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Preface: Proceedings of the International Conference on Integrated
Information (IC-ININFO 2011)

GEORGIOS A. GIANNAKOPOULOS

Department of Library Science and Information Systems, Technological Educational Institute of Athens, Aghiou Spyridonos,
Egaleo, 12210, Greece

DAMIANOS P. SAKAS
Department of Computer and Technology Science, University of Peloponnese, Praxitelous 89-91, Piraeus, 18532, Greece

Aims and Scope of the Conference

The International Conference on Integrated Information 2011 took place in Kos Island, Greece, between September,
29 and October, 3, 2011. IC-ININFO is an international interdisciplinary conference covering research and
development in the field of information management and integration.

The conference aims at creating a forum for further discussion for an Integrated Information Field incorporating a
series of issues and/or related organizations that manage information in their everyday operations. Therefore, the
call for papers is addressed to scholars and/ or professionals of the fields of Library and Archives Science (including
digital libraries and electronic archives), Museum and Gallery Studies, Information Science, Documentation,
Information Management, Records Management, Knowledge Management, Data management and Copyright
experts the latter with an emphasis on Electronic Publications. Furthermore, papers focusing on issues of Cultural
Heritage Management and Conservation Management are also be welcomed along with papers regarding the
Management of Nonprofit Organizations such as libraries, archives and museums.

One of the primary objectives of the IC-ININFO will be the investigation of information-based managerial change
in organizations. Driven by the fast-paced advances in the Information field, this change is characterized in terms of
its impact on organizations that manage information in their everyday operations.

Grouping emerging technologies in the Information field together in a close examination of practices, problems and
trends, IC-ININFO and its emphases on integration and management will present the state of the art in the field.
Addressed jointly to the academic and practitioner, it will provide a forum for a number of perspectives based on
either theoretical analyses or empirical case studies that will foster dialogue and exchange of ideas.

Topics of general Interest

Library Science, Archives Science, Museum and Gallery Studies, Information Science, Documentation, Digital
Libraries, Electronic Archives, Information Management, Records / Document Management, Knowledge
Management, Data Management, Copyright, Electronic Publications, Cultural Heritage Management, Conservation
Management, Management of Nonprofit Organizations, History of Information, History of Collections, Health
Information

Symposia

The Conference offered a number of sessions under its patronage, providing a concise overview of the most current
issues and hands-on experience in information-related fields.

e Symposium on Integrated information: Theory, Policies, Tools
e 4th Symposium on Business and Management and Dynamic Simulation Models supporting management
strategies

ADVANCES ON INFORMATION PROCESSING AND MANAGEMENT 1



Session on Open Access Rrepositories: Self-archiving, Metadata, Content policies, Usage

Session on Evidence-Based Information in Clinical Practice

Session on Business Management and Communication Strategies supporting Decision Making Process in
Tourism Sector

Session on Electronic Publishing: A Developing Landscape

Session on Information and Knowledge Management

Session on Information Content Preservation as Outcome of Conservation of Cultural Heritage: Ethics,
Methodology and Tools

Session on Advances Information for Strategic Management

Session on Information History: Perspectives, Methods and Current Topics

Session on Divergence and Convergence: Information Work in Digital Cultural Memory Institutions
Session on Contemporary issues in Management: Organisational Behaviour, Information Technology,
Education & Hospital leadership.

The wide range of aspects that the sessions covered, highlighted future trends in the Information Science.

Paper Peer Review

More than 300 papers had been submitted for consideration in IC-ININFO 2011. From them, 91 were selected for
presentation, after peer review in a double blind review process. The accepted papers were presented at IC-ININFO

2011.

Thanks

We would like to thank all members that participated in any way in the IC-ININFO 2011 Conference and especially:

The famous publishing house Emerald for its communication sponsorship.

The co-organizing Universities and Institutes for their support and development of a high-quality
Conference scientific level and profile.

The members of the Scientific Committee that honored the Conference with their presence and provided a
significant contribution to the review of papers as well as for their indications for the improvement of the
Conference.

All members of the Organizing Committee for their help, support and spirit participation before, during and
after the Conference.

The Session Organizers for their willing to organize sessions of high importance and for their editorial
work, contributing in the development of valued services to the Conference.

