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Abstract

Against the backdrop of rapid digital economy development, small and medium-sized e-commerce
enterprises have become a vital force driving China’s economic growth. However, they commonly face
challenges such as fragmented customer data, heavy capital turnover pressures, low repurchase rates,
and inefficient customer relationship management (CRM). Enterprise Resource Planning (ERP) sys-
tems, with their advantages in data integration and process coordination, have gradually emerged as
key tools for enhancing CRM performance. Based on reviewing relevant theories and industry reports,
this study analyzes the application effects of ERP systems in customer data integration, order fulfillment
coordination, and cash flow management through the case study of Company A, a typical small and
medium-sized e-commerce enterprise in China. The research reveals that after integrating ERP with
existing CRM modules, Company A achieved improvements in customer information concentration,
order processing efficiency, and payment process transparency. Operational metrics such as inventory
turnover and cash flow management showed optimization trends, while issues like information silos,
inventory overstock, and capital turnover bottlenecks were alleviated. Additionally, the coordinated
use of ERP’s financial management module and customer data analysis module helped reduce customer
management costs and optimize accounts receivable structures, thereby supporting sustained accu-
mulation of customer capital. The conclusions provide a case reference for evaluating the economic
value of ERP investments in small and medium-sized e-commerce enterprises, offering valuable in-
sights for balancing IT investments and operational performance during digital transformation.
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1. 5|8

HEHTFETRNRBEE SN, /AN 7R 55 4l O oA HE S IR IE 2 5K 57 S A R E 2
B R, FESEG BRI M i rh,  rho)s i i A bt 3 T I B8 e A B bRy 2 P BRI . &
JH R N ZARAE LS v o AR 7 [ TR S5 R T L A AT €2024 7 [E TR 55 T I B I IR ) B
7, R N R Al F SRR 92%, (HIL AT 60% KV AFE R A BIRSCRAR. B ROk
PEAERRURSE ), % ORISR =00 BT T3 18%, EIZIMIFFE T4 10% [1]. fEXFhE A, K
BAFMAEAE T, WfiE (5 BT B IH25 17 ok 2 8 L (Customer Relationship Management, CRM)%i
RMEEE R, o /N ARl 75 A e i) B UR A

Al B Y5 1% & Gt (Enterprise Resource Planning, ERP) A ARG . TRFEAL S5 EHRCEFE, 7RIS
BERKRDRIEEZ OEMN. ERP RGBT B EHE. FEMF. WS NESZHIER, MUE®
PRALARMY N BT URRCE, IERE R P % R B R LA SRR T SRR . J4EoK, ERP-CRM 4R SGZHT AL,
NN ECFAC TG T 7). ERP R4S CRM BRI A sl AT B TSI % 7 it 1) 3L = 5 3 A5 R
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BE, WEREFEZS A A A4 (Customer Lifetime Value, CLV). %4 iahTE & B, {5 XU 2 il 25 7 Th &%
TR A2 SRt VI

BT, AL “ERP RGLE /N % P R RE R RAER” A7 £, 5 EHRPT ERP
RGTEER KRG R GRT I & S0sch /E AL . BARBEFC R 8 : ERP REREREIT
WEDFESEIRES, RERF XANRTSE P BARG MK ? AP0 SOMUERILERS BBAR
LRI, BAE T8 ERP RAE®IEESHSE A IMEE P AR, A SCRA G T, &
Bl L 5 W 55 S0 W AR S S i 77, dad [ A A STHR 253 S 3L Al SEIE 23 A, #R1 ERP 5 CRM &
GuRE R /N L ZE R SR PR AR R A, b/ AR S s
BN

2. B E545FER
2.1. ERP ARG ESWERE ERNZFIER

Al B 5 T R S (Enterprise Resource Planning, ERP)j& — i LUME B H AR A SCHE R A UL E R 4,
HBODRAE T LA A B IR 1 R B 53V A . ERP RGuUEIBAM % EF R, Er=,
BB, SIS BRI I E SRR ERE AT, AMILEL G A SRR 5 A 5 S 2 .
WL, ERP R4 R Re 8 2 2 S TH b i) oA il e 77 5 B8 77 F1 F 2% (Subanidja & Legowo, 2019)
[2]. MBEEEEMER, ERP REED N MERAN G H IR b, H Bl Ae A SO A Tk 3k
FR, 4R e AR, W etk WIZEEHE, ERP RG] S A7 R 4110 35 R
RETRM, YD FEGRUE 5% 4 5. RIS ERP N RCRYEAGHT T3 180835, N ERP ARG/
AV T3 FEAE S B R R G ST R T T 21.5%, B RS A T IEL 7.3%, Bonth BEME TR RN .

