% FUTURITY

DOI: https://doi.org/10.57125/FS.2025.09.20.04

How to cite: Krymska, A., Sopotsko, O., & Zrybnieva, |. (2025). The role of digital technologies in
strengthening the interaction of marketing and logistics in Ukrainian enterprises. Futurity of Social
Sciences, 3(3), 76-98. https://doi.org/10.57125/FS.2025.09.20.04

The Role of Digital Technologies in Strengthening the Interaction of
Marketing and Logistics in Ukrainian Enterprises

Anna Krymska

Candidate of Engineering Sciences, Associate Professor, Department of Management, Marketing
and Logistics, The Chernivtsi Institute of Trade and Economics of the State University of Trade
and Economics, Chernivtsi, Ukraine, https://orcid.org/0000-0001-6410-9476

Olha Sopotsko

Candidate of Economic Sciences, Associate Professor, Department of Transport Law and
Logistics, Faculty of Management, Logistics and Tourism, National Transport University, Kyiv,
Ukraine, https://orcid.org/0000-0002-7028-6628

Iryna Zrybnieva*

Doctor of Economics, Professor, Marketing, Innovation and Regional Development Department,
Yuriy Fedkovych Chernivtsi National University, Chernivtsi, Ukraine,
https://orcid.org/0000-0003-4156-4702

*Corresponding author: i.zrybneva@chnu.edu.ua.

Received: May 27, 2025 | Accepted: August 23, 2025 | Published: September 12, 2025

Abstract: The integration of marketing and logistics through digital technologies remains
underexplored in transitional economies, despite its potential to enhance operational efficiency
and customer satisfaction. This study addresses gaps in understanding how Ukrainian companies

76

©Copyright 2025 by the author(s) This work is licensed under a Creative Commons Attribution 4.0 International License.


https://creativecommons.org/licenses/by/4.0/
https://orcid.org/0000-0003-4156-4702

leverage digital tools to bridge departmental silos, focusing on organisational and infrastructural
challenges unique to these contexts. The purpose is to identify key technologies, interaction
changes, and success factors in the integration of marketing and logistics. A qualitative case study
design was employed, analysing three Ukrainian enterprises (Rozetka, Nova Poshta, Meest)
through open corporate reports, media articles, and interviews. Thematic content analysis
revealed that ERP systems reduced order fulfilment times by 25%, loT-enabled tracking improved
customer satisfaction by 15%, and blockchain integration cut customs disputes by 44%. However,
32% of initiatives were hindered by organisational inertia and skill gaps, and cloud adoption was
limited by infrastructural deficits such as unstable energy grids. Successful cases prioritised
leadership-driven tool customisation, such as Al algorithms trained on local consumer data. The
study’s practical value lies in its actionable framework for enterprises in transitional economies,
which involves integrating CRM and SCM systems, establishing cross-functional teams, and
addressing infrastructural gaps through public-private partnerships. These findings advance
digital supply chain collaboration theory by emphasising contextual adaptability over techno-
determinism.

Keywords: Digital technologies, DSCC, Marketing-logistics integration, Organisational
inertia, Ukraine.

Introduction

The digital transformation of businesses has emerged as a critical driver of competitiveness
in the 21st century. It reshapes industries through technologies such as artificial intelligence, big
data analytics, and cloud computing (David et al., 2025). Globally, organisations are leveraging
these tools to optimise operations, enhance customer experiences, and foster cross-
departmental synergies (Li, 2024). The Ukrainian context is novel due to its post-conflict recovery
and ongoing integration with the European Union. This situation creates unique challenges and
opportunities for digital transformation in developing economies. The combination of marketing
and logistics - two functions whose separation in many industries was typical in the past - is still
under-researched, especially in developing economies such as Ukraine (Musiienko, 2024). While
marketing addresses the engagement and channelling of demand, logistics brings to the table
the smooth delivery of products to end consumers, forming a symbiotic relationship that can be
enhanced by digital tools(Yadav & Pavlou, 2020).

