	 their	
implementation,	in	particular:	costs	related	to	technical	support	(the	cost	of	the	equipment	on	which	the	
ERP	system	will	be	installed	system,	or	the	costs	of	purchasing	(renting)	a	server	and	its	administration);	
costs	 of	 hiring	 specialists	 engaged	 in	 implementation	 (if	 the	 service	 company	 implementing	 the	
implementation	is	territorially	located	in	another	region);	costs	of	training	the	company's	employees;	
further	support	and	reminement	of	the	installed	system,	etc.	

2.	Architecture	of	ERP,	CRM,	CMS	and	BPM	systems	

2.1.	ERP	system	

The	 ERP	 system	 includes	 functional	 modules	 aimed	 at	 control,	 accounting	 and	 analysis	 of	 all	
business	 processes	 of	 the	 enterprise.	 For	 example,	 accounting	 and	 tax	 accounting,	 warehouse	
management,	 transportation,	personnel	accounting,	customer	relationship	management.	 It	should	be	
noted	 that	 various	 software	 modules	 of	 a	 single	 ERP	 system	 make	 it	 possible	 to	 replace	 outdated	
information	systems	for	logistics,	minance,	and	project	management.	The	basis	of	ERP	work	is	database	
management,	which	stores	 information	about	 the	company's	 minances,	production,	personnel,	etc.	To	
understand	its	functioning,	it	is	necessary	to	consider	the	structure.	

As	a	rule,	a	standard	ERP	system	includes	two	blocks:	

1.	The	platform	is	the	foundation	of	the	system,	which	ensures	the	operation	of	its	components.	It	
consists	of	a	core	(program	environment	in	which	all	operations	are	performed)	and	basic	functionality	
(custom	functions,	directories).	

2.	Modules	of	the	ERP	system	are	components	that	are	connected	to	the	platform	if	necessary.	This	
means	 that	 you	 can	 connect	 only	 those	 modules	 that	 the	 company	 needs	 at	 a	 certain	 stage	 of	
development.	

The	basis	of	any	ERP	system	is	a	three-level	client-server	architecture:	

–	database	(storage	of	all	information);	

–	 application	 server	 (ensures	 user	 authorization,	 protects	 or	 provides	 access	 to	 various	
information	objects	of	the	ERP	system);	

–	user	interface	(ensures	user	interaction	with	the	program).	

The	modular	structure	of	the	system	makes	it	possible	to	implement	modules	in	stages,	that	is,	at	
each	stage,	one	or	two	modules	begin	to	function,	or	to	choose	only	those	of	them	that	are	necessary	for	
the	enterprise.	

Modules	are	 interconnected	and	do	not	have	clearly	demined	boundaries:	despite	 this	 (that	 the	
division	of	modules	is	implemented	at	the	application	level),	they	intensively	exchange	data,	and	access	
to	them	with	the	client	level	involves	general	ones.	However,	in	addition	to	modules	in	ERP,	there	is	a	
mandatory	 basic	 system	 that	 ensures	 functioning	 within	 the	 framework	 of	 the	 "client-server"	
architecture,	integration	of	modules	and,	as	a	rule,	cross-platform	compatibility.	

The	grouping	and	classimication	of	modules	 in	ERP	systems	can	vary,	but	many	major	suppliers	
typically	categorize	them	into	the	following	groups:	minance,	personnel,	and	operations.	
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Basic	modules	of	ERP	systems	 include	production	management,	which	enables	 the	control	and	
scheduling	of	production	activities.	This	module	facilitates	planning,	preparation,	production	assurance,	
and	quality	control,	while	also	managing	processes,	projects,	and	expenses.	Supply	management	focuses	
on	logistics,	both	external	and	internal,	including	warehouse	operations.	It	also	manages	purchasing	and	
interactions	with	 suppliers.	 Financial	management	 is	 crucial	 for	overseeing	various	 calculations	and	
accounting	for	the	company’s	mixed	assets.	This	module	supports	general	accounting	functions	and	aids	
in	formulating	the	company's	minancial	strategy.	

Resource	management	 is	responsible	 for	maintaining	records	of	personnel	and	working	hours,	
calculating	 wages,	 and	 creating	 work	 schedules.	 It	 also	 assists	 in	 motivating	 employees	 and	
implementing	the	company's	human	resource	policies.	Management	of	client	relationships,	effectively	a	
CRM	system	 integrated	within	 the	ERP,	 covers	marketing	 functions,	 client	 contact	 details,	 and	other	
reference	 information.	Project	management	 involves	cost	estimation,	organization	of	work,	analytics,	
and	project	planning.	ERP	system	modules	are	typically	deployed	in	a	sequential	manner,	minimizing	
disruptions	to	the	company’s	operations.	This	step-by-step	 implementation	 is	a	distinctive	 feature	of	
ERP	architecture.	

