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Scientific contribution of the doctoral thesis:

The way informatiorare collectedmaintained, analyzed and usedhin enterprise
systems today is one of the main factors of competitiveness and performamterpfises
Thethesis aims to identifjnodesin which innovativeWeb2.Gechnologies can be integrated
into the existing information systems, as well hsw their elements can contribute to
improving the process of information analysiBasiness IntelligencéBl) processes. In this
sense, the thesis examines the effectsWafl2.0 technologieson Bl processes within

enterprisesystems.

Special contributionof the thesis is reflected in exploring thpossibilities of
transformingthe existing information systemsby supplementingheir moduleswith various
Web2.0tools in order toreducecosts and increase flexibility. The thesis points touthe
necessary transformation of existing applications and installation of collaborativeimools,
orderto simplify the integration of data sources in the enterprise anolestfzeir unique

search.

By examining the effects of the implementationVééb2.0technologies irenterprise
systemon theprocessof information management arlge efficiency of their use in business
decisionmaking specific technologies and tools thean be applied for the purpose of
structuring information andancouragingcollaboration and data sharing are defined and
tested.Particular result of the dissertation lies in identifying key aspects of the integration of
Web2.technologies iBl systemsincluding: gathering masses of unstructured data through
Web2.0 tools and their integration with internal data sources in the enterprise; and

incorporating features &eb2.0collaboration and interaction in traditiorall processes.

The effects arising &m such integration are reflected in easier locating of knowledge
and information in the enterprise, improving communication between participants Bt the
process and creating a collaborative environment for making informed decigiodls,leads
to creaing a more complete context for business decismaking and thus improvethe
efficiency of the decisiomnaking process.
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IMPLEMENTATION OF W EB2.0 TECHNOLOGIES IN BUSINESS
INFORMATION SYSTEMS IN THE GOAL OF IMPROVING
EFFI Cl ENCWSINBSS IBTELLIGENCE PROCESS

Summary

The emergere and developmemtf Enterprise2.0concept, which refers to the use of
Web2.0 tools in business information systems, represents an innovative approach to
managing businasinformation andis increasinglyapplied in various business systems,
regardless of their activity and size. The research presented in thisishieasedupon the
assumption that there is a direct impactVééb2.0technologieson certain aspects of the
information systens, such as structuring and sharing information, communication and
collaborationprocessesand thereforen Business Intelligencl) processesReviewing he
previousliterature not many attempts to bring concepi$ Enterprise2.0and Bl a unique
context were found which called for further exploration of this issu The up-to-date
literaturereviewon these relatively new conceptspresentedand theoretical considerations
are supplementedwvith the empirical results of the implementation of tHenterprise2.0
concept in aealenterprise

Theoretical and practical aspects of researclthia dissertationare focused on
examining the impact of the implementationVideéb2.0technologies in business information
systemson the efficiency of information management in the enterprise. The emphasis is on
identifying ways in which innovative technologies can be integrated into existing information
systems, as well asow their key elements can contribute to improving the information
analysis in thél process.

Based on the identified problems of information management within the traditional
information systems and the need for their adaptation to the new conditisngointed to
the characteristics of innovative technologies and concepts that could be applied to improve
business information system$he modesof implementation ofWeb2.0technologies in
business systenae presentedncludingthe analysis of the advantages ansiadivantagesf
the offered solutions. The effects of thpplicationof the proposed solutiorege analyseth
terms of their impact on the structuring of data, communication and collaboration activities,
and finally,on differentprocessewithin theBl. Testingof the proposed model amanpirical
verification of theresults of theoretical analysis ararried outby implementing the model
within the selecte@nterprise which indicatedhe specificWeb2.0tools that can achieve the
expected effects on ipnoving the process of gathering, structuring and exploitation of
information in the decision making process.

