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[bookmark: _Toc216288000]1. Introduction
This report presents an analysis and strategic recommendation for modernising the information systems at AKPerog Ltd. As a fast-growing consumer electronics retailer with 30 physical stores and a thriving e-commerce platform, AKPerog Ltd. is at a critical juncture. The significant sales growth experienced over the past year is a testament to the company's market position and potential for further expansion. However, this success is being undermined by significant operational inefficiencies stemming from outdated and fragmented information systems.
The core challenges identified include a manual and inaccurate inventory tracking system leading to stock discrepancies and customer dissatisfaction; a disconnected customer relationship management (CRM) approach inhibiting personalised marketing and efficient customer service; slow and error-prone decision-making due to manual reporting; non-compliance with data protection regulations like GDPR; and a severe lack of integration between departmental software systems, creating data silos and operational bottlenecks.
The objective of this report is to provide a clear, justified, and actionable plan to overcome these challenges. It will evaluate the existing systems, propose a comprehensive new solution, outline a phased implementation plan, and summarise the expected benefits, thereby positioning AKPerog Ltd. for sustainable, efficient, and compliant future growth.

[bookmark: _Toc216288001]2. Evaluation of Existing Systems
The current operational challenges at AKPerog Ltd. are not isolated incidents but are symptoms of a fundamentally outdated and siloed information systems architecture. An analysis reveals several critical inefficiencies and gaps.
[bookmark: _Toc216288002]2.1. Manual Inventory Management System
The manual inventory tracking system is the primary source of operational headaches. In a multi-channel retail environment, real-time inventory visibility is not a luxury but a necessity (Rushton, Croucher & Baker, 2022). The current system creates a significant lag and discrepancy between stock levels in physical stores and the e-commerce platform. This directly leads to the cited problem of customers ordering out-of-stock items online, resulting in refunds, complaints, and an erosion of brand trust. Furthermore, the inability for store managers to have accurate, real-time data on stock levels leads to poor inventory optimisation—both overstocking (tying up capital and risking obsolescence) and understocking (leading to lost sales).
[bookmark: _Toc216288003]2.2. Disconnected Customer Data Management
Customer data is a critical asset for any modern retailer. Currently, this asset is fragmented across multiple, unconnected systems—including the e-commerce platform, point-of-sale (POS) systems in stores, and even spreadsheets used by the marketing team. This fragmentation makes it "nearly impossible" to achieve a 360-degree view of the customer (Chaffey & Ellis-Chadwick, 2019). Consequently, the marketing team cannot execute targeted promotions based on purchase history, missing opportunities to increase customer lifetime value. The customer support team lacks immediate access to purchase records, prolonging complaint resolution and diminishing the customer experience.
[bookmark: _Toc216288004]2.3. Inefficient and Error-Prone Reporting
The reliance on manually compiled spreadsheets for sales reporting is a major bottleneck for strategic decision-making. Manual data consolidation is inherently slow, prone to human error, and produces historical, rather than real-time, insights. As noted by (Paulino, E.P., 2022), decision-making based on outdated or incorrect data can lead to poor forecasting, misallocated resources, and, lost revenue opportunities. The management team's struggle to analyse real-time trends indicates a severe lack of Business Intelligence (BI) capabilities.
[bookmark: _Toc216288005]2.4. Data Security and Compliance Deficiencies
The mention of non-compliance with GDPR is a serious red flag. The current system's lack of secure access controls exposes AKPerog Ltd. to significant risks, including substantial financial penalties (up to 4% of global annual turnover), reputational damage, and loss of customer trust (Protection, F.D., 2018). The absence of a centralised data management system makes it difficult to enforce data protection policies, manage user consent, and respond to data subject access requests, leaving the company legally vulnerable.
[bookmark: _Toc216288006]2.5. Systemic Lack of Integration
The most fundamental gap is the complete lack of integration between the software systems used by sales, finance, and inventory teams. These functional silos force employees to perform manual data transfers—a process that is not only a waste of valuable time but also a primary source of errors and inconsistencies across the organisation. This lack of a single source of truth creates friction, reduces operational agility, and hampers cross-departmental collaboration.
