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1. Introduction 
AKPerog Ltd. Is a Rapidly expanding consumer electronics retailer that operates 30 physical stores alongside an e-commerce platform. Over the past year the company has experienced substantial growth, yet its information systems have not evolved at the same pace. As a result, the organisation now faces several operational inefficiencies that threaten its customer satisfaction, profitability, and compliance standing.
At the core of AKPerog’s challenges are outdated manual processes, fragmented data systems, and weak integration across departments. Store managers manually track inventory, while the online platform operates independently. Consequently, customers often place online orders for products that are out of stock, leading to cancelled transactions and complaints. Additionally, the lack of an integrated Customer relationship management (CRM) system prevents the marketing team from targeting specific customers while customer support lacks access to complete purchase history.
Furthermore, management decisions are hampered by using spreadsheets and manual reporting. This not only introduces errors but also delays access to timely data. Finally, the company’s current information infrastructure lacks the security and governance required to meet general data protection regulation (GDPR) standards, increasing legal and reputational risks.
According to Nour (2023), many growing retail firms face similar challenges when they fail to upgrade their legacy systems during periods of expansion. To overcome these limitations, AKPerog must implement an integrated Enterprise Resource Planning (ERP) and CRM solution to centralise operations, improve data accuracy, enhance customer engagement, and ensure compliance with regulatory requirements.
In todays digitally driven economy, information systems no longer viewed as purely operational tools but as critical enablers of competitive advantage. Porter (2008) argues that organisations that strategically align technology with business objectives are better positioned to outperform competitors and sustain long-term growth. Similarly, Laudon and Laudon (2022) emphasise that integrated information systems are essential for coordinating complex business processes, particularly within multi-channel retailer environments. As customer expectations increase and product lifecycles shorten, retailers must rely on real time data and automated processes to maintain service quality, control costs and respond effectively to market fluctuations.


2. Current System Overview 
AKPerog Ltd. Currently operates with disconnected systems across various departments. Inventory management relies heavily on manual entry using spreadsheets, while the e-commerce site uses its own independent database. The finance department records transactions separately, and there is no unified platform linking inventory, sales, or customer information. According to Secure Privacy (2024), such disjointed data management systems often lead to inaccurate reporting, inefficiencies, and compliance gaps.
In addition, the CRM function is minimal. Customer details are stored inconsistently across departments, making it impossible to develop a comprehensive view of individual customers. This limitation hinders customer retention and the ability to personalise marketing campaigns (Zaman, 2025).
In addition to inventory and sales systems being disconnected, the absence of a centralised database means that data consistency and integrity are difficult to maintain. Information is frequently duplicated across spreadsheets and departmental systems, increasing the likelihood of conflicting records and reporting errors. Laudon and Laudon (2022) explain that fragmented legacy systems prevent organisations from establishing a single source of truth, which is essential for effective operational control. Furthermore, inefficient system integration limits the organisation’s ability to scale its digital operations, as manual processes become increasingly unsustainable as transaction volumes grow (Turban et al, 2021). 


3. Identified Inefficiencies and Gaps
The following key inefficiencies have been identified:
· Inventory discrepancies: Manual tracking results in frequent mismatches between instore and online stock, leading to stockouts and excess inventory.
· Data silos: Departments operate independently, requiring manual reconciliation of data, which increases labour costs and errors.
· Poor reporting: Management reports are manually compiled, delaying decision making and strategic planning. 
· Weak customer engagement: Fragmented customer data prevents targeted marketing and loyalty programme development.
· Non-compliance with GDPR: Lack of access controls and audit trails increases the risk of data breaches (IBM, no date).
These inefficiencies result in lost sales, reduced customer satisfaction, and higher operational costs. As open source integrators (no date) note, organisations that continue to rely on manual or disconnected systems face reduced competitiveness in an increasingly digital marketplace. 
4. Recommended Solution
Proposed Information System: It is recommended that AKPerog implement a fully integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) module. ERP systems integrate core business functions such as inventory, procurement, accounting, and logistics, into a single centralised platform, while CRM systems manage customer data, sales, and marketing communication (Nour, 2023).
The integration of ERP and CRM creates a seamless information flow across departments, eliminating data silos and ensuring consistent, real-time access to critical business information (Zaman, 2025). This approach is consistent with best practices for data-driven retail operations, allowing decision makers to respond quickly to changes in customer demand and market trends. 



Key features of the proposed system include: 
· Centralised inventory management with real-time stock visibility across all stores and online platforms. 
· Integrated sales and finance modules for automated invoicing and revenue tracking. 
· Comprehensive CRM functionality for managing customer profiles, preferences, and purchase histories. 
· Analytics and business intelligence tools for real-time reporting and demand forecasting.
· Role-based security controls to support GDPR compliance (Ayala-Rivera et al, 2024).



5. Justification for Recommendation
· Real-Time Inventory Synchronisation by integrating store and e-commerce operations within an ERP system, AKPerog will achieve real time visibility of stock levels. This reduces the likelihood of stockouts, overstocking, and an inaccurate online availability. According to NetSuite (2024), automated inventory tracking significantly enhances fulfilment efficiency and reduces refund requests.
· Enhanced Customer Relationship Management: The CRM component provides a single source of truth for customer data, allowing marketing teams to run targeted campaigns and customer service agents to access complete purchase histories. Zaman (2025) found that integrated CRM systems lead to improved customer satisfaction and loyalty through personalised service delivery. 
· Improved Decision Making: Centralised data enables the generation of automated dashboards and reports. Managers can access real-time performance metrics such as sales trend, product turnover, and customer segmentation. Nour (2023) notes that’s firms implementing ERP systems benefit from faster decision making and better strategic planning due to access to access to up-to-date information.
· Data Security and Compliance: Modern ERP and CRM platforms come equipped with built-in security features, including encryption, access controls, and audit logs. These features help organisations meet GDPR requirements for protecting personal data and documenting data flows (IBM, no date) (McKinsey and Company, 2023).
· Scalability and Cost -Effectiveness: Cloud-based ERP systems are highly scalable and can accommodate future growth in users, stores, and product lines. Open Source Integrators (no date) highlight that modular ERP implementations allow businesses to add new functionalities gradually, optimising costs and reducing implementation risks. 