s y words Business information systemBusiness IntelligencdEnterprise2.0Web

2.0, BI2.0, Decision Support Systems
Scientificfield: Economics
Field of Academic Expertisénformatics Informatics and cybernetics in economics
UDK: 681.32:007]:004.738.5
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Hiclzclfdef H Iz L, s ®Pdg@n) jiz § daWv ts to 30 yidttsisizmjd ® B © j 1 d dzO y dzd A
Zuj M dzdifo@zdptBo Snjj HiOME S H O lded@df rdzts® ®ts ' $CEMifd M ls j HHO
z dzOf te Jf' ity 5RO B s te @ ldz alzdipt€ S Y G B3O of dzalg 4 ) dzdozxidez@
fdzOB H jHGDD B O dzts s §f * | dzlsjdHh €zeh to 2 ¢ § @Ostf jif sMisd ¢ dzO
Y Isd Bd L {Oays\ PP dzd @fOd Odz tc O dzdf Q H z IR Az B dels Oyd * s
z ste j ¥ jddzfsdzls j ¢ tc dSBD dgi ¢ ls § B H 21 5 @O ¢ st OBIOR dzlz H Iz
Istc Oy M BO dzd &is@ dzdzrdBD {f te 1 by ls{iindg s 1iXCtgO g 2 | g Is to | B dats
H®tetsd méstfdz@icy d sy d ¢ O tet difplstip jimiz e J

1 siistsOy dzdU@lsj ¢ 8T difls F @ B3O @L dzd de@ dB jixlz]
Csdals j EfisBo ?d00 ddydz@ke Og Sqjdzls | 6@ PPMY j Hs @O j ¢ d‘ MS &
by tcOo, D6 Pls & dzls-j d d dzls-EECM d dalt s to B30 ] tydeg) deo & d
f SHEOL i dgdas @ d s ddg dfpls frddl S H i LHjs0s 2 dsfhs ¢ < O O
q dzls j ¢ efomEy 0 @ Odf g PHEZR j @l DL dzfs § O©ws i) dzts o dzd -

L On KiiPHz0 i3jSENIf d Mis'] MiRlsAl 2 K js di3f O ls dip@ tetOdizdels | tc dzd d3
mMdMmisj B BEH EZOged ¢ Mis Lisdgy Ols dipG @6 zdziftdafjidgtlz &4 P < O
OmYf j “E@O0 *fOSHOO \ @O dzd M) rls wrO dzM O C Iy d g Mgl aB@ B34 © J dzd
fedC by t@®BHPL &) dad s §F OlsOC B J o deteiOdzg@E O S j

0 dzO dzd ISTHPFIsdiC dsds s ts ¢ b <Pl tdd 144 HzO das{te @ dzf O € iy HE @A QS O
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yd? oL adis HOERALZE  dipsdsIsaf i B @y &K F@dd ®O%s 6 o darfls d

f 4 et jYCuds=hpINV®) d I isdgeidf sH J da@isddn s §f &3P dzd &P iPIs § 34
dLotehyg g Pls§ &z dzd & Ot Quiplstj to Ptz js tedffdiisdpi L @B EHz Is 0 e H d dzd
O B O Yd @  Odzd LAyl Vi ¢ dizj & fg®dzdzs | jindd o Oy L O3
ftesdL o fHedOBO 6 izl d RO dzdzf L offtin@idgts &Ofs ) dztswoaldfisd Mis § &3O
fo]j Hin §ez@FHdzEEge d B s d L ousG OJdj & o &8 dd i datfd & O

fn d te ts addedists st tf & d L, alz20 y Gz § wteflnd s W ACsid L & g 6 § d3d
dLotehlf ©®] o OMms &G dats d U§ISQEs I fisB @AfAs O o ? BOI§ H3ed * O dzd RO
qd % ddzOdzind d i g 30y § ZOKRPE O *As Sias o BB d L oSHaHEA
HdMlstd sk dfdgs zOH § OGS M d ¢ & dz0 tzi ¥ d S donds/tdaes b

ls Oy dzfs $ O.ydd fijls i O dats dzOuglisiH | oz ks to § tze © lACHAs ) O O°
©OL d3f tzk O l5fQSdEr OO fiztc j Hiz Y p OF s sh d dnjddeds r B ylk * &
¢ 0o g 00,4 @G L od s te sl Oy kL j <O