2.2. CRM ARG EEZEPERARRPHSRINE

B R R M & 4(Customer Relationship Management, CRM) A& A \V 3+ 2 7 A= B FAEL i A T (EL
EHMEE TR, R OETESEE T 5 R4, SR P AN R . CRM REGUEITIE B
B SR Ml S A5 AT N, 3Bl EAL & 7 4 &4 {E (Customer Lifetime Value, CLV), JfHET%
Po)EsiizE R EH S EHER. P REAMUEEZ S AN EE NG, MERBEETASEER
ARETREZME. BN EXF(2011) [4]48H, CRM RSREN B34 w5 P 2R 53 srlkFliE
2, A AR B RGeS 5 % Gk, BN AN AR, 27 R R[GEF NG bidF)iE
ZIRAFE R IEA DGR R, R P& B X W 55 S B A RFE R e« fEA 5 S8 A
T, CRM RGsi EMIRRL T % P % 7=(Customer Equity) {5 SACEH T H, #EHEMS. 78S
By AR IS, AR TS AR IE A RS B R R SRR

2.3. ERP-CRM £ L 5F1Z1E

ERP 5 CRM REGHIEADGEAE BAE BEL A AIIEM, SEARBL T il A8 TR N B A E O3 1A
2 ACIZ . WEMMER , BERP NGEIRNC B AR . AR ) A 58 e B S 4 1 Hin Ke i, 10 CRM il
B RAREASIEITASEIL T & BEARRMEOR, PWERSEGHEMR T “WEBERR - 7 RA
[Al4R " FIXEPA LA BRI S : © fERARLE (Cost Efficiency) i i, ERP RETIEILINA 55 (N HEANE
AP A S F, IR B A A R A R A0S 5 BUA, IR BRI @ AEB ™ A B (Asset
Turnover) J [fii, ERP-CRM $ERAT B F4E1T L A7 5 20 P A R 1B SEBEUE I F2D A4l g s LA
I PEAE KT SO R SR A U, TSR B (IR . PR R B S s O FE Wi ad A2 € P (Revenue
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Stability) 71, 5B CRM HIZ P #5015 ERP M1 B LS4, k] DLt /)24 . AN %
FRSS SE RN, TR P R B SEAT N, 3R A SR f B ST A AT S .

DAT R R =232k —RFH% ERP 5SS ESIN KR, FHEITICRAES. EAE
FFIIAFE I 065 55 7 THT ) B0 350 s R %R CRM 53R ARG R, W& A EIAIME . & ihE s
RUEWUE S AR R RYET NI 55 R s = 2150 K ERP-CRM HERUNLEA N, 2l
A5 IR R ANE B R M B “IZ 8RR - B PME - WS 50807 ik S8, nak, KT
AN B AL BRI 2 ERP/SaaS B L FE 2T 224016 ERP ¥ 7 A B TR /N lbwi
l— MR, 1T RGN R S BEIL KT, AN AEANH & R85 R SCRRTH 7] 25 7 Bk 45 PRad AR
[5]o [FIEF, FESe “Hdmiks CRM” Al “ KEHR IR S SCkE M, (&% T CRM T & Flk
i THEIZEZ AT A, SOy /MOSRFR P SR EB R E . SRS B A i 615 1
HEPRR[6]. ENAFFEZHE P T ERP 5 CRM Sk N 108 B GROPfh (BEHR, 20065 X, 2025)
[7] [8], M /NERE IR HR . RYHELE ERP-CRM B B B30 (1 SCERAD ARG G BR . [ 423
Subanidja 5£(2019)H1 Jacobs 55(2025) [2] [91 I 55 G5k 5 % P AN B 4E BEAR S T ERP RGN b4
Br R A T R, 18 5 B R G A R rT L FRARAE 5 A 3T+ 7 B8 AR I 6o 50 Al B
AARIF 55 fE R FEE

