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The article investigates and systematizes the functions of the sales department at
e-commerce enterprises with plans for further use in the development of a project to
create a decision support system for the sales department. The analysis was carried
out using the methods of systematization, generalization, functional analysis and
graphical representation of processes and relationships in the Unified Modeling
Language. The main functions of any sales department at a trading enterprise, as
well as additional functions that take into account the specifics of the activities
of e-commerce enterprises, are highlighted. The interrelationships of the divisions
of the sales department at e-commerce enterprises were studied. The concepts,
features and problems of the functioning of the sales department at e-commerce
enterprises are analyzed. One of the main problematic aspects of the functioning of
the sales department at an e-commerce enterprise is the variety of existing structures
depending on the type of enterprise and the personal vision of the entrepreneur, as
a result of the lack of a single effective system for creating a sales department at
an e-commerce enterprise. It was determined that all the mentioned shortcomings
make it difficult to create an effective sales department at e-commerce enterprises
and, as a result, significantly affect the profitability and economic attractiveness of
such enterprises. In order to systematize the functions of one of the most important
for generating profit divisions of the enterprise, a model of representation of
functional processes and internal relationships was developed using the Unified
Modeling Language. The results of the conducted functional analysis of the sales
department at e-commerce enterprises are planned to be used to develop a project
for a corresponding automated decision support system.

®YHKIIOHAJIBHUM AHAJI3 AIAJABHOCTI
BIIJILTY ITPOJAXKIB IIIIMPUEMCTBA EJJEKTPOHHOI TOPTIBJII
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Krouosi ciioBa:
(YHKIIOHATBHUN aHai3,
€JICSKTPOHHA TOPTiBJIS,

BIJUIUT MMPOIAXKIB, OI3HEC-TIPOIIECH,
MOJIEJTIOBaHHS Oi3HEC-IIPOIIeCciB

VY crarti MOCTDKEHO Ta CHUCTeMaTH3oBaHO (YHKHII BiAmury mpomaxiB Ha
MiIPUEMCTBI  €JIEKTPOHHOT TOPTiBJII 3 METOI IOJAJBIIIOr0 BUKOPHUCTAHHS
Y PO3pOOIIi IPOCKTY CTBOPESHHS CUCTEMH IMiATPUMKHU MPUAHATTS PILICHb BiIIiIIOM
MpoNaxiB. AHai3 3IIICHEHO 3 BHUKOPHCTAHHSIM METOMIB CHUCTEMaTH3allii,
y3araJlbHeHHs, (YHKIIOHAJIBHOTO aHali3y Ta TpadiqHOro IPEACTaBICHHS
mporeciB i B3aemo3B’si3kiB MoBoro UML. Bugineno ocHoBHI (yHKmil
Oyab-KOTO BIAMUTY TPOAAXKIB HA TOPTOBOMY IIIANPHEMCTBI Ta TOIATKOBI,
3 ypaxyBaHHSIM OCOOJIMBOCTEH MisITBHOCTI MiAMPHUEMCTB €ICKTPOHHOI TOPTIBII.
Jlocni/pkeHo B3a€MO3B’SI3KM TIPO3AUIIB BTy MPOJAXKIB HA MIiANPUEMCTBI
CJIEKTPOHHOI TopriBii. [IpoaHayi3oBaHO MOHATTS, OCOOJUBOCTI Ta MPOOIEMHU
(YHKIIOHYBaHHS BIAJUTy NpOJaXiB Ha IIIPHEMCTBI EJIEKTPOHHOI TOPTIBII.
OnHUM 3 TOJOBHHMX HPOOJEMHHUX acleKTiB (DYHKIIOHYBaHHS BiJJIUTy IPOAAXKIB
Ha TIINPUEMCTBI €IEKTPOHHOI TOPTIiBII BH3HAYEHO Pi3HOMAHITHICTH iICHYIOUMX
CTPYKTyp B 3QJCXKHOCTI Bi THITy MiANPHEMCTBA Ta OCOOMUCTOTO OadeHHS
HIANPUEMIIS, SIK pe3yJbTar BiJICYTHOCTI €IMHOI €(EeKTHBHOI CUCTEMU CTBOPEHHS
BIZUTUTY TPOJ@XIB Ha MIIPUEMCTBI €IEKTPOHHOI TopriBii. BusHadeHo, 1o yci
3a3HaYeHI HEMOJIKM YCKJIaJHIOIOTh CTBOPEHHS ¢(PEKTHBHOTO BiJILTY MPOJaXKiB
Ha TIAMPUEMCTBI €IEKTPOHHOI TOPTIBMII Ta, SIK HACTIIOK, 3HAYHO BIUIMBAIOTH HA
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peHTa0eNpHICTh Ta EKOHOMIYHY NMPUBAONMBICTH TAKUX MIiANPHEMCTB. 3 METOIO
cucreMarn3amii (QyHKIIH OZHOTO 3 HAWOIIBII BAXIWBUX IS TEHEPYBaHHS
npuOyTKy MiINPHEMCTBA BB, 13 3acTocyBaHHsSIM MoBH UML po3pobneno
MOJIEJb MPE/ICTABICHHS (PYHKIIIOHATBHUX MPOLIECIB 1 BHYTPIIIHIX B3a€MO3B’ SI3KIB.
Pesynbratn mpoBeseHOro (yHKIIOHAJIBHOTO aHaji3y BUUIUTY NpPOAaXiB Ha
MAPUEMCTBI €JIEKTPOHHOI TOPTiBJi IUIAHYETHCSI BUKOPUCTATH JUIS PO3POOKH
MIPOEKTY BIAIOBITHOT aBTOMATH30BaHOT CHCTEMH I ITPHMKH HPHUHSTTA PillICHb.