s OHnazy d Is Gs'tdas " Cotelfdfdzj d3d dgle @niidf Isif S ISSEMAGd Mls § o3
CeMdNC 2d dd -~ sass’ § 6 H s @O dzezlz ) Iskfyteli’ Hzz O gz &
fshisdicjh ji Offdets dzOtE® stc EGREGOE j W Is d @afls Ptedz@ls d o O
L Oo d f)dEHiflasdBY dzj € ff) dES fipls sy dzj o3 dZls@ /Y C e ©) OodO ¢ O
f tslstcjdedflate®] S fd B didegsHngds @&r izl u das.ds fsts’ j H d dzO y dzd -
C s a3y s cij Eilses W@ L dzd W delssdL o fipts WOl Pt @ § ts oyfjodis € b2 § dzts €
MW ls odp@ @ H dasjdf Ig KO Is'Gjs H dzzt€ PL B Slskze & o O @) hzj<ij @

q 26 tc 5O Y if ¢ A jei<dlz § tt O DO o dzEHPIEIEEE O € 3§ dzj S MO dz
fcsedz @ Gigd dSisEj0 b fish dass *Wj0RdsTs tc O

o @ 5 Crodslsly tsdpjnlds dzs &6 @i o (o s BEitEORS y d & &M O° I
fnd fmls ghzed fipdzlts Is Weho© fzCHs @ *fitc j o OL AR § &BdS&H d 820y d " §
¢ o qdalzag®@B O € gBitc Oz dzd W fitdsq Adpdfifls P dBPM @ d M dzts y d tc O dzd o3
jCflsj 1gdz0 dats oz dg@ ®ls OH & Stod h <gOL jdzts o, ) &Y Ols d B d dzdzd
s j 7 dats dzlf te@ § W o fipleis@ dzHSOEsOQ dzd W did® i@ daig@e CmI€jjy O o O dzts
©OL 3 det s tc BAY o5 OdzR} tod d3jrdddl | tolsigj Isdzts dasdE ¢ O § dzO
d dels § ¢ €SEM ) fg sty azy J M dzdOEze@B O§ & ] O dndhyigdlebO dzOIs d
C s Y H oy GaddsizOs 5O g J HoS e GO o | daif keddn s & §
d de¥ st 3O §if tc ®d30 0 jSHIsjdedcfudy ffAO@IFtdyrd L b ds@ dzapr ¢ d fds d € J
Bis ¢ 2 < Pl JE0@ Iz v. BRAdAEC) te dz0 Y d ts df Gt L o' @ © Grmd
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h o) &Q dz@aP®@ ODEEH I Ljj BAwP ¢ s 6] J B BOEHIL ©o j
Ly tcOo & @tk O8O d&Mis j.dsd &30

L IstsdgB3d Mtizte  BSAD M Mls p BEOHHOL £ 5 Yl O
L Ofdzts eBDEPR 2 y d * W d S O Mizlaits Q & °c AEs@ O dzrdzay qzB® Oo € j
t ©OdzSCMn d M Isg dizdde O M dzts@® d@fishbasedB3ts H jCdi”  SHECOL Ed3j 9 Ofs
HOMJY dzOdztf deds d L o fis@ ) I§ © edl2OB ) Uztsfotdzj Ho df R @ J Isf sMisOo ¢ (
fesdL atOQEfAsls fdgsd L Fesiziaf®d 620 & § y.dudsizs o dsds ¢ 5o d &30
d dztt tste BO g f AR ¢ 2 Webd@dlzQ BEM ) d ) s e O dzif jf S zpull-
basedBtsH j dzz O s | C s f e @PL @ to s L o EEHdeROUAEQ@G 2 u j dzd =
ftetsdHLAB Hils te Qdzif POt "SB djdffesd L ods § B to jBizpd U d dz]
fdtets & dsdz@ jdals O dfifidisddy. O

Push 6asupauu mogen SCM

M

HabaBKa sacHoBaHa MNpouseoAHa 3sacHoBaHa 3anuxe Ha 0CHOBY 3anMxe Ha OCHOBY KynosuHa npoussoga
Ha npeasubarey Ha npeagubarby npeasuheHe npodaje npeasuheHe npopaje Us pagte

