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Abstract: This systematic review examines the role of Enterprise Resource Planning (ERP), Customer
Relationship Management (CRM), and Human Resource Management (HRM) systems in enhancing
managerial decision-making and employee productivity in small and medium-sized enterprises (SMEs)
between 2014 and 2024. It explores how these systems streamline operations, improve workflow automation,
and support real-time communication, helping SMEs overcome resource limitations and enhance operational
efficiency. Additionally, the review considers how these integrated technologies, particularly when combined
with advancements such as artificial intelligence (AI) and machine learning (ML), contribute to better resource
allocation, strategic planning, and long-term business performance. In addressing the challenges SMEs face in
system adoption—such as costs, training, and implementation —the review offers actionable insights into how
ERP, CRM, and HRM systems can be strategically employed for sustainable growth and competitive
advantage.
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1. Introduction

The Technology Acceptance Model (TAM) and the Resource-Based View (RBV) provide a robust
theoretical foundation for understanding how ERP, CRM, and HRM systems operate in small and
medium-sized enterprises (SMEs). TAM focuses on two key factors: perceived usefulness and
perceived ease of use, both of which influence managers' and employees' decisions to adopt specific
technologies. In the context of SMEs, where resources and technical expertise are often limited, these
technologies must integrate seamlessly into daily operations to achieve widespread acceptance. In
particular, the perceived ease of use becomes crucial, as many SMEs do not have the capacity for
extensive training or large IT departments, making user-friendly systems essential for adoption.
Conversely, RBV views these systems as strategic resources that can offer SMEs a competitive edge.
When effectively implemented, ERP, CRM, and HRM systems become valuable, rare, inimitable, and
non-replaceable (VRIN) resources that enable SMEs to improve decision-making, enhance
operational efficiency, and respond more agilely to market changes. By combining TAM and RBV,
this study highlights both the immediate practical benefits and the long-term strategic advantages
that SMEs can gain from adopting these systems [2,3]. The demand for innovative solutions is
growing as businesses navigate an increasingly competitive and complex market. Innovation is no
longer a luxury but a necessity for organizations to sustain their competitive advantage. However,
for innovation to thrive, the role of employees and their work behaviors must be examined in detail.
Human resource (HR) policies that foster innovative work behavior are crucial, as they encourage
employees to develop new ideas and apply them in meaningful ways. HR practices that promote
involvement and participation, rather than focusing solely on control, aim to enhance employee
skills, motivation, and engagement in decision-making processes. These involvement-driven HR
strategies help create work environments that are conducive to creativity and innovation, which are
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critical for SMEs looking to stay competitive. However, while the role of HR in driving innovation
has been acknowledged, there is still a lack of detailed research exploring how different HR strategies
can interact to influence innovation, particularly within the context of SMEs [4,5].

Moreover, in a knowledge-based economy, employees involved in research and development
(R&D) play a pivotal role in a company's success by driving innovation and maintaining a
competitive edge. Attracting, retaining, and motivating these high-value employees requires HRM
systems that are specifically designed to address their unique needs. Different management practices,
especially in relation to R&D personnel, can vary widely between organizations, and these variations
can significantly impact innovation outcomes. A deeper understanding of these practices is needed
to provide insights into how they can be optimized for enhancing innovation and productivity within
SMEs [7,8]. Additionally, technological advancements, such as the integration of Digital Object
Identifiers (DOIs) into ERP systems, offer SMEs a strategic advantage in managing and sharing
critical information. By using DOI features for internal documents, project files, and knowledge
databases, SMEs can ensure accurate and up-to-date information is accessible to all team members,
improving collaboration and decision-making. The incorporation of advanced technologies like
artificial intelligence (AI) and cloud computing into ERP systems further enhances operational
efficiency by providing real-time insights and analytics. These tools not only streamline workflows
but also allow SMEs to respond swiftly to market dynamics and customer needs, creating a more
resilient and competitive organization. As demonstrated by the system in Figure 1, the integration of
these functional systems is essential in fostering long-term growth and sustainability in SMEs [9,10].

HOW TO WORK WITH THE COMARCH SERVICE DESK
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Figure 1. An example of a functional systems in COMARCH. [6].

To position this study within the broader body of literature, a comparative analysis of existing
reviews on functional systems in SMEs was conducted. This analysis provides insight into how
previous research has addressed the adoption and impact of ERP, CRM, and HRM systems in SMEs,
highlighting both the strengths and limitations of each study. While many reviews offer valuable
frameworks and practical recommendations, they often lack comprehensive empirical evidence,
focus too narrowly on specific industries, or fail to generalize their findings across diverse SME
contexts. Table 1 presents a detailed comparison of these reviews, illustrating key contributions, pros,
and cons from each source [11-40].

Table 1. Comparative Analysis of Existing Reviews and Proposed Systematic Review.

Ref. Cities Year Contribution Pros Cons
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2018
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2019
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Shows how simulations can
improve ERP
implementation in SMEs.
Introduces a framework for
integrating  sustainability
into MIS specifically for
SMEs.
Offers a
overview of IS research in
SMEs, showing current and
emerging areas of focus.
Presents a conceptual model
to improve safety in SMEs,
emphasizing a tailored
approach to occupational
health and safety (OHS)
interventions.

Proposes a decision support
system (DSS) to aid
industrial SMEs in
transitioning to civilization

structured

with a focus on integrating
services into their business
models.

Introduces a framework
(PrEmISES) for SMEs to
manage information by
integrating legacy systems
with semantic ontologies.

Introduces a smart decision
support system with a focus
on user-friendly interfaces
ontologies
tailored to SME managers.

and financial

Clarifies how  strategic
information systems
planning (SISP) improves
SME profitability.

Provides a new system for
structuring and reusing
manufacturing knowledge
in SMEs.

Analyses KM methods in
SMEs, focusing on those in
resource-constrained areas.

Assesses decision support
systems and digitalization
needs in Hungary's food
sector.

Identifies key factors for

effective strategic
information systems
planning (SISP) in the

logistics sector of SMEs,
emphasizing the need for

goal definition and
involvement of logistics
executives.

Identifies  barriers  and

factors  impacting  the
implementation of early

warning,  support, and

Enhances  decision-making
and resource planning.

Provides actionable
recommendations for SMEs to
enhance sustainability
practices.

Covers a wide range of IS
topics relevant to SMEs,
providing valuable insights.

Addresses the gap in safety
research specific to SMEs and
suggests practical measures
for compliance and
improvement.

Provides a generic simulator
for modelling and simulating
different industrial contexts,
enhancing decision-making
capabilities.

Cost-effective, enhances
legacy systems with better
knowledge management.

The system is designed with
an intuitive interface that
adapts to the
knowledge level, improving

manager’s

decision-making efficiency.

Offers
recommendations for better
DSS implementation and
strategic planning

actionable

Offers a tangible solution for
improving data management
and knowledge reuse.

Provides a comprehensive
review  and
analysis  of
methods.

Emphasizes
digital upgrades to boost

industry competitiveness.

comparative
various KM

the need for

Highlights the importance of
involving both IS and logistics
managers in IT strategy
formulation and emphasizes
thorough environmental and
organizational analysis.

Highlights critical areas for
improving crisis management
and support systems,
potentially reducing business

May not fully address
integration  challenges  or

context-specific variations.

Limited empirical data to
support its framework and
recommendations.

The broad scope may be
overwhelming and difficult to
apply universally.

Focuses more on theoretical
frameworks and less on
practical implementation
details for diverse SME
contexts.

The system's effectiveness is
demonstrated through a case
study in
which may not generalize to all

remanufacturing,

industries.

Integration may be challenging
for SMEs with limited technical
expertise.

Integrating financial
ontologies and eye-tracking
analysis may involve complex
and costly technology and may
not be easily adaptable for all
SMEs.

Findings are based on SMEs in
North Greece, which may not

apply universally.
Effectiveness is  primarily
validated through a single case
study, limiting ~ broader
applicability.

Methods reviewed may be less
applicable to SMEs with
minimal ICT infrastructure.
Reveals slow
advanced

adoption  of
technologies
compared to other sectors.

May overlook specific challenges
faced by different SMEs and could
benefit from more detailed case

studies or examples.

May not fully address regional
specificities ~ or  practical
challenges in implementing the
proposed  systems  across
different SME contexts.
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[35]

11

16

10

2021

2022

2022

2022

2022

2022

2023

2023

2023

2023

2023

second chance systems for
SMEs in the Baltic States.
Identifies situation analysis
as crucial for ISP success in
agrifood SMEs.

Highlights key factors in
ERP adoption for Brazilian
SMEs.

Explores factors influencing
the continuance intention of
accountants to use AIS in
Jordanian SMEs, focusing
on UTAUT, TMS, and self-
efficacy.

Evaluates the impact of
Knowledge  Management
Systems (KMS) and

Decision Support Systems
(DSS) on the performance of
SMEs in Oman, addressing
innovation and leadership
in decision-making.
Explores the considerations
SMEs face when
implementing new target
segments, highlighting key
areas such as marketing
strategies and
organizational changes.

Investigates how  high-
performance work systems
(HPWSs) enhance
organizational resilience in
SMEs, leading to improved

firm performance.

Presents a model to

incentivize sustainable
performance  (SUP) in
tourism SMEs by
strengthening internal
relations.

Characterizes performance
measurement systems
(PMS) in SMEs, identifying
key attributes and their

usage from a  user
perspective.

Investigates recruitment
practices in SMEs,

highlighting the impact of
technology and managerial
practices.

Discusses the importance of
sustainability in SMEs in the
Slovak Republic, addressing
quality management and
economic challenges.
Explores the factors behind
the successful transition of

SMEs to  sophisticated
management control
systems (MCS),

failures and
stronger enterprises.
Focuses on the importance of
situation analysis for effective
decision-making.

fostering

Provides valuable insights
into ERP adoption in SMEs

Highlights the significance of
TMS  and  self-efficacy;
supports UTAUT theory;
identifies key factors affecting
AIS usage.

Highlights the importance of
KMS and DSS for economic
growth; emphasizes the role
of innovation and leadership;
provides recommendations
for best practices in SMEs.

Identifies critical areas for
successful segmentation;
provides practical insights
from case studies; addresses
potential ~complexities in
implementation.

Offers a theoretical model
linking HRM practices to
resilience; distinguishes
between bounce-back and
bounce-forward  resilience;
based on robust data from 177
SMEs.

