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[bookmark: _Toc243606131]1. Introduction
Information systems support business activities by collecting, processing, storing and distributing information. When properly implemented, they can improve operational efficiency, customer service and management decision-making. However, technology investments do not automatically improve performance; their value depends on information quality, organisational processes and effective implementation (Laudon and Laudon, 2022).
Ace Ltd. is a fictional consumer electronics retailer operating 30 physical stores and an e-commerce platform. Although its sales have increased, its manual inventory processes, disconnected customer relationship management (CRM) systems and spreadsheet-based reporting are creating operational difficulties. These include inaccurate stock records, cancelled orders, poor customer service, delayed decisions and inefficient communication between departments. Weak access controls also expose the business to cybersecurity and data protection risks.
This report evaluates Ace Ltd.’s current systems and compares standalone inventory software, CRM and business intelligence (BI) solutions with an integrated Enterprise Resource Planning (ERP) approach. It recommends a cloud-based ERP platform connected to CRM and BI capabilities. The proposal evaluates business benefits, limitations, cost, scalability, implementation, information security and sustainability.
[bookmark: _Toc243606132]2. Evaluation of Existing Systems
[bookmark: _Toc243606133]2.1 Inventory management and transaction processing
Ace Ltd.’s manual inventory system creates discrepancies between physical stores and online stock availability. Delayed updates and data-entry errors can result in customers ordering unavailable products, while overstocking ties up working capital.
A Transaction Processing System (TPS) records routine activities such as sales, returns and stock movements. Automating these transactions would provide more accurate and timely inventory information. However, a standalone inventory application might not share information effectively with finance, purchasing and e-commerce systems. It could improve stock control without resolving the wider problem of departmental fragmentation.
Davenport (1998) argues that enterprise systems integrate information across business functions, but this integration can require organisations to change established working practices. Therefore, Ace Ltd. needs more than automation of its existing stock records; it needs coordinated processes supported by shared information.
[bookmark: _Toc243606134]2.2 Customer relationship management
Ace Ltd.’s disconnected customer records prevent employees from viewing complete purchase histories. Marketing staff cannot reliably personalise promotions, while customer service employees may lack the information needed to resolve complaints efficiently.
CRM systems consolidate customer interactions, purchase records and service requests. Payne and Frow (2005) emphasise that CRM should be a cross-functional business strategy rather than simply a software application. For Ace Ltd., this means connecting marketing, sales and customer service around reliable customer information.
Nevertheless, a standalone CRM would not necessarily correct inventory inaccuracies or integrate finance records. Its effectiveness would also depend on accurate data, suitable staff training and appropriate privacy controls. Consequently, CRM should form part of an integrated solution rather than be treated as an independent fix.
[bookmark: _Toc243606135]2.3 Reporting and decision support
Sales reports are currently compiled manually using spreadsheets, which increases the risk of errors and outdated information. Management consequently lacks a consistent view of sales trends, stock performance and customer demand.
Management Information Systems (MIS) provide structured reports, while Decision Support Systems (DSS) support analysis of alternatives and forecasting. BI tools can combine data from different sources into dashboards and analytical reports. However, dashboards cannot compensate for inaccurate or inconsistent source data. Wixom and Watson (2001), in their empirical study of data warehousing, found relationships between system quality, data quality and perceived benefits. This supports the need for Ace Ltd. to improve data management before relying on advanced analytics.
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Sales, finance and inventory teams use separate systems that do not communicate effectively. Manual transfers duplicate work and increase the likelihood of inconsistent records. The absence of secure access controls also increases the risk of unauthorised access to customer information.
The UK General Data Protection Regulation (UK GDPR) requires organisations to process personal information securely and apply appropriate technical and organisational measures (Information Commissioner’s Office (ICO), n.d.-a). Ace Ltd.’s current approach therefore presents both operational and compliance concerns.
Overall, the existing systems are no longer suitable for a growing multichannel retailer. The main weakness is not simply outdated software but the lack of reliable, integrated information across the business.
[bookmark: _Toc243606137]3. Recommended Solution
[bookmark: _Toc243606138]3.1 Integrated ERP with CRM and BI capabilities
Ace Ltd. should implement a configurable, cloud-based ERP platform integrating inventory, purchasing, sales and finance, with connected CRM and BI capabilities. The system should create a shared operational data environment while restricting access according to employees’ responsibilities.
[image: ]  The proposed solution should include:
· ERP and inventory management: Automated stock updates, store transfers, purchase orders, replenishment alerts and visibility of online and physical stock.
· CRM: Consolidated customer profiles, purchase histories, complaint tracking and appropriately controlled marketing functions.
· BI and decision support: Sales dashboards, stock-turnover analysis, demand forecasting and performance monitoring.
· Finance integration: Sales reconciliation, refund processing, supplier invoices and inventory valuation.
· Security and governance: Role-based permissions, multi-factor authentication, encryption, audit trails and controlled retention of personal data.
This recommendation addresses the connected nature of Ace Ltd.’s difficulties. For example, when a product is sold online, inventory should update automatically, finance should receive the appropriate transaction information, and authorised customer service staff should be able to access the relevant order record.
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Three approaches should be evaluated before investment.
	Option
	Advantages
	Limitations and suitability

