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THE ROLE OF DIGITAL PROCESSES
IN THE INNOVATIVE DEVELOPMENT OF
UKRAINIAN BUSINESS: ECONOMIC ASPECT
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A. e. H., mpodecop, 3aBiayBad KadeApy MEHEASKMEHTY i MapKeTHHTy, KuiBcsknmil HarfioHaABHUI AIHTBiCTIYHNI YHiBEpCUTET

H. B. Birenpxa,

K. €. H., AOLJEHT, IPOPEKTOP 3 HaBIaABHO-MeTOANIHOT po6oTtu, [IBH3 Binanuskuit iHCTUTYT KOHCTPYIOBAHHS OAATY i mIAIpMEMCTBA
B. B. Haropuuit,

K. €. H., AOLjeHT Kacdeapy exonomixy, HarfioHaasHNIT yHIBepeHTeT 6iopecypcis i npnpoAoKopucTyBaHHS YRpaiHu

POAB AIAJKUTAA TPOLJECIB B IHHOBALIIMHOMY PO3BUTKY YKPATHCHKOTO BI3HECY:
EKOHOMIYHUU ACIIEKT

YkpaiHcbki cy6'ekTn 6i3Hecy Bce aKTUBHILLIe BUKOPUCTOBYIOTb Jia)XNTas npoLecu 4ss BAOCKOHa-
JIeHHS CBOET Aii/IbHOCTI, 30KpeMa y HanpsiMKax oTPUMaHHS NPUOYTKY Ta PO3BUTKY HOBUX NPOAYKTIB
Tanocnyr. Li npouecu cpopmoBaHi BUKOPUCTAHHSIM UNDPOBUX TEXHOJIOTIV Ta nNnporpamMHuxX npoayKTis
Yy Pi3HUX acneKkTax BiTYN3HSIHOIro 6i3Hecy Ta BigirpaloTb BaXJ/IMBY POJIb B AOro iHHOBaLiiHOMY PO3BUT-
Ky. BigTak, crarrs cnpssiMmoBaHa Ha AOCAif)XEHHSI Cy4acHOi poni gigxnutan npoueciB B iIHHOBaLiiHOMY
PO3BUTKY YKpaiHCbKOro 6isHecy, 30KkpeMa if eKOHOMIiYHOro acnexkrty. ABTopamMmu peaslizoBaHe BU3Ha-
YeHHSsI CYyTHOCTI Ta cy4acHOi Tunosorii 6asoBux Qigxnuran npouecis, ki BN/MBalOTb Ha iHHOBaLiiHWiA
PO3BUTOK Bi3HecCy, a TakoXX HagaHa CUCTEeMHa XxapaKTepUCTUKa iX OCHOBHUX TUMIB, ix poniB iHHOBa-
UiiHOMY PO3BUTKY YKpPaiHCbKOro Gi3Hecy. Y Mexxax 4oCNiaXKeHHs1 LOBeAEHO, Lo Qif)XKNUTas npoyecu
B Oi3Heci cnip ipeHTngikyBaTn 9k npouecn, ki 3anexaTtb Big BUKOPUCTaHHS LNEPPOBNX TEeXHOJIOTiN
Ta pi3HOMaHITHUX MPOrpamMHUX NPOAYKTIB, LLO [O3BOJISIIOTb aBTOMaTU3yBaT, ONTUMI3yBaTHN, Npu-
CKOploBaT OTPUMAaHHSI NPUOYTKY Ta PO3BUTKY HOBUX NMPOAYKTIB i nocayr, 3abe3ne4yyio4yn iHHO-
BaUiiHICTb pO3BUTKY. 3a pe3yJibTaTaMu [OCNiA)KEeHHS BU3Ha4Y€Hi OCHOBHI TUINU Big)XNTas rnpoLuecis B
iHHOBaLiliHOMY PO3BUTKY yKpaiHCbKOIo Bi3Hecy, A0 AKUX BigHeCeHi: ungpoBi MapKeTUHroBi cTpa-
Terii, enekTpoHHa KkomepLuisa; aBToMmaTu3auis npoyeciB B Oi3Heci; eneKTPOHHNI JOKYMEeHTOooO0ir;
aHania gaHuvx Ta WTYy4YHWUi iHTesiekT. BctaHoB/1eHO, L0 KOMITJIEKCHI LngpoBi npoLuecun, HaBe4eHi BuLLe,
Aonomarailotb cyb'ektam 6i3Hecy He Tiflbky BUPIiLLyBaTHN BaXJNBi 3aBAaHHs, ajie TakoX CrpUsiioTh
¢opMyBaHHIO OCHOBHUX HanpsIMKiB iHHOBAaLiiHOro po3BUTKY YKpaiHCbKOro 6i3Hecy. 3a Takux ymoB,
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iHHOBaULiiHICTb PO3BUTKY Gi3HECY MOXXHa PO3rna[aTH ik 3arajibHy KaTeropito, sika 3aaexuTs Big ¢pop-
MaTy BUKOPUCTaHHS ULNMPPOBUX TEXHOJIOTIN Ta NPOrpamMHnUX NnpoAyKTis. JocnimkeHHs QigxuTan npo-
ueciB € KOMMJIEKCHUM HanpsiMoM, sikuii popMye niarpyHTs 4151 No[4asibLUuoro 4oCaig)XXeHHS BrJInBy
AipxuTan npouecieB Ha egpekTUBHICTb 6i3Hecy. OuUiHka egpeKTUBHOCTI gigxnTan npoyecie B 6i3Heci
MoXxe 6yTu npoBeneHa 3a [OMNOMOIo Pi3HOMaHITHUX NOKa3HUKIB, TaAKNX K 36i/bLLEHHS NPUOYTKY,
3HU)XXEHHS BUTPaT, NOKpaLLleHHS SKOCTi NpoAYKTIiB Ta NOCJ1yr, NOKpaLleHHs 3aJOBOJIEHOCTI KJ/TIEHTIB,
niaBULLEeHHSI KOHKYPEHTOCIMPOMOXXHOCTI TOLLO.