[bookmark: _Toc216288007]3. Recommended Solution
To address the root causes of these challenges, a piecemeal approach of upgrading individual systems will be insufficient. AKPerog Ltd. requires a unified, integrated platform that can serve as the central nervous system for the entire organisation. Therefore, the core recommendation is the implementation of a “cloud-based Enterprise Resource Planning (ERP) system with integrated modules for Customer Relationship Management (CRM), Supply Chain Management (SCM), and Business Intelligence (BI).”
[bookmark: _Toc216288008]3.1. Proposed System: An Integrated Cloud ERP Suite
A cloud-based ERP system, such as those offered by vendors like SAP S/4HANA Cloud, Oracle NetSuite, or Microsoft Dynamics 365, is ideally suited for a growing company like AKPerog Ltd. An ERP system is designed to integrate all core business processes—from inventory and order management to finance and human resources—into a single, coherent system (Leon, 2020). The cloud-based nature of the solution offers several key advantages:
· Lower Upfront Cost: It operates on a subscription model Software as a Service (SaaS), avoiding the significant capital expenditure of on-premises hardware and software licenses.
· Rapid Implementation and Scalability: Cloud ERPs can be deployed faster than traditional systems and can easily scale up as AKPerog Ltd. expands its store count and online sales volume.
· Automatic Updates: The vendor manages all updates and security patches, ensuring the system remains current and compliant with minimal internal IT overhead.
[bookmark: _Toc216288009]3.2. Justification Based on Business Needs
· Unified Inventory Management: The ERP will feature a centralised inventory module that integrates directly with both the physical POS systems and the e-commerce platform. This will provide a “single, real-time view of stock across all 30 stores and the central warehouse”. When an online order is placed, the system can automatically allocate stock from the most appropriate location. When a sale is made in a store, the central inventory is updated instantly. This eliminates stock discrepancies, prevents overselling, and enables features like "click-and-collect."
· Integrated CRM Module: The embedded CRM module will consolidate all customer data from every touchpoint into a single, unified customer profile. This will provide the marketing team with the tools to create segmented email campaigns based on past purchases, preferences, and browsing behaviour. For customer support, agents will have immediate access to a complete history of a customer's interactions, orders, and returns, enabling fast, informed, and personalised service.
· Advanced Business Intelligence and Reporting: A core component of modern ERP systems is built-in BI and analytics. Instead of manual spreadsheet compilation, the ERP will generate automated, real-time dashboards and reports. Management can monitor key performance indicators (KPIs)—such as daily sales by store, product performance, and inventory turnover—on demand, enabling data-driven decision-making and accurate forecasting.
· Enhanced Security and GDPR Compliance: A modern cloud ERP is built with enterprise-grade security. It allows for robust, role-based access controls, ensuring employees can only access the data necessary for their jobs. Furthermore, these systems include features specifically designed to aid GDPR compliance, such as data encryption, audit trails, and tools to manage data subject requests (e.g., the right to be forgotten) efficiently and systematically.
· End-to-End Process Integration: This is the primary benefit of an ERP. It breaks down departmental silos by creating a single source of truth. When a sale is finalised, the data flows seamlessly: inventory is updated, the financial ledger is posted, and the customer's profile is enriched—all without manual intervention. This streamlines operations, drastically reduces errors, and frees up employees to focus on value-added tasks.
[bookmark: _Toc216288010]3.3. Cost-Benefit and Scalability Considerations
While the investment in a cloud ERP is significant, it must be viewed against the substantial costs of the status quo: financial losses from stock discrepancies, lost sales opportunities, regulatory fines, and the operational cost of manual, redundant processes. The Return of Investment (ROI) will be realised through increased sales, improved operational efficiency, reduced inventory carrying costs, and enhanced customer retention (Dwivedi, 2024). The scalable nature of the cloud model means that the system can grow seamlessly with AKPerog Ltd.'s expansion plans, avoiding the need for another major system overhaul in the future.
[bookmark: _Toc216288011]3.4. Knowledge Management Integration
Knowledge Management (KM) is a powerful, higher-level concept that should be woven into two key sections to demonstrate strategic foresight.