Utilizes a comprehensive
methodology combining SNA
and PLS-PM;
critical factors for fostering
SUP; emphasizes adaptability

in complex environments.

identifies

Offers a detailed analysis of
PMS
emphasizes the importance of
user experience in shaping
PMS effectiveness; proposes a
framework for PMS

functionalities;

evaluation.

Provides valuable insights for
HR professionals to optimize
recruitment in a changing
environment.

Highlights the critical role of
SMEs in national economies
and their sustainability needs.

Identifies key roadblocks and
solutions for SMEs, providing
actionable  insights  for
managers.

Downplays the importance of
other ISP stages.

Findings may not be generalizable

beyond the studied region or

sample size.

Limited empirical studies on
post-adoption behaviors;
challenges in AIS usability in
developing countries; potential
negative effects of TMS on
usage intentions.

Implementation challenges of
KMS; reliance on leadership
behavior; need for modern
strategies to overcome barriers
to innovation.

Limited by reliance on
qualitative data
interviews; may not represent
all SMEs;

organizational resistance not

from
potential  for

fully explored.

Limited generalizability
beyond the Nigerian context;
may overlook external factors
influencing resilience; focuses
mainly on HRM without
broader organizational

context.

Limited to the organizational
domain within the Mexican
context; may lack
generalizability  to  other
cultural or economic settings.

Limited to a specific context

(Québec, Canada); findings
may not be universally
applicable across different

industries or regions.

Limited generalizability due to
small sample size and specific
geography of study.

Limited focus on  larger

enterprises and their role.

Limited to a single industry,

which may restrict
generalizability; cross-
sectional ~ research  limits

longitudinal insights.
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emphasizing the role of

employee  buy-in  and
foundational controls.
Develops a  conceptual

framework for digitalizing

Offers practical insights for

maintenance processes  in low-cost digitalization, ~May oversimplify complex
[36] 4 2023 pre . bridging high-tech concepts  digital transformation
SMEs, integrating .
. with real-world SME  processes.
technological and
o challenges.
organizational factors.
Utilizes the Markov
Decision Model and Particle Provides a  data-driven Results may vary in different
Swarm Optimization to approach to maintenance, contexts, and reliance on
[37] 30 2024  identify optimal potentially increasing  algorithms could overlook
maintenance parameters for machine availability by over  practical maintenance
SMEs, enhancing machine 73% challenges.
availability significantly.
Analyzes factors affecting
information system Offers valuable insights for
. . . Focuses solely on Korean
performance in Korean improving corporate o\ p L v limit
[38] 7 2024 SMEs, highlighting the competitiveness in SMEs, S y
. .. . generalizability to  other
importance of top emphasizing practical
.. contexts.
management support and applications.
system usage.
Proposes a two-tier
approach using NLP for Offers a  comprehensive
digital system identification framework for sustainable Focuses on  developing
[39] 2 2024 and country-specific digital transformation,  countries, which may not
analysis to address SMEs' enhancing SMEs' growth and  apply universally to all SMEs.
digital challenges in competitiveness.
developing countries.
Develops a  workplace Addresses specific needs of
design framework tailored SMEs in developing May require adjustments for
[40] 1 2024 for manufacturing SMEs in countries, promoting safety different contexts beyond
Indonesia, providing and productivity in the Indonesia or other sectors.
guidance for managers. workplace.
Discusses the digital
transformation journey of a . .
Emph h f] f
UK-based SME, mphasizes the benefits o Potential challenges in
. R Industry 4.0, enhances | .
highlighting improvements - implementation  for  other
[41] 3 2024 . .4 competitiveness, and uses a .1
in key performance indices SMEs, as findings may be
structured  approach  to o
through technology . specific to the case study.
- . ; digitalization.
adoption and a digital twin
architecture.
Consolidates studies on In addition to identifying research
functional systems in small and gaps and practical issues, this analysis
medium-sized enterprises  provides a thorough overview of
Proposed  systematic (SMEs), emphasizing the ways in ~ functional systems and lays the
P Y which ERP, CRM, and HRM groundwork for future studies and -
review " : - - .
have aided in managerial prospective advances in system
decision-making, worker  integration to better support managers
productivity, and internal  and staff in small and medium-sized
operations. enterprises.

The shortcomings identified in existing reviews highlight the need for a more comprehensive
and practical study on the integration of functional systems in SMEs. Many prior studies are limited
in scope, focusing on specific regions, industries, or technologies, which restricts their generalizability
and applicability across different SME contexts. Additionally, while theoretical frameworks are well-
developed, many studies lack practical, implementable strategies that consider the unique challenges
faced by SMEs, such as resource constraints and limited technical expertise. Furthermore, several
reviews offer conceptual models without sufficient empirical validation or real-world case studies,
making it difficult for SMEs to apply these findings effectively. By addressing these gaps, the
proposed systematic review will provide a broader, more integrative analysis of ERP, CRM, and
HRM systems, offering actionable recommendations tailored to SMEs. This study will also focus on
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overcoming the specific challenges that SMEs encounter, making it a valuable contribution to the
literature on functional systems in small and medium-sized enterprises.

1.1. Research Questions

The following research questions will be explored in the proposed survey:

e How do ERP, CRM, and HRM systems impact managerial decision-making and resource
allocation in SMEs?

e In what ways do ERP, CRM, and HRM systems enhance workforce efficiency and employee
productivity in SMEs?

¢  What operational improvements are achieved through the adoption of ERP, CRM, and HRM
systems in SMEs, particularly in reducing manual tasks and automating workflows?

¢  How can the integration of Al and machine learning into ERP, CRM, and HRM systems further

enhance innovation and competitiveness for SMEs?

1.2. Rationale

The integration of ERP, CRM, and HRM systems in SMEs is a critical area of study, particularly
because SMEs often lack the resources and technical expertise that larger enterprises possess. These
systems offer potential for enhancing decision-making, improving productivity, and driving
operational efficiency, but SMEs face unique challenges in implementing them. Given the limited
financial and technical resources of SMEs, this study seeks to explore how these systems can be
effectively integrated to support both managerial and employee functions. Additionally, it addresses
the broader issue of market competitiveness, as SMEs must navigate dynamic environments while
maintaining lean operations. By identifying the specific benefits and challenges associated with ERP,
CRM, and HRM system adoption in SMEs, this study aims to provide actionable insights for their
sustainable growth and competitive advantage.

1.3. Objectives

The aim of the study is to provide a comprehensive analysis of how ERP, CRM, and HRM
systems enhance decision-making, productivity, and operational efficiency in SMEs, while
identifying key challenges and offering practical recommendations for effective system integration.
The proposed survey intends to fulfil the following objectives:

e To analyze the impact of ERP, CRM, and HRM systems on managerial decision-making and
resource allocation in SMEs.

e  To evaluate how the integration of these systems enhances workforce efficiency and employee
productivity.

e To assess the operational improvements achieved through automation and workflow
optimization, with a focus on reducing manual tasks in SMEs.

e  To explore the potential for Al and machine learning integration within ERP, CRM, and HRM

systems to drive innovation and maintain competitiveness in the SME sector.

1.4. Research Contribution

This systematic review offers a comprehensive analysis of the role those functional systems such
as ERP, CRM, and HRM play in supporting managers and employees in small and medium-sized
enterprises (SMEs) from 2014 to 2024. The study synthesizes current literature to explore how these
systems enhance decision-making, operational efficiency, and overall workplace productivity. The
review not only highlights the most effective approaches to system integration but also identifies key
challenges that SMEs encounter during adoption, providing valuable insights for maximizing both
managerial oversight and employee engagement in the SME environment.
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e  This review fills a critical gap in the existing research by providing a detailed overview of how
functional systems support both managerial leadership and staff productivity in SMEs. While
many studies have examined individual systems, this review uniquely combines the impact of
ERP, CRM, and HRM on daily operations, offering a more holistic understanding of their effects
on SMEs.

e  The study establishes a structured framework connecting functional systems to leadership and
employee support, offering a foundation for understanding how these tools facilitate managerial
decision-making and enhance workflow efficiency. By improving communication, automation,
and resource management, these systems contribute directly to employee satisfaction and
overall productivity.

e  The review identifies crucial areas for further exploration, particularly in the customization of
functional systems for SMEs. It emphasizes the need for more research into advanced
technologies like artificial intelligence (AI) and cloud computing, which could significantly
enhance system performance for SMEs, addressing their specific needs and limitations.

e  Thisreview also provides actionable data for policymakers and organizations aiming to support
SMEs. By offering insights into the adoption barriers SMEs face —especially in developing
countries where they play a critical role in economic development—the study suggests policy
initiatives that could facilitate easier access to these systems, thus improving their overall impact

on business performance.

1.5. Research Novelty

This study brings a unique contribution to the field by offering a comprehensive assessment of
the impact that ERP, CRM, and HRM systems have on the performance of SMEs. Previous studies
have not thoroughly examined the combined effects of these systems, especially with a focus on the
factors that influence their successful or hindered adoption. This review bridges that gap by
analyzing the key enablers and barriers that affect system implementation, ranging from budgetary
constraints to organizational culture and technological readiness.

e The research provides novel insights by investigating underexplored topics, such as the
influence of limited technical expertise, budgetary challenges, and resource constraints on the
adoption of these systems in SMEs. By focusing on the specific challenges faced by SMEs, the
study offers a more targeted understanding of how these functional systems can be effectively
utilized to improve operational performance.

e This review not only identifies the challenges but also delivers focused recommendations,
particularly for SMEs looking to integrate CRM, ERP, and HRM systems. The research offers
practical suggestions for overcoming adoption barriers, such as providing training programs,
improving system customization, and leveraging emerging technologies like Al to enhance
operational outcomes.

This work is organized into five key sections. Section 1: Introduction provides the study's
background, highlights the importance of integrating ERP, CRM, and HRM systems in SMEs, and
sets the objectives of the research. Section 2: Literature Review critically examines existing studies
and identifies gaps related to functional system adoption in SMEs. Section 3: Methodology outlines
the systematic review approach, including the selection criteria, data sources, and analysis methods.
Section 4: Results and Discussion presents the key findings on system integration, managerial
decision-making, and worker productivity, followed by an in-depth interpretation of these results.
Section 5: Conclusion summarizes the study’s contributions, implications for SMEs, and proposes
avenues for future research.
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2. Materials and Methods

The methods for assessing how HRM, CRM, and ERP affect small and medium-sized business's
(SMEs') efficacy are described in this section. The study looks at research published in the last ten
years, with a focus on papers that were published between 2014 and 2024. The methodology lays the
groundwork for a thorough analysis of each component in the parts that follow including instructions
for choosing studies, data sources, and the process used to review the gathered literature. Figure 2
illustrate the proposed framework that will be employed in this survey.

