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1.0 Introduction
AKPerog Ltd. is a rapidly expanding consumer electronics retailer operating across the United Kingdom through thirty physical stores and a growing e-commerce platform. While the organisation has experienced substantial sales growth over the past year, this success has also exposed significant operational weaknesses rooted in outdated and disconnected information systems. As the company seeks to scale further, these technological and managerial inefficiencies present a considerable barrier to future growth, customer satisfaction, and regulatory compliance.
Currently, AKPerog relies heavily on manual processes for inventory management, sales reporting and customer data handling. These fragmented systems lead to frequent stock discrepancies, delays in order fulfilment, and inconsistent data across departments. Such shortcomings not only weaken internal coordination but also contribute to customer dissatisfaction, as online shoppers often place orders for items that appear available but are, in reality, out of stock. In addition, the absence of a centralised Customer Relationship Management (CRM) system limits the organisation’s ability to deliver personalised marketing or provide efficient after-sales support.
The lack of integration across finance, sales, inventory, and customer service functions further reduces operational efficiency, forcing staff to manually transfer data between systems. This increases human error, consumes valuable time, and prevents the management team from accessing real-time insights needed for informed decision-making. Moreover, weak data protection controls and inconsistent storage practices expose the company to data breaches and potential violations of the General Data Protection Regulation (GDPR).
Given these challenges, it is clear that AKPerog requires a modern, integrated information system that can streamline operations, enhance data accuracy, support strategic decision-making, and ensure full compliance with legal standards. This report evaluates the organisation’s current systems, identifies critical operational gaps, and proposes an advanced Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) solution suitable for a fast-growing retail environment. An implementation plan is also presented to guide the transition towards a unified digital infrastructure that can support AKPerog’s long-term ambitions.

1.1 Overview of the Business Case
AKPerog Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. Over the past year, the organisation has experienced significant growth in sales, and the senior leadership team aims to capitalise on this momentum to scale further. However, a series of operational inefficiencies rooted in outdated information systems are undermining the company’s performance, customer satisfaction, and compliance posture.
Currently, AKPerog relies heavily on fragmented, manual and legacy information systems across core business areas, including inventory management, customer data management, sales reporting, and departmental communication. These limitations are creating errors, delays and inconsistencies that put the company at commercial risk.
As transaction volumes and product ranges continue to increase, the lack of system integration restricts management visibility and limits the organisation’s ability to make timely, data-driven decisions. In addition, the absence of real-time information flow reduces operational control, increases the likelihood of stock inaccuracies, and weakens the organisation’s responsiveness to customer demand and market changes.
1.2 Key Challenges Identified
Analysis of the business case highlights several critical issues:
· Manual inventory tracking results in stock discrepancies between online platforms and physical stores, causing overselling and customer dissatisfaction.
· Disconnected customer data stored across multiple non-integrated systems makes it impossible to provide personalised marketing or efficient customer support.
· Manual sales reporting, mostly through spreadsheets, produces inaccurate and outdated insights, limiting the management team’s decision-making capability.
· Weak data protection controls expose the business to GDPR non-compliance and cyber security risks.
· Lack of system integration across departments (sales, inventory, finance) creates operational bottlenecks and duplicates effort.
Collectively, these issues reduce operational efficiency, constrain profitability, and weaken the organisation’s competitive position, which is particularly concerning for a company undergoing rapid expansion. As transaction volumes increase, the limitations of the current systems amplify existing inefficiencies and expose the business to greater operational and compliance risks.
This report provides a critical evaluation of AKPerog’s existing information systems, identifying structural weaknesses in data integration, process automation, and managerial visibility. It then proposes a fully integrated information system designed to align technology with business objectives and support scalable growth. In addition, a structured implementation strategy is outlined, emphasising risk management, user adoption, and long-term system sustainability to ensure that the proposed solution delivers measurable organisational value.
2.0 Evaluation of Existing Systems
2.1 Current Information Systems in Use
AKPerog Ltd. currently employs a mixture of outdated and manual systems, including:
· Spreadsheet-based inventory tracking conducted independently at each store.
· Separate, non-integrated CRM tools used inconsistently by the marketing and customer service teams.
· Legacy sales reporting software that requires manual data entry and consolidation.
· Department-specific tools that do not communicate with each other (e.g., separate finance software and POS systems).
· Locally stored customer data lacking central control or modern security features.
These systems are poorly aligned with the needs of a modern multi-channel retail organisation.
2.2 Inefficiencies and System Gaps
2.2.1 Inventory Management Weaknesses
Manual stock control causes inaccurate inventory levels, which creates:
· Overselling online when items are not actually available.
· Overstocking in stores, tying up capital unnecessarily.
· Slow replenishment cycles due to inconsistent reporting.
Research shows that manual inventory processes typically produce error rates of 2–3% per cycle, compared to under 0.1% with automated systems (Christopher, 2016), demonstrating that continued reliance on manual methods represents a strategic risk rather than a minor operational weakness.

