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Problems of CRM Systems Implementing in Small and Medium-Sized Businesses

Abstract. Introduction. In the context of globalization and constant changes, small and medium-sized businesses play an
increasingly important role in shaping the economy. They not only provide jobs and stimulate competition but are also an
important element of the social stability of local communities. However, to success fully compete in the global market, SMEs need
modern management tools, particularly CRM systems. Implementing such systems allows the company to improve customer
relationships, improve the quality of service, and, as a result, increase the profit of the enterprise. However, there are certain
obstacles to implementing CRM systems in small businesses.

Purpose. This study aims to systematize problems in implementing CRM systems and highlight those specific to small and
medium businesses. The objectives of the article are to identify modern problems of enterprises in implementing CRM systems,
systematize and classify them, and isolate the characteristics of small and medium-sized businesses.

Results. Therefore, the systematization of the main problems that arise when implementing CRM systems in enterprises
becomes relevant. The work systematized the problems of CRM implementation by groups regarding personnel (resistance to
change, insufficient qualifications, lack of motivation), resources (financial costs, time costs, technical resources), business
processes (non-optimized processes and insufficient thoughtfulness of integration), enterprise structure (distributed structure,
weak coordination between departments), management (lack of leadership, insufficient communication), strategy (undefined
goals, lack of strategic plan), technologies (technical problems, compatibility with other systems).

Conclusions. Small businesses are characterized by some related to resources, business processes, personnel, and
enterprise structure, in particular, resource limitations, simpler business processes, and an insufficient number of personnel; and
for medium-sized businesses - competition for resources, more complex business processes, distributed structures. The results of
this study may be useful for company owners and scientists who study CRM systems and their impact on the enterprise's economic
activity.
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Makepcbka B.O., actripanTka kadenpu mapketnary, CyMChKHl iepaBHAN yHiBepcuTeT, M. Cymu, Ykpaina
IIpo6saemu BnpoBam:kenHss CRM-cucrem y MaioMy Ta cepeHboMy OizHeci

Anomauia. B ymosax enobanizayii ma nocmiunux 3miH manuil i cepeowill OisHec gidicpae 8ce Db BANCIUBY POTb Y
¢opmyeanni exonomiku. Bin ne nuwe 3abe3neyye pobouumu mMicysamu ma CMuMYIIOE KOHKYDEHYIIo, ale il € 8adCIUBUM eleMeHMOoM
coyianvuoi cmabinbHocmi micyesux epomad. OOHax 018 Mo2o, wob YChiuHo KoHKypysamu Ha 2nobanvuomy punxy, MCB nompebdye
cyyacHux iHcmpymenmia ynpaeninns, sokpema CRM-cucmem. Ha winaxy enposadowcenns CRM-cucmem y manuii 6isHec icHyroms neemi
nepeuwikoou. Memoio 0ano2o 0ocniodxicents € cucmemamusayis npobaem npu enpogadicenni CRM-cucmem ma eudinenns cneyugivnux
0Nl Manozo ma cepeonvozo OisHecy. Y pobomi 6yno cucmemamusosano npodonemu npu énposadscenni CRM 3a epynamu wooo
nepconany (onip 3minam, neoocmamus Keanigixayis, eiocymuicme momueayii), pecypcie (inancosi eumpamu, wacosi gumpamiu,
mexHiuni pecypcu), 0iznec-npoyecie (Heonmumizogani npoyecu ma HeOOCMAmMHs NPOOYMAHiCMb  iHmezpayii), cmpykmypu
nionpuemcmea  (posnodinena cmpykmypa, ciabka Koopoumayisi Midc nioposdiiamu), ynpaeninns (giocymuicmu nidepcmaea,
Hedocmamus KoMyHiKayis), cmpameeii (HeusnayueHi yini, 6i0CYMHICMb CMpame2ivio2o Niany), mexuono2iu (mexuiuni npoonemu,
cymicnicme 3 [Hwumu cucmemamu). s manoeo OizHecy XapakmepHi O€sKi 3 HUX, NO8A3aui 3 pecypcamu, OizHec-npoyecamu,
NepPCOHANOM Ma CIMPYKMYpPOI NIONPUEMCMBA, 30KpeMa 0OMedICeH sl pecypcis, npocmiwii Oi3Hec-npoyecu ma HedoCmamHsi KilbKicmb
NEPCOHANY; a 01 CePeOHbO20 — KOHKYPEHYIsl 3a pecypcu, CKIaoHiui Oiznec-npoyecu, po3nodineni cmpykmypu. CninbHumu 0as 060X
6u0i8 OizHecy ¢ pecypcHi (pinancosi obmedicentsi ma oomedceHi pecypcu), wooo nepconany (Hedocmamus MOMUEAYis, ONip 3MIHAM),
mexHonoeiti (mexuiuni cknaonowi). Pezytomamu 0ano20 00CIIOHCEHHS. MOXCYMb 6YMu KOPUCHUMU 6/LACHUKAM KOMRAHIL, 4 MAKOHIC
Haykosysim, wo oocriodcyroms CRM-cucmemu ma ix 6niue Ha eKOHOMIUHY OISAIbHICIb NIONPUEMCEA.