The interrelationship between marketing and logistics in the digital era has become more
significant (Egorov et al., 2020). For example, real-time data from logistics systems can be used
to guide marketing campaigns, while customer insights from marketing can be subsequently
used to tune inventory plans (Adeniran et al., 2024). Despite this potential, many companies
struggle with fragmented processes. A 2023 survey by the Ukrainian Logistics Association
revealed that only 32% of enterprises have integrated digital platforms across departments, citing
organisational inertia and legacy systems as barriers (Lebedeva & Shkuropadska, 2024). This
disconnect undermines operational efficiency and customer satisfaction, underscoring the need
to study digital integration. Globally, scholars like [missinglonescu (2023) reference] emphasise

the role of ERP systems in cross-functional collaboration. Yet, few studies have explored this
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dynamic in post-Soviet economies, where digital maturity lags behind that of Western

counterparts.
Research Problem

The relevance of this study lies in addressing three critical gaps. First, while digital
transformation is well-researched in developed markets, its application in Ukraine, a country
navigating post-conflict recovery and EU integration, remains understudied (Yakovenko et al.,
2023). Second, existing literature prioritises technical aspects of digital tools (e.g., ERP
implementation) over their organisational impact, such as interdepartmental communication
(Ferrer-Gilabert et al., 2025). Third, despite growing interest in “digital supply chain collaboration”
(DSCC), few frameworks exist to guide managers in aligning marketing and logistics (El Baz et al.,
2025).

Analysing this problem now is essential for three reasons. First, the COVID-19 pandemic
accelerated digital adoption globally, yet Ukrainian enterprises face unique challenges, including
infrastructure deficits and geopolitical instability (Kovalova et al., 2025). Second, improved
integration can enhance societal welfare: efficient logistics reduce costs for consumers, while
targeted marketing minimises waste (Oteri et al., 2023). Third, scientifically, this study advances
DSCC theory by contextualising it in an emerging economy, offering actionable insights for similar
regions. Despite progress, the problem remains insufficiently developed. For instance, there are
recent publications Yakovenko et al. (2023) which have outlined the digital potential of Ukraine.
However, they have not reflected on the synergies in departments, while the works of global

studies Zavhorodnya and Melnyk (2024) overlook localised barriers such as skill shortages.
Research Focus

This paper identifies the mechanisms by which digital technologies enable marketing-
logistics integration in Ukrainian companies. The authors suggest that digital tools serve as both
enablers and disruptors: while they streamline workflows, their success relies on organisational
flexibility as well as leadership commitment. From this perspective, itis disputable thattechnology
adoption alone ensures integration, in line with Gékalp and Martinez (2022), who posit that

cultural change constitutes digital maturity.
Research Aim and Research Questions

This study aims to explore how digital technologies facilitate the integration of marketing
and logistics processes in Ukrainian companies and to identify the success factors and barriers

that should be considered. To achieve this, the following research questions guide the inquiry:

1. Which digital technologies are most commonly used to coordinate marketing and
logistics in Ukrainian enterprises?

2. What structural and behavioural changes emerge in marketing-logistics interactions
after digital implementation?

3. What organisational, technical, and external factors enable or hinder effective

integration?
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4. Which Ukrainian cases exemplify successful alignment of these functions through

digital solutions?

These questions address the research gap by linking technology adoption to organisational
outcomes, a nexus that has been underexplored in prior studies. For instance, while Maksymenko
etal.(2024) analysing Ukraine’s e-commerce growth, we omit the role of cross-departmental tools
like CRM-SCM systems. Similarly, global frameworks Sun et al. (2024) prioritised scalability over

contextual adaptability, a limitation this study mitigates through localised case analysis.
Scientific Novelty

This study’s contribution is threefold. First, it provides empirical evidence of digital
integration in a transitioning economy, complementing theoretical models developed in stable
markets. Second, it introduces a “digital collaboration matrix” that maps tools (e.g., loT,
blockchain) to specific integration outcomes (e.g., real-time demand forecasting). Third, it
challenges the deterministic view of technology by highlighting the mediating role of managerial
practices, a finding absent in works Mehralian et al. (2020) which focused solely on technical

infrastructure.
Structure of the Paper

Following this introduction, the literature review critiques existing approaches to marketing-
logistics integration and synthesises findings on digital tools. The methodology section outlines
a qualitative case study of Ukrainian enterprises, including Nova Poshta and Rozetka, which were
selected for their pioneering use of digital platforms. Results analysis examines the implemented
technologies and their impacts, while the discussion contextualises the findings within broader
theoretical and practical debates. The conclusion presents several recommendations for

enterprises and policymakers, as well as avenues for future research.
Literature Review

The digital transition of business processes has radically changed the game of marketing
and logistics, moving both new opportunities and new challenges towards the levels of
organisational performance. This review concisely summarises the results of worldwide studies
concerning the integration of these functions with the help of digital technologies, identifies
methodological and practical trends, and highlights the unresolved aspects of research in the
Ukrainian context. This section presents a review of over 50 studies from 2019 to 2024, providing
a foundation for explaining how digital tools bridge departmental silos, strengthen

communication, and enhance collaborative supply-side models.
Digital Technologies in Supply Chain Integration

Cross-functional integration between marketing and logistics is increasingly recognised as
strategic, driven by the need for real-time data sharing and agile decision-making. Enterprises
utilising cloud-based ERP platforms report up to 30% faster responses to market fluctuations
through synchronised inventory and demand forecasting (Smith, 2024). In Southeast Asia,
mobile-first logistics solutions have enabled SMEs to coordinate delivery schedules with
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promotional campaigns, reducing stockouts by 22% (Curtis et al., 2022). However, regional
disparities persist: while 78% of Western European enterprises use advanced analytics for supply
chain coordination, only 18% of Eastern European businesses employ similar tools, citing budget

constraints and legacy systems (Sazu & Jahan, 2022).

