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1. Introduction

1.1 Company Overview: The AKPerog Context

AKPerog Ltd is a medium-sized retail company that operates 30 physical stores and an online e-commerce platform. The business sells a wide range of household and lifestyle products, and it is currently planning to expand its number of stores in the near future. However, the company still relies on outdated and disconnected systems, which makes daily operations slow and difficult to manage. As organisations grow, they require reliable digital tools to support communication, coordination, and accurate data handling (Laudon and Laudon, 2022).
At AKPerog, the lack of integrated technology affects stock control, customer services, and internal decision-making processes. For a business that aims to expand further, it is essential to adopt modern information systems that can support efficiency, improve data quality, and reduce operational risks (Stair and Reynolds, 2020).

1.2 Key Business Problems

AKPerog Ltd faces several critical business problems caused by outdated and disconnected systems. One major issue is poor stock control, which results in products being advertised as available online when stores have already sold out. This leads to delivery delays, refunds, and loss of revenue. Another serious concern is the fragmented storage of customer data, which creates risks of weak data protection and potential GDPR non-compliance. These issues also reduce customer trust and make personalised marketing impossible. In addition, the lack of integrated information means managers cannot access reliable reports to support decision-making. Businesses cannot operate effectively when their data is inaccurate, incomplete, or stored across multiple systems.
The purpose of this report is to analyse these problems and recommend a modern information system that supports sustainable business growth.



2. Evaluation of Existing Systems

2.1 Analysis of Current Information Systems

AKPerog Ltd currently relies on a collection of outdated, disconnected, and mostly manual systems to manage its operations. Customer information is stored across different platforms, with no central database to ensure accuracy or consistency. Sales data from the physical stores, the online shop, and the warehouse are not integrated, which makes it difficult to maintain a clear view of stock levels or customer activity. Staff members also depend on manual spreadsheets to create reports, which increases the risk of errors and slows down the entire process.
Because the systems do not communicate with each other, important information about stock, customer orders, refunds, and complaints is recorded separately by different teams. This lack of integration prevents managers from accessing reliable real-time data and makes coordination between departments complex and time-consuming. Retail organisations need integrated information systems to support daily operations, reduce duplication, and allow managers to make informed decisions (O’Brien and Marakas, 2020).
Overall, AKPerog’s current systems are no longer suitable for a company of its size and planned expansion.

2.2 Identification of Inefficiencies and Operational Gaps

The evaluation of AKPerog’s current systems reveals several major inefficiencies that affect daily operations and long-term business performance. One of the most significant issues is inaccurate stock information. Because the physical stores, warehouse, and e-commerce platform do not share data, the company often sells products online that are already out of stock. This leads to delivery delays, cancellations, refunds, and customer dissatisfaction, which reduces revenue and harms the company’s reputation.
There are also clear gaps in customer data management. Customer information is stored in separate systems that do not communicate, making it impossible to build a complete customer profile. As a result, the company cannot offer personalised marketing, and the support team cannot access a customer’s full history when resolving problems.
Management faces additional challenges because reports are generated manually and often contain errors. Without reliable and up-to-date information, managers cannot analyse sales trends, understand customer behaviour, or plan stock levels effectively.
A further operational risk is the weak protection of customer data, which increases the chance of security failures and GDPR non-compliance. Poor data security not only exposes the company to legal penalties but also reduces customer trust, a key factor for business retention and growth. Organisations need integrated and secure systems to maintain efficiency and protect sensitive information (Chaffey and White, 2019).


3. Recommended Solution

3.1 Proposed Modern Information System

To address the major issues identified in AKPerog Ltd, this report recommends the implementation of a modern Enterprise Resource Planning (ERP) system. An ERP is a complete solution that brings together several key information system functions into a single integrated platform. For AKPerog, this means that the ERP would operate as a central system combining TPS, CRM, and MIS capabilities.
The TPS component would manage all daily transactions, including sales, stock updates, refunds, and order processing. This would reduce errors, improve stock accuracy, and prevent customers from purchasing unavailable products. The CRM component would store all customer information in one place, allowing the company to improve marketing, offer personalised communication, and give customer support teams access to full customer histories. In addition, the MIS component would support managers with reliable reports, showing market trends, product performance, and sales patterns to help with strategic decisions.
Modern ERP systems are designed to support business growth, improve data security, and reduce the risks associated with disconnected systems. Research shows that integrated systems increase efficiency, reduce duplication, and support better decision-making (Valacich and Schneider, 2018).
Overall, an ERP with embedded TPS, CRM, and MIS functions provides a complete and scalable solution for AKPerog’s operational and strategic needs.


3.2 Justification for the Recommended System

The recommendation to implement a modern ERP system is justified by its ability to solve all of AKPerog’s critical operational and data-related problems through one integrated platform. An ERP combines TPS, CRM, and MIS inside a single system, which is essential for a company with 30 stores, an e-commerce platform, and plans for expansion.
The TPS component will:
· provide real-time stock updates
· prevent selling unavailable products
· reduce refunds and complaints
· improve order accuracy and delivery times
· reduce workload for customer support
· minimise financial losses from cancelled orders
The ERP integration will:
· connect all departments and stores
· replace manual spreadsheets
· centralise information in one shared database
· eliminate duplicated or inconsistent data
· improve data accuracy and reliability
· support GDPR compliance and protect customer information
The CRM component will:
· store all customer data in one place
· support personalised marketing
· improve customer service with full customer histories
· increase customer satisfaction and loyalty
The MIS component will:
· generate accurate reports
· identify product trends and sales patterns
· support stock planning and promotions
· help managers make better, data-driven decisions
Integrated information systems significantly improve efficiency, reduce errors, and support business growth.

