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Proposal for Enhancing Information Systems at AKPerog Ltd.
[bookmark: _Toc214185618]1. Introduction
AKPerog Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Although sales have increased significantly, the organisation now faces major operational challenges caused by outdated and fragmented information systems. These challenges affect inventory accuracy, customer relationship management, reporting reliability, compliance obligations, and overall business performance.

One of the company’s most urgent issues concerns its manual inventory management system, which regularly produces discrepancies between in-store and online stock levels. This results in customers placing online orders for items that are unavailable, an issue commonly associated with manual stock processes (Turban, Pollard & Wood, 2021). Such problems lead to customer complaints, refunds, and reputational damage. Store managers also struggle to maintain accurate stock levels, resulting in unnecessary overstocking or costly stock shortages.

AKPerog Ltd. also lacks an integrated Customer Relationship Management (CRM) system, meaning customer information is dispersed across several disconnected platforms. Without a single, consolidated source of customer data, the marketing team cannot effectively deliver personalised promotions—an essential capability for maintaining competitiveness in modern retail markets (Chaffey & Ellis-Chadwick, 2019). Similarly, customer service teams cannot access complete purchase histories, making it difficult to handle complaints efficiently.

Decision-making is also hindered by the organisation’s reliance on manually compiled spreadsheets. These documents are time-consuming to prepare, prone to inaccuracies, and unsuitable for high-volume retail environments (Laudon & Laudon, 2020). As a result, managers struggle to access the real-time data required for informed planning and forecasting.

Furthermore, AKPerog Ltd. is currently at risk of breaching the General Data Protection Regulation (GDPR) due to weak access controls and limited data security mechanisms. Effective data governance is essential for protecting customer information and avoiding regulatory penalties (ISO, 2022).

Finally, the organisation’s various departments operate in silos because their systems are not integrated. This results in duplicated work, inconsistent data, and delays caused by manual data transfers (Stair & Reynolds, 2021). Taken together, these issues present a significant barrier to efficient operations and long-term growth.

This proposal recommends that AKPerog Ltd. implement an integrated Enterprise Resource Planning (ERP) system with a built-in CRM module to address these issues, improve efficiency, and support future expansion.

[bookmark: _Toc214185619]2. Evaluation of Existing Systems

[bookmark: _Toc214185620]2.1 Review of Current Information Systems

AKPerog Ltd.’s existing information systems consist largely of:

• manual inventory tracking using paper and spreadsheets,  
• isolated customer databases held separately by the sales, marketing, and customer service teams,  
• independent sales systems used in physical stores and online,  
• standalone accounting software used by the finance team, and  
• manually created reports compiled across different departments.

Whilst these systems were adequate in the company’s early years, they are no longer fit for purpose given the current scale and growth trajectory of the business.

[bookmark: _Toc214185621]2.2 Key Inefficiencies and Gaps

[bookmark: _Toc214185622]Manual Inventory Control

Manual stock control is inherently inaccurate and inefficient. It also cannot support real-time visibility across multiple locations (Turban et al., 2021). These limitations directly contribute to the stock discrepancies experienced by AKPerog Ltd. Moreover, without automated demand forecasting, it is difficult to maintain appropriate stock levels (Monk & Wagner, 2013).

[bookmark: _Toc214185623]Fragmented Customer Data

Customer information spread across separate systems prevents the organisation from building complete customer profiles. Fragmented data significantly weakens the ability to deliver personalised marketing and nurture long-term customer relationships (Buttle & Maklan, 2019). For retailers, personalised engagement is a major contributor to repeat purchasing behaviour (Chaffey & Ellis-Chadwick, 2019).

[bookmark: _Toc214185624]Ineffective Reporting and Decision-Making

Manually generated reports are slow to produce and susceptible to errors. Spreadsheets are not capable of providing real-time insights or supporting data-driven decision-making in fast-paced retail environments (Laudon & Laudon, 2020). The lack of accurate reporting tools limits the company’s ability to forecast demand and respond quickly to trends.

[bookmark: _Toc214185625]Compliance and Data Security Risks

The absence of secure system controls increases the likelihood of unauthorised data access. GDPR compliance requires strict data protection measures, including access management, encryption, and monitoring (ISO, 2022). AKPerog Ltd.’s current systems do not meet these standards.

[bookmark: _Toc214185626]Lack of System Integration

Using separate systems across departments results in duplicated tasks and inconsistent data. Information silos reduce operational efficiency and undermine collaboration (Stair & Reynolds, 2021). Retailers in particular rely on tightly integrated supply chain and sales systems to maintain accuracy and speed (Ang & Koh, 2020).

In summary, AKPerog’s current systems are outdated, inefficient, and unsuitable for supporting continued expansion.
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[bookmark: _Toc214185628]3.1 Proposed Information System: Microsoft Dynamics 365 ERP and CRM[image: ]

This proposal recommends implementing a cloud-based Enterprise Resource Planning (ERP) solution combined with a fully integrated Customer Relationship Management (CRM) module. Among various market options—including SAP Business One and Oracle NetSuite—Microsoft Dynamics 365 is the most suitable due to its scalability, retail-focused features, user-friendly interface, and strong compatibility with widely used Microsoft applications (Microsoft, 2023).




