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 Introduction
Overview of the Business Case
Akperog Ltd. is a rapidly expanding consumer electronics retailer that operates 30 physical stores alongside an e-commerce platform. While the company’s growth trajectory demonstrates strong market potential, its operational backbone—an outdated and fragmented information system—has become a critical constraint. The organization faces mounting inefficiencies in inventory control, customer relationship management, and decision-making processes due to disjointed and manual systems.
In today’s competitive retail landscape, seamless integration between online and offline operations is vital. According to Deloitte (2023), retailers that implement integrated digital systems experience an average of 20–30% improvement in operational efficiency. AKPerog Ltd.’s leadership recognizes the need for a modernized information system capable of supporting real-time data synchronization, improved customer management, and informed decision-making to sustain its growth momentum.
Key Challenges
The key operational challenges faced by AKPerog Ltd. include:
· Inventory Inaccuracies: Manual inventory tracking causes frequent stock discrepancies between stores and online listings, leading to customer dissatisfaction and financial losses.
· Inefficient Customer Relationship Management: Fragmented customer data prevents targeted marketing and consistent service delivery.
· Slow Decision-Making: Manual, spreadsheet-based reporting results in delayed insights and inaccurate forecasting.
· Regulatory Non-Compliance: Lack of secure data handling exposes the company to GDPR non-compliance risks.
· Poor System Integration: Disconnected departmental software hinders workflow automation and creates redundant data entry.
To address these challenges, this proposal recommends the implementation of an Enterprise Resource Planning (ERP) system integrated with a Customer Relationship Management (CRM) module.

Evaluation of Existing Systems
Analysis of Current Information Systems
AKPerog Ltd. currently relies on a mix of manual processes and standalone digital tools:
· Inventory Management: A spreadsheet-based system updated manually by store managers.
· Sales and Finance Systems: Point-of-sale (POS) systems at stores and separate accounting software with no data synchronization.
· E-Commerce Platform: A standalone online store with limited integration to inventory and accounting systems.
· Customer Data Management: Fragmented customer information stored across different databases and files.
· Reporting: Manual sales compilation using Excel spreadsheets for management review.
While these systems were adequate when the company operated on a smaller scale, they are now insufficient for a growing, omnichannel retail enterprise.
Identification of Inefficiencies and Gaps
1. Lack of Real-Time Data:
Manual updates mean inventory and sales data are always outdated. This leads to frequent overselling or stockouts—common issues in manual systems (Chopra & Meindl, 2021).
2. Data Silos:
Separate systems for inventory, sales, and CRM prevent the sharing of information across departments. This fragmentation results in duplication, inconsistencies, and delayed reporting (Laudon & Laudon, 2022).
3. Operational Delays:
Employees spend significant time transferring data manually between departments. This administrative burden increases costs and reduces productivity (O’Brien & Marakas, 2021).
4. Compliance Risks:
The absence of secure access controls and data management protocols exposes AKPerog Ltd. to potential GDPR violations and reputational damage (ICO, 2023).
5. Limited Analytical Capability:
Spreadsheet-based reports lack real-time analytics and visual dashboards. Managers cannot easily identify sales trends or inventory turnover rates (Turban et al., 2022).
6. Poor Customer Experience:
Disconnected customer data prevents personalization. In a digital era where 80% of customers expect tailored interactions (Salesforce, 2023), this weakness undermines brand loyalty.
Collectively, these inefficiencies hinder operational agility and scalability. Without modernization, AKPerog Ltd. risks losing its competitive advantage.


Recommended Solution
Proposed System: Integrated ERP with CRM Module
To overcome its operational challenges, AKPerog Ltd. should implement a cloud-based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module. Leading providers such as SAP S/4HANA, Oracle NetSuite, or Microsoft Dynamics 365 offer modular solutions that combine core business functions—finance, inventory, sales, procurement, and customer management—on a single unified platform.
Justification for the Recommendation
a. Business Needs and Efficiency
An integrated ERP-CRM system will automate key business functions and provide real-time visibility across operations. It will synchronize data between the online store and physical outlets, ensuring accurate inventory counts and streamlined order fulfilment. This directly addresses AKPerog Ltd.’s most pressing issue—inventory discrepancies.
Automation will reduce manual data entry, minimize human error, and accelerate transaction processing. As a result, employees can focus on value-adding tasks such as customer engagement and sales analysis rather than administrative work.
b. Cost and Scalability
Cloud-based ERP systems, such as Microsoft Dynamics 365 or Oracle NetSuite, operate on a subscription model, reducing the need for heavy upfront investment in hardware and IT infrastructure. This model supports scalability—allowing AKPerog Ltd. to add new stores, users, and modules as the business grows (Kumar et al., 2021).
Moreover, these systems provide automatic updates and robust cybersecurity features, lowering maintenance costs and ensuring compliance with regulations like GDPR.
c. Data Integration and Decision-Making
A unified database will allow AKPerog Ltd. to consolidate data from inventory, finance, sales, and CRM into a single source of truth. This enables managers to generate real-time dashboards and analytics for better forecasting and strategic planning. With built-in reporting tools, decision-makers can quickly identify high-performing products, underperforming locations, and emerging market trends (Laudon & Laudon, 2022).
d. Customer Relationship Management
The integrated CRM module will centralize customer data, enabling personalized marketing campaigns and efficient after-sales support. Marketing teams will be able to segment customers based on purchase history, preferences, and demographics, enhancing the effectiveness of promotional activities.
This customer-centric approach is essential in retail, where personalized experiences drive retention and sales growth (Kotler et al., 2021).
Expected Operational Improvements
	Area
	Current Challenge
	Improvement via ERP-CRM System

	Inventory
	Manual, error-prone tracking
	Real-time stock updates across all channels