	Standalone inventory software
	May be quicker to deploy and less expensive initially; improves stock visibility
	May require additional interfaces and leave finance and customer data fragmented

	Separate CRM and BI tools
	Can improve customer engagement and reporting relatively quickly
	Cannot independently resolve inventory integration; inconsistent source data may undermine results

	Integrated ERP with CRM and BI
	Supports shared data, cross-department processes and future expansion
	Higher implementation complexity, subscription costs, migration risks and organisational change


Standalone systems may be suitable when a business has a narrow problem, limited integration needs or insufficient resources for a larger project. For Ace Ltd., however, disconnected systems are already a central cause of inefficiency. Buying more separate applications could create additional integration and support requirements.
ERP offers a stronger strategic fit because it coordinates several business functions. Nevertheless, its advantages should not be overstated. Davenport (1998) highlights the organisational implications of enterprise systems, while Markus et al. (2000) show that ERP problems can occur at different stages of implementation and use. Ace Ltd. must therefore consider process redesign, employee readiness and ongoing support, not just software features.
A configurable cloud solution is preferable to extensive bespoke development because it may reduce infrastructure responsibilities and simplify future upgrades. However, subscriptions continue over time, vendor dependence may increase, and poor connectivity could disrupt store operations. Ace Ltd. should assess total cost of ownership, service availability, security arrangements, integration options and data portability before choosing a supplier.
The financial case should compare implementation and operating costs with measurable benefits, including reduced manual administration, fewer cancelled orders, better stock utilisation and improved customer service. These savings are potential benefits, not guaranteed outcomes. A pilot and baseline performance assessment should test whether the expected value is realistic.
[bookmark: _Toc243606140]3.3 Improving operations and decision-making
The integrated system would update stock records as sales, returns and transfers occur. Store managers could identify understocked and slow-moving products, while replenishment alerts could support purchasing decisions. This would reduce the likelihood of selling unavailable products and help avoid unnecessary inventory accumulation.
CRM integration would give authorised customer service employees access to relevant order and complaint records. Marketing teams could segment customers using appropriate purchase information. Payne and Frow (2005) support a cross-functional approach to CRM, suggesting that customer value depends on coordinated processes rather than technology alone.
BI dashboards would provide management with more timely information about sales, refunds, stock turnover and order fulfilment. Porter and Millar (1985) argue that information technology can affect value-chain activities and competitive advantage. For Ace Ltd., improved information could support better purchasing and faster service. However, technology itself does not guarantee competitive advantage: competitors may purchase similar software, so Ace Ltd. must use it to improve its own processes and customer experience.
The DeLone and McLean (2003) Information Systems Success Model offers a suitable evaluation framework. It considers system quality, information quality, service quality, use, user satisfaction and net benefits. Ace Ltd. should therefore measure both technical performance and actual business outcomes.
[bookmark: _Toc243606141]3.4 Ethical, legal and sustainability considerations
The integrated platform will increase the amount of customer information available across departments, making data governance essential. The ICO (n.d.-b) identifies principles including lawfulness, fairness, transparency, purpose limitation, data minimisation, accuracy, storage limitation, security and accountability. Ace Ltd. should establish lawful processing arrangements, provide clear privacy information, respect marketing preferences and retain information only as justified.
[image: Data cloud with a protective shield in the hand.]Security measures should include role-based access, multi-factor authentication, encryption, secure backups and regular testing.  The National Institute of Standards and Technology (NIST, 2024) recommends a structured approach to cybersecurity risk management through governance, identification, protection, detection, response and recovery. Ace Ltd. should use this framework to assess risks and prepare incident-response arrangements. Cloud hosting does not remove the retailer’s responsibility for its own data-processing activities.
Personalisation can improve customer experience, but excessive profiling or unclear use of purchase histories may undermine trust. Data collection should be proportionate, and automated recommendations should be monitored for inappropriate or unfair outcomes.
Sustainability benefits may include reduced paper use, improved stock forecasting, fewer unnecessary transfers and less obsolete inventory. However, cloud services consume energy and depend on physical infrastructure. Ace Ltd. should assess suppliers’ environmental practices and avoid unnecessary data storage. Sustainability should be evaluated through actual resource and waste reductions rather than assumed from digitisation alone.
[bookmark: _Toc243606142]4. Implementation Plan
Ace Ltd. should use a phased implementation over an estimated six to nine months. The exact duration should be confirmed after requirements analysis and supplier selection.
	Phase
	Activities
	Intended outcome

