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The global E-commerce CRM Software market size is predicted to grow from US$ 9011
million in 2025 to US$ 18890 million in 2032; it is expected to grow at a CAGR of 11.2%
from 2026 to 2032.

E-commerce CRM Software refers to customer relationship management software with
e-commerce business as the core application scenario. It is used to unify and integrate
data scattered in stores, orders, payments, marketing touchpoints, customer service
dialogues and user behavior into a single customer profile, and on this basis, support
the full lifecycle management of customer acquisition, conversion, repeat purchase,
membership operation and after-sales service.

Gross Margin Levels

E-commerce CRM software generally exhibits a high-margin structure typical of SaaS:
core costs come from cloud resources, data processing and messaging channels
(especially SMS/WhatsApp), and large-scale investment in customer success/support.
Leading vendors generally maintain a mid-to-high gross margin range of 70% to 80%.
For example, HubSpot disclosed a gross margin of 85% in its 2024 annual report,
reflecting the advantages of ‘'multi-tenant SaaS + economies of scale’; Klaviyo's 2024
annual report disclosed a gross margin of approximately 76.4%, also reflecting that
mature e-commerce marketing CRMs can still maintain high gross margins despite the
existence of reach channels and data processing costs. As enterprise customers
increasingly demand real-time personalization, omnichannel customer service, and data
compliance capabilities, vendors will increase investment in data infrastructure and Al
capabilities, but in the long term, they will still rely on 'large-scale delivery + automated
operations to reduce service costs' to consolidate their gross margin center.
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Industry Drivers

The core drivers of e-commerce CRM come from the convergence of three forces: First,
rising customer acquisition costs and traffic uncertainty force merchants to shift their
growth focus to repeat purchases, memberships, and refined operations; second,
changes in privacy and platform rules drive companies to accelerate the construction of
unified data and customer profiles, using controllable data assets to support cross-
channel reach and attribution; third, operational complexity (multi-channel, multi-site,
cross-border, multi-system) requires an upgrade from 'point-based tools' to an
'integrated data-journey-service platform," and the introduction of Al to improve the
efficiency of segmentation, copywriting, recommendations, customer service, and work
order flow, ultimately forming a verifiable ROI of 'higher LTV + lower marginal operating
costs.'

LPI (LP Information)' newest research report, the “E-commerce CRM Software Industry
Forecast” looks at past sales and reviews total world E-commerce CRM Software sales
in 2025, providing a comprehensive analysis by region and market sector of projected E-
commerce CRM Software sales for 2026 through 2032. With E-commerce CRM
Software sales broken down by region, market sector and sub-sector, this report
provides a detailed analysis in US$ millions of the world E-commerce CRM Software
industry.

This Insight Report provides a comprehensive analysis of the global E-commerce CRM
Software landscape and highlights key trends related to product segmentation,
company formation, revenue, and market share, latest development, and M&A activity.
This report also analyses the strategies of leading global companies with a focus on E-
commerce CRM Software portfolios and capabilities, market entry strategies, market
positions, and geographic footprints, to better understand these firms’ unique position
in an accelerating global E-commerce CRM Software market.

This Insight Report evaluates the key market trends, drivers, and affecting factors
shaping the global outlook for E-commerce CRM Software and breaks down the
forecast by Type, by Application, geography, and market size to highlight emerging
pockets of opportunity. With a transparent methodology based on hundreds of bottom-
up qualitative and quantitative market inputs, this study forecast offers a highly nuanced
view of the current state and future trajectory in the global E-commerce CRM Software.

This report presents a comprehensive overview, market shares, and growth
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opportunities of E-commerce CRM Software market by product type, application, key
players and key regions and countries.

Segmentation by Type:
Operational CRM
Analytical CRM

Others

Segmentation by Deployment Method:
Cloud-based

On-premise

Segmentation by Enterprise Size:
Large Enteprise

SMEs

Segmentation by Application:
Comprehensive Retail E-Commerce
Fashion and Apparel Industry
Home Furnishings and Furniture Industry

Others

This report also splits the market by region:
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Americas
United States
Canada
Mexico
Brazil
APAC
China
Japan
Korea
Southeast Asia
India
Australia
Europe
Germany
France
UK
Italy
Russia

Middle East & Africa

Egypt
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South Africa
Israel
Turkey
GCC Countries
The below companies that are profiled have been selected based on inputs gathered
from primary experts and analyzing the company's coverage, product portfolio, its
market penetration.
Salesforce
Microsoft
Oracle
SAP
HubSpot
Zoho
Freshworks
Zendesk
SugarCRM
Creatio
Klaviyo
Mailchimp(Intuit)

ActiveCampaign
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Pipedrive
Braze
Iterable
Insider
Bloomreach
Intercom
Gorgias
Kustomer
Gladly

Twilio Segment
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