Knrwuosi cnosa: ynpasninns eionocunamu 3 kniecumamu; CRM; komyrixayii; nionpuemcmeo; manuti ma cepeoriii 6izHec.
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Formulation of the problem. Small and medium
enterprises (SMEs) are an important driving force of
economic development in any country, including Ukraine
[1-2]. Their role is significantly growing in the context of
globalization and constant change [3-4]. SMEs are the
main source of new jobs, especially for young and
middle-aged people, stimulating competition in the
market, contributing to a decrease in prices and an
increase in the quality of goods and services, and
contributing to the growth of the country's gross
domestic product [5]. SMEs are often integral to local
communities, supporting their development and
ensuring social stability [6-7].

Various factors, including the level of business
informatization, influence the dynamics of small and
medium-sized businesses. CRM systems can significantly
increase the efficiency of small and medium-sized

enterprises. Implementing a CRM system in small
businesses can  significantly improve customer
relationship management but often faces several

obstacles [8].

However, a large number of problems arise during
implementation. It can lead to slower workflows, lost
time, increased errors, and decreased motivation.
Incomplete or inaccurate information about customers,
delays in responding to requests, loss of important
information-all of these negatively affect customer
satisfaction, lead to additional costs for setup, employee
training, and error correction, and can result in lost
revenue [9-10].

Therefore, the systematization of the main problems
that arise when implementing CRM systems in
enterprises becomes relevant.

Analysis of recent research and publications.
Research on the challenges and features of CRM system
implementation is presented in the works of foreign and
domestic scientists. Lendel V. [9] and Khomenko L. [7]
identified groups of problems and factors.

Katkov Yu. [10] and Hordieieva-Herasymova I. [5]
considered the features of CRM system implementation
in enterprises.

Yanchuk T. and Boyenko O. [6], S. Vasundhara et al.
[11] analyzed how the implementation of CRM systems
affects the effectiveness of marketing activities, and
Gunawan A. et al. [12] — on sales, Prajapat S. B. [13] —on
Customer Satisfaction and Retention.

The features of CRM system implementation in small
businesses are discussed in the works of Sharma S. [14],
Hail C. E. & Koraichi M. E. [15].

Despite significant progress in the study of CRM
system implementation in enterprises, aspects still
require additional attention. Thus, the problems of
implementing CRM systems for small and medium-sized
businesses are poorly studied. Also poorly studied are the
challenges of implementing CRM systems, the impact of
CRM systems on customer satisfaction, and the
integration of CRM systems with other marketing tools
(email marketing, SMM, marketing personalization).

Therefore, this study aims to systematize the problems of
implementing CRM systems for small and medium-sized
businesses.

Formulation of research goals. The main goal of this
study is to systematize problems in the implementation
of CRM systems and to identify those specific to small
and medium-sized businesses. The objectives of the
article are to identify modern problems of enterprises in
implementing CRM systems, systematize and classify
them, and identify the characteristics of small and
medium-sized businesses.