TEULSEAE B, —SeiF iR T & P 9 AW a5 2 (Return on Customer Capital, ROCC)IX —Fg45, T
BRSMHERINE SR P BN R HAE, MM <& 5= R FR A TS RS R BIR
ZIRTEE TR, A SCIHEARXS ROCC AT ™A% THE, W28 ROCC M HriESE, & 8 B A
ZE. B P STERFIE S IR AR LN T, %% ERP-CRM SE 0 2 P A IR A R . 28 LRt
@&, ERP 5 CRM W& AU BB ZMIEA T s 8 o Ft:, SEIELG SaZ M 7 W5
JRBC B SCR B R B ARG IR PR E R, ARG SR /N R A A R R iR AR T
XA

3. ARt

KSR R J5%, FlgE “ERP-CRM AR Un il & /N LR Aol % 7 00 R FL G S 4 5 AL
a7 XL I T B, W SATE S ERP 24, CRM LK ERP-CRM &/
R FE IR, WARAHE TSR T AESE s ook, DAGE RIURLE . Ml 55 454 LA AR MR I b /s LR il
A AFMERIBIZEG], @it ERP-CRM S a0 G B EFRbR A Rt L, ME%E P& BACE 5 W 45 4
RS Bn, SRR, WRAEH . HEREEME 7 RAR R =N IR 0L
WEEHER.

ARSI RONER F T =ABH: —& A Aa SO A 555 Fh7E ke f 5% B S pn AL 2
FERR RS, FRE /B Al B IR PR B I ARXTECES 7 IRHIE s R ARITE 2023 UG
1ER EZk ERP R4, JH5EEA CRM BEHUATAR, B&HEMN “0r - 57 XHREEH: =2k
BN LR AR BURE B MATIR T, RE—EXRNNEE 5S8R, NARSTHEAT Z 057 it
BT LAl

B ARIR S W TVED T, ASCEEAEH =285 — R AN S EE IR A St
OBk, RS KRR BT e AMKE BRI, H T 20 N R AR R SRS AR A
BB RG TRAXFEEEFEIEHGE G FEEEE RIS EAE R i #E Hri2 S 50 % 4R br
XI], ARV 254 HIC B PR %, % ERP-CRM 4ERUHTJG % PO BAS . [k A ).
A7 JE 5 UK B ) 2 SR AR A T B BRI Ll s = R B AR SRR i 7o i e, TR B S THE
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DR SCPESE R AR RE

DN G S ASURIA S M e DA, A SCAE A 2 5 A1) A0l g TR0 P BRI = — ot il A4 R AT B 44 AL
EL “A A7 $840 RS BB SE MIERIXIE, A RARFT % P ik . T 55 55
BAEE, MARIRIEIAIRER M. S0 70 Hr il 7 1 EER AR Vs LA S R T T, T ANEAT B A
BRI, B —ADNEET B SR A KRS, ¥Y] ERP-CRM &REH /MR LR
B PR3 SUSSGE R REAE R AR

4. REID ST
4.1. REIGH

AL A A FRBIRAG S ERP R SEAEH /N L Ak 5 7 9% R ER(CRM) FFE B AL AL AR T - A /A F]
F 2018 FF i, EEAEREE. KEHM, BTG R 120 A, FHEF 120 NRTiLEL. N
2023 fEIFUG, fEsedH izl @8 mRAAW Bk =, A FFHIERCRH ERP R4, JFH¥
ERP R4 5EA M CRM BT TIRER G . RELHZ T, SN EIEER B SE. EIEE R
WG TS50 IR 3 T TR BE S D I ARSI, IS s EACRIE N . B AR S . R L&Z )5,
T W SUOR . IR S N T TH B SRR, AR T 1 AR RS B AT AT
Ph I FLB R i