Pull 6asupanu mogen SCM

ﬂ“c.rpnﬁwep | npo'qasau' \

Habaeka sacHoBaHa MNpoussoatrbasacHoBaHa  AyTomarcKa gonyHa AyToMaTCKa AonyHa HapyunBaise
Ha HapyL6uHK Ha HapyybuHM sanmxa sanmxa npoussoga

g dzd 2 Push vspull -B OL d i@ dedSaq
r 0¢ dzj |, ftedd3dj 20 Rdzlsjtedzjls Isjrmrdesdzsed O EIsduy
EftcOo? OF j dzOdzyd di3 dzOB Oofifjit, o j tfidm i l& sD@eAf 2t <tscfe PR  C
HSBtO Isj ¢k My Cojdeyd Odzdets fsH i rizlzteas OHgjts, H to |
ddav sted3Oyd ' § MdRrzdt@ddsdds] fzOdzyded®O dL Bj ' 2 yYdzO«
dzOB O9 ¢ § .

[ 9 OCHdMls s ) Cotoj detstelzstzO ¢ & M6 e Q@ det® @zy O

f tots B3] HPWDzt § dE@IOL v B, | dpCapSBEH dzts(fiy fF 'dI& 5B dJ OC dzj H
A d ¢ d s Grtizdzts &) lsogj ud otfigefshic 5 o] 3)( Gaudon Laudon 2012).
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113. [ SHE@&] ttOo & @ bz fOKRE] * | BRYEO

CRM myd Mmis § g 1 Mls @ead2lsQ ‘6 lelOjyfdztizdzttchj ¢ ¢ & © s dzts o dzd ~
f totsylg ] teld@aRH ts 0 o 51 tgif] B 1Otc ts (BGsy 2002).CRMY SHtcOL Zd3j 9 O
fted S kY OCE0zd i lzd d3j ddO @ dzd * j delsyfdBA& s o0 j <tOF PefO
JWdCOomdiplsd®  Ig] n dats dztshy oshpgieM * jd dels | ¢ e@Q i ZOud s d -
Is j - dzts dzts[ctef d)j H LG IKEBR] ' 2 MisB azsz@@ajiit zOHf{BiIsPls OC O
Web ) O * disdzld jie®fm Is tc B dzfizs W tshigani§ lsffj i3 to,h € Q y [z dzts g tf Hefiplsy O O
BOte ¢ j dofdicized L sudHtSTi@izd IGRM ° § s fifiipded @& d3ts H Iz ,dztsi EfRP
d ¢ tz @ztshadkofficem d Mls j EOLCRM front-officed dzls j ¢ tc@RYId| ] @Ls@- Is j 8 O
i tc d i wakkdffice f sH O Yl le3t) s B  Usig=O dzgiLtdasfigzls j ¢ BRI & O
CRMH O €Ay te d dndgt[ ts to d30layjdsddtg datsBedf] fc ¢ ¢ HfsHEEE I tSls s d3
f o] lso @tefreiizs to 3@ ds'fin 5 HKAE | d teiDf ¢ Mts dz@adiakkd A OB O O
f slstetsh . @wdzds@ HBECARMY ts ) l9ig) “Isfis B dzls d dzOdzO@xffg Q¥  dzd t O° O
f sSHOlkQY OlzdzO{f tc jo'tgjj HAASE) B tczy P lkicts" Bd dEEZs Oo 56
N do tsleodgttgQ c 5g OH CHs@AEd S Hffdzls j c gt FH OstEtglstctsh Oykz
hdosflie] HzZ C sdsdzd R Bz dzd d detg @ 2 B @B gz d hHistcd B 2 d t6 O
te OL dzd \fiyldlsfplsdy, dgcPdiiore § o te Qi O dzi if &8 ] dztlzgss@EsZ QYO Oo 5 d3
fdmlsj Bz
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1 Ofls @D/ d flsg ROOHAE OL 6 s 8zC b to | s i€ diftlsuiz L j < O
1 Od,dBdts ts o3 IsigtsicEf eists @ to s H @AEPUSDs to 5,1 @y @ b g &< PHH @O
¢ sdeC 2o ff dely fq CumydpisifisMisd Y ° L de@ofifztSeacly d 6 QGWAs d,ded * d =
B? qiizdi d W j 6] ey eO©dad DG HGdzj 5T F tzea®t ©J 6 H GG
f sisteth Gualtdsh jf M ddplsdgiOlsf B4 ghagcd gted * j dzb PO dzj
Ckf yd gzl st 30 ylel Jstialets dztdplzd sd dsf Mdzlzy  e®% @zd ydiIsd
St Odzd L Oy HsfaEREOsOw] H Iz of jsu@ G jS sted fldzj fjo tor &
S Mdzkzy ot K B d Mz S L o ei@zizdgDls d o dBRYIsid MG Jj d3
sBkDo PEGH LAUGIStGE,™ @G D Yss L dzOpOF 3 Q< P j dzdtzifc O
] Ho o JOsY 6B ts(GEadhuejt ., 2002,. 1613).) to d ds34f ded st 5Oy d & dzd 7
s j 7 dats ditsts af by Dt B s ¢ & < gednd s ) ls O J 1O § dz0 dzofsLHtsteeaEad o
f tsls to s h CoutaljdsfOeots jjH dats @ isds to t5,"C @swdgls to s difid]o Ci® &z@dzq L Iz
o t6j H dzis Bflesds to 5 hiPsuQidzH O te Hiite EdyL&f tRHOIs tis O dzdizdj Bid dzts
Bsckzx yd? B8OCMd &3d §f ©FH dflfaQ H 21 e < g2@ONY sMisOo ? OF |
fls OB dHidE{E tc oy daBAO@ s ¥ d Is O € & Gzapd dgO