The	 modular	 structure	 allows	 for	 staged	 implementation,	 prioritizing	 modules	 based	 on	 the	
company's	immediate	business	needs.	For	instance,	it	is	possible	to	implement	the	accounting	module	
and	warehouse	inventory	management	mirst,	followed	by	the	CRM	and	personnel	management	modules.	
When	selecting	a	system	for	business	optimization,	the	architecture	of	the	software	is	a	critical	factor.	
The	 timeline	 for	 ERP	 system	 implementation	 and	 its	 impact	 on	 the	 company’s	 growth	 depends	
signimicantly	on	this	factor.	Based	on	architectural	design,	software	products	can	generally	be	categorized	
into	two	types:	those	with	a	unimied	architecture	and	those	with	a	modular	architecture,	such	as	ERP	
systems	like	IT-Enterprise.	

The	main	modules	of	ERP	systems:	management	of	the	client	base;	reception	of	several	streams	of	
leads;	collection	of	information	about	buyers;	automating	the	work	of	the	sales	department;	automation	
of	business	processes	(status	funnels	and	sales	funnels);	control	of	activities	of	sellers	and	managers;	
planning	 and	 optimization	 of	 employees'	 working	 time;	 management	 of	 agreements	 and	 contracts;	
automation	of	loyalty	programs;	analysis	of	the	target	audience.	

2.2.	CRM-systems	

	CRM	 (Customer	 Relationship	 Management)	 is	 software	 that	 helps	 organizations	 convert	
prospects	into	customers,	acquire	and	grow	leads,	and	retain	existing	customers,	covering	all	stages	of	
customer	 interaction.	 The	 main	 goals	 of	 using	 the	 CRM	 platform	 are	 to	 develop	 the	 company's	
relationship	with	customers	and	increase	their	loyalty,	as	well	as	increase	the	probability	of	closing	deals	
and	increasing	promits.	

To	achieve	these	goals,	 the	CRM	system	stores	and	processes	a	huge	amount	of	data	related	to	
customer	 relations:	 information	 about	 customers	 and	 partners,	 communication	 history,	 documents,	
commercial	proposals,	employee	schedules,	performance	indicators	and	much	more.	Thanks	to	a	unimied	
information	environment,	up-to-date	data	is	available	to	all	divisions	that	work	with	customers	-	this	
helps	not	only	to	simplify	interaction	with	customers,	but	also	to	establish	close	cooperation	between	
sales,	marketing	and	customer	service	teams.	

Using	customer	relationship	management	(CRM)	software	helps	businesses	attract	new	customers	
and	win	their	trust,	as	well	as	retain	customers	through	organized	data	and	automated	processes	that	
foster	close	relationships	with	each	customer.	

Data-driven	 management	 of	 omnichannel	 personalized	 communications	 improves	 customer	
satisfaction.	A	CRM	system	consolidates	customer	data	and	helps	marketing	and	sales	teams	understand	
what	your	audience	wants,	and	provides	various	tools	to	manage	customer	relationships,	integrating	the	
insights	gained	into	all	communications	with	them.	
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CRM	will	be	useful	for	an	enterprise	of	any	size	and	industry.	They	are	implemented	in	banking	
structures,	transport	and	logistics	companies,	in	large	and	small	manufacturing	enterprises,	in	transport	
and	distribution	companies	and	even	in	government	institutions.	However,	according	to	the	results	of	
market	research	in	Ukraine,	CRM	systems	are	most	often	used	at	enterprises	engaged	in	trade,	IT,	the	
service	sector,	construction	and	industry	(Fig.	7).	

Figure	7	

Using	CRM	systems	to	businesses	

	

Source:	Author’s	development.	

2.3.	CMS-systems	

Modules,	also	called	extensions,	are	small	programs	that	work	together	with	the	CMS	and	perform	
certain	tasks.	For	example,	there	are	plugins	for	creating	photo	galleries,	contact	forms,	a	forum	on	the	
website,	etc.	There	are	also	plugins	that	help	perform	search	engine	optimization,	automate	backups	and	
protect	the	site	from	cyber	attacks.	Modules	are	written	by	programmers	all	over	the	world.	Currently,	
WordPress	has	more	than	50,000	polygons,	while	Joomla	has	about	20,000.	

