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Proposal for Implementing an Integrated Information System at AKPerog Ltd.


[bookmark: _Toc216749793]1. Introduction
The rapid acceleration of digital transformation has fundamentally reshaped how retail organisations operate, compete, and create value. Contemporary retailers increasingly depend on integrated information systems to manage complex supply chains, coordinate multi-channel sales, analyse customer behaviour, and support timely, data-driven decision-making. As organisations scale, the limitations of fragmented or legacy systems become more pronounced, often resulting in operational inefficiencies, reduced customer satisfaction, and weakened strategic agility. This challenge is particularly evident in fast-growing retail businesses that must synchronise physical and digital operations.
AKPerog Ltd., a consumer electronics retailer operating 30 physical stores alongside a rapidly expanding e-commerce platform, exemplifies this challenge. While the organisation has experienced strong revenue growth, its internal information infrastructure has not evolved at the same pace. Core business functions such as inventory management, customer data handling, and performance reporting are supported by disconnected systems and manual processes. Consequently, discrepancies frequently arise between in-store stock levels and online availability, leading to cancelled orders, lost sales, and reputational damage. Customer data is similarly fragmented, preventing the development of a holistic understanding of purchasing behaviour and limiting opportunities for personalisation.
Strategic decision-making within AKPerog is further constrained by reliance on manually compiled spreadsheets. These reports are often outdated, error-prone, and incapable of providing real-time insights. In a competitive retail environment characterised by fluctuating demand and high customer expectations, delayed or inaccurate information undermines management’s ability to respond effectively. Moreover, weak system integration and inconsistent data handling increase operational risk and expose the organisation to regulatory and compliance concerns, particularly in relation to data protection obligations under the General Data Protection Regulation (GDPR) (European Union, 2018).
A critical underlying issue is the absence of effective interfaces that allow systems to exchange data automatically. Instead of seamless interoperability, employees must manually transfer information between platforms, increasing workload and reducing data reliability. To address these challenges and support sustainable growth, AKPerog requires a modern, integrated information system. This assessment proposes the implementation of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) functionality. The proposal evaluates existing system limitations, justifies the recommended solution, and outlines an implementation approach designed to deliver operational efficiency, improved customer satisfaction, and long-term strategic value.
[bookmark: _Toc216749794]2. Evaluation of Existing Systems
AKPerog’s current information systems environment is characterised by fragmentation, manual intervention, and limited interoperability. These weaknesses significantly undermine both operational performance and strategic capability.
[bookmark: _Toc216749795]2.1 Data Fragmentation and Lack of System Interfaces
One of the most significant limitations of the existing environment is the absence of effective interfaces between core business applications. Sales transactions, inventory records, customer information, and financial data are stored in separate systems that do not communicate automatically. As a result, data must be manually transferred between platforms, creating delays, duplication, and inconsistencies. The UK Government (2023) emphasises that interoperability and well-designed interfaces are essential for reliable data exchange and coordinated digital operations. Without such interfaces, organisations struggle to maintain accurate, consistent datasets.
For AKPerog, the lack of integration means there is no single, authoritative source of truth. Inventory figures often differ between store-level systems and the e-commerce platform, resulting in inaccurate stock visibility for customers. This fragmentation directly contributes to order cancellations, inefficient replenishment processes, and strained coordination between departments. Over time, these inefficiencies increase operational costs and erode customer trust.
[bookmark: _Toc216749796]2.2 Manual Processes and Reporting Inefficiencies
Manual processes remain embedded across several operational areas. Individual stores maintain inventory spreadsheets independently, resulting in inconsistent data formats and update frequencies. Sales and performance reports are similarly compiled manually, often using historical data that no longer reflects current trading conditions. These practices increase the likelihood of human error and significantly slow the reporting cycle.
The Organisation for Economic Co-operation and Development (OECD, 2021) notes that retailers relying on manual data handling face reduced responsiveness and limited analytical capability. For AKPerog, this reliance restricts management’s ability to identify trends, assess promotional effectiveness, and forecast demand accurately. In an industry where rapid response to market signals is critical, such delays place the organisation at a strategic disadvantage.
[bookmark: _Toc216749797]2.3 Customer Data Management Challenges
Customer information at AKPerog is dispersed across marketing databases, the e-commerce platform, and customer service systems. This fragmentation prevents the creation of unified customer profiles and limits visibility of customer interactions across channels. As a result, marketing campaigns lack personalisation, and customer service representatives often lack access to complete purchase histories when resolving issues.