	Sales Reporting
	Slow, inaccurate spreadsheets
	Automated analytics dashboards

	Customer Management
	Disconnected databases
	Centralized CRM with 360° customer view

	Compliance
	Weak data protection
	Built-in GDPR-compliant access controls

	Decision-Making
	Delayed insights
	Real-time data-driven decisions





Identification of the Inefficiencies and Gaps 
Current information systems within the retail organisation review several inefficiencies and operational gaps that hinder overall business performance. One of the most significant weaknesses lies in fraudulent nature of data inventory procurement and customer service operate using separate software solutions that lack integration. As a result, data inconsistency frequently occurs, did into inaccurate inventory levels, delayed order fulfilment, and discrepancies between sales forecasts And actual stock availability. This fragmentation not only causes operational delays but also increases the light word of human error in data entry and reconsideration.
And a major inefficiency is the limited analytical capacity of existing systems. Reporting tools are either basic or relying on manual compilation from spreadsheets, which restricts management's ability to generate real time insights into sales trends, customer preferences, and inventory performance. Consequently, decision making processes become reactive rather than proactive, would you send the companies capacity to respond swiftly to market changes or emerging consumer demands.
Additionally, the absence of automation incorrigible functions such as inventory replenishment, customer relationship management, and supplier coordination creates unnecessary administrative burdens. Employees spend excessive time on repetitive manual task instead of focusing on valued added activities like strategic planning or customer engagement.
From a customer perspective, the lack of system integration results in inconsistent experiences across channels. For example, product availability and pricing may differ between online and in store platforms due to outdated synchronization Process is. This undermines customer satisfaction and brand credibility.
Overall, these inefficiencies the urgent need for a unified data-driven and skippable information system capable of integrating or operational areas. Such as a system would enhance data accuracy, streamline workflows, and support more strategic and timely business decisions Ultimately driving sustained growth, competitiveness, and long term customer loyalty within the retail sector. By adopting a modern, integrated information system, the organisation can significantly improve its operational agility common strength and decision making capabilities, and establish a foundation for continuous innovation and digital transformation across all retail functions.







	Needs Assessment and System Selection (Month 1–2)
	System Design and Customization (Month 3–4)
	Data Migration and Testing (Month 5–6)
	Training and Change Management (Month 6–7)
	Go-Live and Support (Month 8)
	Continuous Improvement (Ongoing)

	Conduct detailed requirement analysis with key stakeholders.
	Configure modules for inventory, sales, CRM, and finance
	Cleanse and migrate data from spreadsheets and legacy systems into the new platform.
	Provide hands-on training for store managers, finance staff, and marketing teams.
	Roll out the system company-wide
	Conduct regular performance reviews

	Evaluate ERP vendors (e.g., SAP, Oracle, Microsoft) based on functionality, cost, and compatibility.

Select a cloud-based solution aligned with AKPerog Ltd.’s size and growth plan.






	Integrate the e-commerce platform and POS systems


Define user roles and access controls to ensure data security.
	Conduct pilot testing in a few stores to identify issues and refine workflows.
	Establish a change management program to address resistance and encourage adoption.
	Monitor performance, provide post-implementation support, and fine-tune system settings.
	Integrate additional modules such as supply chain or business intelligence as the company scales.


[bookmark: _Hlk214190321]IMPLIMATION PLAN
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[bookmark: _Hlk214190408]Training and User Adoption

Successful implementation depends heavily on employee engagement and competency. Training should focus on:
· System navigation and data entry.
· Use of dashboards for reporting and analytics.
· Customer service and CRM best practices.
According to Al-Mashari et al. (2019), comprehensive training and top-management support are critical factors in ERP success. AKPerog Ltd. should appoint “ERP champions” within each department to facilitate peer support and maintain momentum.
Integration with Existing Infrastructure
The proposed ERP system will integrate with AKPerog Ltd.’s e-commerce platform and POS systems through APIs, ensuring seamless data flow between physical and online sales channels. This integration will allow:
· Automatic updates of stock levels when items are sold online or in-store.
· Consolidated financial reporting.
· Unified customer purchase histories across all channels.
Cloud-based deployment minimizes disruption, as it requires only stable internet connectivity and web-enabled devices.
Potential Challenges and Mitigation
	Challenge
	Description
	Mitigation Strategy

	Data Migration Errors
	Inaccurate or incomplete transfer from old systems
	Conduct pilot tests and verify data integrity

	User Resistance
	Employees reluctant to change workflows
	Conduct workshops and communicate benefits

	Cost Overruns
	Potential for scope creep
	Establish clear budget and phased implementation

	Cybersecurity Risks
	Cloud-based vulnerabilities
	Choose a vendor with ISO 27001 certification and multi-factor authentication


By addressing these challenges proactively, AKPerog Ltd. can ensure a smooth transition and maximize ROI.

[bookmark: _Hlk214190513] Conclusion
AKPerog Ltd.’s rapid growth is being constrained by outdated and fragmented information systems. The company’s reliance on manual processes for inventory, reporting, and customer management has led to inefficiencies, compliance risks, and customer dissatisfaction.
Implementing a cloud-based ERP system integrated with a CRM module will modernize AKPerog Ltd.’s operations, providing real-time visibility, streamlined workflows, and improved decision-making. This transformation will:
· Eliminate inventory discrepancies through real-time stock updates.
· Enhance customer experience through personalized marketing and centralized data.
· Improve forecasting accuracy and strategic agility.
· Strengthen data security and regulatory compliance.
· Support long-term scalability and cost efficiency.
By investing in this integrated system, AKPerog Ltd. will position itself as a technologically advanced, customer-focused retailer capable of sustaining growth in an increasingly digital and competitive market.
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