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I. ANNOTATION

The discipline focuses on two of the strategically important corporate information systems —
Customer Relationship Management Systems (CRM systems) and Enterprise Resource Planning Systems
(ERP systems). These systems allow automating all important business processes in organizations and
therefore are characterized by an extremely high level of complexity. Their technological architecture
requires the application of modern information technologies.

The lectures present important concepts related to the architecture and functional structure of
CRM and ERP systems. Trends in the development of the systems are also presented. Students have the
opportunity to get acquainted with modern information and communication technologies related to the
building and implementing CRM and ERP systems. During exercises, students will be able to apply the
acquired knowledge in the working environment of leading representatives of the this kind of systems —
Microsoft Dynamics CRM and Microsoft Dynamics NAV. Specific use cases will be solved in order to
demonstrate the advantages of ERP and CRM systems for business activity management.

The discipline develops the following competencies:
Mathematical — builds logical thinking.

Digital — work with CRM systems and ERP systems.
Personal — organization of personal work.
Entrepreneurial — observative, psychic stability.

The discipline ends with an exam.

INLTHEMATIC CONTENT

Ne TITLE OF UNIT AND SUBTOPICS NUMBER OF HOURS
L S L.E.

Theme 1. CORPORATIVE BUSINESS INFORMATION SYSTEMS 4
1.1 | Architecture of the corporative business information systems 1
1.2 | Classification of the corporative business information systems 1

1.3 | Information and communication technologies, related to

corporative business information systems 1
1.4 | Trends in corporative business information systems 1
Theme 2. ERP SYSTEMS 10 12
2.1 | Essence, structure and evolution of the ERP systems 2
2.2 | Architecture of the ERP systems 2
2.3 | Functional structure of the ERP systems. 2
2.4 | Main modules of the ERP systems - “Financial management”,
“Production management”, “Supply chain management”, “Sales 4 12
force automation”, etc.
Theme 3. CRM SYSTEMS 10 12
3.1 | Essence, structure and evolution of the CRM systems 2
3.2 | Architecture of the CRM systems 2
3.3 | Functional structure of the CRM systems 2
Main modules of the CRM systems — “Lead management”, “Op-
portunity management”, “Sales management”, “Marketing”, 4 12

“Customer service”, etc.
Theme 4. INTEGRATION OF CRM AND ERP SYSTEMS 3
Need, advantages, prerequisites and requirements for CRM and
4.1 ; . 1
ERP integration
4.2 | Architectures and technologies for CRM and ERP integration 2 3
Theme 5. MANAGEMENT OF THE ERP AND CRM SYSTEMS 3
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51 Criteria for evaluation and choosing the right ERP and CRM sys-

tem !
59 Implementing ERP and CRM systems. Initial setup and customi- 1 3
' zation
5.3 | Maintenance and support of the ERP and CRM systems 1
Total: 30 30
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III. FORMS OF CONTROL.:

extracur-
Ne TYPE AND FORM OF CONTROL Number || ricular,
hours
1. Midterm control
1.1. | Course work 1: tasks in ERP system and textual description 1 22
1.2. | Course work 2: tasks in CRM system and textual description 1 22
1.3. | Defense of both course works 1 22
Total midterm control: 3 66
2. Final term control
2.1. |Examination (test) 1 24
Total final term control: 1 24
Total for all types of control: 4 90
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