Outline of the main research material. The
implementation of a CRM system allows to significantly
improve customer relationship management, but it often
faces several obstacles. Let us consider them in more
detail, dividing them into the main groups of problems:

personnel, resources, business processes, corporate
structure, management, strategies and technologies
[7-9].

Personnel. CRM system implementation is a complex
transformation of business processes that requires active
participation of all employees. Each employee plays an
important role in the successful implementation and
continued use of the system. Most problems occur when
it comes to dealing with employees [5-15]:

Resistance to change — employees may be resistant to
change, especially when new processes require
additional effort or changes in familiar ways of working;

Insufficient skills — not all employees may have the
necessary skills to work with the new system;

Lack of motivation — employees may feel disengaged
if they do not see a direct benefit from the CRM
implementation.

Resources. CRM system implementation requires
significant resources. The effectiveness of this process
directly depends on how adequately all the necessary
resources will be assessed and used. Problems that arise
when implementing CRM systems most often relate to
the following aspects [5-15]:

- financial costs — the implementation of a CRM
system requires significant financial investments related
to the purchase of licenses, payment for consultant
services, staff training, etc.;

- time costs — the implementation process can take a
long time, which can negatively affect the current work of
the enterprise;

- technical resources — insufficient technical resources
(computing power, network infrastructure) can
complicate the system's operation.

Business processes are the foundation for the
successful implementation of a CRM system. They
determine how the company operates, interacts with
customers, and uses the new system. Without a clear
understanding and optimization of business processes,
CRM implementation can be ineffective or even a failure.
The most common difficulties are caused by [5-15]:
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Unoptimized processes — if business processes are not
optimized before CRM implementation, the system may
not have the expected effect;

Inadequate integration considerations — if the CRM
system is not integrated with other enterprise systems,
data exchange problems may occur.

The structure of the enterprise plays a key role in the
process of implementing a CRM system. It determines
how information will be transferred between
departments, who will be responsible for different stages
of interaction with customers, and how the system will
be integrated into the overall business process. The main
challenges associated with the structure of the enterprise
are [5-15]:

- distributed structure — in large enterprises with a
distributed structure, it may be challenging to ensure a
unified approach to using the CRM system;

- weak coordination between departments — a lack of
coordination between departments can complicate the
exchange of information in the system.

Management plays a critical role in the successful
implementation of a CRM system. It is not just a
technology project, but a complex transformation of
business processes that requires clear leadership and
coordination. The success of the entire project depends
on how well this process is organized. Problems that can
arise during the implementation of a CRM system [5-15]
include:

Lack of leadership — if management does not support
the implementation of the CRM system, employees may
become demotivated;

Poor communication — lack of clear communication
about the goals and benefits of the implementation can
lead to misunderstandings and problems.

The strategy is the foundation of a successful
implementation of a CRM system. It determines the
direction of movement, goals, resources, and approaches
that will be used to achieve the desired results. Without a
clear implementation strategy, the implementation risks
turning into a chaotic process that will not bring the
expected return. The main challenges in this [5-16]:

- unclear goals — if the goals of the CRM system
implementation are not clearly defined, it is difficult to
assess the effectiveness of its use;

lack of a strategic plan without a clear

implementation plan, the system may be used
ineffectively.
Technologies are increasingly important in

implementing CRM systems, significantly affecting their
functionality, efficiency, and capabilities. Problems that
arise when implementing CRM systems most often relate
to the following aspects [5-15]:

Compatibility with other systems — not all CRM
systems can be easily integrated with other software
products used in the enterprise;

Technical problems — technical problems may arise
related to the configuration and operation of the system.

Problems in implementing CRM systems are
presented in Table 1.