PhDc Marina Terzi for her excellent editorial work, contributing in the production of the Conference
proceedings.
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KEYNOTE SPEAKER

Professor Amanda Spink

Professor Amanda Spink has published over 340 scholarly journal articles, refereed conference papers and book
chapters, and 6 books. Many of her journal articles are published in the Journal of the American Society for
Information Science and Technology, Information Processing and Management, and the Journal of Documentation.
She is Editor of the Emerald journal Aslib Proceedings. Amanda’s research has been published at many conferences
including ASIST, IEEE ITCC, CAIS, Internet Computing, ACM SIGIR, and ISIC Conferences. Her recent books
include Information Behavior: An Evolutionary Instinct and Web Search: Multidisciplinary Perspectives, both
published by Springer. Amanda’s research focuses on theoretical and empirical studies of information behavior,
including the evolutionary and developmental foundations. The National Science Foundation, the American Library
Association, Andrew R. Mellon Foundation, Amazon.com, Vivisimo. Com, Infospace.com, NEC, IBM, Excite.com,
AlltheWeb.com, AltaVista.com, FAST, and Lockheed Martin have sponsored her research. In 2008 Professor Spink
had the second highest H-index citation score in her field from 1998 to 2008 [Norris, M. (2008)]. Ranking Fellow
Scholars and their H-Index: Preliminary Survey Results. Loughborough University, Dept of Information Science
Report].
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Strategic Alignment of ERP, CRM and E-business: A Value Creation

Catherine C. Marinagi’ and Christos K. Akrivos*

T Technological Educational Institute of Chalkis, Department of Logistics, GR-32200, Thiva, Greece.
marinagi(at)teihal.gr
I Hellenic Open University
akrivos(at)hol.gr

Abstract: The role of strategic business alignment
with information management in achieving business
performance is discussed in this paper. The main
hypothesis is that the degree of business strategy
alignment affects enterprise information management
and time-related operating performance, and through
these two intermediate constructs, improves business
performance. The alignment between overall business
objectives and technology-related decisions is a
prerequisite for a business to survive in the today’s
global e-competition and the digital era. The strategic
point of alignment is the value creation that enables a
company to develop a strong competitive advantage and
thus not only to survive but also to become a leader in
the market.

Keywords: ERP, CRM, E-business, Business

strategy, Value creation

I. INTRODUCTION

Many approaches to strategic alignment of business and
information systems have been discussed by previous
researches (Kajalo er al., 2007) but the question remains
the same: “How this new era of IT predominance would
enable a company to successfully incorporate it into
strategic management and transform it into a
competitive advantage?”.

A basic prerequisite to this aim is of course the IT
business alignment which means (Huang and Hu, 2008)
integrated planning, effective communication, active
relationship management, and corporate culture of
alignment. As it is it is widely recognized that whether
or not IT works for a company has less to do with the
technology itself, and much more with how IT is used
and managed.

The business integration could be virtual integration
(Abebe, 2007) which refers to an organizational strategy
of integrating internal functions with both suppliers and
distribution outlets. It is a process of coordination across
organizational boundaries for the purposes of achieving
operational efficiency and customer responsiveness.

Nowadays the great majority of companies have
significantly invested in information technology
systems, since they are aware that technology is an
instrumental driver of their final success. To gain
competitive advantage an enterprise should become
“extended” by enabling connectivity to business
partners, suppliers and customers. In order to achieve
this goal, the information technology systems must

ADVANCES ON INFORMATION PROCESSING AND MANAGEMENT

operate within distributed application architecture
(Cherry, 2000).

The Enterprise Resource Planning (ERP) system can
be considered the backbone information system of the
enterprise. ERP integrates multiple business functions in
order to operate collaboratively instead of
independently. Customer Relationship Management
(CRM) system involves the organization-wide
acquisition, analysis and use of knowledge about
customers to efficiently sell more products and services,
while ensuring customer satisfaction (Bose, 2002). ERP
and CRM software may be operated and maintained in-
house, or as Software-As-A-Service, or a combination
of point solutions that have evolved into an
interconnected system.

The integration of CRM system with the ERP
backbone is critical for business success. Integration
enables communication between the organization and
other members of the extended enterprise. Besides this,
there are many marketing benefits of this integration.
Unifying customer’s financial data from ERP databases
with buying patterns and marketing demographics from
CRM databases facilitate targeting sales and marketing
campaigns to the most valuable customers.

However, integrating such disparate solutions isn’t
always easy. Undertaking point-to-point, retrospective
integration can be costly, complex, and risky. Different
integration strategies are applied depending on
company’s priorities.

E-business applications could also be integrated and
then be merged with the internal applications
integration, to form an e-business integration market.

This paper is organized as follows: Section II
discusses the strategic IT variables that derive the value
of the business. Section III presents internal enterprise
applications ERP and CRM systems and their Web-
based versions. Section IV presents the integration of
enterprise internal applications and the integration of e-
business applications. A conceptual model for strategic
e-business integration is also proposed. Finally, section
V gives our conclusions.