™ ) ™
. R h
Introduction QEZE?;;)CHS Methodology
v v v
™ ™ ™
Data Stud'y
Results . Selection
Extraction ..
Criteria
4 S /
N
Conclusion
v

Figure 2. SLR Flow Diagram.

2.1. Eligibility Criteria

Functional systems and their significance in assisting managers and employees in SMEs must
be specifically examined in the study. ERP (Enterprise Resource Planning), CRM (Customer
Relationship Management), and other management information systems are examples of technology
or process-oriented systems intended to improve SME operations. These systems are classified as
functional systems. The review included studies published within the last 10 years to ensure the
relevance and applicability of the findings to the current technological and business environment.
Excluded studies focused solely on worker support or managerial support without looking into how
the two intersected. The proposed inclusion and exclusion criteria are tabulated in Table 2.

Table 2. Proposed Inclusion and Exclusion criteria.

Criteria Inclusion Exclusion
Topic Research must focus on ERP, CRM, and HRM Systems for Research papers not focusing on Functional Systems and The
p SMEs, Managerial and Employee Support: A Systematic Review Support for Managers and Workers: A Systematic Review
Research The artlclfes mustincludea resear‘ch framework or methodology Articles lacking a clear research framework or methodology f¢
for functional systems and their support for managers and . .
Framework workers functional systems and their support for managers and worker

Language Papers written in English. Papers not in English.

Period Publications within 2014 and 2024. Publications outside 2014 and 2024.

2.2. Information Sources

When performing the systematic review on "Functional Systems and Their Support for
Managers and Workers," numerous databases and sources were used in conjunction with an
extensive search technique. A comprehensive examination of scholarly publications and conference
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papers is ensured by consulting primary databases such as Google Scholar, Web of Science and
SCOPUS.
¢  Google Scholar is a free search engine that indexes academic content from a variety of fields,

including books, journals, theses, conference papers, and patents. It provides a wide range of
peer-reviewed research and gray literature by compiling content from academic publications,
professional associations, universities, and other intellectual organizations. Its sophisticated
search features make it possible for users to locate scholarly materials, keep track of citations,
and investigate related works, making it an invaluable resource for academics, professionals,
and researchers everywhere.

e  An extensive collection of academic literature from many fields, including the social sciences,
humanities, sciences, and arts, is accessible through the extensive Web of Science research
database. Researchers can locate and examine academic papers, journal articles, and conference
proceedings using its citation indexing and tracking services. Citation metrics are also used to
evaluate the significance and impact of research.

e  Science, technology, health, the social sciences, and the arts and humanities are just a few of the
fields that are covered by the extensive abstract and citation database SCOPUS. It offers tools for
citation tracking, impact analysis, and literature reviews in addition to access to a sizable library
of peer-reviewed journals, conference papers, and patents. Scholars frequently utilize SCOPUS
to locate pertinent research, monitor research patterns, and assess the significance of scholarly

publications.

2.3. Search Strategy

The process of conducting a systematic review, beginning with the formulation of research
questions, is depicted in Figure 3. These inquiries support the selection of a research approach,
including organizing an SLR (Systematic Literature Review), defining inclusion and exclusion
criteria, choosing research sources, and selecting search terms. The process then moves on to selecting
research articles via a search and assessment process, which is essential to guaranteeing references of
the highest calibre. The next step involves taking data out of the selected research articles, with an
emphasis on assessing data integrity. In order to answer the research questions and wrap up the
research process, data must be compiled during the execution phase of the research data.

RN

Defining %,

the i
Research |
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Databases }
and Sources /
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Figure 3. Flow Chart Explaining Information Sources.

To find studies that provided characteristics on functional systems, assistance for managers, and
support for employees and SMEs, search keywords were developed specifically for this systematic
review. A duplicative process of exploratory searches was used to choose index key-terms. Terms
that failed to produce studies meeting the inclusion requirements were eliminated. The comparable
terms of the recommended phrases were determined in order to make sure that they included the
equivalent terms of the core keywords. Matchable terms were found using synonyms; for example,
"Functional Systems" might also mean "Support Systems." We got, "Small and Medium Enterprises"
for "SMEs" and "Workers" for "Managers". The code string was ("Enterprise Resource Planning" OR
ERP) AND ("Customer Relationship Management" OR CRM) AND ("Human Resource Management"
OR HRM) AND ("Small and Medium Enterprises" OR SME OR SMEs) AND (Manager* OR
Employee*) AND (Support OR Satisfaction OR Efficiency OR Performance) which had the use of
AND & OR, based on the research title: Functional Systems and Their Support for Managers and
Workers in SMEs. The logic "OR" operator encompasses any of the selected terms, while the logic
"AND" operator includes all of the selected keywords. The code string helped us finding 17800
research articles in Google scholar from 2014-2024 in 0.40 seconds.

Table 3. Search Terms Used in SLR.

Search Terms Data Bases Fields
Enterprise Resource Planning OR ERP AND Customer Relationship Management SCOPUS

Titl
OR CRM AND Human Resource Management OR HRM AND Small and Medium  Google Scholar Ab;trzct
Enterprises OR SMEs AND Manager OR Employee AND Support OR Satisfaction = Web of Science Keywords

OR Efficiency OR Performance

2.4. Selection Process

Strict selection procedures were used to guarantee a relevant collection of papers for the review
on "The impact of Customer Resource Management, Enterprise Resource Management, and Human
Resource Management on SME performance.” A process was adhered to by the reviewers to choose
papers for the systematic review titled "The Impact of Customer Resource Management, Enterprise
Resource Management, and Human Resource Management on SME Performance." They used a
search code that included terms linked to SMEs, performance, and effect along with keywords like
"Enterprise Resource Planning," "Customer Relationship Management,” and "Human Resource
Management." Each reviewer was given a database to compile research papers from, either Web of
Science, Scopus, or Google Scholar. Each reviewer first collected 98 papers, which were then checked
according to the following inclusion criteria: the papers had to be published in English, relevant to
the topic, and published between 2014 and 2024. Additionally, the papers had to have a research
framework that addressed the impact of HRM, ERP, and CRM on the performance of SMEs.
Additionally, exclusion standards were used to group the studies. The selected papers were entered
into an Excel spreadsheet for evaluation. Reviewers carried out an additional evaluation to verify
compliance with the inclusion criteria and resolve any discrepancies by eliminating documents as
needed to keep the data accurate and pertinent.

2.5. Data Collection Process

The process of gathering data is summarized in the section that follows. It shows how many
reviewers were involved, how they collaborated or worked alone, how information was obtained
and verified from study researchers, and what online database tools were utilized. We used the Web
of Science and Scopus platforms to obtain data from the University of Johannesburg (UJ) library
database during our data collection process. A search code that targeted English-language
publications published between 2014 and 2024 served as the basis for our investigation. Journal
articles, conference papers, textbook chapters, theses, and dissertations were all included in our
selection criteria. We found 20 studies on the Web of Science, 37 studies from Scopus, and 51 from
Google Scholar after adjusting our search parameters.
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We split up the articles among the three authors to reduce job duplication and speed up the
process. A time range was given to each author; one covered the years 2014 to 2016, and another one
covered 2017 to 2020. A third covers 2021 to 2024. We made sure that our research had no duplicate
papers by using this strategy. Each author gathered information on their own. We collaborated and
edited the Excel document in real-time by sharing it online. All three authors worked together to
examine the Excel sheet after the initial data-entering stage was finished to ensure data accuracy. We
resorted to the documentation for adjustments in cases where there were contradictions, such as
incorrectly identifying paper types. The Google Scholar database was also utilized to gather data. For
each reviewer, we separated the papers we had into groups of three.

Together, we selected 51 papers from Google Scholar to be included in the analysis. We looked
through the abstracts, read the introductions, and then double-checked the topic names and
keywords to make sure they aligned with our study emphasis to make sure these publications are
relevant. We also considered the number of citations, which serves as a gauge for the authority and
impact of the paper. Furthermore, since Google Scholar did not have an extraction tool like Web of
Science and SCOPUS, each reviewer selected publications themselves.

| Identification of studies via databases and registers |

MNumber of studies identified through online database ( n =108}
1. Google Scholar (n=51)
2. Scopus (n=37)
3. Web of Science in =20)

Identification

|

Studies initially screened » Studies ududed-fmm abstract
(II =1w:| SCreening
m=12)

'

Studies sought for retrieval Studies not retrieved
(n=5T) m=2)

|

Screening

Studies excluded:
Studies assessed for eligibility —*| FReason as per Exclusion Criteria
(n =60) in Table 1
in=2)

Studies included in reviaw
(n = &0}

Included

Figure 4. Data Collection Process Flowchart.

2.6. Data Items

The purpose of this Systematic Literature Review is to compile data that explores how big data
affects small and medium-sized businesses (SMEs). To ensure a thorough understanding of the
subject, the results are categorized based on the research questions.

2.6.1. Data Collection Method
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The outcomes for which the data were searched are listed and defined in this part. These
outcomes include performance gains, cloud computing adoption, and the operational performance
of SMEs. All relevant results, covering a range of time points, techniques, and analyses, that were
compatible with these metrics were sought for each outcome area. Based on predefined criteria, a
systematic review was utilized to highlight the most appropriate and dependable data when many
outcomes were convenient inside the same domain. This made sure that each outcome's analysis
provided a methodologically sound and comprehensive picture.

The following are the main factors that are used to evaluate how ERP, CRM, and HRM systems
affect the functionality of SMEs' systems. The most crucial components, methods, and findings that
establish the effectiveness of those functional systems' use are shown in the figure.

2.6.2. Variable Data Collection

The characteristics of the participants as well as the specifics of the intervention are defined and
listed in this section together with all other variables for which information were searched.
Additionally, factors like the study design were well documented. Certain information was acquired
to fill in the blanks, when necessary, either based on reasonable information gathered from the
information that was accessible or by following standard procedures from the reference. To guarantee
clarity and minimize the effect of missing or inconsistent data on the study, the collected data was
expressed explicitly.

Table 4. Data Items with their Descriptions.

Fields Description
Title The name of the research work or publication.
Year The year the research was published.

