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                        INTRODUCTION

The rapid digitalisation of retail has driven firms to adopt integrated information systems to remain efficient and competitive (Laudon & Laudon, 2022). AKPerog Ltd., a growing consumer electronics retailer with 30 stores and an online platform, struggles with outdated systems that hinder operations despite strong sales growth and expansion goals. Key issues include manual inventory tracking, fragmented customer data, slow decision-making, weak compliance with data protection regulations, and disconnected departmental systems. These shortcomings reveal a misalignment between technology and business growth, necessitating a digital transformation strategy.
The business case highlights unreliable inventory records, poor CRM practices, lack of real-time analytics, compliance risks, and weak system integration, all of which reduce customer satisfaction, increase costs, and heighten organisational risk. This report assesses current system limitations, recommends an integrated ERP solution with CRM and BI capabilities, and outlines an implementation plan to support sustainable transformation. The proposed system reflects the Technology Acceptance Model (Davis, 1989), emphasising perceived usefulness and ease of use as central to technology adoption.
2. Evaluation of Existing Systems

AKPerog Ltd. currently depends on a manual inventory tracking mechanism across both its physical retail outlets and its e-commerce platform. Such reliance on manual processes is inherently susceptible to inaccuracies, often generating discrepancies between in-store stock levels and those reflected online (Chopra & Meindl, 2021). The resulting misalignment often culminates in situations where customers buy unavailable items, thereby causing order cancellations, refund procedures, and ultimately eroding customer satisfaction.
In addition to these service-related challenges, store managers meet significant difficulties in finding overstocked or understocked products due to the absence of real-time visibility into inventory flows. This lack of transparency impedes effective procurement planning, contributes to excessive holding costs, and constrains revenue generation by limiting the organisation’s ability to capitalise on potential sales opportunities.
2.2 Fragmented Customer Data Systems
AKPerog Ltd. faces fragmented customer data spread across disconnected systems, preventing the creation of unified customer profiles. Without an integrated CRM, the company struggles to consolidate purchase histories, track interactions, and deliver personalised marketing, which weakens loyalty and retention. Research shows that siloed data systems limit personalisation and reduce marketing effectiveness, leaving retailers unable to meet customer expectations (Snowflake, 2025). Moreover, incomplete records hinder support teams from resolving issues efficiently, leading to dissatisfaction and reputational damage within the competitive consumer electronics market.
2.3 Inefficient Decision-Support Mechanisms
At AKPerog Ltd., sales reporting is conducted manually through spreadsheet applications. These instruments are prone to data-entry inaccuracies, obsolete information, and restricted analytical functionality (Cumba & Martinez, 2020). As a result, managerial staff are deprived of immediate visibility into sales trajectories and market dynamics, which contributes to weak forecasting and delayed decision-making processes. For a rapidly expanding retail enterprise, the lack of advanced business intelligence systems severely limits strategic planning capacity and impedes revenue maximisation.
2.4 Lack of Data Protection and Regulatory Compliance
AKPerog Ltd.’s information systems remain misaligned with GDPR requirements, particularly in areas of secure data access and processing. The absence of essential safeguards—such as encryption protocols, audit trails, and role-based access controls—creates significant exposure to data breaches, regulatory penalties, and reputational damage. Recent evidence highlights that organisations with weak compliance frameworks face heightened operational and financial risks, alongside diminished stakeholder confidence (PwC, 2021). Addressing these vulnerabilities requires urgent investment in modern, compliance-oriented security solutions to strengthen resilience and ensure long-term trust.
2.5 Departmental System Fragmentation
Within AKPerog Ltd., the principal operational domains, sales, finance, and inventory, are managed through isolated software systems that lack interoperability. As Almklov (2023) observes, the absence of integration compels employees to manually transfer data across departments, which inflates labour costs and introduces inconsistencies into organisational records. This systemic fragmentation diminishes organisational agility and fosters operational bottlenecks, posing significant challenges in high-volume retail environments where efficiency and responsiveness are critical. Consequently, the company’s information infrastructure is characterised by inefficiency, disconnection, and inadequacy, leaving it poorly positioned to accommodate rising operational demands or to underpin its broader strategic growth objectives.
3.1 Proposed Integrated Information System
To mitigate the organisational challenges, this report advocates the adoption of a cloud-enabled Enterprise Resource Planning (ERP) system incorporating integrated Customer Relationship Management (CRM) and Business Intelligence (BI) functionalities. Contemporary ERP platforms, exemplified by Microsoft Dynamics 365, SAP Business One, and Oracle NetSuite, provide comprehensive and scalable infrastructures that merge core business operations, harmonise data flows across functional departments, and ease the automation of critical processes. Such systems not only enhance operational efficiency but also strengthen strategic decision-making capacity by enabling real-time analytics and unified customer insights.
3.2 Justification
3.2.1 Operational Efficiency and Inventory Accuracy
Enterprise Resource Planning (ERP) systems provide organisations with unified, real-time oversight of inventory across both physical retail outlets and digital platforms, thereby reducing discrepancies and facilitating automated updates. As Almajali et al. (2022) highlight, the incorporation of integrated demand forecasting tools further mitigates risks of understocking and overstocking by synchronising supply with anticipated consumer demand. This optimisation not only minimises financial losses stemming from inefficient inventory management but also improves order fulfilment accuracy, thereby enhancing overall operational efficiency and customer satisfaction
3.2.2 Enhanced Customer Relationship Management
Contemporary evidence indicates that organisations adopting Customer Relationship Management (CRM) systems consistently report enhanced customer satisfaction alongside measurable gains in sales performance. By centralising customer data, CRM platforms enable efficient monitoring of purchase histories, the design of tailored marketing campaigns, and improved responsiveness in service delivery. According to SoftwareReviews (2023), the integration of diverse data streams within CRM infrastructures supports the development of holistic customer profiles, which in turn reinforce strategic engagement and operational efficiency
3.2.3 Improved Decision-Making through BI Tools
Business Intelligence (BI) systems now provide advanced reporting tools, interactive dashboards, and predictive analytics that grant managers immediate access to real-time data critical for strategic planning and accurate forecasting. By converting raw datasets into actionable insights, BI platforms reinforce evidence-based decision-making and enhance organisational agility. As Alnoukari (2022) notes, these capabilities strengthen competitiveness by enabling firms to anticipate market trends, optimise resource utilisation, and align operational processes with long-term strategic objectives.
3.2.4 Regulatory Compliance and Data Security
Modern cloud-enabled Enterprise Resource Planning (ERP) platforms are increasingly designed with integrated GDPR compliance features, including role-specific access permissions, encrypted data repositories, and comprehensive audit logging. These embedded safeguards significantly minimize vulnerabilities associated with unauthorized data access while ensuring organizations meet statutory data protection obligations. As Argyri et al. (2024) emphasise, such compliance frameworks not only mitigate regulatory and security risks but also reinforce organisational accountability and build stakeholder confidence in digital operations
3.2.5 Scalability and Cost Efficiency
Contemporary Enterprise Resource Planning (ERP) systems are inherently scalable and designed to accommodate organisational growth trajectories. Cloud-based deployment models further strengthen their value proposition by reducing initial capital expenditure, removing reliance on on-premises server infrastructure, and introducing subscription-oriented pricing structures that support long-term financial sustainability (Velte, Velte & Elsenpeter, 2021).
When integrated with Customer Relationship Management (CRM) and Business Intelligence (BI) modules, ERP platforms provide a unified digital ecosystem that directly aligns with AKPerog Ltd.’s strategic aims and operational imperatives. Such integration delivers transformative enhancements in process efficiency, data accuracy, customer engagement, and regulatory compliance, thereby reinforcing the organisation’s competitive positioning within the consumer electronics retail sector.