Table	2		

The	main	functions,	advantages	and	disadvantages	of	ERP,	CRM,	CMS	and	BPM	systems	

ERP	 Functions	 Advantages	 Disadvantages	
	 resource	 planning,	

procurement	
management,	
warehousing,	 minancial	
accounting	

productivity	
improvement;	
automation	 of	 routine	
tasks;	
accurate	 planning	 of	
resource	 use,	
standardization	 of	 data	
storage	and	compliance	
with	 regulatory	
requirements;	
additional	 competitive	
advantage;	
scalability	 following	
business	growth;	
improving	 interaction	
with	customers	

powerful	 equipment,	
which	 entails	 the	
corresponding	 costs;	
ensuring	 data	 security,	
high	 level	 of	 entry	 and,	
accordingly,	 high	 level	
of	implementation	costs	

CRM	 Functions	 Advantages	 Disadvantages	
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	 contact	 management;	
interaction	
management;	
management	 of	
potential	 customers,	
automation	 of	 work	
processes;	 client	
analytics;	 CRM	
integration;	 secure	
mobile	CRM	system	

improving	the	customer	
experience;	 increasing	
the	 level	 of	 customer	
retention;	 increase	 in	
sales	 revenue,	
increasing	 the	
efmiciency	 of	 processes;	
increasing	 the	
rationality	 of	
operations	and	the	level	
of	cooperation	

high	 cost	 of	
implementation;	 the	
need	 for	 staff	 training;	
risk	of	data	loss	

CMS	 Functions	 Advantages	 Disadvantages	
	 content	 management,	

templates	
managing	 user	
permissions	 and	
integration	with	various	
applications	

simple	 interface;	
distribution	 of	 access	
rights.	
easy	 and	 fast	 site	
maintenance;	 SEO	 tool;	
custom	design	

wide	 distribution	 of	
management	 systems:	
success	 rate	 and	
increased	vulnerability;	
formulaicity	

BPM	 Functions	 Advantages	 Disadvantages	
	 full	 control;	

productivity	
improvement;	
regulation	of	all	actions,	
improvement	 of	 the	
quality	 of	 interaction	
between	 departments	
and	 enterprises	 of	 the	
holding	

systematization	 of	
work;	 accuracy	 and	
transparency	 of	
processes,	 increasing	
manageability;	 routine	
automation;	 analytics	
and	control;	mlexibility	

the	 business	 process	 is	
static	 and	 can	 be	
adjusted	 by	 the	
executor.	 Inaccuracies	
in	 the	 planning	 stage	
cause	 repeated	
mistakes	 again	 and	
again	 until	 the	 process	
is	 changed	 again,	 the	
use	 of	 BPM	 sometimes	
negatively	 affects	 the	
initiative	 of	 employees.	
By	 working	 according	
to	 a	 clear	 process,	
management	 believes	
that	 the	 process	 is	
already	built	in	the	best	
way.	It	is	very	important	
to	 collect	 feedback	 and	
ideas	 from	 all	
participants	 in	 the	
process.	

Source:	Author’s	development.	

2.4.	BPM-systems	

The	main	modules	of	BPM	systems	include	the	system	for	graphic	modeling	of	business	processes,	
which	 allows	 for	 the	 visual	 design	 of	work	 processes,	 ensuring	 clarity	 for	 every	 employee.	 Another	
essential	 component	 is	 the	 dynamic	 modeling	 system,	 which,	 unlike	 graphic	 design,	 provides	 an	
understanding	of	the	entire	chain	of	actions.	This	system	enables	effective	management	of	processes	and	
identimies	areas	for	potential	improvement	and	optimization.	

Additionally,	BPM	systems	often	feature	an	internal	program	development	module.	This	set	of	tools	
allows	programmers	to	create	internal	applications	that	enhance	the	efmiciency	of	company	operations.	
Examples	include	the	development	of	messengers	and	various	integrations	with	third-party	resources.	
The	workmlow	management	system	is	a	critical	module	that	sets	tasks	and	tracks	their	effectiveness.	It	
facilitates	the	formation	of	documentation,	the	creation	of	rules	and	algorithms	that	govern	business	
processes,	and	the	implementation	of	control	and	monitoring	systems	to	ensure	task	performance.	The	
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process	 interface	offers	a	visual	display	of	 tasks	 for	employees,	enabling	the	setting	of	priorities,	 the	
assignment	 of	 tasks	 to	 specimic	 individuals,	 and	 the	 monitoring	 of	 their	 activities.	 Finally,	 the	 BPM	
management	 tool	 serves	 as	 a	 central	 module	 controlled	 by	 an	 administrator.	 It	 is	 responsible	 for	
assigning	access	rights	and	overseeing	the	overall	operation	of	the	system.	