Statement of the problem

In recent years, the share of electronic commerce has
been steadily growing on the world and domestic markets.
More and more often, trading companies implement and
use the possibilities of Internet technologies, which allow
entrepreneurs to expand their influence markets, facilitate
search and interaction with the target audience, reduce
expenses for maintaining warehouse and trading premises, etc.

But at the same time, the e-commerce market is
challenging for entrepreneurs because of new forms of
distribution, marketing, sales, and work organization.
Therefore, there is a need for a more detailed study the
peculiarities of the activities e-commerce enterprises, the
separation and systematization of the functions the main
departments, which is the sales department.

Analysis of latest research and publications

The activities of e-commerce enterprises are the subject
of research by foreign and domestic scientists. In particular,
one should pay attention to [1] and a series of works by
the same author [2—4]. These works consider the content,
advantages and disadvantages of e-commerce, features of
the application of information technologies used in various
functions in the field of retail trade — CRM, ERP, POS
equipment, RFID, SCM and others.

Among the publications of domestic authors, it is worth
highlighting the article by Khovrak 1. V. [5], which reveals
the essence, subjects and forms of e-commerce, the main
advantages and disadvantages of e-commerce in Ukraine.
Krasnokutska N.S. and Kardovska N.S. [6] developed
the theoretical provisions of sales management in an
online store from the standpoint of a systemic approach
and identified the main processes and functions that make
up the content of sales management in an online store.
Features of the development of Internet trade, advantages
and disadvantages that enterprises receive due to the
introduction of electronic trade are highlighted in the work
of Danko T. and Yavorska N. [7]. This work also carried out
a comparative description of certain aspects of traditional
trade and Internet trade in its current state.

In the article [8], the authors Bokovets V., Davidyuk L.
revealed the prerequisites for the development of electronic
commerce, the conditions for its formation as a separate
branch of the economy, and also analyzed the largest
regions of electronic commerce, companies implementing
electronic commerce, and other statistical data regarding
online orders in Ukraine.

Therefore, the organization of the activities of
e-commerce enterprises has been repeatedly considered
in one way or another by researchers, but most scientific
achievements are aimed at studying the activities of
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enterprises in e-commerce in general. However, the
question of distinguishing and systematizing the functions
and relationships of the sales department in the context
of an e-commerce enterprise, taking into account all the
peculiarities of the activities such enterprises, is still
relevant. After all, it is the sales department that forms the
basis of any trading enterprise and occupies an important
place in ensuring its effective functioning.

Goals formulation

The purpose of the article is to carry out a functional
analysis of the sales department at the e-commerce
company in order to identify and organize the functions
of employees, to highlight the relationships between the
divisions of the sales department.

