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ʅʘʫʯʥʠ ʜʦʧʨʠʥʦʩ ʜʦʢʪʦʨʩʢʝ ʜʠʩʝʨʪʘʮʠʿʝ: 
 

ʅʘʯʠʥ ʥʘ ʢʦʿʠ ʩʝ ʫ ʦʢʚʠʨʫ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ ʧʨʠʢʫʧˀʘʿʫ, ʯʫʚʘʿʫ, ʘʥʘʣʠʟʠʨʘʿʫ ʠ 

ʫʧʦʪʨʝʙˀʘʚʘʿʫ ʠʥʬʦʨʤʘʮʠʿʝ ʜʘʥʘʩ ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʘʥ ʦʜ ʦʩʥʦʚʥʠʭ ʬʘʢʪʦʨʘ 

ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʠ ʦʩʪʚʘʨʝʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʝʜʫʟʝ˂ʘ. ɼʦʢʪʦʨʩʢʘ ʜʠʩʝʨʪʘʮʠʿʘ ʠʤʘ ʟʘ 

ʮʠˀ ʜʘ ʫʪʚʨʜʠ ʥʘʯʠʥʝ ʥʘ ʢʦʿʝ ʠʥʦʚʘʪʠʚʥʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʝ ʤʦʛʫ ʜʘ ʙʫʜʫ 

ʠʥʪʝʛʨʠʩʘʥʝ ʫ ʧʦʩʪʦʿʝ˂ʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʩʠʩʪʝʤʝ, ʢʘʦ ʠ ʢʘʢʦ ˁʠʭʦʚʠ ʝʣʝʤʝʥʪʠ ʤʦʛʫ ʜʘ 

ʜʦʧʨʠʥʝʩʫ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʘ ʘʥʘʣʠʟʝ ʠʥʬʦʨʤʘʮʠʿʘ ʫ Business Intelligence (BI) 

ʧʨʦʮʝʩʠʤʘ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʜʠʩʝʨʪʘʮʠʿʘ ʩʝ ʙʘʚʠ ʠʩʪʨʘʞʠʚʘˁʝʤ ʝʬʝʢʘʪʘ Web2.0 

ʪʝʭʥʦʣʦʛʠʿʘ ʥʘ BI ʧʨʦʮʝʩʝ ʫ ʦʢʚʠʨʫ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ. 

ʇʦʩʝʙʘʥ ʜʦʧʨʠʥʦʩ ʜʠʩʝʨʪʘʮʠʿʝ ʦʛʣʝʜʘ ʩʝ ʫ ʠʩʧʠʪʠʚʘˁʫ ʤʦʛʫ˂ʥʦʩʪʠ 

ʪʨʘʥʩʬʦʨʤʘʮʠʿʝ ʧʦʩʪʦʿʝ˂ʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʜʦʧʫʥʦʤ ˁʠʭʦʚʠʭ ʤʦʜʫʣʘ 

ʨʘʟʣʠʯʠʪʠʤ Web2.0 ʘʣʘʪʠʤʘ ʫ ʮʠˀʫ ʩʥʠʞʘʚʘˁʘ ʪʨʦʰʢʦʚʘ ʠ ʧʦʚʝ˂ʘˁʘ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ. 

ʋ ʜʠʩʝʨʪʘʮʠʿʠ ʩʝ ʫʢʘʟʫʿʝ ʥʘ ʥʝʦʧʭʦʜʥʫ ʪʨʘʥʩʬʦʨʤʘʮʠʿʫ ʧʦʩʪʦʿʝ˂ʠʭ ʘʧʣʠʢʘʮʠʿʘ ʠ 

ʫʛʨʘʜˁʫ ʢʦʣʘʙʦʨʘʪʠʚʥʠʭ ʘʣʘʪʘ, ʢʘʢʦ ʙʠ ʩʝ ʧʦʿʝʜʥʦʩʪʘʚʠʣʦ ʠʥʪʝʛʨʠʩʘˁʝ ʠʟʚʦʨʘ 

ʧʦʜʘʪʘʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʠ ʦʤʦʛʫ˂ʠʣʦ ˁʠʭʦʚʦ ʿʝʜʠʥʩʪʚʝʥʦ ʧʨʝʪʨʘʞʠʚʘˁʝ. 

ʀʩʧʠʪʠʚʘˁʝʤ ʝʬʝʢʘʪʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʝ ʩʠʩʪʝʤʝ 

ʥʘ ʧʨʦʮʝʩ ʫʧʨʘʚˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʠ ʝʬʠʢʘʩʥʦʩʪ ˁʠʭʦʚʝ ʫʧʦʪʨʝʙʝ ʫ ʧʦʩʣʦʚʥʦʤ 

ʦʜʣʫʯʠʚʘˁʫ, ʜʝʬʠʥʠʩʘʥʝ ʩʫ ʠ ʪʝʩʪʠʨʘʥʝ ʢʦʥʢʨʝʪʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʘʣʘʪʠ ʢʦʿʠ ʤʦʛʫ ʙʠʪʠ 

ʧʨʠʤʝˁʝʥʠ ʫ ʩʚʨʭʫ ʩʪʨʫʢʪʫʠʨʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʧʦʜʩʪʠʮʘˁʘ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ ʨʘʟʤʝʥʝ 

ʧʦʜʘʪʘʢʘ. ʇʦʩʝʙʘʥ ʨʝʟʫʣʪʘʪ ʜʠʩʝʨʪʘʮʠʿʝ ʦʛʣʝʜʘ ʩʝ ʫ ʫʪʚʨʹʠʚʘˁʫ ʢˀʫʯʥʠʭ ʘʩʧʝʢʘʪʘ 

ʠʥʪʝʛʨʘʮʠʿʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ BI ʩʠʩʪʝʤʝ, ʘ ʪʦ ʩʫ: ʧʨʠʢʫʧˀʘˁʝ ʤʘʩʝ 

ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ ʧʦʜʘʪʘʢʘ ʧʫʪʝʤ Web2.0 ʘʣʘʪʘ ʠ ˁʠʭʦʚʘ ʠʥʪʝʛʨʘʮʠʿʘ ʩʘ ʠʥʪʝʨʥʠʤ 

ʠʟʚʦʨʠʤʘ ʧʦʜʘʪʘʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ; ʠ ʠʥʢʦʨʧʦʨʠʨʘˁʝ Web2.0 ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʢʦʣʘʙʦʨʘʮʠʿʝ 

ʠ ʠʥʪʝʨʘʢʮʠʿʘ ʫ ʪʨʘʜʠʮʠʦʥʘʣʥʝ BI ʧʨʦʮʝʩʝ. 

ɽʬʝʢʪʠ ʢʦʿʠ ʧʨʦʠʩʪʠʯʫ ʠʟ ʦʚʘʢʚʝ ʠʥʪʝʛʨʘʮʠʿʝ ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʣʘʢʰʝʤ ʣʦʮʠʨʘˁʫ 

ʟʥʘˁʘ ʠ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʫʥʘʧʨʝʹʝˁʫ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠʟʤʝʹʫ ʫʯʝʩʥʠʢʘ ʫ BI 

ʧʨʦʮʝʩʠʤʘ ʠ ʢʨʝʠʨʘˁʫ ʢʦʣʘʙʦʨʘʪʠʚʥʦʛ ʦʢʨʫʞʝˁʘ ʟʘ ʜʦʥʦʰʝˁʝ ʠʥʬʦʨʤʠʩʘʥʠʭ ʦʜʣʫʢʘ, 

ʯʠʤʝ ʩʝ ʢʨʝʠʨʘ ʧʦʪʧʫʥʠʿʠ ʢʦʥʪʝʢʩʪ ʟʘ ʧʦʩʣʦʚʥʦ ʦʜʣʫʯʠʚʘˁʝ ʠ ʪʘʢʦ ʫʥʘʧʨʝʹʫʿʝ 

ʝʬʠʢʘʩʥʦʩʪ ʧʨʦʮʝʩʘ ʦʜʣʫʯʠʚʘˁʘ. 

 

  



 

Scientific contribution of the doctoral thesis: 
 

The way information are collected, maintained, analyzed and used within enterprise 

systems today is one of the main factors of competitiveness and performance of enterprises. 

The thesis aims to identify modes in which innovative Web2.0 technologies can be integrated 

into the existing information systems, as well as how their elements can contribute to 

improving the process of information analysis in Business Intelligence (BI) processes. In this 

sense, the thesis examines the effects of Web2.0 technologies on BI processes within 

enterprise systems. 

Special contribution of the thesis is reflected in exploring the possibilities of 

transforming the existing information systems, by supplementing their modules with various 

Web2.0 tools in order to reduce costs and increase flexibility. The thesis points out to the 

necessary transformation of existing applications and installation of collaborative tools, in 

order to simplify the integration of data sources in the enterprise and enable their unique 

search. 

By examining the effects of the implementation of Web2.0 technologies in enterprise 

systems on the process of information management and the efficiency of their use in business 

decision-making, specific technologies and tools that can be applied for the purpose of 

structuring information and encouraging collaboration and data sharing are defined and 

tested. Particular result of the dissertation lies in identifying key aspects of the integration of 

Web2.0 technologies in BI systems, including: gathering masses of unstructured data through 

Web2.0 tools and their integration with internal data sources in the enterprise; and 

incorporating features of Web2.0 collaboration and interaction in traditional BI processes. 

The effects arising from such integration are reflected in easier locating of knowledge 

and information in the enterprise, improving communication between participants in the BI 

process and creating a collaborative environment for making informed decisions, which leads 

to creating a more complete context for business decision-making and thus improves the 

efficiency of the decision-making process. 
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ʈʝʬʝʨʘʪʫ ʟʘ ʧʦʩʣʝʜʠʧʣʦʤʩʢʦ ʦʙʨʘʟʦʚʘˁʝ ʌʘʢʫʣʪʝʪʘ ʫʨʘʹʝʥʫ ʜʦʢʪʦʨʩʢʫ ʜʠʩʝʨʪʘʮʠʿʫ 

ʧʦʜ ʥʘʟʠʚʦʤ ʇʈʀʄɽʅɸ WEB2.0 ʊɽʍʅʆʃʆɻʀɱɸ ʋ ʇʆʉʃʆɺʅʀʄ 

ʀʅʌʆʈʄɸʎʀʆʅʀʄ ʉʀʉʊɽʄʀʄɸ ʋ ʎʀɲʋ ʋʅɸʇʈɽɫɽɳɸ 

ɽʌʀʂɸʉʅʆʉʊʀ BUSINESS INTELLIGENCE ʇʈʆʎɽʉɸ, ʨʘʜʠ ʦʨʛʘʥʠʟʘʮʠʿʝ ˁʝʥʝ 

ʦʮʝʥʝ ʠ ʦʜʙʨʘʥʝ. 
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ʇʈʀʄɽʅɸ WEB2.0 ʊɽʍʅʆʃʆɻʀɱɸ ʋ ʇʆʉʃʆɺʅʀʄ ʀʅʌʆʈʄɸʎʀʆʅʀʄ 

ʉʀʉʊɽʄʀʄɸ ʋ ʎʀɲʋ ʋʅɸʇʈɽɫɽɳɸ ɽʌʀʂɸʉʅʆʉʊʀ BUSINESS 

INTELLIGENCE  ʇʈʆʎɽʉɸ 

ʉʘʞʝʪʘʢ 

ʇʦʿʘʚʘ ʠ ʨʘʟʚʦʿ Enterprise2.0 ʢʦʥʮʝʧʪʘ, ʢʦʿʠ ʩʝ ʦʜʥʦʩʠ ʥʘ ʧʨʠʤʝʥʫ Web2.0 ʘʣʘʪʘ 

ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ ʧʨʝʜʫʟʝ˂ʘ, ʧʦʜʨʘʟʫʤʝʚʘ ʠʥʦʚʘʪʠʚʥʠ ʧʨʠʩʪʫʧ 

ʫʧʨʘʚˀʘˁʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ, ʧʘ ʩʚʝ ʯʝʰ˂ʝ ʥʘʣʘʟʠ ʩʚʦʿʫ ʧʨʠʤʝʥʫ ʫ 

ʨʘʟʣʠʯʠʪʠʤ ʧʦʩʣʦʚʥʠʤ ʩʠʩʪʝʤʠʤʘ, ʙʝʟ ʦʙʟʠʨʘ ʥʘ ˁʠʭʦʚʫ ʜʝʣʘʪʥʦʩʪ ʠ ʚʝʣʠʯʠʥʫ. 

ʀʩʪʨʘʞʠʚʘˁʝ ʧʨʝʜʩʪʘʚˀʝʥʦ ʫ ʦʚʦʿ ʜʠʩʝʨʪʘʮʠʿʠ ʧʦʰʣʦ ʿʝ ʦʜ ʧʨʝʪʧʦʩʪʘʚʢʝ ʜʘ ʧʦʩʪʦʿʠ 

ʜʠʨʝʢʪʘʥ ʫʪʠʮʘʿ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʥʘ ʦʜʨʝʹʝʥʝ ʘʩʧʝʢʪʝ ʬʫʥʢʮʠʦʥʠʩʘˁʘ ʧʦʩʣʦʚʥʠʭ 

ʩʠʩʪʝʤʘ, ʢʘʦ ʰʪʦ ʩʫ ʩʪʨʫʢʪʫʠʨʘˁʝ ʠ ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ, ʧʨʦʮʝʩʠ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ 

ʢʦʣʘʙʦʨʘʮʠʿʝ, ʘ ʩʘʤʠʤ ʪʠʤ ʠ ʥʘ Business intelligence (BI) ʧʨʦʮʝʩʝ, ʦʜʥʦʩʥʦ ʥʘ ʧʨʦʮʝʩʝ 

ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʢʦʿʠ ʩʝ ʦʩʣʘˁʘʿʫ ʥʘ BI. ʋ ʧʦʩʪʦʿʝ˂ʦʿ ʣʠʪʝʨʘʪʫʨʠ ʥʠʿʝ 

ʙʠʣʦ ʤʥʦʛʦ ʧʦʢʫʰʘʿʘ ʜʘ ʩʝ ʢʦʥʮʝʧʪʠ Enterprise2.0 ʠ BI ʜʦʚʝʜʫ ʫ ʿʝʜʠʥʩʪʚʝʥʠ ʢʦʥʪʝʢʩʪ, 

ʰʪʦ ʿʝ ʧʨʝʜʩʪʘʚˀʘʣʦ ʦʩʥʦʚ ʟʘ ʧʦʜʨʦʙʥʠʿʝ ʠʩʪʨʘʞʠʚʘˁʝ ʦʚʝ ʧʨʦʙʣʝʤʘʪʠʢʝ. ʋ 

ʜʠʩʝʨʪʘʮʠʿʠ ʿʝ ʘʥʘʣʠʟʠʨʘʥʘ ʜʦ ʩʘʜʘ ʧʦʟʥʘʪʘ ʪʝʦʨʠʿʩʢʘ ʛʨʘʹʘ ʦ ʦʚʠʤ ʨʝʣʘʪʠʚʥʦ ʥʦʚʠʤ 

ʢʦʥʮʝʧʪʠʤʘ, ʘ ʪʝʦʨʠʿʩʢʘ ʨʘʟʤʘʪʨʘˁʘ ʫʧʦʪʧʫˁʝʥʘ ʩʫ ʨʝʟʫʣʪʘʪʠʤʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʢʦʥʮʝʧʪʘ Enterprise2.0 ʫ ʨʝʘʣʥʦʤ ʧʨʝʜʫʟʝ˂ʫ. 

ʊʝʦʨʠʿʩʢʠ ʠ ʧʨʘʢʪʠʯʥʠ ʘʩʧʝʢʪʠ ʠʩʪʨʘʞʠʚʘˁʘ ʫ ʦʢʚʠʨʫ ʜʦʢʪʦʨʩʢʝ ʜʠʩʝʨʪʘʮʠʿʝ 

ʫʩʤʝʨʝʥʠ ʩʫ ʥʘ ʠʩʧʠʪʠʚʘˁʝ ʫʪʠʮʘʿʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ 

ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ ʥʘ ʧʦʚʝ˂ʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ 

ʧʨʝʜʫʟʝ˂ʫ. ɸʢʮʝʥʘʪ ʿʝ ʥʘ ʫʪʚʨʹʠʚʘˁʫ ʥʘʯʠʥʘ ʥʘ ʢʦʿʠ ʠʥʦʚʘʪʠʚʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʤʦʛʫ ʙʠʪʠ 

ʠʥʪʝʛʨʠʩʘʥʝ ʫ ʧʦʩʪʦʿʝ˂ʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʩʠʩʪʝʤʝ, ʢʘʦ ʠ ʢʘʢʦ ˁʠʭʦʚʠ ʢˀʫʯʥʠ ʝʣʝʤʝʥʪʠ 

ʤʦʛʫ ʜʘ ʜʦʧʨʠʥʝʩʫ ʫʥʘʧʨʝʹʝˁʫ ʘʥʘʣʠʟʝ ʠʥʬʦʨʤʘʮʠʿʘ ʫ BI ʧʨʦʮʝʩʠʤʘ. 

ʅʘ ʦʩʥʦʚʫ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʧʨʦʙʣʝʤʘ ʫʧʨʘʚˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʦʢʚʠʨʫ 

ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʠʤʘ ʠ ʧʦʪʨʝʙʘ ʟʘ ˁʠʭʦʚʠʤ ʧʨʠʣʘʛʦʹʘʚʘˁʝʤ 

ʥʦʚʠʤ ʫʩʣʦʚʠʤʘ, ʫʢʘʟʘʥʦ ʿʝ ʥʘ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʠʥʦʚʘʪʠʚʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʢʦʥʮʝʧʘʪʘ 

ʢʦʿʝ ʙʠ ʤʦʛʣʝ ʙʠʪʠ ʧʨʠʤʝˁʝʥʝ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ. 

ʇʨʝʜʩʪʘʚˀʝʥʠ ʩʫ ʥʘʯʠʥʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʝ ʩʠʩʪʝʤʝ, ʫʟ 

ʘʥʘʣʠʟʫ ʧʨʝʜʥʦʩʪʠ ʠ ʥʝʜʦʩʪʘʪʘʢʘ ʧʦʥʫʹʝʥʠʭ ʨʝʰʝˁʘ. ɸʥʘʣʠʟʠʨʘʥʠ ʩʫ ʝʬʝʢʪʠ ʧʨʠʤʝʥʝ 

ʧʨʝʜʣʦʞʝʥʠʭ ʨʝʰʝˁʘ ʩʘ ʘʩʧʝʢʪʘ ˁʠʭʦʚʦʛ ʫʪʠʮʘʿʘ ʥʘ ʩʪʨʫʢʪʫʠʨʘˁʝ ʧʦʜʘʪʘʢʘ, 

ʘʢʪʠʚʥʦʩʪʠ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ ʢʦʥʘʯʥʦ, ʥʘ ʨʘʟʣʠʯʠʪʝ ʬʘʟʝ ʫ ʦʢʚʠʨʫ BI 

ʧʨʦʮʝʩʘ. ʊʝʩʪʠʨʘˁʝ ʧʨʝʜʣʦʞʝʥʦʛ ʤʦʜʝʣʘ ʠ ʝʤʧʠʨʠʿʩʢʘ ʧʨʦʚʝʨʘ ʨʝʟʫʣʪʘʪʘ ʪʝʦʨʠʿʩʢʝ 

ʘʥʘʣʠʟʝ ʨʝʘʣʠʟʦʚʘʥʠ ʩʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʤʦʜʝʣʘ ʫ ʦʢʚʠʨʫ ʠʟʘʙʨʘʥʦʛ ʧʨʝʜʫʟʝ˂ʘ, ʰʪʦ ʿʝ 

ʫʢʘʟʘʣʦ ʥʘ ʪʦ ʢʦʥʢʨʝʪʥʝ Web2.0 ʘʣʘʪʝ ʢʦʿʠ ʤʦʛʫ ʜʘ ʦʩʪʚʘʨʝ ʦʯʝʢʠʚʘʥʝ ʝʬʝʢʪʝ ʥʘ 

ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʧʨʠʢʫʧˀʘˁʘ, ʩʪʨʫʢʪʫʠʨʘˁʘ ʠ ʝʢʩʧʣʦʘʪʘʮʠʿʝ ʠʥʬʦʨʤʘʮʠʿʘ ʫ 

ʧʨʦʮʝʩʫ ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ. 
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IMPLEMENTATION OF W EB2.0 TECHNOLOGIES IN BUSINESS 

INFORMATION SYSTEMS IN THE GOAL OF IMPROVING 

EFFICIENCʋ OF BUSINESS INTELLIGENCE  PROCESS 

Summary 

The emergence and development of Enterprise2.0 concept, which refers to the use of 

Web2.0 tools in business information systems, represents an innovative approach to 

managing business information and is increasingly applied in various business systems, 

regardless of their activity and size. The research presented in this thesis is based upon the 

assumption that there is a direct impact of Web2.0 technologies on certain aspects of the 

information systems, such as structuring and sharing information, communication and 

collaboration processes, and therefore on Business Intelligence (BI) processes. Reviewing the 

previous literature, not many attempts to bring concepts of Enterprise2.0 and BI a unique 

context were found, which called for further exploration of this issue. The up-to-date 

literature review on these relatively new concepts is presented, and theoretical considerations 

are supplemented with the empirical results of the implementation of the Enterprise2.0 

concept in a real enterprise. 

Theoretical and practical aspects of research in this dissertation are focused on 

examining the impact of the implementation of Web2.0 technologies in business information 

systems on 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 as how their key elements can contribute to improving the information 

analysis in the BI process. 

Based on the identified problems of information management within the traditional 

information systems and the need for their adaptation to the new conditions, it is pointed to 

the characteristics of innovative technologies and concepts that could be applied to improve 

business information systems. The modes of implementation of Web2.0 technologies in 

business systems are presented, including the analysis of the advantages and disadvantages of 

the offered solutions. The effects of the application of the proposed solutions are analysed in 

terms of their impact on the structuring of data, communication and collaboration activities, 

and finally, on different processes within the BI. Testing of the proposed model and empirical 

verification of the results of theoretical analysis are carried out by implementing the model 

within the selected enterprise, which indicated the specific Web2.0 tools that can achieve the 

expected effects on improving the process of gathering, structuring and exploitation of 

information in the decision making process. 

ʂʝy words: Business information systems, Business Intelligence, Enterprise2.0, Web 

2.0, BI2.0, Decision Support Systems 
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ʋɺʆɼ 

Business Intelligence (BI) ʿʝ ʢʦʥʮʝʧʪ ʢʦʿʠ ʠʤʘ ʙʨʦʿʥʘ ʟʥʘʯʝˁʘ ʠ ʠʥʪʝʨʧʨʝʪʘʮʠʿʝ, 

ʘʣʠ ʩʝ ʥʘʿʯʝʰ˂ʝ ʜʝʬʠʥʠʰʝ ʢʘʦ ʧʨʦʮʝʩ ʪʨʘʥʩʬʦʨʤʘʮʠʿʝ ʧʦʜʘʪʘʢʘ ʫ ʦʢʚʠʨʫ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʢʦʨʠʩʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʥʝʦʧʭʦʜʥʝ ʟʘ ʧʨʦʮʝʩ 

ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ. ʇʨʝʮʠʟʥʠʿʝ, ʫ ʧʠʪʘˁʫ ʿʝ ʩʢʫʧ ʘʣʘʪʘ, ʙʘʟʘ ʧʦʜʘʪʘʢʘ, ʘʧʣʠʢʘʮʠʿʘ 

ʠ ʤʝʪʦʜʘ ʫʩʤʝʨʝʥʠʭ ʥʘ ʧʨʫʞʘˁʝ ʧʦʜʨʰʢʝ ʫ ʜʦʥʦʰʝˁʫ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ. ʈʝʟʫʣʪʘʪ BI 

ʧʨʦʮʝʩʘ ʿʝʩʫ ʧʨʦʮʝʩʫʠʨʘʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʩʘʜʘʰˁʝʤ ʠ ʙʫʜʫ˂ʝʤ ʦʢʨʫʞʝˁʫ ʫ ʢʦʤʝ ʩʝ 

ʦʜʚʠʿʘʿʫ ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ. ʋ ʦʢʚʠʨʫ BI ʦʙʘʚˀʘ ʩʝ ʧʨʠʢʫʧˀʘˁʝ, ʫʨʝʹʠʚʘˁʝ, ʘʥʘʣʠʟʘ 

ʠ ʜʠʩʪʨʠʙʫʮʠʿʘ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʨʘʟʣʠʯʠʪʠʤ ʬʘʢʪʦʨʠʤʘ ʪʨʞʠʰʥʦʛ ʧʦʩʣʦʚʘˁʘ ï 

ʫʩʣʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ, ʧʦʪʨʦʰʘʯʠʤʘ, ʢʦʥʢʫʨʝʥʪʠʤʘ ʠ ʜʦʙʘʚˀʘʯʠʤʘ. ʌʫʥʢʮʠʿʘ BI ʫ 

ʧʨʝʜʫʟʝ˂ʫ ʿʝ ʢˀʫʯʥʘ ʜʝʪʝʨʤʠʥʘʥʪʘ ˁʝʛʦʚʝ ʩʧʦʩʦʙʥʦʩʪʠ ʜʘ ʠʜʝʥʪʠʬʠʢʫʿʝ ʠ ʩʫʦʯʠ ʩʝ ʩʘ 

ʧʦʩʣʦʚʥʠʤ ʠʟʘʟʦʚʠʤʘ, ʧʫʪʝʤ ʧʨʠʢʫʧˀʘˁʘ ʠ ʘʥʘʣʠʟʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ. ʈʝʯ ʿʝ 

ʜʘʢʣʝ ʦ ʧʨʦʮʝʩʫ ʧʣʘʥʠʨʘˁʘ, ʧʨʠʢʫʧˀʘˁʘ, ʝʚʘʣʫʘʮʠʿʝ, ʘʥʘʣʠʟʝ ʠ ʜʠʩʝʤʠʥʘʮʠʿʝ 

ʨʘʬʠʥʠʩʘʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ, ʥʝʦʧʭʦʜʥʠʭ ʟʘ ʜʦʥʦʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ. 

ʉʘʚʨʝʤʝʥʘ ʠʩʪʨʘʞʠʚʘˁʘ ʫʢʘʟʫʿʫ ʜʘ ʿʝ ʿʝʜʘʥ ʦʜ ʥʘʿʚʝ˂ʠʭ ʧʨʦʙʣʝʤʘ ʩʪʘʚˀʝʥʠʭ 

ʧʨʝʜ BI ʟʘʧʨʘʚʦ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʢʨʠʪʠʯʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʧʦʪʨʝʙʘ ʢʦʨʠʩʥʠʢʘ 

ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʇʨʦʙʣʝʤ ʧʨʦʠʟʠʣʘʟʠ ʠʟ ʯʠˁʝʥʠʮʝ ʜʘ ʢʦʨʠʩʥʠʮʠ 

ʠʥʬʦʨʤʘʮʠʿʘ ʯʝʩʪʦ ʥʠʩʫ ʫ ʩʪʘˁʫ ʜʘ ʜʝʬʠʥʠʰʫ ʩʚʦʿʝ ʧʦʪʨʝʙʝ ʟʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ, ʧʘ ʩʝ 

ʩʪʚʘʨʘ ʿʘʟ ʠʟʤʝʹʫ ʦʥʦʛʘ ʰʪʦ ʦʥʠ ʞʝʣʝ ʠ ʦʥʦʛʘ ʰʪʦ ʠʤ ʿʝ ʟʘʠʩʪʘ ʧʦʪʨʝʙʥʦ. ʉ ʜʨʫʛʝ 

ʩʪʨʘʥʝ, ʢʦʨʠʩʥʠʮʠ ʠʥʬʦʨʤʘʮʠʿʘ ʧʫʪʝʤ ʨʘʟʣʠʯʠʪʠʭ ʩʠʩʪʝʤʘ ʧʨʠʤʘʿʫ ʚʝʣʠʢʝ ʢʦʣʠʯʠʥʝ 

ʠʥʬʦʨʤʘʮʠʿʘ ʢʦʿʝ ʠʤ ʥʠʩʫ ʧʦʪʨʝʙʥʝ. ʆʚʘʢʘʚ ʧʨʦʙʣʝʤ ʤʦʞʝ ʙʠʪʠ ʨʝʰʝʥ ʿʝʜʠʥʦ 

ʩʪʨʫʢʪʫʠʨʘʥʠʤ ʧʨʠʩʪʫʧʦʤ ʫ ʠʜʝʥʪʠʬʠʢʦʚʘˁʫ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʧʦʪʨʝʙʘ ʠ ʧʨʠʢʫʧˀʘˁʫ 

ʠʥʬʦʨʤʘʮʠʿʘ.  

ʂʘʢʦ ʣʠʯʥʝ ʠʥʪʝʨʘʢʮʠʿʝ ʫ ʦʢʚʠʨʫ ʧʝʨʩʦʥʘʣʥʠʭ ʤʨʝʞʘ ʧʦʩʪʘʿʫ ʩʚʝ ʘʢʪʫʝʣʥʠʿʠ 

ʩʠʩʪʝʤʠ ʧʨʝʥʦʩʘ ʠ ʨʘʟʤʝʥʝ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʟʥʘˁʘ, ʧʦʩʣʦʚʥʠ ʩʠʩʪʝʤʠ ʩʝ ʩʫʦʯʘʚʘʿʫ ʩʘ 

ʨʘʩʪʫ˂ʦʤ ʢʦʣʠʯʠʥʦʤ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ.ʋ ʧʠʪʘˁʫ ʩʫ ʧʦʜʘʮʠ ʢʦʿʝ ʨʘʯʫʥʘʨʠ 

ʪʝʰʢʦ ʯʠʪʘʿʫ ʠ ʢʦʿʠ ʥʝʤʘʿʫ ʜʝʬʠʥʠʩʘʥʫ ʩʪʨʫʢʪʫʨʫ ʩʘ ʧʨʠʤʝˁʠʚʠʤ ʧʨʘʚʠʣʠʤʘ. ʆʥʠ ʩʝ, 

ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ, ʯʫʚʘʿʫ ʫ ʨʘʟʣʠʯʠʪʠʤ ʬʦʨʤʘʪʠʤʘ ʠ ʫʛʣʘʚʥʦʤ ʩʢʣʘʜʠʰʪʝ 

ʠʥʜʠʚʠʜʫʘʣʥʦ, ʥʘ ʧʝʨʩʦʥʘʣʥʠʤ ʨʘʯʫʥʘʨʠʤʘ, e-mail ʩʝʨʚʝʨʠʤʘ, ʫ ʙʘʟʘʤʘ ʧʦʜʘʪʘʢʘ, ʘ ʥʝ ʫ 

ʟʘʿʝʜʥʠʯʢʠʤ ʩʢʣʘʜʠʰʪʠʤʘ ʧʦʜʘʪʘʪʘʢʘ ʠʣʠ ʨʝʧʦʟʠʪʦʨʠʿʫʤʠʤʘ ʩʘ ʜʝʬʠʥʠʩʘʥʦʤ 

ʩʪʨʫʢʪʫʨʦʤ. ʋ ʪʘʢʚʠʤ ʫʩʣʦʚʠʤʘ ʿʝ ʪʝʰʢʦ ʧʨʦʥʘ˂ʠ ʧʦʪʨʝʙʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʠ ʠʟʚʨʰʠʪʠ 

ˁʠʭʦʚʫ ʘʥʘʣʠʟʫ ʫ ʦʢʚʠʨʫ BI. ʉʤʘʪʨʘ ʩʝ ʜʘ ˂ʝ ʫʧʨʘʚʦ ʧʨʦʙʣʝʤ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ 
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ʠʥʬʦʨʤʘʮʠʿʘ ʧʨʝʜʩʪʘʚˀʘʪʠ ʿʝʜʘʥ ʦʜ ʛʣʘʚʥʠʭ ʠʟʘʟʦʚʘ ʟʘ BI ʫ ʙʫʜʫ˂ʥʦʩʪʠ. ʆʚʘʢʚʝ 

ʧʨʦʤʝʥʝ ʫʢʘʟʫʿʫ ʜʘ ʿʝ ʥʝʦʧʭʦʜʥʦ ʜʝʮʝʥʪʨʘʣʠʟʦʚʘʪʠ ʢʦʥʪʨʦʣʫ ʥʘʜ ʠʥʬʦʨʤʘʮʠʿʘʤʘ, 

ʧʫʪʝʤ ʠʟʤʝʥʝ ʫʣʦʛʘ ʢʦʨʠʩʥʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʥʘʯʠʥʘ ˁʠʭʦʚʠʭ ʤʝʹʫʩʦʙʥʠʭ 

ʠʥʪʝʨʘʢʮʠʿʘ, ʢʘʦ ʠ ʜʝʮʝʥʪʨʘʣʠʟʦʚʘʪʠ ʚʣʘʩʥʠʰʪʚʦ ʥʘʜ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʥʘ ʩʚʝ ʢʦʨʠʩʥʠʢʝ 

ʫ ʧʨʝʜʫʟʝ˂ʫ. 

ʋ ʪʦʤ ʩʤʠʩʣʫ, ʧʨʠʤʝʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʟʘʩʥʦʚʘʥʠʭ ʥʘ Web2.0 ʢʦʥʮʝʧʪʫ ʫ 

ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ (Enterprise2.0) ʤʦʞʝ ʙʠʪʠ ʥʘʯʠʥ ʟʘ 

ʧʨʝʚʘʟʠʣʘʞʝˁʝ ʧʦʩʪʦʿʝ˂ʠʭ ʥʝʜʦʩʪʘʪʘʢʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʩʤʠʩʣʫ ʝʬʠʢʘʩʥʠʿʝʛ 

ʫʧʨʘʚˀʘˁʘ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ, ʧʫʪʝʤ ʧʦʜʩʪʠʮʘˁʘ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ 

ʨʘʟʤʝʥʝ ʠʥʬʦʨʤʘʮʠʿʘ. Web2.0 ʧʨʝʜʩʪʘʚˀʘ ʩʠʩʪʝʤ Web ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʢʦʥʮʝʧʘʪʘ 

ʫʩʤʝʨʝʥʠʭ ʥʘ ʠʥʪʝʥʟʠʚʠʨʘˁʝ ʨʘʟʤʝʥʝ ʠʥʬʦʨʤʘʮʠʿʘ, ʢʨʝʘʪʠʚʥʦʩʪʠ ʠ ʢʦʣʘʙʦʨʘʮʠʿʝ 

ʢʦʨʠʩʥʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ. Enterprise2.0 ʫ ʦʩʥʦʚʠ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʠʤʝʥʫ Web2.0 

ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʫ ʮʠˀʫ ʧʦʜʩʪʠʮʘˁʘ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ ʨʘʟʤʝʥʝ ʟʥʘˁʘ ʠ 

ʠʥʬʦʨʤʘʮʠʿʘ. ʇʨʠʤʝʥʦʤ ʢˀʫʯʥʠʭ ʝʣʝʤʝʥʘʪʘ Enterprise2.0 (ʧʨʝʪʨʘʞʠʚʘˁʝ, ʢʨʝʠʨʘˁʝ 

ʩʘʜʨʞʘʿʘ, ʦʟʥʘʯʘʚʘˁʝ ʩʘʜʨʞʘʿʘ, ʢʨʝʠʨʘˁʝ ʚʝʟʘ ʠʟʤʝʹʫ ʧʦʿʝʜʠʥʠʭ ʜʝʣʦʚʘ ʩʘʜʨʞʘʿʘ, 

ʝʢʩʪʝʥʟʠʿʝ ʠ ʪʟʚ. ʩʠʛʥʘʣʠʟʠʨʘˁʝ) ʤʦʛʫ ʩʝ ʥʘʜʦʤʝʩʪʠʪʠ ʤʘʥʝ ʧʦʩʪʦʿʝ˂ʠʭ ʬʫʥʢʮʠʿʘ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʢʘʦ ʰʪʦ ʩʫ ʥʝʝʬʠʢʘʩʥʦ ʧʨʝʪʨʘʞʠʚʘˁʝ ʠ 

ʥʝʩʪʨʫʢʪʫʠʨʘʥʦʩʪ ʠʥʬʦʨʤʘʮʠʿʘ, ʮʝʥʪʨʘʣʠʟʦʚʘʥʘ ʩʪʨʫʢʪʫʨʘ ʠʥʬʦʨʤʘʮʠʿʘ, ʢʘʦ ʠ 

ʧʨʠʤʘʨʥʦ ʢʦʨʠʰ˂ʝˁʝ ʤʝʿʣʦʚʘ ʟʘ ʥʦʪʠʬʠʢʘʮʠʿʫ ʠ ʨʘʟʤʝʥʫ ʠʥʬʦʨʤʘʮʠʿʘ. 