[ ) dzts § tzth B ezj (RO@RM M d ) ks jH dizETi® 5 @ @ o OIE sds @Oy
fo w20 \ dodg € afCi 30 s tsq ‘Rzt 2D RAJHE S jL sk & jf (s O° &
Jd M dey dH jOfstdizts Y dzg 41 B0 giz) s - i5d Bz fi§ fdis Hys tc O dzj
ftod HELYISEHIQ dzls | ¢ & d2¥ 15 tc d3Ofy f fig ldgifidis i dzts § dzeb agj &) d B3O
i Stelf CsdL § B @ECT y.oddE P d s BEC Lr GRiiPOc &zj H O
e OL dzdtfuidissiy f jCRBI e s =FO] L 8 Jf i dotRY dzj d3d dzlsGdsdizts ) Is
dzd Is § to @ kstitstdsO Lj dzd nyjdisd dzdCRE ind M ls § eBPidz0 ° y dMindsdtzing i
¢ j ¢ totgte dSchultz 2000): § te offRits H dztsig@E f) dziz sigde € J, ke dydisd 2P dz
Y Mt efdasiiHsk b PdzjOc Us'H jdztsMCE dzd * J dabst EHB@®PIs d Wite d d3d dzj
s j 0 dzts das@ 1S 6 45 @ O IOK ©dzf ts dzdf i Ony @ PP Bl s BOISdL Oyd
Wb dzC f do'ts i 05 @O L dzdfrfalsCRERN i@ fi) sdsssdiE &zOfid W d Elssed® s d
C s o5 dzj o5 dizles@n dFhisnopsojet al.,2006,. 1614):

