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[bookmark: _Toc215913393]1. Introduction

AKPerog Ltd. is a rapidly growing consumer electronics retailer with 30 physical stores and a busy e-commerce platform. Last year, the company experienced a significant increase in sales, and the management team is planning further expansion. However, the company currently faces several operational difficulties due to outdated and inefficient information systems (Laudon & Laudon, 2020). These problems affect both internal performance and customer satisfaction, limiting the company's ability to grow sustainably.
One of the most significant problems is the manual inventory tracking system used in stores and online. Because this system is not automated, frequent errors occur in stock levels. Products appear as available online even when they are out of stock in physical stores, resulting in cancelled orders, refunds, and customer complaints (Chaffey & White, 2019). Furthermore, employees struggle with both overstocking and understocking, causing delays in order delivery and unnecessary financial losses.
Another significant challenge is the lack of a suitable customer relationship management (CRM) system. Customer information is scattered across different locations, and there is no data integration. This prevents the marketing department from developing targeted promotions and means the customer support team doesn't always have access to purchase history when handling complaints. This situation diminishes customer trust and makes the service experience inconsistent.
Decision-making at AKPerog is also slow and ineffective. Managers rely on manually created spreadsheets, which often contain errors and outdated data. This means the leadership team cannot analyse real-time sales trends or make accurate forecasts. Furthermore, the company risks violating GDPR regulations because it lacks secure access controls and a centralized system to protect customer data.
Finally, the lack of integration between departments is creating a serious bottleneck. The sales, finance, and inventory teams use different software that doesn't communicate with each other. Employees have to transfer information manually, which increases the likelihood of errors and wastes valuable time.
The objective of this proposal is to analyse the challenges posed by current systems and recommend a modern information system that can improve efficiency, reduce errors, support better decision-making, and ensure customer satisfaction (O’Brien & Marakas, 2019). 
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To identify gaps and inefficiencies at AKPerog Ltd., it is essential to evaluate the information systems currently used in the organization. Based on business analysis, it is evident that most systems are outdated, disconnected, and heavily dependent on manual work. These problems are worsening over time and impacting various operational areas (Chaffey & White, 2019).
[bookmark: _Toc215913395]2.1 The inventory system is the main source of operational problems. 
Stock levels are recorded manually, and the information is not updated in real time. This generates several problems:

· Inventory discrepancies between stores and the online platform.
· Products appearing as available online, even when out of stock.
· Excess or shortage of stock, resulting in unnecessary costs.
· Delays in order delivery and customer refunds.
A manual inventory system does not meet the needs of a rapidly growing retailer, making it difficult for managers to see which products are selling well and which need to be restocked.
[bookmark: _Toc215913396]2.2 Fragmented CRM Systems.
Customer data is stored on different platforms and spreadsheets, without a centralized database. This creates several challenges:
· Marketing cannot create personalized promotions or segment customers.
· Customer service cannot locate complete purchase histories.
· Customer complaints take longer to resolve.
· The company misses loyalty opportunities.
In the modern retail environment, customer data is essential for business performance. A fragmented CRM system limits the organization's ability to understand customer behaviour or target campaigns effectively.
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Managers rely on spreadsheets that are compiled manually at the end of each week or month. This process is time-consuming and increases the risk of human error. As a result:
· Reports often contain incorrect or outdated information.
· Decision-making is slow because data is not available in real time.
· Forecasts become unreliable, affecting budgeting and planning. For a company experiencing rapid growth, manual reporting is insufficient.
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AKPerog's current systems do not meet GDPR requirements. Key problems include:
· Lack of secure access controls.
· Absence of a centralized data protection strategy.
· High risk of data loss or unauthorized access.
In the retail sector, protecting customer data is extremely important. A data breach can result in hefty fines, reputational damage, and loss of customer trust.
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Another significant problem is the lack of communication between the software used in different departments. Sales, inventory, finance, and online operations teams use separate systems that do not integrate. This leads to:
· Repetitive manual data entry.
· Errors and inconsistencies in information.
Employees spending time transferring data instead of focusing on more valuable tasks. In summary, AKPerog Ltd.'s current systems are inefficient, unreliable, and insecure. The company needs a modern, integrated system that connects all departments and supports automation (Stair & Reynolds, 2020).

[bookmark: _Toc215913400]3. Recommended Solution
Based on the assessment of existing systems, this report recommends that AKPerog Ltd. implement an Enterprise Resource Planning (ERP) system with integrated modules for Inventory Management, CRM, Finance, and Business Intelligence.
ERP systems are widely used in retail organizations because they bring together all essential business processes on a single platform. Examples of suitable ERP systems for medium-sized companies include Microsoft Dynamics 365, SAP Business One, and Oracle NetSuite (SAP, 2024; Oracle, 2024).
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An ERP system offers several advantages that meet AKPerog's needs:
·  Real-Time Inventory Management.
ERP systems allow the company to monitor inventory levels in real time across all stores and on the online platform. This will:
· Reduce inventory discrepancies;
· Improve order accuracy;
· Avoid overstocking or stockouts;
· Increase customer satisfaction by providing accurate information on availability.