ʋ ʪʦʤ ʩʤʠʩʣʫ, ʧʨʝʜʤʝʪ ʠʩʪʨʘʞʠʚʘˁʘ ʜʦʢʪʦʨʩʢʝ ʜʠʩʝʨʪʘʮʠʿʝ ʿʝʩʪʝ ʧʨʠʤʝʥʘ 

Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʊʝʦʨʠʿʩʢʘ ʠ 

ʧʨʘʢʪʠʯʥʘ ʠʩʪʨʘʞʠʚʘˁʘ ʦʚʦʛ ʬʝʥʦʤʝʥʘ ʫʩʤʝʨʝʥʘ ʩʫ ʥʘ ʠʩʧʠʪʠʚʘˁʝ ʫʪʠʮʘʿʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ ʥʘ 

ʧʦʚʝ˂ʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. ɸʢʮʝʥʘʪ ʿʝ ʥʘ 

ʦʪʢʨʠʚʘˁʫ ʥʘʯʠʥʘ ʥʘ ʢʦʿʠ ʠʥʦʚʘʪʠʚʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʤʦʛʫ ʜʘ ʙʫʜʫ ʠʥʪʝʛʨʠʩʘʥʝ ʫ 

ʧʦʩʪʦʿʝ˂ʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʩʠʩʪʝʤʝ, ʢʘʦ ʠ ʢʘʢʦ ˁʠʭʦʚʠ ʢˀʫʯʥʠ ʝʣʝʤʝʥʪʠ ʤʦʛʫ ʜʘ 

ʜʦʧʨʠʥʝʩʫ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʫ ʩʪʨʫʢʪʫʠʨʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘ ʫ BI ʧʨʦʮʝʩʫ. 

ʋʪʠʮʘʿ ʠʥʦʚʘʪʠʚʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʥʘ ʢʦʤʫʥʠʢʘʮʠʿʫ ʠ ʢʦʣʘʙʦʨʘʮʠʿʫ ʿʝ ʤʦʛʫ˂ʝ 

ʠʩʪʨʘʞʠʪʠ ʩʘʤʦ ʫ ʨʝʘʣʥʦʤ ʘʤʙʠʿʝʥʪʫ ʟʙʦʛ ʯʝʛʘ ʩʝ ʩʪʫʜʠʿʘ ʩʣʫʯʘʿʘ ʥʘʤʝ˂ʝ ʢʘʦ ʣʦʛʠʯʘʥ 

ʠʟʙʦʨ ʟʘ ʦʚʘʢʚʫ ʚʨʩʪʫ ʠʩʪʨʘʞʠʚʘˁʘ. ʀʟ ʪʦʛ ʨʘʟʣʦʛʘ ʫ ʠʩʪʨʘʞʠʚʘˁʫ ʿʝ ʩʧʨʦʚʝʜʝʥʘ 

ʩʪʫʜʠʿʘ ʩʣʫʯʘʿʘ ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠʤ Web2.0 ʘʤʙʠʿʝʥʪʦʤ. ɽʬʝʢʪʠ 

ʧʨʠʤʝʥʝ ʜʝʬʠʥʠʩʘʥʠʭ ʧʨʦʮʝʜʫʨʘ ʠ ʨʘʟʚʠʿʝʥʦʛ ʪʝʦʨʠʿʩʢʦʛ ʤʦʜʝʣʘ ʪʝʩʪʠʨʘʥʠ ʩʫ ʫ ʪʦʤ 



ʋʚʦʜ 

3 

ʘʤʙʠʿʝʥʪʫ ʢʚʘʣʠʪʘʪʠʚʥʠʤ ʤʝʪʦʜʘʤʘ ʢʨʦʟ ʠʥʪʝʨʚʿʫʝ ʟʘ ʟʘʧʦʩʣʝʥʠʤʘ ʠ ʤʝʥʘ˅ʤʝʥʪʦʤ 

ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʠ ʢʚʘʥʪʠʪʘʪʠʚʥʠʤ ʤʝʪʦʜʘʤʘ - ʤʝʨʝˁʝʤ ʧʦʜʘʪʘʢʘ ʫ ʩʠʩʪʝʤʫ. 

ʀʩʪʨʘʞʠʚʘˁʝ ʦ ʧʦʪʝʥʮʠʿʘʣʥʠʤ ʝʬʝʢʪʠʤʘ ʠʥʦʚʘʪʠʚʥʠʭ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʥʘ 

ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʠʥʬʦʨʤʠʩʘˁʘ ʜʦʥʦʩʠʣʘʮʘ ʦʜʣʫʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʢʘʦ ʠ ʫʥʘʧʨʝʹʝˁʝ 

ʩʘʤʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʜʫʟʝ˂ʘ, ʧʦʣʘʟʠ ʦʜ ʩʣʝʜʝ˂ʠʭ ʧʨʝʪʧʦʩʪʘʚʢʠ: 

Á ɱʝʜʘʥ ʦʜ ʦʩʥʦʚʥʠʭ ʧʨʦʙʣʝʤʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ 

ʧʨʝʜʫʟʝ˂ʘ ʦʜʥʦʩʠ ʩʝ ʥʘ ʧʨʠʩʫʩʪʚʦ ʚʝʣʠʢʝ ʢʦʣʠʯʠʥʝ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ 

ʠʥʬʦʨʤʘʮʠʿʘ, ʰʪʦ ʦʪʝʞʘʚʘ ʤʦʛʫ˂ʥʦʩʪʠ ʧʨʠʩʪʫʧʘ, ʦʙʨʘʜʝ ʠ ʘʥʘʣʠʟʝ ʪʘʢʚʠʭ 

ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʩʚʨʭʝ ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ; 

Á Business Intelligence ʧʨʦʮʝʩʠ ʫ ʧʨʝʜʫʟʝ˂ʫ ʩʝ ʫ ʚʝʣʠʢʦʿ ʤʝʨʠ ʟʘʩʥʠʚʘʿʫ ʥʘ 

ʘʥʘʣʠʟʠ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ, ʢʦʿʝ ʩʝ ʧʨʦʠʟʚʦʜʝ, ʧʨʠʢʫʧˀʘʿʫ ʠ 

ʧʨʠʤʘʿʫ ʫ ʧʝʨʩʦʥʘʣʥʠʤ ʨʘʯʫʥʘʨʠʤʘ, ʙʘʟʘʤʘ ʧʦʜʘʪʘʢʘ, e-mail ʩʝʨʚʝʨʠʤʘ ʠ 

ʩʣʠʯʥʦ; 

Á ɸʥʘʣʠʟʘ ʧʦʪʨʝʙʘ ʢʦʨʠʩʥʠʢʘ ʟʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʿʝ ʥʝʦʧʭʦʜʘʥ ʧʨʝʜʫʩʣʦʚ 

ʝʬʠʢʘʩʥʦʛ BI ʧʨʦʮʝʩʘ, ʩ ʦʙʟʠʨʦʤ ʥʘ ʪʦ ʜʘ ʦʪʢʨʠʚʘ ʠ ʜʝʬʠʥʠʰʝ ʢʦʿʝ 

ʠʥʬʦʨʤʘʮʠʿʝ ʩʫ ʥʝʦʧʭʦʜʥʝ ʢʦʨʠʩʥʠʮʠʤʘ; 

Á ɿʥʘʯʘʿʥʫ ʫʣʦʛʫ ʫ ʧʨʝʪʨʘʞʠʚʘˁʫ ʠ ʧʨʠʢʫʧˀʘˁʫ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʩʘʚʨʝʤʝʥʠʤ 

ʫʩʣʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ ʠʤʘʿʫ ʠʥʪʝʨʘʢʮʠʿʝ ʫ ʦʢʚʠʨʫ ʧʝʨʩʦʥʘʣʥʠʭ ʤʨʝʞʘ. 

Á ʇʨʠʤʝʥʘ ʠʥʦʚʘʪʠʚʥʠʭ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ 

ʩʠʩʪʝʤʠʤʘ (Enterprise2.0 ʢʦʥʮʝʧʪ) ʧʨʫʞʘ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʧʨʝʚʘʟʠʣʘʞʝˁʝ 

ʥʝʜʦʩʪʘʪʘʢʘ ʧʦʩʪʦʿʝ˂ʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʧʫʪʝʤ ʝʬʠʢʘʩʥʠʿʝʛ 

ʫʧʨʘʚˀʘˁʘ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ; 

Á ʋʣʦʛʘ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ 

ʧʨʝʜʫʟʝ˂ʘ ʿʝ ʜʘ ʜʦʧʨʠʥʦʩʫ ʝʬʠʢʘʩʥʠʿʝʤ ʧʨʝʪʨʘʞʠʚʘˁʫ ʠʥʬʦʨʤʘʮʠʿʘ, ʙʨʞʦʿ 

ʜʠʩʝʤʠʥʘʮʠʿʠ ʠ ʨʘʟʤʝʥʠ ʠʥʬʦʨʤʘʮʠʿʘ; 

Á Wiki , ʢʘʦ ʿʝʜʘʥ ʦʜ ʩʝʨʚʠʩʘ ʫ ʦʢʚʠʨʫ Enterprise2.0, ʦʤʦʛʫ˂ʘʚʘ ʧʨʦʤʝʥʝ ʫ 

ʫʧʨʘʚˀʘˁʫ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʧʫʪʝʤ ʫʥʘʧʨʝʹʝˁʘ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ 

ʨʘʟʤʝʥʝ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʧʦʜʩʪʠʮʘˁʘ ʢʨʝʘʪʠʚʥʦʩʪʠ ʢʦʨʠʩʥʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ; 

Á RSS ʩʝʨʚʠʩ ʧʨʝʜʩʪʘʚˀʘ ʧʦʜʨʰʢʫ ʟʘ ʧʨʘ˂ʝˁʝ ʧʨʦʤʝʥʘ ʫ ʠʟʚʦʨʠʤʘ 

ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʜʦʜʘʚʘˁʝ ʥʦʚʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʧʦʩʪʦʿʝ˂ʝ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʩʠʩʪʝʤʝ ʧʨʝʜʫʟʝ˂ʘ; 

Á ʉʠʩʪʝʤʠ ʟʘ ʧʨʝʪʨʘʞʠʚʘˁʝ (Search engine) ʧʨʝʜʩʪʘʚˀʘʿʫ ʢʦʨʠʩʪʘʥ ʘʣʘʪ ʟʘ 

ʧʨʦʥʘʣʘʞʝˁʝ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʣʦʮʠʨʘʥʠʭ ʫ ʨʘʟʣʠʯʠʪʠʤ 
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ʜʝʣʦʚʠʤʘ ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ, ʢʦʿʠ ʧʫʪʝʤ ʢʦʥʪʝʢʩʪʫʘʣʥʦʛ 

ʧʨʝʪʨʘʞʠʚʘˁʘ ʜʦʣʘʟʠ ʜʦ ʨʝʟʫʣʪʘʪʘ ʧʨʠʣʘʛʦʹʝʥʠʭ ʥʘʤʝʨʘʤʘ ʠ ʧʨʦʬʠʣʠʤʘ 

ʢʦʨʠʩʥʠʢʘ; 

Á ʉʦʬʪʚʝʨʩʢʠ ʘʣʘʪʠ ʙʘʟʠʨʘʥʠ ʥʘ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘʤʘ ʤʦʛʫ ʩʝ ʫʩʧʝʰʥʦ 

ʢʦʨʠʩʪʠʪʠ ʟʘ ʩʪʨʫʢʪʫʠʨʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʘʣʠ ʠ ʟʘ ʢʦʦʨʜʠʥʘʮʠʿʫ ʘʢʪʠʚʥʦʩʪʠ 

ʢʦʨʠʩʥʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ, ʯʠʤʝ ʩʝ ʧʦʚʝ˂ʘʚʘ ʪʨʘʥʩʧʘʨʝʥʪʥʦʩʪ ʧʨʦʮʝʩʘ ʫʥʫʪʘʨ 

ʧʨʝʜʫʟʝ˂ʘ. 

ʅʘʚʝʜʝʥʘ ʧʨʦʙʣʝʤʘʪʠʢʘ ʘʥʘʣʠʟʠʨʘʥʘ ʿʝ ʫ ʯʝʪʠʨʠ ʧʦʛʣʘʚˀʘ, ʫʟ ʫʚʦʜ ʠ ʟʘʢˀʫʯʘʢ. 

ʋʚʦʜʥʠ ʜʝʦ ʨʘʜʘ ʫʢʘʟʫʿʝ ʥʘ ʟʥʘʯʘʿ ʠ ʮʠˀʝʚʝ ʠʩʪʨʘʞʠʚʘˁʘ, ʠ ʭʠʧʦʪʝʟʝ ʦʜ ʢʦʿʠʭ ʩʝ 

ʧʦʰʣʦ ʫ ʠʩʪʨʘʞʠʚʘˁʫ. ʇʨʚʦ ʧʦʛʣʘʚˀʝ ʙʘʚʠ ʩʝ ʧʨʦʮʝʩʠʤʘ BI ʫ ʦʢʚʠʨʫ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʘʿ ʜʝʦ ʜʠʩʝʨʪʘʮʠʿʝ ʩʘʜʨʞʠ ʧʨʝʛʣʝʜ ʣʠʪʝʨʘʪʫʨʝ ʦ 

ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ, ʦʧʠʩ ʢʦʥʢʨʝʪʥʠʭ ʤʦʜʫʣʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ, ʢʘʦ ʠ ʩʘʛʣʝʜʘʚʘˁʝ ʥʘʯʠʥʘ ʦʨʛʘʥʠʟʘʮʠʿʝ ʧʦʜʘʪʘʢʘ ʫ ˁʠʤʘ. ʅʘʢʦʥ ʪʦʛʘ, ʠʟʣʦʞʝʥ 

ʿʝ ʪʝʦʨʠʿʩʢʠ ʦʢʚʠʨ ʟʘ ʘʥʘʣʠʟʫ Business Intelligence (BI) ʧʨʦʮʝʩʘ, ʢʦʿʠ ʩʝ ʪʠʯʝ 

ʢʦʥʮʝʧʪʫʘʣʠʟʘʮʠʿʝ, ʘʨʭʠʪʝʢʪʫʨʝ ʠ ʩʠʩʪʝʤʘʪʠʟʘʮʠʿʝ ʧʨʦʮʝʩʘ ʢʦʿʠ ʯʠʥʝ BI. ʇʦʩʝʙʘʥ ʜʝʦ 

ʧʦʛʣʘʚˀʘ ʧʦʩʚʝ˂ʝʥ ʿʝ ʠʩʪʨʘʞʠʚʘˁʫ ʘʢʪʫʝʣʥʠʭ ʪʨʝʥʜʦʚʘ ʠ ʧʨʘʚʘʮʘ ʨʘʟʚʦʿʘ ʠ ʧʨʠʤʝʥʝ BI 

ʫ ʧʦʩʣʦʚʥʠʤ ʩʠʩʪʝʤʠʤʘ. ʂʦʥʘʯʥʦ, ʫ ʦʚʦʤ ʜʝʣʫ ʫʢʘʟʘʥʦ ʿʝ ʥʘ ʫʦʯʝʥʝ ʧʨʦʙʣʝʤʝ ʢʦʿʠ ʩʝ 

ʪʠʯʫ ʧʦʪʨʝʙʘ ʢʦʨʠʩʥʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʩʠʩʪʝʤʠʤʘ, ʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ 

ʧʨʦʙʣʝʤʝ ʜʝʬʠʥʠʩʘˁʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʧʦʪʨʝʙʘ, ʥʘʛʦʤʠʣʘʚʘˁʘ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʭ 

ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʧʦʩʝʙʥʦ ʥʘ ʧʨʦʙʣʝʤ ʫʧʨʘʚˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʧʦʩʣʦʚʥʠʤ 

ʩʠʩʪʝʤʠʤʘ.  

ʋ ʜʨʫʛʦʤ ʜʝʣʫ ʜʠʩʝʨʪʘʮʠʿʝ ʧʨʝʜʩʪʘʚˀʝʥʝ ʩʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʢʦʥʮʝʧʪʘ Web2.0 

ʢʘʦ ʩʢʫʧʘ ʠʥʦʚʘʪʠʚʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʢʦʿʝ ʦʤʦʛʫ˂ʘʚʘʿʫ ʘʢʪʠʚʥʫ ʫʣʦʛʫ ʢʦʨʠʩʥʠʢʘ 

ʠʥʬʦʨʤʘʮʠʿʘ ʫ ˁʠʭʦʚʦʤ ʢʨʝʠʨʘˁʫ ʠ ʨʘʟʤʝʥʠ, ʜʦʢ ʩ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʦʣʘʢʰʘʚʘʿʫ ʧʨʦʮʝʩ 

ʧʨʝʪʨʘʞʠʚʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘ. ʅʘʢʦʥ ʧʨʠʢʘʟʘ ʠʩʪʦʨʠʿʩʢʦʛ ʨʘʟʚʦʿʘ Web-ʘ ʠ ʦʧʠʩʘ 

ʪʨʝʥʫʪʥʦʛ ʩʪʘˁʘ ʦʚʦʛ ʢʦʤʧʣʝʢʩʥʦʛ ʬʝʥʦʤʝʥʘ, ʠʜʝʥʪʠʬʠʢʦʚʘʥʝ ʩʫ ʢˀʫʯʥʝ Web2.0 

ʘʧʣʠʢʘʮʠʿʝ, ʦʩʥʦʚʥʠ ʧʨʠʥʮʠʧʠ ˁʠʭʦʚʦʛ ʬʫʥʢʮʠʦʥʠʩʘˁʘ ʠ ʪʝʭʥʦʣʦʛʠʿʝ ʥʘ ʢʦʿʠʤʘ ʩʝ 

ʟʘʩʥʠʚʘ ˁʠʭʦʚʦ ʬʫʥʢʮʠʦʥʠʩʘˁʝ. ʉ ʦʙʟʠʨʦʤ ʜʘ ʿʝ ʫ ʧʠʪʘˁʫ ʨʝʣʘʪʠʚʥʦ ʥʦʚ ʠ ʫ ʤʘˁʦʿ 

ʤʝʨʠ ʝʢʩʧʣʦʘʪʠʩʘʥ ʩʠʩʪʝʤ ʩʦʬʪʚʝʨʩʢʠʭ ʘʣʘʪʘ, ʠʩʪʘʢʥʫʪʝ ʩʫ ʠ ʜʝʪʘˀʥʦ ʘʥʘʣʠʟʠʨʘʥʝ 

ʙʨʦʿʥʝ ʥʝʜʦʫʤʠʮʝ ʠ ʢʨʠʪʠʢʝ ʢʦʿʝ ʩʝ ʪʠʯʫ ʤʦʛʫ˂ʥʦʩʪʠ ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʠʤʝʥʦʤ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ. ʋ ʥʘʩʪʘʚʢʫ, ʧʨʝʜʩʪʘʚˀʝʥʠ ʩʫ 

ʥʘʯʠʥʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʦʤʝʥʫʪʠʭ ʠʥʦʚʘʪʠʚʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʝ ʩʠʩʪʝʤʝ, ʢʨʦʟ 

ʢʦʥʮʝʧʪ Enterprise2.0. ʉʚʘʢʘ ʦʜ ʧʨʝʪʭʦʜʥʦ ʦʧʠʩʘʥʠʭ ʢʦʤʧʦʥʝʥʪʠ ʧʨʝʜʩʪʘʚˀʝʥʘ ʿʝ ʩʘ 
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ʘʩʧʝʢʪʘ ʤʦʛʫ˂ʥʦʩʪʠ ˁʝʥʝ ʧʨʠʤʝʥʝ ʫ ʧʦʩʣʦʚʥʦʤ ʠʥʬʦʨʤʘʮʠʦʥʦʤ ʩʠʩʪʝʤʫ ʧʨʝʜʫʝʟʝ˂ʘ, 

ʫʟ ʘʥʘʣʠʟʫ ʧʦʪʝʥʮʠʿʘʣʥʠʭ ʧʨʝʜʥʦʩʪʠ ʠ ʥʝʜʦʩʪʘʪʘʢʘ ʪʘʢʚʠʭ ʨʝʰʝˁʘ. 

ʋ ʪʨʝ˂ʝʤ ʜʝʣʫ ʨʘʜʘ ʧʨʝʜʩʪʘʚˀʝʥʠ ʩʫ ʥʘʯʠʥʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ Web2.0 

ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʩʣʦʚʥʠʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ ʫ ʮʠˀʫ ʧʨʝʚʘʟʠʣʘʞʝˁʘ ʫʦʯʝʥʠʭ 

ʥʝʜʦʩʪʘʪʘʢʘ ʠʟʘʟʚʘʥʠʭ ʥʝʩʪʨʫʢʪʫʠʨʘʥʠʤ ʧʦʜʘʮʠʤʘ, ʢʘʦ ʠ ʧʨʦʙʣʝʤʠʤʘ ʢʦʣʘʙʦʨʘʮʠʿʝ. 

ɸʥʘʣʠʟʠʨʘʥʠ ʩʫ ʝʬʝʢʪʠ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʨʦʮʝʩʫ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ ʢʦʿʠ ʩʝ 

ʦʩʪʚʘʨʫʿʫ ʧʫʪʝʤ ʫʪʠʮʘʿʘ ʦʚʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʥʘ ʧʦʜʩʪʠʮʘˁʝ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ ʨʘʟʤʝʥʝ 

ʧʦʜʘʪʘʢʘ, ʩ ʿʝʜʥʝ ʩʪʨʘʥʝ ʠ ʥʘ ʩʪʨʫʢʪʫʠʨʘˁʝ ʧʦʜʘʪʘʢʘ ʠ ʦʤʦʛʫ˂ʘʚʘˁʝ ˁʠʭʦʚʝ ʣʘʢʰʝ 

ʦʙʨʘʜʝ ʫ BI ʧʨʦʮʝʩʠʤʘ, ʩ ʜʨʫʛʝ. ɼʝʪʘˀʥʦ ʩʫ ʠʩʧʠʪʘʥʝ ʤʦʛʫ˂ʥʦʩʪʠ ʧʨʠʤʝʥʝ Web2.0 

ʧʦʿʝʜʠʥʘʯʥʠʭ ʘʣʘʪʘ, ʢʘʦ ʠ ʢʦʥʢʨʝʪʥʠ ʝʬʝʢʪʠ ʢʦʿʠ ʩʝ ʪʘʢʦ ʦʩʪʚʘʨʫʿʫ.  

ʏʝʪʚʨʪʦ ʧʦʛʣʘʚˀʝ ʩʘʜʨʞʠ ʢʦʥʢʨʝʪʘʥ ʦʧʠʩ ʩʪʫʜʠʿʝ ʩʣʫʯʘʿʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʠ ʥʘ 

ʧʨʠʤʝʥʫ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʢʦʿʝ ʩʝ ʙʘʚʠ ʧʨʦʠʟʚʦʜˁʦʤ ʠ ʠʟʚʦʟʦʤ ʩʦʬʪʚʝʨʘ 

ʧʦ ʦʫʪʩʦʫʨʮʠʥʛ ʤʦʜʝʣʫ ʢʘʦ ʠ ʘʥʘʣʠʟʫ ʝʬʝʢʘʪʘ ʪʘʢʚʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. ʀʩʧʠʪʫʿʫ ʩʝ 

ʤʦʛʫ˂ʥʦʩʪʠ ʧʨʝʚʘʟʠʣʘʞʝˁʘ ʫʦʯʝʥʠʭ ʥʝʜʦʩʪʘʢʘ ʫ ʧʨʠʢʫʧˀʘˁʫ ʠ ʦʙʨʘʜʠ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʿʘ ʢʘʦ ʠ ʝʬʝʢʪʠ ʢʦʿʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ Web2.0 ʤʝʪʦʜʦʣʦʛʠʿʘ ʠʤʘ ʥʘ BI ʧʨʦʮʝʩʝ 

ʫ ʧʦʩʤʘʪʨʘʥʦʤ ʧʨʝʜʫʟʝ˂ʫ. ʅʘ ʢʨʘʿʫ ʨʘʜʘ ʠʟʥʝʪʠ ʩʫ ʟʘʢˀʫʯʮʠ ʢʘʦ ʠ ʙʫʜʫ˂ʠ ʢʦʨʘʮʠ ʫ 

ʠʩʪʨʘʞʠʚʘˁʫ ʦʚʠʭ ʦʙʣʘʩʪʠ.  
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I  BI  ʂɸʆ ʇʆɼʈʐʂɸ ʇʆʉʃʆɺʅʆʄ ʆɼʃʋʏʀɺɸɳʋ ʋ ʇʈɽɼʋɿɽɴʀʄɸ  

ʇʦʜ ʧʦʿʤʦʤ Business Intelligence (BI) ʩʝ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʨʘʟʣʠʯʠʪʝ ʪʝʭʥʠʢʝ, 

ʧʨʦʮʝʩʠ ʠ ʤʝʪʦʜʝ ʢʦʿʝ ʩʝ ʢʦʨʠʩʪʝ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ ʫ 

ʧʦʩʣʦʚʥʦʤ ʦʢʨʫʞʝˁʫ. ʅʘʠʤʝ, ʜʦʥʦʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ, ʢʦʿʝ ʧʦʜʨʘʟʫʤʝʚʘ ʠʟʙʦʨ 

ʿʝʜʥʝ ʦʜ ʨʘʩʧʦʣʦʞʠʚʠʭ ʘʣʪʝʨʥʘʪʠʚʘ, ʦʜ ʢʦʿʠʭ ʩʚʘʢʘ ʜʦʥʦʩʠ ʦʜʨʝʹʝʥʝ ʧʦʩʣʝʜʠʮʝ, ʤʦʨʘ 

ʜʘ ʙʫʜʝ ʟʘʩʥʦʚʘʥʦ ʥʘ ʧʦʟʥʘʚʘˁʫ ʩʚʠʭ ʨʝʣʝʚʘʥʪʥʠʭ ʧʘʨʘʤʝʪʘʨʘ ʠʥʪʝʨʥʦʛ ʠ ʝʢʩʪʝʨʥʦʛ 

ʦʢʨʫʞʝˁʘ, ʢʘʢʦ ʙʠ ʩʝ ʜʘʪʦʤ ʦʜʣʫʢʦʤ ʧʦʩʪʠʛʘʦ ʞʝˀʝʥʠ ʠʩʭʦʜ. ʀʘʢʦ ʧʦʟʥʘʚʘˁʝ ʩʚʠʭ 

ʠʥʬʦʨʤʘʮʠʿʘ ʥʝ ʛʘʨʘʥʪʫʿʝ ʦʩʪʚʘʨʠʚʘˁʝ ʞʝˀʝʥʦʛ ʠʩʭʦʜʘ, ʨʘʟʫʤʝʚʘˁʝ ʩʨʝʜʠʥʝ ʫ ʢʦʿʦʿ 

ʬʫʥʢʮʠʦʥʠʰʝ ʧʨʝʜʫʟʝ˂ʝ ʠ ʜʘˀʝ ʿʝ ʦʩʥʦʚʥʠ ʧʨʝʜʫʩʣʦʚ ʦʜʣʫʯʠʚʘˁʘ. ʉʠʩʪʝʤʠ ʟʘ 

ʧʦʜʨʰʢʫ ʦʜʣʫʯʠʚʘˁʫ ʨʘʟʚʠʿʘʿʫ ʩʝ ʿʦʰ ʦʜ 20-ʪʠʭ ʛʦʜʠʥʘ ʧʨʦʰʣʦʛ ʚʝʢʘ, ʜʘ ʙʠ ʪʦʢʦʤ 90-

ʪʠʭ ʜʦʩʧʝʣʠ ʫ ʬʘʟʫ ʨʘʟʚʦʿʘ ʢʦʿʘ ʩʝ ʦʟʥʘʯʘʚʘ ʢʘʦ Business Intelligence, ʢʦʿʘ ʦʙʫʭʚʘʪʘ 

ʮʝʣʦʢʫʧʥʠ ʭʘʨʜʚʝʨ, ʩʦʬʪʚʝʨ ʠ ʤʝʪʦʜʝ ʢʦʿʝ ʩʝ ʢʦʨʠʩʪʝ ʢʘʦ ʧʦʜʨʰʢʘ ʦʜʣʫʯʠʚʘˁʫ ʥʘ ʩʚʠʤ 

ʥʠʚʦʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʋʩʣʝʜ ʩʚʝ ʢʦʤʧʣʝʢʩʥʠʿʠʭ ʫʩʣʦʚʘ ʧʦʩʣʦʚʘˁʘ, ʢʦʣʠʯʠʥʘ ʧʦʜʘʪʘʢʘ 

ʧʦʩʪʘʿʝ ʪʦʣʠʢʦ ʚʝʣʠʢʘ ʜʘ ˀʫʜʩʢʠ ʤʦʟʘʢ ʥʠʿʝ ʫ ʩʪʘˁʫ ʜʘ ʠʭ ʘʥʘʣʠʟʠʨʘ, ʧʘ ʿʝ ʦʩʥʦʚʥʠ 

ʟʘʜʘʪʘʢ BI ʦʙʨʘʜʘ ʩʠʨʦʚʠʭ ʧʦʜʘʪʘʢʘ ʧʨʝʤʘ ʫʥʘʧʨʝʜ ʟʘʜʘʪʠʤ ʘʣʛʦʨʠʪʤʠʤʘ ʠ 

ʧʨʝʟʝʥʪʘʮʠʿʘ ʠʥʬʦʨʤʘʮʠʿʘ ʜʦʥʦʩʠʦʮʠʤʘ ʦʜʣʫʢʘ ʫ ʬʦʨʤʠ ʫ ʢʦʿʦʿ ʦʥʠ ʤʦʛʫ ʜʘ ʠʭ ʫʩʚʦʿʝ. 

ʆʩʠʤ ʪʦʛʘ, ʜʘʥʘʩ BI ʠʜʝ ʠ ʢʦʨʘʢ ʜʘˀʝ, ʧʘ ʦʩʠʤ ʘʥʘʣʠʟʝ ʩʠʨʦʚʠʭ ʧʦʜʘʪʘʢʘ ʠʤʘ ʫʣʦʛʫ ʠ ʫ 

ʥʘʨʝʜʥʠʤ ʢʦʨʘʮʠʤʘ ʢʦʛʥʠʪʠʚʥʦʛ ʧʨʦʮʝʩʘ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ, ʠʥʪʝʛʨʠʰʫ˂ʠ ʩʝ ʩʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʫʪʠʯʫ˂ʠ ʥʘ ˁʠʭ ʜʠʨʝʢʪʥʦ ʠ ʝʬʝʢʪʠʚʥʦ. ɼʘʢʣʝ, ʧʦʨʝʜ ʦʩʥʦʚʥʝ 

ʬʫʥʢʮʠʿʝ ʠʥʬʦʨʤʠʩʘˁʘ, BI ʠʤʘ ʘʢʪʠʚʥʫ ʫʣʦʛʫ ʫ ʣʘʥʮʫ ʚʨʝʜʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ, ʢʘʦ ʩʠʩʪʝʤ 

ʢʨʝʠʨʘʥ ʨʘʜʠ ʧʦʪʧʫʥʝ ʧʦʜʨʰʢʝ ʧʦʩʣʦʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ. 

ʉ ʦʙʟʠʨʦʤ ʜʘ ʩʝ ʨʘʜʠ ʦ ʛʨʫʧʠ ʢʦʤʧʣʝʢʩʥʠʭ ʧʨʦʮʝʩʘ ʯʠʿʘ ʧʨʠʤʝʥʘ ʠʤʘ ʟʥʘʯʘʿʥʝ 

ʠʤʧʣʠʢʘʮʠʿʝ ʟʘ ʧʦʩʣʦʚʥʝ ʨʝʟʫʣʪʘʪʝ, ʥʝʦʧʭʦʜʥʘ ʩʫ ʪʝʦʨʠʿʩʢʘ ʨʘʟʤʘʪʨʘˁʘ ʢʦʿʘ ˂ʝ ʫʢʘʟʘʪʠ 

ʥʘ ʨʘʟʣʠʯʠʪʝ ʢʦʥʮʝʧʪʫʘʣʠʟʘʮʠʿʝ ʦʚʦʛ ʧʦʿʤʘ, ʢʘʦ ʠ ʪʦʢʦʚʝ ˁʝʛʦʚʦʛ ʨʘʟʚʦʿʘ ʠ 

ʫʩʘʚʨʰʘʚʘˁʘ. 
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1. ʇʆʉʃʆɺʅʀ ʀʅʌʆʈʄɸʎʀʆʅʀ ʉʀʉʊɽʄʀ 

ʇʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʰʠʨʦʢ ʩʧʝʢʪʘʨ ʠʥʪʝʛʨʠʩʘʥʠʭ 

ʩʦʬʪʚʝʨʩʢʠʭ ʘʧʣʠʢʘʮʠʿʘ ʢʦʿʝ ʦʤʦʛʫ˂ʘʚʘʿʫ ʧʨʠʢʫʧˀʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟ ʨʘʟʣʠʯʠʪʠʭ 

ʠʟʚʦʨʘ ʠ ˁʠʭʦʚʫ ʦʙʨʘʜʫ ʫ ʧʦʩʣʦʚʥʝ ʩʚʨʭʝ. ɿʘ ʧʦʩʣʦʚʥʝ ʦʨʛʘʥʠʟʘʮʠʿʝ, ʧʦʿʘʚʘ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʿʝ ʟʥʘʯʠʣʘ ôʦʩʪʚʘʨʝˁʝ ʩʥʘô, ʢʘʢʦ ʿʝ ʪʦ Davenport (Davenport, 

1998) ʩʣʠʢʦʚʠʪʦ ʥʘʚʝʦ, ʩ ʦʙʟʠʨʦʤ ʜʘ ʿʝ ʧʨʝʜʩʪʘʚˀʘʣʘ ʨʝʰʝˁʝ ʟʘ ʧʨʦʙʣʝʤʝ ʫʧʨʘʚˀʘˁʘ 

ʠʥʬʦʨʤʘʮʠʿʘʤʘ. ʅʘʠʤʝ, ʧʦʚʝʟʠʚʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʠʟʚʦʨʘ ʢʨʦʟ 

ʿʝʜʠʥʩʪʚʝʥʠ ʝʥʪʠʪʝʪ ʧʨʝʜʩʪʘʚˀʘ ʢˀʫʯʥʠ ʘʩʧʝʢʪ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʫ ʧʦʩʣʦʚʥʦʤ 

ʘʤʙʠʿʝʥʪʫ (Finney, Corbett, 2007). ɹʨʦʿʥʘ ʩʫ ʠʩʪʨʘʞʠʚʘˁʘ ʫ ʢʦʿʠʤʘ ʩʫ ʘʥʘʣʠʟʠʨʘʥʝ 

ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʤʦʜʫʣʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ˁʠʭʦʚ ʜʦʧʨʠʥʦʩ 

ʝʬʠʢʘʩʥʠʿʝʤ ʧʦʩʣʦʚʘˁʫ, ʢʘʦ ʠ ʢˀʫʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ ʢʦʿʠ ʫʪʠʯʫ ʥʘ ˁʠʭʦʚʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ. ʇʨʝ ʩʚʝʛʘ ʪʨʝʙʘ ʠʩʪʘ˂ʠ ʠʩʪʨʘʞʠʚʘˁʘ ʢʦʿʘ ʩʫ ʚʨʰʠʣʠ Akkermans ʠ van 

Helden (Akkermans, van Helden, 2002). Davenport (Davenport ʝt ʘl., 2004) ʠ Soja (Soja, 

2006). ʅʘʚʝʜʝʥʠ ʘʫʪʦʨʠ ʩʫ ʜʦʢʘʟʘʣʠ ʧʦʟʠʪʠʚʘʥ ʫʪʠʮʘʿ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ ʥʘ ʢʦʥʢʫʨʝʪʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʩʫ ʫʩʧʝʰʥʦ ʨʝʘʣʠʟʦʚʘʣʘ ʧʨʦʮʝʩ ˁʠʭʦʚʝ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ.  