Table 1 Problems of implementing CRM systems in enterprises

. The structure of The .
Problem groups Personnel Resources [Business processes . Management Technologies
the enterprise strategy
resistanceto |. . unoptimized distributed . unclear technical
financial costs lack of leadership
change processes structure goals problems
. insufficient . . - weak I
Main problems e time costs insufficient I . - lack of a | compatibility
qualifications . . coordination insufficient . .
- integration o strategic with other
. technical between communication
lack of motivation thoughtfulness plan systems
resources departments
Involvin -
.g Training
employees in the
. . employees or . .
. implementation . . . Regularly evaluating the results Providing
Risk the system so Gradual implementation, starting . . .
S process so that . . of using the system and making|technical support
minimization . that they can|with small departments or functions .
they feel involved use it necessary adjustments for users
and understand .
effectively
the goals
Specificity for es es es es no no no
SMEs y y y y

Source: compiled by the author based on [5-16]

CRM implementation is a technology project and a
cultural change. With careful planning, employee
involvement, and modern technologies, significant

progress can be made in increasing business efficiency.
Below are some of the issues specific to small and
medium enterprises (Table 2).
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Table 2 Problems in implementing CRM systems specific to SMEs

Problem groups

Problems specific to small enterprises

Problems specific to medium enterprises

Limited resources: Small companies often have
limited financial resources, which makes it difficult

Competition for resources: The IT department may
be overloaded with other projects, which can slow

Resources to choose and implement a full-featured CRM down the CRM implementation process
system
Simpler business processes: Small companies More complex business processes: Medium-sized
Business often have less complex and formalized business businesses have more complex business processes,
processes processes, which may reduce the need for a which requires a more flexible and customizable CRM
full-featured CRM system system
Insufficient staff: Lack of a specialist responsible
Personnel -

for implementing and supporting the system

The structure of
the enterprise

Distributed structures: Companies may have multiple
branches or representative offices, which makes it
difficult to consolidate customer data into a single
system

Source: compiled by the author based on [5-16]

As a result, small and midsize enterprises (SMEs) face
unique challenges in implementing CRM systems that are
different from those faced by large enterprises.
Implementing a CRM system is not just a technical task,

but a complex process involving financial, resource,
human, and technological aspects. There are also
common issues for small and medium-sized businesses
(Table 3).

Table 3 Problems when implementing CRM systems common to SMEs

Problem groups

Problems specific to small enterprises

Problems specific to medium enterprises

Limited resources: Small companies often have
limited financial resources, which makes it difficult

Competition for resources: The IT department may
be overloaded with other projects, which can slow

Resources to choose and implement a full-featured CRM down the CRM implementation process
system
Simpler business processes: Small companies More complex business processes: Medium-sized
Business often have less complex and formalized business businesses have more complex business processes,
processes processes, which may reduce the need for a which requires a more flexible and customizable CRM
full-featured CRM system system
Insufficient staff: Lack of a specialist responsible
Personnel -

for implementing and supporting the system

The structure of
the enterprise

Distributed structures: Companies may have multiple
branches or representative offices, which makes it
difficult to consolidate customer data into a single
system

Source: compiled by the author based on [5-16]

Implementing CRM systems in small and medium
enterprises (SMEs) is an important step towards
increasing business efficiency and improving customer
relationships.

Conclusions. CRM is a powerful tool that helps
businesses to effectively manage customer relationships.
It can improve customer understanding, customer
service, sales processes, marketing efficiency, and profits.

The implementation of CRM systems is hindered by a
number of problems related to personnel (resistance to
change, insufficient qualifications, lack of motivation),
resources (financial costs, time costs, technical
resources), business processes (non-optimized processes
and insufficiently thought-out integration), company
structure (distributed structure, weak coordination
between departments), management (lack of leadership,

insufficient communication), strategy (undefined goals,
lack of strategic plan), technologies (technical problems,
compatibility with other systems).

At the same time, some of them are characteristic for
small enterprises, related to resources, business
processes, personnel and the structure of the enterprise,
in particular, resource limitations, simpler business
processes and insufficient number of personnel, and for
medium enterprises - competition for resources, more
complex business processes, distributed structures. At
the same time, resources (financial constraints and
limited resources), personnel (lack of motivation,
resistance to change) and technology (technical
difficulties) are common to both small and medium-sized
enterprises.
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The results of this study may be useful to company
owners and scientists who study CRM systems and their
impact on the enterprise's economic activity.
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