MRAE 2023 4F55 R FE R 2024 5B RIS EEIRXT LRI, 7E ERP R4 F4&IF5EA CRM
PAERE, A ARIZENSGTRIH—E M. SRR LRI RL 15%, P35 R E
AEHL) 10 K, BFEESLRETI 8 NEN A, BRIREEL 2 M8, AR RE0h 43 R4
& 33K, FEAAFREREH 5.8 WAERRS] 6.5 /AFE. HREEE EERE A AFIX ML REELSES
W, FFESIRBGER N, 4a 0 RS AN ERP R4 S HINIX (61 g4 R sE 5], B TEH
PR TR IR EE AT, R AR 4 1T Rm S S BUREE . TERHNE, WEHN A ARG
AT TR R S ARV B R AR, AN TS AN RS, DRI SR R 1 0 S B TR A A
IR T ERP REA Y, BEHHMEME: EEBRASTE. FHMRMM TGRS L ERNEILFAMEM
T, IS E HeR MR PSSR I T IE R AR . 5HH5C ERP R FCR VPGB 72 (3] s /N AL TR
FEAF G e, B EE O P R FR AR G AT A AR L, A AR AR IR B KA A A X R], A
[HIEMUE T ERP RGU/ESE & R R K ol Bt G 35 AN A0 A 28 R 485 g 5 THT ARV (EVE FH o

4.2. #ig

MEGE 5E LR R YE, ERP-CRM SR b BRI B ACE . H EFHRG ] 1R es.
RGN AL AN AR A B AR A SERU R S S AR R A R, AR A B RA A b B SR
A2 5 AR AE BASKERR T R A% TAERL, IR N7 BEAR IR ) f BN BT AR 55 (e e L 4t 17 4[]
ERP R 7l . W55 Bl DU RN B (5 BB Aok, TR — N DLER IR K A A &, T 48 %
FRETEOY S A5 TS DL IR T TAREE . BRIk, Ak T ARG S AR, A £ FE S B
MAMIREE . B RAFFELmL, AILH ERP-CRM 4R U M 55 SR 2 7 B AR R X (e it I HT .
MSHERI ARG, ERP RTINS A ARIHR 7RI e, &/ B RARRG, B =R
S A B RN AR RS 5, /2 ERP 7 55 BEHUNIZE P Bt Stk 2 [RIEAT ) Zh &S W 7] . BERP R GEHIAT 5
D B E 0 M AN AR A X = A B ek SE LBt A SEI M 42, 2 7 B4 AT Nt AT 10041, Du i
A B BRI KRR “ RGEIREN - BRI AE - & BRI, ERMRRRE Lo T AR
AW UAE SRR EE LS . N TR FIW I 558 BT 3, ikl W 55 SR 2 P IR R TR T R AR 7S
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W, —@ERRE LEE TR RGERN T A G SR K S . SULFEIR, 76 ERP 1 H 918 52 i B B
PHSRAFAE — LU 5% L BRI LA A ERI A DL A AR, RGE T LT B BURIEENZ) 60 Ti
JENRT, AR 8% 7 47, Ferh 3 A-VF vl B 55 % S Rl 2 17 40%, SEHE 5 KT
RLIH 35%, DiSLBIRES RANEL H 15%, B LRI G SHE 4240 & 10%. X T AR A4 85 AU AR
TEACFA RE /N R RS, X —SCHAERIA NI SE 0 IS TG — & K 1. Aotedat, il
ERP R 40 St A — ¢ o5 A8 N 3%~8%, A AT I NP EARL FIX — X 8] [8]. A%
B, ERP ZR4¢H0H% [RIUSCE BAROI B W )il H v 18~30 4> A (Subanidja & Legowo, 2019) [2], RGifaE
IBATUAG, AR P AU 1 B — 8 RN, H AT A B 8 E ST BeA AR
JRASFIT A o