Ukrainian businesses are increasingly using digitalprocesses to improve their activities, particularly
in the areas of profit generation and development of new products and services. These processes in
Ukrainian business are formed through the use of digital technologies and software productsin various
aspects of domestic business and play an important role in its innovative development. Therefore,
the article aims to investigate the contemporary role of digital processes in the innovative
development of Ukrainian business, particularly in its economic aspect. The authors provided a
definition of the essence and modern typology of basic digital processes that influence the innovative
development of businesses, as well as a systematic characterization of their main types and their
role in the innovative development of Ukrainian businesses. It has been established within the study
thatdigital processes in business should be identified as processes that depend on the use of digital
technologies and various software products that enable the automation, optimization, and
acceleration of profit generation and the development of new products and services, essentially
ensuring the innovativeness of development. According to the research, the main types of digital
processes in the innovative development of Ukrainian businesses have been identified, which include:
digital marketing strategies, e-commerce, business process automation, electronic document
management, data analysis, and artificial intelligence. Itis noted that the complex of the above basic
digital processes helps businesses not only to solve important tasks but also to form the main
directions of innovation in the development of Ukrainian business. Under these conditions, the
innovativeness of business development can be interpreted as a collective category that depends on
the format of using digital technologies and software products. The study of digital processesis a
comprehensive direction that forms the basis for further research on the impact of digital processes
on business efficiency. The effectiveness of digital processes in business can be evaluated using
various indicators, such as increased revenue, reduced costs, improved product and service quality,
improved customer satisfaction, increased competitiveness, and so on.

KnrouoBi cnoBa: yughpoBi mapkemuHzoBi cmpameaii, e1ekmpoHHa Komepyis; aBmomamusayis npoyeciB; doky-
MeHmMoobiz; AHa3 OaHUX; WMYYHUL iHmeaexm.

Key words: digital marketing strategies, e-commerce, process automation, document flow, data analysis, artificial
intelligence.