Presentation of the main research material

Every modern person has encountered e-commerce
enterprises as a buyer, seller or employee. And since the
beginning of the COVID-19 pandemic, e-commerce
began to occupy an important part of the lives of each of
us. According to The Statistical Portal [9], in the period
2014-2019, the volume of global retail e-commerce
increased by 2.6 times, and in 2021 amounted to
approximately 4.9 trillion US dollars. Obviously, the
modern business environment is rapidly transforming, and
the introduced quarantines are limited by a much larger
number of entrepreneurs and buyers who have turned to
Internet technologies to conduct trade transactions.

E-commerce in Ukraine began to take shape later than
developed countries, but according to Eurostat [ 10], Ukraine
currently ranks first among all European countries in terms of
the growth of e-commerce volumes. The rapid development
of e-commerce in our country requires monitoring,
support and promotion of the further development of this
industry. The war of 2022, the volunteer movement and
the internationalization of military and humanitarian aid
provide even greater acceleration to these processes.

The rapid acceleration and availability of technology is
shaping a new economy with another forms of distribution,
marketing, sales, and work organization. Inefficient
organization of activities in new conditions leads to an
increase in costs for supporting functioning, irrational use
of resources, a decrease in the controllability of processes
and significant losses.

The main difficulty in studying the business processes
of the sales department of e-commerce enterprises is the
variety of existing structures of the department, functional
divisions depending on the type of enterprise and the
personal vision of the entreprencur. As a result, there is
no single approach to creating a sales department. This
situation greatly complicates the creation of an effective
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sales department at an e-commerce enterprise, which
affects the profitability and economic attractiveness of such
enterprises. Therefore, in order to identify and organize the
functions of one of the most important departments for
generating profit, we will conduct a functional analysis of
the sales department at the e-commerce company.

Recall that functional analysis is a methodology
of complex research of cause-and-effect relationships,
separate driving forces of the development of economic
phenomena and processes, in which emphasis is placed on
the knowledge of dependent functions [11].

The object of functional analysis within the system
approach is considered as a system that is characterized
by an internal structure and is capable of performing
certain useful functions. The description of the system
as functions allows to abstract from the specific carriers
of these functions (system components) and its physical
and economic nature. The function is a converter of input
resources and a creator of output systems.

The sales department at any trading company, as a rule,
performs the following functions: attraction of new buyers;
optimization of orders received from them; conclusion of
contracts for the supply of products; ensuring the rhythm
and regularity of product sales; study and satisfaction of
customer needs for the company’s products; control over the
fulfillment of contractual obligations with partners; formation
and improvement of the sales information support system.

In addition to the functions mentioned above, e-commerce
companies are characterized by certain features. The main
difference in the sales process at an e-commerce company
is the possibility of selling goods that are not available in
the warehouse, making payments using electronic payment
systems or postal services, and a significantly longer period
of time compared to ordinary trading activities between the
order, payment and receipt of the order. For the functioning
of the sales department, this means the need to:

— carrying out additional monitoring of the presence of
missing goods in the warehouses of the supplier;
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— availability of the possibility of quick organization
of additional deliveries;

— tracking and fixing the payment;

— availability of control over the reliability of all
recipient data when transferring orders to postal services.

According to [6], sales management is a field formed at
the intersection of management, marketing and sales. The
idea of sales management at an e-commerce company is
to identify all possible areas of sales expansion and make
decisions regarding the choice of each of them, based on
the available potential. This level of sales management is
strategic, as it determines the prospects for the development
of'an e-commerce enterprise. The strategic tasks of the sales
department include: forecasting and planning of potential
sales channels and methods; justification and selection of
the number of intermediate links on the way of goods from
the seller to the consumer.

According to the hierarchical structure, sales
management is carried out at the level of functional
divisions. In an e-commerce business, this can be the sales
department, the purchasing department, and the marketing
department. At the level of the functional division, sales
management is tactical and operational, related to work
with existing customers, implementation of programs for
attracting new buyers, search and selection of commercial
offers for the supply of goods, etc.

On the basis of the generalization of works [12—-14],
the functions of the divisions the sales department at
the electronic trade enterprise were supplemented and
systematized in the Table 1.

