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[bookmark: _Toc213950191]1. Introduction
[bookmark: _Toc213950192]1.1 Overview of the business case
AKPerog Ltd. is a fast-growing consumer electronics retailer with 30 physical stores and an e-commerce platform based in Wales, UK. (AKPerog Ltd., 2025). Over the years, the company experienced strong sales growth, but now the growth is impacted by outdated or insufficient information systems. Some of the issues emerged are the inventory tracking manual and inconsistent across stores and online channels; the CRM, marketing and customer-service systems are disconnected and fragmentated; the decision-making is slow and inefficient because the sales reports are manually compiled using spreadsheets, often containing errors and outdated data; regulatory and compliance risk, especially data-protection is increasing as AKPerog Ltd. is not fully compliant with data protection regulations like GDPR; and a major bottleneck caused by the lack of integration across departments, as the sales, finance, inventory teams uses separate systems that do not communicate, forcing staff to re-enter data manually, wasting time and increasing errors. 

[bookmark: _Toc213950193]1.2 Identification of key challenges faced by AKPerog Ltd. company
The major challenges that emerged from the nosiness case are the following:
· Inventory tracking systems:  The company uses manual inventory tracking systems and the stock levels between physical stores and online orders often do not align. For example, customers place orders online and turn out to be out of stock resulting in complains and refunds. 
· Overstocked and understocked risks: Store managers lack reliable visibility into which products are overstocked or understocked products, leading to financial losses and delays in order fulfilment.
· Disconnected customer data/ weak customer relationship management (CRM): Customer data is distributed across multiple and disconnected systems which results in difficulty to track purchase history, deliver personalized marketing or provide efficient customer service. 
· Slow/inefficient decision-making: The sales reports are done manually in spreadsheets, which introduce errors and outdated data. The management team lacks visibility into real-time sales trends, leading to poor forecasting and lost revenue opportunities.
· Compliance/data security risk: The company is not fully compliant with data protection regulations like GDPR, and its current system lacks secure access controls, increasing the risk of unauthorized access to customer data. Alos, with cyber threats and regulatory pressure, this is a serios concern for the company. 
· Lack of system integration: Sales, finance and inventory departments use separate software that do not communicate with each other, forcing employees to manually transfer data between departments which result in wasting time and increased errors. 


[bookmark: _Toc213950194]2. Evaluation of Existing Systems
[bookmark: _Toc213950195]2.1 Analysis of the current information systems in place
From the scenario, it was found the fallowing about the existing systems at AKPerog Ltd.:
· Inventory tracking: Manual system like spreadsheets is used across stores and the e-commerce network.
· Customer data/CRM: Customer data is distributed and stored in multiple disconnected systems, with no joined customer profile. 
· Sales reporting: Spreadsheet based manual compilation of data from stores, e-commerce and sales reports which often containing errors and outdated data.
· Security/governance: Customer data is not centrally controlled, and the company controls and data protection processes appear insufficient for GDPR compliance. 
· Department software: Sales, finance, inventory use separate software which do not communicate with each other.  

[bookmark: _Toc213950196]2.2 Identification of inefficiencies and gaps
At AKPerog Ltd. Are found the fallowing inefficiencies and gaps: 
· Manual, error-prone inventory processes: Inventory records at AKPerog Ltd. are manually done, which lead to inaccuracies, under or over stocks. According to Jenkins (2025), the companies with poor inventory accuracy can face costs up to three times higher than those incurred in businesses with high accuracy.
· Lack of real time visibility: The inventory system is manual and disconnected from online and physical store channel, the company cannot know real-time stocks available or not, which lead to cases where online orders are placed for products that are not available. 
· Customer data disconnected: With customer data distributed across multiple disconnected systems, the company cannot see customer’s purchase history, preferences or support them.
· Slow decisions-making: The employees use spreadsheets for sales reports leading to errors, time consuming and reduce capability to forecast or respond trends quickly.  
· Compliance risk: The company has a weak and fragmented system and because of it is exposed to regulatory fines, data violation and customer trust. For example, in the UK, the Information Commissioner’s Office fine the British Airline with £20 million for failing to protect the personal and financial details of over 400,000 if its customers (Kevin, 2020). This underlines how gaps in data management and fragmented systems cand lead to regulatory fines and damage reputation of a company. 
· Lack of integration between departments: Sales, inventory and finance departments run each separate system which increase manually data transfer, duplication of data entry, higher error rates, inefficient workflows and time waste. 
· Scalability constraints: The current AKPerog’s manual and fragmentated systems cannot support growth of the company. Without automation, unified data and real-time visibility, expansion will make worse these existing problems.