The World Economic Forum (2022) highlights that integrated customer data is a cornerstone of digital transformation in retail, enabling consistent and responsive service across touchpoints. AKPerog’s inability to leverage customer data effectively undermines customer satisfaction and weakens long-term loyalty. Furthermore, fragmented data handling increases the risk of non-compliance with data protection regulations, particularly where consent and data accuracy cannot be consistently assured (European Union, 2018).
[bookmark: _Toc216749798]2.4 Strategic Implications
Collectively, these system limitations constrain AKPerog’s operational efficiency and strategic agility. Fragmented systems increase costs, reduce responsiveness, and weaken customer relationships. Without significant investment in modern information infrastructure, the organisation risks losing competitiveness as it continues to scale. An integrated system is therefore essential not only for operational improvement but also for sustaining long-term growth.
[bookmark: _Toc216749799]3. Recommended Solution: Cloud-Based ERP with Integrated CRM
[bookmark: _Toc216749800]3.1 ERP as an Integrated Information System
An Enterprise Resource Planning (ERP) system provides a unified platform that integrates core business functions, including inventory management, sales processing, finance, and human resources. Modern ERP systems operate in real time and rely on standardised data structures, ensuring consistency and accuracy across the organisation (SAP, 2023). Cloud-based deployment further enhances scalability, accessibility, and cost efficiency by reducing reliance on on-premise infrastructure.
For AKPerog, a cloud-based ERP system would replace fragmented applications with a single integrated environment. This centralisation would eliminate data silos, reduce manual intervention, and ensure that all departments operate using up-to-date information. Oracle (2023a) notes that ERP systems enable organisations to streamline processes, improve visibility, and support informed decision-making.
[bookmark: _Toc216749801]3.2 Importance of Interfaces and Integration
A defining feature of modern ERP systems is their use of standardised interfaces using application programming interfaces (APIs) that allow different systems to communicate and share data effectively. Effective interfaces eliminate the need for manual data transfers and support interoperability across systems (UK Government, 2023).
For AKPerog, robust integration would ensure real-time synchronisation between physical stores, the e-commerce platform, and back-office functions. Stock updates made in-store would immediately reflect online, reducing the risk of overselling and improving customer confidence. Similarly, sales data would flow automatically into financial and analytical modules, enabling accurate and timely reporting.
[bookmark: _Toc216749802]3.3 ERP–CRM Integration and Customer Satisfaction
Integrating CRM functionality within the ERP system allows customer data to be centralised and shared across the organisation. This integration enables the creation of comprehensive customer profiles that capture purchase history, preferences, and interactions across channels. Oracle (2023b) argues that ERP–CRM integration enhances customer experience by ensuring employees have access to accurate, consistent information at every touchpoint.
For AKPerog, this capability would support more personalised marketing, faster issue resolution, and consistent service delivery. Improved customer satisfaction has clear strategic benefits, including improved customer retention, higher lifetime value per customer, and enhanced brand loyalty. By leveraging integrated customer data, AKPerog can design targeted promotions, anticipate customer needs, and differentiate itself in a competitive market.
[bookmark: _Toc216749803]3.4 Strategic Benefits of the Proposed System
Beyond immediate operational improvements, the proposed ERP–CRM system supports data-driven decision-making and long-term scalability. Real-time dashboards and analytics enable management to monitor performance, forecast demand, and evaluate strategic initiatives effectively. As transaction volumes increase and new channels are introduced, the system can scale without requiring major structural changes. This flexibility is critical for supporting AKPerog’s continued expansion.
[bookmark: _Toc216749804]4. Implementation Plan
Implementing an ERP system represents a significant organisational change that requires careful planning, stakeholder engagement, and risk management.
[bookmark: _Toc216749805]4.1 Requirements Analysis
The implementation should begin with a comprehensive requirements analysis involving all functional areas. Mapping existing processes and identifying inefficiencies ensures that the new system supports business objectives rather than replicating outdated practices. Early stakeholder involvement also increases user buy-in and reduces resistance.
[bookmark: _Toc216749806]4.2 Vendor Selection
ERP vendors should be evaluated based on functional fit, scalability, integration capabilities, security features, and total cost of ownership. Cloud security and data protection measures are particularly important given GDPR requirements (European Union, 2018). Vendor demonstrations and reference checks help ensure alignment with AKPerog’s operational needs (Oracle, 2023a).
[bookmark: _Toc216749807]4.3 Data Preparation and Migration
Data quality is critical to ERP success. Before migration, data cleansing activities should address duplicate records, inconsistent formats, and inaccuracies. Establishing clear data governance policies helps maintain data integrity and user confidence in the new system.