PROBLEM SETTING (DESCRIPTION
OF THE PROBLEM BEING ANALYZED
IN GENERAL AND ITS CONNECTION
WITHIMPORTANT ACADEMIC

OR PRACTICAL TASKS)

At present, Ukrainian business entities are increasingly
using digital processes to improve their operations,
particularly in the areas of generating profit and developing
new products and services. These processes of Ukrainian
business (sometimes also referred to as digital processes
or processes of digital transformation) are formed by the
use of digital technologies and software products in va-
rious aspects of domestic business and play an important
role in its innovative development. From the transition to
online commerce to the use of smart production and
distribution technologies, all these processes accelerate
the pace of innovation in various fields. In particular, in e-

commerce, digital processes allow companies to increase
the efficiency and scale of sales, reduce costs for storage
and transportation of goods, and improve interaction with
customers through the development of electronic plat-
forms and internet marketing. In manufacturing, digita-
lization of processes enables the adoption of new techno-
logies and the development of more efficient production
methods, promoting automation and optimization of
business processes. In addition, digital processes allow
for the implementation of new technologies and the
development of more efficient methods of production,
promote automation and optimization of processes in
business. Moreover, digital processes help toincrease the
level of data security, ensure convenient and secure access
to information, and reduce the number of errors that may
occur in the process of manual data entry. Accordingly,
the research in the outlined direction is relevant and timely.
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ACTUAL SCIENTIFIC RESEARCHES
AND ISSUES ANALYSIS

Among the studies and publications that initiated the
solution to the problem of studying the role of digital
processes in the innovative development of Ukrainian
business, we have identified the groundwork of Savitska
O.M., Salabay V.0O. [4], Lihonenko L.O., Khripko A.V.,
Domanskyi A.O. [2]. The author relies precisely on the outlined
sources. However, the problem is that in most sources only
the main stages and factors that affect the process of digital
transformation of business are outlined. In addition, among
other studies, it is is possible to distinguish best practices
conducted by Mashika H., Zelic V., Kiziun A., Maslyhan R. et
al [5], where the main results and advantages of digital
processes are presented, directions, stages and obstacles
on the way of its implementation are identified. At the same
time, the typology of digital processes and their role in the
innovative development of Ukrainian business, which are not
investigated in most existing studies, form the general
problematic, which is devoted to the mentioned article.

THE WORDING OF THE PURPOSES
OF ARTICLE (PROBLEM)

The aim of the article is to investigate the contem-
porary role of digital processes in the innovation develop-
ment of Ukrainian business, particularly in its economic
aspect. To achieve the stated aim, the following research
objectives must be accomplished:

1) to define the essence and modern typology of basic
digital processes that affect the innovation development
of business;

2) to provide a systematic characterization of the main
types of digital processes and their role in the innovation
development of Ukrainian business.

Digital marketing strategies
(building a brand online; search
engine optimization, social
media; content marketing;
mobile technologies; analytics
tools)

Data analysis and
artificial intelligence
(machine learning and
other tools for data
analysis and trend
prediction)

Electronic document
management
(generation, editing,
storage, indexing, and
retrieval of documents).

Fig. 1. Digital processes that impact the innovative development

of Ukrainian businesses

Source: formed based on [1, 2, 3, 4].

E-commerce (displaying
products and services on
awebsite, receiving and
processing orders,
payment transactions,
product delivery, atter-
sales service)

Business process
automation (inventory
manageient and control,
financial operations
accounting, production
planning, quality control
of products and services,

THE PAPER MAIN BODY WITH FULL
REASONING OF ACADEMIC RESULTS

Digital processes in business are processes that
depend on the use of digital technologies and various
software products that allow for the automation,
optimization, and acceleration of profit generation and the
development of new products and services, essentially
providing innovation in development.

The main types of such processes in the innovative
development of Ukrainian business can be attributed to:
digital marketing strategies, e-commerce, automation of
business processes (automation of routine tasks),
electronic document management, data analysis, and
artificial intelligence. It is noted that the innovativeness
of development can be interpreted as a collective category
that depends on the format of using digital technologies
and software products.

The outlined processes, although not exhaustive, form
the main directions of innovation in the development of
Ukrainian business. Digital processes that influence the
innovative development of Ukrainian business, as well as
the technologies and software products inherent to them,
are summarized in Figure 1.

Therefore, let us consider in more detail the main types
of digital processes by systematically characterizing them
and outlining their role in the innovative development of
Ukrainian business. To do this, we need to determine which
specific needs each of the aforementioned digital
processes solves for the business entity and what results
are provided by the practical application of such a process.

So, digital marketing strategies or the use of commu-
nication channels and marketing tools on the internet play
an important role in the innovative development of
Ukrainian businesses, as they expand opportunities for
customer acquisition and revenue
growth through the use of technologies
and software products in the following
areas [3]: building a brand online;
applying search engine optimization;
using social media; using content
marketing; using mobile technologies;
and using analytics tools. The charac-
terization of the role of technologies
and software products of digital
marketing strategies in the innovative
development of Ukrainian business is
systematized in Figure 2.

