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INTRODUCTION
AKPerog Ltd has grown rapidly in recent years, expanding its network of physical stores while developing a strong online presence. This growth has placed increasing pressure on the company’s ageing information systems, which were never designed to support operations at this scale. Tasks that should be routine—checking stock, confirming orders, or reviewing sales performance—often take longer than they should because information is stored across several disconnected tools. As Laudon and Laudon (2024) note, organisations relying on fragmented systems struggle to maintain accuracy, efficiency and strategic oversight.
These weaknesses are already visible in daily operations. Stock figures frequently fail to match reality, customer information is incomplete or inconsistent, and managers often rely on outdated spreadsheets when making decisions. The lack of secure, centralised data management also raises ethical concerns, particularly around GDPR compliance and the risk of data being mishandled. Moreover, maintaining outdated systems increases the organisation’s digital carbon footprint, which is becoming more important as sustainability expectations rise.
With competition intensifying in the retail electronics sector, AKPerog Ltd requires a more integrated and reliable information environment to support its future direction. This report therefore evaluates the company’s existing systems, identifies the most significant gaps, compares suitable technological solutions, and recommends a system architecture that can improve efficiency, strengthen governance and enable long-term growth.










2. Evaluation of Existing Systems
2.1 Analysis of the Current Information Systems in Place
AKPerog Ltd currently relies on a patchwork of older systems that were suitable when the company operated on a smaller scale but now limit visibility and coordination. Much of the operational work still takes place in spreadsheets or store-level applications, which update inventory manually and often with delays. This creates a situation where the e-commerce platform, physical stores and head office work from data that is not aligned. In terms of the Information Quality Framework, the organisation struggles with three core attributes: accuracy, timeliness, and completeness, all of which directly affect decision-making.
Customer information is equally fragmented. Data is spread across email tools, in-store notes, and online accounts, with no central system capable of presenting a full customer history. This lack of integration also weakens the company’s ability to evaluate system effectiveness using the DeLone and McLean IS Success Model, particularly in the areas of system quality and information quality. Reporting processes add further strain. Managers frequently rely on retrospective spreadsheets that are manually assembled, which slows the pace of decision-making and increases the risk of human error.
This disconnected system landscape still functions, but it no longer supports efficient work, collaborative processes or informed managerial oversight. Additionally, outdated systems typically consume more energy and generate more e-waste in the long term, making them less sustainable and cost-efficient.

2.2 Identification of Inefficiencies and Gaps
The fragmentation described above results in several significant operational and strategic gaps. Most obvious is the limited real-time visibility of stock levels. Without automated inventory synchronisation, stores experience stock discrepancies and delayed fulfilment, both of which damage customer satisfaction and complicate forecasting.
The CRM environment presents another challenge. Because customer information is scattered across different systems, staff cannot access a complete profile or easily track previous interactions. This leads to slower complaint handling, less personalised service and ineffective marketing.
Manual reporting is a third major issue. When key insights depend on human compilation, reports arrive late and sometimes contain errors. Managers therefore work with partial or outdated information, which weakens their ability to plan confidently and respond to market changes.
Finally, the organisation faces ethical and compliance risks. Weak data governance—especially inconsistent retention practices and unclear access controls—creates vulnerabilities under GDPR. Outdated systems may also store data longer than necessary, increasing exposure to breaches.
Taken together, these gaps reduce efficiency, limit strategic clarity and restrict AKPerog Ltd’s ability to grow sustainably.

3. RECOMMENDED SOLUTION
3.1 Proposal of a Suitable New or Upgraded Information System
To overcome its current limitations, AKPerog Ltd requires a system environment that delivers reliable data, supports quick decision-making and reduces the daily friction caused by fragmented tools. A dual-system architecture—introducing SAP S/4HANA as the organisation’s core ERP and Salesforce as the central CRM—provides a practical and scalable solution. Each platform serves a different set of business needs, yet together they create an integrated digital backbone that removes duplication, improves visibility and supports sustainable growth. The cloud-based nature of both systems also reduces reliance on physical servers, lowering energy consumption and aligning with wider sustainability expectations.
SAP S/4HANA would replace the company’s manual and inconsistent operational processes. Real-time inventory tracking, automated workflows and integrated financial management would give AKPerog a single, trusted picture of stock, sales and operational performance across every store and online channel. At the same time, Salesforce would consolidate scattered customer information into one accessible system, enabling personalised communication, faster customer-service responses and more effective data-driven marketing. By preventing data silos, Salesforce also strengthens GDPR compliance by improving how customer data is stored, accessed and monitored.