A critical trend is the shift from transactional interactions to collaborative workflows. For
example, loT-enabled sensors in warehouse management systems provide marketing teams with
real-time inventory updates, allowing dynamic adjustments to advertising spend (Madamidola &
Oladunni, 2024). Similarly, blockchain applications in South American agribusinesses have
enhanced traceability, allowing marketers to substantiate sustainability claims with verified data
(Ordoniez et al., 2024). Despite these advancements, 63% of integration initiatives fail due to
cultural resistance, such as departments prioritising legacy workflows over data-driven
collaboration (Barbala et al., 2024).

Key Digital Tools and Their Impact

Digital tools, such as ERP (Enterprise Resource Planning), are integrated systems that
manage core business processes across departments. CRM (Customer Relationship
Management) is a system that manages interactions and relationships with current and potential
customers. SCM (Supply Chain Management) is the coordination and management of activities
involved in producing and delivering products from suppliers to customers. They are pivotal in
harmonising marketing and logistics operations. loT (Internet of Things) refers to interconnected
devices that collect and exchange data to optimise operations, and ROI (Return on Investment)
measures the financial gain or loss generated relative to the amount invested. Key findings

include:

1. ERP Systems: Enterprises adopting ERP platforms report a 35% improvement in
interdepartmental communication, as centralised dashboards provide unified views of
inventory, sales, and delivery timelines (Lansink, 2020). Fadojutimi et al. (2024) found
that ERP-driven automation reduced miscommunication errors by 27%. However,
SMEs in transitional economies often lack the technical expertise to customise these
systems, leading to underutilization.

2.  CRM-SCM Integration: Companies integrating CRM and SCM tools achieve 20% higher
customer retention rates by aligning promotional offers with delivery capabilities
(Huiping, 2009). A 2022 survey of Chinese e-commerce enterprises revealed that
shared customer data between departments reduced return rates by 14% (Zhu et al.,
2023). Conversely, in markets with low digital maturity, such as Ukraine, only 12% of
enterprises report full integration due to fragmented software adoption (Svystelnyk,
2024).

3. Big Data and Al: Predictive analytics tools reduce demand forecasting errors by 40%,
enabling logistics teams to optimise warehouse allocations (Nweje & Taiwo, 2025). For
instance, Al algorithms in South Korean retail chains lowered excess inventory costs by
$1.2 million annually (Lim, 2023). However, reliance on historical data risks overlooking
sudden market shifts, as observed during the COVID-19 pandemic (Haroon et al.,
2021).
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4. loT and Blockchain: loT devices improve shipment tracking accuracy by 89%, allowing
marketing teams to provide customers with precise delivery updates (2022).
Blockchain pilots in Eastern Europe reduced administrative costs by 18% but faced
scalability issues in fragmented regulatory environments (Campbell-Verduyn et al.,
2021).

While digital tools offer transformative potential, their implementation faces three key
conflicts:

1. ROI vs. Complexity: High implementation costs for advanced tools like blockchain
often outweigh short-term benefits in low-maturity markets. According to Ushchenko
et al. (2023), blockchain adoption in Ukraine increased the operational costs by 22%
without any real gains in supplier trust.

2. Technological vs. Cultural Readiness: Even with significantinvestments in ERP systems,
52% of workers in hierarchical organisations object to data-driven workflows and
would rather manually oversee processes (Mhaskey, 2024). This disparity is particularly
evident in post-Soviet economies, in which managerial independence tends to clash
with automated decision-making.

3. Global vs. Local Solutions: Western-influenced DSCC frameworks favour scalability clit
limiting contextual aspects such as geopolitical instability or infrastructure gaps. For
instance, Ukrainian enterprises encounter energy supply disruptions that make cloud-

based tools unreliable, a problem that is eliminated in stable markets (Sam, 2023).
Three critical gaps limit the applicability of global findings to Ukraine:

1. Context-Specific Barriers: Previous studies fail to address Ukraine’s peculiar situation -
post-conflict recovery, cybersecurity weaknesses, and the legacy of the Soviet-era
bureaucracy. For instance, only 8% of Ukrainian SMEs use ERP systems due to
unreliable internet connectivity (Yurchyshyn et al., 2024).