· Integrated CRM Module.
A modern CRM module within the ERP system centralizes all customer data, creating a single, complete record for each customer. This will help:
· Marketing to create personalized promotions;
· Customer service to better understand customer history;
· Improve customer loyalty and satisfaction;

· Sainsbury's Nectar Card Example:
A relevant example of how a CRM can improve customer engagement is the Nectar loyalty card used by Sainsbury's. The system collects customer data through a points-based program and links the information to the mobile app. Customers receive personalized offers based on their previous purchases, and the company can analyse consumption habits to improve marketing decisions (Sainsbury’s, 2024).
This example highlights the value of an integrated CRM system for understanding customers and building long-term relationships. AKPerog Ltd. can benefit by adopting a similar approach, using CRM data to offer targeted promotions and improve the customer experience.
· Improved Decision Making.
ERP systems include reporting dashboards and analytical tools. They provide real-time data, allowing managers to make decisions quickly and accurately. Forecasting also becomes more reliable, helping the organization plan inventory, budgets, and staffing (O’Brien & Marakas, 2019).
· GDPR Compliance and Security.
Modern ERP systems include built-in security features such as:
· Role-based access controls;
· Encryption of sensitive data;
· Secure data storage;
· Audit logs and monitoring.
These tools help the company meet GDPR requirements and reduce the risk of data breaches.
·  Integration and Collaboration. 
The ERP platform connects all departments, enabling collaboration and reducing duplication of work. Employees can access the same information, improving teamwork and transparency.
·  Scalability for Future Growth.
ERP systems are flexible and scalable. As AKPerog grows and opens new stores, the system can be easily expanded. This supports long-term growth and reduces the need for future system replacements (Oracle, 2024).
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The introduction of a new ERP system represents a significant organizational change. Having a well-defined implementation plan is fundamental to ensuring a smooth transition and minimizing potential disruptions (SAP 2024).
[bookmark: _Toc215913403]4.1 Needs and Requirements Analysis.
The first step consists of conducting a complete analysis of the company's needs, including:
· Meetings with managers and employees from all sectors;
· Identification of essential functionalities that the ERP system should have;
· Understanding current workflows;
· Definition of clear goals and expected results.
This phase ensures that the chosen ERP system is compatible with the organization's demands.
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Based on the requirements gathered, the company should evaluate different ERP vendors, such as Microsoft Dynamics, SAP Business One, or Oracle NetSuite. The evaluation should take into account factors such as:
· Cost;
· Functionalities of each module;
· Scalability;
· Ease of use;
· Integration with e-commerce platforms;
· Customer support offered by the supplier.
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After choosing the supplier, the ERP system must be adjusted to reflect AKPerog's specific processes. This includes:
· Configuration of inventory rules;
· Development of data fields for CRM;
· Creation of customized dashboards and reports;
· Integration of the system with the online store.
Customization ensures that the system is adapted to the business needs, preventing employees from having to unnecessarily change their processes.
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All data from the old systems must be transferred to the new ERP, including:
· Customer records;
· Product data;
· Inventory levels;
· Sales history;
· Financial information.
Before migration, it is important to clean the data, eliminating duplicates, errors, and outdated information.
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The ERP system must be integrated with other systems used by the company, such as:
· E-commerce platform;
· Point-of-sale systems in physical stores;
· Accounting tools;
· Payment systems.
This integration allows information to flow automatically, avoiding manual transfers and increasing efficiency.
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Employee training is one of the most critical steps to ensure successful implementation. Employees need to learn how to use the ERP modules relevant to their roles through:
· Training workshops;
· Step-by-step manuals;
· Online tutorials;
· Support from the IT team.
A well-trained team reduces errors and maximizes the benefits of the new system.
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Before putting the system into operation, the company must conduct tests to identify potential problems. This includes:
· Testing dummy orders;
· Verifying inventory updates;
· Experimenting with different CRM functions;
· Confirming the accuracy of reports.
Testing helps detect problems early, minimizing risks during implementation.
[bookmark: _Toc215913410]4.8 Deployment and Monitoring.
After successful testing, AKPerog can officially launch the system. In the first few weeks, the IT team and the vendor should monitor performance and quickly resolve any unexpected issues.
[bookmark: _Toc215913411]4.9 Evaluation and Continuous Improvement.
Even after implementation, the system should undergo periodic evaluations. The company should:
· Collect user feedback;
· Evaluate system performance;
· Perform software updates;
· Add new modules as needed.
Continuous improvement ensures that the ERP remains efficient and aligned with the company's needs over time (Marr, 2024).


[bookmark: _Toc215913412]5. Final Considerations
AKPerog Ltd. is facing several significant operational obstacles due to the use of outdated and non-communicating information systems. Manual inventory control, scattered customer data, slow reporting, and security vulnerabilities are hindering the company's efficiency and its ability to expand in a highly competitive retail market.
To address these challenges, the adoption of a modern ERP system is recommended, integrating inventory management, customer relationship management, finance, and reporting functions. This implementation will help minimize inventory errors, improve customer service, enable more personalized marketing actions, and provide real-time data to support decision-making. The case of Sainsbury's and its Nectar Card illustrates how an integrated CRM system can strengthen customer loyalty and enhance marketing strategies (Sainsbury’s 2024).
A detailed implementation plan, involving needs analysis, supplier selection, customization, data transfer, training, testing, and continuous evaluation, will ensure an efficient transition to the new system. In short, adopting an ERP system will optimize operations, reduce errors, strengthen information security, and promote sustainable long-term growth.
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