ʀ ʧʦʨʝʜ ʜʦʢʘʟʘʥʠʭ ʧʨʝʜʥʦʩʪʠ, ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʠʩʧʦˀʠʣʠ ʩʫ ʠ 

ʦʜʨʝʹʝʥʝ ʥʝʜʦʩʪʘʪʢʝ ʥʘʿʯʝʰ˂ʝ ʚʝʟʘʥʝ ʟʘ ʙʨʦʿʥʝ ʥʝʫʩʧʝʣʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. Ettlie (Ettlie 

ʝt ʘl., 2005) ʿʝ ʫ ʩʚʦʤ ʠʩʪʨʘʞʠʚʘˁʫ, ʠʟʥʝʦ ʩʥʘʞʥʝ ʜʦʢʘʟʝ ʜʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʘʥ ʦʜ ʥʘʿʨʠʟʠʯʥʠʿʠʭ ʧʦʜʫʭʚʘʪʘ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʘ 

ʤʦʛʫ ʜʘ ʧʨʝʜʫʟʤʫ. ɼʦ ʩʣʠʯʥʠʭ ʨʝʟʫʣʪʘʪʘ ʩʫ ʜʦʰʣʠ Finney ʠ Corbett (Finney, Corbett, 

2007), ʢʘʦ ʠ Vathanophas (Vathanophas, 2007) ʢʦʿʠ ʩʫ ʠʩʪʨʘʞʠʚʘʣʠ ʧʨʦʙʣʝʤʝ ʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʘ ʧʦʩʝʙʥʦ ʥʝʢʠʭ ˁʠʭʦʚʠʭ ʤʦʜʫʣʘ 

ʢʘʦ ʰʪʦ ʩʫ ʧʣʘʥʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʨʝʩʫʨʩʘ (Enterprise Resource Planning ï ERP) ʠ 

ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʣʠʿʝʥʪʠʤʘ (Customer Relationship Management ï CRM). Umble 

(Umble ʝt ʘl., 2003) ʿ ʝ ʥʘ ʧʨʠʤʝʨ ʮʠʪʠʨʘʦ ʠʩʪʨʘʞʠʚʘˁʘ Standish Group ʧʦ ʢʦʿʠʤʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ 90% ERP ʧʨʦʿʝʢʘʪʘ ʢʘʩʥʠ ʠ ʧʨʝʚʘʟʠʣʘʟʠ ʧʣʘʥʠʨʘʥʠ ʙʫ˅ʝʪ, ʜʦʢ ʩʫ 

Gargeya ʠ Brady (Gargeya, Brady, 2005) ʫʪʚʨʜʠʣʠ ʜʘ ʫ 70% ERP ʧʨʦʿʝʢʘʪʘ ʥʠʩʫ 

ʨʝʘʣʠʟʦʚʘʥʝ ʩʚʝ ʬʫʥʢʮʠʦʥʘʣʥʦʩʪʠ ʢʦʿʝ ʩʫ ʠʥʠʮʠʿʘʣʥʦ ʙʠʣʝ ʧʣʘʥʠʨʘʥʝ. ɺʨʣʦ ʯʝʩʪʦ 

ʥʝʛʘʪʠʚʥʠ ʘʩʧʝʢʪʠ ʧʨʠʤʝʥʝ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ ʫ ʧʨʘʢʩʠ ʧʦʪʠʩʢʫʿʫ ʚʨʝʜʥʦʩʪʠ ʢʦʿʝ 

ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʜʘ ʜʦʙʠʿʫ ˁʠʭʦʚʠʤ ʢʦʨʠʰ˂ʝˁʝʤ. 
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ʀʟ ʪʦʛ ʨʘʟʣʦʛʘ ʿʝ ʥʝʦʧʭʦʜʥʦ ʫ ʧʦʪʧʫʥʦʩʪʠ ʨʘʟʫʤʝʪʠ ʠ ʠʩʪʨʘʞʠʪʠ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʢʘʦ ʠ ʦʜʛʦʚʘʨʘʿʫ˂ʝ ʧʨʦʙʣʝʤʝ ʫ ˁʠʭʦʚʦʿ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʠ ʝʢʩʧʣʦʘʪʘʮʠʿʠ ʢʘʢʦ ʙʠ ʩʝ ʫʦʯʠʣʝ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ˁʠʭʦʚʦ 

ʧʨʝʚʘʟʠʣʘʞʝˁʝ. ʎʠ ˀʦʚʦʛ ʧʦʛʣʘʚˀʘ ʿʝ ʜʘ ʩʠʩʪʝʤʘʪʠʟʫʿʝ ʢʘʨʘʢʘʪʝʨʠʩʪʠʢʝ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʠ ʜʘ ʫʢʘʞʝ ʥʘ ʧʨʦʙʣʝʤʝ ʢʦʿʠ ʧʨʘʪʝ ˁʠʭʦʚʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ. ʉ 

ʦʙʟʠʨʦʤ ʜʘ ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʚʨʣʦ ʰʠʨʦʢ ʧʦʿʘʤ, ʫ ʦʚʦʤ 

ʧʦʛʣʘʚˀʫ ʧʦʩʝʙʘʥ ʘʢʮʝʥʘʪ ʙʠ˂ʝ ʫʩʤʝʨʝʥ ʥʘ ʜʝʬʠʥʠʩʘˁʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ, ʦʧʠʩ ˁʠʭʦʚʠʭ ʤʦʜʫʣʘ ʢʘʦ ʠ ʧʦʿʘʰˁʝˁʝ ʧʨʦʙʣʝʤʘ ʢʦʿʠ ʩʝ ʿʘʚˀʘʿʫ ʧʨʠʣʠʢʦʤ 

ˁʠʭʦʚʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʟʥʘʯʘʿʘʥ ʨʠʟʠʢ ʟʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʠʭ 

ʢʦʨʠʩʪʝ. 

1.1. ʄʦʜʫʣʠ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ  

ʌʫʥʢʮʠʦʥʠʩʘˁʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʦʯʝʣʦ ʿʝ ʫ ʬʦʨʤʠ back-

office ʩʠʩʪʝʤʘ (Davenport ʝt ʘl., 2004), ʩʘ ʩʧʝʮʠʬʠʯʥʦʤ ʠʜʝʿʦʤ ʜʘ ʩʝ ʠʥʪʝʛʨʠʰʫ 

ʬʫʥʢʮʠʿʝ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʦʙʣʘʩʪʠ, ʫʢˀʫʯʫʿʫ˂ʠ ʧʨʦʠʟʚʦʜˁʫ, ʣʘʥʘʮ ʥʘʙʘʚʢʝ, 

ˀʫʜʩʢʝ ʨʝʩʫʨʩʝ ʠ ʬʠʥʘʥʩʠʿʝ. ʀʥʪʝʛʨʠʩʘˁʝʤ ʜʦʜʘʪʥʠʭ ʧʨʦʮʝʩʘ ʩʘ ʦʩʥʦʚʥʦʤ back-office 

ʙʘʟʦʤ ʬʠʥʘʥʩʠʿʩʢʦʛ ʩʠʩʪʝʤʘ, ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʜʦʙʠʣʘ ʤʦʛʫ˂ʥʦʩʪ ʜʘ ʢʦʨʠʩʪʝ ʙʨʦʿʥʝ 

ʧʨʝʜʥʦʩʪʠ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʪʦʢʦʚʘ ʫʥʫʪʘʨ ʠ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʦ ʿʝ ʟʘʧʨʘʚʦ ʠ ʦʩʥʦʚʥʘ 

ʜʝʬʠʥʠʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ - ʨʝʰʝˁʝ ʢʦʿʝ ʠʥʪʝʛʨʠʰʝ ʠʥʬʦʨʤʘʮʠʿʝ 

ʰʠʨʦʤ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ, ʪʿ. ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʮʝʣʠʥʘ, ʠʟʛʨʘʹʝʥʦ ʥʘ ʿʝʟʛʨʫ 

ʬʠʥʘʥʩʠʿʩʢʦʛ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʠʩʧʨʝʧʣʝʪʘʥʦ ʤʝʹʫʬʫʥʢʮʠʿʩʢʠʤ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ. ʅʘ ʦʚʘʿ ʥʘʯʠʥ, ʧʨʦʮʝʩ ʦʜʣʫʯʠʚʘˁʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʟʘʩʥʦʚʘʥ ʿʝ ʥʘ 

ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʥʘʩʪʘʣʠʤ ʫ ʨʝʘʣʥʦʤ ʚʨʝʤʝʥʫ, ʢʦʿʝ ʩʝ ʜʦʙʠʿʘʿʫ ʢʘʦ ʨʝʟʫʣʪʘʪ ʧʦʚʝʟʠʚʘˁʘ 

ʠ ʫʧʨʘʚˀʘˁʘ ʪʦʢʦʚʠʤʘ ʠʥʬʦʨʤʘʮʠʿʘ ʰʠʨʦʤ ʢʦʤʧʣʝʢʩʥʠʭ ʦʨʛʘʥʠʟʘʮʠʿʘ. ʀʥʪʝʛʨʘʮʠʿʘ, 

ʦʧʪʠʤʠʟʘʮʠʿʘ ʧʨʦʮʝʩʘ ʠ ʢʦʨʠʰ˂ʝˁʝ ʧʦʜʘʪʘʢʘ ʠʟ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʩʫ ʩʫʰʪʠʥʩʢʝ 

ʧʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ ʦʚʘʢʚʠʭ ʩʠʩʪʝʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʇʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʩʫ 

ʘʧʣʠʢʘʮʠʿʝ ʯʠʿʠ ʿʝ ʟʘʜʘʪʘʢ ʫʧʨʘʚˀʘˁʝ ʠ ʠʥʪʝʛʨʘʮʠʿʘ ʮʝʣʦʢʫʧʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʫʢˀʫʯʫʿʫ˂ʠ ʨʘʯʫʥʦʚʦʜʩʪʚʦ, ʬʠʥʘʥʩʠʿʝ, ʧʨʦʠʟʚʦʜˁʫ, ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ ʠ 

ʫʧʨʘʚˀʘˁʝ ʠʥʚʝʥʪʘʨʦʤ ʧʨʝʜʫʟʝ˂ʘ (Davenport, Brooks, 2004). 

ʋ ʩʚʦʿʦʿ ʜʝʬʠʥʠʮʠʿʠ ERP ʩʠʩʪʝʤʘ, Ettlie (Ettlie et al., 2005), ʧʦʨʝʜ ʪʠʧʠʯʥʠʭ 

ʤʦʜʫʣʘ ʥʘʚʦʜʝ ʠ ʯʠˁʝʥʠʮʫ ʜʘ ʩʝ ʦʚʘʢʚʠ ʩʠʩʪʝʤʠ ʦʙʠʯʥʦ ʟʘʩʥʠʚʘʿʫ ʥʘ ʠʣʠ ʠʥʪʝʛʨʠʰʫ ʩʘ 

ʨʝʣʘʮʠʦʥʠʤ ʙʘʟʘʤʘ ʠ ʜʘ ʟʘʭʪʝʚʘʿʫ ʜʝʪʘˀʥʫ ʘʥʘʣʠʟʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʦʟʙʠˀʥʫ ʦʙʫʢʫ 

ʟʘʧʦʩʣʝʥʠʭ ʢʘʦ ʠ ʥʦʚʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʜʫʨʝ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʿʝ ʦʪʚʦʨʝʥʦ ʧʦʩʝʙʥʦ ʧʦʛʣʘʚˀʝ 
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ʫ ʠʩʪʨʘʞʠʚʘˁʫ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʢʦʿʝ ʩʝ ʦʜʥʦʩʠ ʥʘ ˁʠʭʦʚʫ 

ʢʦʤʧʣʝʢʩʥʦʩʪ ʢʘʦ ʠ ʨʘʟʣʦʛʝ ʟʘʰʪʦ ʿʝ ʟʘ ˁʠʭʦʚʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʥʝʦʧʭʦʜʥʦ ʜʝʪʘˀʥʦ 

ʧʣʘʥʠʨʘˁʝ, ʧʨʝʮʠʟʥʦ ʫʧʨʘʚˀʘˁʝ ʧʨʦʿʝʢʪʦʤ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʢʘʦ ʠ ʬʣʝʢʩʠʙʠʣʥʦ 

ʫʧʨʘʚˀʘˁʝ ʠʟʤʝʥʘʤʘ ʫ ʧʨʦʿʝʢʪʫ. ʇʨʦʙʣʝʤʦʤ ʢʦʤʧʣʝʢʩʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʦʜʥʦʩʫ ʥʘ ʜʨʫʛʝ ʧʦʩʣʦʚʥʝ ʘʧʣʠʢʘʮʠʿʝ ʙʘʚʠʦ ʩʝ ʠ Moller 

(Moller, 2005), ʢʦʿʠ ʿʝ ʫ ʩʚʦʤ ʨʘʜʫ ʩʠʩʪʝʤʘʪʠʟʦʚʘʦ ʬʘʢʪʦʨʝ ʢʦʤʧʣʝʢʩʥʦʩʪʠ ʢʘʦ ʰʪʦ ʩʫ: 

1. ʚʝʣʠʢʠ ʙʨʦʿ ʠ ʭʝʪʝʨʦʛʝʥʦʩʪ ʘʢʪʝʨʘ ʫ ʪʦʢʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, 

2. ʚʠʩʦʢʠ ʪʨʦʰʢʦʚʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ ʥʝʦʧʭʦʜʥʦʩʪ ʩʪʘʣʥʠʭ ʢʦʥʩʫʣʪʘʮʠʿʘ, 

3. ʥʝʦʧʭʦʜʥʦʩʪ ʠʥʪʝʛʨʘʮʠʿʝ ʧʨʦʮʝʩʘ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʮʝʣʠʥʘ, 

4. ʥʝʦʧʭʦʜʥʦʩʪ ʢʦʥʬʠʛʫʨʘʮʠʿʝ ʩʦʬʪʚʝʨʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʥʝ ʧʨʦʮʝʩʝ, 

5. ʯʝʩʪʠ ʟʘʭʪʝʚʠ ʟʘ ʧʨʦʤʝʥʘʤʘ ʫ ʧʨʦʿʝʢʪʫ ʢʘʦ ʠ ʥʝʠʟʙʝʞʥʠ ʧʦʣʠʪʠʯʢʠ ʫʪʠʮʘʿʠ 

ʥʘ ʦʚʘʢʚʝ ʪʠʧʦʚʝ ʧʨʦʿʝʢʘʪʘ, 

6. ʟʘʭʪʝʚʥʘ ʦʙʫʢʘ ʢʦʨʠʩʥʠʢʘ ʠ ʫʧʦʟʥʘʚʘˁʝ ʩʘ ʟʘʭʪʝʚʠʤʘ ʩʦʬʪʚʝʨʘ. 

ʀ ʧʦʨʝʜ ʥʘʚʝʜʝʥʠʭ ʬʘʢʪʦʨʘ ʨʠʟʠʢʘ ʢʘʦ ʠ ʬʘʢʪʦʨʘ ʢʦʿʠ ʫʪʠʯʫ ʥʘ ʩʣʦʞʝʥʦʩʪ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, Nah (Nah et al., 2001) ʠʩʪʠʯʫ ʟʥʘʯʘʿ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ ʫ ʨʘʟʚʦʿʫ ʝʬʠʢʘʩʥʝ ʧʦʩʣʦʚʥʝ ʩʪʨʘʪʝʛʠʿʝ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʠ ʫ ʧʦʩʪʠʟʘˁʫ 

ʢʦʥʢʫʨʝʥʪʥʠʭ ʧʨʝʜʥʦʩʪʠ ʥʘ ʪʨʞʠʰʪʫ. ɳʠʭʦʚʘ ʜʝʬʠʥʠʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ ʩʝ ʙʘʟʠʨʘ ʥʘ ʩʣʝʜʝ˂ʠʤ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ: 

1. ʩʧʦʩʦʙʥʦʩʪ ʟʘ ʠʥʪʝʛʨʘʮʠʿʫ ʠ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

2. ʩʧʦʩʦʙʥʦʩʪ ʟʘ ʜʝˀʝˁʝ ʟʘʿʝʜʥʠʯʢʠʭ ʧʦʜʘʪʘʢʘ ʠ ʧʦʟʠʪʠʚʥʝ ʧʨʘʢʩʝ ʫ ʦʢʚʠʨʫ 

ʧʦʩʣʦʚʘˁʘ, 

3. ʩʧʦʩʦʙʥʦʩʪ ʟʘ ʢʨʝʠʨʘˁʝ ʠ ʧʨʠʩʪʫʧ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʨʝʘʣʥʦʤ ʚʨʝʤʝʥʫ. 

ʂʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʩʫ ʧʨʦʫʯʘʚʘʣʠ ʠ Markus ʠ 

Tanis (Markus, Tanis, 2000) ʧʨʠ ʯʝʤʫ ʩʫ ʠʟʜʚʦʿʠʣʠ ʩʣʝʜʝ˂ʝ ʘʪʨʠʙʫʪʝ ʢʘʦ ʢˀʫʯʥʝ ʟʘ 

ʧʨʝʜʫʟʝ˂ʘ ʫ ʢʦʿʠʤʘ ʩʫ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠ: 

1. ʀʥʪʝʛʨʘʮʠʿʘ ʧʦʜʘʪʘʢʘ ʰʠʨʦʤ ʯʠʪʘʚʝ ʧʦʩʣʦʚʥʝ ʦʨʛʘʥʠʟʘʮʠʿʝ, 

2. ʂʦʨʠʰ˂ʝˁʝ ʛʦʪʦʚʠʭ ʨʝʰʝˁʘ ʫʤʝʩʪʦ ʥʝʩʠʩʪʝʤʘʪʩʢʦʛ ʨʘʟʚʦʿʘ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʘʧʣʠʢʘʮʠʿʘ ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ, 

3. ʇʨʠʤʝʥʘ ʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʟʠʪʠʚʥʠʭ ʠʩʢʫʩʪʘʚʘ ʠʟ ʧʦʿʝʜʠʥʠʭ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʜʦʤʝʥʘ, 

4. ʂʨʝʠʨʘˁʝ ʦʢʨʫʞʝˁʘ ʢʦʿʝ ʦʤʦʛʫ˂ʘʚʘ ʩʧʝʮʠʬʠʯʥʝ ʠʥʪʝʛʨʘʮʠʿʝ ʠ ʟʘʭʪʝʚʝ ʟʘ 

ʦʜʨʝʹʝʥʦʤ ʘʨʭʠʪʝʢʪʫʨʦʤ ʘʧʣʠʢʘʮʠʿʘ, 

5. ʈʘʟʚʦʿ ʫ ʩʢʣʘʜʫ ʩʘ ʧʦʩʣʦʚʥʠʤ ʠ ʪʝʭʥʦʣʦʰʢʠʤ ʧʨʦʤʝʥʘʤʘ. 
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ʇʨʝʜʥʦʩʪʠ, ʦʜʥʦʩʥʦ ʜʠʨʝʢʪʥʝ ʢʦʨʠʩʪʠ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʘ ʩʪʠʯʫ ʧʨʠʤʝʥʦʤ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʩʫ ʙʨʦʿʥʝ, ʘ ʤʦʛʫ ʩʝ ʧʦʜʝʣʠʪʠ ʥʘ ʤʘʪʝʨʠʿʘʣʥʝ ʠ 

ʥʝʤʘʪʝʨʠʿʘʣʥʝ (Gargeya, Brady, 2005). ʋ ʤʘʪʝʨʠʿʘʣʥʝ ʢʦʨʠʩʪʠ ʩʚʨʩʪʘʚʘʿʫ ʩʝ: ʧʦʚʝ˂ʘˁʝ 

ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ, ʫʰʪʝʜʘ ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ, ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʥʘʨʫʯʠʚʘˁʘ, 

ʩʥʠʞʘʚʘˁʝ ʪʨʦʰʢʦʚʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ, ʩʥʠʞʘʚʘˁʝ ʪʨʦʰʢʦʚʘ ʥʘʙʘʚʢʝ, 

ʧʦʚʝ˂ʘˁʝ ʧʨʠʭʦʜʘ ʠ ʧʨʦʬʠʪʘ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʥʝʤʘʪʝʨʠʿʘʣʥʝ ʢʦʨʠʩʪʠ, ʢʦʿʝ 

ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ, ʚʠʜˀʠʚʦʩʪ ʠʥʬʦʨʤʘʮʠʿʘ, ʧʦʚʝ˂ʘʥ ʦʜʟʠʚ ʢʣʠʿʝʥʘʪʘ, 

ʠʥʪʝʛʨʘʮʠʿʘ, ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʘ, ʢʘʦ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ, ʢˀʫʯʥʠ ʩʫ 

ʬʘʢʪʦʨ ʩʪʨʘʪʝʛʠʿʘ ʨʘʩʪʘ ʤʥʦʛʠʭ ʧʨʝʜʫʟʝ˂ʘ. ʐʠʨʫ ʢʣʘʩʠʬʠʢʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʥʘ ʙʘʟʠ ʢʦʨʠʩʪʠ ʢʦʿʫ ʧʦʩʣʦʚʥʝ ʦʨʛʘʥʠʟʘʮʠʿʝ ʤʦʛʫ ʜʘ ʦʩʪʚʘʨʝ 

ˁʠʭʦʚʦʤ ʧʨʠʤʝʥʦʤ, ʜʝʬʠʥʠʩʘo je Al -Mashari (Al -Mashari et al., 2003). ʆʥʠ ʩʫ 

ʧʨʝʧʦʟʥʘʣʠ 5 ʢʘʪʝʛʦʨʠʿʘ, ʪʿ. ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʥʠʚʦʘ ʥʘ ʢʦʿʝ ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ 

ʩʠʩʪʝʤʠ ʠʤʘʿʫ ʧʦʟʠʪʠʚʘʥ ʫʪʠʮʘʿ ʠ ʪʦ: 

1. ʆʧʝʨʘʪʠʚʥʠ ʥʠʚʦ: ʇʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ 

ʩʝ ʤʘʥʠʬʝʩʪʫʿʫ ʢʨʦʟ ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ, ʩʢʨʘ˂ʠʚʘˁʝ ʧʨʦʠʟʚʦʜʥʦʛ ʮʠʢʣʫʩʘ, 

ʧʦʚʝ˂ʘˁʝ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʠ ʢʚʘʣʠʪʝʪʘ ʠ ʢʨʦʟ ʚʝ˂ʝ ʟʘʜʦʚʦˀʩʪʚʦ ʢʣʠʿʝʥʘʪʘ, 

2. ʋʧʨʘʚˀʘʯʢʠ ʥʠʚʦ: ʇʨʠʤʝʥʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʦʤʦʛʫ˂ʘʚʘ 

ʙʦˀʝ ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, ʫʥʘʧʨʝʹʫʿʝ ʧʨʦʮʝʩʝ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ 

ʠ ʧʣʘʥʠʨʘˁʘ ʢʘʦ ʠ ʫʧʨʘʚˀʘˁʝ ʧʝʨʬʦʨʤʘʥʩʘʤʘ ʧʨʝʜʫʟʝ˂ʘ,  

3. ʉʪʨʘʪʝʰʢʠ ʥʠʚʦ: ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʧʨʝʜʥʦʩʪʠ ʩʝ ʤʘʥʠʬʝʩʪʫʿʫ ʫ ʜʦʤʝʥʫ 

ʠʥʦʚʘʮʠʿʘ, ʧʦʜʨʰʢʝ ʧʦʩʣʦʚʥʦʛ ʨʘʩʪʘ ʠ ʩʪʨʘʪʝʰʢʦʛ ʫʜʨʫʞʠʚʘˁʘ, 

ʥʘʛʣʘʰʝʥʠʿʝ ʜʠʬʝʨʝʥʮʠʨʘʥʦʩʪʠ ʠ ʥʠʞʠʭ ʪʨʦʰʢʦʚʘ,  

4. ʀʊ ʠʥʬʨʘʩʪʨʫʢʪʫʨʘ: ʋ ʦʚʦʿ ʢʘʪʝʛʦʨʠʿʠ ʧʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ ʩʝ ʤʘʥʠʬʝʩʪʫʿʫ ʢʨʦʟ ʧʦʚʝ˂ʘˁʝ ʧʦʩʣʦʚʥʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ, ʩʤʘˁʝˁʘ 

ʪʨʘʥʩʘʢʮʠʦʥʠʭ ʪʨʦʰʢʦʚʘ ʠ ʫʥʘʧʨʝʹʝˁʘ ʀʊ ʢʘʧʘʮʠʪʝʪʘ, 

5. ʆʨʛʘʥʠʟʘʮʠʦʥʠ ʥʠʚʦ: ʇʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ ʪʠʯʫ ʩʝ ʨʘʟʚʦʿʘ ʧʦʩʣʦʚʥʠʭ ʚʠʟʠʿʘ, ʦʣʘʢʰʘʥʦʛ ʧʨʦʮʝʩʘ ʫʯʝˁʘ ʠ 

ʫʥʘʧʨʝʹʝʥʝ ʧʦʜʨʰʢʝ ʟʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʤʝʥʝ. 

ʂʘʜʘ ʩʝ ʛʦʚʦʨʠ ʦ ʬʫʥʢʮʠʦʥʘʣʥʠʤ ʧʨʝʜʥʦʩʪʠʤʘ ʧʨʠʤʝʥʝ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ (Davenport et al., 2004), ʠʜʝʥʪʠʬʠʢʦʚʘʥʘ ʩʫ ʪʨʠ ʢˀʫʯʥʘ 

ʧʨʦʮʝʩʘ: 
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1. ʀʥʪʝʛʨʘʮʠʿʘ ï ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʧʦʩʣʦʚʥʦʛ ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ ʢʨʝʠʨʘ 

ʩʝ ʿʝʜʠʥʩʪʚʝʥʠ ʘʤʙʠʿʝʥʪ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ ʙʦˀʫ ʠʥʪʝʛʨʘʮʠʿʫ ʧʨʦʮʝʩʘ ʠ 

ʧʦʜʘʪʘʢʘ ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ ʘ ʩʘʤʠʤ ʪʠʤ ʠ ʙʦˀʫ ʠʥʪʝʛʨʘʮʠʿʫ ʩʘ ʢʫʧʮʠʤʘ ʠ 

ʜʦʙʘʚˀʘʯʠʤʘ, 

2. ʆʧʪʠʤʠʟʘʮʠʿʘ ï ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʦʤʦʛʫ˂ʘʚʘʿʫ 

ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ ʥʘ ʦʩʥʦʚʫ ʧʦʟʠʪʠʚʥʝ ʧʨʘʢʩʝ ʫ ʧʨʝʜʫʟʝ˂ʫ, ˁʠʭʦʚʫ 

ʦʧʪʠʤʠʟʘʮʠʿʫ ʠ ʧʦʜʨʰʢʫ ʩʪʨʘʪʝʰʢʠʤ ʮʠˀʝʚʠʤʘ ʧʨʝʜʫʟʝ˂ʘ,  

3. ʀʥʬʦʨʤʠʩʘˁʝ ï ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʨʫʞʘʿʫ ʤʦʛʫ˂ʥʦʩʪ ʟʘ 

ʧʨʝʪʚʘʨʘˁʝ ʧʦʜʘʪʘʢʘ ʫ ʢʦʥʪʝʢʩʪʫʘʣʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʥʝʦʧʭʦʜʥʝ ʟʘ ʧʨʦʮʝʩ 

ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ ʠ ʘʥʘʣʠʟʫ ʧʦʩʣʦʚʘˁʘ.  

ʅʘʚʝʜʝʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʦʜ ʩʪʨʘʥʝ 

ʨʘʟʣʠʯʠʪʠʭ ʘʫʪʦʨʘ, ʧʨʝʜʩʪʘʚˀʘʿʫ ʟʘʿʝʜʥʠʯʢʝ ʝʣʝʤʝʥʪʝ ʥʘ ʦʩʥʦʚʫ ʢʦʿʠʭ ʩʝ ʤʦʞʝ 

ʢʨʝʠʨʘʪʠ ʜʝʬʠʥʠʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ. ʄʦʞʝ ʩʝ ʟʘʢˀʫʯʠʪʠ ʜʘ 

ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʠʥʪʝʛʨʠʩʘʥʘ, ʢʦʤʧʣʝʢʩʥʘ ʘʣʠ 

ʢʦʥʬʠʛʫʨʘʙʠʣʥʘ ʨʝʰʝˁʘ ʟʘʩʥʦʚʘʥʘ ʥʘ ʧʨʘʢʪʠʯʥʦʤ ʠʩʢʫʩʪʚʫ, ʢʦʿʘ ʧʦʚʝʟʫʿʫ 

ʠʥʬʦʨʤʘʮʠʿʝ ʠʟ ʩʚʠʭ (ʠʣʠ ʚʝ˂ʠʥʝ) ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʫ ʿʝʜʠʥʩʪʚʝʥ ʨʝʧʦʟʠʪʦʨʠʿʫʤ, ʫ 

ʮʠˀʫ ʧʨʫʞʘˁʘ ʧʦʜʨʰʢʝ ʩʪʨʘʪʝʰʢʠʤ, ʪʘʢʪʠʯʢʠʤ ʠ ʦʧʝʨʘʪʠʚʥʠʤ ʮʠˀʝʚʠʤʘ ʧʨʝʜʫʟʝ˂ʘ, 

ʧʨʦʮʝʩʫ ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ ʠ ʧʦʚʝʟʠʚʘˁʫ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʢʣʠʿʝʥʪʠʤʘ ʠ ʜʦʙʘʚˀʘʯʠʤʘ. 

ʇʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʠʤʘʿʫ ʟʥʘʯʘʿʘʥ ʫʪʠʮʘʿ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʧʨʝʜʫʟʝ˂ʘ ʠ 

ʧʨʦʮʝʩ ʫʧʨʘʚˀʘˁʘ ʧʨʦʤʝʥʘʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʠ ʟʘʭʪʝʚʘʿʫ ʥʘʧʨʝʜʥʫ ʀKʊ ʠʥʬʨʘʩʪʨʫʢʪʫʨʫ. 

ʊʠʧʠʯʥʠ ʧʨʠʤʝʨʠ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫʢˀʫʯʫʿʫ ʩʣʝʜʝ˂ʘ ʨʝʰʝˁʘ: 

1. ʇʣʘʥʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʨʝʩʫʨʩʘ (Enterprise resource planning ïERP) 

2. ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ (Supply Chain Management ï SCM) 

3. ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʣʠʿʝʥʪʠʤʘ (Customer Relationship Management ï

CRM) 

4. ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ (Knowledge Management ï KM) ʠ Business Intelligence 

(BI) 

ʉʚʘʢʠ ʦʜ ʥʘʚʝʜʝʥʠʭ ʤʦʜʫʣʘ ʠʣʠ ʧʨʠʤʘʨʥʠʭ ʢʘʪʝʛʦʨʠʿʘ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʩʝ ʩʘʩʪʦʿʠ ʠʣʠ ʧʦʜʨʘʟʫʤʝʚʘ ʦʜʨʝʹʝʥʝ ʧʦʜʢʘʪʝʛʦʨʠʿʝ ʢʦʿʝ ʩʫ 

ʥʘʚʝʜʝʥʠ ʫ ʪʘʙʝʣʠ:  
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ʊʘʙʝʣʘ 1: ʌʫʥʢʮʠʿʝ ʤʦʜʫʣʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ 

ʇʣʘʥʠʨʘˁʝ 

ʧʦʩʣʦʚʥʠʭ 

ʨʝʩʫʨʩʘ (ERP) 

ʌʠʥʘʥʩʠʿʝ ʠ ʨʘʯʫʥʦʚʦʜʩʪʚʦ 

ʋʧʨʘʚˀʘˁʝ ʤʘʪʝʨʠʿʘʣʠʤʘ 

ʇʣʘʥʠʨʘˁʝ ʧʨʦʠʟʚʦʜˁʝ 

ʅʘʨʫ˅ʙʝʥʠʮʝ 

ʅʘʙʘʚʢʘ 

ʌʠʥʘʥʩʠʿʩʢʘ ʢʦʥʪʨʦʣʘ 

ɼʠʩʪʨʠʙʫʮʠʿʘ/ʃʦʛʠʩʪʠʢʘ 

ʋʧʨʘʚˀʘˁʝ ʘʢʪʠʚʦʤ 

ɿʘʧʦʩʣʝʥʠ/ɲʫʜʩʢʠ ʨʝʩʫʨʩʠ 

ʋʧʨʘʚˀʘˁʝ ʢʚʘʣʠʪʝʪʦʤ 

ʆʜʨʞʘʚʘˁʝ 

ʀʩʪʨʘʞʠʚʘˁʝ ʠ ʨʘʟʚʦʿ 

ʋʧʨʘʚˀʘˁʝ 

ʦʜʥʦʩʠʤʘ ʩʘ 

ʢʣʠʿʝʥʪʠʤʘ 

(CRM)  

ʋʧʨʘʚˀʘˁʝ ʢʘʥʘʣʠʤʘ ʧʨʦʜʘʿʝ 

Call centar/Help Desk 

ʀʥʪʝʛʨʘʮʠʿʘ ʧʦʜʘʪʘʢʘ/ʉʢʣʘʜʠʰʪʝˁʝ ʧʦʜʘʪʘʢʘ 

ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ 

ʇʨʦʜʘʿʘ 

ʄʘʨʢʝʪʠʥʛ 

ʋʧʨʘʚˀʘˁʝ ʧʨʦʠʟʚʦʜʠʤʘ 

ʀʩʧʦʨʫʢʘ (ʪʨʘʥʩʧʦʨʪ, ʬʘʢʪʫʨʠʩʘˁʝ) 

ʋʧʨʘʚˀʘˁʝ 

ʣʘʥʮʠʤʘ 

ʩʥʘʙʜʝʚʘˁʘ 

(SCM) 

ʇʨʦʠʟʚʦʜˁʘ (ʥʘʨʫ˅ʙʠʥʘ, ʟʘʣʠʭʝ, ʧʨʦʠʟʚʦʜˁʘ, 

ʜʠʩʢʨʝʪʥʘ ʧʨʦʠʟʚʦʜˁʘ,ʦʙʨʘʜʘ ʥʘʨʫ˅ʙʠʥʘ, ʥʘʙʘʚʢʘ 

ʤʘʪʝʨʠʿʘʣʘ, ʢʦʥʪʨʦʣʘ ʧʨʦʠʟʚʦʜˁʝ, ʜʦʧʫʥʘ 

ʠʥʚʝʥʪʘʨʘ) 

ʇʦʚʨʘ˂ʘʿ 

ʇʣʘʥʠʨʘˁʝ (ʧʣʘʥʠʨʘˁʝ ʪʨʘʞˁʝ, ʧʦʥʫʜʝ, ʫʩʣʫʛʘ, 

ʫʢʨʰʪʘˁʝ ʧʦʥʫʜʝ ʠ ʪʨʘʞˁʝ, ʦʧʪʠʤʠʟʘʮʠʿʘ 

ʠʥʚʝʥʪʘʨʘ, ʜʠʟʘʿʥ ʤʨʝʞʝ, ʧʣʘʥʠʨʘˁʝ ʧʨʦʠʟʚʦʜˁʝ ʠ 

ʪʨʘʥʩʧʦʨʪʘ 

ʅʘʙʘʚʢʘ 

ʋʧʨʘʚˀʘˁʝ ʧʦʜʘʮʠʤʘ (XML, RFID, EDI) 

ʇʦʜʨʰʢʘ ʦʜʣʫʯʠʚʘˁʫ (ʦʧʪʠʤʠʟʘʮʠʿʘ, ʠʟʚʝʰʪʘʚʘˁʝ, 

ʤʦʜʝʣʠʨʘˁʝ, ʧʨʝʜʚʠʹʘˁʝ, ʫʧʨʘʚˀʘˁʝ ʞʠʚʦʪʥʠʤ 

ʮʠʢʣʫʩʦʤ ʧʨʦʠʟʚʦʜʘ, ʘʥʘʣʠʟʘ ʩʮʝʥʘʨʠʿʘ, ʩʠʤʫʣʘʮʠʿʝ 

ʋʥʘʧʨʝʹʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ (ʧʨʘ˂ʝˁʝ ʣʘʥʘʮʘ ʥʘʙʘʚʢʝ, 

ʘʥʘʣʠʟʘ ʧʝʨʬʦʨʤʘʥʩʠ, ʢʦʣʘʙʦʨʘʮʠʿʘ ʫʧʨʘʚˀʘˁʝ) 
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ʀʟ ʥʘʚʝʜʝʥʦʛ ʩʝ ʤʦʞʝ ʟʘʢˀʫʯʠʪʠ ʜʘ ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʦʚʝʟʫʿʫ 

ʨʘʟʣʠʯʠʪʝ ʬʫʥʢʮʠʦʥʘʣʥʝ ʦʙʣʘʩʪʠ, ʬʦʢʫʩʠʨʘʿʫ˂ʠ ʩʝ ʥʘ ʠʟʚʨʰʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʰʠʨʦʤ ʧʨʝʜʫʟʝ˂ʘ ʠ ʫʢˀʫʯʫʿʫ˂ʠ ʩʚʝ ʥʠʚʦʝ ʫʧʨʘʚˀʘˁʘ. ɼʝʪʘˀʥʦʤ ʢʦʦʨʜʠʥʘʮʠʿʦʤ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʠʥʪʝʛʨʠʩʘˁʝʤ ʛʨʫʧʘ ʧʨʦʮʝʩʘ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʯʠʥʝ 

ʧʨʝʜʫʟʝ˂ʘ ʬʣʝʢʩʠʙʠʣʥʠʿʠʤ ʠ ʧʨʦʜʫʢʪʠʚʥʠʿʠʤ. ʉʚʘʢʠ ʦʜ ʥʘʚʝʜʝʥʠʭ ʤʦʜʫʣʘ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʠʥʪʝʛʨʠʰʝ ʦʜʨʝʹʝʥʠ ʙʨʦʿ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ ʬʫʥʢʮʠʿʘ ʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʮʝʣʠʥʝ. ʋ ʧʠʪʘˁʫ 

ʩʫ ʧʨʦʮʝʩʠ ʢʦʿʠ ʩʝ ʨʘʩʧʨʦʩʪʠʨʫ ʢʨʦʟ ʯʠʪʘʚʫ ʧʦʩʣʦʚʥʫ ʦʨʛʘʥʠʟʘʮʠʿʫ, ʘʣʠ ʠ ʧʨʦʮʝʩʠ ʢʦʿʠ 

ʧʨʝʜʫʟʝ˂ʝ ʧʦʚʝʟʫʿʫ ʩʘ ʦʢʨʫʞʝˁʝʤ ï ʧʦʪʨʦʰʘʯʠʤʘ, ʜʦʙʘʚˀʘʯʠʤʘ ʠ ʜʨʫʛʠʤ ʢˀʫʯʥʠʤ 

ʧʘʨʪʥʝʨʠʤʘ. 