The confirmation that digital
marketing strategies can be a powerful
tool for innovative development of
Ukrainian business is the experience
gained by a number of entities, inclu-
ding "Rozetka".

This business entity actively uti-
lizes digital marketing to attract and
retain its customers, including SEO
optimization (for promoting its pro-
ducts and services), social media, and
mobile technologies (for commu-
nicating with customers, expanding its
reach and popularity, including
"Rozetka" having a mobile application

etc.)

IHBecTuyii: noaxtuka 1o gocsig N 2023
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Building a brand online allows businesses to increase their visibility on the Internet,
expanding their audience and attracting new customers through social media, email
marketing, and other online channels.

The use of social media allows for their utilization as a channel of

communication with customers, attracting customers through advertising
campaigns on these platforims, and maintaining interaction with the audience.

The use of search engine optimization (SEO) or website optinuzation by a
business entity contributes to improving its ranking in Google search results.
Thus allows business entities to attract more customers.

Using analytics tools to 1dentity sales trends and changes 1n customer
behaviorin order to create effective marketing campaigns and increase

business profitability.

The use of mobile technologies (mobile applications, etc.) allows businesses to
attract more customers (by targeting audiences that use mobile devices with
internet access to search for products and services), thus increasing profitability.

The use of content marketing through the creation and dissemination of valuable
content enables businesses to generate audience interest, increase traftic, and improve

their rankings in search engines.

Fig. 2. Characteristics of the role of technology and digital marketing software
in the innovative development of Ukrainian businesses

Source: formed based on [2; 3; 5].

allowing customers to make purchases from their mobile
devices, posting news, promotions, and information about
its products on social media platforms such as Facebook,
Instagram, Twitter, YouTube, and LinkedIn). In addition,
the business entity utilizes Google Analytics, Adobe
Analytics, or other analytics tools to measure the
effectiveness of their campaigns and identify trends in
customer behavior. In conclusion, "Rozetka" has become
one of the leaders in the Ukrainian e-commerce market.
Besides "Rozetka," there are other successful examples
of using digital marketing strategies by entities such as
"Nova Poshta," PUMB Bank Ukraine, "Ecoiffier Ukraine,"
etc., which have changed their businesses and attracted
more customers. Therefore, it can be stated that the
existing experience confirms the significant role of digital

marketing strategies and their contribution to shaping the
market direction of innovative development (aimed at the
marketing and sales processes).

E-commerce, or the process of buying and selling goods
and services using internet-based technology rather than
physical trade, currently provides businesses with the ability
to attract new customers and expand their operations. In
particular, this digital process involves the use of technologies
and software products in the following areas: displaying
goods and services on a website or specialized platform;
receiving and processing orders; payment transactions;
delivery of goods and providing after-sales service. The
characterization of the role of e-commerce technologies and
software products in the innovative development of Ukrainian
businesses is systematized in Figure 3.

prices.

Q

Displaying products and services on a website or a specialized platform enables
businesses to create descriptions of products, add photos and videos, and determine

Order taking and processing enables businesses to remotely collect and process
information about orders, check product availability in stock, generate invoices,
and notify customers about the order acceptance.

®
Q

Payment operations that are oriented towards using various electronic payment
systems, such as credit cards, e-wallets, bank transters, allow businesses to
remotely accept payment for goods or services.

Delivery of goods and provision of after-sales service allows businesses to deliver
products to customers (with the option of delivery tracking), provide remote after-
sales service (including product returns and handling of complaints and claims).

()

Fig. 3. Characteristics of the role of e-commerce technologies
and software products in the innovative development of Ukrainian business

Source: formed based on [3; 5].
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Inventory management enables a business entity to build an automated system for
managing inventory of goods or materials, or stock, reducing time spent on their
allocation and provision, as well as increasing resource utilization efficiency.

Financial transaction management enables businesses to establish an automated
system for tracking financial operations, such as bill payments and customer
payments, thereby improving accuracy and reducing costs associated with
accounting documentation maintenance.

efficiently.

Production planning allows businesses to create automated production
planning systems, optimize production processes, and schedule work time

Data analysis enables businesses to implement analytical programs for
processing and analyzing data on sales, customers, and other aspects of
business, and to make more informed decisions in the production sphere.