Online Database
Journal Name

The database where the research is indexed (e.g., Google Scholar, SCOPUS).
The name of the journal or publication where the research papers.

Research Type The format of the research paper (e.g., journal article conference paper)
Discipline or subject area The academic field or area of study (e.g., functional systems, management support).
Industry Context The industry or sector where the research is applied (e.g., SMEs, startups).

Geographic Location

Economic Context

Type of Functional Systems

Technology Providers
Technology Implementation
Model

Research Design

Type of Study

Sample Size

Sample Characteristics

Data Collection Methods
Data Analysis Techniques
Managerial Support Metrics
Worker Support Metrics
Business Performance Metrics

Organizational Outcomes

Long-term Impacts

The geographic area where the research was conducted or is focused.

The economic environment addressed by the research (e.g., developed vs developing
countries)

The types of systems discussed (e.g., financial management, supply chain
management).

The companies or platforms providing the technology discussed (e.g., SAP, Oracle).

The model used for implementing (e.g., on-premises, cloud-based).

The approach used in the research (e.g., experimental, case study).

The nature of study (e.g., quantitative, qualitative, mixed methods).

The number of participants or units in the study.

The nature of the sample (e.g., SMEs, managers).

Techniques used to gather data (e.g., surveys, interviews).

Methods used to analyze the collected data (e.g., statistical analysis, thematic analysis).
Measures of support provided to management (e.g., decision-making efficiency)
Measures of support provided to management (e.g., decision-making efficiency)
Indicators of business performance (e.g., task efficiency).

Indicators of business performance (e.g., revenue growth, cost savings).

Results related to organizational effectiveness (e.g., employee satisfaction).

The enduring effects of the research outcomes (e.g., competitive advantage, business
sustainability).

2.7. Study Risk of Bias Assessment

We investigated the possibility of bias during our assessment by evaluating the studies' quality
in accordance with the standards relevant to our area of study. This assessment was carried out by
three reviewers. After examining the papers individually for objectivity, as indicated in Table 5
below, each reviewer gathered to discuss and determine the bias risk associated with each study. This
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evaluation process did not use any automated instruments or software. Every study's methodology
and findings were examined by manually. Based on factors including sample size, data collection
techniques, and study design relevance, bias risk was determined. Research employing open
methods were thought to carry bias risks.

Table 5. Proposed Risk of bias Assessment.

Ref. Selection Comparabilit Outcome/Expos Total Quality
(0-4 stars) y (0-2 stars) wure (0-3 stars)  Stars Rating

[1] * ok * ok * ok 6  Low-Moderate
[2] * kK * * * * 7 Moderate
Moderate-
[B]  kkk *k *okk 8 o
High
[4]  hkkk * %k * Ak 9 High
Moderate-
5]  kkk *k *kk 8 ocerate
High
[6]  hkkxk >k * kK 9 High
[7] * * * * * 5 Low
[8] * ok k * k * k 7 Moderate
[9] * Kk * K * K 7 Moderate
[10] * * * * * 6  Low-Moderate
[11] 2.8 8 ¢ * * * * 7 Moderate
[12] %k * * 6  Low-Moderate
Moderate-
[13] ko *k * ko 8 ocerate
High
[14] * * * * * 6  Low-Moderate
[15] %k * ok * 7 Moderate
Moderate-
[16]  *kk *k *okk 8 oerate
High
Moderate-
[17]  hkkk *k *k 8 oferate
High
[18] %k * ok * 7 Moderate
[19] * * * % 6  Low-Moderate
[20] * kK * k * K 7 Moderate
Moderate-
21]  kkk *k * ko 8 ocerate
High
[22] * * * * * 5 Low
[23] * % * * 4 Low
[24] 2.8 8 ¢ * ok * k 7 Moderate
[25] * %k K * * * * 7 Moderate
[26]  kkkk * Kk * kK 9 High
Moderate-
7]  kkk *k *okk 8 ocerate
High
Moderate-
[28] 2. 8.0 8¢ * % * %k 8 © .era ¢
High
Moderate-
[29] k% *k *kk 8 ocerate
High
[98] 2.8 8 ¢ * ok * 7 Moderate
Moderate-
[99] kKK *k Ak ocerare

High
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[100] 2.8 8 ¢ * * * 6  Low-Moderate
[101]  *kkkk *k * kK 9 High
[102] % * * 7 Moderate
[103]  Hkk*k * * * %k 9 High
[104] Ak *k *kk g Moderate

High
[105] Hdkkk *k *hk 9 High
[106] ok * * 7 Moderate
[107]  Hekk*k * * * %k 9 High
[108] * kK * * * * 7 Moderate

2.8. Effect Measures

Different effect measures were used to synthesize and present the findings in this systematic
review on "Functional Systems and Their Support for Managers and Workers" within SMEs. These
measures were chosen based on the type of outcomes reported in the included studies. The following
effect measures were used:

e Managerial Support Outcomes

Studies reporting on how functional systems improve decision-making efficiency among managers
used the mean difference to compare the amount of time or the quality of decisions before and after
these systems were implemented. The mean difference, which is usually determined by surveys or
Likert scales, was used to examine the degrees of managerial satisfaction with their roles before to
and following the implementation of functional systems.

o Worker Support Outcomes
For This metric was used to compare task efficiency levels before and after functional systems were
put in place, including task completion times and total number of tasks done. Odds ratios were
computed to estimate the probability of higher job satisfaction after system adoption for studies that
revealed the percentage of employees who were satisfied with their jobs both before and after the
installation of functional systems. After functional systems were introduced, changes in work-related
stress levels which are usually measured using self-reported stress scales were measured using the
mean difference.

e Combined Managerial and Worker Support Organizational Performance Outcomes
Research on productivity gains in SMEs that implemented functional systems vs those that did not
employ risk ratios to assess the probability of increased productivity in the former group. Employee
Turnover: Hazard ratios were employed in research looking at how functional systems affected
employee turnover to assess the risk of turnover over time between companies that adopted these
systems and those that didn't. Financial Performance: Financial measures like revenue growth, profit
margins, or cost savings were compared before and after the installation of functional systems using
the mean difference.

Table 6 organizes the effect measures for various outcomes related to functional systems in
SMEs, outlining how each was evaluated. It provides a concise overview of the methods used to
analyze managerial, worker, and organizational performance outcomes.

Table 6. Effect Measures.

Outcome Effect L.
Outcome Type Description
Category Measure
Managerial Decision-Making Mean Compared time and quality of decisions before and after system
8 Efficiency Difference implementation using surveys/Likert scales.

Support . . . .
Mean Measured satisfaction before and after system implementation

Outcomes

Managerial Satisfaction Difference through self-reported surveys.
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Task ) )
. o Compared task completion times and number of tasks done
Task Efficiency Efficiency .
: before and after system adoption.
Metric
Worker . . . Compared task completion times and number of tasks done
Job Satisfaction Odds Ratios ]
Support before and after system adoption
Outcomes Mean Estimated the likelihood of increased job satisfaction after
Work-Related Stress . ) ] ] )
Difference system adoption using pre- and post-installation data.
Mean Measured changes in stress levels using self-reported stress
Work-Related Stress . . .
Difference scales before and after system implementation.
Combined Productivity Gains Risk Rati Assessed probability of increased productivity in SMEs with
isk Ratios
Managerial functional systems compared to those without.
and
Hazard Assessed the risk of turnover over time in SMEs with and
Worker Employee Turnover . . .
Ratios without functional systems.
Outcomes
. . Mean Compared financial performance (revenue, profit margins, cost
Financial Performance . . . .
Difference savings) before and after system implementation.

2.9. Synthesis Methods

We used a methodical approach to find high-quality studies to compile the research required for
our systematic literature review about the effects of customer resource management, enterprise
resource management, and human resource management on the performance of small and medium-
sized enterprises (SMEs). As shown in Figure 5, the overall tasks and the synthesis processes are
important. The crucial elements in maintaining the integrity and relevance of the study's conclusions
are the additional procedures used throughout the review. To make sure that we included important,
high-quality studies, we followed a methodical approach when gathering the research for our
systematic literature review on the effects of customer resource management, enterprise resource
management, and human resource management on the performance of small and medium-sized
enterprises (SMEs) [110-119].

Identify Outcomes
Collect Variables
Prioritize Outcomes
Select Reliable Data
Handle Missing Data

Apply Inclusion Criteria

Figure 5. Proposed Data Collection.

Included are the qualifying requirements, data preparation for synthesis, data accumulation and
presentation, and data synthesis. In addition, we examined the causes of research result heterogeneity
and performed a sensitivity analysis to evaluate the reliability of our synthesized data.
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Figure 6. Synthesis Method.

2.9.1. Selection of Studies and Eligibility for Synthesis

To determine how well the research matched our main themes and conclusions about ERP,
CRM, HRM, and SMEs, we examined their features. Papers having multiple citations and those
directly connected to our issue were given preference in our selection criteria. To understand the
goals and methods of each study, we carefully read the abstracts. We searched for research that used
techniques to investigate how functional systems affect SMEs. Literature evaluations were left out to
maintain the reliability of our sources. Includes only sources' peer-reviewed articles. We avoided
publications that testified to the reliability and authority of the studies in our review by employing
online filters. The research that was chosen for examination included theses, dissertations, conference
papers, journals, articles, and articles published between 2014 and 2024.

2.9.2. Selecting Which Syntheses Are Eligible

Based on their objectives and the results they assessed, studies were categorized into several
synthesis groups. Research on how functional systems affect managerial decision-making, for
example, was combined with studies on worker task efficiency, which were synthesized separately.
This strategy minimized the possibility of bias and improved the validity of the results by ensuring
that only comparable studies were included in each synthesis.

2.9.3. Preparing Data for Synthesis and Display

An attempt was made to get the missing data for studies that lacked summary statistics (such as
missing means or standard deviations) by getting in touch with the authors. The study was not
included in any quantitative meta-analysis; instead, it was incorporated into the narrative synthesis
in the event that data could not be collected. Data conversions were carried out using accepted
statistical procedures to permit inclusion in quantitative synthesis in studies that reported medians
and interquartile ranges rather than means and standard deviations. When needed, effect sizes like
odds ratios, risk ratios, and hazard ratios were transformed into a standard metric (such standardized
mean difference) to make comparing results between studies easier. This was especially crucial for
research utilizing various scales or methodologies to measure comparable outcomes [110-119].
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2.9.4. Synthesis Procedures

The study findings were synthesized in an organized way using a set of criteria arranged in an
Excel spreadsheet. With an emphasis on characteristics like the title, publication year, and source
databases (such Google Scholar, SCOPUS, and Web of Science), this organized strategy assisted in
comparing and assessing various elements of the studies included. Table 7 shows the number of
studies for each of these databases. Journal name, research kind (article journal, conference paper,
book chapter, dissertation/theses), and citation count were used to categorize the studies [110-119].

