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1. Introduction 
AKPerog Ltd. is a rapidly growing consumer electronics retailer with 30 stores and an expanding e-commerce platform. However, the company’s outdated and disconnected information systems are creating significant operational challenges. Manual inventory tracking, fragmented customer data, slow spreadsheet-based reporting, and poor system integration are leading to stock inaccuracies, customer complaints, and ineffective decision-making (Laudon and Laudon, 2022). These issues are preventing the organisation from meeting customer expectations and supporting further growth. This report evaluates the current system weaknesses and proposes a modern information system that will improve efficiency, accuracy, and overall business performance.
2. Evaluation of Existing Systems
A review of AKPerog Ltd.’s current information systems reveals several significant weaknesses that affect daily operations, customer satisfaction, and overall business performance. The organisation relies heavily on manual processes and disconnected software, which limits efficiency and creates inconsistencies across the business. As a multi-store retailer with an active e-commerce platform, AKPerog Ltd. requires integrated, real-time systems, yet its current infrastructure is unable to support these demands.
Inventory Management Weaknesses
The company’s approach to inventory management is largely manual, using spreadsheets and individual store-level checks. This method provides no real-time visibility of stock across the 30 retail stores or the online platform. As a result, customers often place online orders for items that are not actually available, leading to cancellations, refunds, and dissatisfaction.
Manual entry also increases the likelihood of human error. Stock inaccuracies, miscounts, and inconsistent updates across stores create discrepancies that make it difficult for managers to reliably monitor product demand or plan stock replenishment. The lack of automation slows down fulfilment processes, adds to staff workload, and results in financial losses through overstocking or understocking.
Customer Relationship Management Issues
Customer data is currently stored across multiple unconnected systems. This fragmented approach means the company cannot build a complete picture of individual customer interactions, purchase history, or preferences. As a result:
· Marketing teams cannot deliver targeted or personalised promotional campaigns.
· Customer service staff struggle to resolve complaints quickly due to missing or incomplete records.
· Opportunities for customer loyalty, cross-selling, and retention are lost.
The absence of a unified CRM platform also prevents the business from making informed, customer-focused strategic decisions.
Challenges in Reporting and Decision-Making
Management reporting relies on manually compiled spreadsheets, which are time-consuming to produce and frequently contain inaccuracies. These reports do not provide real-time insight, leaving managers unable to respond quickly to sales patterns or operational issues.
The lack of automated reporting tools also means forecasting is often unreliable. Without accurate data on sales performance, product demand, and customer behaviour, the organisation struggles to plan stock levels, allocate resources, or identify emerging market trends. This limits the company’s ability to make timely, evidence-based decisions.
Lack of System Integration Across Departments
Departments such as sales, finance, inventory, and customer service currently operate on separate systems that do not communicate with one another. Staff must manually transfer data from one system to another, a process that is slow, labour-intensive, and prone to errors.
This lack of integration contributes to inconsistent data, duplication of effort, and delays in operations. It also prevents the organisation from working as a coordinated unit—each department has only a partial view of business activity. For a company aiming to expand, this siloed structure limits efficiency and collaboration.
Data Protection and Security Concerns
The current systems do not provide strong data security controls, raising serious concerns around GDPR compliance. Customer information is stored in various locations without consistent access rules or audit trails. This increases the risk of:
· Unauthorised access to sensitive data
· Data breaches
· Non-compliance with legal requirements
· Reputational damage and financial penalties
As AKPerog Ltd. continues to grow, the absence of robust security features becomes an even greater risk.
3. Recommended Solution
To address the operational inefficiencies and strategic challenges facing AKPerog Ltd., the most effective approach is to implement a modern, integrated information system combining an Enterprise Resource Planning (ERP) system with a centralised Customer Relationship Management (CRM) platform. This integrated solution will replace the company’s fragmented tools and manual processes, providing real-time visibility across operations, enhancing data accuracy, and enabling stronger decision-making. ERP and CRM systems are widely recognised as essential technologies for retailers managing both physical stores and e-commerce channels, making them highly suitable for AKPerog Ltd.'s continued growth.
