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Abstract - Customer relationship management (CRM) that is built in supply chains has become a key component in the
realization of business agility in very dynamic and competitive markets. The objective of the review is to investigate how well
the processes of supply chains integration with the CRM systems can be used to achieve the responsiveness, effectiveness and
customer-focus and to explain the major obstacles which restrict the wide implementation of the strategy. This research
reviews in a systematic manner peer-reviewed articles that were written after 2015 and those that discuss the nexus between
the supply chain management and CRM. The thematic synthesis was used to analyze integration, enabling technology, and
business outcomes. According to the review, SC-CRM goes with enhancing collaboration between different stakeholders,
better demand forecasting, real-time decision making and customer loyalty due to a more person-centric approach. Other
challenges that are identified to hinder simple adoption because of the interoperability, data silos and non-standard are also
discussed. The review offers a synthesizing view of supply chain and CRM as opposed to the existing literature on the subject
which attempts to isolate the two concepts because the two concepts are conjoined in achieving resiliency and flexibility in the
organization. It still indicates that Blockchain, Cutting-edge technology includes artificial intelligence and big data analytics,
that are disruptive to the development of next-generation SC-CRM systems.

Keywords - Supply Chain, Customer Relationship Management, Business Agility, Integration, Interoperability, Digital
Transformation.

1. Introduction

Supply chain management (SCM) as a field has acquired a new customer-focused and digitalized connotation over the past
few decades in response to the dynamics of globalization, sustainability, and evolving customer behavior and expectations [1]. It
is also seen that companies are starting to view supply chains as mobile ecosystems, with the efficiency, resilience, and customer
responsiveness of the business equally important, rather than as a support system for operations [2]. In this regard, Customer
Relationship Management (CRM) has come in as a support field since appropriate affiliation to customers is realized through
examination and alteration of customer characteristics, purchasing patterns and changing expectations [3]. They are dynamic in
nature feature and they need organizations to be in a position to be able to project high levels of business agility i.e. respond to
changes in the market place, technological shock and changing customer demands very quickly and effectively.

The combination of Supply chain analytics and the CRM system is now regarded as one of the most significant competitive
strategies for achieving a competitive advantage and operational excellence. [4] It is a paradigm shift: not only is it a
convergence of two functionality-wise entirely different functions, but also a re-invention of how firms think about, connect and
serve customers and in the process it streamlines internal operations [5]. The processes of aligning SCM with the efficiency-
oriented and CRM with the customer-oriented priorities can be modified to enable the companies to develop a more integrated
and flexible ecosystem that can be responsive. Customer satisfaction is now viewed as a result of the integration, supply chain
agility in digital era that is rapidly changing.

The recent changes in digital technologies have multiplied the pace at which the supply chain integration with CRM
systems is achieved many times. Cloud computing, blockchain, artificial intelligence (Al), and big data analytics make it
possible to share data in real-time at patient touchpoints and supply chain nodes and take preventative measures [6]. To put it in
more tangible terms, the supply chain responsiveness can be enhanced with the help of Al and other advanced analytics that
enable organizations to anticipate the fluctuations in customer demand, react to the disruptions in a timely fashion and simplify
the logistics solutions [7]. These abilities not only raise the level of efficiency of the operations, but also customer confidence
and loyalty, which is the secret of long-term competitiveness.



The Technical complexity, high implementation cost, interoperability and organizational resistance to integration should be
overcome through the process of integration to achieve the needed business agility. As the recent studies on the subject indicate,
there are several enabling factors, which are: powerful integration processes, customer focus strategies, adoption of digital
technologies, and the changing models of logistics [8]. However, implementation cannot be successful without technological
innovation alone, but it needs cultural and structural change in organizations. The most effective way to enhance the full
potential of SC-CRM integration is to introduce cross-functional collaboration to firms, spend money on staff training and use
change management techniques.

1.1. Structure of the Paper

This paper is organized as follows: Section Il follows the development of Supply Chain-Integrated CRM systems,
comparing them with the traditional systems and the current trends. Section Il identifies the advantages of SC-CRM in
improving the agility of business. Section IV discusses the issues related to implementation, such as interoperability and security
problems, as well as considers the further directions of the Al-motivated development. Section V includes a literature review
which summarizes recent models, framework and case studies. The memorable insights and implications to research and practice
are summarized in the section VI.