1.1.1. ʄʦʜʫʣ ʟʘ ʧʣʘʥʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʨʝʩʫʨʩʘ (ERP) 

ʄʦʜʫʣ ʟʘ ʧʣʘʥʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʨʝʩʫʨʩʘ (ERP) ʠʥʪʝʛʨʠʰʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʫ 

ʦʢʚʠʨʫ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ (ʧʨʦʠʟʚʦʜˁʝ, ʬʠʥʘʥʩʠʿʘ ʠ ʨʘʯʫʥʦʚʦʜʩʪʚʘ, 

ʧʨʦʜʘʿʝ, ʤʘʨʢʝʪʠʥʛʘ ʠ ʫʧʨʘʚˀʘˁʘ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ) ʫ ʿʝʜʠʥʩʪʚʝʥʠ ʩʦʬʪʚʝʨʩʢʠ 

ʩʠʩʪʝʤ (Laudon, Laudon, 2012). ʋ ʧʠʪʘˁʫ ʿʝ ʩʠʩʪʝʤ ʟʘʩʥʦʚʘʥ ʥʘ ʠʥʪʝʛʨʠʩʘʥʠʤ 

ʩʦʬʪʚʝʨʩʢʠʤ ʤʦʜʫʣʠʤʘ ʠ ʮʝʥʪʨʘʣʥʦʿ ʙʘʟʠ ʧʦʜʘʪʘʢʘ. ʀʥʬʦʨʤʘʮʠʿʝ ʢʦʿʝ ʙʠ ʠʥʘʯʝ 

ʝʛʟʠʩʪʠʨʘʣʝ ʫ ʦʢʚʠʨʫ ʚʠʰʝ ʨʘʟʣʠʯʠʪʠʭ ʩʠʩʪʝʤʘ, ʟʘʭʚʘˀʫʿʫ˂ʠ ERP ʤʦʜʫʣʫ ʯʫʚʘʿʫ ʩʝ ʫ 

ʿʝʜʠʥʩʪʚʝʥʦʤ ʨʝʧʦʟʠʪʦʨʠʿʫʤʫ ʧʦʜʘʪʘʢʘ, ʦʜʘʢʣʝ ʠʭ ʤʦʛʫ ʫʧʦʪʨʝʙˀʘʚʘʪʠ ʘʧʣʠʢʘʮʠʿʝ ʢʦʿʝ 

ʧʦʜʨʞʘʚʘʿʫ ʮʝʣʦʢʫʧʥʝ ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. ʂʘʜʘ ʥʦʚʘ ʠʥʬʦʨʤʘʮʠʿʘ ʫʹʝ ʫ 

ʩʠʩʪʝʤ, ʦʥʘ ʿʝ ʘʫʪʦʤʘʪʩʢʠ ʨʘʩʧʦʣʦʞʠʚʘ ʟʘ ʩʚʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʋ ʪʦʤ ʩʤʠʩʣʫ ʩʝ ʤʦʞʝ 

ʪʚʨʜʠʪʠ ʜʘ ʿʝ ERP Ăʧʘʢʝʪ ʧʦʩʣʦʚʥʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʩʠʩʪʝʤʘ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ 

ʘʫʪʦʤʘʪʠʟʦʚʘˁʝ ʠ ʠʥʪʝʛʨʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʨʘʟʤʝʥʫ ʟʘʿʝʜʥʠʯʢʠʭ 

ʧʦʜʘʪʘʢʘ ʠ ʧʨʘʢʩʝ ʢʘʦ ʠ ʧʨʦʠʟʚʦʜˁʫ ʠ ʧʨʠʩʪʫʧ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʨʝʘʣʥʦʤ ʚʨʝʤʝʥʫñ 

(Marnewick, Labuschagne, 2005). ʆʩʥʦʚʥʠ ʮʠ ˀ ERP ʩʠʩʪʝʤʘ ʿʝ ʜʘ ʩʝ ʠʥʬʦʨʤʘʮʠʿʘ ʫ 

ʧʦʩʣʦʚʥʠ ʩʠʩʪʝʤ ʫʥʦʩʠ ʩʘʤʦ ʿʝʜʥʦʤ. ɼʚʝ ʢˀʫʯʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ERP ʩʠʩʪʝʤʘ, ʢʦʿʝ ʩʝ 

ʥʘ ʦʩʥʦʚʫ ʠʟʥʝʪʠʭ ʜʝʬʠʥʠʮʠʿʘ ʤʦʛʫ ʧʨʝʧʦʟʥʘʪʠ ʿʝʩʫ ˁʝʛʦʚʘ ʩʧʦʩʦʙʥʦʩʪ ʠʥʪʝʛʨʘʮʠʿʝ ʠ 

ʩʧʦʩʦʙʥʦʩʪ ʦʙʣʠʢʦʚʘˁʘ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ (Hald, Mouritsen, 2012). ɿʘʪʦ ʩʝ ERP 

ʤʦʞʝ ʦʧʠʩʘʪʠ ʢʘʦ ʤʦʜʫʣʘʨʠʟʦʚʘʥʘ ʧʦʣʫʘʫʪʦʤʘʪʩʢʘ ʙʘʟʘ ʧʦʜʘʪʘʢʘ ʢʦʿʘ ʧʫʪʝʤ 

ʨʝʧʨʝʟʝʥʪʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʠʩʧʫˁʘʚʘ ʢʦʥʢʨʝʪʥʝ ʧʦʪʨʝʙʝ ʨʘʟʣʠʯʠʪʠʭ 

ʬʫʥʢʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʢʘʦ ʰʪʦ ʠ ʧʦʚʝʟʫʿʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʬʫʥʢʮʠʿʝ ʢʦʿʝ ʩʫ ʬʠʟʠʯʢʠ 

ʨʘʟʜʚʦʿʝʥʝ. 
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ʉʚʘʢʘ ʦʜ ʥʘʚʝʜʝʥʠʭ ʬʫʥʢʮʠʿʘ (ʬʠʥʘʥʩʠʿʝ, ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, 

ʧʨʦʜʘʿʘ, ʤʘʨʢʝʪʠʥʛ) ʩʝ ʩʘʩʪʦʿʠ ʠʟ ʚʠʰʝ ʤʦʜʫʣʘ ʢʘʦ ʰʪʦ ʿʝ ʧʨʠʢʘʟʘʥʦ ʫ ʪʘʙʝʣʠ ʙʨ. 2.  

ʊʘʙʝʣʘ 2: ʇʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ ʧʦʜʨʞʘʥʝ ʩʠʩʪʝʤʦʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ 

ʌʠʥʘʥʩʠʿʝ ʋʧʨʘʚˀʘˁʝ 

ˀʫʜʩʢʠʤ 

ʨʝʩʫʨʩʠʤʘ 

ʆʧʝʨʘʪʠʚʘ ʠ 

ʣʦʛʠʩʪʠʢʘ 

ʇʨʦʜʘʿʘ ʠ 

ʤʘʨʢʝʪʠʥʛ 

 
   

ʇʦʪʨʘʞʠʚʘˁʘ ʠ 

ʦʙʘʚʝʟʝ 

ʈʘʯʫʥʦʚʦʜʩʪʚʦ 

ʨʘʜʥʠʭ ʩʘʪʠ 

ʋʧʨʘʚˀʘˁʝ 

ʠʥʚʝʥʪʘʨʦʤ 

ʋʧʨʘʚˀʘˁʝ 

ʥʘʨʫ˅ʙʠʥʘ 

ʈʘʯʫʥʦʚʦʜʩʪʚʦ 

ʘʢʪʠʚʝ 

ɿʘʨʘʜʝ ʇʣʘʥʠʨʘˁʝ ʥʘʙʘʚʢʝ 

ʤʘʪʝʨʠʿʘʣʘ  

ʎʝʥʝ 

ʇʨʝʜʚʠʹʘˁʝ ʪʦʢʦʚʘ 

ʥʦʚʮʘ 

ʇʣʘʥʠʨʘˁʝ 

ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ 

ʆʜʨʞʘʚʘˁʝ ʧʦʛʦʥʘ 

 

ʋʧʨʘʚˀʘˁʝ 

ʧʨʦʜʘʿʦʤ 

ʈʘʯʫʥʦʚʦʜʩʪʚʦ 

ʪʨʦʰʢʦʚʘ 

ʇʫʪʥʠ ʪʨʦʰʢʦʚʠ ʇʣʘʥʠʨʘˁʝ 

ʧʨʦʠʟʚʦʜˁʝ 

ʇʣʘʥʠʨʘˁʝ ʧʨʦʜʘʿʝ 

ʀʟʚʨʰʥʠ 

ʠʥʬʦʨʤʘʮʠʦʥʠ 

ʩʠʩʪʝʤʠ 

 ʋʧʨʘʚˀʘˁʝ 

ʧʨʦʿʝʢʪʠʤʘ 

 

ʌʠʥʘʥʩʠʿʩʢʘ 

ʢʦʥʩʦʣʠʜʘʮʠʿʘ 

 ʅʘʙʘʚʢʘ  

ɻʣʘʚʥʘ ʢˁʠʛʘ  ʋʧʨʘʚˀʘˁʝ 

ʢʚʘʣʠʪʝʪʦʤ 

 

ɸʥʘʣʠʟʘ 

ʧʨʦʬʠʪʘʙʠʣʥʦʩʪʠ 

 ʀʩʧʦʨʫʢʘ  

ʉʪʘʥʜʘʨʜʥʠ 

ʪʨʦʰʢʦʚʠ 

 ɽʚʘʣʫʘʮʠʿʘ 

ʧʨʦʜʘʚʘʮʘ 

 

ʅʘ ʧʨʠʤʝʨ, ʬʫʥʢʮʠʿʘ ʬʠʥʘʥʩʠʿʘ ʤʦʞʝ ʜʘ ʩʘʜʨʞʠ ʤʦʜʫʣʝ ʟʘ ʨʘʯʫʥʦʚʦʜʩʪʚʦ ʠ ʬʠʥʘʥʩʠʿʝ, 

ʢʘʦ ʰʪʦ ʩʫ ʧʦʪʨʘʞʠʚʘˁʘ ʠ ʦʙʘʚʝʟʝ, ʨʘʯʫʥʦʚʦʜʩʪʚʦ ʪʨʦʰʢʦʚʘ ʠ ʧʨʝʜʚʠʹʘˁʝ ʪʦʢʦʚʘ 

ʥʦʚʮʘ. ʌʫʥʢʮʠʿʘ ʫʧʨʘʚˀʘˁʘ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ ʫʢˀʫʯʫʿʝ ʧʨʘ˂ʝˁʝ ʨʘʜʥʦʛ ʚʨʝʤʝʥʘ ʢʘʦ 

ʠ ʠʩʧʣʘʪʫ ʟʘʨʘʜʘ. ʆʧʝʨʘʪʠʚʥʝ ʬʫʥʢʮʠʿʝ ʠ ʬʫʥʢʮʠʿʝ ʣʦʛʠʩʪʠʢʝ ʤʦʛʫ ʜʘ ʩʝ ʦʜʥʦʩʝ ʥʘ 

ʫʧʨʘʚˀʘˁʝ ʠʥʚʝʥʪʘʨʦʤ, ʧʣʘʥʠʨʘˁʝ ʥʘʙʘʚʢʝ ʤʘʪʝʨʠʿʘʣʘ ʢʘʦ ʠ ʫʧʨʘʚˀʘˁʝ ʟʘʭʪʝʚʠʤʘ ʟʘ 

ʥʘʙʘʚʢʘʤʘ. ʌʫʥʢʮʠʿʝ ʧʨʦʜʘʿʝ ʠ ʤʘʨʢʝʪʠʥʛʘ ʤʦʛʫ ʜʘ ʦʙʫʭʚʘʪʘʿʫ ʫʧʨʘʚˀʘˁʝ ʥʘʨʫ˅ʙʠʥʘʤʘ 

ʢʘʦ ʠ ʧʣʘʥʠʨʘˁʝ ʧʨʦʜʘʿʝ. ʋ ʧʨʠʥʮʠʧʫ, ERP ʩʠʩʪʝʤʠ ʧʦʢʨʠʚʘʿʫ ʩʚʝ ʘʢʪʠʚʥʦʩʪʠ 

ʢʘʣʢʫʣʘʮʠʿʝ ʠ ʮʝʥʪʨʘʣʠʟʘʮʠʿʝ ʧʦʜʘʪʘʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʢʘʦ ʠ ʫʢʣʘˁʘˁʘ ʥʝʢʦʥʟʠʩʪʝʥʪʦʩʪʠ 

ʠ ʥʝʧʦʢʣʘʧʘˁʘ ʠʟʤʝʹʫ ʧʦʜʘʪʘʢʘ (Olson, 2004). 

ʅʘʯʠʥʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʢʘʦ ʠ ʤʦʜʫʣʠ ʢʦʿʠ ʩʝ ʠʤʧʣʝʤʝʥʪʠʨʘʿʫ ʫ ʦʢʚʠʨʫ ERP 

ʩʠʩʪʝʤʘ ʚʘʨʠʨʘʿʫ ʟʘʚʠʩʥʦ ʦʜ ʟʝʤˀʝ ʫ ʢʦʿʦʿ ʩʝ ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ 

ʢʦʨʠʩʪʝ. ʊʘʢʦ ʥʘ ʧʨʠʤʝʨ Mabert (Mabert et al., 2000) je, ʥʘ ʦʩʥʦʚʫ ʠʩʪʨʘʞʠʚʘˁʘ 
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ʩʧʨʦʚʝʜʝʥʠʭ ʥʘʜ ʢʦʨʠʩʥʠʮʠʤʘ ERP ʩʠʩʪʝʤʘ, ʟʘʢˀʫʯʠo ʜʘ ʩʝ ʫ ʉɸɼ ʥʘʿʚʠʰʝ 

ʠʤʧʣʝʤʝʥʪʠʨʘʿʫ ʤʦʜʫʣʠ ʟʘ ʬʠʥʘʥʩʠʿʝ ʠ ʨʘʯʫʥʦʚʦʜʩʪʚʦ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ ʫ ʐʚʝʜʩʢʦʿ ʩʫ 

ʪʦ ʤʦʜʫʣʠ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʣʘʥʠʨʘˁʝ ʧʨʦʠʟʚʦʜˁʝ, ʧʨʘ˂ʝˁʝ ʥʘʣʦʛʘ ʠ ʥʘʙʘʚʢʫ 

ʤʘʪʝʨʠʿʘʣʘ (Olhager, Selldin, 2003), ʜʦʢ ʩʫ ʫ ʂʦʨʝʿʠ ʥʘʿʟʘʩʪʫʧˀʝʥʠʿʠ ʤʦʜʫʣʠ time-to-

customer ʧʨʦʮʝʩʘ (Katerattanakul, 2006). ʀʩʪʘ ʠʩʪʨʘʞʠʚʘˁʘ ʩʫ ʧʦʢʘʟʘʣʘ ʜʘ ʩʝ ʫ 

ʦʨʛʘʥʠʟʘʮʠʿʘʤʘ ʫ ʐʚʝʜʩʢʦʿ ʠʤʧʣʝʤʝʥʪʠʨʘ ʫ ʧʨʦʩʝʢʫ ʚʠʰʝ ʤʦʜʫʣʘ ʢʘʦ ʠ ʜʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʦʚʠʭ ʤʦʜʫʣʘ ʜʦʚʦʜʠ ʜʦ ʧʦʙʦˀʰʘˁʘ ʜʦʩʪʫʧʥʦʩʪʠ, ʙʨʟʠʥʝ ʧʨʦʪʦʢʘ ʢʘʦ 

ʠ ʢʚʘʣʠʪʝʪʘ ʠʥʬʦʨʤʘʮʠʿʘ ʧʨʠ ʯʝʤʫ ʪʨʦʰʢʦʚʠ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʦʩʪʘʿʫ ʠʩʪʠ 

ʠ ʪʦ ʫ ʩʚʠʤ ʟʝʤˀʘʤʘ ʫ ʢʦʿʠʤʘ ʩʫ ʠʩʪʨʘʞʠʚʘˁʘ ʩʧʨʦʚʝʜʝʥʘ.  

ʉ ʦʙʟʠʨʦʤ ʜʘ ʿʝ ʨʝʯ ʦ ʩʠʩʪʝʤʫ ʠʥʪʝʛʨʠʩʘʥʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʤʦʜʫʣʘ ʩʘ ʮʝʥʪʨʘʣʥʦʤ 

ʙʘʟʦʤ ʧʦʜʘʪʘʢʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʬʫʥʢʮʠʦʥʘʣʥʠʤ 

ʦʙʣʘʩʪʠʤʘ ʰʠʨʦʤ ʧʨʝʜʫʟʝ˂ʘ, ʢʨʝʠʨʘˁʝ ERP ʩʦʬʪʚʝʨʘ ʤʦʨʘ ʙʠʪʠ ʟʘʩʥʦʚʘʥʦ ʥʘ 

ʧʨʝʜʝʬʠʥʠʩʘʥʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ ʦʜʨʘʞʘʚʘʿʫ ʥʘʿʙʦˀʫ ʧʦʩʣʦʚʥʫ ʧʨʘʢʩʫ. 

ʇʨʝʤʘ ʪʦʤʝ, ʧʨʝ ʩʘʤʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʥʝʦʧʭʦʜʥʦ ʿʝ ʜʘ ʧʨʝʜʫʟʝ˂ʘ ʦʙʘʚʝ ʩʝʣʝʢʮʠʿʫ 

ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʢʦʿʝ ˂ʝ ʧʦʩʪʦʿʘʪʠ ʫ ʩʠʩʪʝʤʫ ʠ ʜʘ ʥʘ ʦʩʥʦʚʫ ʪʦʛʘ ʠʟʚʨʰʝ ʤʘʧʠʨʘˁʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʤʘ ʧʨʝʜʝʬʠʥʠʩʘʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʩʦʬʪʚʝʨʫ. ʇʨʠʣʘʛʦʹʘʚʘˁʘ 

ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ ʢʦʥʢʨʝʪʥʦʤ ʥʘʯʠʥʫ ʦʨʛʘʥʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʪʝʞʘʢ ʠ 

ʢʦʤʧʣʝʢʩʘʥ ʟʘʜʘʪʘʢ, ʛʜʝ ʩʝ ʯʝʩʪʦ ʜʝʰʘʚʘ ʜʘ ʢʦʤʧʣʝʢʩʘʥ ʠ ʝʢʩʪʝʥʟʠʚʘʥ ʥʘʯʠʥ 

ʦʨʛʘʥʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫʪʠʯʝ ʥʘ ʜʝʛʨʘʜʘʮʠʿʫ ʩʠʩʪʝʤʩʢʠʭ ʧʝʨʬʦʨʤʘʥʩʠ, 

ʢʦʤʧʨʦʤʠʪʫʿʫ˂ʠ ʪʘʢʦ ʠʥʪʝʛʨʘʮʠʿʫ ʧʨʦʮʝʩʘ ʠ ʠʥʬʦʨʤʘʮʠʿʘ ʢʦʿʘ ʿʝ ʦʩʥʦʚʥʘ ʧʨʝʜʥʦʩʪ 

ERP ʩʠʩʪʝʤʘ. ɿʘʪʦ ʿʝ ʧʦʥʝʢʘʜ ʧʦʪʨʝʙʥʦ ʜʘ ʠ ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʤʝʥʝ ʥʘʯʠʥ ʦʨʛʘʥʠʟʘʮʠʿʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʢʘʢʦ ʙʠ ʩʝ ʧʨʠʣʘʛʦʜʠʣʘ ʟʘʭʪʝʚʠʤʘ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ. ʋ ʪʦʤ 

ʩʤʠʩʣʫ, ʧʨʦʮʝʩ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ERP ʩʠʩʪʝʤʘ ʦʙʫʭʚʘʪʘ ʩʣʝʜʝ˂ʝ ʬʘʟʝ: 

1. ʌʘʟʘ ʩʢʨʠʥʠʥʛʘ, ʢʦʿʘ ʧʨʝʜʩʪʘʚˀʘ ʥʘʿʚʘʞʥʠʿʫ ʠ ʚʨʝʤʝʥʩʢʠ ʥʘʿʟʘʬʪʝʚʥʠʿʫ 

ʬʘʟʫ, ʫ ʢʦʿʦʿ ʧʨʝʜʫʟʝ˂ʝ, ʥʘ ʦʩʥʦʚʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʧʨʦʮʝˁʫʿʝ ʨʘʟʣʠʯʠʪʝ ʘʣʪʝʨʥʘʪʠʚʝ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ; 

2. ʌʘʟʘ ʩʝʣʝʢʮʠʿʝ, ʫ ʢʦʿʦʿ ʩʝ ʥʘ ʦʩʥʦʚʫ ʥʝʢʦʣʠʢʦ ʢˀʫʯʥʠʭ ʢʨʠʪʝʨʠʿʫʤʘ 

(ʬʫʥʢʮʠʦʥʘʣʥʘ ʩʘʛʣʘʩʥʦʩʪ ʩʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʬʣʝʢʩʠʙʠʣʥʦʩʪ, ʙʨʟʠʥʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ ʣʘʢʦ˂ʘ ʫʧʦʪʨʝʙʝ, ʪʨʦʰʢʦʚʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʧʨʠʤʝˁʝʥʘ 

ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʫʩʣʦʚʠ ʦʜʨʞʘʚʘˁʘ) ʦʙʘʚˀʘ ʝʚʘʣʫʘʮʠʿʘ ʧʦʪʝʥʮʠʿʘʣʥʠʭ ʨʝʰʝˁʘ 

ERP ʩʠʩʪʝʤʘ; 

3. ʌʘʟʘ ʧʨʝʜ-ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʢʦʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʜʝʪʘˀʥʦ ʧʣʘʥʠʨʘˁʝ, 

ʧʦʩʪʘʚˀʘˁʝ ʢʦʥʨʝʪʥʠʭ ʨʦʢʦʚʘ, ʧʨʠʧʨʝʤʫ ʤʦʜʝʣʘ ERP ʩʠʩʪʝʤʘ ʢʦʿʠ ˂ʝ 
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ʦʙʫʭʚʘʪʠʪʠ ʩʚʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʦʥʘʣʥʦʩʪʠ, ʨʝ-ʠʥʞʝˁʝʠʨʥʛ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ, ʧʨʠʧʨʝʤʫ ʧʨʦʪʦʪʠʧʘ ʠ ʩʠʤʫʣʘʮʠʿʫ ʨʝʘʣʥʠʭ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ 

ʫʟ ʨʝʰʘʚʘˁʝ ʩʚʠʭ ʣʦʛʠʩʪʠʯʢʠʭ ʧʨʦʙʣʝʤʘ ʢʦʿʠ ʩʝ ʪʦʤ ʧʨʠʣʠʢʦʤ ʧʦʿʘʚˀʫʿʫ; 

4. ʌʘʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ ʪʝʩʪʠʨʘˁʘ, ʢʦʿʘ ʫʢˀʫʯʫʿʝ ʠ ʧʨʦʬʝʩʠʦʥʘʣʥʫ ʦʙʫʢʫ 

ʟʘʧʦʩʣʝʥʠʭ ʟʘ ʫʧʦʪʨʝʙʫ ʠ ʦʜʨʞʘʚʘˁʝ ʩʠʩʪʝʤʘ. 

ʅʘʿʥʦʚʠʿʘ ʠʩʪʨʘʞʠʚʘˁʘ ʪʨʞʠʰʪʘ (Pang et al., 2012) ʧʦʢʘʟʫʿʫ ʜʘ ʚʦʜʝ˂ʠʭ 10 

ʧʨʦʠʟʚʦʹʘʯʘ ERP ʩʦʬʪʚʝʨʘ ʧʦʢʨʠʚʘ 64% ʩʚʝʪʩʢʦʛ ʪʨʞʠʰʪʘ ʦʚʦʛ ʧʨʦʠʟʚʦʜʘ, ʦʜ ʢʦʿʠʭ ʩʫ 

ʥʘʿʚʝ˂ʠ: SAP (25%), Oracle (13%), Sage ʠ Inform (ʧʦ 6%) ʠ Microsoft (5%) (ʩʣʠʢʘ 1). 

ʆʩʪʚʘʨʝʥʠ ʧʨʠʭʦʜ ʥʘ ʪʨʞʠʰʪʫ ERP ʩʦʬʪʚʝʨʘ ʧʨʦʮʝˁʫʿʝ ʩʝ ʥʘ 24,5 ʤʠʣʠʿʘʨʜʠ ʜʦʣʘʨʘ, 

ʠʘʢʦ ʿʝ ʫʩʣʝʜ ʢʨʠʟʥʠʭ ʦʢʦʣʥʦʩʪʠ ʨʘʩʪ ʦʚʦʛ ʪʨʞʠʰʪʘ ʠʟʥʦʩʠʦ ʩʘʤʦ 2.2% ʫ 2012. ʛʦʜʠʥʠ. 

 

ʉʣʠʢʘ 1: ʋʜʝʦ ʩʚʝʪʩʢʠʭ ʧʨʦʠʟʚʦʹʘʯʘ ERP ʩʦʬʪʚʝʨʘ ʥʘ ʪʨʞʠʰʪʫ 

ʇʨʝʜʥʦʩʪʠ ʫʚʦʹʝˁʘ ERP ʤʦʜʫʣʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʩʫ 

ʤʥʦʛʦʙʨʦʿʥʝ, ʦ ʯʝʤʫ ʩʚʝʜʦʯʠ ʦʙʠʤʥʘ ʣʠʪʝʨʘʪʫʨʘ ʦ ʜʦʧʨʠʥʦʩʠʤʘ ERP ʩʠʩʪʝʤʘ 

ʧʝʨʬʦʨʤʘʥʩʘʤʘ ʧʨʝʜʫʟʝ˂ʘ (Hald, Mouritsen, 2012). ʋ ʚʝʣʠʢʦʤ ʙʨʦʿʫ ʠʩʪʨʘʞʠʚʘˁʘ 

ʥʘʛʣʘʰʘʚʘ ʩʝ ʩʧʦʩʦʙʥʦʩʪ ERP ʩʠʩʪʝʤʘ ʜʘ ʫʩʤʝʨʘʚʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʮʝʩʝ ʫ ʞʝˀʝʥʦʤ 

ʩʤʝʨʫ, ʯʠʤʝ ʩʝ ʧʦʩʪʠʞʫ ʠʣʠ ʜʠʨʝʢʪʥʠ ʬʠʥʘʥʩʠʿʩʢʠ ʝʬʝʢʪʠ ʠ ʝʬʝʢʪʠ ʨʘʮʠʦʥʘʣʠʟʘʮʠʿʝ, 

ʠʣʠ ʠʥʜʠʨʝʢʪʥʦ ʚʨʝʤʝʥʦʤ ʢʨʝʠʨʘʿʫ ʥʦʚʝ ʧʦʩʣʦʚʥʝ ʤʦʛʫ˂ʥʦʩʪʠ. ɳʠʭʦʚʘ ʢˀʫʯʥʘ ʫʣʦʛʘ ʫ 

ʧʦʚʝ˂ʘˁʫ ʚʨʝʜʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʦʛʣʝʜʘ ʩʝ ʫ ʫʥʘʧʨʝʹʝˁʫ ʦʧʝʨʘʪʠʚʥʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ 

ʦʙʝʟʙʝʹʝˁʫ ʢʦʤʧʣʝʪʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʟʘ ʜʦʥʦʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ. ʋ ʧʨʝʜʫʟʝ˂ʠʤʘ 

ʩʘ ʚʝʣʠʢʠʤ ʙʨʦʿʝʤ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ERP ʩʠʩʪʝʤʠ ʠʤʘʿʫ ʫʣʦʛʫ ʫʚʦʹʝˁʘ 

ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʭ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʯʠʤʝ ʩʝ ʧʦʩʪʠʞʝ ʢʨʝʠʨʘˁʝ ʿʝʜʠʥʩʪʚʝʥʠʭ 

ʤʦʜʝʣʘ ʬʫʥʢʮʠʦʥʠʩʘˁʘ ʧʦʩʣʦʚʥʠʭ ʦʨʛʘʥʠʟʘʮʠʿʘ ʰʠʨʦʤ ʩʚʝʪʘ. ERP ʩʠʩʪʝʤʠ ʧʨʫʞʘʿʫ 
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ʜʨʘʛʦʮʝʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʦʛ ʦʜʣʫʯʠʚʘˁʘ, ʩ ʦʙʟʠʨʦʤ ʜʘ ʧʨʫʞʘʿʫ 

ʪʨʝʥʫʪʥʠ ʫʚʠʜ ʫ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʧʨʦʜʘʿʠ, ʟʘʣʠʭʘʤʘ, ʧʨʦʠʟʚʦʜˁʠ, ʥʘ ʦʩʥʦʚʫ ʢʦʿʠʭ ʩʝ 

ʤʦʛʫ ʢʨʝʠʨʘʪʠ ʧʨʝʮʠʟʥʝ ʧʨʦʛʥʦʟʝ ʙʫʜʫ˂ʠʭ ʢʨʝʪʘˁʘ ʦʚʠʭ ʚʝʣʠʯʠʥʘ. ERP ʩʠʩʪʝʤʠ ʥʫʜʝ 

ʘʥʘʣʠʪʠʯʢʝ ʘʣʘʪʝ ʧʦʤʦ˂ʫ ʢʦʿʠʭ ʩʝ ʥʘ ʦʩʥʦʚʫ ʧʨʠʢʫʧˀʝʥʠʭ ʧʦʜʘʪʘʢʘ ʫ ʩʠʩʪʝʤʫ ʤʦʛʫ 

ʧʨʦʮʝˁʠʚʘʪʠ ʫʢʫʧʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʝʨʬʦʨʤʘʥʩʝ. ʉʪʘʥʜʘʨʜʠʟʦʚʘʥʝ ʜʝʬʠʥʠʮʠʿʝ ʠ 

ʬʦʨʤʘʪʝ ERP ʩʠʩʪʝʤʘ ʧʨʠʭʚʘʪʘʿʫ ʩʚʝ ʧʦʿʝʜʠʥʘʯʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʠʮʝ ʠ ʪʫʤʘʯʝ ʠʭ 

ʥʘ ʠʩʪʠ ʥʘʯʠʥ. ʊʘʢʦ ʿʝ ʤʦʛʫ˂ʝ ʫʪʚʨʜʠʪʠ ʥʦʚʠ ʦʩʪʚʘʨʝʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʧʨʦʬʠʪʘʙʠʣʥʦʩʪ ʧʦʿʝʜʠʥʘʯʥʠʭ ʧʨʦʠʟʚʦʜʘ, ʪʨʦʰʢʦʚʝ 

ʮʝʣʦʢʫʧʥʦʛ ʧʦʩʣʦʚʘˁʘ. 

ʉʘ ʜʨʫʛʝ ʩʪʨʘʥʝ, ERP ʩʠʩʪʝʤʠ ʤʦʛʫ ʠʩʧʦˀʘʚʘʪʠ ʠ ʦʜʨʝʹʝʥʘ ʦʛʨʘʥʠʯʝˁʘ, ʪʿ. ʫ 

ʣʠʪʝʨʘʪʫʨʠ ʩʫ ʧʨʝʧʦʟʥʘʪʠ ʠ ʥʝʛʘʪʠʚʥʠ ʝʬʝʢʪʠ ʦʚʘʢʚʠʭ ʨʝʰʝˁʘ. ʅʘʠʤʝ, ʫʢʦʣʠʢʦ ʩʝ 

ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʫ ʧʨʝʜʫʟʝ˂ʫ ʢʦʨʠʩʪʝ ʠʩʢˀʫʯʠʚʦ ʢʘʦ ʘʣʘʪ ʥʘʤʝˁʝʥ ʠʩʢˀʫʯʠʚʦ 

ʟʘʜʦʚʦˀʝˁʫ ʧʦʪʨʝʙʘ ʥʘʿʚʠʰʠʭ ʥʠʚʦʘ ʤʝʥʘ˅ʤʝʥʪʘ ʠ ʠʩʪʦʚʨʝʤʝʥʦʿ ʢʦʥʪʨʦʣʠ ʧʦʥʘʰʘˁʘ 

ʟʘʧʦʩʣʝʥʠʭ, ʪʦ ˂ʝ ʥʝʛʘʪʠʚʥʦ ʫʪʠʮʘʪʠ ʥʘ ʤʦʪʠʚʘʮʠʿʫ ʟʘʧʦʩʣʝʥʠʭ, ʧʦʨʘʩʪ ˁʠʭʦʚʦʛ 

ʥʝʟʘʜʦʚʦˀʩʪʚʘ ʠ ʦʛʨʘʥʠʯʝˁʝ ʠʥʦʚʘʪʠʚʥʦʛ ʧʦʥʘʰʘˁʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ERP ʤʦʞʝ 

ʦʛʨʘʥʠʯʘʚʘʪʠ ʧʨʝʜʫʟʝ˂ʝ ʫ ʜʦʥʦʰʝˁʫ ʠʥʬʦʨʤʠʩʘʥʠʭ ʦʜʣʫʢʘ ʠ ʩʤʘˁʠʪʠ ʦʨʛʘʥʠʟʘʮʠʦʥʝ 

ʧʝʨʬʦʨʤʘʥʩʝ. ʋ ʣʠʪʝʨʘʪʫʨʠ ʩʝ ʤʦʛʫ ʠʜʝʥʪʠʬʠʢʦʚʘʪʠ ʪʨʠ ʥʘʯʠʥʘ ʥʘ ʢʦʿʠ ERP ʩʠʩʪʝʤʠ 

ʤʦʛʫ ʧʨʝʜʩʪʘʚˀʘʪʠ ʦʛʨʘʥʠʯʘʚʘʿʫ˂ʠ ʬʘʢʪʦʨ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʝʬʠʢʘʩʥʦʩʪʠ (Hald, 

Mouritsen, 2012): 

1.  ʆʛʨʘʥʠʯʘʚʘˁʝ ʤʦʛʫ˂ʥʦʩʪʠ ʧʦʚʝʟʠʚʘˁʘ ʩʘ ʦʢʨʫʞʝˁʝʤ: ʚʠʩʦʢʠ ʪʨʦʰʢʦʚʠ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʦʚʠʭ ʩʠʩʪʝʤʘ ʦʥʝʤʦʛʫ˂ʘʚʘʿʫ ˁʠʭʦʚʫ ʧʨʦʤʝʥʫ, ʰʪʦ ʫʜʘˀʘʚʘ 

ʧʨʝʜʫʟʝ˂ʝ ʦʜ ʧʦʪʝʥʮʠʿʘʣʥʠʭ ʥʦʚʠʭ ʠʣʠ ʙʦˀʠʭ ʧʦʩʣʦʚʥʠʭ ʨʝʰʝˁʘ, 

ʦʛʨʘʥʠʯʘʚʘʿʫ˂ʠ ʢʦʦʧʝʨʘʮʠʿʫ ʩʘ ʝʢʩʪʝʨʥʠʤ ʘʢʪʝʨʠʤʘ, ʘ ʩʘʤʠʤ ʪʠʤ 

ʦʥʝʤʦʛʫ˂ʘʚʘʿʫ˂ʠ ʫʩʚʘʿʘˁʝ ʥʦʚʠʭ ʪʨʞʠʰʥʠʭ ʟʥʘˁʘ ʠ ʧʨʘʢʩʝ; 

2. ʉʤʘˁʠʚʘˁʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʩʪʚʝʥʦʩʪʠ: ʿʝʜʥʦʩʪʘʚʥʦ ʢʦʧʠʨʘˁʝ 

ʫʩʪʘʥʦʚˀʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʜʦʙʨʝ ʧʨʘʢʩʝ ʢʨʝʠʨʘ ʭʦʤʦʛʝʥʝ 

ʘʧʣʠʢʘʮʠʿʝ ʠ ʝʣʠʤʠʥʠʰʝ ʝʚʝʥʪʫʘʣʥʝ ʿʝʜʠʥʩʪʚʝʥʝ ʦʩʦʙʠʥʝ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʩʝ, ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʦʤ ʧʨʦʮʝʩʘ ʫ ERP ʩʠʩʪʝʤʫ, 

ʿʝʜʥʦʩʪʘʚʥʦ ʤʦʛʫ ʠʟʙʨʠʩʘʪʠ ʢʦʤʙʠʥʘʮʠʿʝ ʨʝʩʫʨʩʘ ʠʣʠ ʧʨʦʮʝʩʘ ʢʦʿʝ ʩʫ 

ʧʨʝʜʩʪʘʚˀʘʣʝ ʢʦʥʢʫʨʝʥʪʩʢʫ ʧʨʝʜʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ, ʢʦʿʫ ʢʦʥʢʫʨʝʥʪʩʢʘ 

ʧʨʝʜʫʟʝ˂ʘ ʥʠʩʫ ʤʦʛʣʘ ʜʘ ʠʤʠʪʠʨʘʿʫ;  

3. ʂʨʝʠʨʘˁʝ ʨʠʟʠʢʘ ʠ ʥʝʠʟʚʝʩʥʦʩʪʠ: ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʥʘʿʙʦˀʠʭ 

ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʭ ʧʨʦʮʝʩʘ ʫ ʦʢʚʠʨʫ ʨʝʰʝˁʘ ʢʨʝʠʨʘʥʠʭ ʦʜ ʩʪʨʘʥʝ 
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ʧʨʦʠʟʚʦʹʘʯʘ ERP ʩʠʩʪʝʤʘ ʤʦʞʝ ʜʘ ʜʦʚʝʜʝ ʜʦ ʛʫʙʠʪʢʘ ʢʦʥʪʨʦʣʝ ʥʘʜ 

ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʠʣʠ ʜʦ ʥʝʞʝˀʝʥʠʭ ʩʧʦʨʝʜʥʠʭ ʝʬʝʢʘʪʘ (ʛʨʝʰʘʢʘ 

ʫ ʧʨʦʮʝʩʠʤʘ, ʜʦʥʦʰʝˁʘ ʧʦʛʨʝʰʥʠʭ ʦʜʣʫʢʘ, ʤʝʰʘˁʘ ʨʘʟʣʠʯʠʪʠʭ ʩʪʘʥʜʘʨʜʘ...) 