2.2.2 Fragmented Customer Data
Customer information is distributed across platforms, preventing:
· unified customer profiles,
· targeted digital marketing,
· analysis of purchasing patterns,
· efficient complaints handling.
This fragmentation directly affects customer satisfaction and reduces marketing ROI.
2.2.3 Poor Decision-Making and Reporting
Sales reporting using spreadsheets significantly delays the flow of information.
Spreadsheet-based reporting is prone to human error, version control issues and inaccuracies (Provost & Fawcett, 2013). As a result:
· managers lack real-time visibility of sales trends,
· forecasting is unreliable,
· demand planning is inconsistent.
2.2.4 Data Protection Risks
AKPerog’s systems lack structured access controls, audit trails, and secure storage methods.
This places the company at risk of violating GDPR principles, particularly:
· data minimisation,
· accuracy,
· integrity and confidentiality.
Non-compliance could lead to fines, legal costs, and reputational damage.
2.2.5 Absence of Integration
The company’s departments operate independently, using incompatible systems that require manual data transfers. This leads to:
· duplication of work,
· inconsistent datasets,
· delays in financial processing,
· reduced organisational agility.
2.3 Summary of System Evaluation
Overall, AKPerog’s information environment is fragmented, inefficient and ill-suited to a fast-growing retailer. A unified, automated and secure system is essential to support scalability, customer satisfaction, and strategic decision-making.

3.0 Recommended Solution
3.1 Proposed Information System
It is recommended that AKPerog Ltd. implement an integrated Enterprise Resource Planning (ERP) system combined with a cloud-based Customer Relationship Management (CRM) platform and embedded Business Intelligence (BI) tools.
The proposed package includes:
· ERP system (e.g., Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite)
· Integrated CRM platform (e.g., Salesforce or Dynamics CRM)
· Real-time Business Intelligence dashboards (Power BI/Tableau)
· Cloud infrastructure (Microsoft Azure or AWS)
This integrated system will automate processes, centralise data, enhance analytics and ensure data protection compliance.


3.2 Justification of the Recommended System

3.2.1 Inventory Management Benefits
An ERP system provides:
· real-time inventory visibility across all 30 stores and the e-commerce site,
· automated stock replenishment,
· barcode and RFID tracking,
· accurate forecasting using sales data.
Studies show that ERP-driven inventory automation reduces stockouts by up to 30% and excess stock by up to 25% (Monk & Wagner, 2013).
3.2.2 CRM Integration and Customer Experience
A cloud-based CRM solution will:
· consolidate all customer records into a single centralised database,
· enable personalised marketing campaigns,
· support omnichannel customer service,
· track purchase history automatically.
· According to Payne & Frow (2017), integrated CRM systems significantly increase customer loyalty and marketing effectiveness.
3.2.3 Improved Decision-Making Through BI
BI dashboards provide real-time analytics including:
· best-selling items,
· regional store performance,
· customer behaviour insights,
· financial forecasting.
Real-time data improves strategic decision-making and reduces error margins.