2. Socio-Technical Dynamics: While 70% of DSCC research focuses on technological
infrastructure, less than 10% examines leadership practices or employee training—key
drivers of success in low-maturity markets (Mollah et al., 2023).

3. Empirical Data Scarcity: Metrics on the cost-benefit ratios of digital tools are scarce. For
example, few studies quantify the ROl of CRM-SCM integration in the Ukrainian retail
(Vrublevskyi, 2024).

This study is grounded in two theories:

Resource-Based View (RBV): Digital tools are strategic assets when they are rare, valuable,
and embedded in organisational workflows. For example, loT sensors become invaluable when
paired with staff training. Dynamic Capabilities Theory: enterprises must continuously adapt
processes to technological shifts. Nova Poshta’s integration of GPS tracking with SMS notifications

exemplifies this agility, resulting in a 31% reduction in customer complaints (Shevchenko et al.,
2021).
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The literature emphasises the transformative potential of digital tools in connecting
marketing and logistics, while also highlighting disparities in adoption and outcomes across
different regions. Ukraine’s unique institutional and infrastructural challenges require tailored
strategies that combine frugal innovation with phased digital upgrades. Future research should
focus on addressing socio-technical gaps and quantifying localised ROI to advance both theory
and practice.

Materials and Methods

This study employs a qualitative case study design to investigate how digital technologies
facilitate the integration of marketing and logistics processes in Ukrainian companies. The
methodology adheres to rigorous academic standards, ensuring transparency and replicability.
Below, the research design, sampling strategy, data collection instruments, procedures, and

analytical methods are detailed to provide a comprehensive roadmap for replication.
Research Design and Justification

A qualitative approach was selected to capture the complex, context-dependent dynamics
of digital integration between marketing and logistics. Quantitative methods, while effective for
identifying broad trends, are less suited for exploring the nuanced organisational, cultural, and
technical factors influencing implementation outcomes. Case studies enable an in-depth
examination of real-world practices, offering insights into the mechanisms through which digital
tools foster or hinder collaboration. Three Ukrainian companies—Rozetka', Nova Poshta?, and
Meest*~were selected as cases to represent diverse sectors (e-commerce, logistics, and cross-
border delivery). This diversity ensures a holistic understanding of integration challenges and

innovations across industries.
Sample and Participants

Sampling was based on Ukrainian companies that use digital tools in marketing and
logistics. The criteria for selecting candidates were established to fulfil the criteria for relevance
and rigour:

1. Sector Representation: The selection of companies was based on fields where the
marketing-logistics synergy is significant, such as retail and delivery services. Rozetka
(online marketplace), Nova Poshta (logistics), and Meest (international shipping) were
chosen to represent it.

2. Digital Adoption: Enterprises needed to document investments in such publicly
available solutions, like CRM, ERP, loT, or data analytics. For instance, Nova Poshta's
extensive usage of the loT-enabled parcel tracking systems satisfied this criterion.

3. Data Accessibility: Only companies were included that had enough open-source data:

annual reports, media coverage and interviews with the executive.

! https://rozetka.com.ua/
2 novapost.com/en-ua
® https://ua.meest.com/
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4. Operational Scale: The research focused on mid-to-large enterprises because the

SMEs in Ukraine typically lack the resources for a higher level of digital integration.

This purposive approach to sampling achieves a balance between depth and practicality,

and, hence, findings shall be not only contextually rich but also methodologically robust.
Instruments and Procedures

The data was drawn from several open -source publications in order to make the results

credible and reduce bias. The instruments and procedures given below:
1. Corporate Reports and Documentation

To identify details of digital strategies, implementation timelines, and outcomes, annual
reports, sustainability disclosures, and investor presentations (2020-2023) were analysed, and for
instance, Shulha et al. (2024) highlighted the integration of its Al-driven recommendation engine

with warehouse management systems, reducing overstock costs by 18%.
2. News and Media Articles

Many of the articles published in reputable Ukrainian and international media sources
(Forbes Ukraine, Reuters, etc.) presented contextual information on problems like security
breaches at Nova Poshta in 2021 and Meest's adoption of the blockchain in 2023.

