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According to the analysis from the independent web resource PRN News Wire, the global market
size for Al-based e-commerce solutions is expected to reach $16.8 billion USD by 2030, with an
average annual growth rate of 15.7%. This is hardly surprising since artificial intelligence (Al),
which combines software systems imitating human intellect, is capable of making decisions and
solving specific problems thousands of times faster than the best experts in the field.

In the context of use in e-commerce and, in particular, in CRM systems - business software that
uses up-to-date client data to organize lead management, track their actions, and automate
communications - Al can offer companies even greater efficiency at all levels. Thus, the
implementation of an Al-based CRM system is capable of accelerating work processes,
minimizing human errors, and also reducing labor costs. Hereafter, we will analyze the market of
modern CRM systems, examine the features of the strongest market players, and also present a
separate example of successful CRM integration with artificial intelligence solutions.
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https://www.prnewswire.com/news-releases/ai-enabled-e-commerce-solutions-market-worth-us-16-8-billion-by-2030---exclusive-report-by-insightace-analytic-301473632.html

CRM in E-commerce: Market Overview

Salesforce Overview

» Recognized as the world’s N21 CRM.
+ Widely used across various industries, including

e-commerce.
- Features Salesforce Sales Cloud for sales
operations.
Advantages of Salesforce
€ Easy Integration € Operational Efficiency @ cost
Seamlessly integrates with other e- Streamlines management of sales License pricing starts from $25 per
commerce systems like eBay, Spotify, channels, inventories, and customer month.

and Amazon. data.

Competitors

HubSpot:

« Comprehensive CRM tailored for sales and marketing.
- User-friendly interface with customizable features (reporting, client/lead management, e-marketing campaigns, etc.).
- Offers a free base version; additional tools start from $18 per month.

Zoho CRM

« Suited for small to medium-sized businesses with somewhat limited functionality.

« Basic version costs $20 per month, offering centralized client data collection, automated scheduling, multi-channel
sales, and more.

« The advanced version may not fully meet the needs of large businesses.

Al Implementation

+ Salesforce stands out for companies looking to implement artificial intelligence.
+ Benefits from a partnership with OpenAl, featuring generative Al technology, Einstein GPT, for superior personalization
and analysis.

This format breaks down the key points about Salesforce, its advantages, competitors, and its
edge in Alimplementation, providing a structured overview of the CRM landscape in e-
commerce.
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Al Integration with CRM

Area Advantages of Al Integration

Customer Support

Lead Management

Chatbots communication with customers, automated sending of service messages,
analyzing tones of customers and support staff during phone conversations.

Assessing potential customers and calculating cost of acquiring, developing strategies
for converting leads into customers, automating tasks associated with lead management.

Al applicationsin CRM

Sales Marketing
« Sales forecasting « Lead qualification
- Predictive lead - Sentiment analysis
scoring during calls
+ Customer churn + Accelerated content
reduction production
« Recomendation
systems

Virtual assistants Data

« In-Office tasks
« Intelligent call routing

» Data cleaning
» Dataentry

Deploying "smart” CRM systems has shown significant utility in the e-commerce sector,

demonstrated by several real examples:

Salesforce

Used by Adidas, Amazon Web Services (AWS), and T-
Mobile for in-depth analytics of customer habits and
preferences, and predicting future behavior.

Microsoft Dynamics 365

HP and Adobe benefit from its 360-degree consumer
assessment, predictive analytics, and intelligent
chatbots, enhancing service quality while maintaining
moderate costs.

Performance assessment for sales department employees, forecasting demand and sales
levels, customizing recommendations for each buyer.

Developing new and optimizing existing marketing strategies, suggesting parameters for
strategies (best time to launch a campaign, most effective communication channels,
type of content for maximum engagement), utilizing predictive analytics for budget
allocation and decision-making optimization.
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HubSpot CRM

SurveyMonkey, Canva, and Shopify leverage automatic

lead cost calculation and content personalization,
maintaining strong market positions.

Zoho CRM

Suzuki and Netflix utilize its capabilities for predicting
sales trends, customer interaction analytics, and task
automation, increasing annual revenue and customer

base.

These cases illustrate the benefits of Al-based CRM systems in bolstering company

performance and competitiveness.

Case Studies and Examples of Successful Integration

e Automated search queries
e Personalized recommendations
0 Automated routine tasks

User behavior analysis

&

/brands

e Personalized email newsletters
Q Predicted demand for products

Impact of Successful Integration

Enhanced
engagement

Efficient search
functionality

2
S

Optimized
inventory

Increased sales
through
targeted offers

S
©

Improved user
experience

Reduced
manual effort
and errors

The project led to substantial business improvements: a seamless transition without downtime

or dataloss, finalized within a month. Most notably, these enhancements yielded a 15% rise in

repeat sales and customer retention shortly after integrating artificial intelligence, showcasing
the effectiveness of selecting the right technological solutions for business needs.
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Conclusion

Artificial intelligence (Al) can significantly enhance business operations by automating tasks like
customer preference analysis, trend prediction, demand forecasting, inquiry handling, customer
segmentation, personalization, and satisfaction evaluation, all based on the latest data for
precise solutions.

Interested in leveraging Al for your CRM system? With our deep expertise in IT services, we
ensure professional handling and data security. Contact us to explore how Al can meet your e-
commerce needs.
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