A U j o dats diftsih SRS S EsHte GRL tlzte) d3godz¥ s o 5O g € dafzs ¢ d © O
CEBBECE®) Okn G s IEHjdEE slstcsh 0yd &0
O dzO dzd d dgitcOlc BOYEH B g GH EBYJ dzts € g fed&zd B3O
1 Bis&SE Ptoj H 2L ety BRI iz tocf] daiOmtie] d3 Ofy of fislSizs d3
< Jf ez ddsidazj o ,Offials @x) S50 tod Bl dzd) dd dij s tc 3G ff 'd3
L Of sdzff tzd Bz [ 9§ © YQAs | ¢ ted] dgiOtside d3 Oy off fislézH df  dzts
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L On Idjdelsy ¢ tafdyalt’ jEdf dtediseHqle fjdzlz YWkafd2S W e H zL § <k
| dzj H Qfdetgs o jf j o j CORMotfjts j H Mis P dzf BOMs ROz tc Iz
dzj Y » 5O edd¢ OYUdOc@BR i3j ¢ YW J ¢ Ofddz] tOHad
f slstetsh ORdFISHOE tePaptf S OB Yde'j @ 2 & ¢y Q@ ORdstg 9 O
Y dzls tc O dzah LOBfOIAISIEECIE0 H d iz P tdflss H O IsSORE (Xl
¢ dzOH d Mijodiegidzj o @ zlizfs te BAYFG gL s O @ BPOH Azt
st j tcOls i 5 ez WdtaliCH 2 r dals O ¢ to 6 o B Hagidzj ¢ Gen@izts o dzj
fosydfpl HzzjwdD Btej dePV Q¢ O ffdmfssy §, Hededd) < d
fted HimMmi<s’ dded tc  dilgtifjte z ydiff ‘tslas te | B OISO Oy O

A 1 sfdztyejdeln § jiR@RMING ) ls Pain@Ed i) zthdsdetO IS 5 O Iz
MisH detsdg@e OL Z BjpP® jjH o f ©ZQ" PO ts 5, ARFCS 9 5
Mjc o) dzls@ @Y d & ts astpric O LS @S 9 W §id$ O dets dzO o OF
f tsls to s O Y[R ts ofdfthls t J) @ 3 OSSjHAE 59 Ot stf&Oyd * O
L Off tsfydzk deqd dfRj® M dzts & s dzts M §f & fj) dzts &5 ezdEiilo j LD
fslstetsh .Oyd &30

Alckbes" @@y j 0L @) HCBM fid misky fifgk] tdz0dz
d dzls J to OfLyif o H 2d fj IO s ey Q@ § dzisticsyts B teits B O ° §
R dzls j tc dBjils) d €26 dzO &df d3iz dzd & @méfil, jdls) [ 9 OC o d 3
d dzls j 6 OC g f©ds@ys ° O dzbzlz fHOd| @ j Bisdzls ol OO M dets fyls
z fydziz 3 dColzOf* GOP@Is H dafsth)j H AfLtg <P RO

} o ds@ o3 @B d df S H oy PEA] dztfotaiisfy § g g H 26§ & Of dzls d ) O dzg
o] dg@Istctsh Odgjf HIOR 5 HisEOE 5o Ots @ T Has@Asts QOB j LB j HJIs(
O dzO dzd Is{df teSstry jfitpdazc H S B tc GHsl Olf ®YO 4 g detf § o OCiY@ * O RO
fstesh QW] @RMicj N jLE @D < d delf H KAfLIg j<HC I @ 85 AOS|BY dzj ¢ fdzj
d dzls j ¢ t&C@eh ol @s af P @d S, @uHdj  1S00 © de@ daffts fiydzts  wag § j 1 O
hsw OR st O o Otc GZOE K jj Is © % GxRdizH 5B tztf tc O o *HASE  j C s 5
d B dzj &34 dzels ©Oyd * j

s s d3d tey dCR filptizdf Is o jf tOff CHdisdi tc O L boiggjtcsOQ "'dizf g B 5 O
SH{dzH g o d H B @SB B B 0o @ ©IO dzch W jdecfizS (BT BJ &) o
f j oMt dzO dzdWets off@dzdsO MY j yd W dluEdsE ) @5 o j 5B LR o Ols dzq :
d dz¥ ts te d3O Wdf hdz§ BEOJ dzjfipp 4fi dzls | o AE@yts(ls tg s " ,COWEDBA Ldkte O °
ftod f3j s ¥sd Mis d yode@Is@ C o j " Is @ &f @ jj i el cdftsiz 2 dzd 30
d dz¥ st d3O Mdf B)dREGFE) H Zv Q< @C MO EYsS HE §f tc O o T O TGO
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f Otcls dzj driE® relationship managemerit PRM) d EZ {f tc © 9 ? O+ dasfin@