2. Evolution of Supply Chain Integrated Crm Systems

The analysis of the Supply Chain Integrated Customer Relationship Management (SC-CRM) systems has revealed the need
to replace the current rule-based CRM with more modern, integrated systems that link customer data to operational supply chain
assets. The previous CRM systems were knowledge that was systemically immobile and data-intensive. The integrated CRM
systems in the current times are based on real-time behavioral analytics, where the multi-channel contacts and the aspects of
enterprise resource planning (ERP) are used to provide real-time customer response and make informed decisions [9]. This
congruence is what views business in a variety of sectors as not only gazing at the future, but also gazing at the past, in a
synthesis in which there is increasingly greater efficiency, even greater customization and responsiveness [10]. The SC-CRM
systems are systems that integrate the workflow functions of the organization in line with customer engagement planning
strategies in order to generate competitive advantage, higher joint effort between the two study disciplines and finally the
business practice more flexible in the dynamic markets.

2.1. From Traditional CRM to Integrated Platforms

Traditional CRM systems are pre-programmed and fixed and rely on prior customer segments and past information to direct
endeavors. CRM systems offer quality information to an organization to make decisions as well as improve customer
satisfaction. Nonetheless, it is a fact that most CRM systems are encountering enormous problems in integrating and processing
customer data. ERP systems are developed to integrate the key business processes and CRM systems are developed to handle
customer relationships [11]. These systems can be combined, and as a result, the flow of information inside the different
departments of the organization smooth, can improve decision-making, organizational efficiency, and, ultimately, consumer
happiness. CRM and ERP that help businesses create a more efficient, responsive, and customized customer experience. This
meta-analysis's goal is to examine the approaches, results, and environmental factors that affect the relationship between ERP
and CRM integration and business performance. See Figure 1 for an illustration of how the ERP and CRM systems are
integrated:
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Fig 1: Integration of ERP and CRM Systems
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2.2. Drivers of Integration with Supply Chain

In order to provide consumers with the highest value, supply chain management encompasses all of an organization's
internal and external operations. Therefore, it is imperative that internal and external actions be subject to checks and balances
set up by the organization's administration. A business's effectiveness can be substantially improved by implementing the
principles of SCM [12]. Key drivers of supply chain performance management include logistics, transportation, pricing,
sourcing, information distribution, facilities, and inventory management. A company's performance can be enhanced by
improving how these operations are managed. Through the implementation of resource and energy efficiency measures,
Mitigate environmental impacts throughout the whole supply chain. Implementing environmental management strategies across
the board is critical for a greener SC and maintaining competitive advantage [13].

"Combining environmental considerations with supply chain management (SCM), which encompasses post-consumer product
management, manufacturing procedures, product design, material procurement and selection, and final product delivery to
customers.” Green supply chain management is referred to as GSCM. Figure 2 shows the factors affecting supply chain digital
integration. The following are some of those factors [14]:

Fig 2: Drivers Of The Digital Supply Chain

2.3. Current Trends in SC-CRM Development

SC-CRM has evolved greatly, especially throughout the past decade. Over the years, supply chain management has made great
strides, which have revolutionized the way goods are sourced, transported, and delivered [15]. CRM has become more
complicated and more efficient due to the proliferation of digital technologies, such as the internet, big data, and Al, and
technical advances, increased consumer needs, and process enhancement, among others. These are the most significant
developments in SCM this year:

e Green Supply Chain Management: Green supply chain management seeks to reduce waste and the environmental
effects of supply chain manufacturing and delivery. GSCM mandates that the supply chain be environmentally
sustainable to mitigate the effects of climate change.

e Globalization: Globalization has reshaped the supply chain management concept by availing to organizations the
chance to transact business on different international borders, procure at low-cost locations and locate rare resources
and expertise. This international connectivity saves money and increases flexibility, competitiveness, and capabilities in
dynamic markets.

e Atrtificial Intelligence and Automation: The trends that are changing the business world include automation and Al. The
opportunities of reducing the cost, inefficiencies and human risks are being added to by supplies chain management
with the use of Al and automation [16]. The implementation of Al and automation on the supply chain may occur in
numerous aspects, which may include sales forecasting and optimization, manufacturing, delivery, intelligent
manufacturing.

e Big Data Analytics: Big data helps organizations to make better decisions that give them competitive edge, or it helps
them to do the best they can. Big supply chain analytics is a relatively recent term used to denote the use of big data
analytics in supply chain processes by innovative enterprises.