[bookmark: _Toc216749808]4.4 System Configuration and Integration
The ERP system should be configured to support standardised business processes wherever possible. Interfaces should be established to integrate the ERP with existing point-of-sale and e-commerce platforms, enabling automated, real-time data exchange. This integration is essential for delivering the operational benefits identified earlier.
[bookmark: _Toc216749809]4.5 Training and Change Management
Effective change management is vital for successful adoption. Prosci (2021) emphasises that structured communication, leadership support, and role-specific training reduce resistance and improve user engagement. Employees must understand not only how to use the system but also how it enhances their daily work and organisational performance.
[bookmark: _Toc216749810]4.6 Deployment and Stabilisation
A phased rollout, such as a pilot implementation in selected stores, allows issues to be identified and resolved before full deployment. Ongoing support, performance monitoring, and continuous improvement activities are essential during the stabilisation phase.
[bookmark: _Toc216749811]5. Risks and Limitations
While the adoption of a cloud-based ERP system with integrated CRM functionality offers substantial benefits, it is essential to critically evaluate the associated risks and limitations. A balanced assessment demonstrates awareness of potential challenges and strengthens the strategic justification for the proposed solution.
One significant risk relates to implementation complexity and cost. ERP projects often require considerable financial investment, encompassing software licensing, configuration, data migration, training, and ongoing support. If not carefully managed, costs may exceed initial estimates, particularly where extensive customisation is undertaken. Excessive customisation can also create long-term dependency on vendors and complicate future system upgrades, reducing the flexibility that cloud-based solutions are intended to provide (SAP, 2023).
Another key risk concerns organisational resistance to change. Employees accustomed to existing systems and manual processes may perceive the new ERP system as disruptive or threatening. Resistance can lead to low adoption rates, workarounds, and underutilisation of system capabilities. Prosci (2021) highlights that inadequate change management is a leading cause of failure in digital transformation initiatives. For AKPerog, sustained leadership support, clear communication of benefits, and continuous user engagement will therefore be critical to mitigating this risk.
Data security and privacy also represent important limitations that must be addressed. Although cloud-based ERP vendors typically invest heavily in security infrastructure, centralising large volumes of sensitive customer and transactional data increases the potential impact of data breaches. AKPerog must ensure that the selected vendor complies fully with GDPR requirements, including data minimisation, access controls, and clear accountability for data processing activities (European Union, 2018). Robust data governance policies and regular security audits will be essential to maintaining regulatory compliance and customer trust.
Finally, there is a risk that over-reliance on system-generated data may reduce managerial judgement. While real-time analytics enhance decision-making, data quality issues or misinterpretation of metrics could lead to suboptimal strategic choices. Management must therefore combine system insights with professional expertise and contextual understanding. Recognising these limitations ensures that the ERP system is viewed as a decision-support tool rather than a substitute for strategic leadership.
[bookmark: _Toc216749812]6. Future Opportunities and Strategic Development
Beyond addressing current operational challenges, the implementation of an integrated ERP–CRM system creates opportunities for future strategic development. As AKPerog’s data maturity improves, the organisation can leverage advanced analytics, machine learning, and artificial intelligence to enhance forecasting accuracy and optimise pricing strategies. Integrated data provides a foundation for predictive inventory management, reducing stockholding costs while improving product availability.
The system also enables more sophisticated customer engagement strategies. By analysing purchasing patterns and interaction histories, AKPerog can develop personalised recommendations, targeted loyalty programmes, and omnichannel marketing campaigns. The World Economic Forum (2022) emphasises that data-driven personalisation is increasingly central to competitive advantage in digital retail environments. These capabilities would allow AKPerog to move beyond transactional relationships towards long-term customer value creation.
Furthermore, the scalability of cloud-based ERP systems supports international expansion and partnership integration. Should AKPerog choose to enter new markets or collaborate with third-party logistics providers, standardised interfaces and interoperable data structures will facilitate rapid integration. This strategic flexibility positions the organisation to respond proactively to evolving market conditions and technological developments.
[bookmark: _Toc216749813]7. Conclusion
AKPerog Ltd.’s operational challenges stem from fragmented systems, manual processes, and the absence of effective interfaces for data exchange. These limitations undermine inventory accuracy, customer satisfaction, and strategic decision-making. This assessment has demonstrated that implementing a cloud-based ERP system with integrated CRM functionality offers a comprehensive solution by centralising data, automating workflows, and enabling real-time information sharing.
The proposed system will improve operational efficiency, enhance customer experience, and provide a scalable digital foundation for future growth. With careful implementation and strong change management, AKPerog can transform its information infrastructure into a strategic asset, positioning the organisation for sustained competitiveness in the digital retail landscape.
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