L Of M ddgnuglfydzOrelationship managemer@RM). PRMM d st tdidff d3j © 20 k&
CRM fnd fls jzdbfe to 22O f toj € (5 zOB st ds'ge § H delf W deds® O °
HdMisted B 2§t ®H gPdEREZO Mtz ) d3d Mifialzts i dzj ' df dpOB OBBY d ° O
f sistetsh Qn HEpRIOS d3ts Y ¢t OB REE dzts i deotsts(fy |E@IH G st S© § ted
b Od dets B dzjLdGafdsch) dzff tzif 5 O o O jfpOtc O WP L  dzls © s i W@

L Of sfmdzj dzd =

] BH ji<tadis d L 9 BRM®)( d Is(Calz€a et al, 2013), ° | fBdiesforce.conffy ©
14%z y j "de@®ts 3 d )} BAR (12.9%),0racle(11,1%)d Microsoft (6,3%).} tc j O s A3
dL o j histy &CTRMMJ fmis'jydios i dzj & & | & @6 tc Om@d2{5%.

L M Saleforce
SAP, 12.99 & SAP

. ® Oracle
Microsoft, 6.3%

H Microsoft

IBM, 3.6% ¥IBM
Adobe, 3.1% & Adobe

W Nice Systems,u Nice Systems

- 2.5% .
Verint Systems, 4 Verint Systems

2.4% i Amdocs
Amdocs, 2.3%

M SAS
SAS, 2.2%

4t Zd L OH jif® j sHEEH L oCRMBEWIS azBies® d h sz
CRMfnd i stttz Ods df MgiO L dzd W le EEOs L Ho O° O
fdzj v <d
A Sales Force AutomatiofSFA)‘ §3ts H k2 flpd3j dz@ teH  LYASSjH Z2C Isd o detsyls
LOY sidzf e RO dg] c O ©F y B dAcEBRO " §f W d Is OB d dzdzd
C dzd * | dzls o @] flst tddz yfAs H O IsCtgjj O dzd L =% O alg] dzO 3O
Codl o] s s OQPO B J f totsH Qo dzd O Ctoj e O k2
i tofnts dzO daffte jstp tOEHE p O° o (AN s fsdely * J 6®H O
B3Ot ¢ § Is(d{dpdf A5 taiCeiz@izO GO L d&3j § 2V Rte 3B Y dzd J .J dzls &z
vddilf shishogP® d @S fcosd ots ¢ o dz@ajoY@d * j dzOIs O
dL OH to) JearsAfls@s, Of ¢ A ¢ &z 1 I3 Istgefolteds 1 xigs@hg
i tod d3j ddeffldafts ¢ dzts Uf dets@IOLQ]Ls s tdg Bdsff jsH O
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Mopaum o KAujeHTy

Mpopaja MapKeTuHr Ycnyre

VYnpaemarse payyHuma Ynpae/barbe MapKeTUHr

KnujeHata Kamnamama Mpyxamwe yeayra

Ynpaesbarbe KOHTaKTMMA €a . Ynpae/matbe 3340B0/LCTEOM
) ) Ynpaesmarse npomoyujama "
MOTEHUMjanHMM KANjeHTUMa KaujeHaTa

Ynpaemarse npoyecom

VYnpaemarse Hapyy6uHama VYnpaemarse gorahajuma A

Mnanuparse npogaje Maanuparse TPXRUWTA Maanuparse ycayra
Mpopaja Ha TepeHy MapkeTtunr onepayuje Mo3ueHu yerHTap

AnanuTtuka npopgaje MapkeTuHr aHanuTKa Ananutuka ycnyra
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* Mpopastuue nogaraka o + CTona HanyluTakba
° Lo Kynuuma KAujenata
Octanu Mssopm
* Hacnehenu cucremn
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* Mopaum og Tpehnx nuua
* Mogauym uz ~
M3 PKETHMHLUKHX na_M_rlarb"a'
* OLAP
MNoaaum o Kynumuma « Data Mining

* Octann anatu 3a

aHanuzy nogaTaka
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