For the better understanding of the sales department’s
functioning process at an e-commerce company the model
of functional interaction between the divisions highlighted
in Table 1, using activity diagrams in the Unified Modeling
Language were constructed.

As can be seen in Fig. 1, among the divisions that make
up the sales department at the e-commerce company, the
analytical department occupies an important place. Also, the

Table 1 — Functional analysis of divisions of the sales department at the e-commerce enterprise

Divisions Specialists Functions
Forming orders, sending to suppliers, collecting responses, carrying out, clarifying the
Purchasing manager specifics of delivery (number of seats, time of arrival of the car, etc.), monitoring the
Purchasing availability of the necessary goods and their quantity at suppliers.
divisions . . . Ensuring the continuity of the supply of goods, finding suppliers for all available product
Supplier relationship | . . . . . .
items, agreeing on delivery schedules, finding backup suppliers, assessing the fulfillment of
management manager D .
obligations by suppliers.
. Analysis of the product flow, selection of product groups, demand forecasting, support
o Manager of analytics L . . D
Divisions and assortment for decision-making on expanding the assortment, removing items from the assortment,
of analytics on pricing, on manual adjustment of purchase volumes (season, supplier promotions,
management o .
obligations to suppliers, etc.).
Creation of commercial proposals, invoices, processing of commercial proposals, conclusion
B2B sales manager of contracts, shipment of goods, formation of TTN, payment and tracking of the status of
Sales contract execution, creation and maintenance of friendly business relations with partners.
divisions Checking the availability of the ordered product, processing and confirming the application,
B2C sales manager consulting, checking payment, forming the TTN, tracking the delivery status, resolving
disputed issues, collecting feedback.
Creation and implementation of product promotion strategies on the market, clarification
Marketing . . and familiarization with products, promotions, client offers by methods of advertising
R Advertising manager | . . . . . o,
divisions influence, attraction of new customers (organic search, Internet advertising, e-mail mailings,
media activities, online events), analysis of the effectiveness of sales channels.
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Fig. 1 — Model of the functional interaction of divisions of the sales department
an e-commerce company (using the Unified Modeling Language)

tasks of the analytical division are those that most require
the development of decision-making support mechanisms
(algorithms), because the efficiency of the sales department
and the enterprise as a whole depends on the recommendations
provided by the analyst of the e-commerce enterprise.

Conclusions

In the article, the functional analysis of the sales
department at the e-commerce enterprise is carried out. It
can be used as a basis for the formation of a technical task
for the development of a project of an automated decision-
making support system for this department.

The research was carried out using the methods of
systematization, generalization, functional analysis and
graphical representation of processes and relationships in
the Unified Modeling Language.

Concepts, features and problems of the functioning
of the sales department at an e-commerce enterprise are
analyzed, the main functions of any sales department
at a trading enterprise and additional ones, taking into
account the peculiarities of the activities of e-commerce
enterprises, are highlighted.

It was revealed that one of the main problematic aspects
of the functioning of the sales department at an e-commerce

company is the variety of existing structures depending
on the type of company and the personal vision of the
entrepreneur. The result is the lack of a single effective
system for creating a sales department. This significantly
complicates the creation of an effective sales department
at an e-commerce enterprise, which in turn significantly
affects the profitability and economic attractiveness of such
enterprises.

The interrelationships of the divisions of the sales
department at the e-commerce enterprise were studied.
As a result, a model for representing functional processes
and internal relationships using the Unified Modeling
Language was developed.

The functional analysis of the sales department at an
e-commerce enterprise allows us to identify and systematize
the tasks of functional units, evaluate the rationality of
existing processes, implement the search for problematic
issues (weakly structured tasks) in the functioning of units
and the system of their interaction and determine effective
ways to implement them.

The results of the conducted functional analysis of
the sales department at the e-commerce enterprise are
planned to be used for the development of a project for
a corresponding automated decision support system.

References

1. Khurana, A. (2009). Information Technology for Retailing: 1E. Indian Institute of Management. Ahmedabad : Tata

Mcgraw Hill Education Private Limited.