3. Publicly Available Interviews

Interviews with executives, such as Meest's CEO, discussing blockchain adoption in a 2023
webinar, were coded to identify recurring themes like leadership commitment and employee

resistance.
4. Company Websites and Technical Portals

Product descriptions, customer service guidelines, and APl documentation were reviewed
to understand the technical specifications of digital tools. For example, Rozetka's website detailed

its use of SAP ERP for inventory synchronisation and Google Analytics for campaign tracking.
Procedures

Data collection spanned six months (January-June 2024) to capture evolving practices. All
sources were archived in a digital repository, organised by case and data type. To ensure ethical
compliance, only publicly accessible information was used, with no direct interaction with

company personnel.
Data Analysis

Thematic content analysis, guided by an interpretive approach, was employed to identify

patterns and construct meaning from textual data. The analysis followed four stages:

1. Familiarisation
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All data sources were reviewed iteratively to gain a holistic understanding of each case.
Initial notes highlighted recurring topics, such as “ERP customisation challenges” or “customer

feedback loops.”
2. Initial Coding

Text segments were labelled with descriptive codes (e.g., “automation resistance,” "data
silos”) using NVivo software. Multiple coders independently coded the data to enhance reliability,
and discrepancies were resolved through discussion to ensure consistency and inter-coder
reliability. For example, references to employee scepticism toward Al in Nova Poshta’s media

coverage were coded as “cultural barriers.”
3. Theme Development

Codes were grouped into broader themes aligned with the research questions. Key themes
included “technology-driven communication shifts” and “leadership’s role in integration.” For
instance, Rozetka's Al-driven demand forecasting was categorised under “predictive analytics in

logistics.”
4. Interpretation

Themes were contextualised within the Resource-Based View (RBV) and Dynamic
Capabilities Theory to explain how digital tools create value or encounter barriers. For example,
Meest's blockchain adoption was interpreted as a dynamic capability to mitigate geopolitical risks

in cross-border operations.
Validation Strategies

To ensure rigour, multiple validation techniques were applied. First, triangulation: Findings
were cross-checked across data types (reports, media, interviews). Second, Peer Debriefing:
Preliminary results were reviewed by supply chain management experts to identify interpretive
biases. Third, member checking: Key themes and interpretations were presented to industry
practitioners for feedback and confirmation. Fourth, Audit Trail: All coding decisions, software

outputs, and reflexivity notes were archived for external review.
Ethical Considerations

No primary data involving human subjects was collected, minimising ethical risks. Publicly
available information was used in compliance with copyright laws, and all sources are cited

appropriately to avoid plagiarism.
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Results

This section presents the findings from a qualitative case study of three Ukrainian companies
— Rozetka, Nova Poshta, and Meest — focusing on their use of digital technologies to integrate
marketing and logistics functions. The results are structured by case, highlighting key tools,
communication changes, and operational outcomes. Supporting tables and figures provide
statistical validation of trends and impacts. To facilitate quick reference, Tables 4 and 5 provide
comparative summaries of key quantitative impacts across cases. A more explicit comparison
highlights commonalities such as the reduction of operational costs by approximately 15-22%,
and differences in communication improvements, automated dashboards at Rozetka versus
innovation sprints at Meest.

Case 1: Rozetka (E-Commerce)

Rozetka, Ukraine's largest e-commerce platform, implemented SAP ERP and Al-driven

recommendation engines to synchronise marketing campaigns with inventory management. The
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integration reduced overstock costs by 18% and improved order fulfilment times by 25%.
Marketing teams now access real-time logistics data, enabling dynamic adjustments to
promotions based on warehouse availability.

Key Technologies:
e SAP ERP for inventory synchronisation.
e Google Analytics 360 for customer behaviour tracking.
e Al algorithms for demand forecasting.
Communication Changes

Weekly cross-departmental meetings were replaced with automated dashboards, resulting
in a 32% reduction in miscommunication errors. Logistics teams flag inventory shortages directly

in the SAP system, triggering automatic pauses in related marketing campaigns.

During the 2023 Black Friday sale, real-time data sharing between departments ensured
98% order accuracy, despite a 40% surge in traffic. Excess inventory for low-demand products
was reduced by 22% through Al-driven markdowns.

Table 1

Impact of SAP ERP and Al on Rozetka’s Operational Efficiency (2022-2023)

Metric Pre-Implementation Post-Implementation Change
(2022) (2023) (%)
Order Fulfillment Time 48 hours 36 hours -25%
Overstock Costs $1.2M $0.98M -18%
i Adjust t
Campaign djustmen 72 hours 12 hours -83%

Speed

Case 2: Nova Poshta (Logistics)

Nova Poshta implemented loT-enabled parcel tracking and blockchain technology for
document verification, resulting in a 27% reduction in administrative errors. Marketing teams
utilise real-time delivery data to send personalised notifications, resulting in a 15% increase in

customer satisfaction.
Key Technologies:
e |oT sensors for shipment tracking.
e Blockchain for customs documentation.
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e Zoho CRM for customer feedback analysis.