3.2 Justification Based on Business Needs, Efficiency, Cost and Scalability
SAP S/4HANA directly addresses the organisation’s operational challenges by automating repetitive tasks, improving data accuracy and supporting advanced forecasting. Across the retail sector, modern ERP systems have shown measurable benefits: reduced stock losses, more predictable supply-chain planning and lower operational costs. Salesforce complements this by providing a complete customer view that enables stronger retention and more meaningful engagement.
Both platforms scale easily as the company expands stores, product ranges or regions. Although the initial investment is higher than alternatives such as Microsoft Dynamics 365 or Oracle NetSuite, the SAP–Salesforce combination offers deeper analytics capability, stronger integration options and a more secure compliance environment. Because of this, the long-term value outweighs the cost difference. Their combined cloud-based structure also ensures lower maintenance and faster updates, creating a more future-proof solution.
The adoption process aligns well with the Technology Acceptance Model (TAM), as both systems are designed with intuitive interfaces, reducing user resistance and increasing the perceived usefulness and ease of use—two key determinants of successful system adoption.
3.3 How the System Will Improve Operations, Data Management and Decision-Making
The integration of SAP S/4HANA and Salesforce creates a unified information ecosystem where data flows smoothly between operational and customer-facing functions. Stock updates in SAP appear instantly in Salesforce, enabling service teams to give accurate information without depending on manual checks. Customer insights generated in Salesforce can then feed into SAP’s demand-planning tools, resulting in better forecasting and more efficient stock allocation. This reduces waste, helps prevent over-ordering and contributes to more sustainable inventory management.
For decision-makers, the change is substantial. Instead of waiting for manually prepared spreadsheets, managers gain access to live dashboards that display trends in sales, financial performance, operational efficiency and customer behaviour. Decisions that previously required several days of data gathering can now be made quickly and confidently. Beyond the technical improvements, the combined system strengthens organisational capability by clarifying processes, improving accountability and supporting a culture of data-driven practice.

3.4 VRIN Framework Analysis 
Over time, the dual-platform environment evolves into a strategic asset. It improves the reliability of information, reduces operational risk and positions AKPerog Ltd to compete effectively in a sector where responsiveness and customer insight increasingly determine long-term success.

Table 1. VRIN Analysis
	VRIN Element
	How SAP + Salesforce Supports It

	Valuable
	Reliable, real-time data enhances decision-making and overall efficiency.

	Rare
	Few mid-market retailers invest in both systems, giving AKPerog a differentiation advantage.

	Inimitable
	Custom processes and integrated analytics are difficult for competitors to copy.

	Non-substitutable
	No single platform can match the combined operational depth and customer insight offered by both systems.




4. IMPLEMENTATION PLAN
4.1 Steps for Implementing the New System (Phased Rollout)
Introducing SAP S/4HANA and Salesforce into a fast-paced retail environment like AKPerog Ltd requires a structured rollout that balances ambition with operational stability. A phased approach—widely recommended in project-management frameworks such as PRINCE2 and the PMBOK Guide (2021)—helps reduce risks, maintain business continuity and give staff time to adapt. The goal is to deliver visible improvements early on, build momentum and gradually transition into deeper organisational change.
Salesforce should be implemented first. Customer-facing processes can be modernised quickly, and early wins—such as faster service responses and cleaner customer data—help build trust in the overall transformation. Once staff feel confident with the CRM and the company has a centralised customer dataset, SAP S/4HANA can follow. Deploying ERP second ensures that operational changes occur on top of a more stable information foundation. This sequencing also supports sustainability: cloud-based systems reduce reliance on older hardware and lower the organisation’s digital energy footprint.
The combined approach ensures that momentum is maintained while disruption is kept to a minimum.

Table 2. Implementation Phases
	Phase
	Duration
	Key Activities
	Responsible Stakeholders

	1. Preparation & Readiness
	Month 1–2
	Infrastructure review, data audit, stakeholder workshops
	CIO, IT Manager, Change Lead

	2. CRM Implementation (Salesforce)
	Month 3–5
	Data migration, system setup, segmentation tools, training, pilot rollout
	CRM Lead, Marketing & Sales

	3. ERP Implementation (SAP S/4HANA)
	Month 6–10
	Supply-chain modules, finance integration, analytics setup
	ERP Lead, Operations & Finance

	4. Integration & Testing
	Month 11
	Middleware setup, UAT, GDPR/security checks
	IT & Cybersecurity

	5. Full Rollout & Optimisation
	Month 12
	Rollout to all stores, performance review, continuous improvement plan
	Steering Committee



This timeline spreads the workload and ensures steady progress while protecting daily operations.

