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AKPerog Ltd. is a rapidly growing consumer electronics retailer operating 30 physical stores in the United Kingdom alongside a fast-expanding e-commerce platform. Over the past year, the company has experienced record sales growth driven by increased online demand and successful product diversification. However, this commercial success has highlighted significant weaknesses in the company’s underlying information systems. As in many rapidly growing retail businesses, outdated technologies, manual processes, and inconsistent data handling practices have produced operational inefficiencies that hinder productivity, customer satisfaction, and strategic decision-making (Laudon & Laudon, 2022).
The most significant challenge relates to AKPerog’s manual inventory management process. Stock updates are performed by store teams using spreadsheets and handwritten records, resulting in frequent discrepancies between physical stock levels and the quantities displayed on the company’s website. As a result, customers often place online orders for items that are unavailable, prompting refunds, delays, and dissatisfaction. Such inventory inaccuracies are widely recognised as a major source of operational waste in the retail industry (Axsäter, 2015). The organisation’s rapid expansion has further amplified these problems, as manual processes cannot scale efficiently.
A second critical issue concerns the fragmentation of customer information. Customer data is stored across multiple isolated systems—including email databases, in-store POS logs, online accounts, and customer service records. This fragmentation limits the company’s ability to perform meaningful customer analysis, track purchase histories, or support personalised marketing campaigns. Research in customer relationship management (CRM) emphasises that integrated and centralised customer data is essential for providing consistent service quality and targeted engagement (Payne & Frow, 2017).
In addition, sales reporting processes are highly inefficient. Management teams rely on manually compiled spreadsheets that often contain errors, outdated figures, and inconsistent formatting. These reporting delays reduce organisational responsiveness and hinder strategic decision-making. According to McAfee et al. (2012), organisations that fail to leverage real-time data analysis experience diminished competitiveness and weaker forecasting capability. AKPerog’s leadership currently lacks accurate insights into stock turnover, store-by-store performance, customer behaviour, and sales trends.
The company also faces increasing pressure to comply with data protection regulations. The absence of secure data access controls, encrypted storage, and proper audit trails places the organisation at risk of GDPR breaches. The Information Commissioner’s Office (ICO, 2021) warns that businesses failing to implement appropriate technical and organisational measures risk fines, reputational damage, and customer loss.
Lastly, AKPerog’s departments—finance, sales, marketing, inventory, and customer service—use systems that do not communicate with each other. Employees frequently transfer information manually between departments, leading to duplication, delays, and the propagation of errors. Sector research shows that organisations without integrated systems experience higher operational costs and lower productivity (Bocij et al., 2019).
This proposal evaluates AKPerog’s current systems, identifies critical inefficiencies, and recommends the adoption of an integrated Enterprise Resource Planning (ERP) system with Customer Relationship Management (CRM) and Business Intelligence (BI) capabilities. The proposal also outlines an implementation plan designed to support AKPerog’s operational and strategic objectives.
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AKPerog Ltd. currently operates with a loosely connected mix of manual and semi-automated systems. These include:
· Manual stock counters and spreadsheets maintained at store level
· Independent POS systems that are not linked to the central e-commerce database
· Separate tools for online sales management, customer service, and marketing
· Excel-based financial reporting
· Basic IT security measures without centralised control
According to Rainer et al. (2019), such fragmented systems create data silos, reduce visibility across departments, and undermine organisational performance. AKPerog’s rapid expansion has made these weaknesses far more apparent and damaging.
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The most severe inefficiency lies in AKPerog’s manual inventory tracking. Store staff are responsible for performing stock counts and entering updates into spreadsheets, which are later submitted to head office. This process is slow, error-prone, and difficult to scale. 

Misreporting of stock levels results in:
· Incorrect availability shown online
· Customer orders cancelled because products are unavailable
· Overstocking or understocking of high-value items
· Unreliable data for procurement and forecasting
Research shows that even well-managed manual inventory systems can experience 2–3% data inaccuracy per month (Axsäter, 2015). With 30 stores, this error margin compounds and results in significant financial loss.
In a digital retail environment, real-time stock visibility is essential for efficient fulfilment, accurate demand forecasting, and responsive supply chain management (Ruivo et al., 2017). AKPerog’s manual system cannot support these requirements.
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AKPerog’s customer data is distributed across siloed systems, preventing the organisation from building meaningful customer profiles or delivering consistent service. This fragmentation affects:
· Marketing segmentation
· Complaint handling
· Personalised promotions
· Loyalty programme development
· Cross-channel customer experience
Payne and Frow (2017) argue that integrated CRM systems enable organisations to transition from transactional to relationship-driven customer strategies, increasing lifetime value and improving retention rates. AKPerog’s inability to utilise customer data limits these opportunities.
Furthermore, customer service teams often cannot verify purchase histories or previous interactions, leading to slow complaint resolution and inconsistent support. This undermines customer trust and damages the brand experience.
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The organisation’s reliance on spreadsheets for reporting is a major strategic limitation. Key issues include:
· Reports are prepared manually, making them slow and error-prone
· No real-time visibility of sales, revenue, or performance metrics
· Inconsistent spreadsheet formats across stores
· Lack of forecasting tools or automated alerts
Wixom and Watson (2010) highlight that spreadsheet-based reporting severely restricts managerial insight and organisational agility. Without BI tools, AKPerog’s leadership cannot quickly identify trends, respond to issues, or make data-driven decisions.

[bookmark: _Toc214607975]2.5 Lack of Integration Across Departments

The finance department uses accounting software that does not integrate with sales systems. The marketing team uses separate email and analytics tools. The online store uses its own system that does not synchronise with store-level stock data. Customer service relies on a different database altogether.
This lack of integration results in:
· Manual data re-entry
· Inconsistent versions of the truth
· Duplication of work
· Communication delays
· Inefficiencies in order fulfilment
Laudon and Laudon (2022) note that integration across business processes is essential for efficiency, transparency, and strategic alignment. Without integrated systems, AKPerog cannot operate effectively at scale.