II. VALUE CREATION

In order to implement value-based management,
managers must have concrete and clear target measures,
since “value” is abstract and vague in its nature (Kim,
2004). They need to know specifically the strategic IT
variables that derive the value of their business so that
they can develop strategic planning and tract its
progress.
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Porter’s (1985) value chain framework analyzes
value creation at the firm level. Porter’s approach
identifies the activities of the firm and then studies the
economic implications of those activities. It includes
four steps: (1) defining the strategic business unit, (2)
identifying critical activities, (3) defining products, and
(4) determining the value of an activity. The main
questions that the value chain framework addresses are
as follows: (1) what activities should a firm perform,
and how? and (2) what is the configuration of the firm’s
activities that would enable it to add value to the
product and to compete in its industry? Porter explores
the primary activities, which have a direct impact on
value creation, and support activities, which affect value
only through their impact on the performance of the
primary activities. Primary activities involve the
creation of physical products and include inbound
logistics, operations, outbound logistics, marketing and
sales, and service.

In an e-business context, it is best exemplified by
Porter (2001) who sees the internet as a means by which
firms can gain competitive advantage by altering the
competitive forces that collectively determine industry
profitability. E-business capabilities can contribute to
this alteration of competitive forces by contributing to
either lowering costs or enhancing differentiation (Amit
and Zott, 2001).

The business IT integration and the value creation
are decomposed and according to (Fink, 2006) must
include the following internal and external enterprise
applications that refer both to business and to customer:

v’ Visitor relationship management (VRM). The
use of a web site to attract customers to the
organisation.

v' B2C e-commerce. The use of a web site to
conduct electronic transactions between the
organisation and consumers.

v Business-to-business (B2B) e-commerce. The
use of a web site to conduct electronic
transactions between the organisation and other
organisations.

v' Customer relationship management (CRM).
The management of the organisation’s
customers through a customer database and
reporting software.

v'  Electronic procurement (EP). The use of
internet technology to conduct electronic
purchasing.

v'  Enterprise resource planning (ERP). The
management of the organisation’s resources
through integrated enterprise-wide software.

Consequently the value creation for the customers must
derive from the above IT initiations of a company which
must be congruent to its corporate strategy.

III. ENTERPRISE INTERNAL APPLICATIONS
A. ERP systems

In the past, organizations used a group of separate
isolated applications to automate their business
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functions. An Enterprise Resource Planning (ERP)
system is a suite of integrated software applications to
automate business functions such as manufacturing,
financial, warehousing, logistics and human resources.
ERP is primarily a back-office system because it
supports background business operations.

B. CRM systems

A Customer Relationship Management (CRM) system
is a front-office software tool that aims at building
lasting and profitable customer relationships. CRM
facilitates the identification and acquisition of new
customers and supports the retention of existing
customers. Companies need to differentiate themselves
from competition and create effective switching cost for
their customers.

C. Web-based solutions for ERP and CRM

Traditionally enterprise software applications are
installed and run “on-premises”, that is in the building
of the organization. However, since the late 1990s
companies run remotely “off-premises” software using
Web-based technologies to accomplish supply chain
management. New trends involve “cloud-based” CRM
and ERP systems, delivered using “Software as a
Service” or SaaS model. Cloud computing is the on-
demand provision of computation, software, data access
and storage services via a computer network. Using a
web browser, users are connected to the Internet (or a
company network) to submit a service request. SaaS is a
delivery model for business applications, in which
software and data are hosted centrally, in an Internet
cloud, and are accessed using a web browser. The
browser talks to an application that executes the
program at the web server rather than on user’s
computer. The application uses links to navigate around
the program (Cruz, 2011).

Currently, SaaS ERP solutions market is ruled by
some of the big vendors such as SAP, Business
ByDesign, Netsuite and Plex. Netsuite provides an
entirely online, cloud-based SaaS business software.
Netsuite application integrates CRM, ERP and Web
capabilities in a single business management software
solution. Due to huge competition, Microsoft has
recently scheduled for 2012 the first Dynamic ERP
product for SaaS cloud delivery. Azure cloud platform
is going to host Microsoft Dynamics ERP solutions.
Microsoft’s Dynamic CRM SaaS cloud delivery is
planned to be an entirely different system.

A hybrid solution is also provided by some vendors
(e.g. Microsoft), based on a model of on-premises and
off-premises resources. Companies can move as much
or as little functionality as they want to the cloud,
making specialized business processes available across
the Internet or the company intranet.

Web-based ERP/CRM systems have become
popular. Cruz (2011) reports that this time there are
close to five-thousand downloads a month taking place.
There are particular reasons for this phenomenon.
Companies do not need to purchase software or
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hardware, since they can host their software online with
a SaaS provider for a predictable monthly subscription
fee. Moreover, business partners, suppliers and
customers can access the company ERP and/or CRM
system with any browser. Finally, companies have less
concern about security, since technology has improved.