Table 7. Pivot Chart to Visualize and Analyze Data.

No. Online Repository Number of Results
A pie chart shows parts of a whole as slices of a circle, making it easy to see how different
Pie Chart piech VP 8 Y Percentages
categories contribute to the total.
. A line chart connects data points with lines to reveal trends and changes over time,
Line Chart . . Numbers
helping track progress and fluctuations.
Clustered A clustered column chart displays multiple columns for each category, allowing
Percentages

Column Chart comparison of different series side by side within each category.

Table 8. Results Obtained from Literature Search.

No. Online Repository =~ Number of Results

1 SCOPUS 37
2 Google Scholar 51
3 Web of Science 20
Total 108

2.9.5. Exploration of Heterogeneity Causes

Many factors contribute to the observed variety in results when examining the heterogeneity of
findings among studies from 2014 to 2024 on ERP, CRM, and HRM systems for SMEs with an
emphasis on managerial and staff assistance. The varying sizes and industries of SMEs are a primary
source of heterogeneity, as they have an important effect on system outcomes, uptake, and
implementation success. For instance, ERP systems may provide different levels of assistance to
manufacturing SMEs than to service-based SMEs, where CRM systems are more important. The
availability of trained personnel and regional IT infrastructure are two examples of geographic
factors that influence the efficacy and user satisfaction levels.

Some systematic reviews have used subgroup analyses to separate findings depending on
company size, industry type, and region to investigate these reasons of heterogeneity. Furthermore,
there are differences in the software integration capacities and customization choices amongst
various systems (CRM, HRM, ERP), which leads to inconsistent results concerning usability and
performance impact. Further adding to the variation are studies that go further into the employee
perspective and frequently describe varying experiences with system usability, training, and
engagement.

2.9.6. Analysis of Sensitivity

For this systematic review, both quantitative and qualitative synthesis methods were employed
to ensure a comprehensive analysis of ERP, CRM, and HRM systems in SMEs. Where sufficient data
were available, a meta-analysis was conducted using a random-effects model to account for
heterogeneity in study designs, SME sizes, and system implementations. This allowed for a more
robust quantitative synthesis of key outcomes, such as improvements in managerial decision-making
and employee productivity. In cases where meta-analysis was not feasible, a thematic analysis was
applied to qualitative data, identifying common themes like "decision-making improvements,"
"barriers to adoption," and "employee support." This combined approach strengthens the overall
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impact of the findings by providing both statistical insight and deeper thematic understanding [110]

- [119].

Qualitative Subgroup
and Categorizati Analysis and

Quantitative on for Meta-

Synthesis Synthesis Regression
O O ) o O @
Study Data Sensitivity
Selection and Preparation Analysis
Eligibility

Figure 7. Synthesis Procedures.

The synthesis procedures included preparing data for analysis, classifying research by
objectives, and choosing studies based on qualities. Based on research compatibility, narrative
synthesis or meta-analysis was used, with sensitivity and subgroup analyses guaranteeing solid,
objective conclusions.

2.10. Reporting Bias Assessment

We were quite aware of the potential for reporting bias in our analysis, which occurs when some
results or conclusions are disclosed while others may not. This type of bias has the potential to skew
conclusions by inflating the strength or consistency of some effects. To address this problem, we
looked over each study's methodology and results sections to make sure the conclusions were
consistent with the initial objectives. We made sure that all pertinent results were displayed. We took
note of any incomplete or missing data and considered the potential impact these shortcomings could
have on the analysis. We also acknowledged the potential for publication bias, in which research with
positive findings has a higher chance of being published than studies with neutral or unfavorable
conclusions. We ensured a broader viewpoint by including a wide range of papers from different
sources and locations to reduce this danger [110-119]. This enabled us to obtain a more precise image
of the available data.

2.11. Certainty Assessment

This section describes the methodology used to assess the validity of the data collected on the
effects of HRM, CRM, and ERP on the performance of SMEs, guaranteeing the results are solid and
reliable. As shown in Table 9, a set of five quality assessment (QA) criteria were used to methodically
investigate the reviewed literature. These standards were used to evaluate the studies'
trustworthiness, applicability, and general quality, providing a strong foundation for the findings of
this research. Determining the robustness of the evidence and making sure the conclusions
appropriately reflect how these Functional systems affect many areas of SME's performance, such as
business growth, operational efficiency, and financial consequences, required this review procedure

[110-119].
Table 9. Research Quality Assessment.
Questions(Q) Research Quality Assessment Questions
Q1 Are the objectives of the research clearly stated?
Q2 Does the study properly outline the techniques used to acquire the data?
Q3 Has the effect of functional systems on the performance of SMEs been carefully and lucidly examined?
Q4 Is a suitable and transparent research approach applied in this study?
Q5 Do the study's findings bring anything new to the body of knowledge already written about the subject?

Q6 Do the findings broaden the body of knowledge?



https://doi.org/10.20944/preprints202410.0384.v1

Preprints.org (www.preprints.org) | NOT PEER-REVIEWED | Posted: 7 October 2024 d0i:10.20944/preprints202410.0384.v1

19

There is a zero (0) to one (1) rating system for the Quality Assessment (QA) questions. 'No'
responses receive a score of 0, Partially’ met responses receive a score of 0.5, and 'Yes' responses
receive a score of 1. Every one of the five questions is rated using the same methodology (Q). Each
piece of literature being examined can therefore receive a maximum score of five points overall. Table
10 provides a full overview of the Quality Assessment results for the evaluated literature.

Table 10. Findings from the Literature Quality Assessment.

Ref. Q1 Q2 Q3 Q4 Q5 Q6 Total %

[30] 1 1 1 1 05 1 5.5 92%
[31] 1 0.5 0.5 1 05 05 35 58%
[32] 05 1 1 05 1 05 35 58%
[33] 1 0.5 0.5 05 05 05 2.5 42%
[35] 05 1 1 1 1 1 55 92%
[36] 1 1 1 1 0.5 1 55 92%
[37] 1 0.5 0.5 0.5 1 0.5 3.0 50%
[38] 05 1 1 1 1 1 55 92%
[39] 1 1 1 1 1 1 6.0 100%
[40] 1 1 1 0.5 1 0.5 5.0 83%
[41] 05 1 0.5 1 05 05 35 58%
[42] 1 0.5 1 1 0.5 0.5 45 75%
[42] 1 1 1 1 0.5 1 55 92%
[43] 05 0.5 0.5 05 05 05 25 42%
[44] 1 1 1 0.5 1 1 55 92%
[45] 1 1 1 1 1 1 6.0 100%
[46] 1 0.5 1 1 0.5 0.5 4.0 67%
[47] 1 1 0.5 1 1 1 55 92%
[48] 1 1 1 1 1 1 6.0 100%
[49] 05 0.5 1 0.5 0.5 0.5 25 42%
[50] 1 1 1 1 0.5 1 55 92%
[51] 1 0.5 1 05 05 05 3.0 50%
[52] 05 0.5 0.5 05 05 05 2.5 42%
[53] 1 1 1 1 1 1 6.0 100%
[54] 1 1 1 1 1 1 6.0 100%
[55] 0.5 0.5 0.5 0.5 0.5 0.5 25 42%
[56] 1 0.5 0.5 1 0.5 0.5 3.0 50%
[57] 0.5 1 0.5 0.5 0.5 0.5 25 42%
[58] 1 0.5 1 0.5 1 0.5 3.0 50%
[59] 0.5 1 0.5 0.5 1 0.5 25 42%
[60] 1 0.5 0.5 1 0.5 0.5 4.0 67%
[61] 1 1 05 1 1 1 55 92%
[62] 05 0.5 0.5 05 05 0.5 3.0 50%
[63] 1 1 1 1 0.5 1 55 92%
[64] 1 0.5 0.5 05 05 0.5 35 58%
[66] 1 1 1 1 1 1 6.0 100%
[67] 05 0.5 0.5 05 05 05 3.0 50%
[68] 1 1 1 1 05 1 5.5 92%

[69] 05 05 05 05 05 05 3.0 50%
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[70] 1 1 1 1 1 1 6.0 100%

3. Results

The key elements that impact the results are shown in Figure 8. These elements include research
characteristics, study selection, and bias risk, all of which are critical in determining how reliable the
results are. It also emphasizes how crucial it is to combine the findings of several studies to draw
thorough conclusions. The figure underscores the importance of accounting for reporting biases and
evaluating the level of evidence certainty to guarantee the precision and dependability of the results
that are displayed. For a more comprehensive understanding of the data, each of these elements is
essential in the interpretation of the overall results.

Results of Individual
Studies

Results

Results of Synthesis

Risk of Bias

Study Characteristcs

Study Selection

Figure 8. Phases in Evaluating Results.

3.1. Study Selection

The method used to choose research papers is depicted in Figure 7 below. Three databases
yielded a total of 108 research papers, the distribution of which was shown in percentages. Most of
the papers 47 % came from Google Scholar, Web of Science (34%), and SCOPUS (19%). To make sure
that only relevant studies were included in the review's final analysis, these papers were chosen
based on inclusion and exclusion criteria.


https://doi.org/10.20944/preprints202410.0384.v1

Preprints.org (www.preprints.org) | NOT PEER-REVIEWED | Posted: 7 October 2024 d0i:10.20944/preprints202410.0384.v1

21

= SCOPUS

= Google Scholar

Web of Science

Figure 9. Distribution of Online Data Sources.

3.2. Study Characteristics

This study comprised 108 studies ranging from 2014 to 2024. The majority of these were journal
papers (77 in total), with a significant increase in publications in 2023 and 2024. Many of these
publications were obtained via SCOPUS and Google Scholar, with fewer coming from Web of
Science. In addition to journal articles, other publishing types included conference papers (8),
research articles (15), and a smaller number of editorial materials, systematic reviews, study
protocols, and theses. The studies were gathered from three key databases: Google Scholar, SCOPUS,
and Web of Science, with Google Scholar accounting for the highest share across all types. SCOPUS
had the most presence in conference papers and research articles, especially in recent years. The
significant increase in publications between 2023 and 2024 indicates the field's rising research focus,
with more recent papers dominating the dataset. This rising trend demonstrates growing interest and
evolving research contributions from a variety of experts and organizations.

