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Abstract: In modern economic conditions, the use of digital technologies has become one of
the key factors in improving the efficiency of business process management in service enterprises.
The rapid development of information and communication technologies requires companies to
optimize management systems, automate work processes, and effectively use available resources.
This study analyzes the role of digital technologies in improving business process efficiency in
service enterprises. The research considers the use of enterprise resource planning (ERP),
customer relationship management (CRM), cloud computing, and data analytics systems in
enterprise management. The results show that the implementation of digital technologies helps to
reduce operational costs, increase labor productivity, improve decision-making speed, and
enhance the competitiveness of service enterprises. The study also highlights the importance of
digital transformation in ensuring sustainable development and effective management of modern
service organizations.
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Introduction

In the context of rapid globalization and the development of the digital economy, the effective
management of business processes has become one of the main factors ensuring the
competitiveness of service enterprises. Modern market conditions require organizations to respond
quickly to changes, optimize internal processes, and use available resources efficiently. In this
regard, the introduction of digital technologies into enterprise management systems plays a crucial
role in improving productivity and ensuring sustainable development[1,2,3].

In recent years, the active development of information and communication technologies has led to
the widespread use of digital solutions in various sectors of the economy, including the service
industry. Service enterprises are characterized by a high level of interaction with customers, a large
volume of information flows, and the need for rapid decision-making[4]. Therefore, the use of
digital technologies such as Enterprise Resource Planning (ERP), Customer Relationship
Management (CRM), cloud computing, big data analytics, and artificial intelligence allows
companies to significantly improve the efficiency of business process management.

Digital transformation makes it possible to automate routine operations, reduce operational costs,
increase transparency of management, and improve the quality of services provided. In addition, the
integration of modern information systems helps managers to make more accurate and timely
decisions based on real-time data analysis. As a result, enterprises gain additional opportunities to
strengthen their market position and increase their competitiveness[5,6,7,8].

Despite the growing interest in digital technologies, many service enterprises still face problems
related to the effective implementation of digital solutions in business process management. These
problems include insufficient technical infrastructure, lack of qualified specialists, and limited
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financial resources. Therefore, the study of methods for improving business process efficiency
through digital technologies remains an axryal scientific and practical task[9,10].

The purpose of this study is to analyze the role of digital technologies in improving the efficiency of
business process management in service enterprises and to identify effective approaches to their
implementation in modern management systems.

Literature Review

The issue of improving business process management through digital technologies has been widely
studied by many foreign and local researchers. In modern scientific literature, digital transformation
is considered one of the main factors influencing the efficiency, flexibility, and competitiveness of
enterprises, especially in the service sector.

According to Laudon and Laudon (2021), information systems play a key role in enterprise
management by integrating data, automating business processes, and supporting managerial
decision-making. The authors emphasize that the use of modern digital platforms allows
organizations to increase productivity and reduce operational costs.

Turban et al. (2020) note that the implementation of digital technologies such as Enterprise
Resource Planning (ERP) and Customer Relationship Management (CRM) systems significantly
improves the coordination of internal processes and enhances the quality of customer service. These
systems provide real-time access to information, which increases the speed and accuracy of
management decisions[11,12].

Davenport (2018) studied the role of information technologies in business process reengineering
and concluded that digital tools make it possible to fundamentally redesign enterprise processes,
eliminate unnecessary operations, and improve overall efficiency. The author highlights that
process automation is one of the most effective ways to achieve sustainable competitive advantage.

Porter (2019) emphasized that the use of digital technologies in enterprise management contributes
to the creation of competitive advantages through cost reduction, product quality improvement, and
innovation. According to the author, companies that actively implement digital solutions adapt more
quickly to market changes.

In recent studies, special attention has been paid to the use of cloud computing, big data analytics,
and artificial intelligence in business process management. Researchers note that these technologies
allow enterprises to process large volumes of information, predict market changes, and optimize
resource allocation. In the service sector, where the speed of customer service and the quality of
management decisions are critical, digital technologies become an essential tool for increasing
efficiency[13].

At the same time, several studies indicate that despite the advantages of digital transformation,
many enterprises face difficulties in implementing digital technologies. These include high
implementation costs, lack of technical infrastructure, and insufficient digital skills among
employees. Therefore, the development of effective methods for using digital technologies in
business process management remains an important research area.

Methodology

This study is aimed at analyzing the role of digital technologies in improving the efficiency of
business process management in service enterprises and identifying effective approaches to their
implementation. To achieve the research objectives, a set of theoretical and empirical methods was
used.

First, a systematic analysis of scientific literature related to digital transformation, business process
management, and the use of information technologies in enterprise management was carried out.
The works of foreign researchers on Enterprise Resource Planning (ERP), Customer Relationship
Management (CRM), cloud computing, and data analytics systems were studied to determine the
theoretical foundations of digital business process optimization.
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Second, comparative analysis was applied to evaluate different digital technologies used in service
enterprises. The study compared traditional management methods with modern digital management
systems in terms of efficiency, speed of decision-making, cost reduction, and quality of service.
This approach made it possible to identify the advantages of digital technologies in business process
management.

Third, the research used the method of statistical and logical analysis to assess the impact of digital
technologies on enterprise performance indicators. Indicators such as labor productivity, operational
costs, processing time, and service quality were considered as the main criteria for evaluating
efficiency. The analysis was based on generalized data from service enterprises and results
presented in scientific publications.

In addition, the method of modeling was used to determine the optimal approach to implementing
digital technologies in business process management. The model considers the integration of ERP,
CRM, cloud technologies, and analytical systems into a unified digital management environment.
This approach allows improving coordination between departments, increasing transparency, and
ensuring effective decision-making.

The use of these research methods made it possible to comprehensively study the impact of digital
technologies on business process efficiency in service enterprises and to develop practical
recommendations for improving management systems under conditions of digital transformation.

Results

The study demonstrates that the implementation of digital technologies in service enterprises
significantly enhances the efficiency of business process management. Enterprises that adopted
integrated ERP and CRM systems experienced a substantial reduction in routine manual operations,
allowing employees to focus on more value-added tasks and improving the overall consistency and
reliability of workflows. The use of real-time data analytics and information systems enabled
managers to make faster and more accurate decisions, which increased responsiveness to customer
needs and market fluctuations.

Moreover, the integration of digital technologies contributed to the optimization of resource
allocation and reduction of operational costs. Cloud computing and electronic document
management minimized infrastructure and administrative expenses, while predictive analytics
allowed companies to prevent unnecessary spending and efficiently manage inventory[14,15]. The
implementation of CRM platforms and digital communication tools improved customer relationship
management, facilitating personalized services and prompt responses to inquiries, which positively
affected customer satisfaction levels.

Overall, the findings indicate that service enterprises implementing digital technologies achieve
measurable improvements in operational efficiency, cost-effectiveness, and service quality. The
results confirm that digital transformation plays a crucial role in enhancing the competitiveness and
sustainability of modern service organizations.

Conclusion

The study confirms that the implementation of digital technologies in service enterprises
significantly improves the efficiency of business process management. By integrating ERP, CRM,
cloud computing, and data analytics systems, enterprises can streamline workflows, reduce
operational costs, and enhance the accuracy and speed of managerial decision-making. The
adoption of these technologies also contributes to improved service quality, better customer
relationship management, and higher overall competitiveness. While challenges such as investment
costs, the need for skilled personnel, and infrastructure development remain, the benefits of digital
transformation outweigh these obstacles. Consequently, the strategic application of digital
technologies is essential for service enterprises seeking sustainable growth, operational excellence,
and a stronger position in a rapidly evolving market.
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