Communication Changes:

A centralised data lake replaced email-based updates, reducing response delays from 6

hours to 45 minutes. Logistics alerts (e.g., delays) now trigger automated SMS campaigns offering
discounts.

Successful Example:

In Q3 2023, blockchain reduced customs clearance times by 33% for international parcels.

Coupled with targeted SMS campaigns, repeat customer rates increased by 12%.

Table 2

Error Reduction and Customer Satisfaction at Nova Poshta (2021-2023)

Metric 2021 2022 2023
Administrative Errors 15% 11% 8%
Customer Satisfaction 78% 82% 89%
Delivery Delay Alerts 24h 12h 2h

Note. Metrics derived from Nova Poshta’s customer service reports.
Source: Author’s development.

Figure 2

Relationship Between Delivery Alert Timeliness and Customer Satisfaction
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Figure 2 illustrates a strong inverse relationship between delivery alert timeliness and
customer satisfaction from 2021 to 2023, with significant improvements following key
technological interventions. As timeliness improved from 24 to 1 hour, satisfaction rose from 76%
to 91%, supported by innovations such as the centralised data lake, loT tracking, blockchain, and
Al-driven alerts—each marked at relevant inflexion points on the trendline (R? = 0.9924),

underscoring the effectiveness of digital upgrades in enhancing customer experience.
Case 3: Meest (Cross-Border Delivery)

Meest integrated blockchain for customs compliance and Salesforce CRM for campaign
personalisation, reducing delivery disputes by 31%. Marketing teams align promotions with

logistics capacities, cutting cross-border return rates by 19%.
Key Technologies:
e Blockchain for real-time customs data.
e Salesforce CRM for segmented campaigns.
e Tableau for logistics performance analytics.
Communication Changes:

Biweekly "innovation sprints" involve both departments in tool customisation. For example,

logistics now flags high-risk destinations in Salesforce, excluding them from specific promotions.
Successful Example:

During the 2023 holiday season, blockchain-tracked shipments reduced customs disputes

by 45%, while CRM-driven campaigns increased conversion rates by 28% for EU-bound parcels.
Table 3

Meest’s Cross-Border Delivery Performance (2022-2023)

Metric 2022 2023 Change (%)
Average Delivery Time 9.5d 7.2d -24%
Customs Disputes 18% 10% -44%
Campaign Conversion Rate 14% 18% +29%

Note. Data from Meest’s operational dashboards.

Source: Author’s development.
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Cross-Case Analysis
Table 4

Comparative Analysis of Digital Tools and Outcomes

Company Key Tools Communication Change Cost Reduction
Rozetka SAP ERP, Al Automated dashboards 18%
Nova Poshta loT, Blockchain Centralized data lake 15%
Meest Blockchain, Salesforce Innovation sprints 22%

Note. Cost reduction reflects annual operational savings.
Source: Author’s development.
Table 5

ROI of Digital Integration (2023)

Company Implementation Cost ($) Annual Savings ($) ROI (%)
Rozetka 450,000 220,000 49%
Nova Poshta 310,000 150,000 48%
Meest 280,000 130,000 46%

*Note. ROI calculated as (Annual Savings / Implementation Cost) x 100.*
Source: Author’s development.
Summary of Findings:

1. ERP and Al tools yielded the highest efficiency gains (25-30%), while blockchain

reduced administrative errors by 27-44%.

2. Automated systems replaced 70% of interdepartmental meetings, accelerating

decision-making.

3. Leadership commitment to tool customisation and employee training was critical

across all cases.

4. Organisational and infrastructural challenges, such as legacy IT systems and skill
shortages, restrict the full utilisation of technology, especially in smaller enterprises.
Delays in digital adoption were often associated with resistance from middle

management and unreliable internet connectivity in regional offices.
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The results demonstrate that digital integration in Ukrainian enterprises is feasible, but it

requires addressing contextual barriers, such as legacy systems and skill gaps.
Discussion

The combination of marketing and logistics, aided by digital technologies, which has been
seen among the Ukrainian companies, is associated with both transformative opportunities and
context-specific challenges. The results of this research align with global trends in digital supply
chain collaboration (DSCC) but also highlight essential divergences related to the unique
characteristics of Ukraine's institutions and infrastructure. Below, the results are explained in terms
of theoretical perspectives, compared to previous studies, and discussed in the context of
practical and methodological limitations.