3.	General	characteristics	of	ERP,	CRM,	CMS	and	BPM	systems	regarding	the	execution	of	business	
processes	of	the	enterprise	

3.1.	ERP	systems	

In	the	course	of	research,	the	most	commonly	adopted	approach	to	classifying	ERP	systems	for	
business	 automation	 within	 enterprises	 was	 identimied.	 Based	 on	 their	 purpose,	 these	 systems	 are	
typically	categorized	into	comprehensive,	industry-specimic,	and	small	business	systems.	

Comprehensive	 ERP	 systems	 are	 highly	 versatile	 and	 are	 often	 used	 by	 large	 enterprises	 and	
minancial	organizations.	These	programs	offer	a	wide	range	of	tools	and	modules	designed	to	automate	
ongoing	business	processes.	They	also	feature	well-developed	mechanisms	for	integration	with	other	
systems	and	software	applications.	

Industry-specimic	ERP	systems	are	tailored	for	companies	operating	within	a	particular	sector	of	
the	economy,	as	well	as	for	highly	specialized	enterprises.	For	example,	these	systems	might	be	used	by	
companies	that	specialize	in	selling	airline	tickets.	

IT	systems	for	small	businesses,	while	not	formally	classimied	as	ERP	systems	due	to	their	limited	
functionality,	 still	 adequately	 meet	 the	 needs	 of	 smaller	 enterprises.	 These	 software	 products	 are	
commonly	used	to	optimize	the	operations	of	service	stations,	consulting	mirms,	and	other	small-scale	
businesses.	

ERP	systems	play	a	critical	role	in	automating	tasks	related	to	the	execution	of	business	processes	
within	an	enterprise.	When	an	order	is	received	from	a	customer,	the	system	provides	the	manager	with	
relevant	 information	 about	 the	 customer's	 relationship	 history	 and	 credit	 rating.	 These	 systems	
streamline	 numerous	 business	 processes	 and	 ensure	 seamless	 data	 mlow	 among	 them.	 By	 collecting	
transactional	data	from	multiple	sources	within	the	enterprise,	ERP	systems	eliminate	data	duplication	
and	maintain	data	integrity,	creating	a	single	source	of	truth.	

ERP	systems	are	typically	designed	around	a	unimied	data	structure,	often	supported	by	a	common	
database.	 This	 design	 standardizes	 the	 information	 used	 across	 the	 enterprise,	 leveraging	 shared	
deminitions	and	a	consistent	user	experience.	Core	components	of	ERP	systems	are	interconnected	with	
business	 processes,	 facilitated	 by	workmlows	 across	 different	 business	 units	 such	 as	 minance,	 human	
resources,	engineering,	and	marketing.	These	workmlows	also	include	communication	systems	and	the	
individuals	who	 interact	with	them.	Essentially,	ERP	systems	serve	as	a	means	of	 integrating	people,	
processes,	and	technology	within	modern	enterprises.	

A	modern	CRM	system	considers	a	sale	not	as	a	separate	event	carried	out	by	a	specimic	seller	with	
a	specimic	buyer,	but	as	a	continuous	process	in	which	every	employee	of	the	company	is	involved,	as	the	
art	and	science	of	using	information	about	the	client	to	win	his	loyalty	and	increase	the	value	for	the	
company.	The	goal	 is	to	build	personal	relationships	with	the	client,	regardless	of	the	position	of	the	
company	employee,	in	which	department	he	works,	where	the	ofmice	is	located.	

3.2.	CRM	systems	

Recently,	the	demand	for	integration	solutions	that	expand	the	functionality	of	CRM	systems	has	
increased.	These	include:	

▪	integration	with	telephony	-	allows	you	to	receive	real	data	about	the	calls	that	have	taken	place,	
and	not	those	that	employees	leave	in	the	CRM	system;	

https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/


 71	

©Copyright	2022	by	the	author(s)	This	work	is	licensed	under	a	Creative	Commons	Attribution	4.0	
International	License.	

▪	integration	with	the	mailing	service	-	enables	marketers	to	form	samples,	send	mailings	and,	
most	 importantly,	 receive	 into	 the	 system	 data	 on	 the	 status	 of	 delivery,	 opening,	 reading	 and	
corresponding	reaction	for	each	specimic	letter	(client);	

▪	 integration	 with	 social	 networks	 –	 today	 many	 companies	 skillfully	 communicate	 with	
customers	 in	 social	 networks.	 This	 allows	 you	 to	 correlate	 the	 user	 of	 the	 social	 network	 and	 the	
customer	of	the	company	with	his	order	history,	contact	history	and	complaint	history	(Mozghova	et.	al.,	
2017).	