[bookmark: _Toc213950197]3. Recommended Solutions
[bookmark: _Toc213950198]3.1 Proposal of suitable systems
AKPerog Ltd. should implement a modern cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) and Inventory Management for the multi-channel retail. The key components include:
· A core ERP that covers finance, inventory, warehouse, store operations and procurement (Investopedia Team, 2024)
· An omni-channel inventory and stock management module for real-time stocking across stores, e-commerce and other channels.
· A unified CRM that captures customers interactions order history on store and online purchase, marketing campaigns integrated with ERP data.  
· Strong data governance, security and compliance features to ensure GDPR and related compliance.
· Integration with POS, systems in stores, e-commerce platforms and supply chain systems for seamless data flow. 
· Cloud development for scalability, lower infrastructure costs, and faster implementation (Atieh et al., 2016).

[bookmark: _Toc213950199]3.2 Justification based on Business Needs, Efficiency, Cost, and Scalability
ERPs are often implemented as an integrated solution that takes together key organisational aspects (e.g., finance, supply chain, HR, procurement and manufacturing) to achieve efficiency gains associated with internal processes and data consistency (Oliveira et al., 2014). CRM systems, in contrast, are used to facilitate client communications/sale processes/marketing advertising/post-sale services and aimed to improve client satisfaction and long-term relationship value (Chou and Hong, 2013). The combined deployment of ERP and CRM offers a synergistic solution that bridges internal efficiency with external responsiveness. 
For AKPerog Ltd., implementing a cloud-based ERP system integrated with CRM will address current ineffectiveness and fragmentation across departments. According to Investopedia Team (2024), the system will connect finance, sales, inventory, marketing and customer service in one platform. For the company this will allow real-time visibility across all 30 stores and the e-commerce platform. Additionally, this integration this integration will reduce manual management of data, will prevent over-or under-selling, and will improve speed and precision in decision making (Investopedia Team, 2024). 
ERP and CRM integration will also improve customer relationship management too. According to iSolveAfrica (2025) website, an integrated system develops a single real-time view of customers and businesses information, rather than siloed and duplicated records. This integration will also enhance forecasting, automate workflows like order processing and invoicing and provide support for personalized marketing. Teams will work better together and will collaborate more effectively to respond to customers faster and  to make decisions based on data which drive customer loyalty an operational efficiency (iSolveAfrica, 2025). 
However, there are some potential costs to implement a full ERP system, as the system requires a significant investment, but there are more hidden costs on manual and siloed processes such as stock losses, refunds and customer frustration. ERP and CRM integration helps to eliminate duplication, errors and enhance inventory tracking that saves costs as well as time and efficiency (Investopedia Team, 2024). Furthermore, cloud-based ERP is scalable and can act as a driver for growth whereas implementation barriers could be overcome through planning and staff training (Atieh et al., 2016). 
The systems are also scalable in the future. For instance, the company may implement basic modules such as inventory control, sales management, e-commerce and CRM in a first step and advanced AI forecasting contribution or supplier portal collaboration and IoT integration at a later stage (Jenkins, 2025). Real time information and automated workflows will enable to manage stocks better, as to automatically restock or shift products between stores when it is needed. As the business scales up, ERP will stay flexible without adding to manual workload and making sustainable investment for the future.