Interpretation of Results

The three case studies, Rozetka, Nova Poshta, and Meest, demonstrate the facilitation of
cross-departmental synergy with the help of digital tools such as ERP, loT, and blockchain, in the
context of organisational adaptability. SAP ERP at Rozetka minimised time for order fulfilment by
25%, confirminglonescu (2023) the statement that ERP systems streamline work in stable markets.
However, the 83% acceleration of campaign fine-tuning goes beyond Western standards, and
therefore, for its enterprises, doing business under a volatile environment, responding to
exigencies is more preferred than incremental optimisation. Nova Poshta’s loT-driven reduction
in delivery alerts from 24 hours to 2 hours underscores the potential of real-time data sharing, a
finding consistent with Mollah et al. (2023)that in South Korea. However, the 15% customer
satisfaction boost from personalised SMS campaigns highlights a unique emphasis on customer
retention in markets with low brand loyalty. Meest's blockchain integration, while reducing
customs disputes by 44%, incurred a 22% cost increase—a trade-off absent in EU-based studies

(Savchenko & MM, 2024), reflecting Ukraine’s fragmented regulatory environment.

These outcomes validate the Resource-Based View (RBV): Digital tools become strategic
assets when tailored to organisational needs. For example, Rozetka’s Al algorithms, though less
advanced than Amazon's, delivered disproportionate gains due to localised training datasets.
Similarly, Dynamic Capabilities Theory explains Meest's success in customising blockchain for

geopolitical risks—a capability underemphasized in global DSCC frameworks.
Comparison with Existing Literature

The study both confirms and challenges prior research. The role of ERP systems in reducing
miscommunication (Ferrer-Gilabert et al., 2025) is evident in Rozetka's automated dashboards,
which replaced 70% of interdepartmental meetings. However, while Western literature prioritises
cloud-based ERP (Smith, 2024), Ukrainian enterprises rely on on-premise solutions due to
cybersecurity concerns, aligning with Sam's(Sam, 2023) observations about post-Soviet

infrastructural legacies.

The inverse correlation between delivery alert timeliness and customer satisfaction (r=0.91)

mirrors Nguyen and Huynh (2025) findings in Vietnam. However, it contrasts with Aljohani
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(2024)[missing reference], who reported diminishing returns in Brazil after 6-hour alerts. This
discrepancy suggests that customer expectations in emerging economies are more sensitive to
incremental improvements. Similarly, blockchain’s mixed outcomes at Meest challenge (Monstadt
& Saltzman, 2025) optimism, revealing that decentralised systems may offer limited ROl in regions

with unstable energy grids and low digital literacy.

Notably, the study refutes the techno-determinism prevalent in DSCC literature (Chowdhury
et al., 2025). While Nova Poshta’s loT adoption improved efficiency, its 27% error reduction
hinged on middle managers’ willingness to cede control to automated systems. This cultural shift
is often overlooked in technical ROI calculations.

Practical Implications
For Ukrainian enterprises and policymakers:

1. Prioritise scalable, impact-driven tools like CRM-SCM over high-complexity
solutions. Rozetka's 19% overstock cost reduction, achieved using Google
Analytics 360, is a notable example.

2. Invest in leadership training to reduce digital resistance. Nova Poshta’s
“innovation sprints” helped staff co-develop digital solutions.

3. Promote public-private partnerships to address energy and broadband gaps that
undermine digital initiatives, such as Meest's blockchain.

Multinationals should avoid copying Western DSCC models. For example, SAP ERP's 49%
ROI for Rozetka conflicts with its ROl of 32% in the Poland Field (Atstaja et al., 2022), which

underscores the need for local implementation protocols.
Identified Barriers
Four barriers hinder digital integration in Ukraine:

1. Organisational Inertia: Legacy workflows persist despite technological upgrades.
At Meest, 52% of logistics staff preferred manual customs checks over blockchain,
fearing job displacement.

2. Skill Gaps: Only 18% of Ukrainian SMEs employ data analysts (Shepel et al., 2023),
which limits the utilisation of Al and ERP.

3. Infrastructure Deficits: Frequent power outages disrupt cloud-based systems,
forcing enterprises like Nova Poshta to maintain redundant on-premise servers.

4. Geopolitical Risks: Sanctions and supply chain disruptions complicate long-term

investments, as seen in Meest's delayed loT rollout during the 2022 crisis.

These challenges warn about Ukraine's digital divide but add granularity by linking

infrastructure deficits to specific tools (e.g., blockchain).
Research Limitations
Three limitations temper the findings:
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1. Data Source Constraints: Reliance on public reports may underrepresent internal
failures, such as Rozetka's unacknowledged Al training biases.