The	 implementation	 of	 electronic	 CRM	 systems	 means	 a	 comprehensive	 transition	 of	 the	
enterprise	to	a	new	development	policy	oriented	towards	customers.	In	this	regard,	it	is	necessary	to	
adjust	the	main	development	strategy,	business	processes,	marketing	policy,	etc.	At	the	same	time,	the	
information	obtained	from	electronic	CRM	systems	should	mind	practical	application,	the	result	of	which	
should	be	an	increase	in	the	promitability	of	the	trading	company	(Ptashchenko	&	Miroshnykova,	2016).	

When	installing	a	CRM	system	at	an	enterprise,	problems	may	arise,	such	as:	the	disappearance	of	
all	information	about	customers;	the	employee	does	not	fully	use	all	system	conmigurations,	or	enters	
data	unclearly;	use	of	an	unlicensed	system,	etc.	

Therefore,	 after	 the	 implementation	 of	 the	 CRM	 system,	 the	 efmiciency	 of	 the	 enterprise	 will	
increase,	 namely,	 the	 efmiciency	 of	 the	 sales	 department	will	 increase,	 since	 it	 is	 directly	 engaged	 in	
signing	contacts	and	cooperation	with	customers.	

3.3.	CMS-systems	

In	order	to	attract	and	retain	visitors	to	the	site,	you	will	need	attractive	and	interesting	content,	
which	will	not	only	provide	 the	 resource	with	additional	 value,	but	 also	be	positively	 recognized	by	
search	engines.	Once	created,	any	content,	texts,	images,	videos,	graphics,	must	be	updated,	edited	and	
distributed	on	the	Internet.	Content	management	is	a	time-consuming	and	complex	task,	regardless	of	
the	size	of	the	site.	Content	management	systems	(CMS,	-	Content	Management	System)	will	help	to	cope	
with	this	task.	

The	implementation	of	CMS	will	allow	any	person	without	programming	skills	to	manage	content,	
and	administration	is	simplimied	to	basic	routine	functions:	creating	new	sections	or	copying	text	into	
the	built-in	editor.	Thanks	to	the	intuitive	user	interface,	most	people	of	the	smartphone	era	will	be	able	
to	cope	with	the	system.	

So,	CMS	is	a	certain	application,	thanks	to	which	employees	can	get	to	that	part	of	the	site	(the	so-
called	 backend),	 which	 is	 inaccessible	 to	 ordinary	 visitors.	 The	 backend	 is	 designed	 for	 resource	
conmiguration	and	content	management.	Without	a	CMS,	website	operators	would	have	 to	edit	pages	
using	an	HTML	editor	and	then	upload	them	to	a	server	using	an	FTP	program.	

Due	to	the	ease	of	management,	CMS	systems	have	become	ideal	tools	for	supporting	both	large	
and	single-page	websites.	There	are	both	free	CMS	and	open	source	systems	on	the	market.	That	is,	all	
owners	will	 be	 able	 to	make	 changes	 according	 to	 the	 individual	 requirements	 of	 their	 own	unique	
projects.	

Regardless	of	the	chosen	CMS,	all	of	them	have	a	special	personal	account,	the	so-called	admin	or	
console.	You	can	use	ready-made	templates,	customize	their	individual	elements	in	the	control	panel,	or	
even	develop	your	own	template.	There	are	thousands	of	different	options	to	choose	from.	There	are	
both	paid	and	free	templates.	Thanks	to	the	page	builder,	you	can	independently	assemble	pages	in	the	
visual	editor.	The	principle	of	operation	will	be	the	same	as	in	PowerPoint	or	Google	Presentations.	As	
for	functionality,	you	can	use	both	basic	functions	and	install	additional	extensions	(plugins	or	modules).	
Thanks	to	this,	you	can	add	a	contact	form,	pop-up	window,	subscription	and	newsletter	form,	online	
chat,	etc.	to	the	site.	
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3.4.	BPM-systems	

BPM	(Business	Process	Management)	is	a	concept	of	process	management	of	an	organization	that	
considers	business	processes	as	special	resources	of	the	enterprise	that	continuously	adapt	to	constant	
changes.	 The	 main	 principles	 of	 this	 concept	 are	 comprehensibility	 and	 transparency	 of	 business	
processes.	 This	 is	 achieved	 due	 to	 their	 modeling	 using	 formal	 notations,	 the	 use	 of	 software	 for	
simulation,	monitoring,	modeling	and	analysis	of	business	processes,	dynamic	restructuring	of	business	
process	models	by	personnel	and	software	systems.	