· The integrated CRM module will not only improve customer service but also formalise the company's knowledge management. By documenting every customer interaction, support ticket resolution, and feedback log within a unified profile, the system captures valuable tacit knowledge. 
· This creates an institutional memory that prevents knowledge loss when staff change and allows for continuous improvement of service protocols.

[bookmark: _Toc216288012]4. Implementation Plan
A project of this scale and impact requires a carefully structured, phased implementation approach to minimise disruption and ensure success. A recommended plan is outlined below, following a hybrid agile-waterfall methodology. 
[bookmark: _Toc216288013]4.1. Steps To Create a Software Implementation Plan
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[bookmark: _Toc216288014]Phase 1: Discovery and Planning (Months 1-2)
· Project Team Formation: Establish a project team with representatives from IT, sales, inventory, finance, and marketing, led by a resolute project manager from AKPerog Ltd. and a lead consultant from our firm.
· Vendor Selection: Finalise the vendor selection process based on a detailed evaluation of needs against vendor capabilities.
· Requirements Gathering: Conduct detailed workshops with all departments to document precise business requirements and process flows. (Vaughan, 2023)
[bookmark: _Toc216288015]Phase 2: System Design and Configuration (Months 3-5)
· Process Re-engineering: Redesign key business processes (e.g., order-to-cash, procure-to-pay) to leverage the ERP's best practices.
· System Configuration: The chosen vendor's system will be configured to match AKPerog Ltd.'s specific operational needs, focusing first on the core modules: Financials, Inventory & SCM, and CRM.
· Data Migration Strategy: Develop a meticulous plan for cleaning, validating, and migrating legacy data from old systems into the new ERP.
[bookmark: _Toc216288016]Phase 3: Development, Testing, and Training (Months 6-8)
· Integration Development: Build and evaluate the crucial integrations between the ERP, the e-commerce platform, and the in-store POS systems.
· Rigorous Testing: Conduct unit testing, integration testing, and User Acceptance Testing (UAT) with the core project team and end-users to ensure the system functions as intended.
· Comprehensive Training Programme: Develop and deliver role-based training sessions for all employees. This is critical for user adoption. Create detailed training manuals and video tutorials.
[bookmark: _Toc216288017]Phase 4: Phased Roll-out and Monitoring (Months 9-10)
· Pilot Launch: Initially go-live with a small group of 3-5 stores to identify and resolve any unforeseen issues in a controlled environment.
· Full-Scale Deployment: After a successful pilot, roll out the system to all remaining stores and fully transition the e-commerce platform to the new integrated inventory system.
· Hypercare Support: Provide intensive, on-demand support for the first two weeks post-go-live to address any immediate user questions or technical issues.
[bookmark: _Toc216288018]4.2. Potential Challenges and Mitigation
· Resistance to Change: Employees may be resistant to new processes. This will be mitigated through clear communication, involving users in the design phase, and robust training (Kirti, 2024).
· Data Migration Errors: Inaccurate data migration can cripple the new system. This risk is mitigated by starting data cleansing early and performing multiple test migrations.
· Temporary Productivity Dip: A temporary drop in productivity is common post-go live. This is managed through the hyper care support phase and by setting realistic expectations with management.

[bookmark: _Toc216288019]5. Conclusion 
The operational challenges currently hindering AKPerog Ltd.'s growth are significant but entirely surmountable. The recommended implementation of a cloud-based ERP system with integrated CRM and BI capabilities represents a transformative investment in the company's future. This solution directly addresses the core inefficiencies in inventory management, customer relationship management, decision-making, and regulatory compliance by creating a single, integrated, and automated operational backbone.
The expected benefits are substantial: a dramatic reduction in stock discrepancies and associated financial losses, a significant enhancement in customer satisfaction and loyalty through personalised engagement, empowered decision-making via real-time analytics, and robust data security ensuring GDPR compliance. By breaking down information silos and automating manual processes, AKPerog Ltd. will not only resolve its current headaches but also build a scalable, efficient, and data-driven foundation capable of supporting its ambitious expansion plans for years to come.
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