IV. STRATEGIC E-BUSINESS INTEGRATION

A.ERP and CRM integration

Yanjing (2009) has studied the integration of ERP and
CRM systems under e-commerce environment. ERP
and CRM integration involves two aspects: integration
of business flows and integration of technology.

Concerning business flow, discovering customer
data and forward them into a unified system takes time,
money and expertise. To ease the process, companies
can take particular steps. Firstly, the company needs to
consider its processes. It is crucial to examine which
systems will be affected by an ERP and CRM
implementation. Next the company needs to carefully
examine front and back-office applications, since
crucial customer data can reside in back-office
applications. And finally the company needs to adopt a
strategy for managing master data. They need to create a
master-data framework by taking inventory of how and
what systems and applications will be affected by the
integration.

Concerning the technology aspect, software vendors
provide either highly or lightly integrated modules.
Technically, one or more additional CRM modules can
be built at ERP server and directly related to the ERP
module. Alternatively, a middleware need to be added
between ERP and CRM.

Another challenge is linking applications of different
partners that run across international boundaries where
various pieces of customer legislation and privacy
policies are applicable. This becomes more difficult
when a particular partner is heavily involved in the
overall customer management process and houses its
own customer-centric data.

B. E-business integration

E-business uses “common electronic data standards with
computer automation technology to electronically
interconnect Information Systems, integrate internal and
external data streams, and automate business processes
between trading partners” (Rodgers et al., 2002).

Firstly the organization needs to integrate its internal
applications, then integrate e-business applications (e.g.
B2B, B2C, EP, VRM) and finally merge the internal
integration with the external integration to form the e-
Business Integration market. Automating collaboration
processes between an organization and its extended
value chain provides opportunities to eliminate costs
and gain strategic competitive advantage.

We propose a conceptual framework which can be
used as a methodological tool for strategic e-business
integration. The model depicted in Fig.1, adopts the
cascade approach of the management by objectives
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philosophy. The success of the system depends on how
much support offers each one of its components to the
top strategic thrust which must be the main pillar of this
system. Additionally the IT alignment means that each
company must develop and emphasize to those e-
business tools on a contingency based management.
This principle results to value creation not only
externally to the final consumer or to the end user but
also internally as the allocation of resources is done
efficiently and the staff is motivated.

The success of the proposed model is not as simple
as it depicts in the plan (Campbell et al., 2005). There
are some prerequisites to enable the idea to work. Such
requirements (Love et al., 2009) are related to:

v The organization culture
v The top management and leadership support

v The knowledge management of the
organization

v" The industry organization where a company
operates

v' The size of the company
Especially for the SME’s which are the majority in
many industries world wide it seems that where the
alignment exists the benefits are very attractive in terms
of growth, productivity and financial performance of the
company (Raymond and Bergeron, 2008). The
condition for successful integrated alignment of IT with
the strategic thrust of a company is a contingency based
model that takes into consideration the above
parameters and adapts accordingly. The proposed model
is a useful tool for researches who want to examine the
relationship and the results of this alignment (Pijpers et
al., 2008). For example each type of the competitive
strategies can be implemented successfully by adopting

the right organization culture, the right mix of e-

business tools so as the company is able to offer the

right value to the right customers.

Of course, if the model is going to be tested in
different industries, to different size of companies with
different e-business intensity and priorities there will be
another group of interesting results. From these results
new relation could arise between each one of the
variables that are going to lead to specific answers to a
number of relevant questions such as:

1. Which e-business tools are appropriate to
the low cost strategy?

2. Which mixture of these tools maximizes
value that means customer satisfaction and
profitability in a specific strategy?

3. Which mixture of e-business tools can have
better internal results in terms of company’s
efficiency, e.g. better internal communication,
decision making, leadership support, conflict
resolution etc.

4. When and wunder which conditions
corporate strategy must follow the e-business
strategy as this operation department could be of
major importance in a specific industry or a country
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or due the knowledge management intensity as a
prerequisite for competitive advancement.

Strategic Thrust
Ercad statement of intandad
stratamic actions

Customer
Satisfaction

= _=

Competitive
Advantage

Figure 1. Conceptual model of strategic e-business integration.

V. CONCLUSIONS

In today’s eBusiness-centric economy, companies’
success depends on bringing more alignment between
ERP, and CRM solution investments. In order to reap
the greatest rewards, companies need to carefully
integrate their internal applications, integrate external
applications and then form the e-Business Integration
market.

The alignment sought is not only internal to the IT
department but the most important is the alignment of
IT with the corporate strategy. The proposed model
looks for e-business alignment and its effect on
organizational performance in both SMEs and large
enterprises since there is very little conceptualization
and empirical investigation in the field (Velitchkov,
2008).
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