[bookmark: _Toc214185629]3.2 Justification for the Recommended System

[bookmark: _Toc214185630]Organisation-Wide Integration

An ERP system integrates all major business functions—including inventory, sales, finance, and procurement—within a single centralised platform. This significantly improves operational efficiency and eliminates data inconsistency (O’Brien & Marakas, 2011).

[bookmark: _Toc214185631]Real-Time Inventory Visibility

Dynamics 365 provides an accurate, automated stock management system with features for demand forecasting and replenishment. This reduces the likelihood of stockouts and stock discrepancies (Monk & Wagner, 2013) and improves customer satisfaction by ensuring accurate product availability information (Turban et al., 2021).

[bookmark: _Toc214185632]Enhanced Customer Relationship Management

The CRM module consolidates data from stores, online orders, and customer support interactions. This enables:

• personalised marketing communications,  
• accurate customer profiling,  
• improved issue resolution, and  
• enhanced customer retention.
This approach is essential in achieving long-term retail competitiveness (Buttle & Maklan, 2019).

[bookmark: _Toc214185633]Improved Reporting and Analytics
Dynamics 365 provides real-time dashboards, automated reporting, and predictive analytics. These functions support informed decision-making and strategic planning (Bose, 2006). Managers will have immediate access to sales performance, customer trends, and stock levels.
[bookmark: _Toc214185634]Strong Security and GDPR Compliance
Dynamics 365 includes encryption, role-based access, and audit logs that support GDPR compliance (Microsoft, 2023). Adhering to recognised security standards such as ISO/IEC 27001 is essential for protecting customer data (ISO, 2022).
[bookmark: _Toc214185635]Scalability and Cost Effectiveness
Cloud-based ERP systems remove the need for expensive on-site servers and reduce IT maintenance costs. A subscription-based model allows AKPerog Ltd. to scale system features as the business grows (Gupta, 2013).[image: ]

[bookmark: _Toc214185636]3.3 How the Proposed System Will Improve Operations


• Operational efficiency: Automated workflows reduce manual processing and human error (Davenport, 2018).  
• Improved data quality: A single source of truth supports accuracy across departments (Stair & Reynolds, 2021).  
• Better customer experience: Personalised communication and faster service enhance satisfaction (Chaffey & Ellis-Chadwick, 2019).  
• Higher profitability: Numerous studies demonstrate that ERP adoption leads to improved firm performance (Hendricks et al., 2007; Hitt & Brynjolfsson, 2009).

[bookmark: _Toc214185637]4. Implementation Plan
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[bookmark: _Toc214185638]4.1 Key Stages of Implementation

[bookmark: _Toc214185639]Requirements Analysis
Conduct consultations with store managers, finance staff, marketing teams, and customer service representatives to establish detailed system requirements. This ensures alignment and encourages employee buy-in (Kotter, 2012).

[bookmark: _Toc214185640]System Selection and Customization
Work with accredited Dynamics 365 partners to customise modules and workflows for AKPerog’s retail operations (Monk & Wagner, 2013).

[bookmark: _Toc214185641]Data Cleansing and Migration
Clean, validate, and migrate existing data into the ERP system. High-quality data is essential for accurate reporting and system performance (O’Brien & Marakas, 2011).

[bookmark: _Toc214185642]System Configuration and Integration
Integrate the ERP with:
• existing point-of-sale (POS) systems,  
• the e-commerce platform,  
• logistics and fulfilment systems.
Integration ensures seamless information flow (Turban et al., 2021).

[bookmark: _Toc214185643]Staff Training
Provide department-specific training sessions. Comprehensive training programmes are essential for user adoption (Kotter, 2012).
[bookmark: _Toc214185644]Pilot Rollout
Implement the system in a small number of stores initially to test functionality and gather feedback.

Full Deployment
Roll out the system across all 30 stores, followed by central office departments.

[bookmark: _Toc214185645]Post-Implementation Review
Collect feedback, evaluate performance, and make improvements. Continuous optimisation strengthens long-term benefits (Rainer & Prince, 2020).

[bookmark: _Toc214185646]4.2 Potential Risks and Mitigation Strategies
Staff resistance – Clear communication, training, and change champions (Kotter, 2012).  
Data migration errors – Extensive validation and backup procedures.  
System downtime during deployment – Phased rollouts and contingency plans.  
Budget overruns – Clear project scope and strict monitoring.

[bookmark: _Toc214185647]



5. Conclusion
AKPerog Ltd. is currently limited by outdated, disconnected, and manual information systems that create inventory inaccuracies, fragmented customer data, slow reporting, and compliance risks. These issues reduce operational efficiency, limit customer satisfaction, and constrain growth.

This proposal recommends the adoption of Microsoft Dynamics 365, a fully integrated ERP and CRM system. It will provide real-time inventory visibility, centralised customer information, automated reporting, enhanced security, and improved decision-making. The system is scalable, cost-effective, and suitable for AKPerog’s long-term expansion.

A structured implementation plan—including requirements analysis, system configuration, data migration, training, pilot testing, and full deployment—will ensure a smooth transition.

By implementing these improvements, AKPerog Ltd. will significantly enhance its operational performance, increase customer satisfaction, and secure a competitive advantage in the retail market.
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