[bookmark: _Toc214607976]2.6 Data Security and GDPR Risks

The absence of secure access controls means that employees in multiple departments can access customer data unnecessarily. Sensitive information is stored across separate databases, increasing the risk of accidental breaches.
According to the ICO (2021), GDPR requires organisations to implement:
· Role-based access
· Data minimisation
· Encrypted storage
· Audit trails
· Secure data transfers
AKPerog’s current systems do not meet these standards, exposing the company to penalties and reputational damage.
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To address the extensive challenges identified, this proposal recommends the implementation of a cloud-based Enterprise Resource Planning (ERP) system with integrated:
1. Customer Relationship Management (CRM)
2. Business Intelligence (BI)
3. Inventory and supply chain modules
4. Finance and accounting management
5. E-commerce and POS integration
Suitable options include Microsoft Dynamics 365, Oracle NetSuite, and SAP Business One, each offering comprehensive functionality for mid-sized retail organisations.
ERP systems unify core functions and standardise data across departments, improving visibility and operational efficiency (Monk & Wagner, 2013). Combining ERP with CRM and BI functions provides AKPerog with a holistic information environment capable of supporting sustainable growth.
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ERP systems automate stock updates across all sales channels. When an item is purchased in-store or online, stock adjustments are reflected instantly. This eliminates discrepancies, improves customer experience, and enhances procurement planning.
Ruivo et al. (2017) found that ERP implementation improves inventory accuracy, reduces stockout rates, and lowers operational costs.
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A centralised CRM database collects customer information across all touchpoints. This allows AKPerog to:
· Track purchase histories
· Personalise marketing campaigns
· Automate loyalty rewards
· Improve complaint resolution
· Identify high-value customers
Research confirms that CRM adoption enhances customer retention, satisfaction, and profitability (Nguyen & Mutum, 2012).
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BI dashboards give management teams access to:
· Real-time sales trends
· Inventory turnover ratios
· Customer segmentation insights
· Forecasting tools
· Financial dashboards
Gartner (2020) reports that organisations using BI tools increase decision-making speed and accuracy by up to 30%. This would transform AKPerog’s strategic capabilities.
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ERP creates unified workflows across:
· Sales
· Inventory
· Finance
· Marketing
· Customer service
Laudon and Laudon (2022) highlight that integrated systems reduce duplication, eliminate data silos, and improve coordination. For AKPerog, this would save time, reduce costs, and increase productivity across all departments.
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Modern ERP systems include best-practice security features such as:
· Data encryption
· Role-based access
· Automated backups
· Secure cloud hosting
· Audit logs
These features directly address the security gaps identified by the ICO (2021). Strengthening compliance enhances consumer trust and reduces regulatory risk.
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Cloud-based systems reduce upfront infrastructure investment and allow monthly subscription payments, improving financial flexibility (Deloitte, 2021). As the company expands, additional users, stores, or modules can be added with minimal disruption. This scalability aligns with AKPerog’s strategic plan for growth.
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· Conduct interviews with key stakeholders across all departments
· Document existing business processes
· Identify pain points and system requirements
· Prioritise modules for first-phase rollout

This ensures that the chosen ERP system meets the company’s operational needs.
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· Criteria for selection include:
· Cost and subscription model
· Functional coverage
· Scalability
· GDPR compliance
· Integration with e-commerce and POS
· Vendor support and training

Customisation will include workflows tailored to AKPerog’s retail operations.
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· Data migration involves:
· Cleaning customer records
· Consolidating inventory data
· Transferring sales, supplier, and financial records
· Testing system accuracy

Research emphasises that poor data migration is a leading cause of ERP failure (Aloini et al., 2012), so thorough testing is essential.

[bookmark: _Toc214607990]4.4 Phase 4: System Integration

· Integrate ERP with e-commerce platform
· Connect POS systems across all stores
· Link CRM with marketing automation tools
· Integrate procurement and finance modules

Seamless integration ensures that all information flows automatically across departments.
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· Training includes:
· Hands-on workshops
· User manuals
· Online tutorials
· Continuous support

Hawlitschek et al. (2016) emphasise that employee awareness and willingness to adopt the system are critical success factors.
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Pilot implementation will begin in two selected stores. The pilot will test:
· Stock accuracy
· Sales reporting
· Customer data collection
· Integration with the online platform

Any issues identified will be resolved before full deployment.
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After successful pilot testing:
· Roll out across all 30 stores
· Continuously monitor KPIs
· Adjust workflows as required
· Provide ongoing staff support

Performance indicators will include order fulfilment time, customer satisfaction scores, refund rates, and stock accuracy.
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AKPerog Ltd. faces significant challenges due to its outdated and fragmented information systems. Manual inventory processes cause stock inaccuracies, customer dissatisfaction, and financial losses. Fragmented customer data limits personalised marketing and consistent customer service. Manual sales reporting and data silos hinder strategic decision-making, while weak security practices expose the company to GDPR risks.
This report recommends implementing a cloud-based ERP system with integrated CRM and BI capabilities to improve data accuracy, streamline operations, and enable evidence-based decision-making. An ERP solution will provide real-time inventory visibility, centralise customer data, automate reporting, strengthen data security, and support AKPerog’s strategic growth. A phased implementation plan—including requirements analysis, system configuration, data migration, integration, training, pilot testing, and full rollout—will ensure a smooth and successful transition.
Through this transformation, AKPerog will significantly enhance operational efficiency, strengthen customer satisfaction, reduce compliance risks, and build a robust digital infrastructure capable of supporting long-term growth.
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