Overview of the Recommended Information Systems
An ERP system will consolidate key business functions—such as inventory control, sales processing, financial management, procurement, and reporting—into one central platform. This eliminates the current reliance on spreadsheets and disconnected software. Important ERP features relevant to AKPerog Ltd. include automated stock management, order fulfilment tools, integrated finance modules, real-time dashboards, and enhanced security controls.
Alongside the ERP system, a centralised CRM platform will bring all customer data into one place. This enables the company to track customer interactions, analyse purchase history, manage complaints effectively, and design targeted marketing campaigns. Integrating the CRM with both the ERP system and the online store will ensure that all customer-related insights are consistent, up-to-date, and accessible across departments.
Together, the ERP and CRM systems will support operational efficiency, customer experience, and compliance with data protection regulations.
Justification for the Recommended Solution
The ERP–CRM combination offers a comprehensive response to the challenges outlined in the business case. By automating key processes, the ERP system will resolve issues such as stock discrepancies, slow reporting, and the lack of cross-departmental integration. Real-time inventory tracking will ensure accurate updates across all 30 stores and the online platform, significantly reducing customer complaints about out-of-stock items.
The CRM platform directly addresses issues relating to customer data fragmentation. It enables a single customer view, improves marketing effectiveness, and enhances the quality of customer service. Staff will be able to access relevant customer information quickly, reducing resolution times and improving customer satisfaction.
The recommended systems also offer significant cost and efficiency benefits. Automation reduces labour hours, eliminates manual data entry, and improves the accuracy of sales and financial records. Over time, organisations typically experience reduced operational costs, fewer errors, and improved productivity after adopting integrated systems.
Moreover, cloud-based ERP and CRM solutions can grow alongside the business. They support additional stores, new product lines, increased online activity, and advanced digital tools such as AI-driven forecasting and enhanced cybersecurity. This makes the recommendation not only a response to current challenges but an investment in long-term scalability.
How the Recommended Systems Will Improve Operations
Introducing an integrated ERP and CRM system will transform everyday operations across AKPerog Ltd. Real-time inventory updates will ensure accurate stock visibility across all channels, reducing order cancellations and delays. Automatic order routing will speed up fulfilment processes, and integrated workflows will improve collaboration between sales, finance, inventory, and customer service teams.
The ability to centralise data will significantly enhance management reporting. Instead of relying on manual spreadsheets, managers will have access to real-time dashboards that display key performance indicators such as sales trends, inventory turnover, customer behaviour, and financial performance. These insights enable quicker, more informed decision-making.
Data security and GDPR compliance will also be strengthened through features such as access controls, encrypted data storage, audit trails, and automatic backups. This minimises risks related to data breaches and regulatory penalties.
Lastly, the CRM system will enhance customer engagement by providing accurate purchase histories, enabling personalised marketing efforts, and supporting faster complaint resolution. Improved customer experience contributes directly to brand loyalty and repeat business.

4. Implementation Plan
A successful transition to an integrated ERP and CRM system requires a structured and well-managed implementation approach. The following plan outlines the key stages that AKPerog Ltd. should follow to ensure a smooth introduction of the new systems, minimise operational disruption, and support long-term sustainability.
Project Initiation and Requirements Analysis
The first stage of implementation involves establishing strong foundations for the project. AKPerog Ltd. should begin by forming a dedicated project team that includes a project manager, IT specialists, departmental representatives, and a data protection officer. This ensures expertise and accountability across all business areas.
A comprehensive needs assessment should then be conducted through meetings, workshops, and observations. The goal is to identify current workflow challenges, essential system features, integration needs, and security requirements. These insights should be used to produce a detailed requirements document that guides the entire implementation.