Table 11. Distribution of Conference Papers and Journal Articles by Publication Year.

Published Article Chapter COS;(:’ :Pce Auditorium Research Article PSh:dy | S)l;stel'natic Thesis

Year Journal rotoco eview

2014 3 0 1 0 1 0 0 0
2015 2 0 0 0 0 0 0 0
2016 2 0 2 0 1 0 0 0
2017 3 0 1 0 0 0 1 0
2018 1 0 0 1 0 0 0 0
2019 4 0 0 0 1 0 0 0
2020 9 0 1 0 0 0 0 0
2021 1 0 2 0 0 0 0 0
2022 9 0 0 0 0 0 0 0
2023 30 1 0 0 10 1 1 0
2024 13 0 1 0 2 0 1 1

The systematic review included 108 papers, which were largely published as Article Journals (77
entries) and Research Articles (15 entries). Conference papers and systematic reviews contributed
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fewer entries, with 8 and 3 respectively. Geographically, Indonesia (5 entries) and Mexico (4 entries)

were the most represented, with India, Greece, and Jordan each contributing three. Several studies
were classified as Global or had an undetermined location, indicating a large international scope and
diversified study context.

Table 12 presents an overview of the wide-ranging effects of ERP, CRM, and HRM Systems in

different industries, emphasizing their contribution to improving business performance, innovation,
and decision-making. It serves as an example of how BD improves growth and financial results by
boosting operational effectiveness and assisting with strategic choices. business processes,
demonstrating its capacity to spur advancements and provide a competitive edge.

Table 12. Contribution of Studies.

Ref. Category Facility Contribution
71] HRM Human resource management Adoption of big data analytics improves decision-making, task
systems efficiency, and operation efficiency.
2] HRM Human resource management High-performance work systems promote sustainable performance
systems and competitive advantage in SMEs.
. . ERP systems increase accessibility of information and improve ease
[73] ERM Financial management systems . .
of use, boosting efficiency.
. . Green business process management enhances business sustainability
[74] ERM Financial management systems .
in manufacturing SMEs.
[75] HRM Human resource management Innovation-oriented HR systems contribute to revenue growth and
systems ease of use in SMEs.
. . Risk management frameworks improve business sustainability
[76] ERM Financial management systems . . .
through better information security.
. Utilization of management accounting systems enhances accessibility
[77] ERM Management accounting systems Lo .
and ease of use in financial processes.
. . Collaborative  platforms improve productivity, information
[78] CRM Collaborative learning platforms o . .
accessibility, and efficiency in SMEs.
. . Adoption of Industry 4.0 technologies improve competitiveness and
[79] ERM Financial management systems . T
sustainable practices in SMEs.
[80] HRM Human resource management Human resource management systems foster competitive advantage
systems and improve task efficiency in SMEs.
[81] HRM Human resource management Industry 4.0 adoption enhances task efficiency and competitive
systems advantage in SMEs within developing economies.
. Modeling organizational resilience improves business sustainability
[82] CRM Information technology systems .
by understanding how SMEs respond to challenges.
(83] ERM Supply Chain Management  ERP systems from SAP and Microsoft boost operation efficiency and
Systems competitive advantage for SMEs globally.
. . ERP systems adoption in SMEs enhances decision-making and
[84] ERM Financial management systems ; - . . . .
operational efficiency, especially in challenging times.
[85] HRM Human resource management Predictive maintenance systems help SMEs achieve cost savings and
systems operational efficiency through decision-support tools.
Government support combined with international knowledge
Human resource management . . . . i
[86] HRM ; improves decision-making, task, and operational efficiency in
systems
Y emerging markets.
[87] HRM Human resource management A workplace design framework for SMEs enhances decision-making
systems efficiency, operational efficiency, and sustainability.
[88] HRM Human resource management Continuous improvement initiatives boost decision-making and
systems operational efficiency, contributing to business sustainability.
. . Interpretive structural modeling helps SMEs in Indonesia and
[89] CRM Collaborative learning platforms o . . . o
Malaysia improve decision-making and operational efficiency.
[90] ERM Supply Chain Management  Cloud-based systems like the Cloud of Things improve operational

Systems

efficiency and competitiveness in Indian SMEs.

d0i:10.20944/preprints202410.0384.v1
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Challenges in adopting free software impact cost savings and
information accessibility in SMEs.

Machine learning enhances crisis management and provides a
competitive edge in SMEs.

Accounting systems improve decision-making, task efficiency, and
cost savings in financial reporting.

HRIS enhances decision-making efficiency and contributes to HR
efficiency in SMEs.

Data-driven systems improve operational efficiency and accessibility
of information in SMEs.

Accounting systems improve performance and sustainability in
Indonesian SMEs.

Total quality management positively impacts decision-making and
sustainable development in SMEs.

Digital transformation strategies create competitive advantages
through backend and frontend integration.

BPM systems increase task efficiency and operational performance in
agribusiness SMEs.

Financial management practices enhance decision-making and lead to
revenue growth in SMEs.

Accounting Information Systems in SMEs improve accessibility and
ease of use, contributing to sustainability.

Digital transformation using business intelligence enhances
operational efficiency and revenue growth.

Process mining identifies workarounds in SMEs, improving
operational efficiency and competitive advantage.

Lean practices transform SMEs, fostering competitive advantage and
sustainability.

Industrial Internet and AI drive decision-making efficiency,

enhancing business sustainability and competitiveness.

Collaborative design in SMEs boosts information accessibility and
operational efficiency.

Business continuity management strengthens resilience, improving
decision-making and task efficiency.

Overcoming innovation deficiencies through IT fosters business

sustainability in SMEs.

3.3. Risk of Bias in Studies

Understanding the methodologies used in research studies is essential when analyzing how
ERP, CRM, and HRM Systems effect the performance of small and medium-sized organizations
(SMEs), as these have a significant impact on the validity and applicability of the findings. The
research methodologies used in studies on this topic are shown in Figure 10 below, with an emphasis
on the possible bias risks associated with each method. When addressing questions about how those
functional systems effect SMEs, a range of methodologies have been used, each with its own
advantages and disadvantages. These approaches include case studies, surveys, and experimental

designs.

d0i:10.20944/preprints202410.0384.v1
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Figure 10. Annual Distribution of Scholarly Publications (2014-2024).

According to the data in the graphic, surveys are the most often used method, appearing in
31.25% of the research. Surveys present an opinion. effectively collect large amounts of data, but
because of self-reporting and the difficulties in identifying intricate relationships within SMEs, they
may create biases. 25% of the research is made up of document analysis, which offers insights. They
could not be very generalizable because they concentrate on situations. Approaches for determining
causation include quasi-experimental and survey, which account for 25.0% and 18.75% of the data,
respectively. possibly just partially valid outside.

The variety of approaches shown in the chart illustrates the difficulty in analyzing data influence
on SMEs because each approach carries a bias risk. The popularity of case studies and surveys points
to a reliance on context-specific data that may skew the findings. To In order to mitigate these risks,
future research should concentrate on applying a combination of strategies include a greater
application of techniques and statistical analyses. This strategy can be beneficial. enhance the
dependability and correctness of findings drawn on the influence of data on the effectiveness of small
and medium-sized businesses. user satisfaction levels.

3.4. Results of Individual Studies

Based on a review of 73 research, Figure 11 illustrates how various business performance
outcomes are perceived in relation to how ERP, CRM, and HRM Systems affect SME's performance.
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Figure 11. The share of research publication by country based on the study context.
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M Case Study
m Document Analysis

1 Quasi Experimental

[ Survey
Figure 12. Distribution and Implications of Research Designs.
B CRM Sstems (Positive Impact) B CRM Sytems (Limited Impact)
W EPR Systems (Neutral/Negative impact) 11 EPR Systems (Positive impact)
B HRM Systems (Mixed Impact) B HRM Systems (Positive Impact)

Figure 13. Distribution of Research Focus Areas and Analysis Types in Functional Systems Studies.

Based on the data supplied, the following pie chart illustrates how ERP, CRM, and HRM systems
affect SMEs' company success. ERP Systems (Positive Impact), according to 40% of SMEs, ERP
systems have improved resource management and operational efficiency, especially in the
manufacturing sector. ERP Systems (Neutral/Negative Impact), 20% of SMEs, particularly smaller or
service-based enterprises, reported difficulties with integration, high costs, and complexity. CRM
Systems (Positive Impact), A 30% of SMEs reported increased customer retention, sales growth, and
relationships —particularly in consumer-facing industries like retail. CRM Systems (Limited Impact):
Due to inadequate integration or insufficient digital capabilities, 10% of SMEs experienced only
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modest benefits. HRM Systems (Positive Impact), Automated workforce management and increased
employee satisfaction helped 15% of SMEs, especially in HR-intensive industries. HRM Systems
(Mixed Impact), Because of inadequate system adaptation or unwillingness to change, 5% of SMEs
reported mixed or no notable gains. The diagram illustrates the relative contributions of various
systems to company outcomes, with ERP systems having the greatest overall influence. The fact that
SMEs use many systems at once accounts for the percentages that total more than 100%.

3.5. Results of Syntheses

This chapter is about the methodical procedure used to combine the findings of the chosen
studies. It starts with the reporting of synthesis results and moves on to comprehensive analyses of
the biases and specifics of the study, statistical synthesis, and outcome investigation. studies of
sensitivity and variability. This graphic representation guarantees comprehension of the successive
actions made to produce a thorough and reliable synthesis of the literature.

3.5.1. Study Characteristics and Bias Assessment

A thorough summary of the data gathering techniques used in the study is shown in Figure 14,
emphasizing the variety and weight given to various strategies. The pie chart indicates that, with
50.0% of the total, "Surveys and Questionnaires” is the most often used approach. Interviews come in
second at 25.0%, Case Studies at 15.0%, and Secondary Data Analysis at 10.0%.

M Case Studies

50.00% M Interviews
i Secondary Analysis
‘ Survey and Question
N

Figure 14. Study Characteristics Breakdown.