3.Benefits of Sc-Crm Systems for Business Agility

Customer Relationship Management (CRM) systems are currently seen as closely coupled with a supply chain as a means
of providing business agility in a competitive and customer-driven world. Such systems are based on customer information and
supply chain management to guarantee that a business can respond instantly to emerging demands without losing any efficiency.
The consequences of SC-CRM are not just on the positive side of individualization of interaction, but it is also accompanied by
intensification of interaction between the sides, openness and mutual agreement of operations. Furthermore, it is possible to
incorporate big data analytics, which might help enterprises make informed real-time decisions that can be used to strengthen
responsiveness and resilience [17]. The combination of these capabilities enables SC-CRM to be a worthy implementer of
flexibility, customer satisfaction, and sustainable competitiveness.
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3.1. Enhanced Customer Responsiveness

Customer is the most valuable resource in an organization in this competitive market. It should not be a surprise that
organizations are resorting to CRM in order to accommodate more or less various types of customers. The fact that it is possible
to customize client experiences in real-time based on the data collected by numerous sources will ensure that the latter is always
dynamic and responsive. Adaptive content delivery, personalized product recommendations, and personalized promotion offer
are some of the methods that use real-time information.

For customers, personalized experiences can make them feel understood and valued, leading to increased satisfaction and
engagement. Customers are more likely to make purchases and continue doing business with companies that provide relevant
and tailored experiences.

To the customers, individualized experiences may make them feel that they are understood and appreciated, and therefore
become more engaged and satisfied. Personalized and relevant customer experiences increase sales and loyalty. CRM
automation improves customer experience in service delivery, based on a real-world case of Store My Goods Private Limited,
where actual service data was gathered from Zoho CRM software. CRM automation offers tangible benefits such as:

e Better customer retention.
Increased operational efficiency.
Decision-making that is improved by using real-time data.
Improved service quality and responsiveness.
Integration across departments for unified service delivery.

Automated booking systems, status updates, and follow-up reminders are example of automation solutions that can improve
operational efficiency, customer happiness, and retention.

3.2. Improved Collaboration Across Stakeholders

Suppliers, manufacturers, distributors, retailers, and In today's competitive business world, consumers must collaborate
successfully.  Supply Chain-Integrated Customer Relationship Management (SC-CRM) systems offer a unified platform that
enhances communication, transparency, and trust among all parties in the supply chain. These systems enable firms to align
production planning, inventory management, and distribution operations with changing customer demands by connecting
customer insights and supply chain operations [18]. This integration, in addition to reduction of the number of bottlenecks and
delays, strengthens relationship in the long run since there is a similarity in goal and creation of value. The Major Building
Blocks of Effective Cooperation among the stakeholders are:

e Trust and Relationship Building: Trust introduces collaboration, which allows partners to share information sensitive to
them that motivates them to invest in them and utilize each other knowhow without fear of exploitation by their
partners. It is prepared following the openness, uniformity and constant contact.

e Effective Communication: Specific platforms and structured communication channels support timely information
exchange. The check-in and performance review frequency assist in ensuring that there is alignment and to enable
issues to be proactively resolved.

e Joint Planning and Strategy Development: Forecasting and demand planning helps to reduced uncertainty and improve
accuracy, coordinate objectives and goals, eliminate conflict and establish a coherent process in responsiveness to the
market.

3.3. Data-Driven Decision Making

The integration of big data and customer relationship management is bringing a new dawn in customer relationship
management. It floods businesses with data of every kind and it may help to understand what consumers like or dislike, their
behaviors and emotions. CRM is a business strategy in accordance to which the contacts and formation of the relationships with
existing and prospective consumers are controlled. It brings together three important aspects i.e. Process, Technology, people
and its aim is to learn and manage customer relations in an excellent manner. Therefore, the deployment of the big data analytics
in CRM systems is becoming a strategic necessity as it enables organizations to gain insights and forecast customer needs in
bulk.

