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Introduction
In the modern retail landscape information systems are fundamental in supporting operational efficiency, customer satisfaction, and long term competitiveness. Organisations must leverage technology to improve accuracy, streamline workflows, and deliver seamless customer experiences. AKPerog Ltd which is a fast growing electronics retailer with 30 stores and an online buying and selling platform, is currently facing performance challenges due to outdated and unintegrated systems. Despite notable sales growth, the organisation’s technology infrastructure has not progressed at the same pace, leading to operational inefficiencies.
The primary issues affecting AKPerog include manual stock management, fragmented customer data, slow reporting processes, and inadequate data security. These problems are restricting staff productivity and limiting the company's ability to make strategic decisions. According to Laudon and Laudon (2022), Effective information systems underpin organisational success by improving data accuracy and supporting timely decision making. 
Deloitte UK (2023) further highlights that technology driven transformation is essential for retailers seeking to meet rising customer expectations and remain competitive in a digital marketplace.
This report evaluates AKPerog’s current information systems, identifies core weaknesses, and proposes an integrated cloud based Enterprise Resource Planning (ERP) system with Customer Relationship Management (CRM) functionality. The solution will automate processes, centralise data, enhance reporting, and strengthen compliance with GDPR standards. The aim is to enable AKPerog to improve operational performance, customer satisfaction, and scalability for future growth.
Evaluation of Current Systems
AKPerog currently relies on manual and disconnected systems, which create inefficiencies and effects organizational growth.
Manual Inventory Management
The company uses spreadsheets and manual processes for stock control, resulting in discrepancies between in store and online inventory. Customers often place orders only to discover products are unavailable, causing complaints and refunds. Turban, Pollard and Wood (2021) explain that manual systems increase error rates and disrupt operational efficiency. For AKPerog, inaccurate stock management results in lost sales opportunities and inefficient replenishment.
Fragmented Customer Data
Customer information is stored across multiple databases without central integration. This prevents the marketing team from targeting customers effectively and limits customer service staff in resolving issues. O’Brien and Marakas (2020) note that integrated CRM platforms strengthen customer loyalty by improving data access and supporting personalised communication. AKPerog’s fragmented data structure is therefore restricting its ability to build strong customer relationships.
Outdated Reporting Processes
Sales reporting is done manually, delaying access to accurate business information. Managers struggle to identify trends promptly, making strategic planning difficult. PwC UK (2023) emphasise that real time analytics are crucial for retail businesses to react quickly to consumer behaviour and market trends. AKPerog’s current approach leads to reactive rather than proactive decision making.
Weak Security & Compliance Risks
The lack of robust access control increases vulnerability to cyber threats and data breaches. Inadequate security practices risk GDPR non compliance.this  highlights the importance of strong data protection measures when handling personal customer information. Failure to comply may result in penalties and reputational harm.
Lack of System Integration
Different departments operate separate systems, requiring staff to manually transfer data. This increases administrative workload and the chances of errors. Stair and Reynolds (2021) state that integrated information systems improve efficiency and accuracy across business functions. AKPerog’s current lack of integration leads to slower workflows and duplication of effort.
Summary of Operational Issues
	Functional Area
	Weakness
	Impact

	Inventory
	Manual stock tracking
	Stock inaccuracies, customer dissatisfaction

	CRM
	Siloed customer data
	Weak marketing & service delivery

	Reporting
	Manual reports
	Slow & reactive decision making

	Security
	Insufficient access controls
	GDPR risks

	Integration
	Disconnected systems
	Errors, inefficiencies, staff burden


Recommended System Solution
To address these challenges, it is recommended that AKPerog adopt a cloud based ERP system with integrated CRM.
 ERP & CRM Platform Selection
Suitable platforms include Microsoft Dynamics 365, Oracle NetSuite, and SAP Business One. These solutions are recognised for their ability to integrate business functions, enhance data accuracy, and provide real time analytics (TechUK) 2024).
 Benefits of the Proposed System
	System Feature
	Business Benefit

	Real time inventory
	Accurate stock control & faster order fulfilment

	Integrated CRM
	Improved customer service & targeted marketing

	Automated reporting
	Faster, data driven decisions

	Centralised database
	Reduced errors & streamlined workflows

	Advanced security
	Strong GDPR compliance & cyber protection


Academic & Industry Justification
ERP systems automate routine tasks, reduce human error, and improve overall business efficiency (Pan & Zhang, 2022). By consolidating inventory, finance, sales, and CRM into one platform, AKPerog will eliminate data duplication and ensure real time business oversight.
CRM capability will support targeted marketing, improve customer retention, and enhance complaint resolution, consistent with the findings of Kumar and Reinartz (2021), who argue that CRM tools enhance customer value and loyalty. Meanwhile, cloud based ERP platforms provide scalability and financial flexibility for growing companies.
Implementation Plan
A structured implementation strategy is essential for successful adoption.
Phase 1: Planning
• Conduct needs assessment
• Identify ERP vendor
• Establish implementation team 
 Phase 2: Customisation
• Configure core modules (inventory, finance, CRM)
• Create automated workflows
• Set user roles & access permissions 
 Phase 3: Data Migration
• Cleanse historical data
• Transfer to ERP system
• Validate accuracy
Phase 4: Training & Change Support
• Deliver staff training workshops
• Provide manuals & digital learning tools
• Apply Kotter’s change framework to reduce resistance
Phase 5: Pilot Testing
• Pilot the system in selected stores
• Review performance and adjust settings
Phase 6: Full Deployment & Monitoring
• Roll out across organisation
• Track KPIs such as inventory accuracy, customer satisfaction, and order processing time
Risk Mitigation
	Risk
	Prevention / Mitigation

	User resistance
	Structured training, communication, and support

	Data errors
	Robust testing and data cleansing

	Project delays
	Clear milestones and contingency planning

	Cost concerns
	Cloud subscription model to reduce upfront costs


Conclusion
AKPerog Ltd.’s current systems are inadequate for its growth trajectory. Manual processes, data fragmentation, security weaknesses, and slow reporting reduce operational effectiveness and customer satisfaction. Implementing a cloud based ERP system with CRM integration will streamline operations, improve data accuracy, enhance customer experiences, and support strategic decision making.
A phased implementation with staff training, pilot testing, and continuous monitoring will ensure successful adoption and long term organizational improvement.
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