The data-gathering methods that are most utilized in research on ERP, CRM, and HRM systems
for SMEs are depicted in the pie chart. With 50% of the approaches being surveys and questionnaires,
these methods were the most used, indicating the focus on obtaining broad quantitative information
from a sizable sample of SMEs. Case Studies made up 15% and focused on in-depth, context-specific
insights into system implementation, while interviews made up 25% and included in-depth
qualitative data from important stakeholders. Finally, 10% came from secondary data analysis, which
used pre-existing datasets to investigate more general trends in a variety of businesses. This variety
in data gathering highlights the need to balance the quantitative and qualitative aspects of
understanding system impacts.

3.5.2. Statistical Synthesis Results
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A comprehensive overview of the analysis techniques used in the study is shown in Figure 15.
The pie chart highlights the study's strong quantitative focus by showing that "Thematic analysis"
accounts for 35.71% of the methods used. On the other hand, "Statistical analysis" accounts for 64.29%,
indicating the significant amount of qualitative analysis that is included. This distribution
emphasizes the study's systematic approach, which used quantitative and qualitative techniques to
present a thorough analysis of the research findings.

35.71%

W Statistical Analysis

B Thematic Analysis

64.29%

Figure 15. Analysis Breakdown Methods.

The figure illustrates the widespread use of Thematic approaches, which is important to
consider when assessing the quantitative components of the study's conclusions. The chart assists in
evaluating the robustness of the thematic syntheses, such as cross-case analysis, and their influence
on the overall results by emphasizing the importance of theme analysis. Furthermore, the
incorporation of qualitative insights is emphasized by the statistical analysis, which gives a more
comprehensive view of how various data types were combined to create the study's conclusions. This
comprehensive perspective guarantees that both quantitative and qualitative data are considered in
the entire analysis, enabling a more thorough interpretation of the thematic synthesis results.

3.5.3. Factors Contributing to Result Variability

The four main variables causing variation in the outcomes seen by various professional groups
in SMEs utilizing ERP, CRM, and HRM systems are depicted in the pie chart. Differences in System
Adoption and Usage (36.84%) show how different jobs interact with the systems in the organization
in different ways, producing varying results. Varying Levels of Training and Support (21.05%)
demonstrates how uneven access to system training throughout groups affects system success and
competency. Perceptions of system Complexity and Usability (21.05%), technical literacy has an
impact on user satisfaction, with certain groups perceiving the systems more challenging to use. Role
Specific Expectations and Outcomes (21.05%) emphasize how professional groups' varying objectives
and standards for system success impact their experiences and outcomes. Examples of these groups
include managers and employees.

In this review of ERP, CRM, and HRM systems for SMEs, result variability can be attributed to
several external factors such as economic conditions, regional variations, and legal regulations, which
significantly affect the adoption and effectiveness of these systems. To address this, the review should
incorporate a detailed analysis of how economic stability, regulatory environments, and access to
technical expertise impact system implementation in different regions. Additionally, including
geographical comparisons—such as case studies from developed vs. developing countries —would
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help illustrate how these systems function under varying conditions, revealing context-specific
challenges and successes for SMEs.

3.5.4. Sensitivity Analyses

Sensitivity assessments are essential for assessing data-driven models' robustness and
dependability in a variety of domains. These analyses assist in ascertaining how modifications to
input variables affect a model's results, guaranteeing that the conclusions drawn are valid and
consistent across various scenarios. The prominence of various analytical tools is shown in Figure 16
below, with data thematic and statistical analytics being the most widely employed methods.
Interestingly, the analytical procedure was not specified in 38.32% of the cases, which can point to a
lack of transparency or clarity in the methodology.

40.00% 36.84%

35.00%

30.00%

21.05% 21.05% 21.05%

Percentages of Factors
N
o
o
=}
x

Difference in system Perception of System Role-specific Varying Levels of
Adoption and Usage Complexity and Usability Expactations and Training and Support
Outcomes

Factors Contributing to Results Variability

Figure 16. Sample characteristics.

3.6. Reporting Biases

When particular kinds of research findings are more likely to be disseminated, incomplete or
biased data interpretations result from reporting biases. The bulk of the studies in Figure 17, which
is displayed below, are quantitative studies (48 examples), but mixed-methods and qualitative
research are less common (26 and 19 cases, respectively). This implies that quantitative research
might be preferred above alternative approaches, either in terms of implementation or reporting. A
situation like this could skew the overall image since qualitative research and mixed-methods studies
offer important perspectives that might not otherwise be acknowledged. It's critical to address these
biases in order to have a comprehensive knowledge of study findings from various approaches.
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Figure 17. Utilization of Data Analysis Techniques.

There is a noticeable reporting bias toward positive outcomes, with limited discussion of the
challenges and limitations SMEs face in implementing these systems. To address this, the review
should incorporate negative findings, such as the high costs and technical barriers that smaller SMEs
encounter during system adoption. Additionally, balancing the reporting by including both
successful and unsuccessful case studies would provide a more realistic and nuanced understanding
of how these systems function in practice, offering a comprehensive perspective on their
implementation in diverse SME environments.

3.7. Certainty of Evidence

The distribution of various data gathering techniques among the research we looked at to assess
how ERP, CRM, and HRM Systems affected the performance of SMEs is depicted in Figure 18. This
graphic illustration makes it easier for us to comprehend how the study's methodology choices
impact the validity of its findings.

27.96%
B Mixed Methods

20.43%

B Qualitative

B Quantitative

Figure 18. Distribution of Study Types.
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Figure 19. Distribution of Data Collection Methods.

Document analysis, accounting for 40% of the employed techniques, gives the evidence a strong
basis. This approach depends on records and documents that are already in existence, which are
usually reliable and verifiable. Consequently, by providing consistent and well-documented data
that strengthens the credibility of the evidence, document analysis considerably increases the
certainty of the conclusions. 24% of the methods involve interviews, which provide rich, in-depth
insights that can enhance the comprehension of the subject. Nonetheless, respondent biases and
subjective interpretations may affect how certain the results of the interviews are. Interviewees may
inject variability into the results, so affecting overall certainty, if their responses reflect various
perspectives or personal motivations.

It is about 24% of the approaches that are surveys, which are useful for obtaining information
from a variety of SMEs. However, sample representativeness limits and answer biases may affect the
reliability of survey-based results. Response biases can distort the results of surveys when
respondents give socially acceptable replies instead of their actual thoughts. The results may not be
generalizable, which would reduce the certainty of the conclusions, if the survey sample is not typical
of the larger SME community. Due to their narrow application and scope, observations —which
account for only 12% of the methods—contribute very little to the confidence of the evidence. The
limitations imposed by the context of an observation can hinder its ability to reveal wider patterns or
trends that are pertinent to the research, so diminishing its overall power to confirm the findings.

3.8. Key Findings and Strategic Implications for Business Leaders

This section synthesizes the key insights from the systematic review, providing a comprehensive
overview of how HRM, CRM, and ERP systems influence decision-making, operational efficiency,
and overall performance across different industries. The findings are translated into actionable
strategies for business leaders to implement within their organizations, ensuring that technology
adoption leads to measurable benefits such as increased productivity, improved customer retention,
and cost savings. Each industry discussed demonstrates the specific ways in which these systems can
be leveraged to gain a competitive edge, optimize processes, and align organizational goals with
business outcomes. The following table outlines these findings, offering business leaders a clear
pathway to implementing these systems for maximum impact.
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Table 13. Key Findings and Strategic Implications for Business Leaders.
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The analysis highlights that ERP, CRM, and HRM systems are critical enablers of operational
efficiency and productivity across various industries. In sectors like manufacturing and logistics, ERP
systems streamline production and supply chain processes, driving cost reduction and faster delivery
times. Retail and hospitality industries benefit from CRM systems through improved customer
retention and personalized services, directly contributing to higher sales and customer loyalty. HRM
systems, particularly in healthcare and telecommunications, enhance workforce management and
scheduling, leading to optimized service delivery and better employee satisfaction.

The strategic implications for business leaders are clear: adopting these systems requires careful
planning, particularly in terms of integration with existing processes and the initial costs of
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implementation. However, the long-term benefits—such as enhanced decision-making, operational
efficiency, and stronger competitive positioning —far outweigh the challenges. Leaders must focus
on industry-specific drivers, such as Industry 4.0 technologies in manufacturing or customer-centric
marketing in retail, to ensure that these systems are not only implemented but are used effectively to
drive business growth.

3.9. Decision-Making Framework for Implementing the Systematic Review

The proposed decision-making process for deploying ERP, CRM, and HRM systems in SMEs
begins with a thorough assessment of business requirements which aids in identifying unique
obstacles and objectives as shown in Table 14. The next step is to select appropriate tools, which
comprises analyzing numerous software solutions that are compatible with the company's goals and
size. Budget allocation is critical, particularly for smaller organizations where financial limits might
limit options; measures such as staggered implementation or seeking finance can assist reduce
excessive costs. Employee training is critical for successful adoption, as it ensures that employees can
properly use new systems and maximize their potential. Finally, assessing performance using KPIs
enables SMEs to assess the success of the implementation and make required changes to improve
procedures.

This decision-making framework provides a strategic roadmap for SMEs looking to implement
ERP, CRM, and HRM systems. Each step in the framework, from assessing business needs to
performance measurement, is designed to ensure that technology adoption aligns with business
goals, financial capacity, and employee capabilities. The table illustrates how different SME
categories can strategically benefit from the systematic deployment of these systems by identifying
key challenges, opportunities, and expected outcomes. Furthermore, it ties these findings back to the
core focus of the proposed study —ensuring that SMEs can successfully integrate technology to
enhance productivity and competitiveness.

3.10. Best Practices for Successful Implementation of the Study

Implementing ERP, CRM, and HRM systems in SMEs involves significant strategic planning
given the varying business models, resource constraints, and operational complexities across
industries. To navigate these challenges, businesses must adhere to best practices tailored to their
specific contexts. This section outlines critical best practices for successfully implementing these
systems, ensuring that organizations maximize operational efficiency, increase system adoption, and
minimize the risk of failures during deployment. Each practice is designed with flexibility in mind,
accommodating different business models while providing clear insights into the benefits and risks
associated with each implementation step.

Table 15 presents a well-rounded set of best practices for ERP, CRM, and HRM implementation
in SMEs, highlighting how phased rollouts, employee training, regular evaluations, and key
stakeholder involvement can significantly enhance system adoption and performance. While these
practices offer substantial benefits, there are risks that businesses must actively avoid, such as
underestimating the complexity of training needs or poor communication, which could lead to
system resistance and dissatisfaction. The inclusion of customizable solutions and robust data
migration plans is essential to ensure that systems align with business goals and maintain data
integrity throughout the process. Ultimately, continuous support and feedback loops are vital for
sustaining system success, ensuring that users remain engaged, and enabling organizations to
achieve their strategic objectives.

