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challenges, enhancing societal well-being, addressing the socio-economic crisis, and

contributing to the country’s overall development.
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SWOT ANALYSIS OF AN IT PROJECT FOR DEVELOPING A CRM
SYSTEM TO AUTOMATE BEAUTY SALON OPERATIONS

In today's environment of digital business transformation, implementing a CRM
system in the service sector — particularly in beauty salons has become a critical
factor for maintaining competitiveness. Shifting consumer behavior, rising
expectations for service quality, personalized interactions, and convenient service
delivery all demand new technological solutions from businesses. A CRM system
provides the technological foundation needed to build long-term customer
relationships, manage interactions efficiently, and analyze customer needs.

The implementation of a CRM solution enables the automation of key business
processes, such as appointment scheduling, visit reminders, service history
tracking, marketing campaign management, and staff coordination. With

centralized storage of customer data, businesses can offer a personalized service
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experience, implement loyalty programs, and enhance overall customer
satisfaction. The system’s analytical tools support informed decision-making,
helping salon owners identify operational weaknesses, forecast demand, allocate
resources, and ultimately increase profitability [1].

However, like any IT project, the implementation of a CRM system brings not
only clear advantages but also potential challenges. These include technical,
organizational, financial, and human factors that may impact both the success of
the implementation and the system’s effectiveness. Therefore, it is crucial to
conduct a thorough analysis of internal and external factors at the project planning
stage to ensure successful deployment and optimal results.

One of the most effective tools for such an assessment is the SWOT analysis is a
method used to identify the strengths, weaknesses, opportunities, and threats
associated with project implementation. This analysis enables a systematic
evaluation of the situation, supports well-informed decision-making regarding the
CRM system implementation strategy, and helps prepare in advance for potential
risks [2-3].

Below is a structured SWOT analysis of the project to develop a CRM system for

automating the operations of a beauty salon.

Table 1 — SWOT analysis of the IT project

[ Seemele ] Welness

S.1. Automation of appointment W.1. High development and
scheduling and booking (reduces implementation costs (especially
errors and improves customer during the initial phase).
convenience). W.2. Need for staff training (potential

S.2. Centralized storage of customer | resistance to change).
information (visit history, preferences, | .3. Difficulty in providing technical

feedback). support without an IT specialist.
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S.3. Personalized marketing
campaigns (enabled by customer base
segmentation).

S.4. Enhanced customer service
(reminders, greetings, promotions).
S.5. Real-time analytics and reporting
(to support data-driven decision-
making).

S.6. Integration with other systems
(calendars, messengers, payment
gateways).

S.7. Service performance monitoring
by staff (ensures transparency of
internal processes).

S.8. Optimization of staff scheduling
(minimizes downtime).

S.9. System mobility (accessible from
any device).

S.10. Increased customer loyalty (as a

result of improved service quality).

W.4. Possible setup errors (which may
affect system performance).

W.5. Limited small business budget
for IT solutions.

W.6. Dependence on internet
connectivity in a cloud-based model.
W.7. Initial drop in productivity due to
adaptation to the new system.

W.8. Risk of transferring outdated
processes into the new system without
optimization.

W.9. Lack of internal IT resources to
support the project.

W.10. Potential customer reluctance to

adopt digital communication channels.

Opportunities

Threats

O.1. Expansion of the loyal customer
base through automated service.

0.2. Increased competitiveness
through modern digital solutions.

0.3. Opportunity to monetize

analytical data for strategic marketing.

0.4. Launch of loyalty programs
based on CRM data.

T.1. Cybersecurity risks and leakage
of customer personal data.

T.2. Instability in the IT services
market or with service providers.
T.3. Technical failures or data loss.
T.4. Non-compliance with data
protection regulations (GDPR, Data
Protection Act).
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0.5. Integration with social media and
messaging platforms (broader
communication channels).

0.6. Business expansion to new
locations with centralized
management.

O.7. Implementation of online
payments and prepayments.

0.8. Development of personalized
services (based on customer
preferences).

0.9. Partnerships with other service

providers (e.g., cosmetic product

delivery services).