	1. Requirements and selection
	Map business processes, consult staff, compare suppliers and assess total cost
	Approved business case and suitable platform

	2. Data preparation and design
	Remove duplicates, reconcile stock and define permissions
	Reliable data and agreed workflows

	3. Integration and pilot
	Connect e-commerce, finance, inventory and CRM; test selected stores
	Tested system and identified problems

	4. Training and rollout
	Train employees and deploy in controlled stages
	Consistent system use across stores

	5. Review and improvement
	Monitor KPIs, security and user feedback
	Evidence of performance and required improvements


[bookmark: _Toc243606143]4.1 Governance, training and risk management
The CEO should sponsor the project, while an implementation manager coordinates IT specialists, store managers, finance, sales and customer service. Employee involvement is important because staff understand daily operational requirements and may identify practical problems missed during system design.
Before migration, Ace Ltd. must standardise product identifiers, remove duplicate customer records and reconcile physical stock with recorded quantities. Data migration should be tested because inaccurate information transferred into the new system would undermine its reliability. Wixom and Watson (2001) support the importance of data and system quality in achieving benefits from analytical information systems.
Training should be tailored to job roles. Store employees need inventory and order-processing skills, finance staff need reconciliation training, and managers need to interpret dashboards. Kotter (1995) emphasises the importance of building support for change and embedding new practices. Ace Ltd. should explain the purpose of the project, provide practical training and offer continuing support to employees who experience difficulties.
A pilot should test inventory accuracy, online orders, refunds, system availability and security before wider deployment. Ace Ltd. should also maintain backups, disaster-recovery arrangements and rollback procedures to reduce disruption. Markus et al. (2000) indicate that implementation problems can emerge at different points in the ERP lifecycle, supporting continuous monitoring rather than treating launch as the end of the project.
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Ace Ltd. should establish baseline performance before implementation and assess results monthly. Proposed targets are:
· Achieve at least 98% inventory record accuracy within six months of full rollout.
· Reduce cancellations caused by unavailable stock by at least 50% within six months.
· Reduce manual reporting preparation time by at least 60%.
· Reduce average complaint-resolution time by at least 30%.
· Ensure all relevant employees' complete role-specific training before receiving full system access.
These are proposed targets and should be validated against actual baseline data. Management should investigate missed targets and review whether the system creates new problems, such as excessive staff workload or inaccurate automated decisions. Evaluation should consider system quality, information quality, user satisfaction and measurable business benefits, consistent with DeLone and McLean (2003).
[bookmark: _Toc243606145]5. Conclusion
Ace Ltd.’s manual inventory management, disconnected customer records, spreadsheet-based reporting and weak access controls are restricting operational efficiency and increasing business risk. Standalone software could improve individual functions, but it would not necessarily resolve the underlying problem of fragmented information.
[image: Conclusion Pictures | Download Free Images on Unsplash]An integrated, cloud-based ERP platform connected to CRM and BI capabilities offers the strongest overall fit because it can coordinate inventory, finance, sales and customer information. Nevertheless, its success depends on reliable data, appropriate security, employee adoption and effective implementation. A phased rollout, careful cost assessment and measurable performance targets would reduce risk and help determine whether the investment delivers value.
The proposed solution provides Ace Ltd. with a scalable foundation for growth while supporting better customer service, more informed decisions, regulatory compliance and more sustainable inventory management.
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