Table 14. Proposed Decision-Making Framework for Implementing the Systematic Review.

0 1 2 3 4

Assess Business Select Measure
Needs Appropriate  Allocate Budget Train Employees

Tools

St
P Performance
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Table 15. Proposed Best Practices for Successful Implementation of the Study.
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3.11. Metrics and KPIs for Measuring Study Topic Performance

Measuring the success of ERP, CRM, and HRM systems in SMEs requires the implementation of
clear and quantifiable Key Performance Indicators (KPIs). These KPIs provide an essential framework
for evaluating how well these systems are contributing to core business objectives such as improving
productivity, enhancing customer retention, reducing operational costs, and increasing overall
efficiency. By defining and tracking specific metrics, organizations can make data-driven decisions
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that ensure the technology deployment aligns with their broader strategic goals. Table 16 outlines
critical KPIs and associated measurement methods, providing clear targets for assessing system
performance.

Table 16. Proposed Metrics and KPIs for Measuring Performance.
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The metrics and KPIs outlined provide a comprehensive framework for evaluating the
performance of ERP, CRM, and HRM systems in SMEs. By focusing on measurable outcomes such
as employee productivity, customer retention, system uptime, and sales growth, businesses can
ensure that these systems contribute meaningfully to their strategic objectives. The defined target
values offer clear benchmarks for success, while the strategic implications, challenges, and
opportunities highlight the importance of monitoring these KPIs to drive continuous improvement.
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Ultimately, achieving these KPIs will ensure that SMEs can maximize the benefits of technology
implementation, enhancing both operational and financial performance.

3.13. Proposed Industry-Specific Frameworks for the Study Topic

When implementing ERP, CRM, and HRM systems, it is crucial to adapt the technology to the
specific needs of different industries. This section provides a set of industry-specific frameworks
designed to address the unique challenges and requirements of various SME sectors such as
manufacturing, healthcare, retail, and service-based industries. The table below outlines the key
challenges for each industry and suggests customized strategies to optimize the integration of ERP,
CRM, and HRM systems. By tailoring these frameworks to the specific operational and regulatory
requirements of each industry, SMEs can achieve higher operational efficiency, better customer
engagement, and improved workforce management.

The industry-specific frameworks outlined in Table 17 provide a customized approach to
implementing ERP, CRM, and HRM systems for SMEs. By focusing on the distinct challenges faced
by different industries, such as compliance in healthcare or supply chain integration in
manufacturing, these frameworks ensure that technology solutions are tailored to meet industry-
specific requirements. Strategic drivers such as operational efficiency, customer retention, and
regulatory adherence are considered to maximize the impact of these systems. The customized
strategies help SMEs achieve their business goals while mitigating risks associated with system
implementation, resulting in improved operational performance, customer satisfaction, and
workforce management across various sectors.

Table 17. Customizing the Study Topic for Different SME Industries.
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3.14. Real Case Studies and How They Relate to the Proposed Systematic Review

This section presents real-world case studies from various SMEs that have successfully
implemented HRM, CRM, or ERP systems. These case studies offer valuable insights into the
challenges faced by these companies, the solutions they adopted, and the outcomes achieved. By

analyzing these cases, the practical benefits of these systems, such as improved efficiency, increased

customer retention, and better compliance, are clearly demonstrated. The relevance of these case
studies to the proposed systematic review lies in showcasing how the adoption of these systems
directly aligns with solving common management and employee support challenges in SMEs.

Table 17. Real Case Studies and How They Relate to the Proposed Systematic Review.
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The case studies provided offer valuable examples of how CRM, ERP, and HRM systems have
been successfully implemented across various industries, addressing common business challenges.
From Woolworths Holdings” improvement in customer retention through CRM to Tiger Brands'
reduction in compliance-related fines via ERP, the outcomes highlight the tangible benefits of these
systems in boosting operational efficiency, customer satisfaction, and compliance. Each case
demonstrates the strategic value these systems can bring to SMEs, emphasizing their role in
transforming business performance and supporting the strategic goals of SMEs. These real-world
examples further solidify the relevance of the proposed systematic review by showcasing the
significant impact of these systems on key performance indicators such as workforce productivity,
cost reduction, and customer loyalty.

3.15. Roadmap for SMEE Businesses and Policy Recommendations

To ensure the smooth integration and effective use of ERP, CRM, and HRM systems, SMEs can
structure the deployment of these technologies through a staggered and well-defined roadmap. Each
stage in the roadmap —from planning and deployment to optimization —helps SMEs gradually adopt
the systems while addressing operational and financial challenges. Government institutions and
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industry associations play a crucial role in supporting SMEs in overcoming the obstacles related to

the implementation of ERP, CRM, and HRM systems. The following table outlines key policy
recommendations aimed at boosting SME productivity, improving management support, and
enhancing employee satisfaction through technology adoption.

Table 18. Roadmap for SME Businesses and Policy Recommendations.
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The proposed roadmap provides SMEs with a structured approach to deploying ERP, CRM, and
HRM systems, ensuring each step is tailored to address specific challenges faced by these businesses.
Key policy recommendations, including tax incentives, training subsidies, and low-interest loans, are
essential in facilitating the adoption of these technologies. Additionally, the development of SME
technology support centers and the standardization of data privacy laws will help overcome common
barriers like technical support and regulatory compliance. Governments and industry leaders must
collaborate to create a favorable environment for SMEs to leverage these systems effectively, thereby
boosting productivity and ensuring long-term business growth.

4. Discussion

This study provides practical insights aimed at guiding SME leaders on effectively
implementing functional systems such as ERP, CRM, and HRM. The findings emphasize the
importance of adopting a phased approach, starting with small-scale pilots to test system
functionality, followed by full-scale implementation based on each SME's specific needs and resource
availability. A phased approach allows SMEs to adjust their strategies according to system
performance while minimizing potential disruptions. One critical recommendation is leveraging
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cloud-based solutions, which offer more flexibility and lower upfront costs, making them suitable for
SMEs that often operate under financial constraints.

To address common implementation challenges such as high costs, lack of technical expertise,
and employee resistance to change, SMEs can partner with external consultants or vendors who
specialize in system integration. This can minimize technical difficulties and ensure a smooth
transition. Prioritizing employee training is essential to maximizing the potential of these systems
and ensuring proper usage, which in turn, can increase system adoption and minimize resistance.
Another key strategy is fostering cross-functional collaboration during the integration process to
prevent operational disruptions and facilitate smoother system adoption across different
departments.

The significance of ERP, CRM, and HRM systems for SMEs is emphasized in the research, with
a focus on their impact on decision-making, operational efficiency, and competitiveness. The
integration of these systems leads to better business decision-making, improved operational
performance, and measurable growth in revenue. This work contributes to understanding how ERP,
CRM, and HRM systems provide SMEs with enhanced managerial tools and increased workforce
productivity.

Addressing the Research Questions:

e How do ERP, CRM, and HRM systems impact managerial decision-making and resource

allocation in SMEs?

The combined use of ERP, CRM, and HRM systems offers SMEs a consolidated, integrated data
source that enhances managerial visibility over various aspects such as customer behavior, financial
performance, and employee management. With this holistic view, managers can make more
informed decisions about resource allocation, enabling them to optimize operational efficiency,
quickly respond to market changes, and improve business outcomes.
¢ In what ways do ERP, CRM, and HRM systems enhance workforce efficiency and employee

productivity in SMEs?

By automating routine tasks and streamlining workflows, ERP, CRM, and HRM systems reduce
the administrative burden on employees, allowing them to focus on higher-value tasks. These
systems also facilitate better communication, collaboration, and task management, leading to
improved workforce efficiency and overall productivity. When implemented with proper training,
these systems boost job satisfaction by making daily operations more efficient and less repetitive.
¢  What operational improvements are achieved through the adoption of ERP, CRM, and HRM

systems in SMEs, particularly in reducing manual tasks and automating workflows?

ERP, CRM, and HRM systems drive significant operational improvements by automating
manual processes such as data entry, scheduling, and customer communication. These systems
reduce human error, enhance data accuracy, and provide real-time access to essential business
information. Automated workflows enable SMEs to improve order fulfillment, customer service, and
internal communication, leading to greater operational efficiency.

e How can the integration of Al and machine learning into ERP, CRM, and HRM systems
further enhance innovation and competitiveness for SMEs?

The integration of Al and machine learning (ML) technologies into ERP, CRM, and HRM
systems can significantly enhance innovation and competitiveness for SMEs. Al-driven analytics
provide real-time insights into customer behavior, market trends, and workforce performance,
allowing businesses to make proactive and data-driven decisions. Machine learning algorithms can
also optimize predictive models for inventory management, customer engagement, and talent
management, further improving operational outcomes and innovation capacity.

5. Conclusions

The implementation of ERP, CRM, and HRM systems has a transformative impact on SMEs,
improving operational efficiency, decision-making processes, and workforce productivity. By
integrating these systems, SMEs can streamline operations, automate workflows, and gain access to
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critical business data that enables informed, strategic decisions. These technologies empower
businesses to enhance customer relationships, optimize resource management, and elevate employee
satisfaction, thereby driving growth and competitiveness in an increasingly digital marketplace.
However, while this study has effectively demonstrated the current benefits of these systems, a
forward-looking approach is necessary to fully understand how emerging technologies such as
Artificial Intelligence (AI), Machine Learning (ML), and blockchain can further enhance these
systems for SMEs. Al and ML, for instance, can provide predictive analytics that can improve
decision-making even further, offering SMEs real-time insights into market trends, customer
behavior, and employee performance. Blockchain, on the other hand, has the potential to
revolutionize data security, ensuring that the sensitive information managed by ERP, CRM, and
HRM systems is safeguarded with the highest level of encryption.

In future research, expanding on the role of these emerging technologies within ERP, CRM, and
HRM systems will provide valuable insights into how SMEs can continue to innovate, remain
competitive, and adapt to the evolving digital landscape. By adopting a proactive approach, SMEs
can harness these advancements to improve not just current operational efficiency but also future-
proof their businesses against technological disruption. This forward-looking perspective is vital as
SMEs prepare to navigate the next phase of digital transformation, ensuring sustained growth and
success.
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