4.2 Training, Integration Considerations and Potential Challenges
Technology adoption succeeds only when people understand it, trust it and feel confident using it. For that reason, training and communication are central to the implementation plan. A combination of workshops, short digital modules and on-the-job practice will support staff at different skill levels. “Super users” will be appointed in each department, offering day-to-day support and helping reduce resistance during the transition.


Table 3. Kotter Model Application
	Kotter Step
	Actions for AKPerog Ltd

	Establish urgency
	Communicate risks of outdated systems and benefits of cloud integration

	Form a guiding coalition
	Cross-department steering group (HR, IT, Operations, Marketing)

	Create a vision for change
	“One Data, One Customer, One System”

	Communicate the vision
	Town halls, intranet updates, dashboards

	Remove barriers
	Simplified workflows, targeted training, early recognition

	Generate short-term wins
	CRM pilot store success demonstration

	Sustain acceleration
	Expand features based on feedback and results

	Anchor the change
	Integrate KPIs into performance metrics



Integration will rely on secure middleware to ensure a smooth, reliable flow of data between SAP and Salesforce. Early testing is essential to prevent issues surfacing during go-live. In addition to technical considerations, ethical concerns must also be acknowledged—particularly around algorithmic bias in Salesforce’s AI-driven segmentation. These tools must be monitored to avoid unfair targeting or inaccurate assumptions about customer behaviour.
Table 4. Risk Register
	Risk
	Impact
	Mitigation

	Staff resistance
	Medium–High
	Early involvement, super users, tailored training

	Data migration errors
	High
	Data cleansing, phased migration, UAT

	Integration failures
	Medium
	Middleware, staged testing

	Budget overruns
	Medium
	Clear scope, vendor SLAs, monthly reviews

	Cybersecurity threats
	High
	MFA, encryption, regular audits

	Algorithmic bias (Salesforce AI)
	Medium
	Human oversight, regular model reviews



This combination of training, communication, and proactive risk management increases the likelihood of successful adoption and long-term sustainability.

4.3 Cost Summary and Expected Benefits (ROI)
Although the initial investment is substantial, the long-term returns are compelling. Cloud systems significantly reduce hardware maintenance, energy consumption and reliance on outdated servers, supporting both cost efficiency and environmental sustainability.
Table 5. Cost Summary
	Cost Category
	Estimated Range (Year 1)

	Software licences (SAP + Salesforce)
	£180,000 – £240,000

	Implementation & Integration Services
	£220,000 – £300,000

	Training & Change Management
	£40,000 – £60,000

	Total Year 1 Investment
	£440,000 – £600,000



Industry evidence shows that organisations typically recover these costs within two to three years due to lower stock losses, higher customer retention and more efficient operations. For AKPerog Ltd, expected improvements include:
· 25–35% reduction in stock-related losses
· 20–30% increase in customer retention
· 30–40% faster reporting and decision-making
· More accurate forecasting and improved customer-service performance
While the technology enables these outcomes, the real value lies in clearer processes, confident staff and reliable, real-time information.




CONCLUSION
In summary, the evaluation of AKPerog Ltd’s information systems shows that the organisation is constrained by outdated tools, inconsistent data and fragmented processes. These weaknesses affect not only day-to-day operations but also the quality of customer experience and the organisation’s ability to plan effectively. Implementing SAP S/4HANA alongside Salesforce provides a realistic and future-focused solution, giving the company a unified operational platform supported by a robust customer-management system. Together, they create an environment where information is accurate, connected and accessible in real time.
The benefits extend well beyond the technical upgrade itself. Improved data integrity, faster reporting and stronger GDPR-aligned governance enable staff to work with confidence and reduce organisational risk. A phased implementation—supported by structured training and clear change-management practices—helps minimise disruption and ensures that employees adapt gradually as new capabilities are introduced. Although the investment is significant, the reductions in stock losses, improvements in forecasting and higher retention rates provide a compelling long-term return.
Ultimately, the dual-system strategy strengthens AKPerog Ltd’s operational foundation and enhances its ability to innovate, respond to market shifts and maintain a competitive advantage. It positions the organisation for long-term resilience in a retail sector where accurate data and customer insight are increasingly decisive.
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