®
G
o

Quality control of products and services allows business entities to establish a system
for automating quality control and monitoring, tracking the quality of products
during transportation, and implementing systems for monitoring and analyzing
customer feedbacl on products and services.

@

Fig. 4. Characterization of the role of automation technology
and software products in the innovative development of Ukrainian businesses

Source: formed based on [3,4; 5].

Evidence that e-commerce can be a powerful tool for
the innovative development of Ukrainian businesses is
demonstrated by the experience of a number of entities,
among which are not only online retailers like Rozetka.ua,
but also other entities such as Epicentr K, Comfy, and
others. In particular, these entities are developing new
electronic platforms and creating unique online delivery and
after-sales service offerings (for example, Epicentr K has
developed the "Epicentr 24" platform, which offers a wide
range of products from construction materials to
electronics, while Comfy offers its own delivery service
"Comfy express" with the ability to deliver goods within
2-3 hours [3]).

Thus, it can be concluded that the existing experience
confirms the significant role of e-commerce technologies
and software products in promoting innovative

development associated with digital transformation of
business and its processes. In fact, currently, business
entities have the opportunity to attract new customers
from around the world and work in online mode without
the need for a physical store or office.

Automation of business processes currently allows
businesses to ensure the automatic execution of routine
tasks and focus on the most important tasks that ensure
increased competitiveness and business development
(including strategic planning, development of new products
and services, and improving customer service). In
particular, this digital process involves the use of techno-
logies and software products in areas such as inventory
and supply chain management, financial transaction
tracking, production planning, quality control of products
and services, and so on. The role of these automation

Automatic document generation allows for creating various types of documents, saving
time, and reducing errors associated with manual data entry. Tt also enables increased
es, reduced labor costs, and ensures data accuracy, which
is crucial for financial and legal documents.

efficiency in business proc

)

Document editing allows for reducing printing and mailing costs, quickly making
changes to documents, and storing them digitally.

Automatic document storage enables businesses to keep documents in a secure
and accessible location, ensuring their protection from loss or damage

)

Document indexing allows businesses to efficiently manage large volumes of]
documents and quickly locate the necessary document.

Automated document recovery in case of loss or damage 1s crucial for ensuring the
reliability and integrity of document exchange.

Fig. 5. Characterization of the role of the outlined electronic document management technologies
and software products in the innovative development of Ukrainian business

Source: formed based on [3, 5].

IHBecTuyii: noaxtuka 1o gocsig N 2023
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Machine learning 1s used to solve tasks that cannot be solved using traditional
algorithms. It provides improved accuracy in prediction and data analysis.

customer groups, and others.

Clustering and classitication of data enable the identitication ot specitic
groups and classes of data based on common characteristics.
busmesses to address tasks related to market segmentation, 1dentification of

It helps

Forecasting allows for predicting future trends and changes in the market and
15 used by businesses to forecast demand for goods and services, changes in
exchange rates, pricing policies, and other aspects that affect business.

Reinforcement learning provides svstem learning based on its own activities
and enables the improvement of production processes.

Data visualization or the creation of graphical images to present data and
information helps businesses understand complex data and make better decisions

and strategies.

analyze human language, which helps businesses in analyzing customer feedback,

Z
Natural Language Processing (NLP) allows computer systems to understand and
momnitoring social media, and other related tasks.

Fig. 6. Characterization of the role of the data analysis and artificial intelligence technologies
and software products in the innovative development of Ukrainian businesses

Source: formed based on [3, 5, 4].

technologies and software products in innovative
development of Ukrainian business is outlined and
summarized in Figure 4.

The experience of automating processes in the
innovative development of Ukrainian business is quite
diverse. For example, the online retailer Rozetka.ua uses
automated inventory management systems (to ensure fast
processing and shipping of orders) and an automated
monitoring and analysis system of customer feedback on
products and services (to understand how to improve
service quality and refine products). Another example of
a business successfully utilizing process automation in its
operations is the network of electronics and home
appliances stores, Comfy. This business entity uses
inventory management systems that allow them to track
the amount of goods in stock in real-time and forecast the
need for the upcoming periods.

Therefore, it can be stated that the available experien-
ce confirms the significant role of automation technologies
and software products in the formation of innovation
development associated with the process-oriented
direction of innovation development.

