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Abstract

Against the background of the deepening digital economy and the shift of e-commerce competition
from traffic expansion to retention-oriented operation, small and medium-sized e-commerce enter-
prises are facing multiple challenges, including diversified order sources, fragmented customer
touchpoints, complex inventory fulfillment, and increasingly refined customer operations. Enter-
prise Resource Planning (ERP) and Customer Relationship Management (CRM) systems respectively
undertake back-end resource allocation and front-end customer operation functions, and their inte-
gration level directly affects order processing efficiency, customer response capability, marketing
conversion, and business decision-making quality. Based on e-commerce development data and the
digital transformation practices of small and medium-sized enterprises, this paper explores the
value logic, practical barriers, and optimization paths of the integration of ERP and CRM systems in
small and medium-sized e-commerce enterprises. The study finds that the barriers to the integra-
tion of ERP and CRM systems are not merely technical issues, but the result of heterogeneous inter-
faces, the lack of unified master data standards, fragmented front-end and back-end processes, in-
sufficient interdepartmental collaboration, limited resource investment, and data security pres-
sures. Accordingly, this paper proposes optimization paths including phased integration, One-ID-
based master data governance, business-finance-customer integrated process reengineering, the
application of lightweight tools such as iPaaS and low-code platforms, and the construction of data
security mechanisms. The study suggests that the integration of ERP and CRM systems can help
small and medium-sized e-commerce enterprises move from system connection to business collab-
oration and value co-creation, which is of practical significance for improving customer operation
capability, order fulfillment efficiency, and data-driven decision-making.
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