3.2.6 Technology Acceptance Model (TAM)
The integration of CRM, ERP, and BI systems represents a transformative step toward organisational efficiency. TAM suggests that user adoption of such platforms is shaped by two key constructs: perceived usefulness and perceived ease of use (Davis, 1989). Applied to enterprise applications, these constructs extend to reflect the distinctive features of integrated systems.
Perceived Usefulness
Employees are more likely to embrace integration when they recognise its tangible benefits. Linking customer-facing and back-office processes creates a single source of truth, eliminates silos, and enables real-time data sharing (IBM, 2025). For CRM this delivers deeper customer insights, for ERP it streamlines financial and supply chain operations, and for BI it enhances decision-making through actionable analytics (TechVersions, 2024). Usefulness is further reinforced when integration reduces duplication, accelerates workflows, and supports strategic planning.
Perceived Ease of Use
Ease of use is equally critical. Integrated systems that offer intuitive interfaces, dashboards, and automated reporting simplify the complexity of ERP and reduce manual data entry, making adoption more likely (ResearchGate, 2025). A unified platform enhances usability and directly influences acceptance.
External Variables
Adoption is also shaped by external factors such as organisational culture, leadership support, and prior digital experience. Studies show that management endorsement and training improve CRM acceptance (Springer, 2025), while ERP adoption depends on organisational readiness and process alignment. BI integration adds another dimension, where data literacy and analytical maturity determine how effectively insights are applied.
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Figure 1: Technology Acceptance Model (Davis, 1989)