CRM is efficient not only in the context of the contemporary business. It has become a strategic instrument that renders it
feasible to employ information in order to decide throughout the organization [19]. By combining CRM with other business
systems, firms can develop more success and consistent strategies because the customer is viewed as a single picture (CRM)
with other business systems: enterprise resource planning (ERP) systems and marketing automation systems. It is crucial in the
delivery of internalized and personalized customer experiences in every stage of interactions with the customer, which
ultimately result in a higher engagement and retention.
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4. Challenges and Future Directions of Sc-Crm Implementation

The SC-CRM (Supply Chain Integrated Customer Relationship Management) systems have a high potential business
opportunity and there are issues that need to be considered as critical when utilizing the SC-CRM systems. The fact that
integration and interoperability are a problem (i.e. data silos, technical complexity, organizational resistance) are problems that
can slow down the process of the smooth adoption of SC-CRM systems. Such challenges are compounded by security and
privacy-related issues, as well, as cloud-based CRM systems are experiencing an avalanche of breaches, and compliance
regulations [20]. But with all its agile and sturdy potential, the future of Al automation, predictive analytics, and sustainable
supply chain creation is brighter. Finally, the proponents of SC-CRM resolve issues that influence the future effectiveness of
SC-CRM systems.

4.1. Integration and Interoperability Issues

The process of implementing CRM starts with an organization's strategic choice to change or alter its business processes
and put money into a better information system. But, with the benefits being quite high, numerous challenges and issues that
businesses need to resolve to integrate the supply chain analytics and CRM are present [21]. They are the fact that there are data
silos, lack of interoperability between different systems, confidentiality of customer information, and only qualified talent has
access to sophisticated analytics tools. Additionally, opposition to adoption and implementation of such integration because of
the cultural factors in the organizations, opposition to change and high cost of adoption and implementation of such integration
could act as a barrier to effective implementation and adoption of such integration. To tackle these issues and take advantage of
the opportunity that the combination of supply chain analytics and CRM creates, organizations have to be not only tactical but
also strategic. This does not only include a commitment to cutting edge technology but also a culture of team work within the
organization, a focus on the use of data to make decisions, to coordinate all organizational functions and a culture of continuous
innovation. In addition, the companies should put proper governance and data management practices in order to secure, protect
and use customer data ethically throughout the lifecycle.

4.2. Security and Privacy Concerns

Cloud CRM solutions may be more flexible and less costly than any other product available in the market. This allows
businesses to become better at the way they operate and the way they can related to customers. The growing rate of cyber-
attacks and other security related issues, however, complicates the problem and raises the question of the level of security of
these systems, other than them [22]. The consequences of losing control over such information in the hands of an unauthorized
individual can be disastrous, including the loss of finances, ruined reputations and fines. Businesses are concerned about data
privacy and security when deploying a CRM system such as Dynamics CRM. These issues may be divided into a few main
areas:

e Data Breaches and Cyber Attacks: It is also possible that hackers take a significant financial and reputational toll when
they gain unauthorized access to sensitive customer information.

e Data Integrity: It is crucial to maintain the integrity and correctness of the data stored in the CRM system. A breach in
data integrity could lead to incorrect conclusions and actions.

e Compliance with Regulations: The United States' California Customer Privacy Act (CCPA) and the European Union's
General Data Protection Regulation (GDPR) are two of the many laws that impose strict guidelines for the use of
consumer data.

e Access Controls: Sensitive information is not supposed to be accessed by other people.

e Data Storage and Transfer: Data storage and transfer, particularly when using cloud-based CRM systems, is also a key
concern that needs to be addressed in a secure manner.

4.3. Future Outlook: Towards Al-Driven, Agile Ecosystems

Artificial intelligence (Al) is transforming the supply chain management since it can bring a new dimension to an old
problem. With the assistance of Al, the supply chain networks can automate and streamline their activities, which positively
affect their effectiveness and reactiveness. The optimization of platforms, which are driven by artificial intelligence, also assist
the supply chain to identify the most cost-effective paths to deliveries as well as reducing the number of delivery times to the
minimum. Moreover, supply chain networks can interact in real time using natural language processing (NLP), which allows
them to collaborate and be more visible.

The force behind contemporary logistics and supply chain management (LSCM) is the digitization of data. Strong, efficient and
resilient procedures should be prioritized and included in the process of creating the supply chain. As with the help of Al,
improved decision-making opportunities, automated processes might be converted into autonomous processes and, therefore,
become more valuable and more resilient. Future-oriented trends and techniques described below underscore the fact that
implementation of SC-CRM, in collaboration with Al and sustainability programs, can make companies more responsive, more
resilient, and better prepared to meet future challenges:

e Transportation Infrastructure Investment: It is also improving transport, particularly through the expansion of markets

such as Southeast Asia, by improving ports, railways, and roadways.
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e 3D Printing: Every day, 3D printing is finding applications in multiple industries, including aerospace and the
production of medical gadgets.

e  Circular Supply Chains: Recycling and reusing materials in an effort to create new goods is central to the concept of
circular supply chains.

e Carbon Dioxide Emissions Trading: The nations that have higher amounts of carbon discharged can then buy carbon
dioxide credits from other nations that have lower carbon discharge in order to produce more CO2.