TEHZUZ T, ERP-CRM B Rt % Ak Py SR /A0 B3 T RE /14 T T M R . KRG A AT Bk E R
AR TR AN SRR TH EEHREE, 8. O, W55 QAR g — AR bR e AR AR AT
BlE, BH51K “WTTER” MBRCEZ AR RIS D . A AFESANEFE G SR —%& 0 T
XPHESRN LA & B AR S AR FERHEAE, LA ST I AR R 58 27857 )5 H Excel GIKIIIGOL. ik, 1
Wi B E BT E N, TERAR BT B R AR — B, FAE R G LEVIIRE Wiz
177 Mg, 2P 5] 30 TR TE BRI R R %, BIRTBTIM, TP g P e
NHAEHRRETEEES. BRAGHM ST, FAERBAG . FROKMEZICRKENE, HIHA
BRI “HE SR P NTZXN + Wl =it 17, A 5w OEREEE AR L . A A FIE R
53 B Bt AN A7 73 A AL J7 B AIR R B AR 2 S AR, STt 1) 5 9 301 T 6 T e 2R rh i
W, HTE R EZHBE S, BORE TE BRE, G TR %4[7]. X—RIIZK U, ERP
REALS IEH TARRET “Bok - 4148 - A7 (TOP)=F WA, MAMUZE “IE A% &7 . ERP-
CRM £ BRI STty /N RS A MV AB S T — S AR AL . BRI S« & P B8 A B B 4L R 1) O Tm) (B 31
MU, TESHFETE BT T 15 B AR A 55 G AR 08 . ERP R G0 A Al P 3 T B 1D v ot =4
PGB T A, N RECECE R (S VRS R e R B DL SRR AL T AR, AR AT I AN
SE T PR B3I 18 58 A\ RO DR A8 XU (R e 7o 1245 RS BN AR S I8, 20115 XIE:,
2025; Subanidja & Legowo, 2019)fJ 4518 —5[2] [4] [8], HI ERP 2 AU E— M BB R4, Hi—
PR SR TEAT RGBT EALE], 0 N A B A B R R 5% T RS K o
()98

5. B 5R+=

JEIT ERP R/ FR/N LR Al & 7 9% RS FE(CRM) A S OB 78 R B, ERP-CRM B2 1% n] LT Rl —
AMEFPEFR LS, RS E SRR - B EAR R - WS 50808 . ERP R4 5 SGE Mk A B 51
WS, NSRS RIS A A B R, RS A IE s AR 4% ) B R A R e 3R R gk s CRM RGEER
AT R RAE LR R P RANME, #HE3% P 2S5 K EE . ERP R4 5 CRM ik
RREESE I J5 , ERP 2y CRM $R 5l SO M e S Al, CRM Said R4y ERP I S5 A it S 5, sk
WTBERBESESMEEENYE. @l A AFX—IHERGI T LE S|, 76 ERP-CRM RN,
NG 42 N IR E B L AR 15%, RIEKEMgEE L 10 K, BFEWREESZ 8 ME 5o
s, BRIREFAL 2 ANES S, UHEGRERGER. FHMANELERRILFENT, SIEESN
A FUAHRUS S A AE G I AT RE[9], EAHSRE AN A —EANZRBIRIE, 72 5 RFEA R AL 5L
BBk . EBRKYL, ERP-CRM B2 HAR FH7, 2T A 25 e fls vk i Mk 580 R AL .

NI 5 S i A SR E, IESURFEE RS st vh /N Ak A B AL B R A R RE RIS 551 55, 45 ERP &
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AT AT R T B SR L Tk PR AR, AT T AT AR A AL oS VR HEI, R4 N
M AE R A R AR i SEIIRRAS « PRI B P YA [ 1070 XA /N Ab i 5, — 5T, fE RGEik Y
ISR 52 e R & TT T APL 2. SCFF R E RIS R (1) ERP =8, fET 54 CRM. HEF&
HEE =5 8l o i THGATRE: 5 —J7 T, AT RUREL “3ad - VAl - HET 7 I BRI AT, SerE
B S B E 2R IRIZ 1T ERP-CRM 46, USRI B A7 A B BRI 2 S5 4R b
AR, PR R ORIE P E 2 A T, BRI — R MR N SR 28 K 7

BEAR, AV IR R E R IR A EF R VR By ERP-CRM & I H AR S 348, il g —9itg
UL Ve S . BRAAEE SRS, RIER T R S AT R SO B P v B 1 R — B
NGB PRGN EE AT i el by LR P A R A L 587 J) s 0 A 4 it Ak e 32 S5 I
ZAaFRRIEM ERP-CRM SERUHEN = R, ARV 45 R 2R ah Rt ib R Golic B AL 55 -
X T AR BB T 7 ), AT RAS| N BE K & i SR A DA AR B A8, KA A #R 5T ERP-CRM £
S AL P2 U 2 R (ROA) BEA AL B4R (ROE) 2 /1 & B B(CL V) &5 5 B I 55 8 b i s, 33—
NI ERP RAA TGN, /N R I T RS R IR AL TE N R G 1R 5 SLUF K -

SE
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