4. Implementation Plan
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Figure 2: Phases of implementation plan Gantt Chart

4.1 Phase 1
The implementation stage typically begins with a thorough evaluation of organisational requirements, supported by structured stakeholder engagement and careful vendor selection. Success depends on choosing a provider whose platform can effectively support retail operations, enable smooth e-commerce integration, and deliver strong CRM functionality. As Alhassan et al. (2022) highlight, aligning system capabilities with business needs ensures that the solution addresses current operational demands while offering scalability for long-term strategic growth.
4.2 Phase 2
The chosen Enterprise Resource Planning (ERP) solution must be configured to reflect AKPerog Ltd.’s specific operational processes, encompassing inventory management workflows, sales order processing, customer relationship management (CRM) activities, and financial reporting structures. Tailored customisation is essential to ensure congruence with organisational requirements while simultaneously safeguarding system reliability and optimising performance. In this way, the ERP platform functions not merely as a technological upgrade but as a strategically aligned infrastructure capable of supporting both current operations and future growth.
4.3 Phase 3
Data migration involves systematically transferring customer records, inventory data, sales histories, and financial information from legacy systems into a newly deployed ERP platform. This process requires rigorous data cleansing to eliminate duplication and correct inconsistencies, thereby ensuring the accuracy and reliability of organisational datasets. High-quality data is essential, as it underpins ERP functionality and enables precise reporting, forecasting, and decision-making. As Alhassan et al. (2022) emphasise, effective data migration is a critical success factor in ERP implementation, directly influencing system performance and organisational outcomes.
4.4 Phase 4
Establishing integration between the Enterprise Resource Planning (ERP) system and the existing e-commerce platform is essential for enabling real-time inventory synchronisation and supporting omnichannel order management. Application Programming Interfaces (APIs) and middleware solutions play a pivotal role in helping seamless interoperability between these systems, ensuring consistent data exchange and operational coherence across digital and physical retail channels (Laudon & Laudon, 2022). Such integration not only enhances transactional accuracy but also strengthens organisational agility in responding to dynamic consumer demands.
4.5 Phase 5
Effective utilisation of newly implemented ERP systems requires comprehensive training across departments, supported by workshops, clear documentation, and ongoing technical assistance. Equally important are structured change management strategies, which, according to DXoneERP (2025), help minimise organisational resistance, strengthen employee engagement, and embed the system into daily operations. Evidence further shows that organisations investing in training and change initiatives achieve higher adoption rates and sustain long-term ERP performance.
4.6 Phase 6
Before full-scale implementation, the Enterprise Resource Planning (ERP) system is subjected to rigorous User Acceptance Testing (UAT) to verify its functional integrity, performance efficiency, and accuracy of system integration. Once confirmed, deployment follows a phased approach, starting with pilot store operations to assess practical applicability and mitigate potential risks. Following successful evaluation in these controlled environments, the system is progressively extended across the organisation, ensuring a smooth transition and minimising disruption to business continuity.



4.7 Phase 7
Following system deployment, dedicated technical support teams undertake ongoing monitoring to find and resolve operational issues while optimising overall system performance. Sustained post-implementation oversight is critical to ensuring stability and reliability during the transition phase. Moreover, embedding a culture of continuous improvement enables the ERP infrastructure to adapt dynamically to evolving organisational requirements and to integrate emerging technological innovations. This iterative refinement not only safeguards long-term system relevance but also reinforces strategic resilience and competitive advantage in rapidly changing business environments.

5. Conclusion
AKPerog Ltd. is confronted with considerable operational constraints stemming from obsolete, fragmented, and suboptimal information infrastructures. These deficiencies compromise inventory precision, diminish customer satisfaction, weaken data protection, and impair organisational decision-making capacity. To address these limitations, this report advocates the deployment of a cloud-enabled Enterprise Resource Planning (ERP) system integrated with Customer Relationship Management (CRM) and Business Intelligence (BI) modules. Such a unified platform delivers extensive advantages, including heightened operational effectiveness, enriched customer intelligence, real-time analytical capability, and strengthened regulatory adherence. “Regulatory compliance must be ensured. In line with the Technology Acceptance Model (Davis, 1989), the proposed system highlights ease of use and perceived usefulness as the primary factors shaping users’ behavioural intention toward adopting technology.”
In other words, its roadmap ensures a methodical transition spanning requirements assessment through to post-implementation support, thereby enabling AKPerog Ltd. to modernise its digital architecture both efficiently and sustainably. Embracing this integrated technological solution will strategically position the organisation for sustained growth, superior customer engagement, and reinforced competitive differentiation within the dynamic retail environment.
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