BPM	answers	 the	 following	questions:	what,	where,	when,	why	and	how	work	 is	done,	who	 is	
responsible	for	its	execution	(Business	Process	Management,	BPM,	n.d.).	

Business	process	management	is	a	way	of	managing	an	organization,	where	activity	is	considered	
as	 a	 set	 of	 interconnected	 processes	 aimed	 at	 creating	 a	 target	 result	 (goods	 or	 services),	 which	
represents	value	for	the	consumer	and	brings	income	to	the	organization	as	a	whole.	The	main	difference	
from	other	methods	of	management	is	that	the	result	of	activity	is	evaluated	not	by	the	quality	of	the	
performance	of	individual	functions	by	each	of	the	organization's	divisions,	but	by	the	aggregate	result	
obtained	during	the	performance	of	all	functions	throughout	the	value	creation	chain.	This	is	achieved	
by	 reducing	 the	 costs	 of	 interaction	 between	 functional	 units,	 thanks	 to	 the	 correct	 organization	 of	
processes.	Thus,	the	main	goal	of	BPM	is	to	improve	the	efmiciency	of	the	management	system	(Business	
Process	Management,	BPM).	

Discussion	

Globalization	4.0	 and	basic	 technological	 innovations	 are	 leading	 the	world	 in	 a	 new	phase	 of	
development-cirphysical	 systems	 and	 talents-epochi,	 which	 has	 no	 historical	 precedent	 in	 terms	 of	
scale,	speed	and	depth	of	change	(Amosha	et.	al.,	2021).		

In	the	digital	era,	the	environment	of	organizations	changes	faster	and	has	become	more	variable,	
uncertain	 and	 complex	 than	 in	 the	 past	 (Teichert,	 2019).	 However,	 a	 difficult	 task	 is	 to	 transform	
management	and	business	 technologies	 for	development,	and	at	 this	 stage	 it	has	an	economy	 in	 the	
transition	as	Ukraine.	Globalization	4.0,	accompanied	by	accelerated	technological	 innovations,	has	a	
significant	impact	on	the	Ukrainian	economy,	especially	in	the	context	of	its	transition	period.	Ukrainian	
business	faces	the	need	to	adapt	to	the	new	conditions	of	the	world	market,	including	the	requirements	
of	digital	transformation	and	sustainable	development.	This	involves	the	integration	into	global	supply	
chains,	the	introduction	of	new	technologies	and	management	strategies,	as	well	as	the	development	of	
digital	skills	among	employees.		

For	Ukraine,	which	is	at	the	stage	of	economic	transition,	it	is	especially	important	to	transform	
management	and	business	technologies.	The	transition	economy	faces	additional	difficulties,	such	as	
weak	institutional	structure,	insufficient	infrastructure	development	and	limited	resources.	At	the	same	
time,	 Ukraine	 has	 the	 potential	 for	 innovative	 development,	 in	 particular,	 through	 the	 active	
introduction	of	digital	technologies,	the	development	of	cyberphysical	systems	and	the	formation	of	new	
management	competencies.	

In	addition,	modern	technologies	allow	Ukraine	to	participate	in	global	value	creation,	which	is	an	
important	 element	 of	 economic	 growth	 strategy.	 Innovative	 management	 approaches	 can	 help	
overcome	traditional	barriers	and	promote	more	efficient	use	of	national	resources,	including	human	
capital.	Therefore,	the	successful	integration	of	new	management	and	business	technologies	is	the	key	
to	the	further	development	of	the	Ukrainian	economy	in	the	context	of	globalization	4.0.	This	requires	
not	only	 the	adaptation	of	existing	management	models,	but	also	 the	creation	of	new	strategies	 that	
would	meet	the	challenges	of	the	modern	digital	era.	

According	to	research,	the	transition	to	a	digital	economy	requires	not	only	the	introduction	of	
new	technologies,	but	also	a	deep	reorganization	of	management	processes.	One	of	the	key	problems	is	
the	resistance	to	changes	in	managers	and	workers	who	are	used	to	traditional	management	methods.	
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Without	readiness	and	ability	to	adapt	to	change,	companies	may	face	inefficiency	problems	and	even	
threats	to	their	existence.	