1.1.2. ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʠʤʘ ʩʥʘʙʜʝʚʘˁʘ (SCM ʤʦʜʫʣ) 

ʉʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʠʤʘ ʩʥʘʙʜʝʚʘˁʘ (SCM) ʩʝ ʨʘʟʣʠʢʫʿʫ ʦʜ ʦʩʪʘʣʠʭ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʪʦʤʝ ʰʪʦ ʩʫ ʧʨʠʤʘʨʥʦ ʬʦʢʫʩʠʨʘʥʠ ʥʘ ʧʣʘʥʠʨʘˁʝ 

ʠ ʨʝʘʣʠʟʘʮʠʿʫ ʘʢʪʠʚʥʦʩʪʠ ʫ ʦʢʚʠʨʫ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ, ʘ ʥʝ ʥʘ ʦʩʪʘʣʝ ʬʫʥʢʮʠʿʝ ʢʘʦ ʰʪʦ 

ʩʫ ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ ʠʣʠ ʨʘʯʫʥʦʚʦʜʩʪʚʦ. ɼʘʢʣʝ, ʫ ʧʠʪʘˁʫ ʩʫ 

ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʯʠʿʘ ʿʝ ʦʩʥʦʚʥʘ ʬʫʥʢʮʠʿʘ ʜʘ ʢʦʦʨʜʠʥʠʰʫ ʠʥʬʦʨʤʘʮʠʿʝ ʠʟʤʝʹʫ 

ʧʦʪʨʦʰʘʯʘ, ʜʦʙʘʚˀʘʯʘ ʠ ʜʠʩʪʨʠʙʫʪʝʨʘ ʫ ʦʢʚʠʨʫ ʣʘʥʮʘ ʥʘʙʘʚʢʝ. ʃʘʥʘʮ ʥʘʙʘʚʢʝ 

ʧʨʝʜʩʪʘʚˀʘ ʤʨʝʞʫ ʦʨʛʘʥʠʟʘʮʠʿʘ ʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʥʘʙʘʚʢʫ 

ʩʠʨʦʚʠʥʘ, ˁʠʭʦʚʫ ʪʨʘʥʩʬʦʨʤʘʮʠʿʫ ʫ ʧʦʣʫʛʦʪʦʚʝ ʠ ʛʦʪʦʚʝ ʧʨʦʠʟʚʦʜʝ ʠ ʢʦʥʘʯʥʦ, 

ʜʠʩʪʨʠʙʫʮʠʿʫ ʛʦʪʦʚʠʭ ʧʨʦʠʟʚʦʜʘ ʜʦ ʧʦʪʨʦʰʘʯʘ. ʃʘʥʘʮ ʥʘʙʘʚʢʝ ʧʦʚʝʟʫʿʝ ʜʦʙʘʚˀʘʯʝ, 

ʧʨʦʠʟʚʦʜʥʝ ʧʦʛʦʥʝ, ʜʠʩʪʨʠʙʫʪʠʚʥʝ ʮʝʥʪʨʝ, ʤʘʣʦʧʨʦʜʘʿʫ ʠ ʧʦʪʨʦʰʘʯʝ. ʂʨʦʟ ʣʘʥʘʮ 

ʥʘʙʘʚʢʝ ʤʘʪʝʨʠʿʘʣʠ, ʠʥʬʦʨʤʘʮʠʿʝ ʠ ʧʣʘ˂ʘˁʘ ʪʝʢʫ ʫ ʦʙʘ ʩʤʝʨʘ.  

ʀʥʠʮʠʿʘʣʥʘ ʠʜʝʿʘ ERP ʩʠʩʪʝʤʘ ʙʠʣʘ ʜʘ ʩʝ ʧʦʩʪʠʛʥʝ ʮʝʥʪʨʘʣʠʟʘʮʠʿʘ ʧʦʜʘʪʘʢʘ ʠ 

ʨʘʯʫʥʩʢʠʭ ʦʧʝʨʘʮʠʿʘ, ʪʘʢʦ ʜʘ ʧʦʜʘʮʠ ʤʦʛʫ ʙʠʪʠ ʫʥʝʪʠ ʫ ʩʠʩʪʝʤ ʿʝʜʥʦʤ, ʘ ʧʦʪʦʤ ʙʠʪʠ 

ʜʦʩʪʫʧʥʠ ʩʚʠʤʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ, ʧʘ ʯʘʢ ʠ ʧʘʨʪʥʝʨʠʤʘ ʫ ʦʢʚʠʨʫ ʣʘʥʮʘ ʥʘʙʘʚʢʝ ʚʘʥ 

ʧʨʝʜʫʟʝ˂ʘ. ʄʝʹʫʪʠʤ, ˁʠʭʦʚ ʧʨʠʤʘʨʥʠ ʬʦʢʫʩ ʥʠʿʝ ʙʠʦ ʥʘ ʣʘʥʮʫ ʥʘʙʘʚʢʝ, ʚʝ˂ ʥʘ 

ʠʥʪʝʛʨʘʮʠʿʠ ʠʥʪʝʨʥʦ ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʘʧʣʠʢʘʮʠʿʘ (ʬʠʥʘʥʩʠʿʝ, ʨʘʯʫʥʦʚʦʜʩʪʚʦ, 

ʧʨʦʠʟʚʦʜˁʘ, ʥʘʨʫ˅ʙʠʥʝ, ˀʫʜʩʢʠ ʨʝʩʫʨʩʠ). ʄʝʹʫʪʠʤ, ʢʘʢʦ ʿʝ ʙʠʣʦ ʥʝʦʧʭʦʜʥʦ ʧʨʫʞʠʪʠ 

ʦʜʛʦʚʘʨʘʿʫ˂ʫ ʠʥʬʦʨʤʘʪʠʯʢʫ ʧʦʜʨʰʢʫ ʧʨʝʜʫʟʝ˂ʫ ʫ ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ ʩʝ ʦʜʚʠʿʘʿʫ ʫʥʫʪʘʨ 

ʣʘʥʮʘ ʥʘʙʘʚʢʝ (ʜʦʙʘʚˀʘʯʠ-ʧʨʦʠʟʚʦʜˁʘ-ʧʦʪʨʦʰʘʯʠ), ʟʘ ʪʦ ʿʝ ʥʘʿʯʝʰ˂ʝ ʩʣʫʞʠʦ ʤʦʜʫʣ 

ʫʧʨʘʚˀʘˁʘ ʠʥʚʝʥʪʘʨʦʤ. ʅʘʢʦʥ ʟʘʚʨʰʝʥʦʛ ʧʨʦʮʝʩʘ ʠʥʪʝʛʨʘʮʠʿʝ ʠʥʪʝʨʥʠʭ ʬʫʥʢʮʠʿʘ, 

ʧʦʪʨʝʙʝ ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʰʠʨʠʣʝ ʩʫ ʩʝ ʥʘ ʢʨʝʠʨʘˁʝ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʥʘʙʘʚʢʝ. ʋ ʪʦʤ ʩʤʠʩʣʫ, SCM ʩʠʩʪʝʤʠ ʩʫ ʟʥʘʯʘʿʥʦ ʝʚʦʣʫʠʨʘʣʠ ʪʦʢʦʤ 

ʚʨʝʤʝʥʘ, ʫ ʩʢʣʘʜʫ ʩʘ ʨʘʟʚʦʿʝʤ ʠ ʧʨʦʤʝʥʘʤʘ ʧʦʩʣʦʚʥʠʭ ʤʦʜʝʣʘ, ʢʘʦ ʠ ʪʝʭʥʦʣʦʰʢʠʤ 

ʧʨʦʤʝʥʘʤʘ, ʢʘʢʦ ʙʠ ʩʝ ʘʜʘʧʪʠʨʘʣʠ ʥʘ ʥʦʚʝ ʫʩʣʦʚʝ ʠ ʙʠʣʠ ʫ ʩʪʘˁʫ ʜʘ ʧʦʜʨʞʝ 

ʩʦʬʠʩʪʠʮʠʨʘʥʝ ʟʘʭʪʝʚʝ ʧʦʩʣʦʚʘˁʘ. 

ɼʘʥʘʩ ʧʨʝʜʫʟʝ˂ʘ ʣʘʥʘʮ ʥʘʙʘʚʢʝ ʩʤʘʪʨʘʿʫ ʢˀʫʯʥʦʤ ʜʝʪʝʨʤʠʥʘʥʪʦʤ ʝʬʠʢʘʩʥʦʩʪʠ 

ʫ ʫʩʣʦʚʠʤʘ ʜʠʥʘʤʠʯʥʦʛ ʠ ʢʦʥʢʫʨʝʥʪʥʦʛ ʦʢʨʫʞʝˁʘ, ʢʨʘʪʢʦʛ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ 

ʧʨʦʠʟʚʦʜʘ ʠ ʨʘʧʠʜʥʠʤ ʬʣʫʢʪʫʘʮʠʿʘʤʘ ʪʨʞʠʰʪʘ. ʋʩʧʝʰʥʘ ʧʨʝʜʫʟʝ˂ʘ ʩʫ 
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ʠʜʝʥʪʠʬʠʢʦʚʘʣʘ ʩʘʨʘʜˁʫ ʫ ʦʢʚʠʨʫ ʣʘʥʮʘ ʥʘʙʘʚʢʝ ʢʘʦ ʩʨʝʜʩʪʚʦ ʟʘ ʫʥʘʧʨʝʹʝˁʝ 

ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʙʦˀʠʭ ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ. ʆʩʥʦʚ ʟʘ ʪʘʢʚʫ ʩʘʨʘʜˁʫ ʿʝ ʩʚʘʢʘʢʦ 

ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟʤʝʹʫ ʯʣʘʥʦʚʘ ʣʘʥʮʘ, ʢʦʿʘ ʦʤʦʛʫ˂ʘʚʘ ʙʦˀʫ ʚʠʜˀʠʚʦʩʪ ʢʘʦ ʦʩʥʦʚ 

ʟʘ ʨʝʘʛʦʚʘˁʝ ʥʘ ʧʨʦʤʝʥˀʠʚʝ ʫʩʣʦʚʝ ʧʦʩʣʦʚʘˁʘ. 

ʀʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʥʘʙʘʚʢʝ ʦʤʦʛʫ˂ʘʚʘʿʫ ʠʥʪʝʛʨʘʮʠʿʫ 

ʜʫʞ ʯʠʪʘʚʦʛ ʣʘʥʮʘ ʠ ʢʦʨʠʩʪʝ ʩʝ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ ʠʣʠ ʫ ʠʥʪʝʨʥʦʿ ʤʨʝʞʠ ʢʘʢʦ ʙʠ ʩʝ 

ʠʟʚʨʰʠʣʠ ʧʨʦʮʝʩʠ ʚʝʟʘʥʠ ʟʘ ʥʘʙʘʚʢʫ. ʇʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ ʦʚʠʭ ʩʠʩʪʝʤʘ ʦʛʣʝʜʘʿʫ ʩʝ ʫ 

ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʠ ʥʠʞʠʤ ʪʨʦʰʢʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ (ʥʘ ʧʨʠʤʝʨ, ʢʨʦʟ 

ʩʤʘˁʝˁʝ ʠʥʚʝʥʪʘʨʘ ʠʣʠ ʫʥʘʧʨʝʹʝʥʝ ʥʠʚʦʝ ʫʩʣʫʛʘ), ʪʨʝʥʫʪʥʦʤ ʧʨʠʩʪʫʧʫ ʘʢʪʫʝʣʥʠʤ 

ʠʥʬʦʨʤʘʮʠʿʘʤʘ, ʫʚʝ˂ʘʥʦʿ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ, ʙʦˀʝʤ ʧʣʘʥʠʨʘˁʫ ʧʨʦʠʟʚʦʜˁʝ ʢʘʦ ʠ 

ʢʦʥʪʨʦʣʠ ʫʧʦʪʨʝʙʝ ʨʝʩʫʨʩʘ (Goswami ʝt ʘl., 2013, ʧ.2). ʃʠʪʝʨʘʪʫʨʘ ʦʙʠʣʫʿʝ 

ʠʩʪʨʘʞʠʚʘˁʠʤʘ ʫʪʠʮʘʿʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʥʘ ʦʜʥʦʩʝ ʨʘʟʤʝʥʝ ʠ ʢʘʢʦ ʨʘʟʤʝʥʘ 

ʠʥʬʦʨʤʘʮʠʿʘ ʤʦʞʝ ʜʘ ʧʦʤʦʛʥʝ ʫ ʧʦʩʪʠʟʘˁʫ ʠʥʪʝʛʨʘʮʠʿʝ ʧʨʦʮʝʩʘ ʚʝʟʘʥʠʭ ʟʘ ʣʘʥʘʮ 

ʥʘʙʘʚʢʝ ʫ ʮʠˀʫ ʧʦʙʦˀʰʘʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ. ʇʨʠʤʝʥʘ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʭ ʀʊ ʘʧʣʠʢʘʮʠʿʘ 

ʧʦʤʘʞʝ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʧʨʝʚʘʟʠʣʘʞʝˁʫ ʧʨʝʧʨʝʢʘ ʟʘ ʨʘʟʤʝʥʫ ʟʥʘˁʘ ʫ ʦʜʥʦʩʠʤʘ ʩʘ 

ʜʨʫʛʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ, ʩʪʘʨʘʿʫ˂ʠ ʩʝ ʦ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʧʦʪʨʝʙʘʤʘ ʩʚʠʭ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʫʯʝʩʥʠʢʘ ʫ ʣʘʥʮʫ ʥʘʙʘʚʢʝ. ɱʝʜʘʥ ʦʜ ʜʦʜʘʪʥʠʭ ʨʘʟʣʦʛʘ ʟʘ ʫʚʦʹʝˁʝ SCM ʩʠʩʪʝʤʘ ʿʝ ʠ 

ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʢʦʣʘʙʦʨʘʪʠʚʥʦʛ ʧʣʘʥʠʨʘˁʘ, ʢʦʿʝ ʧʦʤʘʞʝ ʩʚʠʤ ʫʯʝʩʥʠʮʠʤʘ ʣʘʥʮʘ 

ʩʥʘʙʜʝʚʘˁʘ ʜʘ ʩʚʦʿʝ ʧʣʘʥʦʚʝ ʦʨʠʿʝʥʪʠʰʫ ʿʝʜʥʠ ʢʘ ʜʨʫʛʠʤʘ ʢʘʢʦ ʙʠ ʩʝ ʧʦʩʪʠʛʣʘ 

ʦʧʪʠʤʠʟʘʮʠʿʘ ʧʨʦʮʝʩʘ ʧʣʘʥʠʨʘˁʘ ʠ ʚʘʥ ʛʨʘʥʠʮʘ ʧʨʝʜʫʟʝ˂ʘ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʦʤ 

ʫʤʨʝʞʝʥʦʛ ʠ ʠʥʪʝʛʨʠʩʘʥʦʛ SCM ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʧʨʠʣʘʛʦʹʘʚʘʿʫ ʩʚʦʿʫ ʧʦʥʫʜʫ 

ʪʨʘʞˁʠ, ʩʤʘˁʫʿʫ ʥʠʚʦʝ ʟʘʣʠʭʘ, ʫʥʘʧʨʝʹʫʿʫ ʩʠʩʪʝʤ ʠʩʧʦʨʫʢʝ, ʩʢʨʘ˂ʫʿʫ ʚʨʝʤʝ ʧʦʪʨʝʙʥʦ 

ʜʘ ʧʨʦʠʟʚʦʜ ʩʪʠʛʥʝ ʥʘ ʪʨʞʠʰʪʝ ʠ ʝʬʠʢʘʩʥʠʿʝ ʢʦʨʠʩʪʝ ʩʚʦʿʝ ʨʝʩʫʨʩʝ. 

ʇʦʩʪʦʿʝ ʨʘʟʣʠʯʠʪʝ ʢʘʪʝʛʦʨʠʿʝ SCM ʩʠʩʪʝʤʘ, ʢʦʿʝ ʠʤʘʿʫ ʨʘʟʣʠʯʠʪʝ ʥʘʤʝʥʝ ʫ 

ʢʦʥʪʝʢʩʪʫ ʫʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʥʘʙʘʚʢʝ ʠ ʠʥʪʝʛʨʘʮʠʿʝ. ʉʘ ʘʩʧʝʢʪʘ ʩʪʨʘʪʝʛʠʿʩʢʦʛ 

ʫʧʨʘʚˀʘˁʘ, ʧʦʩʪʦʿʝ ʠʥʪʝʨ- ʠ ʠʥʪʨʘ- SCM ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ. ʇʨʚʠ ʪʠʧ 

ʧʦʜʨʘʟʫʤʝʚʘ ʬʫʥʢʮʠʦʥʠʩʘˁʝ ʩʠʩʪʝʤʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ, ʜʦʢ ʜʨʫʛʠ ʦʤʦʛʫ˂ʘʚʘ 

ʠʥʪʝʛʨʘʮʠʿʫ ʧʨʦʮʝʩʘ ʚʘʥ ʛʨʘʥʠʮʘ ʧʨʝʜʫʟʝ˂ʘ. ʀʟ ʜʘʪʠʭ ʨʘʟʣʦʛʘ, ʿʝʜʘʥ ʦʜ ʦʩʥʦʚʥʠʭ 

ʟʘʭʪʝʚʘ ʢʦʿʠ ʩʝ ʥʘʤʝ˂ʝ SCM ʩʠʩʪʝʤʫ ʿʝʩʪʝ ʜʘ ʙʫʜʝ ʢʦʤʧʘʪʠʙʠʣʘʥ ʩʘ ʜʨʫʛʠʤ ʠʥʪʝʨʥʠʤ 

ʩʠʩʪʝʤʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʘʣʠ ʠ ʝʢʩʪʝʨʥʦ ʢʦʤʧʘʪʠʙʠʣʘʥ ʩʘ ʧʘʨʪʥʝʨʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʉʘ 

ʘʩʧʝʢʪʘ ʫʧʨʘʚˀʘˁʘ ʧʦʜʘʮʠʤʘ, ʨʘʟʣʠʢʫʿʫ ʩʝ ʪʨʘʥʩʘʢʮʠʦʥʠ ʩʠʩʪʝʤʠ, ʥʘʤʝˁʝʥʠ 

ʧʨʠʢʫʧˀʘˁʫ, ʦʙʨʘʜʠ ʠ ʨʘʟʤʝʥʠ ʩʠʨʦʚʠʭ ʧʦʜʘʪʘʢʘ ʦ ʘʢʪʠʚʥʦʩʪʠʤʘ ʫ ʣʘʥʮʫ ʥʘʙʘʚʢʝ; ʠ 

ʘʥʘʣʠʪʠʯʢʠ ʩʠʩʪʝʤʠ, ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘʿʫ ʩʪʨʘʪʝʰʢʫ ʘʥʘʣʠʟʫ ʪʨʘʥʩʘʢʮʠʦʥʠʭ ʧʦʜʘʪʘʢʘ ʫ 
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ʮʠˀʫ ʨʘʟʚʦʿʘ ʤʦʜʝʣʘ ʦʜʣʫʯʠʚʘˁʘ ʠ ʦʧʪʠʤʠʟʘʮʠʿʫ ʙʫʜʫ˂ʝʛ ʧʣʘʥʠʨʘˁʘ ʘʢʪʠʚʥʦʩʪʠ. ʀʟ 

ʧʝʨʩʧʝʢʪʠʚʝ ʧʨʦʮʝʩʘ, SCM ʩʠʩʪʝʤʠ ʤʦʛʫ ʩʝ ʧʦʜʝʣʠʪʠ ʥʘ ʩʠʩʪʝʤʝ ʧʣʘʥʠʨʘˁʘ ʠ ʩʠʩʪʝʤʝ 

ʠʟʚʨʰʝˁʘ. ʉʠʩʪʝʤʠ ʧʣʘʥʠʨʘˁʘ ʢʦʨʠʩʪʝ ʥʘʧʨʝʜʥʝ ʘʣʛʦʨʠʪʤʝ ʠ ʤʦʜʝʣʝ ʢʘʢʦ ʙʠ ʫʪʚʨʜʠʣʠ 

ʥʘʿʙʦˀʠ ʥʘʯʠʥ ʟʘ ʨʝʘʣʠʟʘʮʠʿʫ ʥʘʨʫ˅ʙʠʥʝ, ʛʝʥʝʨʠʩʘʣʠ ʧʨʦʛʥʦʟʝ ʫ ʚʝʟʠ ʩʘ ʪʨʘʞˁʦʤ ʟʘ 

ʧʨʦʠʟʚʦʜʠʤʘ ʠ ʨʘʟʚʠʣʠ ʦʧʪʠʤʘʣʥʝ ʧʨʦʠʟʚʦʜʥʝ ʧʣʘʥʦʚʝ. ʅʘ ʦʩʥʦʚʫ ʦʚʠʭ ʩʠʩʪʝʤʘ 

ʧʨʝʜʫʟʝ˂ʘ ʜʦʥʦʩʝ ʦʜʣʫʢʝ ʦ ʦʙʠʤʫ ʧʨʦʠʟʚʦʜˁʝ ʟʘ ʜʘʪʠ ʧʝʨʠʦʜ, ʢʦʣʠʯʠʥʠ ʟʘʣʠʭʘ 

ʩʠʨʦʚʠʥʘ ʠ ʛʦʪʦʚʠʭ ʧʨʦʠʟʚʦʜʘ, ʥʘʯʠʥʫ ʪʨʘʥʩʧʦʨʪʘ ʠ ʠʩʧʦʨʫʢʝ ʧʨʦʠʟʚʦʜʘ. ʉʠʩʪʝʤʠ 

ʠʟʚʨʰʝˁʘ ʩʝ ʧʨʝʚʘʩʭʦʜʥʦ ʙʘʚʝ ʬʠʟʠʯʢʠʤ ʩʪʘʪʫʩʦʤ ʜʦʙʘʨʘ, ʫʧʨʘʚˀʘˁʝʤ ʤʘʪʝʨʠʿʘʣʠʤʘ 

ʠ ʬʠʥʘʥʩʠʿʩʢʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ. ʆʥʠ ʫʧʨʘʚˀʘʿʫ ʪʦʢʦʚʠʤʘ ʧʨʦʠʟʚʦʜʘ ʢʨʦʟ 

ʜʠʩʪʨʠʙʫʪʠʚʥʝ ʮʝʥʪʨʝ ʠ ʩʢʣʘʜʠʰʪʘ ʢʘʢʦ ʙʠ ʦʩʠʛʫʨʘʣʠ ʥʘʿʝʬʠʢʘʩʥʠʿʫ ʠʩʧʦʨʫʢʫ ʥʘ 

ʪʘʯʥʝ ʣʦʢʘʮʠʿʝ. ʉʠʩʪʝʤʠ ʟʘʩʥʦʚʘʥʠ ʥʘ ʤʦʜʝʣʠʤʘ ʦʪʚʦʨʝʥʠʭ ʧʦʜʘʪʘʢʘ ʧʦʜʨʞʘʚʘʿʫ 

ʨʘʟʤʝʥʫ ʧʦʜʘʪʘʢʘ ʠ ʫʥʫʪʘʨ ʠ ʚʘʥ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʘʢʦ ʧʨʦʰʠʨʝʥʠ ʩʠʩʪʝʤʠ ʫʢˀʫʯʫʿʫ 

ʛʣʘʚʥʝ ʜʦʙʘʚˀʘʯʝ, ʧʨʦʠʟʚʦʹʘʯʝ ʠ ʢʨʘʿˁʝ ʧʦʪʨʦʰʘʯʝ ʧʨʝʜʫʟʝ˂ʘ.  

ʂʘʜʘ ʩʫ ʫ ʧʠʪʘˁʫ ʪʨʦʰʢʦʚʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʦʚʠʭ ʩʠʩʪʝʤʘ, ʧʦʩʪʦʿʝ SCM ʩʠʩʪʝʤʠ 

ʢʦʿʠ ʩʫ ʩʢʫʧʠ ʠ ˁʠʭʦʚʦ ʫʚʦʹʝˁʝ ʧʨʝʜʩʪʘʚˀʘ ʟʥʘʯʘʿʥʫ ʠʥʚʝʩʪʠʮʠʿʫ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʘʣʠ 

ʧʦʩʪʦʿʝ ʠ ʨʝʰʝˁʘ ʟʘʩʥʦʚʘʥʘ ʥʘ ʦʪʚʦʨʝʥʦʤ ʢʦʜʫ, ʢʘʦ ʿʝʬʪʠʥʠʿʘ ʘʣʪʝʨʥʘʪʠʚʘ. ʋ 

ʟʘʚʠʩʥʦʩʪʠ ʦʜ ʢʦʤʧʣʝʢʩʥʦʩʪʠ ˁʠʭʦʚʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʪʨʦʰʢʦʚʘ ʦʜʨʞʘʚʘˁʘ ʠ 

ʧʦʪʨʝʙʥʦʛ ʥʠʚʦʘ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ, ʧʨʝʜʫʟʝ˂ʘ ʩʝ ʤʦʛʫ ʦʜʣʫʯʠʪʠ ʟʘ ʠʟʙʦʨ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʢʦʤʧʦʥʝʥʪʠ ʩʠʩʪʝʤʘ ʦʜ ʨʘʟʣʠʯʠʪʠʭ ʧʨʦʠʟʚʦʹʘʯʘ ʩʦʬʪʚʝʨʘ ʠʣʠ ʢʫʧʦʚʠʥʫ ʮʝʣʦʢʫʧʥʦʛ 

ʩʦʬʪʚʝʨʘ ʥʘ ʿʝʜʥʦʤ ʤʝʩʪʫ. ɿʘʪʦ ʿʝ ʦʜʣʫʢʘ ʦ ʠʟʙʦʨʫ ʦʜʛʦʚʘʨʘʿʫ˂ʝʛ ʨʝʰʝˁʘ ʟʘ 

ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ ʢʦʿʠ ˂ʝ ʫʧʨʘʚˀʘʪʠ ʘʢʪʠʚʥʦʩʪʠʤʘ ʣʘʥʮʘ ʥʘʙʘʚʢʝ ʢʦʤʧʣʝʢʩʘʥ 

ʧʨʦʙʣʝʤ ʠ ʟʘʚʠʩʠ ʦʜ ʚʝʣʠʢʦʛ ʙʨʦʿʘ ʤʝʹʫʩʦʙʥʦ ʫʩʣʦʚˀʝʥʠʭ ʬʘʢʪʦʨʘ. 

ʉʘ ʧʦʿʘʚʦʤ ʀʥʪʝʨʥʝʪ ʪʝʭʦʣʦʛʠʿʘ, ʜʦʰʣʦ ʿʝ ʠ ʜʦ ʧʨʦʤʝʥʘ ʫ ʬʫʥʢʮʠʦʥʠʩʘˁʫ SCM 

ʩʠʩʪʝʤʘ, ʫ ʩʤʠʩʣʫ ʫʧʦʪʨʝʙʝ Web ʘʣʘʪʘ ʫ ʮʠˀʫ ʧʨʝʚʘʟʠʣʘʞʝˁʘ ʧʨʦʙʣʝʤʘ ʢʦʦʨʜʠʥʘʮʠʿʝ ʫ 

ʦʢʚʠʨʫ ʣʘʥʮʘ ʥʘʙʘʚʢʝ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʠʥʪʝʨʥʠʭ ʩʠʩʪʝʤʘ, ʘʣʠ ʠ ʩʘ ʜʠʩʣʦʮʠʨʘʥʠʤ 

ʝʢʩʪʝʨʥʠʤ ʯʣʘʥʦʚʠʤʘ ʣʘʥʮʘ. ɼʦ ʪʘʜʘ ʿʝ ʢʦʨʠʰ˂ʝˁʝ ʨʘʟʥʦʚʨʩʥʠʭ, ʥʝʢʦʤʧʘʪʠʙʠʣʥʠʭ 

ʪʝʭʥʦʣʦʰʢʠʭ ʧʣʘʪʬʦʨʤʠ ʠ ʩʪʘʥʜʘʨʜʘ ʢʦʜ ʨʘʟʣʠʯʠʪʠʭ ʯʣʘʥʦʚʘ ʣʘʥʮʘ ʥʘʙʘʚʢʝ ʦʪʝʞʘʚʘʣʦ 

ʨʘʟʤʝʥʫ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟʤʝʹʫ ˁʠʭ. ʇʨʠʤʝʥʘ ʀʥʪʝʨʥʝʪ ʪʝʭʥʦʣʦʛʠʿʘ ʦʤʦʛʫ˂ʠʣʘ ʿʝ 

ʠʥʪʝʛʨʘʮʠʿʫ SCM ʩʠʩʪʝʤʘ ʩʚʠʭ ʫʯʝʩʥʠʢʘ ʫ ʣʘʥʮʫ ʥʘʙʘʚʢʝ, ʧʦʿʘʚʠʣʠ ʩʫ ʩʝ Web ʘʣʘʪʠ 

ʢʦʿʠ ʧʦʜʨʞʘʚʘʿʫ ʦʥʣʠʥʝ ʢʦʣʘʙʦʨʘʮʠʿʫ ʫ ʢʨʝʠʨʘˁʫ ʧʨʦʛʥʦʟʘ ʢʘʦ ʠ ʪʨʝʥʫʪʥʠ ʧʨʠʩʪʫʧ 

ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʦ ʧʨʦʠʟʚʝʜʝʥʠʤ ʢʦʣʠʯʠʥʘʤʘ, ʩʪʘʪʫʩʫ ʧʨʦʠʟʚʦʜʘ ʫ ʣʘʥʮʫ ʣʦʛʠʩʪʠʢʝ ʠ 

ʤʦʛʫ˂ʥʦʩʪ ʧʨʘ˂ʝˁʘ ʥʘʨʫ˅ʙʠʥʘ. ʀʥʪʝʨʥʘʮʠʦʥʘʣʠʟʘʮʠʿʘ ʧʨʦʠʟʚʦʜˁʝ ʫʪʠʮʘʣʘ ʿʝ ʥʘ 
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ʰʠʨʝˁʝ ʣʘʥʘʮʘ ʥʘʙʘʚʢʝ ʢʨʦʟ ʚʠʰʝ ʟʝʤʘˀʘ ʠ ʨʝʛʠʦʥʘ, ʰʪʦ ʿʝ ʢʨʝʠʨʘʣʦ ʜʦʜʘʪʥʝ ʠʟʘʟʦʚʝ 

ʫʧʨʘʚˀʘˁʫ ʛʣʦʙʘʣʥʠʤ SCM ʩʠʩʪʝʤʠʤʘ.  

ʋ ʪʦʤ ʩʤʠʩʣʫ, ʧʨʠʤʝʥʘ SCM ʩʠʩʪʝʤʘ ʜʘʥʘʩ ʧʦʜʨʘʟʫʤʝʚʘ ʫʧʦʪʨʝʙʫ ʘʣʘʪʘ 

ʟʘʩʥʦʚʘʥʠʭ ʥʘ Web-ʫ ʫ ʮʠˀʫ ʝʬʠʢʘʩʥʠʿʝʛ ʫʧʨʘʚˀʘˁʘ ʛʣʦʙʘʣʥʠʤ ʣʘʥʮʠʤʘ ʥʘʙʘʚʢʝ. 

ʈʘʥʠʿʠ SCM ʩʠʩʪʝʤʠ ʙʠʣʠ ʩʫ ʟʘʩʥʦʚʘʥʠ ʥʘ ʪʟʚ. push-based ʤʦʜʝʣʫ, ʢʦʿʠ ʿʝ ʧʦʜʨʘʟʫʤʝʚʘʦ 

ʜʘ ʩʝ ʧʣʘʥʦʚʠ ʧʨʦʠʟʚʦʜˁʝ ʩʘʩʪʘʚˀʘʿʫ ʥʘ ʦʩʥʦʚʫ ʧʨʝʜʚʠʹʘˁʘ ʠʣʠ ʧʨʝʪʧʦʩʪʘʚʢʠ 

ʧʨʦʠʟʚʦʹʘʯʘ, ʧʘ ʩʫ ʧʦʪʦʤ ʧʨʦʠʟʚʦʜʠ Ăʛʫʨʘʥʠñ ʢʘ ʢʫʧʮʠʤʘ. ʉʘ ʥʦʚʠʤ ʪʦʢʦʚʠʤʘ 

ʠʥʬʦʨʤʘʮʠʿʘ ʢʦʿʝ ʩʫ ʦʤʦʛʫ˂ʠʣʠ Web ʘʣʘʪʠ, SCM ʩʠʩʪʝʤʠ ʦʨʛʘʥʠʟʫʿʫ ʩʝ ʧʦ ʪʟʚ. pull-

based ʤʦʜʝʣʫ, ʛʜʝ ʩʘʤʦ ʝʬʝʢʪʠʚʥʘ ʪʨʘʞˁʘ ʟʘ ʧʨʦʠʟʚʦʜʠʤʘ (ʢʦʣʠʯʠʥʝ ʥʘʨʫʯʝʥʠʭ 

ʧʨʦʠʟʚoʜʘ ʦʜ ʩʪʨʘʥʝ ʢʫʧʘʮʘ) ʦʜʨʝʹʫʿʝ ʦʙʠʤʝ ʧʨʦʠʟʚʦʜˁʝ ʠ ʧʦʪʨʝʙʥʝ ʢʦʣʠʯʠʥʝ 

ʩʠʨʦʚʠʥʘ ʢʦʿʝ ʪʨʝʙʘ ʥʘʙʘʚʠʪʠ (ʩʣʠʢʘ 2).  

 

ʉʣʠʢʘ 2: Push- vs pull - ʙʘʟʠʨʘʥʠ ʤʦʜʝʣʠ SCM 

ɼʘʢʣʝ, ʧʨʠʤʝʥʘ ʀʥʪʝʨʥʝʪ ʪʝʭʥʦʣʦʛʠʿʘ ʫʪʠʮʘʣʘ ʿʝ ʥʘ ʧʨʦʤʝʥʝ ʫ ʩʠʩʪʝʤʠʤʘ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʥʘʙʘʚʢʝ, ʧʨʝʪʚʘʨʘʿʫ˂ʠ ʠʭ ʠʟ ʩʝʢʚʝʥʮʠʿʘʣʥʠʭ (ʛʜʝ ʠʥʬʦʨʤʘʮʠʿʝ ʠ 

ʜʦʙʨʘ ʪʝʢʫ ʩʝʢʚʝʥʮʠʿʘʣʥʦ ʦʜ ʿʝʜʥʦʛ ʜʦ ʜʨʫʛʦʛ ʧʨʝʜʫʟʝ˂ʘ) ʫ ʩʠʤʫʣʪʘʥʝ, ʛʜʝ 

ʠʥʬʦʨʤʘʮʠʿʝ ʩʠʤʫʣʪʘʥʦ ʪʝʢʫ ʫ ʨʘʟʣʠʯʠʪʠʤ ʧʨʘʚʮʠʤʘ ʠʟʤʝʹʫ ʯʣʘʥʦʚʘ ʤʨʝʞʥʦʛ ʣʘʥʮʘ 

ʥʘʙʘʚʢʝ. 