6. Implementation Plan 
a) Phase 1 - Planning and Requirements Analysis
· Conduct a detailed business process review to identify inefficiencies and define system requirements. 
· Map data sources and workflows to ensure smooth integration. 
· Perform a GDPR data audit to identify risks and compliance gaps (Secure Privacy, 2024).
· Establish a project governance structure with clear roles, responsibilities, and reporting lines. 
· Select an appropriate ERP vendor such as Microsoft Dynamics 365, or ERPNext.

b) Phase 2 - Pilot Deployment
· Implement the system in a small number of pilot stores to test core functionalities.
· Migrate data after cleaning and validating accuracy
· Train store managers and key staff in the new workflows. 
· Collect user feedback to identify areas for improvement before full rollout.
c) Phase 3 – Organisation Wide Rollout 
· Gradually deploy the system across all stores and integrate with the e-commerce platform.
· Enable CRM functionalities for customer support and marketing departments.
· Introduce dashboards and performance reports for senior management.
· Monitor system performance and ensure that operational disruptions are minimised. 
d) Phase 4 – Optimisation and Continuous Improvement 
After full implementation, AKPerog should continuously review system performance metrics such as order accuracy, refund rates, and customer satisfaction. Over time advanced tools such as predictive analytics and AI-driven forecasting can be introduced to further enhance operational efficiency (Nour, 2023).

7. Training and Change Management
Change management is important for successful ERP implementation. Employees often resist new systems due to unfamiliarity and perceived complexity. Therefore, a comprehensive training programme must be established, including workshops, online modules, and support documentation.
Department leaders should be appointed to act as local champions for support for colleagues during this transition. McKinsey and Company (2023) emphasise that clear communication about the benefits of digital transformation significantly improves user adoption and project outcomes.
Effective training and structured change management are widely recognised as critical success factors in large scale information system implementations. Kotter (2012) argues that organisational change initiatives frequently fail due to poor communication, inadequate leadership support, and insufficient employee engagement. Likewise, Somers and Nelson (2024) found that user training and top -management commitment are among the most important determinants of ERP project success. For AKPerog Ltd., a structured change strategy that includes continuous communication, role based training and leadership involvement will be essential to reduce resistance, improve user confidence and ensure that the new ERP and CRM systems are fully embedded into daily operations.

8. Data Security and GDPR Compliance 
Given the sensitivity of customer data, GDPR compliance must be embedded within the system design. This includes:
· Role based access control (RBAC) to limit data exposure. 
· Encryption for both stored and transmitted data.
· Audit trails for tracking data access and modifications.
· Data retention policies and support for customers “right to be forgotten”. 
· Data protection impact assessments for high risk activities (Ayala-Rivera et al, 2024).
Regular audits should be conducted to verify compliance, and staff should receive continuous training on data protection obligations (IBM, no date).
In addition to technical safeguards, organisational governance plays a crucial role in ensuring effective data protection. GDPR requires organisations to demonstrate accountability through documented policies, staff training, and continuous risk assessment. Voigt and von dem busssche (2017) emphasise that compliance is not solely achieved through software controls but through embedding data protection into everyday business processes. Furthermore, the Information Commissioner’s Office (ICO, 2023) highlights that regular staff training is essential to reduce the risk of human error, which remains one of the leading causes of personal data breaches. Without these organisational controls, even technically secure systems remain vulnerable.



9. Risks and Mitigation Strategies
	Risk
	Impact
	Mitigation Strategy

	Staff resistance to new technology
	Low adoption rate
	Comprehensive training and change management

	Data mitigation errors
	Operational disruptions
	Perform staged migrations and data validation

	Integration challenges
	System downtime
	Employ experienced IT consultants and test thoroughly 

	Budget overrun
	Financial strain 
	Define clear project scope and governance

	Non-compliance with GDPR
	Legal penalties
	Conduct regular audits and maintain documentation





10. Conclusion
AKPerog Ltd. is currently constrained by outdated, disconnected and inefficient information systems that are no longer suitable for a fast growing omni channel retail business. The organisation’s reliance on manual inventory tracking, fragmented customer data, and spreadsheet based reporting has resulted in stock in accuracies, poor customer service, weak decision making and increased regulatory risk. These issues collectively threaten customer satisfaction, operational efficiency and long term competitiveness. 
This proposal has demonstrated that the implementation of an integrated Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) system represents the most appropriate strategic solution to these challenges. By centralising data across sales, inventory, finance and customer operations, AKPerog will gain real time visibility of business performance, eliminate data silos, and automate critical processes. This will significantly reduce human error, improve stock accuracy, enhance order fulfilment and support more effective and personalised customer engagement. 
In addition, the recommended system will strengthen data security and ensure compliance with data protection regulations through robust access controls, audit trails, and privacy by design features. The phased implementation approach supported by comprehensive staff training and structured change management, will minimise disruption and encourage successful user adoption across the organisation. 
Overall, the adoption of a modern, integrated ERP and CRM platform will provide AKPerog Ltd with a scalable digital foundation capable of supporting future expansion, improving decision making and delivering a consistently high quality customer experience. This transformation will move the organisation from reactive, manual operations to a fully integrated data driven enterprise positioned for sustainable long term success.
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