7.5. High competition from chain
salons with existing IT solutions.
T.6. Customer dissatisfaction due to
technical failures or booking errors.
T.7. Inflation or financial difficulties
that complicate system updates.

T.8. Rapid technological
advancements leading to quick
obsolescence of the solution.

T.9. Currency exchange rate
fluctuations when paying for foreign
software or hosting.

T.10. Loss of business focus due to

system functionality overload.

To gain a deeper understanding of the project's strategic prospects, it is essential to

analyze the interaction between internal strengths and weaknesses and external

opportunities and threats. This approach helps identify specific avenues for

realizing the project's potential as well as strategies for mitigating associated risks.
(S1-02) The automation of appointment scheduling and booking (S7) enables the
enhancement of competitiveness (O2) by providing clients with fast, convenient
service in contrast to traditional methods.

(S5-03) Real-time analytics and reporting (S5) create the opportunity to monetize
data for strategic marketing (O3), enabling the development of highly effective
advertising campaigns.

(W2-T4) The need for staff training and the potential resistance to change (#72)
may lead to non-compliance with data protection regulations (74) if employees

mishandle client information.
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(W5-T7) A limited small business budget (/5), combined with inflation and
financial instability (77), poses a risk to the salon's ability to maintain or upgrade
the system in the future.

(S2-T1) Centralized storage of customer data (S2) brings elevated cybersecurity
requirements and the need to prevent data breaches (77), necessitating the
implementation of additional protective mechanisms.

(S6-T8) Integration with other systems (S6) can reduce the risk of technological
obsolescence (78) by ensuring adaptability to emerging tech trends.

(W3-05) The complexity of technical support in the absence of an IT specialist
(W3) can be partially offset by the possibility of integrating with popular social
media platforms and messaging apps (OJ5), which already offer robust technical
infrastructure.

(W10-01) Potential customer resistance to digital communication channels (#10)
can be overcome by growing a base of loyal clients (O1), who will gradually adapt
to new services and support the business’s digital transformation.

Based on the conducted SWOT analysis and pairwise evaluation of its
components, it can be concluded that the project to develop a CRM system for
automating beauty salon operations holds significant potential for enhancing
efficiency, service quality, and overall business competitiveness. The identified
strengths are closely aligned with market opportunities and current digitalization
trends. At the same time, the weaknesses and external threats highlight the need for
comprehensive risk management is particularly in areas such as data protection,
financial planning, and staff training.

The optimization of the implementation process should be grounded in a strategy
that leverages the project's strengths in alignment with external opportunities,
while also minimizing vulnerabilities and mitigating threats. This approach will
enable the project to function not only as a technological solution but also as a tool
for the long-term growth and development of the business in a competitive

environment.
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Jlvsiscorutl Oeporcasnuii ynisepcumem oesnexu scummeoisnvrocmi (m. Jlvsis)

OIIIC MPOEKTHOT'O CEPEJOBHUIIIA TPAHCKOPAOHHUX
IMPOEKTIB ¥ I'AJIY3I BE3IIEKH

VYV cydacHHX yMOBax BiifHM, TiOpUAHHMX 3arpo3 Ta HecTaOUIBHOCTI
PEriOHAJILHOTO TOPSIIKY, TPAaHCKOPIOHHE CIIBPOOITHUITBO B Tajy3i Oe3leku
HalyBae CTPaTEeriyHOro 3Ha4eHHs. Taki MPOEKTH HE JIMIIE CIIPSIMOBAHI Ha 3MiLTHCHHS
IIPUKOPIAOHHOI iHPPACTPYKTYypH, ajne i GpOpMyIOTb OCHOBHU CTIHKOI perioHanbHOI
B3aeMOIii, 0 0a3yeThCsl HA MPHUHIUIIAX CHUTBHOI BiIOBIAaIBLHOCTI, KOOPAWHAIIT
Ta KoeKTHBHOI 6esmekn [1, 2]. Txue edexTnBHE QyHKITIOHYBaHHS HEMOXKITIBE 663
YITKOTO PO3YMIHHS XapaKTEPUCTHK IPOEKTHOTO CEepPEIOBHINA, y SKOMY BOHH

peamizytotbes [1].
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