ʆʚʘʢʚʠ ʩʠʩʪʝʤʠ ʧʦʜʨʞʘʚʘʿʫ ʪʨʝʥʫʪʥʦ ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʩʚʠʭ ʯʣʘʥʦʚʘ ʣʘʥʮʘ 

ʧʨʦʤʝʥʘʤʘ ʫ ʧʣʘʥʦʚʠʤʘ ʠ ʥʘʨʫ˅ʙʠʥʘʤʘ, ʯʠʥʝ˂ʠ ʜʘ ʦʜʥʦʩʠ ʠʟʤʝʹʫ ˁʠʭ ʜʦʙʠʿʘʿʫ ʠʟʛʣʝʜ 

Ăʜʠʛʠʪʘʣʥʦʛ ʣʦʛʠʩʪʠʯʢʦʛ ʥʝʨʚʥʦʛ ʩʠʩʪʝʤʘñ (ʩʣʠʢʘ 3)( Laudon, Laudon, 2012).  
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ʉʣʠʢʘ 3: ɹʫʜʫ˂ʠ SCM ʩʠʩʪʝʤʠ ʟʘʩʥʦʚʘʥʠ ʥʘ ʀʥʪʝʨʥʝʪ ʪʝʭʥʦʣʦʛʠʿʘʤʘ 

1.1.3. ʄʦʜʫʣ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʣʠʿʝʥʪʠʤʘ (CRM) 

CRM ʩʠʩʪʝʤʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʠʥʪʝʛʨʘʮʠʿʫ ʪʝʭʥʦʣʦʰʢʠʭ ʨʝʰʝˁʘ ʠ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʫʩʤʝʨʝʥʫ ʥʘ ʟʘʜʦʚʦˀʝˁʝ ʧʦʪʨʝʙʘ ʧʦʪʨʦʰʘʯʘ (Bose, 2002). CRM ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʠʢʫʧˀʘˁʝ, ʘʥʘʣʠʟʫ ʠ ʧʨʠʤʝʥʫ ʟʥʘˁʘ ʦ ʢʣʠʿʝʥʪʠʤʘ ʫ ʮʠˀʫ ʧʦʚʝ˂ʘˁʘ ʦʙʠʤʘ ʠ 

ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʦʜʘʿʝ. ʋ ʪʝʭʥʦʣʦʰʢʦʤ ʩʤʠʩʣʫ, CRM ʿʝ ʠʥʪʝʛʨʘʮʠʿʘ ʨʘʟʣʠʯʠʪʠʭ 

ʪʝʭʥʦʣʦʛʠʿʘ ʰʠʨʦʤ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʝ ʩʫ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʝ ʫ ʨʘʜʫ: ʩʢʣʘʜʠʰʪʝ ʧʦʜʘʪʘʢʘ, 

Web ʩʘʿʪ, ʠʥʪʨʘ/ʝʢʩʪʨʘʥʝʪ, ʪʝʣʝʬʦʥʩʢʠ ʩʠʩʪʝʤ ʧʦʜʨʰʢʝ, ʨʘʯʫʥʦʚʦʜʩʪʚʦ, ʧʨʦʜʘʿʘ, 

ʤʘʨʢʝʪʠʥʛ ʠ ʧʨʦʠʟʚʦʜˁʘ. ʋ ʪʦʤ ʩʤʠʩʣʫ, CRM ʿʝ ʜʦʩʪʘ ʩʣʠʯʘʥ ʩʘ ERP ʤʦʜʫʣʦʤ, ʛʜʝ ERP 

ʠʛʨʘ ʫʣʦʛʫ back-office ʩʠʩʪʝʤʘ, ʜʦʢ ʿʝ CRM front-office ʠʥʪʝʛʨʘʮʠʿʘ. CRM ʯʝʩʪʦ ʟʘʭʪʝʚʘ 

ʧʨʠʩʪʫʧ back-office ʧʦʜʘʮʠʤʘ, ʰʪʦ ʩʝ ʦʙʠʯʥʦ ʨʝʘʣʠʟʫʿʝ ʢʨʦʟ ʠʥʪʝʛʨʘʮʠʿʫ ERP ʪʠʧʘ. 

CRM ʜʘʢʣʝ ʢʦʨʠʩʪʠ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʜʘ ʙʠ ʧʨʠʢʫʧʠʦ ʧʦʜʘʪʢʝ, ʢʦʿʠ ʩʝ ʧʦʪʦʤ 

ʧʨʝʪʚʘʨʘʿʫ ʫ ʠʥʬʦʨʤʘʮʠʿʝ ʥʝʦʧʭʦʜʥʝ ʟʘ ʢʨʝʠʨʘˁʝ ʧʝʨʩʦʥʘʣʥʠʭ ʠʥʪʝʨʘʢʮʠʿʘ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ. ʋ ʜʫʛʦʤ ʨʦʢʫ, CRM ʧʦʩʪʘʿʝ ʤʝʪʦʜ ʢʦʥʪʠʥʫʠʨʘʥʝ ʘʥʘʣʠʟʝ ʠ ʨʘʬʠʥʠʨʘˁʘ 

ʧʦʜʘʪʘʢʘ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʚʨʝʜʥʦʩʪʠ ʢʦʿʝ ʩʝ ʧʨʫʞʘʿʫ ʧʦʪʨʦʰʘʯʠʤʘ ʪʦʢʦʤ ʯʠʪʘʚʦʛ 

ʞʠʚʦʪʥʦʛ ʚʝʢʘ. ɳʝʛʦʚ ʿʝ ʟʘʜʘʪʘʢ ʜʘ ʧʨʠʢʫʧʠ ʠ ʠʥʪʝʛʨʠʰʝ ʩʚʝ ʧʦʜʘʪʢʝ ʦ ʧʦʪʨʦʰʘʯʫ 

ʰʠʨʦʤ ʧʨʝʜʫʟʝ˂ʘ, ʢʦʥʩʦʣʠʜʫʿʝ ʠʭ, ʘʥʘʣʠʟʠʨʘ ʠ ʨʝʟʫʣʪʘʪʝ ʘʥʘʣʠʟʝ ʜʠʩʪʨʠʙʫʠʨʘ 

ʨʘʟʣʠʯʠʪʠʤ ʩʠʩʪʝʤʠʤʘ, ʨʘʜʠ ʢʨʝʠʨʘˁʘ ʿʝʜʠʥʩʪʚʝʥʦʛ ʧʨʝʛʣʝʜʘ ʧʦʪʨʦʰʘʯʘ ʫ ʯʠʪʘʚʦʤ 

ʩʠʩʪʝʤʫ. 
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ʅʘʩʪʘʥʘʢ CRM ʩʠʩʪʝʤʘ ʚʝʟʘʥ ʿʝ ʟʘ ʨʘʟʚʦʿ ʢʦʥʢʫʨʝʥʪʩʢʠʭ ʧʨʝʜʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. 

ʅʘʠʤʝ, ʧʨʦʤʝʥʦʤ ʪʝʞʠʰʪʘ ʤʦ˂ʠ ʩʘ ʧʨʦʜʘʚʮʘ ʥʘ ʧʦʪʨʦʰʘʯʘ, ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʫʚʠʜʝʣʘ ʜʘ ʩʝ 

ʢʦʥʢʫʨʝʥʪʩʢʘ ʧʨʝʜʥʦʩʪ ʥʝ ʤʦʞʝ ʧʦʩʪʠ˂ʠ ʠʩʢˀʫʯʠʚʦ ʥʘ ʦʩʥʦʚʫ ʢʨʝʠʨʘˁʘ ʿʝʬʪʠʥʠʿʠʭ, 

ʙʦˀʠʭ ʠʣʠ ʜʠʬʝʨʝʥʮʠʨʘʥʠʭ ʧʨʦʠʟʚʦʜʘ, ʚʝ˂ ʿʝ ʥʝʦʧʭʦʜʥʦ ʫʥʘʧʨʝʹʝˁʝ ʦʜʥʦʩʘ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ. ʂʘʢʦ ʩʫ ʩʝ ʧʦʩʣʦʚʥʝ ʩʪʨʘʪʝʛʠʿʝ ʧʨʝʜʫʟʝ˂ʘ ʩʚʝ ʚʠʰʝ ʦʨʠʿʝʥʪʠʩʘʣʝ ʢʘ 

ʢʫʧʮʠʤʘ, ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʩʫ, ʦʩʠʤ ʦʧʩʣʫʞʠʚʘˁʘ ʨʘʟʣʠʯʠʪʠʭ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ, ʧʦʯʝʣʝ ʜʘ ʩʝ ʢʦʨʠʩʪʝ ʠ ʫ ʩʚʨʭʫ 

ʦʧʩʣʫʞʠʚʘˁʘ ʢʨʘʿˁʠʭ ʢʦʨʠʩʥʠʢʘ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ. ɸʢʪʠʚʥʦʩʪʠ CRM ʩʠʩʪʝʤʘ 

ʦʙʫʭʚʘʪʘʿʫ ʧʨʠʚʣʘʯʝˁʝ ʧʦʪʨʦʰʘʯʘ, ˁʠʭʦʚʦ ʫʧʦʟʥʘʚʘˁʝ, ʧʨʫʞʘˁʝ ʞʝˀʝʥʠʭ ʫʩʣʫʛʘ ʠ 

ʧʨʝʜʚʠʹʘˁʝ ˁʠʭʦʚʠʭ ʧʦʪʨʝʙʘ (Goodhue ʝt ʘl., 2002, ʧ. 1613). ʇʨʠʤʝʥʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʦʚʫ ʩʚʨʭʫ ʦʤʦʛʫ˂ʠʣʘ ʿʝ ʫʩʧʦʩʪʘʚˀʘˁʝ ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʠʭ ʦʜʥʦʩʘ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ, ʢʨʝʠʨʘˁʝ ʚʨʝʜʥʦʩʪʠ ʟʘ ʧʦʪʨʦʰʘʯʝ, ʢʦʥʪʨʦʣʠʩʘˁʝ ʪʨʦʰʢʦʚʘ, ʘʥʘʣʠʟʫ 

ʚʨʝʜʥʦʩʪʠ ʟʘ ʧʦʪʨʦʰʘʯʝ, ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʫ ʧʨʦʠʟʚʦʜʘ, ʠʪʜ., ʰʪʦ ʨʘʥʠʿʝ ʥʠʿʝ ʙʠʣʦ 

ʤʦʛʫ˂ʝ. ʋ ʮʠˀʫ ʤʘʢʩʠʤʠʟʘʮʠʿʝ ʧʨʦʬʠʪʘ, ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʫʧʫ˂ʝʥʘ ʥʘ ʫʩʧʦʩʪʘʚˀʘˁʝ 

ʩʪʘʙʠʣʥʠʭ ʜʫʛʦʨʦʯʥʠʭ ʦʜʥʦʩʘ ʩʘ ʧʨʦʬʠʪʘʙʠʣʥʠʤ ʢʫʧʮʠʤʘ. 

ʆʩʥʦʚʥʠ ʧʨʦʙʣʝʤ ʚʝʟʘʥ ʟʘ CRM ʩʠʩʪʝʤ ʦʜʥʦʩʠ ʩʝ ʥʘ ʪʦ ʜʘ ʛʘ ʩʚʘʢʦ ʪʫʤʘʯʠ ʥʘ 

ʩʚʦʿ ʥʘʯʠʥ: ʥʝʢʠ ʛʘ ʩʤʘʪʨʘʿʫ ʪʝʭʥʦʣʦʰʢʠʤ ʘʣʘʪʦʤ, ʜʦʢ ʿʝ ʟʘ ʜʨʫʛʝ ʫ ʧʠʪʘˁʫ 

ʝʩʝʥʮʠʿʘʣʥʠ ʜʝʦ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɿʘʪʦ ʿʝ ʥʝʦʧʭʦʜʘʥ ʩʠʩʪʝʤʩʢʠ ʧʨʠʩʪʫʧ ʦʜ ʩʪʨʘʥʝ 

ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʪʝʞʝ ʜʘ ʠʥʪʝʛʨʠʰʫ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ ʩʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ 

ʠʩʧʦʨʫʢʦʤ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ ʢʫʧʮʠʤʘ. ʊʘʢʘʚ ʧʨʠʩʪʫʧ ʦʤʦʛʫ˂ʘʚʘ ʜʘ ʩʝ ʩʘʛʣʝʜʘʿʫ 

ʨʘʟʣʠʯʠʪʝ ʧʝʨʩʧʝʢʪʠʚʝ CRM ʩʠʩʪʝʤʘ ʠ ʦʙʝʟʙʝʜʠ ˁʠʭʦʚʘ ʢʦʤʧʣʝʤʝʥʪʘʨʥʦʩʪ. ʅʘʠʤʝ, ʫ 

ʣʠʪʝʨʘʪʫʨʠ ʧʦʩʪʦʿʝ ʨʘʟʣʠʯʠʪʝ ʜʝʬʠʥʠʮʠʿʝ CRM ʩʠʩʪʝʤʘ, ʛʜʝ ʩʝ ʥʘʿʯʝʰ˂ʝ ʠʩʪʫʯʫ ʜʚʝ 

ˁʝʛʦʚʝ ʬʦʨʤʝ (Schultz, 2000): ʧʨʚʘ ʩʝ ʦʜʥʦʩʠ ʥʘ ʫʩʣʫʞʥʠ ʤʘʨʢʝʪʠʥʛ, ʫʩʤʝʨʝʥ ʥʘ 

ʩʧʦʩʦʙʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʜʘ ʥʝʛʫʿʝ ʦʜʥʦʩʝ ʩʘ ʢʣʠʿʝʥʪʠʤʘ; ʜʨʫʛʘ ʩʝ ʪʠʯʝ ʧʨʠʤʝʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ ʤʘʨʪʦʚʘ ʧʦʜʘʪʘʢʘ ʠ ʢʦʥʩʦʣʠʜʘʮʠʿʝ ʧʦʜʘʪʘʢʘ ʫ ʮʠˀʫ ʘʫʪʦʤʘʪʠʟʘʮʠʿʝ 

ʬʫʥʢʮʠʿʝ ʧʨʦʜʘʿʝ. ʉʚʘ ʨʘʟʣʠʯʠʪʘ ʩʭʚʘʪʘˁʘ CRM ʩʠʩʪʝʤʘ ʤʦʛʫ ʩʝ ʢʣʘʩʠʬʠʢʦʚʘʪʠ ʫ ʪʨʠ 

ʢʦʤʧʣʝʤʝʥʪʘʨʥʝ ʧʝʨʩʧʝʢʪʠʚʝ (Thompson et al., 2006, ʧ. 1614):  

Á ʊʝʭʥʦʣʦʰʢʘ ʧʝʨʩʧʝʢʪʠʚʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʠʤʝʥʫ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ 

ʢʦʿʘ ʦʤʦʛʫ˂ʘʚʘ ʧʨʝʜʫʟʝ˂ʫ ʜʘ ʫʩʧʦʩʪʘʚˀʘ ʙʣʠʩʢʝ ʦʜʥʦʩʝ ʩʘ ʧʦʪʨʦʰʘʯʠʤʘ, 

ʘʥʘʣʠʟʠʨʘ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʧʦʪʨʦʰʘʯʠʤʘ ʠ ʧʨʫʞʠ ʮʝʣʦʢʫʧʥʫ ʩʣʠʢʫ ʦ ˁʠʤʘ. 

ɿʙʦʛ ʪʦʛʘ ʿʝ ʧʨʝʜʫʟʝ˂ʠʤʘ ʥʝʦʧʭʦʜʘʥ ʠʥʪʝʛʨʠʩʘʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ ʢʦʿʠ 

˂ʝ ʧʨʫʞʠʪʠ ʨʝʣʝʚʘʥʪʥʝ, ʧʨʘʚʦʚʨʝʤʝʥʝ ʠ ʧʨʝʮʠʟʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʩʚʠʤ 

ʟʘʧʦʩʣʝʥʠʤ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʆʚʘʢʘʚ ʠʥʪʝʛʨʠʩʘʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ ʦʙʠʯʥʦ 
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ʟʘʭʪʝʚʘ ʠʥʪʝʛʨʘʮʠʿʫ ʤʘʨʢʝʪʠʥʛʘ, ʧʨʦʜʘʿʝ ʠ ʫʩʣʫʞʥʠʭ ʬʫʥʢʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. 

ɻʣʝʜʘʥʦ ʠʟ ʦʚʝ ʧʝʨʩʧʝʢʪʠʚʝ, CRM ʧʨʝʜʩʪʘʚˀʘ ʠʥʬʨʘʩʪʨʫʢʪʫʨʫ ʩʘ 

ʥʝʦʧʭʦʜʥʠʤ ʘʧʣʠʢʘʮʠʿʘʤʘ ʟʘ ʨʘʟʫʤʝʚʘˁʝ ʠ ʝʬʠʢʘʩʥʫ ʠʥʪʝʨʘʢʮʠʿʫ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ. ʀʥʪʝʛʨʘʮʠʿʘ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʫʦʙʠʯʘʿʝʥʦ ʟʘʭʪʝʚʘ 

ʮʝʥʪʨʘʣʠʟʦʚʘʥʫ ʙʘʟʫ ʧʦʜʘʪʘʢʘ, ʩʢʣʘʜʠʰʪʝ ʠʣʠ ʤʘʨʪ ʧʦʜʘʪʘʢʘ, ʢʘʢʦ ʙʠ ʩʝ 

ʩʢʣʘʜʠʰʪʠʣʝ ʩʚʝ ʨʝʣʝʚʘʪʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʧʦʪʨʦʰʘʯʠʤʘ, ʟʘʿʝʜʥʦ ʩʘ 

ʦʧʝʨʘʪʠʚʥʠʤ ʧʦʜʘʮʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʀʥʪʝʛʨʠʩʘʥʠ ʩʠʩʪʝʤ ʫʩʤʝʨʘʚʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʧʨʝʜʫʟʝ˂ʘ ʫ ʮʠˀʫ ʢʨʝʠʨʘˁʘ ʝʬʠʢʘʩʥʠʭ ʧʨʦʮʝʜʫʨʘ, ʯʠʥʝ˂ʠ 

ʧʨʝʜʫʟʝ˂ʝ ʦʩʝʪˀʠʚʠʿʠʤ ʥʘ ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ ʠ ʧʦʪʨʝʙʘʤʘ ʧʦʪʨʦʰʘʯʘ. 

Á ʇʦʩʣʦʚʥʘ ʧʝʨʩʧʝʢʪʠʚʘ ʥʘ CRM ʩʠʩʪʝʤ ʛʣʝʜʘ ʢʘʦ ʥʘ ʧʦʩʣʦʚʥʫ ʩʪʨʘʪʝʛʠʿʫ, ʢʦʿʘ 

ʩʝ ʦʜʥʦʩʠ ʥʘ ʨʘʟʫʤʝʚʘˁʝ ʠ ʧʨʝʜʚʠʹʘˁʝ ʧʦʥʘʰʘˁʘ ʧʦʪʨʦʰʘʯʘ, ˁʠʭʦʚʦ 

ʩʝʛʤʝʥʪʠʨʘˁʝ, ʘʥʘʣʠʟʫ ˁʠʭʦʚʠʭ ʦʙʨʘʟʘʮʘ ʢʫʧʦʚʠʥʝ, ʜʝʪʘˀʥʦ ʧʦʟʥʘʚʘˁʝ 

ʧʦʪʨʦʰʘʯʘ ʠ ˁʠʭʦʚʠʭ ʧʦʪʨʝʙʘ. ʇʨʫʞʘˁʝʤ ʦʜʛʦʚʘʨʘʿʫ˂ʠʭ ʠʥʬʦʨʤʘʮʠʿʘ 

ʟʘʧʦʩʣʝʥʠʤʘ, ʢʨʝʠʨʘ ʩʝ ʦʩʥʦʚ ʟʘ ʜʦʥʦʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ ʫ ʚʝʟʠ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ. 

Á ʇʦʪʨʦʰʘʯʢʘ ʧʝʨʩʧʝʢʪʠʚʘ ʧʦʜʨʘʟʫʤʝʚʘ ʜʘ ʿʝ CRM ʩʠʩʪʝʤ ʫʩʤʝʨʝʥ ʥʘ 

ʠʥʪʝʨʘʢʮʠʿʝ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʦʪʨʦʰʘʯʘ (call - ʮʝʥʪʨʠ, ʦʩʦʙˀʝ ʧʨʦʜʘʿʝ, 

ʀʥʪʝʨʥʝʪ, ʙʝʞʠʯʥʠ ʢʘʥʘʣʠ ʢʦʤʫʥʠʢʘʮʠʿʝ, e-mail, ʠʪʜ.). ʆʚʘʢʚʠʤ 

ʠʥʪʝʨʘʢʮʠʿʘʤʘ ʩʝ ʩʪʠʯʝ ʣʦʿʘʣʥʦʩʪ ʢʫʧʘʮʘ ʠ ʜʝʤʦʥʪʨʠʨʘ ʝʬʠʢʘʩʥʦʩʪ 

ʫʩʣʫʞʠʚʘˁʘ ʢʫʧʘʮʘ ʢʘʦ ʠ ʦʜʥʦʩ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʤʘ ˁʠʤʘ. 

ʇʨʝʤʘ ʪʦʤʝ, ʜʘ ʙʠ ʩʝ ʧʦʜʨʞʘʣʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʧʨʝʜʫʟʝ˂ʘ ʦʨʠʿʝʥʪʠʩʘʥʠ 

ʧʨʝʤʘ ʧʦʪʨʦʰʘʯʠʤʘ, ʥʝʦʧʭʦʜʥʘ ʿʝ ʦʜʛʦʚʘʨʘʿʫ˂ʘ ʪʝʭʥʦʣʦʛʠʿʘ ʢʦʿʘ ˂ʝ ʦʙʝʟʙʝʜʠʪʠ 

ʘʥʘʣʠʪʠʯʢʫ ʠ ʧʨʦʮʝʩʥʫ ʧʦʜʨʰʢʫ ʠ ʦʙʨʘʜʫ ʧʦʜʘʪʘʢʘ ʧʨʠʢʫʧˀʝʥʠʭ ʫ ʠʥʪʝʨʘʢʮʠʿʘʤʘ ʩʘ 

ʧʦʪʨʦʰʘʯʠʤʘ. ʈʘʟʚʦʿ CRM ʨʝʰʝˁʘ ʟʘ ʚʝ˂ʠʥʫ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʜʩʪʘʚˀʘ ʧʠʪʘˁʝ ʢʦʤʧʣʝʢʩʥʝ 

ʠʥʪʝʛʨʘʮʠʿʝ ʭʘʨʜʚʝʨʘ, ʩʦʬʪʚʝʨʘ ʠ ʘʧʣʠʢʘʮʠʿʘ, ʫʟ ʜʝʪʘˀʥʫ ʘʥʘʣʠʟʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʰʪʦ ʟʘʭʪʝʚʘ ʦʜʛʦʚʘʨʘʿʫ˂ʝ ʟʥʘˁʝ, ʜʝʪʘˀʘʥ ʧʣʘʥ ʠ ʜʦʙʨʦ ʫʧʨʘʚˀʘˁʝ ʧʨʦʿʝʢʪʦʤ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. 

ʂʦʤʝʨʮʠʿʘʣʥʠ CRM ʩʦʬʪʚʝʨʩʢʠ ʧʘʢʝʪʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʥʠʟ ʨʘʟʣʠʯʠʪʠʭ ʨʝʰʝˁʘ: 

ʦʜ ʠʥʜʠʚʠʜʫʘʣʥʠʭ ʘʣʘʪʘ ʢʦʿʠ ʤʦʛʫ ʜʘ ʦʙʘʚˀʘʿʫ ʦʛʨʘʥʠʯʝʥʠ ʙʨʦʿ ʬʫʥʢʮʠʿʘ (ʥʘ ʧʨʠʤʝʨ, 

ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʠ Web ʩʘʿʪ ʟʘ ʩʧʝʮʠʬʠʯʥʦʛ ʧʦʪʨʦʰʘʯʘ) ʜʦ ʩʚʝʦʙʫʭʚʘʪʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʢʦʿʠ ʙʝʣʝʞʝ ʩʚʝ ʠʥʪʝʨʘʢʮʠʿʝ ʩʘ ʧʦʪʨʦʰʘʯʠʤʘ, ʘʥʘʣʠʟʠʨʘʿʫ ʠʭ 

ʧʨʠʤʝʥʦʤ ʩʦʬʠʩʪʠʮʠʨʘʥʠʭ ʘʣʘʪʘ ʟʘ ʠʟʚʝʰʪʘʚʘˁʝ ʠ ʧʦʚʝʟʫʿʫ ʩʘ ʜʨʫʛʠʤ ʤʦʜʫʣʠʤʘ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʊʘʢʚʠ ʧʘʢʝʪʠ ʩʘʩʪʦʿʝ ʩʝ ʦʜ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʘ ʩʘ 
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ʧʘʨʪʥʝʨʠʤʘ (partner relationship management ï PRM) ʠ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʘ ʩʘ 

ʟʘʧʦʩʣʝʥʠʤʘ (employee relationship management - ERM). PRM ʩʠʩʪʝʤʠ ʧʨʠʤʝˁʫʿʫ ʘʣʘʪʝ 

CRM ʩʠʩʪʝʤʘ ʫ ʩʚʨʭʫ ʫʥʘʧʨʝʹʝˁʘ ʢʦʣʘʙʦʨʘʮʠʿʝ ʩʘ ʧʦʩʨʝʜʥʠʮʠʤʘ ʫ ʧʨʦʜʘʿʠ 

(ʜʠʩʪʨʠʙʫʪʝʨʠʤʘ, ʧʨʦʜʘʚʮʠʤʘ ʥʘ ʤʘʣʦ), ʫ ʩʤʠʩʣʫ ʧʨʦʩʣʝʹʠʚʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘ ʦ 

ʧʦʪʨʦʰʘʯʠʤʘ, ʮʝʥʘʤʘ, ʧʨʦʤʦʮʠʿʘʤʘ, ʨʘʩʧʦʣʦʞʠʚʦʩʪʠ ʧʨʦʠʟʚʦʜʘ. ERM ʿʝ ʩʦʬʪʚʝʨ ʢʦʿʠ 

ʩʝ ʙʘʚʠ ʧʨʦʙʣʝʤʠʤʘ ʟʘʧʦʩʣʝʥʠʭ ï ʧʦʩʪʘʚˀʘˁʝ ʮʠˀʝʚʘ, ʫʧʨʘʚˀʘˁʝ ʨʝʟʫʣʪʘʪʠʤʘ, ʦʙʫʢʘ 

ʟʘʧʦʩʣʝʥʠʭ.  

ɺʦʜʝ˂ʠ ʧʨʦʠʟʚʦʹʘʯʠ CRM ʩʠʩʪʝʤʘ (Correia, et al., 2013), ʿʝʩʫ Salesforce.com (ʩʘ 

14% ʫʯʝʰ˂ʘ ʥʘ ʪʨʞʠʰʪʫ), SAP (12.9%), Oracle (11,1%) ʠ Microsoft (6,3%). ʇʨʝʤʘ ʦʚʦʤ 

ʠʟʚʝʰʪʘʿʫ, ʪʨʞʠʰʪʝ CRM ʩʠʩʪʝʤʘ ʿʝ ʟʘ ʧʦʩʣʝʜˁʠʭ ʛʦʜʠʥʫ ʜʘʥʘ ʧʦʨʘʩʣʦ ʟʘ 12,5%. 

 

ʉʣʠʢʘ 4: ʋʜʝʦ ʩʚʝʪʩʢʠʭ ʧʨʦʠʟʚʦʹʘʯʘ CRM ʩʦʬʪʚʝʨʘ ʥʘ ʪʨʞʠʰʪʫ 

CRM ʩʠʩʪʝʤʠ ʤʦʛʫ ʠʤʘʪʠ ʚʠʰʝ ʨʘʟʣʠʯʠʪʠʭ ʤʦʜʫʣʘ, ʦʜ ʢʦʿʠʭ ʩʝ ʠʟʜʚʘʿʘʿʫ 

ʩʣʝʜʝ˂ʠ: 

Á Sales Force Automation (SFA) ʿʝ ʤʦʜʫʣ ʫʩʤʝʨʝʥ ʥʘ ʧʦʜʠʟʘˁʝ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ 

ʟʘʧʦʩʣʝʥʠʭ ʫ ʧʨʦʜʘʿʠ, ʫʩʤʝʨʘʚʘˁʝʤ ʧʨʦʜʘʿʥʠʭ ʩʥʘʛʘ ʢʘ ʥʘʿʧʨʦʬʠʪʘʙʠʣʥʠʿʠʤ 

ʢʣʠʿʝʥʪʠʤʘ. ʆʚʘʿ ʩʠʩʪʝʤ ʧʨʫʞʘ ʧʦʜʘʪʢʝ ʦ ʨʝʘʣʠʟʦʚʘʥʠʤ ʢʫʧʦʚʠʥʘʤʘ 

ʢʦʥʢʨʝʪʥʦʛ ʧʦʪʨʦʰʘʯʘ, ʢʘʢʦ ʙʠ ʧʨʦʜʘʚʮʠ ʤʦʛʣʠ ʜʘ ʢʨʝʠʨʘʿʫ 

ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʝ ʧʨʝʧʦʨʫʢʝ. ɿʘʭʚʘˀʫʿʫ˂ʠ ʦʚʦʤ ʩʠʩʪʝʤʫ, ʦʜʝˀʝˁʘ ʧʨʦʜʘʿʝ, 

ʤʘʨʢʝʪʠʥʛʘ ʠ ʠʩʧʦʨʫʢʝ ʤʦʛʫ ʜʘ ʣʘʢʦ ʨʘʟʤʝˁʫʿʫ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʢʣʠʿʝʥʪʫ. 

ʊʠʤʝ ʩʝ ʧʦʩʪʠʞʝ ʩʤʘˁʠʚʘˁʝ ʪʨʦʰʢʦʚʘ ʧʨʦʜʘʿʝ, ʧʨʠʚʣʘʯʝˁʘ ʥʦʚʠʭ ʢʣʠʿʝʥʘʪʘ 

ʠ ʟʘʜʨʞʘʚʘˁʘ ʧʦʩʪʦʿʝ˂ʠʭ, ʘ ʧʦʜʘʮʠ ʧʨʠʢʫʧˀʝʥʠ ʧʫʪʝʤ ʦʚʦʛ ʤʦʜʫʣʘ ʤʦʛʫ ʩʝ 

ʧʨʠʤʝʥʠʪʠ ʠ ʫ ʧʨʦʛʥʦʟʠʨʘˁʫ ʧʨʦʜʘʿʝ ʠ ʟʘ ʧʦʪʨʝʙʝ ʪʠʤʩʢʝ ʧʨʦʜʘʿʝ. 
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Á ʇʦʪʨʦʰʘʯʢʠ ʩʝʨʚʠʩ ʿʝ ʤʦʜʫʣ ʫ ʦʢʚʠʨʫ CRM ʩʠʩʪʝʤʘ ʢʦʿʠ ʧʨʫʞʘ 

ʠʥʬʦʨʤʘʮʠʿʝ ʠ ʘʣʘʪʝ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʟʠʚʥʠʭ ʮʝʥʪʘʨʘ, help 

deskova ʠ ʦʩʦʙˀʘ ʢʦʿʝ ʿʝ ʟʘʜʫʞʝʥʦ ʟʘ ʧʦʜʨʰʢʫ ʧʦʪʨʦʰʘʯʠʤʘ. ʋʥʦʩ ʧʦʜʘʪʘʢʘ 

ʦ ʧʦʪʨʦʰʘʯʫ ʫ ʩʠʩʪʝʤ ʦʙʘʚˀʘ ʩʝ ʩʘʤʦ ʿʝʜʥʦʤ, ʥʘʢʦʥ ʯʝʛʘ ʩʫ ʧʦʜʘʮʠ ʜʦʩʪʫʧʥʠ 

ʩʚʠʤ ʟʘʧʦʩʣʝʥʠʤʘ ʢʦʿʠ ʩʝ ʙʘʚʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʣʠʿʝʥʪʠʤʘ. ʋʥʘʧʨʝʹʝʥʠ ʧʨʠʩʪʫʧ 

ʢʦʥʟʠʩʪʝʥʪʥʠʤ ʠ ʧʨʝʮʠʟʥʠʤ ʧʦʜʘʮʠʤʘ ʦʤʦʛʫ˂ʘʚʘ ʧʦʟʠʚʥʠʤ ʮʝʥʪʨʠʤʘ ʜʘ 

ʨʝʘʣʠʟʫʿʫ ʚʠʰʝ ʧʦʟʠʚʘ ʠ ʩʤʘˁʝ ˁʠʭʦʚʦ ʪʨʘʿʘˁʝ, ʯʠʤʝ ʩʝ ʧʦʚʝ˂ʘʚʘ ˁʠʭʦʚʘ 

ʧʨʦʜʫʢʪʠʚʥʦʩʪ, ʩʤʘˁʫʿʝ ʚʨʝʤʝ ʪʨʘʥʩʘʢʮʠʿʘ ʠ ʧʨʫʞʘ ʢʚʘʣʠʪʝʪʥʠʿʘ ʫʩʣʫʛʘ ʧʦ 

ʥʠʞʠʤ ʪʨʦʰʢʦʚʠʤʘ. ɸʣʪʝʨʥʘʪʠʚʥʦ, CRM ʩʠʩʪʝʤʠ ʤʦʛʫ ʜʘ ʩʘʜʨʞʝ ʠ ʨʝʰʝˁʘ 

ʟʘ ʩʘʤʦʫʩʣʫʞʠʚʘˁʝ ʧʫʪʝʤ Web-ʘ ï Web ʩʘʿʪ ʧʨʝʜʫʟʝ˂ʘ ʤʦʞʝ ʩʝ ʧʨʠʣʘʛʦʜʠʪʠ 

ʢʘʢʦ ʙʠ ʢʣʠʿʝʥʪʠ ʩʘʤʦʩʪʘʣʥʦ ʜʦʣʘʟʠʣʠ ʜʦ ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʠ 

ʧʦʜʨʰʢʝ. 

Á ʄʘʨʢʝʪʠʥʛ ʤʦʜʫʣʠ ʫ ʦʢʚʠʨʫ CRM ʩʠʩʪʝʤʘ ʩʘʜʨʞʝ ʘʣʘʪʝ ʟʘ ʘʥʘʣʠʟʫ ʧʦʜʘʪʘʢʘ 

ʦ ʢʣʠʿʝʥʪʠʤʘ, ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʨʦʬʠʪʘʙʠʣʥʠʭ ʢʣʠʿʝʥʘʪʘ, ʢʨʝʠʨʘˁʝ 

ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ ʢʦʿʠ ˂ʝ ʟʘʜʦʚʦˀʠʪʠ ʩʧʝʮʠʬʠʯʥʝ ʧʦʪʨʝʙʝ ʠ ʠʥʪʝʨʝʩʝ 

ʢʣʠʿʝʥʘʪʘ ʠ ʦʪʢʨʠʚʘˁʝ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʫʥʘʢʨʩʥʫ ʧʨʦʜʘʿʫ (ʧʨʦʜʘʿʫ 

ʢʦʤʧʣʝʤʝʥʪʘʨʥʠʭ ʧʨʦʠʟʚʦʜʘ ʧʦʩʪʦʿʝ˂ʠʤ ʢʣʠʿʝʥʪʠʤʘ). ʅʘ ʦʚʘʿ ʥʘʯʠʥ, CRM 

ʩʠʩʪʝʤʠ ʧʨʫʞʘʿʫ ʧʦʜʨʰʢʫ ʜʠʨʝʢʪʥʠʤ ʤʘʨʢʝʪʠʥʛ ʢʘʤʧʘˁʘʤʘ. 

ʉʣʠʢʘ ʙʨʦʿ 5 ʧʦʢʘʟʫʿʝ ʤʦʛʫ˂ʝ ʧʨʠʤʝʥʝ CRM ʩʠʩʪʝʤʘ ʫ ʧʨʦʜʘʿʥʠʤ, ʫʩʣʫʞʥʠʤ ʠ 

ʤʘʨʢʝʪʠʥʛ ʧʨʦʮʝʩʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ.  