Electronic document management or the process of
transferring documents in electronic form between
different participants of a business process allows
businesses to speed up document flow, reduce costs of
their processing, and ensure higher reliability and
confidentiality of information exchange. In particular, such
a digital process includes the use of technologies and
software products in the following areas: automatic
generation of documents (or creation of various types of
documents, such as invoices, contracts, and waybills, using
software), editing documents (or the process of making
changes to existing documents using software), storing
documents on a server or cloud storage, indexing

documents (providing metadata, information about the
document that helps classify and find it, for each document
stored in electronic form), and document recovery. The
described directions are carried out in electronic form. The
role of the outlined technologies and software products
of electronic document flow in the innovative development
of Ukrainian business is characterized and systematized
in Fig. 5.

One example of using electronic document manage-
ment in Ukrainian business is the company "PJSC
Ukrtelecom", in particular its created system of electronic
document management "EDoc", which allows customers
to sign and send invoices online. In addition, the system
provides storage of documents on Ukrtelecom servers
and allows receiving notifications about the account
status. Thus, it can be stated that the existing experience
confirms the significant role of automation technologies
and software products in business innovation
development in terms of productivity and process
orientation.

Data analysis and artificial intelligence involve the
use of machine learning algorithms and other tools for
analyzing data and predicting market trends. In
particular, such a digital process involves the use of
technologies and software products in areas such as
data preparation and cleansing; machine learning; data
clustering and classification; prediction; reinforcement
learning; natural language processing and data
visualization. The characterization of the role of the
outlined technologies and software products related
to data analysis and artificial intelligence in the
innovative development of Ukrainian business is
systematized in Figure 6. In fact, the technologies and
software products under the outlined directions allow
businesses to make more informed decisions, thus

Data preparation and cleaning is used in the collection and processing of data for further
use and helps a business entity avoid errors in analysis and forecasting.
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improving the efficiency of achieving a certain goal or
solving a problem.

One example of the use of data analysis and artificial
intelligence by Ukrainian businesses is the use of machine
learning to improve the recruitment and selection process
for sales consultants in the electronics and home
appliances retail chain Comfy (including the use of
machine learning algorithms to analyze resumes and
assess candidate suitability) [ 1]. Among other examples
of using data analysis and artificial intelligence by Profit-
M LLC and Ukr Lit Prom LLC is the forecasting of demand
for goods and services (used for forming an annual
production program and compiling an annual procurement
plan). Thus, it can be concluded that the available
experience confirms the significant role of data analysis
and artificial intelligence technologies and software
products in promoting innovation in various directions
(including optimizing decision-making processes,
reducing costs, product-oriented innovative develop-
ment, etc.).

CONCLUSIONS FROM THIS STUDY
AND PROSPECTS FOR FURTHER
EXPLORATION IN THIS AREA

The study has shown that digital processes in
business should be identified as processes that depend
on the use of digital technologies and various software
products. They allow for the automation, optimization,
and acceleration of revenue generation and develop-
ment of new products and services, effectively
ensuring innovation in development. Specification of
the outlined position has allowed to draw the following
conclusions:

1. The main types of digital processes in the innovative
development of Ukrainian businesses include: digital
marketing strategies, e-commerce, process automation
(automating routine tasks), electronic document mana-
gement, data analysis, and artificial intelligence.

2. The comprehensive listing of the above basic digital
processes not only helps businesses solve important tasks,
but also shapes the main directions of innovation in the
development of Ukrainian business. Under these conditions,
innovation in business development can be interpreted as a
collective category that depends on the format of using
digital technologies and software products.

3. Overall, the use of digital processes is an integral
part of business innovation that can lead to significant
growth in profit and the development of new products and
services. However, to succeed in this direction, it is
necessary to ensure constant support and development
of the relevant technologies and software products that
form the basis of the digital infrastructure, as well as to
develop skills and knowledge of digital technologies among
business people.

PERSPECTIVES FOR FURTHER RESEARCH
IN THIS AREA

The study of digital processes is a complex direction
that forms the basis for further research into the impact
of digital processes on business effectiveness. The
effectiveness of digital processes in business can be
evaluated using various indicators, such as increased

profits, reduced costs, improved quality of products and
services, improved customer satisfaction, increased
competitiveness, and so on.
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