2. Khurana, A. (2019). Advantages of E-commerce Over Traditional Retail. Retrieved from https://www.thebalancesmb.com/

advantages-of-ecommerce-1141610

46



Financial Strategies of Innovative Economic Development. Ne 2 (54), 2022 ISSN Print 2786-5150

10.

11.

12.

13.

14.

ISSN Online 2786-5169

Khurana, A. (2019). Advantages And Disadvantages of E-Commerce. Retrieved from https://www.thebalancesmb.com/
ecommerce-pros-and-cons-1141609

Khurana, A. (2019). Defining the Different Types of E-Commerce Businesses. Retrieved from
https://www.thebalancesmb.com/ecommerce-businesses-understanding-types-1141595

Khovrak, I.V. (2013). Elektronna komertsiia v Ukraini: perevahy ta nedoliky — [Electronic commerce in Ukraine:
advantages and disadvantages]. Ekonomika. Finansy. Pravo — Economy. Finances. Right. No. 4. P. 16-20.
Retrieved from http://nbuv.gov.ua/UJRN/ecfipr 2013 4 7 [in Ukrainian]

Krasnokutska, N.S., & Kardovska, N.S. (2012). Systemnyi pidkhid do upravlinnia prodazhamy v internet-mahazyni —
[A systematic approach to sales management in an online store]. Ekonomichna stratehiia i perspektyvy rozvytku
sfery torhivli ta posluh — Economic strategy and prospects for the development of trade and services. No. 1(1).
P. 216-224. Retrieved from https://docplayer.net/amp/223760214-Sistemniy-pidhid-do-upravlinnya-prodazhami-v-
internet-magazini.html [in Ukrainian]

Danko, T., & Yavorska, N. (2021). Osoblyvosti rozvytku internet-torhivli ta porivnialna kharakterystyka
z tradytsiinoiu torhivleiu — [Features of internet trading development and comparative characteristics with traditional
trade]. Ekonomika ta suspilstvo — Economy and society. No. 33. Retrieved from https://doi.org/10.32782/2524-0072/
2021-33-43 [in Ukrainian]

Bokovets, V., & Davydyuk, L. (2021). Elektronna torhivlia i yii znachennia dlia rozvytku biznesu — [E-commerce
in Business Development]. Visnyk Khmelnytskoho natsionalnoho universytetu. Ekonomichni nauky — Herald of the
Khmelnytskyi National University. Economic sciences. No. 1. P. 210-213. Retrieved from http://journals.khnu.km.ua/
vestnik/wp-content/uploads/2021/07/2021-1-EH-37.pdf [in Ukrainian]

Retail e-commerce sale worldwide from 2014 to 2023 (in billion US dollars). www.statista.com. Retrieved from
https://www.statista.com/statistics/ 379046/worldwide-retail-e-commerce-sales

lak zminiuiutsia zvychky ukrainskykh internet-pokuptsiv. Rezultaty doslidzhennia CBR — [How the habits of
Ukrainian Internet buyers are changing. Results of the CBR study]. RetailersUA. Retrieved from https://retailers.ua/
uk/news/menedjment/11463-kak-menyayutsya-privyichki-ukrainskii-internet-pokupateley-rezultatyi-issledovaniya-
cbr [in Ukrainian]

Mocherny, S.V. (Eds.). (2000). Ekonomichna entsyklopediia — [Economic encyclopedia]. Vols. 1-3. Kyiv :
Vydavnychyi tsentr «Akademiiay. [in Ukrainian]

Avtomatyzatsiia viddilu prodazhiv — [Automation of the sales department]. torgsofi.ua. Retrieved from
https://torgsoft.ua/soft/avtomatizaciya-otdela-prodazh/ [in Ukrainian]

Shcho take CRM-systema ta yak vona pratsiuie? — [What is a CRM system and how does it work?]. www.terrasoft.ua.
Retrieved from https://www.terrasoft.ua/page/definition-crm [in Ukrainian]

lak pratsiuvaty z analitykoiu prodazhiv? — [How to work with sales analytics?]. business.diia.gov.ua. Retrieved from
https://business.diia.gov.ua/en/ handbook/prodazi/ak-pracuvati-z-analitikou-prodaziv [in Ukrainian]

47