The	 process	 of	 managing	 it	 is	 the	 process	 of	 organizing	 the	 movement	 of	 information	 flows.	
Information	and	communication	technologies,	the	scope	of	which	is	primarily	in	the	information	plane,	
provides	 an	 opportunity	 for	 its	 main	 reorganization.	 At	 the	 same	 time,	 the	 introduction	 of	 such	
reorganization,	based	solely	on	the	study	of	theoretical	opportunities	of	time	and	budget	economy,	is	
irrational,	since	it	does	not	take	into	account	the	existing	institutional,	infrastructure	and	psychological	
conditions	of	 the	modern	management	process.	 In	addition,	 the	very	strategy	of	 transformation	and	
changes	 in	management	 should	 also	 take	 into	 account	 the	 fact	 that	 “the	 current	 state	 of	 the	world	
economy	should	be	described	as	destabilized”	(Diugowanets	&	Kurei,	2021).	

It	should	be	noted	that	the	condition	of	effective	reorganization	of	the	management	process	is	the	
readiness	of	all	participants	in	the	management	process	of	such	reorganization	(Teichert,	2019).	In	case	
of	improper	interpretation	of	management	initiatives	on	the	reorganization	of	the	management	process	
at	the	local	level,	the	costs	associated	with	reorganization	may	be	higher	than	economic	benefits,	and	in	
some	cases	they	can	create	a	systemic	threat	from	the	point	of	view	of	the	enterprise,	institution,	and	
survival	of	the	organization.	The	state	plays	an	important	role	in	creating	favorable	conditions	for	the	
introduction	of	new	technologies	and	modernization	of	management.	In	Ukrainian	conditions,	where	
institutional	and	infrastructure	factors	can	restrain	the	development,	active	participation	of	the	state	in	
supporting	business,	including	the	formation	of	appropriate	legal	framework,	the	development	of	digital	
infrastructure	and	the	promotion	of	educational	initiatives	to	increase	digital	literacy.	

The	Ukrainian	economy	is	at	the	stage	where	management	innovations	can	be	a	key	factor	in	its	
sustainable	development.	The	introduction	of	advanced	management	methods,	such	as	Agile	and	Lean,	
as	well	as	the	use	of	artificial	intelligence	and	large	data,	can	help	Ukrainian	companies	increase	their	
competitiveness	in	the	global	arena.	

Ukraine's	economy,	like	any	other	country	in	the	world,	is	closely	linked	to	other	social,	legal	and	
political	phenomena	that	directly	affect	it.	The	peculiarity	of	the	digital	economy	lies	in	the	more	short	
time	of	changes	in	the	economic	environment	and,	consequently,	the	terms	available	for	managing	the	
organization	to	transform	the	management	process.	“A	key	feature	of	the	implementation	of	strategic	
accounting	of	management	 in	 the	process	of	 systematic	 transformation	of	economic	 relations	 in	 the	
context	of	digital	economy	is	the	overall	increase	in	opportunities	for	analytical	evaluation	of	business	
processes	in	all	areas	of	the	enterprise”	(Shmatkovska	&	Mostovenko,	2022;	Kniazieva	et.	al.,	2021).	

The	peculiarity	of	Ukrainian	business	is	its	dependence	on	institutional	conditions	and	traditions.	
In	the	management	system,	the	human	factor,	the	peculiarities	of	the	personality	of	the	manager	and	the	
system	of	social	relations,	play	an	important	role.	This	fact	is	the	reason	that	the	process	of	restructuring	
the	management	systems	of	enterprises	has	been	restrained	due	to	the	reluctance	of	business	owners	
and	managers	to	lose	the	positive	impact	of	the	human	factor	on	the	digital	formalization	of	management	
processes.	In	addition,	“exogenous	factors	influence	the	development	of	national	economic	systems	that	
are	especially	important	in	the	context	of	intensification	of	globalization	processes”	(Matyushok	et.al.,	
2021).	Ensuring	 the	well	 -being	of	 the	population,	 stability,	high	 -quality	development	of	 education,	
medicine,	 safety,	 social	 economy	 fulfills	 its	 tasks	 and	meets	 the	 requirements	 and	problems	of	 time	
(Stukalo	&	Simakhova,	2021).	

The	 future	 of	 the	 Ukrainian	 economy	 depends	 largely	 on	 the	 successful	 integration	 of	 digital	
technologies	into	management	processes.	It	is	important	to	consider	not	only	economic	expediency,	but	
also	social	aspects,	such	as	maintaining	jobs	and	improving	quality	of	life.	This	requires	an	integrated	
approach,	including	the	participation	of	all	stakeholders:	state,	business	and	society.	

	

	

https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/


 74	

©Copyright	2022	by	the	author(s)	This	work	is	licensed	under	a	Creative	Commons	Attribution	4.0	
International	License.	