Following this, the company must select an appropriate ERP–CRM vendor. System options such as Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite should be compared using criteria including cost, functionality, customisation potential, scalability, data security, and support services. A structured evaluation method, such as a scoring matrix, will help identify the best solution.
System Design, Customisation, and Integration
Once the vendor is chosen, the new system is designed and configured to align with AKPerog Ltd.’s operational processes. This begins with mapping out current processes such as stock control, sales order handling, customer service, and financial reporting. Process mapping helps identify inefficiencies and ensures the new system supports more streamlined workflows.
During configuration, the project team and vendor work together to set up key modules like inventory management, sales and fulfilment, finance, CRM functionality, reporting dashboards, and data security features. Custom settings are developed to reflect the company’s products, store structure, customer categories, and reporting needs.
Integration with existing technologies is also completed at this stage. The ERP system must connect with the e-commerce platform, point-of-sale (POS) systems in stores, scanners, and other hardware. This ensures seamless data flow between online and offline operations, eliminating manual data transfers.
Data Migration and System Testing
Before the new system goes live, all relevant business data must be reviewed, cleaned, and transferred. Data cleaning involves removing duplicate records, correcting stock inaccuracies, updating customer information, and ensuring compliance with GDPR requirements. High-quality data is essential for system reliability.
Once cleaned, data is migrated in stages. A test migration is conducted first, followed by validation by managers. When accuracy is confirmed, the full data set is transferred into the ERP and CRM systems.
After migration, user acceptance testing (UAT) takes place. Employees carry out real-life scenarios—such as processing sales, checking stock, generating reports, and logging customer interactions—to verify that the system performs as expected. Any faults identified are resolved before launch.
Training and Change Management
Training plays a crucial role in ensuring staff feel confident and prepared to use the new system. AKPerog Ltd. should offer targeted training programmes covering system navigation, role-specific tasks, reporting, and data security. Training should be practical and hands-on, supported by tutorials, user guides, and helpdesk support.
To manage organisational change effectively, a strong communication strategy is essential. Staff should be informed about the purpose of the new system, the benefits, and the project timeline. The company should appoint “super users” in each department who can support colleagues, identify problems early, and encourage correct system usage.
Effective change management reduces resistance and helps embed the new system into everyday operations.
Go-Live and Post-Implementation Support
A phased go-live approach is recommended to minimise operational disruption. This means piloting the system in one or two stores, monitoring performance, resolving issues, and then gradually rolling it out across all 30 stores and online operations.
During the initial months after launch, technical support and monitoring are essential. A dedicated support line should be provided for staff, and key performance indicators—such as order accuracy, stock discrepancies, customer satisfaction, and system response times—should be reviewed regularly.
Post-implementation, the system should be continuously improved. This involves reviewing feedback, updating workflows, and exploring opportunities to introduce advanced functions such as predictive analytics, marketing automation enhancements, and improved cybersecurity tools.
5. Conclusion
AKPerog Ltd.’s rapid growth has highlighted significant limitations in its current information systems. Manual inventory processes, disconnected customer data, and spreadsheet-based reporting are creating operational inefficiencies that affect accuracy, customer satisfaction, and strategic decision-making (Laudon and Laudon, 2022). These weaknesses make it difficult for the organisation to manage stock effectively, deliver personalised customer service, or respond to real-time business trends.
Implementing an integrated ERP and CRM system provides a practical and future-focused solution. ERP technology will streamline core processes, automate data flows, and improve visibility across sales, finance and inventory, while the CRM system will centralise customer information and support more targeted marketing and service delivery (Chong and Ooi, 2022; Chen, 2021). Together, these systems will enhance operational efficiency, strengthen data security and GDPR compliance, and enable managers to make informed, data-driven decisions (Richardson and Jackson, 2020).
Overall, the proposed information system will not only resolve current challenges but also provide AKPerog Ltd. with a scalable and reliable platform to support ongoing expansion, improved performance, and long-term competitive advantage.
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