3.2.4 Regulatory Compliance and Data Security
Cloud ERP/CRM platforms include:
· role-based access controls,
· data encryption,
· GDPR-compliant storage protocols,
· audit trails for monitoring access.
This strengthens legal compliance and reduces cyber risk exposure.
3.2.5 Cost Efficiency and Scalability
Cloud-based ERP/CRM systems require:
· no physical server maintenance,
· scalable subscription-based pricing,
· reduced IT staffing costs.
This is ideal for a growing organisation like AKPerog.
3.3 Summary of Benefits
The proposed system will:
· eliminate stock discrepancies,
· improve customer satisfaction,
· enable data-driven decision-making,
· reduce manual labour costs,
· ensure legal compliance,
· support long-term expansion.
4.0 Implementation Plan
4.1 Implementation Stages



4.1.1 Stage 1 – Project Initiation and Requirements Analysis
· Establish a cross-department project team.
· Define system requirements (inventory, CRM, finance, e-commerce integration).
· Conduct a cost–benefit analysis.
· Select an ERP vendor.
4.1.2 Stage 2 – System Configuration and Customisation
· Configure modules (inventory, CRM, finance, logistics).
· Customise dashboards and reports.
· Integrate POS systems and online store platform (e.g., Shopify, Magento).
4.1.3 Stage 3 – Data Migration
· Clean and standardise existing data.
· Transfer inventory data, sales records, customer profiles and financial data into the new system.
· Conduct data validation and integrity checks.
4.1.4 Stage 4 – System Integration
· Integrate all stores, warehouses and the e-commerce platform.
· Connect CRM data to marketing systems (e-mail automation tools, loyalty apps).
· Synchronise finance, HR and sales modules.
4.1.5 Stage 5 – Testing
· Conduct unit testing, integration testing and user acceptance testing.
· Fix issues and optimise performance.
4.1.6 Stage 6 – Staff Training
Training will cover:
· ERP use for inventory and finance teams,
· CRM use for customer service and marketing teams,
· BI dashboards for management.
Effective training reduces resistance and accelerates adoption.
4.1.7 Stage 7 – Go-Live and Monitoring
· Launch system organisation-wide.
· Monitor performance for 90 days.
· Provide technical support and troubleshooting.
4.2 Change Management Considerations
· Communicate benefits clearly to all employees.
· Provide incentives for adopting new systems.
· Introduce a helpdesk or support centre.
· Maintain continuous stakeholder engagement.
· 
4.3 Potential Challenges and Mitigation
		
	
	
	
	


Challenge
	Mitigation Strategy

	Resistance to change
	Early stakeholder communication, structured training programmes, and phased pilot testing to encourage user acceptance

	Data migration errors
	Data cleansing prior to migration, validation checks, and parallel system testing to ensure accuracy

	Cost overruns
	Clearly defined project scope, fixed-price vendor contracts, and regular budget monitoring

	Integration issues
	Selection of an ERP solution with proven interoperability, strong APIs, and dedicated technical support

	Security concerns
	Implementation of role-based access controls, multi-factor authentication, and regular security audits


· Addressing these challenges proactively is essential to minimise disruption during implementation and to ensure the system delivers its intended operational and strategic benefits. Continuous monitoring and post-implementation reviews will further support long-term system stability and performance.



5.0 Conclusion
This report critically evaluates the limitations of AKPerog Ltd.’s existing information systems and identifies them as a significant barrier to operational efficiency, strategic decision-making, and regulatory compliance. The reliance on disconnected and outdated systems has resulted in inconsistent data flows, limited transparency across departments, and a reactive rather than proactive management approach. These weaknesses not only affect internal operations but also undermine customer trust and the organisation’s ability to compete effectively in a technology-driven retail environment.
The proposed implementation of a cloud-based ERP system integrated with a centralised CRM and Business Intelligence tools represents a strategic transformation rather than a simple technological upgrade. By consolidating data into a single, secure platform, the organisation can reduce operational risk, improve data integrity, and enable real-time monitoring of sales, inventory, and customer interactions. This integrated approach directly addresses the root causes of current inefficiencies rather than merely treating their symptoms.
From a critical perspective, the success of this solution is dependent on effective change management, staff engagement, and continuous system evaluation. While the implementation plan provides a structured pathway for adoption, failure to invest in adequate training or to manage organisational resistance could limit the expected benefits. Therefore, ongoing performance measurement and system optimisation are essential to ensure long-term value and alignment with business objectives.
In conclusion, the adoption of an integrated cloud-based information system has the potential to reposition AKPerog Ltd. as a more agile, data-driven, and customer-focused organisation. If implemented and managed effectively, this strategic investment will strengthen the company’s competitive advantage, support scalability, and enable sustainable growth within the UK electronics retail sector.
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