[bookmark: _Toc213950200]3.3 How the System Will Improve Operations, Data Management, and Decision-Making
The new ERP and CRM will benefit AKPerog operations in several ways Real-time inventory tracking across all stores and online channels will eliminate out-of-stock errors, delays in order processing, enabling employees to process orders quicker and satisfy the needs of customers. Having one connected workflow from order to delivery will reduce manual tasks and communication issues between different departments (Ruivo et al., 2014). When the CRM is integrated with inventory status, customer service teams can see stock levels in real time and can provide customers with accurate information. Alos, marketing teams can have access to current data about products and customers to help them create promotions that reflect what a customer wants. 
In terms of data management, the integration of ERP and CRM will create one shared database for all departments. This ensures that everyone does work based on same information, lessening redundancy and errors (Bernardo et al., 2028). The system will also feature strong data protections, including encryption and controls on access to the data, that would allow a company to comply with GDPR requirements as well as protect its own customer information. Having all the data in one place will also aid in analysing past sales and trends to improve forecasting and marketing (Queiroz et al., 2024).
As for decision-making, it will become faster and more accurate because managers will be able to know real-time the status of sales, inventory and customers. This will allow them to recognize trends, benchmark store performance, and forecast stock levels more precisely. As Queiroz et al. (2024) have posited, a “single source of truth” enables firms to make better decision making based on facts rather than assumptions. In general, the integrated CRM and ERP system will enable AKPerog company to work in a manner less manual and reactive work to a more efficient, data-driven and customer focused operating. 

[bookmark: _Toc213950201]4. Implementation Plan
The new ERP and CRM system in AKPerog Ltd should be implemented step by step to ensure its compatibility with the company’s current operations. 
The first step is to set up a small project team that includes managers from IT, finance, operations and retail. This team will set clear goals, objectives, establish a budget and timeline, and select which system would best work for the company (Investopedia Team, 2024). The company needs to evaluate before starting the implementation, what they currently have in place with a POS, e-commerce and warehouse software that will give them an understanding of where data and processes overlap or cause problems. This will help clarify what needs fixing and can be used to inform the new system about how it can fill gaps. 
After deciding on the best vendor, the setup can start. The main ERP and CRM modules should be set up fist for finance, inventory, customer management and order processing. Requirements are to be integrated with the store POS system as well as online shop and have automatic updates for stock and sales. The company would then transfer data or clean existing records to avoid duplication. A pilot test in some stores and the online channel allows for any technical or operational problems to be detected prior to a full implementation throughout all branches (Atieh et al., 2016). 
Training also contributes significantly to the success of the project. Employees should receive practical sessions focusing on the tasks they handle daily There should be a few personnel within every store that have been trained to use it which can help assist others over the first couple of weeks after roll-out. Alos, communicating the benefits of the new system clearly can help increase employee’s participation and reduce resistance (Zahara et al., 2014). 
However, some challenges to implement the systems in the company may arise such as staff resistance, incorrect data, or integration issues between the two systems. These can be mitigated through early planning, phased implementation and tracking of progress. These requirements for the security and GDPR compliance also need to be strictly followed by using encryption, access control, audit logs etc (Ruivo et al., 2014).


[bookmark: _Toc213950202]5. Conclusion
In conclusion, AKPerog Ltd. is at a stage where growth is being limited by its current manual and fragmentated systems. Inconsistent inventory, siloed customer data, slow decision making and compliance concerns are top barriers that impact both operations and the customer experience. By implementing a modern cloud ERP system integrated with CRM and omni-channel inventory management, these problems can be resolved as the organization’s finance, sales, inventory management, marketing and customer service are consolidated into one holistic platform. 
The expected benefits include real-time visibility into inventory, across stores and online channels to minimize stock-outs and overstocking, while improving order fulfilment and customer satisfaction. An integrated CRM will deliver a single view of the customer data, a personalised marketing, faster service response time as well as stronger customer loyalty. By integrating workflows and dashboards, will enable better, faster decisions in various aspects like future planning and operational efficiency. 
In addition, cloud-based deployment provides scalability for the future, so that as AKPerog grow their stores and products, and adopt new technologies without unnecessary manual work. With proper implementation and staff training, data migration, and pilot testing the company may be able to have a smooth transition. Overall, the combined system enables data-driven, customer-oriented retailing while minimizing errors and costs plus regulatory risks.
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