 

ʉʣʠʢʘ 5: ʇʦʜʨʰʢʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʦʢʚʠʨʫ CRM ʤʦʜʫʣʘ 
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ʉʚʠ ʥʘʚʝʜʝʥʠ ʤʦʜʫʣʠ ʧʦʜʨʞʘʚʘʿʫ ʦʧʝʨʘʪʠʚʥʝ ʠʣʠ ʘʥʘʣʠʪʠʯʢʝ ʘʩʧʝʢʪʝ CRM 

ʩʠʩʪʝʤʘ. ʆʧʝʨʘʪʠʚʥʠ CRM ʦʙʫʭʚʘʪʘ ʘʧʣʠʢʘʮʠʿʝ ʦʢʨʝʥʫʪʝ ʢʘ ʢʣʠʿʝʥʪʠʤʘ (ʘʣʘʪʠ ʟʘ 

ʘʫʪʦʤʘʪʠʟʦʚʘˁʝ ʧʨʦʜʘʿʝ, ʧʦʜʨʰʢʫ ʧʦʪʨʦʰʘʯʠʤʘ ʠ ʤʘʨʢʝʪʠʥʛ), ʜʦʢ ʘʥʘʣʠʪʠʯʢʠ CRM 

ʫʢˀʫʯʫʿʝ ʘʧʣʠʢʘʮʠʿʝ ʢʦʿʝ ʘʥʘʣʠʟʠʨʘʿʫ ʧʦʜʘʪʢʝ ʦ ʢʣʠʿʝʥʪʠʤʘ ʢʦʿʝ ʩʫ ʧʨʠʢʫʧˀʝʥʝ 

ʦʧʝʨʘʪʠʚʥʠʤ ʘʧʣʠʢʘʮʠʿʘʤʘ, ʫ ʮʠˀʫ ʦʙʝʟʙʝʹʝˁʘ ʠʥʬʦʨʤʘʮʠʿʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ 

ʨʝʟʫʣʪʘʪʘ. ɸʥʘʣʠʪʠʯʢʝ CRM ʘʧʣʠʢʘʮʠʿʝ ʟʘʩʥʠʚʘʿʫ ʩʝ ʥʘ ʩʢʣʘʜʠʰʪʠʤʘ ʧʦʜʘʪʘʢʘ ʢʦʿʘ 

ʢʦʥʩʦʣʠʜʫʿʫ ʧʦʜʘʪʢʝ ʠʟ ʦʧʝʨʘʪʠʚʥʠʭ CRM ʩʠʩʪʝʤʘ ʧʫʪʝʤ online ʘʥʘʣʠʪʠʯʢʦʛ 

ʧʨʦʮʝʩʫʠʨʘˁʘ (OLAP) ʠ ʜʨʫʛʠʭ ʪʝʭʥʠʢʘ ʘʥʘʣʠʟʝ ʧʦʜʘʪʘʢʘ. ʇʦʜʘʮʠ ʦ ʢʣʠʿʝʥʪʠʤʘ 

ʧʨʠʢʫʧˀʝʥʠ ʫ ʧʨʝʜʫʟʝ˂ʫ ʤʦʛʫ ʩʝ ʢʦʤʙʠʥʦʚʘʪʠ ʩʘ ʧʦʜʘʮʠʤʘ ʠʟ ʜʨʫʛʠʭ ʠʟʚʦʨʘ, ʢʘʦ ʰʪʦ 

ʩʫ ʣʠʩʪʝ ʢʣʠʿʝʥʘʪʘ ʟʘ ʜʠʨʝʢʪʥʝ ʤʘʨʢʝʪʠʥʛ ʢʘʤʧʘˁʝ ʢʫʧˀʝʥʝ ʦʜ ʜʨʫʛʠʭ ʧʨʝʜʫʟʝ˂ʘ ʠʣʠ 

ʜʝʤʦʛʨʘʬʩʢʠ ʧʦʜʘʮʠ. ʉʚʠ ʪʠ ʧʦʜʘʮʠ ʩʝ ʘʥʘʣʠʟʠʨʘʿʫ ʢʘʢʦ ʙʠ ʩʝ ʫʩʪʘʥʦʚʠʣʠ ʦʙʨʘʩʮʠ 

ʢʫʧʦʚʠʥʘ, ʢʨʝʠʨʘʣʠ ʩʝʛʤʝʥʪʠ ʟʘ ʪʘʨʛʝʪʠʨʘʥʠ ʤʘʨʢʝʪʠʥʛ ʠ ʨʘʟʣʠʢʦʚʘʣʠ ʧʨʦʬʠʪʘʙʠʣʥʠ ʠ 

ʥʝʧʨʦʬʠʪʘʙʠʣʥʠ ʢʣʠʿʝʥʪʠ (ʩʣʠʢʘ 6). 

 

ʉʣʠʢʘ 6: ʉʢʣʘʜʠʰʪʝ ʧʦʜʘʪʘʢʘ ʘʥʘʣʠʪʠʯʢʦʛ CRM - ʘ 

ʇʨʝʜʫʟʝ˂ʘ ʩʘ ʝʬʠʢʘʩʥʠʤ CRM ʩʠʩʪʝʤʠʤʘ ʦʩʪʚʘʨʫʿʫ ʤʥʦʛʦʙʨʦʿʥʝ ʢʦʨʠʩʪʠ, ʢʦʿʝ 

ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʨʘʩʪʫ˂ʝ ʟʘʜʦʚʦˀʩʪʚʦ ʢʣʠʿʝʥʘʪʘ, ʩʤʘˁʝʥʝ ʪʨʦʰʢʦʚʝ ʤʘʨʢʝʪʠʥʛʘ, 

ʝʬʠʢʘʩʥʠʿʠ ʤʘʨʢʝʪʠʥʛ ʠ ʥʠʞʝ ʪʨʦʰʢʦʚʝ ʧʨʠʚʣʘʯʝˁʘ ʠ ʟʘʜʨʞʘʚʘˁʘ ʢʣʠʿʝʥʘʪʘ. 

ʀʜʝʥʪʠʬʠʢʦʚʘˁʝʤ ʥʘʿʧʨʦʬʠʪʘʙʠʣʥʠʿʠʭ ʢʣʠʿʝʥʘʪʘ ʠ ʩʝʛʤʝʥʘʪʘ ʟʘ ʫʩʤʝʨʝʥʠ ʤʘʨʢʝʪʠʥʛ 

ʦʤʦʛʫ˂ʘʚʘ ʩʝ ʧʦʚʝ˂ʘˁʝ ʧʨʠʭʦʜʘ ʦʜ ʧʨʦʜʘʿʝ.  
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1.2. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ï ʢʨʠʪʠʯʥʠ ʬʘʢʪʦʨʠ 

ʫʩʧʝʭʘ 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʥʠʿʝ ʫʚʝʢ ʫʩʧʝʰʥʘ, ʠ ʩʘ 

ʩʦʙʦʤ ʥʦʩʠ ʟʥʘʯʘʿʥʝ ʨʠʟʠʢʝ. ʋ ʮʠˀʫ ʩʤʘˁʝˁʘ ʪʠʭ ʨʠʟʠʢʘ ʠʩʪʨʘʞʠʚʘʯʠ, ʀʊ ʢʦʤʧʘʥʠʿʝ 

ʢʦʿʝ ʠʭ ʧʨʦʠʟʚʦʜʝ, ʩʠʩʪʝʤ ʠʥʪʝʛʨʘʪʦʨʠ ʢʘʦ ʠ ʢʨʘʿˁʠ ʢʦʨʠʩʥʠʮʠ ʦʚʠʭ ʩʠʩʪʝʤʘ 

ʧʦʢʫʰʘʚʘʿʫ ʜʘ ʫʪʚʨʜʝ ʢʨʠʪʠʯʥʝ ʬʘʢʪʦʨʝ ʢʦʿʠ ʜʦʧʨʠʥʦʩʝ ʫʩʧʝʰʥʦʿ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ. ʋ 

ʣʠʪʝʨʘʪʫʨʠ ʩʫ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠ ʙʨʦʿʥʠ ʬʘʢʪʦʨʠ ʢʦʿʠ ʩʫ ʧʨʝʧʦʟʥʘʪʠ ʢʘʦ ʢʨʠʪʠʯʥʠ ʟʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ. ʈʘʜʠ ˁʠʭʦʚʦʛ ʨʘʟʫʤʝʚʘˁʘ, 

ʥʝʦʧʭʦʜʘʥ ʿʝ ʢʨʠʪʠʯʢʠ ʦʩʚʨʪ ʥʘ ʧʦʩʪʦʿʝ˂ʘ ʠʩʪʨʘʞʠʚʘˁʘ ʫ ʦʙʣʘʩʪʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʘ ʧʦʩʝʙʥʦ ʥʘ ʜʝʦ ʢʦʿʠ ʩʝ ʦʜʥʦʩʠ ʥʘ ʠʩʪʨʘʞʠʚʘˁʘ 

ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʠ ʧʨʝʚʘʟʠʣʘʞʝˁʝ ʧʨʦʙʣʝʤʘ ʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʫʪʝʤ ʫʥʘʧʨʝʹʝˁʘ 

ʧʨʦʮʝʩʘ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ ʢʦʣʘʙʦʨʘʮʠʿʝ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ.  

ʂʨʠʪʠʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ ʩʫ ʙʠʣʠ ʧʨʝʜʤʝʪ ʨʘʟʣʠʯʠʪʠʭ ʘʥʘʣʠʟʘ ʠ ʠʩʪʨʘʞʠʚʘˁʘ 

ʿʦʰ ʰʝʟʜʝʩʝʪʠʭ ʠ ʩʝʜʘʤʜʝʩʝʪʠʭ ʛʦʜʠʥʘ ʧʨʦʰʣʦʛ ʚʝʢʘ ʢʘʜʘ ʩʫ ʠʩʪʨʘʞʠʚʘʯʠ ʠʟ 

ʫʥʠʚʝʨʟʠʪʝʪʩʢʠʭ ʮʝʥʪʘʨʘ (ʧʦʧʫʪ ʯʫʚʝʥʦʛ ʪʝʭʥʦʣʦʰʢʦʛ ʠʥʩʪʠʪʫʪʘ MIT, ʫʥʠʚʝʨʟʠʪʝʪʘ 

ʍʘʨʚʘʨʜ, ʠ ʩʣʠʯʥʦ) ʠ ʚʝʣʠʢʠʭ ʀʊ ʢʦʤʧʘʥʠʿʘ (ʥʘ ʧʨʠʤʝʨ, IBM) ʟʘʧʦʯʝʣʠ ʠʩʧʠʪʠʚʘˁʘ 

ʫʧʦʪʨʝʙʝ ʢˀʫʯʥʠʭ ʩʠʩʪʝʤʘ ʠʥʜʠʢʘʪʦʨʘ ʫ ʮʠˀʫ ʧʦʤʦ˂ʠ ʤʝʥʘ˅ʝʨʠʤʘ ʫ ʫʧʨʘʚˀʘˁʫ 

ʞʝˀʝʥʠʤ ʘʢʪʠʚʥʦʩʪʠʤʘ. ɱʝʜʥʦ ʦʜ ʩʭʚʘʪʘˁʘ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʿʝ ʜʘ ʩʫ ʫ 

ʧʠʪʘˁʫ ʛʨʫʧʝ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʿʝ ʥʝʦʧʭʦʜʥʦ ʢʦʥʩʪʘʥʪʥʦ ʠ ʧʘʞˀʠʚʦ ʧʨʘʪʠʪʠ ʦʜ ʩʪʨʘʥʝ 

ʤʝʥʘ˅ʤʝʥʪʘ (Rockart, 1979). ʂˀʫʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ ʧʨʝʜʩʪʘʚˀʘʿʫ ʦʜʨʝʹʝʥʠ ʙʨʦʿ 

ʦʙʣʘʩʪʠ ʦʜ ʠʥʪʝʨʝʩʘ ʫ ʢʦʿʠʤʘ ˂ʝ ʧʦʩʪʠʟʘˁʝ ʟʘʜʦʚʦˀʘʚʘʿʫ˂ʠʭ ʨʝʟʫʣʪʘʪʘ ʦʩʠʛʫʨʘʪʠ ʫʩʧʝʭ 

ʮʝʣʠʥʝ ʧʨʦʿʝʢʪʘ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʧʘ ʠ ʯʠʪʘʚʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʂʨʠʪʠʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ 

ʪʨʝʙʘ ʜʘ ʙʫʜʫ ʜʠʨʝʢʪʥʦ ʫʩʤʝʨʝʥʠ ʥʘ ʧʨʫʞʘˁʝ ʧʦʜʨʰʢʝ ʦʩʪʚʘʨʠʚʘˁʫ ʮʠˀʝʚʘ ʧʨʦʿʝʢʪʘ 

ʠʣʠ ʧʨʝʜʫʟʝ˂ʘ. ʆʥʠ ʩʫ ʩʧʝʮʠʬʠʯʥʠ ʟʘ ʧʦʿʝʜʠʥʝ ʚʨʩʪʝ ʧʨʦʿʝʢʘʪʘ ʠ ʪʨʝʙʘʣʦ ʙʠ ʜʘ ʙʫʜʫ 

ʢʨʝʠʨʘʥʠ ʪʘʢʦ ʜʘ ʦʜʛʦʚʘʨʘʿʫ ʩʧʝʮʠʬʠʯʥʦʿ ʘʧʣʠʢʘʮʠʿʠ. ʆʩʠʤ ʪʦʛʘ, ʥʝʦʧʭʦʜʥʦ ʿʝ 

ʢʦʥʩʪʘʥʪʥʦ ʧʨʘ˂ʝˁʝ ʠ ʤʝʨʝˁʝ ʪʨʝʥʫʪʥʦʛ ʩʪʘʪʫʩʘ ʧʝʨʬʦʨʤʘʥʩʠ ʟʘ ʩʚʘʢʠ ʦʜ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʢʘʦ ʠ ʜʘ ʪʝ ʠʥʬʦʨʤʘʮʠʿʝ ʙʫʜʫ ʜʦʩʪʫʧʥʝ 

ʤʝʥʘ˅ʝʨʠʤʘ (Martin, 1982). 

ʄʝʪʦʜʦʣʦʛʠʿʘ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʤʦʞʝ ʙʠʪʠ ʧʨʠʤʝˁʝʥʘ ʫ ʨʘʟʣʠʯʠʪʠʤ 

ʧʨʦʿʝʢʪʠʤʘ ʘ ʧʦʩʝʙʥʦ ʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʢʦʿʘ ʿʝ ʧʦ 

ʩʚʦʿʦʿ ʧʨʠʨʦʜʠ ʚʝʦʤʘ ʢʦʤʧʣʝʢʩʘʥ ʧʨʦʮʝʩ (Akkermans, van Helden, 2002). ʆʚʘʢʚʠ 

ʧʨʦʿʝʢʪʠ ʟʘʭʪʝʚʘʿʫ ʧʘʞˀʠʚʦ ʨʘʟʤʘʪʨʘˁʝ, ʢʘʢʦ ʫ ʬʘʟʠ ʧʣʘʥʠʨʘˁʘ, ʪʘʢʦ ʠ ʫ ʪʦʢʫ ʩʘʤʝ 
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ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʧʘ ʠʤ ʧʨʠʩʪʫʧ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʤʦʞʝ ʧʨʝʜʩʪʘʚˀʘʪʠ 

ʟʥʘʯʘʿʥʫ ʧʦʜʨʰʢʫ ʫ ʮʠˀʫ ʧʦʚʝ˂ʘˁʘ ʚʝʨʦʚʘʪʥʦ˂ʝ ʫʩʧʝʭʘ.  

ʇʨʠʤʝʥʘ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ 

ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʥʘʨʦʯʠʪʦ ERP ʠ CRM ʩʠʩʪʝʤʘ, ʧʨʝʜʩʪʘʚˀʘ ʧʨʝʜʤʝʪ 

ʠʩʪʨʘʞʠʚʘˁʘ ʤʥʦʛʠʭ ʘʢʘʜʝʤʩʢʠʭ ʩʪʫʜʠʿʘ (Finney, Corbett, 2007) (Soja, 2006). ʈʘʟʣʦʟʠ ʟʘ 

ʧʨʠʤʝʥʫ ʦʚʝ ʤʝʪʦʜʦʣʦʛʠʿʝ ʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ 

ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʪʦʤʝ ʜʘ ˁʠʭʦʚʘ ʧʨʠʤʝʥʘ ʫʪʠʯʝ ʥʘ ʚʝʨʦʚʘʪʥʦ˂ʫ ʫʩʧʝʭʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʢʨʦʟ ʫʰʪʝʜʫ ʚʨʝʤʝʥʘ ʠ ʪʨʦʰʢʦʚʘ ʩ ʿʝʜʥʝ ʩʪʨʘʥʝ ʠ ʫʥʘʧʨʝʹʝˁʝ ʢʚʘʣʠʪʝʪʘ ʠ ʝʬʠʢʘʩʥʦʩʪʠ 

ʩʠʩʪʝʤʘ ʩ ʜʨʫʛʝ. ʊʘʢʦʹʝ, ʧʦʩʪʦʿʝ ʧʦʢʫʰʘʿʠ ʩʠʩʪʝʤʘʪʠʟʘʮʠʿʝ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ 

ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʥʘ ʦʩʥʦʚʫ ʣʠʪʝʨʘʪʫʨʝ ʢʦʿʘ ʿʝ ʧʫʙʣʠʢʦʚʘʥʘ ʫ ʨʘʟʣʠʯʠʪʠʤ 

ʯʘʩʦʧʠʩʠʤʘ. ʇʨʠ ʪʦʤ ˁʠʭʦʚ ʮʠ ˀʥʠʿʝ ʧʨʦʩʪʦ ʬʦʨʤʠʨʘˁʝ ʢʦʥʘʯʥʝ ʣʠʩʪʝ ʦʚʠʭ ʬʘʢʪʦʨʘ 

ʚʝ˂ ʢʘʪʝʛʦʨʠʟʘʮʠʿʘ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʥʘ ʦʩʥʦʚʫ ʢʦʿʝ ʙʠ ʩʝ ʠʜʝʥʪʠʬʠʢʦʚʘʣʠ 

ʬʘʢʪʦʨʠ ʢʦʿʠ ʤʦʛʫ ʜʘ ʙʫʜʫ ʧʦʜʨʞʘʥʠ ʦʜ ʩʪʨʘʥʝ ʢʦʣʘʙʦʨʘʪʠʚʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ. 

ʇʦʨʝʜ ʥʘʚʝʜʝʥʠʭ ʘʫʪʦʨʘ, Nah ʠ ʜʨʫʛʠ (Nah et al., 2001) ʩʫ ʪʘʢʦʹʝ ʧʦʢʨʝʥʫʣʠ 

ʦʙʠʤʥʦ ʠʩʪʨʘʞʠʚʘˁʝ ʣʠʪʝʨʘʪʫʨʝ ʢʘʢʦ ʙʠ ʫʪʚʨʜʠʣʠ ʢʨʠʪʠʯʥʝ ʬʘʢʪʦʨʝ ʫʩʧʝʭʘ ʟʘ 

ʫʩʧʝʰʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ. ʇʨʠ ʪʦʤʝ ʦʥʠ ʩʫ ʠʜʝʥʪʠʬʠʢʦʚʘʣʠ 

ʿʝʜʘʥʝʘʩʪ ʬʘʢʪʦʨʘ, ʢʦʿʝ ʩʫ ʨʘʥʛʠʨʘʣʠ ʧʦ ʫʯʝʩʪʘʣʦʩʪʠ ʥʘʚʦʹʝˁʘ ʫ ʯʣʘʥʮʠʤʘ, ʧʨʠ ʯʝʤʫ ʩʫ 

ʠʟʜʚʦʿʠʣʠ ʜʚʘ ʢʘʦ ʢˀʫʯʥʘ ʟʘ ʫʩʧʝʭ ʧʨʦʿʝʢʪʘ. ʇʨʚʠ ʬʘʢʪʦʨ ʩʝ ʦʜʥʦʩʠ ʥʘ ʬʦʨʤʠʨʘˁʝ 

ʪʠʤʘ ʠ ʦʨʛʘʥʠʟʘʮʠʿʫ ʨʘʜʘ ʫ ʪʠʤʫ, ʜʦʢ ʩʝ ʜʨʫʛʠ ʬʘʢʪʦʨ ʦʜʥʦʩʠ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ 

ʢʫʣʪʫʨʦʤ ʠ ʫʧʨʘʚˀʘˁʝ ʧʨʦʤʝʥʘʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʆʩʪʘʣʠ ʬʘʢʪʦʨʠ ʩʫ: ʧʦʜʨʰʢʘ ʪʦʧ 

ʤʝʥʘ˅ʤʝʥʪʘ, ʧʦʩʣʦʚʥʠ ʧʣʘʥ ʠ ʚʠʟʠʿʘ, ʨʝʠʥʞʝˁʝʨʠʥʛ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʝʬʝʢʪʠʚʥʘ 

ʢʦʤʫʥʠʢʘʮʠʿʘ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʿʝʢʪʦʤ, ʨʘʟʚʦʿ ʠ ʪʝʩʪʠʨʘˁʝ ʩʦʬʪʚʝʨʘ, ʧʨʘ˂ʝˁʝ ʠ 

ʝʚʘʣʫʘʮʠʿʘ ʧʝʨʬʦʨʤʘʥʩʠ, ʦʜʛʦʚʘʨʘʿʫ˂ʠ ʧʦʩʣʦʚʥʠ ʠ ʀʊ ʩʠʩʪʝʤʠ. ʇʦʩʪʦʿʠ ʠ ʣʠʩʪʘ ʦʜ 26 

ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ (Soja, 2006, ʧ. 421) ʢʦʿʠ ʩʫ ʛʨʫʧʠʩʘʥʠ ʫ ʧʝʪ ʢʘʪʝʛʦʨʠʿʘ ʟʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ: ʫʯʝʩʥʠʮʠ ʫ ʧʨʦʮʝʩʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʘʥʛʘʞʦʚʘˁʝ 

ʪʦʧ ʤʝʥʘ˅ʤʝʥʪʘ, ʜʝʬʠʥʠʩʘˁʝ ʠ ʦʨʛʘʥʠʟʦʚʘˁʝ ʧʨʦʿʝʢʪʘ, ʩʪʘʪʫʩ ʧʨʦʿʝʢʪʘ ʠ 

ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ. ʅʝʢʠ ʦʜ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʫʩʧʝʭʘ ʫ 

ʨʘʟʣʠʯʠʪʠʤ ʢʘʪʝʛʦʨʠʿʘʤʘ ʫʢˀʫʯʫʿʫ ʠ ʬʦʨʤʠʨʘˁʝ ʧʨʦʿʝʢʪʥʦʛ ʪʠʤʘ, ʘʥʛʘʞʦʚʘˁʝ ʪʠʤʘ, 

ʩʠʩʪʝʤ ʤʦʪʠʚʘʮʠʿʝ, ʧʦʜʨʰʢʫ ʪʦʧ ʤʝʥʘ˅ʤʝʥʪʘ, ʧʘʨʪʠʮʠʧʘʮʠʿʫ ʠ ʩʚʝʩʪ ʦ ʧʨʦʿʝʢʪʫ, 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʤʝʥʝ, ʧʨʘ˂ʝˁʝ ʧʨʦʿʝʢʪʘ ʢʘʦ ʠ ʧʨʦʤʦʚʠʩʘˁʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. 

ʀʩʪʨʘʞʠʚʘˁʘ ʦʙʝ ʛʨʫʧʝ ʥʘʫʯʥʠʢʘ ʫ ʧʨʚʠ ʧʣʘʥ ʠʩʪʠʯʫ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʬʘʢʪʦʨʝ ʫ ʦʜʥʦʩʫ 

ʥʘ ʬʘʢʪʦʨʝ ʢʦʿʠ ʩʝ ʤʦʛʫ ʪʨʝʪʠʨʘʪʠ ʢʘʦ ʪʝʭʥʠʯʢʠ. ɼʦ ʩʣʠʯʥʠʭ ʨʝʟʫʣʪʘʪʘ ʩʫ ʜʦʰʣʠ ʠ 

Finney, Corbett (Finney, Corbett, 2007) ʢʦʿʠ ʩʫ ʠ ʧʦʨʝʜ ʯʠˁʝʥʠʮʝ ʜʘ ʪʨʝʙʘ ʦʜʨʞʘʚʘʪʠ 
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ʙʘʣʘʥʩ ʠʟʤʝʹʫ ʪʝʭʥʠʯʢʠʭ ʠ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʬʘʢʪʦʨʘ ʠʧʘʢ ʠʩʪʘʢʣʠ ʜʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠ 

ʬʘʢʪʦʨʠ ʠʧʘʢ ʠʤʘʿʫ ʥʘʿʚʘʞʥʠʿʫ ʫʣʦʛʫ ʟʘ ʫʩʧʝʭ ʩʠʩʪʝʤʘ.  

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʠʟʘʟʠʚʘ ʬʫʥʜʘʤʝʥʪʘʣʥʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʤʝʥʝ (Al -Mashari et al., 2003), ʧʘ ʧʨʝʤʘ ʪʦʤʝ ʢʨʠʪʠʯʥʝ ʬʘʢʪʦʨʝ 

ʫʩʧʝʭʘ ʪʨʝʙʘ ʢʣʘʩʠʬʠʢʦʚʘʪʠ ʥʘ ʦʩʥʦʚʫ ʥʠʚʦʘ ʘʤʙʠʮʠʿʝ ʧʨʠʩʫʪʥʦʛ ʫ ʧʨʝʜʫʟʝ˂ʫ, 

ʫʩʤʝʨʝʥʝ ʥʘ ʫʩʧʝʰʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʦʜʨʝʹʝʥʦʛ ʧʨʦʿʝʢʪʘ ʠ ʫʧʨʘʚˀʘˁʝ ʥʦʚʦʥʘʩʪʘʣʠʤ 

ʧʨʦʤʝʥʘʤʘ. ʇʝʨʩʧʝʢʪʠʚʘ ʫʩʧʝʰʥʦʩʪʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʥʝ ʧʨʫʞʘ ʣʠʩʪʫ ʬʘʢʪʦʨʘ, ʚʝ˂ 

ʦʧʠʩʫʿʝ ʩʪʘʚ ʧʨʝʤʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʦʩʣʦʚʥʦʛ ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ ʢʦʿʠ ˂ʝ 

ʜʦʧʨʠʥʝʪʠ ˁʝʥʦʤ ʫʩʧʝʭʫ. ʋʩʧʝʰʥʦʩʪ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʤʦʞʝ ʩʝ ʧʦʜʝʣʠʪʠ ʥʘ 4 

ʢʘʪʝʛʦʨʠʿʝ, ʥʘ ʦʩʥʦʚʫ ʢʦʿʠʭ ʩʝ ʫʪʚʨʹʫʿʫ ʢʨʠʪʠʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ: 

1. ʋʩʧʝʰʥʦʩʪ ʢʦʨʝʩʧʦʜʝʥʮʠʿʝ ï ʛʜʝ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠ ʩʠʩʪʝʤ ʠʩʧʫˁʘʚʘ 

ʠʥʠʮʠʿʘʣʥʦ ʧʦʩʪʘʚˀʝʥʝ ʮʠˀʝʚʝ; 

2. ʋʩʧʝʰʥʦʩʪ ʧʨʦʮʝʩʘ ï ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘ ʟʘʚʨʰʝʪʘʢ ʧʨʦʿʝʢʪʘ ʫ ʛʨʘʥʠʮʘʤʘ 

ʧʣʘʥʠʨʘʥʦʛ ʙʫ˅ʝʪʘ ʠ ʚʨʝʤʝʥʩʢʦʛ ʦʢʚʠʨʘ; 

3. ʋʩʧʝʰʥʦʩʪ ʠʥʪʝʨʘʢʮʠʿʝ ï ʧʨʝʜʩʪʘʚˀʘ ʧʦʟʠʪʠʚʘʥ ʦʜʥʦʩ ʢʦʨʠʩʥʠʢʘ ʧʨʝʤʘ 

ʠʤʧʣʝʤʝʥʪʠʨʘʥʦʤ ʩʠʩʪʝʤʫ; 

4. ʋʩʧʝʰʥʦ ʨʝʘʣʠʟʦʚʘʥʘ ʦʯʝʢʠʚʘˁʘ ïʢʘʜʘ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠ ʩʠʩʪʝʤ ʟʘʜʦʚʦˀʘʚʘ 

ʦʯʝʢʠʚʘˁʘ ʢʦʨʠʩʥʠʢʘ. 

ʅʘ ʦʩʥʦʚʫ ʥʘʚʝʜʝʥʠʭ ʠʩʪʨʘʞʠʚʘˁʘ ʤʦʞʝ ʩʝ ʟʘʢˀʫʯʠʪʠ ʜʘ ʥʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʟʥʘʯʘʿʘʥ ʫʪʠʮʘʿ ʠʤʘʿʫ ʬʘʢʪʦʨʠ ʧʦʧʫʪ ʩʪʘʚʦʚʘ 

ʢʦʨʠʩʥʠʢʘ ʠ ˁʠʭʦʚʠʭ ʦʯʝʢʠʚʘˁʘ, ʢʘʦ ʠ ʧʦʥʘʰʘˁʘ ʩʚʠʭ ʫʯʝʩʥʠʢʘ ʫ ʧʨʦʮʝʩʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʤʘˁʝ ʠʣʠ ʚʝ˂ʝ ʧʨʠʩʫʩʪʚʦ ʢʦʣʘʙʦʨʘʮʠʿʝ, 

ʢʦʤʫʥʠʢʘʮʠʿʝ, ʪʠʤʩʢʦʛ ʜʫʭʘ ʫ ʦʢʚʠʨʫ ʧʨʦʿʝʢʪʘ. ʋ ʮʠˀʫ ʙʦˀʝʛ ʨʘʟʫʤʝʚʘˁʘ ʫʪʠʮʘʿʘ ʦʚʠʭ 

ʬʘʢʪʦʨʘ ʥʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʥʘʩʪʘʚʢʫ ʙʠ˂ʝ ʚʠʰʝ 

ʨʝʯʠ ʦ ʢʦʤʫʥʠʢʘʮʠʿʠ, ʢʦʣʘʙʦʨʘʮʠʿʠ ʠ ʪʠʤʩʢʦʤ ʨʘʜʫ ʢʘʦ ʠ ʫʧʨʘʚˀʘˁʫ ʟʥʘˁʝʤ ʫ ʦʢʚʠʨʫ 

ʧʨʦʿʝʢʪʘ ʢʘʢʦ ʙʠ ʩʝ ʫʦʯʠʣʠ ʧʦʪʝʥʮʠʿʘʣʠ Web2.0 ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, ʘ ʧʦʛʦʪʦʚʦ Business Intelligence ʧʘʢʝʪʘ. ʇʨʠʩʪʫʧ 

ʢʦʿʠ ʩʝ ʙʘʟʠʨʘ ʥʘ ʥʘʚʝʜʝʥʠʤ ʢʨʠʪʠʯʥʠʤ ʬʘʢʪʦʨʠʤʘ ʫʩʧʝʭʘ ʦʪʚʘʨʘ ʧʝʨʩʧʝʢʪʠʚʝ ʟʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʥʘ ʙʘʟʠ ʧʨʠʤʝʥʝ Web2.0 

ʢʦʣʘʙʦʨʘʪʠʚʥʠʭ ʨʝʰʝˁʘ. 
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1.3. ʅʝʜʦʩʪʘʮʠ ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʠ ʥʝʦʧʭʦʜʥʘ 

ʧʨʠʣʘʛʦʹʘʚʘˁʘ ʫ ʥʦʚʠʤ ʫʩʣʦʚʠʤʘ 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʤʦʪʠʚʠʩʘʥʘ 

ʿʝ ʪʝʞˁʦʤ ʜʘ ʩʝ ʧʦʚʝ˂ʘ ʝʬʠʢʘʩʥʦʩʪ ʧʦʩʣʦʚʘˁʘ ʠ ʫʥʘʧʨʝʜʠ ʧʨʦʮʝʩ ʧʦʩʣʦʚʥʦʛ 

ʦʜʣʫʯʠʚʘˁʘ. ʄʝʹʫʪʠʤ, ʫʧʨʘʚʦ ʯʠˁʝʥʠʮʘ ʜʘ ʿʝ ʨʝʯ ʦ ʠʟʫʟʝʪʥʦ ʩʥʘʞʥʠʤ ʠʥʩʪʨʫʤʝʥʪʠʤʘ 

ʢʦʿʠ ʫ ʧʦʪʧʫʥʦʩʪʠ ʤʝˁʘʿʫ ʥʘʯʠʥ ʬʫʥʢʮʠʦʥʠʩʘˁʘ ʧʨʝʜʫʟʝ˂ʘ, ʫʪʠʯʝ ʥʘ ʪʝʞʠʥʫ ˁʠʭʦʚʝ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. ʅʘʠʤʝ, ʦʥʦ ʰʪʦ ʯʠʥʠ ERP, SCM ʠ CRM ʩʠʩʪʝʤʝ ʧʨʠʤʘʤˀʠʚʠʤ ʿʝʩʫ 

ʢʦʨʠʩʪʠ ʧʦʧʫʪ ʟʥʘʯʘʿʥʦʛ ʩʥʠʞʝˁʘ ʪʨʦʰʢʦʚʘ, ʩʤʘˁʝˁʘ ʚʨʝʤʝʥʘ ʧʦʪʨʝʙʥʦʛ ʟʘ 

ʨʝʘʣʠʟʘʮʠʿʫ ʥʘʨʫ˅ʙʠʥʘ, ʝʬʠʢʘʩʥʠʿʠ ʦʜʛʦʚʦʨ ʥʘ ʧʦʪʨʝʙʝ ʢʣʠʿʝʥʘʪʘ, ʦʩʪʚʘʨʠʚʘˁʝ ʚʝ˂ʝ 

ʧʨʦʬʠʪʘʙʠʣʥʦʩʪʠ ʧʨʦʠʟʚʦʜʘ ʠʣʠ ʢʣʠʿʝʥʘʪʘ. ʀʧʘʢ, ʜʘ ʙʠ ʩʝ ʧʦʤʝʥʫʪʝ ʢʦʨʠʩʪʠ 

ʨʝʘʣʠʟʦʚʘʣʝ, ʥʝʦʧʭʦʜʥʦ ʿʝ ʿʘʩʥʦ ʨʘʟʫʤʝʚʘˁʝ ʧʨʦʤʝʥʘ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʝ ʤʦʨʘ ʜʘ ʧʨʠʭʚʘʪʠ 

ʜʘ ʙʠ ʤʦʛʣʦ ʜʘ ʝʬʝʢʪʠʚʥʦ ʢʦʨʠʩʪʠ ʥʘʚʝʜʝʥʝ ʩʠʩʪʝʤʝ. ɳʠʭʦʚʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʘ˂ʝʥʘ 

ʿʝ ʙʨʦʿʥʠʤ ʧʨʦʙʣʝʤʠʤʘ ʠ ʥʝʜʦʩʪʘʮʠʤʘ. 

ʇʨʝ ʩʚʝʛʘ, ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʢʦʤʧʣʝʢʩʥʝ ʩʦʬʪʚʝʨʩʢʝ ʧʘʢʝʪʝ 

ʯʠʿʘ ʿʝ ʢʫʧʦʚʠʥʘ ʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʠʟʫʟʝʪʥʦ ʩʢʫʧʘ. ʇʨʦʮʝʩ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʦʚʠʭ 

ʩʠʩʪʝʤʘ ʫ ʚʝʣʠʢʠʤ  ʧʨʝʜʫʟʝ˂ʠʤʘ ʤʦʞʝ ʪʨʘʿʘʪʠ ʥʝʢʦʣʠʢʦ ʛʦʜʠʥʘ, ʜʦʢ ʫʢʫʧʘʥ ʠʟʥʦʩ 

ʪʨʦʰʢʦʚʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʫʢˀʫʯʫʿʫ˂ʠ ʩʘʤ ʩʦʬʪʚʝʨ, ʘʣʘʪʝ ʙʘʟʝ ʧʦʜʘʪʘʢʘ, 

ʢʦʥʩʫʣʪʘʥʪʩʢʝ ʫʩʣʫʛʝ, ʪʨʦʰʢʦʚʝ ʦʙʫʢʝ ʟʘʧʦʩʣʝʥʠʭ ʠ ʥʘʙʘʚʢʝ ʭʘʨʜʚʝʨʘ ʧʨʝʤʘʰʫʿʝ 

ʜʝʩʝʪʠʥʝ ʤʠʣʠʦʥʘ ʜʦʣʘʨʘ (ʥʘ ʧʨʠʤʝʨ, ʧʨʦʩʝʯʥʠ ʪʨʦʰʘʢ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ SAP ʠʣʠ Oracle 

ʩʦʬʪʚʝʨʘ ʟʘ ʚʝʣʠʢʝ ʩʠʩʪʝʤʝ ʠʟʥʦʩʠ ʦʢʦ 12 ʤʠʣʠʦʥʘ ʜʦʣʘʨʘ, ʜʦʢ ʩʦʬʪʝʨ ʟʘ ʤʘʣʘ ʠ 

ʩʨʝʜˁʘ ʧʨʝʜʫʟʝ˂ʘ ʠʟʥʦʩʠ ʦʢʦ 3.5 ʤʠʣʠʦʥʘ ʜʦʣʘʨʘ). 