2. SME Exclusion: The focus on large enterprises overlooks grassroots innovations,
like Lviv-based retailers using Telegram bots for inventory updates.

3. Temporal Scope: The six-month data collection may miss long-term trends, such
as ERP ROl depreciation.

These limitations highlight the need for conducting longitudinal and mixed-methods
research to further develop DSCC theory in transitional contexts. This study contributes to the
ongoing discussion by illustrating that adaptation alone is inadequate; organisational agility and
leadership alignment are essential. Future research should incorporate dynamic variables, such

as geopolitical risk indices, and extend to smaller enterprises.
Conclusions and Recommendations

This study examined the application of digital technologies for integrating marketing and
logistics in three Ukrainian enterprises — Rozetka, Nova Poshta, and Meest — using a qualitative
case study approach. It confirms that ERP, 10T, and blockchain enhance cross-departmental
coordination, but their success depends on transitional-economy enablers such as organisational
flexibility and infrastructure. Key findings include a 25% reduction in order fulfilment times for
Rozetka through SAP ERP integration, a 15% increase in customer satisfaction thanks to Nova
Poshta’s loT-driven alerts, and a 44% decrease in customs disputes following Meest's blockchain
adoption. These effects were conditional on internal factors (leadership and agility) and external
constraints (grid instability and broadband gaps), which are often neglected in global DSCC

models. The research questions are answered as follows:

1. Digital Technologies: ERP, CRM, and loT emerged as the most impactful tools,
though their efficacy depended on customisation to local needs (e.g., Rozetka's Al
trained on Ukrainian consumer data).

2. Interaction Changes: Automated dashboards replaced 70% of interdepartmental
meetings, accelerating decision-making from 72 hours to 12 hours in marketing-
logistics workflows.

3. Enablers and Barriers: Leadership training and phased scaling enabled success,
while organisational inertia and skill gaps hindered progress.

4. Successful Cases: All three enterprises achieved integration through context-
specific strategies, such as Nova Poshta’s hybrid (on-premise/cloud) data

infrastructure.
Practical Recommendations

To replicate these successes, Ukrainian enterprises should prioritise three actions. First,
integrate CRM and SCM systems to enable real-time data sharing, as demonstrated by Rozetka's
Al-driven demand forecasting. Second, establish cross-functional teams to co-design digital tools,
mirroring Meest's “innovation sprints” that reduced resistance to blockchain. Third, collaborate
with policymakers to address infrastructural deficits, particularly energy grid stability and

broadband access, which undermine cloud-based solutions. For multinationals operating in
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similar markets, the cases underscore the need to adapt Western DSCC models by incorporating

local risk assessments, such as geopolitical volatility indices.
Main Findings

1. Digital tools, such as ERP, CRM, and loT, were most impactful, contingent upon
local customisation.

2. Digitalisation replaced 70% of interdepartmental meetings and cut decision-
making time from 72 to 12 hours.

3. Success depended on leadership support and staged scaling; barriers included
resistance to change and skill shortages.

4. Enterprises thrived by using context-sensitive models, like Nova Poshta’s hybrid

cloud/on-premise infrastructure.
Practical Recommendations

1. Link CRM and SCM systems to enable real-time marketing-logistics coordination,
following Rozetka’s demand forecasting model.

2. Establish cross-functional innovation teams to co-develop tools and reduce
resistance, as shown by Meest's sprints.

3. Engage public stakeholders to strengthen digital infrastructure and mitigate
risks tied to energy and connectivity.

4. Multinationals should adjust DSCC templates to account for political and

infrastructural volatility by utilising local risk diagnostics.
Theoretical Contributions
This research extends supply chain theory by offering three contributions.

1. It empirically documents digital integration under crisis conditions, expanding
DSCC theory beyond stable economies.

2. It proposes a “digital collaboration matrix” linking tool types to functional
outcomes, enabling comparative replication.

3. ltidentifies the critical mediating role of management practices—an element

that is often missing from current techno-centric frameworks.
Suggestions for Future Research

1. Quantitative validation of the collaboration matrix using SEM to test drivers like

leadership style or training.

2. Cross-country comparisons with EU-based enterprises to identify transferable

and context-specific practices.

3. Longitudinal assessments of frugal innovations—like Nova Poshta’s

infrastructure—under shifting geopolitical pressures.
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4.  There should be a greater focus on SMEs to capture low-cost, grassroots

innovations (e.g., Telegram-based CRM) in resource-constrained settings.

By clarifying mechanisms, offering guidance, and proposing replicable models, this study
bridges academic and applied gaps in digital supply chain integration within transitional

economies.
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