5. Literature Review
This Section presents a literature review on the supply chain integrated CRM systems, which deals with integration,
consumer-centric strategies, adoption of ERP and CRM, and omni-channel logistics development.

Kumari (2019) is the meta-analysis of empirical studies that aim at systematic investigation of the relationship between
CRM systems and sales performance. The research will involve a comprehensive analysis of the past researches, considering
several variables including organizational context, characteristics of CRM system and implementation methods. The results
show that there is a positive relationship between adoption and growth of sales performance of CRM systems. In addition, the
results suggest that such factors as corporate culture, employee development, and upper management support are essential in
regards to successful implementation of CRM. This meta-analysis contributes to the existing knowledge about CRM systems by
providing evidence-based information that could assist businesses in maximizing their CRM schemes to increase sales [23].

Samal (2019) discovers the literature that explains the importance of integration and how business processes can prove to be
handy when conducting significant logistical operations within the framework of a supply chain. This conceptual paper explains
why the concept of integration is important in the management of supply chain (SCM) by linking the logistical tasks in relation
to the key business processes. Business processes are often formulated on strategic level and they are rarely properly identified
in SCM or logistics. Strategy Logistics and supply chain management (SCM) have no direct relationship with strategic business
operations such as demand management, customer relationship management (CRM), supplier relationship management (SRM)
and customer service management (CSM) [24].

Oncioiu et al. (2019) cantered on supply-chain management and how big data analytics may help Romanian supply-chain
companies assess their professional expertise, experience, and big data implementation tactics. It also evaluates the tools
required to accomplish these objectives, including implementation outcomes and performance achievement based on them. The
quantitative study employed a sample survey as its research methodology, with a questionnaire serving as the instrument for
gathering data. There were closed-ended questions with both nominal and ordinal scales. For this study, 205 managers in all
supplied comprehensive and helpful responses [25].

Al-Jnabi and Awad Kareem (2018) The aim of this study is to examine the effects of the Transaction Processing System
(TPS) on supply chain customer relationship management through empirical analysis. For the study, 47 managers from certain
Baghdadi banks that are renowned for employing TPS as decision-makers inside the organizations or for their collection and
transaction storage were consulted. It demonstrated a link between TPS and efficient customer relationship management, with
the exception of interned data [26].

Gawankar, Kamble and Raut (2017) to examine the relationship between two key constructs, which establishes the
necessity of using a comprehensive empirical approach to validate the instrument scale for evaluating the efficacy and efficiency
of retail supply chain management as well as the validity and reliability of the discovered constructs. Additionally, the study
examines the relationship between SCMP and supply chain performance measures using structural equation modeling (SEM).
The data was supplied by 213 operations and supply chain (SC) heads from leading Indian retail enterprises. Confirmatory
factor analysis was used to assess the validity of the proposed measuring scale, and SEM was employed to investigate the
relationship [27].

Wali, Uduma and Wright (2016) investigated business-to-business (B2B) marketing companies' experiences with customer
relationship management (CRM) in the resource-based view and a qualitative focus group approach in the mobile telecom
sector. Two focus groups with ten employees from B2B mobile telecommunications companies were conducted using the
qualitative focus group method. The interview data was analyzed using Nvivo 10 software, which employed content analysis
and a theme framework, respectively. The study revealed four primary themes: B2B service customization, product knowledge
development, customer orientation behavior, and resource commitment. The topics explain the CRM experiences of B2B
marketing companies in the mobile telecom industry [28].