Conclusions	and	Implications	

Achieving	the	research	goal	involved	investigating	the	current	state	of	the	market	for	ERP,	CRM,	
CMS,	and	BPM	systems,	with	a	focus	on	evaluating	their	architecture	and	capabilities	for	implementing	
enterprise	business	processes.	This	objective	was	accomplished	through	a	comprehensive	analysis	of	
various	systems,	examining	their	characteristics	and	assessing	their	impact	on	enterprise	management.	

The	modern	market	for	ERP,	CRM,	CMS,	and	BPM	systems	shows	a	growing	demand	for	integrated	
solutions	that	facilitate	the	automation	and	optimization	of	business	processes.	Notable	trends	include	
the	adoption	of	cloud	technologies,	the	customization	of	solutions	tailored	to	specimic	industries,	and	the	
increasing	use	of	artimicial	 intelligence.	The	architecture	of	these	systems	is	evolving	to	become	more	
modular	 and	 mlexible,	 enabling	 the	 seamless	 integration	 of	 new	modules	 and	 customization	 to	meet	
specimic	user	needs.	 Integration	with	other	enterprise	 information	systems	 is	a	 critical	aspect	of	 this	
architectural	mlexibility.	Regarding	the	execution	of	business	processes,	ERP,	CRM,	CMS,	and	BPM	systems	
effectively	 automate	 various	 functions,	 each	 with	 a	 specialized	 focus.	 ERP	 systems	 are	 primarily	
concerned	 with	 resource	management,	 CRM	 systems	 with	 customer	 interaction,	 CMS	 systems	 with	
content	management,	and	BPM	systems	with	the	optimization	and	control	of	business	processes.	

Future	research	will	delve	deeper	into	the	integration	capabilities	of	these	systems	and	evaluate	
their	effectiveness	across	different	sectors	of	the	economy.	Additionally,	there	is	a	need	to	explore	the	
impact	 of	 artimicial	 intelligence	 and	machine	 learning	 on	 the	 evolution	 of	 ERP,	 CRM,	 CMS,	 and	 BPM	
systems,	particularly	in	enhancing	their	mlexibility	and	capacity	for	automating	business	processes.	

In	conclusion,	CRM	systems	represent	one	of	the	most	promising	segments	within	the	software	
market	 and	 management	 information	 systems,	 demonstrating	 signimicant	 potential	 for	 growth	 and	
innovation.	

Suggestions	for	Future	Research	

The	areas	where	the	further	development	of	CRM	systems	is	expected	are	the	implementation	of	
social	CRM	systems,	the	use	of	mobile	applications	and	gamification.	

It	is	also	necessary	to	determine	the	feasibility	of	implementing	a	CRM	system	in	every	Ukrainian	
company.	 This	 is	 due	 to	 the	 fact	 that	 the	 implementation	 of	 the	 CRM	 system	makes	 it	 possible	 to	
automate	not	only	 the	process	of	 relations	with	customers,	but	also	other	processes	 involved	 in	 the	
enterprise	 (personnel	 management,	 management,	 accounting,	 administration	 and	 analysis	
department).	 This	 significantly	 increases	 the	 company's	 labor	 productivity,	 reduces	 costs	 and,	 as	 a	
result,	increases	profits.	

CRM	includes	the	ideology	and	technology	of	creating	a	history	of	relationships	between	the	client	
and	the	company,	which	allows	for	more	accurate	business	planning	and	increases	its	sustainability.	As	
the	 business	 grows	 and	 sales	 increase,	 customer	 relations	 have	 an	 increasing	 influence	 on	 all	
operational	processes,	from	product	development	to	implementation.	Therefore,	the	sooner	the	CRM	
system	 is	 implemented,	 the	 faster	 the	 business	 will	 be	 able	 to	 offer	 customers	 effective	 solutions,	
manage	 time	 effectively,	 optimize	 business	 processes,	 promote	 the	 brand	 on	 the	market	 and,	 thus,	
increase	the	company's	profits.	

Studying	 CRM	 systems	 will	 help	 you	 identify	 new	 opportunities	 and	 trends	 in	 customer	
interaction,	 develop	 strategies	 and	 methods	 for	 using	 this	 tool,	 and	 find	 benefits	 and	 challenges	
associated	with	the	implementation	of	CRM	systems	in	various	business	areas.	By	taking	into	account	
current	 trends	 and	 best	 practices,	 companies	 can	 optimize	 their	 operations,	 provide	 competitive	
advantages	and	communicate	more	effectively	with	their	customers.	
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