ɼʘˀʝ, ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʥʝ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʠʩʢˀʫʯʠʚʦ ʢʦʨʝʥʠʪʝ 

ʪʝʭʥʦʣʦʰʢʝ ʧʨʦʤʝʥʝ, ʚʝ˂ ʠ ʩʫʰʪʠʥʩʢʝ ʧʨʦʤʝʥʝ ʫ ʩʘʤʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʢʘʦ ʠ 

ʦʨʛʘʥʠʟʘʮʠʦʥʦ ʫʯʝˁʝ. ʊʦ ʧʦʜʨʘʟʫʤʝʚʘ ʜʘ ʟʘʧʦʩʣʝʥʠ ʤʦʨʘʿʫ ʜʘ ʧʨʠʭʚʘʪʝ ʥʦʚʘ ʟʘʜʫʞʝˁʘ 

ʠ ʥʦʚʝ ʚʨʩʪʝ ʦʜʛʦʚʦʨʥʦʩʪʠ, ʜʘ ʩʝ ʦʩʧʦʩʦʙʝ ʟʘ ʦʙʘʚˀʘˁʝ ʥʦʚʠʭ ʘʢʪʠʚʥʦʩʪʠ  ʠ ʜʘ 

ʨʘʟʫʤʝʿʫ ʢʘʢʦ ʠʥʬʦʨʤʘʮʠʿʝ ʢʦʿʝ ʫʥʦʩʝ ʫ ʩʠʩʪʝʤ ʤʦʛʫ ʫʪʠʮʘʪʠ ʥʘ ʮʝʣʠʥʫ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ 

ʧʨʠʤʝʨ, ʧʨʠʤʝʥʘ SCM ʩʠʩʪʝʤʘ ʟʘʭʪʝʚʘ ʜʘ ʚʠʰʝ ʝʥʪʠʪʝʪʘ ʫʯʝʩʪʚʫʿʝ ʫ ʨʘʟʤʝʥʠ 

ʧʦʩʣʦʚʥʠʭ ʧʦʜʘʪʘʢʘ ʠ ʫʩʢʣʘʹʫʿʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʪʿ. ʜʘ ʩʚʘʢʠ ʫʯʝʩʥʠʢ ʫ ʣʘʥʮʫ 

ʧʨʠʣʘʛʦʜʠ ʩʚʦʿʝ ʧʨʦʮʝʩʝ ʩʠʩʪʝʤʫ ʢʦʿʠ ʥʘ ʥʘʿʙʦˀʠ ʥʘʯʠʥ ʦʧʩʣʫʞʫʿʝ ʠʥʬʦʨʤʘʮʠʿʘʤʘ 

ʯʠʪʘʚ ʣʘʥʘʮ ʥʘʙʘʚʢʝ. ʋʩʣʝʜ ʥʝʨʘʟʫʤʝʚʘˁʘ ʠ ʥʝʩʧʨʝʤʥʦʩʪʠ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʤʝʥʝ, 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʤʦʞʝ ʨʝʟʫʣʪʠʨʘʪʠ ʟʥʘʯʘʿʥʠʤ ʦʧʝʨʘʪʠʚʥʠʤ 

ʧʨʦʙʣʝʤʠʤʘ ʠ ʛʫʙʠʮʠʤʘ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʘ˂ʝʥʘ 

ʿʝ ʠ ʚʠʩʦʢʠʤ ʪʨʦʰʢʦʚʠʤʘ ʦʧʦʟʠʚʘ, ʫ ʩʤʠʩʣʫ ʜʘ ʿʝʜʥʦʤ ʫʩʚʦʿʝʥʦ ʨʝʰʝˁʝ ʦʜʨʝʹʝʥʦʛ 
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ʧʨʦʠʟʚʦʹʘʯʘ ʯʠʥʠ ʧʨʦʤʝʥʫ ʧʨʦʟʚʦʹʘʯʘ ʠʟʫʟʝʪʥʦ ʩʢʫʧʦʤ ʦʧʮʠʿʦʤ, ʧʘ ʿʝ ʫ ʫʩʘʚʨʰʘʚʘˁʫ 

ʧʦʩʪʦʿʝ˂ʝʛ ʩʦʬʪʚʝʨʘ ʠ ʦʜʨʞʘʚʘˁʫ ˁʝʛʦʚʝ ʠʥʩʪʘʣʘʮʠʿʝ ʧʨʝʜʫʟʝ˂ʝ ʚʝʟʘʥʦ ʠʩʢˀʫʯʠʚʦ ʟʘ 

ʥʘʤʝʨʝ ʧʨʦʠʟʚʦʹʘʯʘ ʦʜ ʢʦʛʘ ʿʝ ʠʥʠʮʠʿʘʣʥʦ ʥʘʙʘʚʠʣʦ ʩʦʬʪʚʝʨ. ʂʦʥʘʯʥʦ, ʨʝʪʢʝ ʩʫ 

ʩʠʪʫʘʮʠʿʝ ʢʘʜʘ ʧʦʥʫʹʝʥʘ ʩʦʬʪʚʝʨʩʢʘ ʨʝʰʝˁʘ ʫ ʧʦʪʧʫʥʦʩʪʠ ʦʜʛʦʚʘʨʘʿʫ ʢʦʥʢʨʝʪʥʠʤ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʿʝʜʥʦʛ ʧʨʝʜʫʟʝ˂ʘ, ʧʘ ʩʝ ʦʜ ʧʨʝʜʫʟʝ˂ʘ ʦʯʝʢʫʿʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪ 

ʢʘʢʦ ʙʠ ʩʝ ʧʨʠʣʘʛʦʜʠʣʘ ʟʘʭʪʝʚʠʤʘ ʠʤʧʣʝʤʝʥʪʠʨʘʥʦʛ ʩʦʬʪʚʝʨʘ. 

ɿʙʦʛ ʥʘʚʝʜʝʥʠʭ ʥʝʜʦʩʪʘʪʘʢʘ, ʩʘʚʨʝʤʝʥʠ ʧʨʦʠʟʚʦʹʘʯʠ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ 

ʧʦʯʠˁʫ ʜʘ ʥʫʜʝ ʬʣʝʢʩʠʙʠʣʥʠʿʘ ʨʝʰʝˁʘ, ʩʠʩʪʝʤʝ ʟʘʩʥʦʚʘʥʝ ʥʘ Web ʘʧʣʠʢʘʮʠʿʘʤʘ, ʢʦʿʝ 

ʩʫ ʩʧʦʩʦʙʥʝ ʜʘ ʩʝ ʠʥʪʝʛʨʠʰʫ ʩʘ ʧʦʩʪʦʿʝ˂ʠʤ ʩʠʩʪʝʤʠʤʘ. ʂʨʝʠʨʘˁʝ ʠʟʦʣʦʚʘʥʠʭ ERP, 

SCM ʠ CRM ʤʦʜʫʣʘ ʩʝ ʧʦʣʘʢʦ ʥʘʧʫʰʪʘ ʫ ʢʦʨʠʩʪ ʧʦʩʣʦʚʥʠʭ ʧʘʢʝʪʘ ʢʦʿʠ ʧʦʚʝʟʫʿʫ ʩʚʝ 

ʧʦʩʣʦʚʥʝ ʩʠʩʪʝʤʝ ʧʨʝʜʫʟʝ˂ʘ ʢʘʢʦ ʤʝʹʫʩʦʙʥʦ, ʪʘʢʦ ʠ ʩʘ ʩʠʩʪʝʤʠʤʘ ʧʦʪʨʦʰʘʯʘ ʠ 

ʜʦʙʘʚˀʘʯʘ. ʀʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʥʦʚʝ ʛʝʥʝʨʘʮʠʿʝ ʟʘʩʥʠʚʘʿʫ ʩʝ ʥʘ ʥʝʢʦʣʠʢʦ ʥʦʚʠʭ 

ʧʨʠʥʮʠʧʘ. 

ʇʨʝ ʩʚʝʛʘ, ʫ ʧʠʪʘˁʫ ʿʝ ʩʝʨʚʠʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʘ ʘʨʭʠʪʝʢʪʫʨʘ (Servise-Oriented-

Architecture ï SOA), ʢʦʿʘ ʦʤʦʛʫ˂ʘʚʘ ʠʥʪʝʛʨʘʮʠʿʫ ʘʧʣʠʢʘʮʠʿʘ ʠ Web ʩʝʨʚʠʩʘ ʨʘʟʣʠʯʠʪʠʭ 

ʧʨʦʠʟʚʦʹʘʯʘ, ʫ ʩʤʠʩʣʫ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʠʟʦʩʪʘʚˀʘˁʝ, ʨʘʟʤʝʥʫ ʠʣʠ ʜʦʜʘʚʘˁʝ ʨʘʟʣʠʯʠʪʠʭ 

ʢʦʤʧʦʥʝʥʪʠ ʫ ʮʠˀʫ ʧʦʚʝ˂ʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʩʦʬʪʚʝʨʘ. ʊʘʢʦ ʧʨʝʜʫʟʝ˂ʘ ʥʝ ʤʦʨʘʿʫ ʜʘ 

ʧʨʠʣʠʢʦʤ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʥʦʚʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ ʠʟʥʦʚʘ ʢʫʧʫʿʫ ʚʝ˂ ʫʛʨʘʹʝʥʝ 

ʩʪʘʥʜʘʨʜʥʝ ʬʫʥʢʮʠʿʝ, ʯʠʤʝ ʩʝ ʦʣʘʢʰʘʚʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʠ ʫʧʨʘʚˀʘˁʝ ʠʥʬʦʨʤʘʮʠʦʥʠʤ 

ʩʠʩʪʝʤʠʤʘ. ʂʦʜ ʩʝ ʧʠʰʝ ʩʘʤʦ ʿʝʜʥʦʤ ʠ ʦʥʜʘ ʢʦʨʠʩʪʠ ʧʨʠʣʠʢʦʤ ʢʨʝʠʨʘˁʘ ʩʚʘʢʦʛ ʥʦʚʦʛ 

ʩʦʬʪʚʝʨʘ, ʯʠʤ ʩʝ ʠʟʙʝʛʘʚʘ ʧʦʥʘʚˀʘˁʝ ʧʠʩʘˁʘ ʢʦʜʘ ʟʘ ʩʪʘʥʜʘʨʜʥʝ ʬʫʥʢʮʠʿʝ ʢʦʜ ʠʟʨʘʜʝ 

ʩʚʘʢʝ ʘʧʣʠʢʘʮʠʿʝ ʚʝ˂ ʩʝ ʜʦʜʘʿʫ ʩʘʤʦ ʥʦʚʝ ʩʧʝʮʠʬʠʯʥʝ ʬʫʥʢʮʠʿʝ. ʅʘ ʧʨʠʤʝʨ, ʘʢʪʫʝʣʥʘ 

ʚʝʨʟʠʿʘ SAP ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʨʝʩʫʨʩʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʤʙʠʥʫʿʝ ʢˀʫʯʥʝ ʘʧʣʠʢʘʮʠʿʝ 

ʟʘ ʬʠʥʘʥʩʠʿʝ, ʥʘʙʘʚʢʫ ʠ ʣʦʛʠʩʪʠʢʫ ʠ ˀʫʜʩʢʝ ʨʝʩʫʨʩʝ ʫ ʮʝʥʪʨʘʣʥʫ ʢʦʤʧʦʥʝʥʪʫ ERP 

ʩʠʩʪʝʤʘ, ʜʦʢ ʧʨʝʜʫʟʝ˂ʘ ʥʘʢʥʘʜʥʦ ʤʦʛʫ ʧʨʦʰʠʨʠʪʠ ʦʚʝ ʘʧʣʠʢʘʮʠʿʝ ʧʦʚʝʟʫʿʫ˂ʠ ʠʭ ʩʘ 

ʩʧʝʮʠʬʠʯʥʠʤ Web ʩʝʨʚʠʩʠʤʘ ʢʦʿʝ ʧʨʫʞʘ SAP, ʘʣʠ ʠ ʙʠʣʦ ʢʦʿʠ ʜʨʫʛʠ ʧʨʦʠʟʚʦʹʘʯ 

ʩʦʬʪʚʝʨʘ. ʂʦʥʢʨʝʪʥʦ, SAP ʧʨʫʞʘ ʧʨʝʢʦ 500 Web ʩʝʨʚʠʩʘ ʧʫʪʝʤ ʩʚʦʛ Web ʩʘʿʪʘ. 

ʅʦʚʘ ʛʝʥʝʨʘʮʠʿʘ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʪʘʢʦʹʝ ʫʢˀʫʯʫʿʝ ʨʝʰʝˁʘ ʟʘʩʥʦʚʘʥʘ ʥʘ 

ʦʪʚʦʨʝʥʦʤ ʢʦʜʫ ʠ ʨʝʰʝˁʘ ʥʘ ʟʘʭʪʝʚ. ʀʘʢʦ ʫ ʧʦʨʝʹʝˁʫ ʩʘ ʪʨʘʜʠʮʠʦʥʘʣʥʠʤ 

ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʩʠʩʪʝʤʠʤʘ, ʩʦʬʪʚʝʨ ʦʪʚʦʨʝʥʦʛ ʢʦʜʘ ʿʦʰ ʫʚʝʢ ʥʠʿʝ ʜʦʚʦˀʥʦ ʨʘʟʚʠʿʝʥ 

ʥʠʪʠ ʧʨʫʞʘ ʩʚʝʦʙʫʭʚʘʪʥʫ ʧʦʜʨʰʢʫ ʢʦʨʠʩʥʠʮʠʤʘ (ʧʦʜʨʰʢʘ ʠ ʧʦʜʝʰʘʚʘˁʝ ʩʦʬʪʚʝʨʘ ʩʝ 

ʜʦʜʘʪʥʦ ʥʘʧʣʘ˂ʫʿʝ), ʤʘˁʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ ʦʜʛʦʚʘʨʘ ʧʨʠʤʝʥʘ ʦʚʠʭ ʨʝʰʝˁʘ ʟʙʦʛ ʦʜʩʫʩʪʚʘ 

ʥʘʢʥʘʜʝ ʟʘ ʣʠʮʝʥʠʨʘʥʠ ʩʦʬʪʚʝʨ ʠ ˁʝʛʦʚʦ ʢʦʨʠʰ˂ʝˁʝ. 
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ʅʘʿʚʝ˂ʠ ʨʘʩʪ CRM ʩʠʩʪʝʤʘ (ʧʨʝʢʦ 40% ʧʨʦʤʝʪʘ ʥʘ ʦʚʦʤ ʪʨʞʠʰʪʫ) ʟʘʙʝʣʝʞʠʣʘ 

ʩʫ ʨʝʰʝˁʘ ʢʦʿʘ ʩʧʘʜʘʿʫ ʫ ʜʦʤʝʥ ʩʦʬʪʚʝʨ ʢʘʦ ʫʩʣʫʛʘ (Software as a Servise ï SaaS). 

ʇʨʦʠʟʚʦʹʘʯʠ CRM ʩʠʩʪʝʤʘ (Salesforce.com, Oracle, SAP) ʨʘʟʚʠʿʘʿʫ ʦʚʫ ʚʨʩʪʫ ʧʦʩʣʦʚʥʠʭ 

ʩʠʩʪʝʤʘ, ʢʘʦ ʠ ʩʠʩʪʝʤʝ ʟʘʩʥʦʚʘʥʝ ʥʘ ʨʘʯʫʥʘʨʩʪʚʫ ʫ ʦʙʣʘʢʫ (Cloud computing), ʢʦʿʠ 

ʢʦʨʠʩʥʠʮʠʤʘ ʦʤʦʛʫ˂ʘʚʘʿʫ ʧʨʠʩʪʫʧ ʨʘʯʫʥʘʨʩʢʠʤ ʨʝʩʫʨʩʠʤʘ ʥʝʟʘʚʠʩʥʦ ʦʜ ʣʦʢʘʮʠʿʝ ʥʘ 

ʢʦʿʦʿ ʩʝ ʥʘʣʘʟʝ. Salesforce.com ʿʝ ʥʘʿʫʩʧʝʰʥʠʿʠ SaaS ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ, 

ʠʘʢʦ ʩʤʦ ʜʘʥʘʩ ʩʚʝʜʦʮʠ ʩʚʝ ʙʨʦʿʥʠʿʠʭ ERP ʠ CRM ʘʧʣʠʢʘʮʠʿʘ ʟʘʩʥʦʚʘʥʠʭ ʥʘ ʦʚʦʤ 

ʧʨʠʥʮʠʧʫ, ʢʦʿʝ ʧʨʦʠʟʚʦʜʝ ʢʘʢʦ ʨʝʥʦʤʠʨʘʥʠ ʧʨʦʠʟʚʦʹʘʯʠ ʢʣʘʩʠʯʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ (Oracle), ʪʘʢʦ ʠ ʧʦʪʧʫʥʦ ʥʦʚʠ ʧʨʦʠʟʚʦʹʘʯʠ ʢʦʿʠ ʠʥʦʚʘʪʠʚʥʠʤ ʨʝʰʝˁʠʤʘ 

ʧʦʢʫʰʘʚʘʿʫ ʜʘ ʩʝ ʥʘʤʝʪʥʫ ʥʘ ʪʨʞʠʰʪʫ (RightNow, SugarCRM). ʇʦʪʝʥʮʠʿʘʣʥʠ ʢʫʧʮʠ 

ʦʙʣʘʢ ʘʧʣʠʢʘʮʠʿʘ ʩʫ ʤʘʣʘ ʠ ʩʨʝʜˁʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʠʤʘ ʥʝʜʦʩʪʘʿʫ ʟʥʘˁʝ ʠ ʬʠʥʘʥʩʠʿʩʢʘ 

ʩʨʝʜʩʪʚʘ ʧʦʪʨʝʙʥʘ ʟʘ ʫʩʧʝʰʥʫ ʠʟʛʨʘʜˁʫ ʠ ʦʜʨʞʘʚʘˁʝ ERP ʠʣʠ CRM ʘʧʣʠʢʘʮʠʿʘ, ʠʣʠ 

ʧʨʦʩʪʦ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʧʨʝʣʘʩʢʦʤ ʥʘ ʦʚʝ ʘʧʣʠʢʘʮʠʿʝ ʞʝʣʝ ʜʘ ʫʰʪʝʜʝ ʥʘ ʪʨʦʰʢʦʚʠʤʘ. 

ʇʨʝʤʘ ʥʝʢʠʤ ʠʩʪʨʘʞʠʚʘˁʠʤʘ (Feldman et al., 2005) ʦʢʦ 3.2% ʫʢʫʧʥʦʛ ʙʨʦʿʘ ʤʘʣʠʭ 

ʧʨʝʜʫʟʝ˂ʘ ʫ ʉɸɼ ʢʦʨʠʩʪʝ ʦʙʣʘʢ ʘʧʣʠʢʘʮʠʿʝ, ʜʦʢ ʩʫ ʠʟʜʘʮʠ ʤʘʣʠʭ ʧʨʝʜʫʟʝ˂ʘ ʟʘ 

ʢʦʨʠʰ˂ʝˁʝ ʦʚʠʭ ʘʧʣʠʢʘʮʠʿʘ ʪʦʢʦʤ 2010. ʛʦʜʠʥʝ ʧʦʨʘʩʣʠ ʟʘ ʧʨʝʢʦ 36%. ʏʘʢ ʠ ʚʝʣʠʢʘ 

ʧʨʝʜʫʟʝ˂ʘ, ʧʦʧʫʪ Nikona, ʧʦʩʪʝʧʝʥʦ ʧʨʝʣʘʟʝ ʥʘ ʦʚʘʢʚʫ ʚʨʩʪʫ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ, 

ʢʘʢʦ ʙʠ ʦʙʿʝʜʠʥʠʣʘ ʧʦʜʘʪʢʝ ʢʦʿʠ ʩʝ ʧʨʠʢʫʧˀʘʿʫ ʠʟ ʚʝʣʠʢʦʛ ʙʨʦʿʘ ʠʟʚʦʨʘ ʠ ʨʘʟʣʠʯʠʪʠʭ 

ʘʧʣʠʢʘʮʠʿʘ. ʎʝʥʝ ʦʚʠʭ ʘʧʣʠʢʘʮʠʿʘ ʩʫ ʚʠʰʝ ʥʝʛʦ ʧʦʧʫʣʘʨʥʝ, ʘ ʚʨʝʤʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʠʟʥʦʩʠ ʦʢʦ ʤʝʩʝʮ ʠ ʧʦ ʜʘʥʘ. ʊʘʢʦ ʿʝ Nikon ʫ ʧʦʪʧʫʥʦʩʪʠ ʧʨʝʫʟʝʦ CRM ʨʝʰʝˁʝ 

ʧʨʦʠʟʚʦʹʘʯʘ RightNow, ʢʦʿʝ ʦʙʿʝʜʠˁʫʿʝ ʩʚʝ ʧʦʜʘʪʢʝ ʦ ˁʝʛʦʚʠʤ ʢʣʠʿʝʥʪʠʤʘ ʫ 

ʿʝʜʠʥʩʪʚʝʥʠ ʩʠʩʪʝʤ, ʜʦʢ ʿʝ ʟʘʜʨʞʘʦ SAP ERP ʩʠʩʪʝʤ. ʅʘ ʦʚʘʿ ʥʘʯʠʥ, Nikon ʿʝ ʦʩʪʚʘʨʠʦ 

ʫʰʪʝʜʝ ʫ ʠʟʥʦʩʫ ʦʜ 14 ʤʠʣʠʦʥʘ ʜʦʣʘʨʘ ʫ ʧʝʨʠʦʜʫ ʦʜ 3 ʛʦʜʠʥʝ, ʧʫʪʝʤ ʩʤʘˁʝˁʘ ʙʨʦʿʘ 

ʧʦʟʠʚʘ ʮʝʥʪʨʫ ʟʘ ʧʦʜʨʰʢʫ ʧʦʪʨʦʰʘʯʘ, ʧʨʫʞʘˁʝʤ ʠʥʬʦʨʤʘʮʠʿʘ ʧʨʝʢʦ Web-ʘ ʠ 

ʩʢʨʝ˂ʝˁʝʤ ʚʨʝʤʝʥʘ ʨʝʘʢʮʠʿʝ ʟʘ 50%. ʇʦʩʪʦʿʝ ʠ ʦʙʣʘʢ ʘʧʣʠʢʘʮʠʿʝ ʩʘ ʦʪʚʦʨʝʥʠʤ ʢʦʜʦʤ, 

ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʜʘ ʤʝˁʘʿʫ ʫ ʩʢʣʘʜʫ ʩʘ ʩʦʧʩʪʚʝʥʠʤ ʧʦʪʨʝʙʘʤʘ, ʪʿ. ʜʘ ʢʨʝʠʨʘʿʫ ʠ 

ʤʦʜʠʬʠʢʫʿʫ ʧʦʩʣʦʚʥʫ ʣʦʛʠʢʫ ʙʝʟ ʝʢʩʪʝʥʟʠʚʥʦʛ ʧʨʦʛʨʘʤʠʨʘˁʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ʩʦʬʪʚʝʨ ʩʝ 

ʧʨʠʣʘʛʦʹʘʚʘ ʩʧʝʮʠʬʠʯʥʠʤ ʧʦʪʨʝʙʘʤʘ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ, ʫʤʝʩʪʦ ʜʘ ʩʝ ʢʘʦ ʨʘʥʠʿʝ, 

ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʧʨʝʜʫʟʝ˂ʘ ʫʩʘʛʣʘʰʘʚʘʿʫ ʩʘ ʧʦʩʣʦʚʥʠʤ ʤʦʜʝʣʦʤ ʢʦʿʝ ʥʫʜʠ ʩʦʬʪʚʝʨ. 

ɱʦʰ ʿʝʜʘʥ ʥʘʯʠʥ ʧʨʦʰʠʨʝˁʘ ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʥʦʚʠʤ 

ʫʩʣʦʚʠʤʘ ʿʝʩʪʝ ʢʨʝʠʨʘˁʝ ʫʩʣʫʞʥʠʭ ʧʣʘʪʬʦʨʤʠ ʟʘ ʥʦʚʝ ʠʣʠ ʫʥʘʧʨʝʹʝʥʝ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ, ʢʦʿʠ ʠʥʪʝʛʨʠʰʫ ʠʥʬʦʨʤʘʮʠʿʝ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʦʙʣʘʩʪʠ. ʆʚʝ 

ʧʣʘʪʬʦʨʤʝ ʧʨʫʞʘʿʫ ʚʠʰʠ ʥʠʚʦ ʠʥʪʝʛʨʘʮʠʿʝ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʬʫʥʢʮʠʿʘ ʫ ʦʜʥʦʩʫ ʥʘ 
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ʪʨʘʜʠʮʠʦʥʘʣʥʝ ʩʠʩʪʝʤʝ, ʧʦʚʝʟʫʿʫ˂ʠ ʘʧʣʠʢʘʮʠʿʝ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ, 

ʧʦʩʣʦʚʥʠʭ ʿʝʜʠʥʠʮʘ ʠʣʠ ʨʘʟʣʠʯʠʪʠʭ ʧʘʨʪʥʝʨʘ. ʆʚʘʢʘʚ ʪʠʧ ʫʩʣʫʛʘ ʩʝ ʩʚʝ ʯʝʰ˂ʝ ʧʨʫʞʘ 

ʢʨʦʟ ʧʦʨʪʘʣʝ, ʢʦʿʠ ʠʥʬʦʨʤʘʮʠʿʝ ʠʟ ʩʚʠʭ ʘʧʣʠʢʘʮʠʿʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʧʨʝʟʝʥʪʠʨʘʿʫ 

ʢʦʨʠʩʥʠʮʠʤʘ ʢʨʦʟ Web ʠʥʪʝʨʬʝʿʩ, ʪʘʢʦ ʜʘ ʠʟʛʣʝʜʘ ʜʘ ʩʫ ʧʨʠʢʫʧˀʝʥʝ ʠʟ ʿʝʜʠʥʩʪʚʝʥʦʛ 

ʠʟʚʦʨʘ.  

ʂʦʥʘʯʥʦ, ʥʘʿʚʝ˂ʠ ʧʨʦʠʟʚʦʹʘʯʠ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʦʯʝʣʠ ʩʫ ʩʘ ʜʦʜʘʚʘˁʝʤ 

Web2.0 ʘʣʘʪʘ, ʢʘʢʦ ʙʠ ʧʨʝʜʫʟʝ˂ʠʤʘ ʦʤʦʛʫ˂ʠʣʠ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʥʦʚʠʭ ʠʜʝʿʘ, 

ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʪʠʤʦʚʘ, ʧʨʦʜʫʙˀʠʚʘˁʝ ʠʥʪʝʨʘʢʮʠʿʘ ʩʘ ʧʦʪʨʦʰʘʯʠʤʘ. ʅʘ 

ʧʨʠʤʝʨ, Salesforce Ideas ʦʤʦʛʫ˂ʘʚʘ ʢʦʨʠʩʥʠʮʠʤʘ ʜʘ ʢʦʨʠʩʪʝ ʧʨʝʜʥʦʩʪʠ Ăʤʫʜʨʦʩʪʠ 

ʤʘʩʘñ ʪʘʢʦ ʰʪʦ ʜʘʿʫ ʨʝʯ ʧʦʪʨʦʰʘʯʠʤʘ ʢʦʿʠ ʧʨʝʜʣʘʞʫ ʥʦʚʘ ʨʝʰʝˁʘ, ʜʠʩʢʫʪʫʿʫ ʦ ʥʦʚʠʤ 

ʠʜʝʿʘʤʘ, ʛʣʘʩʘʿʫ ʦ ʥʦʚʠʤ ʢʦʥʮʝʧʪʠʤʘ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʫ ʥʘʩʪʘʚʢʫ ʨʘʜʘ, ʙʠ˂ʝ ʜʝʪʘˀʥʦ 

ʘʥʘʣʠʟʠʨʘʥʠ ʨʘʟʣʠʯʠʪʠ Web2.0 ʘʣʘʪʠ ʠ ʤʦʛʫ˂ʥʦʩʪʠ ˁʠʭʦʚʝ ʧʨʠʤʝʥʝ ʫ ʦʢʚʠʨʫ 

ʧʦʩʣʦʚʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ. 

2. BUSINESS INTELLIGENC E (BI) 

ʋ ʧʨʝʪʭʦʜʥʦʤ ʧʦʛʣʘʚˀʫ ʫʢʘʟʘʥʦ ʿʝ ʜʘ ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ 

ʧʨʝʜʩʪʘʚˀʘʿʫ ʩʣʦʞʝʥʝ ʘʧʣʠʢʘʮʠʿʝ ʢʦʿʝ ʧʦʚʝʟʫʿʫ ʨʘʟʣʠʯʠʪʝ ʬʫʥʢʮʠʦʥʘʣʥʝ ʦʙʣʘʩʪʠ ʫ 

ʧʨʝʜʫʟʝ˂ʫ, ʪʿ. ˁʝʛʦʚʝ ʤʥʦʛʦʙʨʦʿʥʝ ʧʦʜʩʠʩʪʝʤʝ, ʢʘʢʦ ʙʠ ʩʝ ʧʦʩʪʠʛʣʘ ʢʦʦʨʜʠʥʘʮʠʿʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʠʥʪʝʛʨʘʮʠʿʘ ʦʜʨʝʹʝʥʠʭ ʛʨʫʧʘ ʧʨʦʮʝʩʘ, ʥʘ ʦʩʥʦʚʫ ʯʝʛʘ ʙʠ 

ʨʘʟʣʠʯʠʪʠ ʥʠʚʦʠ ʤʝʥʘ˅ʤʝʥʪʘ ʤʦʛʣʠ ʜʘ ʩʝ ʬʦʢʫʩʠʨʘʿʫ ʥʘ ʝʬʠʢʘʩʥʦ ʫʧʨʘʚˀʘˁʝ 

ʨʝʩʫʨʩʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʄʝʹʫʪʠʤ, ʧʦʩʣʦʚʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʢʨʝʠʨʘʥʠ ʩʫ ʫ ʩʚʨʭʫ 

ʫʩʤʝʨʘʚʘˁʘ ʠ ʧʨʘ˂ʝˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʘ ʜʘ ʙʠ ʤʝʥʘ˅ʤʝʥʪ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʘʦ ʜʘ 

ʜʦʥʦʩʠ ʠʥʬʦʨʤʠʩʘʥʝ ʦʜʣʫʢʝ, ʥʝʦʧʭʦʜʥʦ ʿʝ ʜʘ ʩʝ ʦʜʛʦʚʘʨʘʿʫ˂ʠʤ ʩʦʬʪʚʝʨʩʢʠʤ ʘʣʘʪʠʤʘ 

ʧʦʜʘʮʠ ʧʨʠʢʫʧˀʝʥʠ ʧʫʪʝʤ ʨʘʟʣʠʯʠʪʠʭ ʩʠʩʪʝʤʘ ʦʨʛʘʥʠʟʫʿʫ, ʘʥʘʣʠʟʠʨʘʿʫ ʠ ʩʪʘʚʝ ʥʘ ʫʚʠʜ 

ʢʦʨʠʩʥʠʮʠʤʘ. ʋ ʩʫʧʨʦʪʥʦʤ, ʧʨʝʜʫʟʝ˂ʘ ʩʝ ʩʫʦʯʘʚʘʿʫ ʩʘ ʤʥʦʛʦʙʨʦʿʥʠʤ ʠʟʘʟʦʚʠʤʘ ï 

ʧʨʝʚʝʣʠʢʠ ʦʙʠʤ ʧʦʜʘʪʘʢʘ, ʬʨʘʛʤʝʥʪʠʨʘʥʠ ʧʦʜʘʮʠ, ʜʦʥʦʰʝˁʝ ʦʜʣʫʢʘ ʥʘ ʦʩʥʦʚʫ 

ʥʝʧʦʪʧʫʥʠʭ ʧʦʜʘʪʘʢʘ. ɿʘʪʦ ʿʝ ʥʝʦʧʭʦʜʥʦ ʩʠʨʦʚʝ ʧʦʜʘʪʢʝ ʧʨʠʢʫʧʠʪʠ, ʪʨʘʥʩʬʦʨʤʠʩʘʪʠ ʫ 

ʢʦʨʠʩʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʠ ʜʠʩʪʨʠʙʫʠʨʘʪʠ ʤʝʥʘ˅ʝʨʠʤʘ ʢʦʿʠ ˂ʝ ʥʘ ʦʩʥʦʚʫ ˁʠʭ ʜʦʥʦʩʠʪʠ 

ʦʜʣʫʢʝ.  

ʋ ʥʘʿʰʠʨʝʤ ʩʤʠʩʣʫ ʨʝʯʠ, ʧʦʤʝʥʫʪʠ ʘʣʘʪʠ ʟʘ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ ʩʝ 

ʿʝʜʥʠʤ ʠʤʝʥʦʤ ʟʦʚʫ Business Intelligence (ʩʣʠʢʘ ʙʨʦʿ 7). ʇʦʩʣʦʚʥʦ ʦʜʣʫʯʠʚʘˁʝ ʥʠʿʝ 

ʨʝʟʝʨʚʠʩʘʥʦ ʩʘʤʦ ʟʘ ʥʘʿʚʠʰʝ ʥʠʚʦʝ ʤʝʥʘ˅ʤʝʥʪʘ, ʚʝ˂ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʧʨʫʞʘʿʫ 

ʠʥʬʦʨʤʘʮʠʿʝ ʥʝʦʧʭʦʜʥʝ ʟʘ ʜʦʥʦʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ ʩʚʠʤ ʥʠʚʦʠʤʘ ʫʧʨʘʚˀʘˁʘ ʫ 
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ʧʨʝʜʫʟʝ˂ʫ. ʉʚʘʢʠ ʦʜ ʪʠʭ ʥʠʚʦʘ ʠʤʘ ʜʨʫʛʘʯʠʿʝ ʟʘʭʪʝʚʝ ʟʘ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʠ ʨʘʟʣʠʯʠʪʫ 

ʚʨʩʪʫ ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘ ʜʦʥʦʰʝˁʝ ʦʜʣʫʢʘ. ʆʩʥʦʚʥʠ ʧʨʝʜʫʩʣʦʚ ʟʘ ʜʦʥʦʰʝˁʝ ʙʠʣʦ ʢʦʿʝ 

ʧʦʩʣʦʚʥʝ ʦʜʣʫʢʝ ʿʝʩʪʝ ʦʪʢʨʠʚʘˁʝ, ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʠ ʨʘʟʫʤʝʚʘˁʝ ʧʨʦʙʣʝʤʘ ʢʦʿʠ ʩʝ 

ʿʘʚˀʘʿʫ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʦʩʥʦʚʥʘ ʩʚʨʭʘ BI ʿʝ ʜʘ ʧʨʫʞʠ ʧʦʜʘʪʢʝ ʠ ʘʥʘʣʠʪʠʯʢʝ 

ʘʣʘʪʝ ʟʘ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ. ʋ ʧʠʪʘˁʫ ʿʝ ʠʥʬʨʘʩʪʨʫʢʪʫʨʘ ʢʦʿʘ ʦʤʦʛʫ˂ʘʚʘ 

ʩʢʣʘʜʠʰʪʝˁʝ, ʠʥʪʝʛʨʘʮʠʿʫ, ʠʟʚʝʰʪʘʚʘˁʝ ʠ ʘʥʘʣʠʟʫ ʧʦʜʘʪʘʢʘ ʧʦʜʘʪʘʢʘ ʢʦʿʠ ʩʝ 

ʧʨʠʢʫʧˀʘʿʫ ʧʫʪʝʤ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʝʤʘ ʪʦʤʝ, ʪʦʢʦʚʠ 

ʠʥʬʦʨʤʘʮʠʿʘ ʧʨʦʠʟʚʝʜʝʥʠ ʫ ʧʨʝʜʫʟʝ˂ʫ ʩʝ ʟʘʭʚʘˀʫʿʫ˂ʠ BI ʠʥʪʝʛʨʠʰʫ ʫ ʿʝʜʠʥʩʪʚʝʥʠ, 

ʢʦʭʝʨʝʥʪʥʠ ʩʢʫʧ ʧʦʜʘʪʘʢʘ, ʢʦʿʠ ʩʝ ʧʨʠʤʝʥʦʤ ʘʣʘʪʘ ʩʪʘʪʠʩʪʠʯʢʝ ʘʥʘʣʠʟʝ ʠ ʪʝʭʥʠʢʘ 

ʦʙʨʘʜʝ ʧʦʜʘʪʘʢʘ, ʧʨʝʪʚʘʨʘʿʫ ʫ ʩʤʠʩʣʝʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʥʘ ʦʩʥʦʚʫ ʢʦʿʠʭ ʤʝʥʘ˅ʝʨʠ ʥʘ 

ʩʚʠʤ ʥʠʚʦʠʤʘ ʦʜʣʫʯʠʚʘˁʘ ʜʦʥʦʩʝ ʧʦʩʣʦʚʥʝ ʦʜʣʫʢʝ. 

 

ʉʣʠʢʘ 7: BI ʢʘʦ ʧʦʜʨʰʢʘ ʧʦʩʣʦʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ 

2.1. ʈʘʟʣʠʯʠʪʝ ʠʥʪʝʨʧʨʝʪʘʮʠʿʝ ʢʦʥʮʝʧʪʘ BI 

ʀʟʨʘʟ Business Intelligence ʩʝ ʧʨʚʠ ʧʫʪ ʫ ʣʠʪʝʨʘʪʫʨʠ ʧʦʿʘʚˀʫʿʝ 60-ʪʠʭ ʛʦʜʠʥʘ 

ʧʨʦʰʣʦʛ ʚʝʢʘ, ʛʜʝ ʩʝ ʦʧʠʩʫʿʝ ʢʘʦ ñʧʨʦʮʝʩ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ ʩʝʣʝʢʪʠʚʥʫ ʜʠʩʝʤʠʥʘʮʠʿʫ ʥʘ 

ʩʚʘʢʫ ʦʜ ʘʢʮʠʦʥʠʭ ʪʘʯʘʢʘ ʫ ʩʢʣʘʜʫ ʩʘ ʪʨʝʥʫʪʥʠʤ ʟʘʭʪʝʚʠʤʘ ʠʣʠ ʞʝˀʘʤʘò (Luhn, 1958). 

ʋ ʩʚʘʢʦʜʥʝʚʥʦʿ ʫʧʦʪʨʝʙʠ ʪʝʨʤʠʥ Business Intelligence ʧʦʯʝʦ ʿʝ ʜʘ ʩʝ ʢʦʨʠʩʪʠ ʨʘʥʠʭ 90-

ʪʠʭ. ʉ ʦʙʟʠʨʦʤ ʜʘ ʩʝ ʜʘʥʘʩ ʧʦʜ ʧʦʿʤʦʤ BI ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʨʘʟʣʠʯʠʪʠ ʝʣʝʤʝʥʪʠ, ʯʠʿʘ ʿʝ 

ʦʩʥʦʚʥʘ ʩʚʨʭʘ ʜʘ ʠʩʧʦʨʫʯʝ ʤʘʪʝʨʠʿʘʣ ʥʘ ʦʩʥʦʚʫ ʢʦʛʘ ˂ʝ ʩʝ ʜʦʥʦʩʠʪʠ ʦʜʣʫʢʝ, ʥʝ ʧʦʩʪʦʿʠ 
















































































































































































































































































































































































































































































