3.3 Explanation of Improvements
(Operations, Data Management, Decision-Making, Efficiency, and Customer Satisfaction)

The implementation of a modern ERP system would bring significant improvements across AKPerog’s core business areas. In terms of operations, the ERP provides real-time stock updates and accurate transaction processing, which will reduce delivery delays, prevent incorrect orders, and minimise the number of cancellations and refunds. These changes directly support the company’s goal to optimise operations and create a smoother workflow between stores, the warehouse, and the online shop.
For data management, the ERP centralises stock information, customer details, sales records, and financial data in a single database. This eliminates duplicated entries, increases data accuracy, and ensures that all departments are working with consistent information. Improved data quality also increases security and helps the company comply with GDPR requirements. Reliable and integrated data is essential for modern organisations (Beynon-Davies, 2020).
In relation to decision-making, the MIS component of the ERP provides automated reports and dashboards showing sales patterns, product performance, and customer trends. Managers can use this information to make better stock decisions, plan promotions, and identify market opportunities. This leads to improved efficiency, as decisions are based on accurate and timely information instead of manual spreadsheets.
Finally, the ERP supports improved customer satisfaction. With a strong CRM component, customer histories are centralised, allowing staff to offer quicker and more personalised support. Accurate stock information and fewer delivery problems also create a more reliable shopping experience. Overall, the ERP helps AKPerog meet its key objectives: optimised operations, higher efficiency, and enhanced customer satisfaction.




4. Implementation Plan

4.1 Implementation Steps

The implementation of the ERP system should follow a clear set of steps to ensure a smooth transition and reduce disruption to daily operations. To achieve this, the process can be organised into the following structured phases:
System Assessment:
The first step is a system assessment and planning phase, where the company reviews existing processes, identifies data sources, and defines the requirements for each department.
Planning Phase:
This stage includes mapping current workflows, identifying inefficiencies, and preparing the organisation for the transition to the ERP system.
Data Migration:
The next step is data migration, which involves cleaning duplicated or incorrect information and transferring all customer, stock, and sales data into the new central database.
System Configuration and Testing:
Once the data is prepared, the company can move to the system configuration and testing stage, where the ERP modules such as TPS, CRM, and MIS are set up to match AKPerog’s workflows. Testing is essential to make sure all processes work correctly before going live.
Deployment Phase:
The final step is the deployment phase, where the ERP is introduced to all stores and the online platform. During this stage, temporary support teams should be available to help staff adapt to the new system and resolve any initial issues.

4.2 Training, System Integration, and Implementation Challenges

To ensure a successful transition to the new ERP system, AKPerog must address several important factors beyond the technical installation. Effective implementation requires preparing the workforce, connecting existing tools to the new system, and anticipating potential challenges that may arise during the process. The following areas need special attention:
Training:
Employees must receive clear and practical training to learn how to use the ERP system confidently. Training should cover daily tasks such as processing transactions, checking stock levels, accessing customer information, and using reports. Staff should also have the opportunity to practice in a test environment before the system goes live. Ongoing support should be available to help them adapt to new workflows.
System Integration:
The ERP must connect smoothly with existing tools, such as the online store platform, payment systems, warehouse software, and any remaining legacy tools. Proper integration ensures that data flows consistently across all departments and prevents future duplication or data loss. This step is essential for creating a unified information environment.
Implementation Challenges:
The company may face challenges such as employee resistance to change, temporary drops in productivity, or technical issues during migration. Addressing these risks early—through communication, training, and support—helps reduce disruption and ensures a stable transition.


5. Measuring Outcomes and Evaluation

After the ERP system is fully implemented, AKPerog must measure results to ensure that the changes are delivering the expected benefits. Monitoring outcomes over time helps the company confirm improvements and identify any areas that still require adjustment. The following indicators can be used to evaluate long-term impact:
Operational Efficiency:
The company can track reductions in delivery delays, fewer cancelled orders, and improved accuracy in stock levels. A noticeable decline in errors and manual corrections indicates that daily operations have become more efficient.
Data Quality and Security:
With a centralised database, AKPerog should observe fewer duplicated entries and more consistent customer and stock information. The company can also evaluate compliance with GDPR and assess whether the ERP has strengthened data protection measures, as reliable systems help improve security standards (Whitman and Mattord, 2022).
Decision-Making:
Managers can analyse whether MIS-generated reports are being used to support planning, forecast demand, and identify product trends. The quality of decisions should improve when information is accurate and available in real time.
Customer Satisfaction:
The customer service team can monitor reductions in complaints, fewer refund requests, and higher ratings from customers. Integrated CRM tools support better communication and help build positive customer experiences, which are essential for long-term retention (Buttle and Maklan, 2019).


6. Conclusion

The analysis of AKPerog Ltd shows that the company faces serious operational and data-related challenges caused by outdated and disconnected systems. These issues affect stock accuracy, customer satisfaction, decision-making, and overall business performance. To address these problems, the report recommends implementing a modern ERP system that integrates TPS, CRM, and MIS functions.
This solution will optimise operations by improving stock control, reducing delivery errors, and streamlining daily tasks across all stores and the online platform. It will also strengthen data management through centralised information, higher data quality, and improved security. In addition, the MIS and CRM components will support better decision-making and enhance customer satisfaction by enabling personalised communication and providing more accurate service.
By adopting an ERP system, AKPerog will be better prepared for future growth, improved efficiency, and a more reliable operation that supports both staff and customers.
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