Table | provides an overview of the key research on Supply Chain Integrated CRM systems, including its areas of focus,
methods used, key findings, issues, and proposed directions for future research
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Table 1: Comparative Review of Recent Studies on Supply Chain—Integrated CRM Systems

Reference Study On Approach Key Findings Challenges Future Direction
. Adoption of CRM is
Meta-analysis of - .
- . ositively correlated T More cross-industr
. . emplrl_cal studies; F\)/vith inczeased sales Varlatl_on in CRM studies on CRM Y
. Relationship evaluation of CRM ) adoption across . .
Kumari performance; top . . implementation
between CRM features, industries; .
et.al. . . management support, - success factors;
systems and sales implementation . organizational ;
(2019) . staff training, and . evaluate emerging
performance practices, and o resistance to .
N organizational culture CRM technologies
organizational change :
are necessary for CRM (Al, automation)
factors .
to be effective
N Develop empirical
Conceptual paper Highlights the need for L
Importance of reviewing SCM stronger integration Lack of clear m_odels linking
. . . T . frameworks business processes
Samal integration and literature; linking between strategic linking strateav to to logiistics
et.al. strategic business | CRM, SRM, CSM, | business processes and ing o 9y g.
. S e logistics; limited outcomes; explore
(2019) processes in and demand logistics; identifies S - -
. N~ . empirical integration
SCM management with misalignment in L -
o . . validation technologies (10T,
logistics functions current SCM practice Al)
Big data analyths Develop industry-
Quantitative survey; enhances strategic specific big-data
Supply chain . > SUTVEY, decision-making and Lack of big-data P g .
. . ) . questionnaire with . N frameworks;
Oncioiu et | firms in Romania . . performance in supply- | expertise; limited L
. . nominal/ordinal T U - training programs
al. (2019) | are implementing } chain firms; highlights technological :
. . scales; sample of (o . for managers;
big data analytics tools and capabilities readiness ;
205 managers explore Al-driven
needed for successful o
. analytics in SCM
adoption
Role of Improve data
Transaction Empirical analysis TPS has a strong prove
. X . ! Dependence on validation
Al-Jnabi Processing based on responses correlation with accurate data mechanisms:
et.al. Systems (TPS) in from 47 bank efficient CRM usage, ’ . '
o . . entry; technology integrate TPS with
(2018) CRM within managers in except when data input AR
: limitations advanced CRM
supply chains Baghdad errors occur .
. analytics
(banking sector)
sC Mana_gement Empirical study Validated measurement L Extenq mode_l tg
Practices . . Data reliability and other industries;
Gawankar, using CFA and scale for SCMP; o : .
(SCMP) and . il subjective self- integrate digital
et.al. . SEM; data from 213 SCMP positively R .
supply chain . ; . . reporting; limited supply-chain
(2017) . SC heads in Indian | influences supply chain : L
performance in retail stores erformance to retail sector technologies in
the retail sector P SCMP evaluation
Four CRM themes
. surfaced: service . Broader multi-
Qualitative focus o Small sample size; -
CRM personalization, o country qualitative
. . groups (2 groups, 10 . k limited e
Wali, et.al. experiences of ) : customer orientation AT and quantitative
. staff each); thematic ; generalizability; A .
(2016) mobile telecoms . behavior, product L studies; examine
. and content analysis subjective L .
B2B companies . X knowledge . - digital CRM tools in
using Nvivo development, and Interpretations B2B contexts
resource commitment.

6. Conclusion and Future Work

Organizational resiliency cannot be achieved through isolated customer approaches but requires integration of customer
engagement with supply chain efficiency. In the competitive and unpredictable market, companies require systems that integrate
operational flexibility with relationship intelligence, which is backed by emerging technologies and changing customer
demands. Supply Chain-Integrated CRM (SC-CRM) is a systemic enabler of corporate responsiveness, which extends
conventional CRM to end-to-end supply chain visibility, interoperability, and responsiveness. Contrary to other studies, which
merely point out the individual CRM advantages, SC-CRM focuses on real-time cooperation, predictive personalization and
sustainability. This synthesis demonstrates that SC-CRM helps to improve the demand forecasting, supplier coordination and
customer satisfaction at the same time. Moreover, agility is a strategic approach and a technology tool in the current corporate

performance.
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The future of SC-CRM should include predictive analytics based on the Al, transparency provided by blockchain, and real-
time nature of the 10T data streams. Also, evaluation will be reinforced by investigating the quantitative results of quantitative
agility, including the response speed, cost-effectiveness, and customer retention. Cross-industry comparisons and sustainability-
based applications should also be implemented in the future research. Finally, SC-CRM is a necessary base to integrate supply
chain and customer relationship management approaches enabling the business to react swiftly and remain competitive in the
rapidly evolving markets.
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