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AKPerog Ltd. is a fast-expanding consumer electronics retailer with 30 physical stores and a growing e-commerce setup. The internal information systems at the company have failed to match the growth in its operations in spite of the company being a commercial success. Inefficiencies, inaccuracy in data, and customer dissatisfaction have been achieved by outdated, disconnected and mostly manual processes. The top management now understands that it has to undergo a complete change in technology to enhance efficiency, accuracy, and compliance. The organisation is presently relying on manual inventory control in spreadsheet format, which causes a consistent difference between online and in-store inventory. 
Customers usually make orders that become unavailable, and this frustrates and damages their reputation. Likewise, customer relationship management (CRM) is disintegrated, and the information is scattered across various systems that are not interconnected. This denies the marketing and customer service teams the ability to have consistent customer information, which decreases their capability to deliver custom experiences (Scholdra et al., 2023). Lack of real-time and reliable data also impedes the process of decision-making. Managers are using manually created spreadsheets, which may have errors, or they may be old. This slows down the response time and lowers organisational agility. Furthermore, the insufficient access control in place and the lack of encryption features precondition the fact that AKPerog Ltd. is vulnerable to the threat of not observing the General Data Protection Regulation (GDPR) (European Parliamentary Research Service, 2020). This report is the critical analysis of the weaknesses of the current systems of AKPerog Ltd., and a proposed combined solution information system. It provides the implementation of the cloud-based Enterprise Resource Planning (ERP) system with a CRM module to unify the operations, enhance the decision-making process, engage more with customers, and comply.

[bookmark: _Toc216286820]2. Evaluation of Existing Systems
The existing information system at AKPerog Ltd. is dependable and disjointed, and is unable to sustain the expanding scale of business in the company. The different departments that deal with information regarding inventory, finance, and even sales deal with them separately, resulting in the absence of communication and the lack of synchronisation across the organisation. Managing inventory with the use of a spreadsheet is one of the reasons behind the delays due to human error in both stores. On the same note, the finance department is operating an outdated accounting system that fails to integrate with other functional departments. Customer data is managed by Marketing and sales teams in an independent capacity, leading to duplication, inconsistency and inefficiency in the use of data. Harun et al. (2023) state that small and medium-sized enterprises (SMEs) frequently have such legacy practices characterised by low levels of scalability and ineffective data integration. Although these old systems could work out in the past, they are now not helpful to the company in its expansion. The fragmented information flow also implies that the employees do not have access to real-time information, nor can they share similar data across departments, which results in inefficiencies in communication, planning, and reporting. The same is stated by Kouriati, Rogkakos and Tatsiopoulos (2022), that the absence of the integration of key business processes leads to error-oriented and reactive processes rather than proactive, strategic processes. This inability to integrate directly affects inventory visibility and customer satisfaction at AKPerog. The information stored in stock at physical stores does not always match the online store, resulting in incidents where clients make orders of products that seem to be in stock, only to find them out of stock. This mismatch not only leads to the cancellation of transactions, but customer trust is also compromised as well and brand loyalty. Canon, da Silva and Barbousa (2025) emphasise that Enterprise Resource Planning (ERP) systems can improve the accuracy and reduce delays in the fulfilment of orders by way of integrated systems that improve logistics and stock management. These systems also provide real-time status of the inventory, and this would eliminate most of the operational problems that AKPerog is currently facing. 
Another weakness is the decision-making and data analytics area. The information relies on different sources, which are not connected. Senior managers at AKPerog must compile reports manually by collecting data presented by different sources. This is a time-consuming process that enhances the chances of inaccurate as well as time-consuming strategic planning. According to Hjelle et al. (2024), manual decision-making processes greatly decrease organisational responsiveness because decisions are usually handled with the help of obsolete or incomplete data. The management of AKPerog does not have the evidence-based information to make informed and strategic decisions without the implementation of automation and real-time analytics. Another area of major weakness is data protection and regulatory compliance. The data about customers with sensitive personal data is not encrypted and has no sufficient security measures to restrict access. This puts the company at risk of a data breach and legal repercussions. Papazafeiropoulou et al. (2023) state that organisations need to integrate effective data governance and management into their systems so that they can be compliant with privacy laws like the General Data Protection Regulation (GDPR). Similarly, the Information Commissioner's Office (ICO, 2021) emphasises accountability, governance, and systematic oversight as important aspects of GDPR compliance. Lack of mechanisms in the present structures of AKPerog exposes the firm to high regulatory and reputational risks. Besides the compliance and data management concerns, the fact that customer data is segmented across different platforms is crippling the marketing capabilities of the company. Customer profile and purchase history are spread out; thus, the marketing team is not able to design or execute targeted campaigns. There is also no integrated outlook of customer data, which means that the opportunity of personalised communication, loyalty programme and customer engagement is missed. Gerea, Herskovitz and Lam (2021) insist that the core of the unified and personalised customer experience building is an integrated omnichannel strategy. This type of integration enables businesses to monitor and evaluate customer interactions in all touchpoints, which will then enable them to provide customer-driven and consistent services. The information systems that AKPerog currently uses are not well-positioned to aid in the expansion of its businesses. Its data management processes have been fragmented and, hence, have contributed to inefficiencies and poor decision-making, non-compliance risks, and poor customer relations. The ability of the company to maintain competitiveness, efficiency, and customer satisfaction will continue to be crippled without a single and unified technological infrastructure.
Figure 1: Monthly Inventory Discrepancies Between Online and In-Store Systems (AKPerog Ltd.)

Source: Internal operational analysis based on themes discussed in Harun et al. (2023) and Kouriati, Rogkakos and Tatsiopoulos (2022).
Inventory variation between the spreadsheet system and the physical inventory reflects the operational risks that are associated with manual operations. The constant error percentage of between 7 and 10 percent points out inefficiencies, delays and customer dissatisfaction. These discrepancies explain why real-time integrated systems like a cloud-based ERP-CRM should be used.
The Technology-Organisation-Environment (TOE) model describes the changes in the adoption of new information systems in organisations, which are influenced by three criteria: technological preparedness, organisational capacity, and external forces. The technological environment of AKPerog Ltd. is characterised by obvious flaws since the existing systems are obsolete, disjointed, and cannot permit the use of real-time data (Harun et al., 2023; Kouriati, Rogkakos and Tatsiopoulos, 2022). 
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Figure 2: The Technology-Organisation-Environment (TOE) Framework
Source: Author
The organisational environment indicates the lack of coordination, manual operations, and diminishing decision-making power, which decrease efficiency and bring operational risks (Hjelle, Kaut and Wallace, 2024). The rising customer demands and regulatory pressures like GDPR that seek to guarantee increased data security and integrated platforms shape the environmental context (ICO, 2021). TOE, therefore, concurs with the suggestion of a cloud-based ERP-CRM solution due to its conformity to technological requirements, organisational restructuring, and compliance demands in the external environment.

[bookmark: _Toc216286821]3. Recommended Solution
The solution that has been proposed to AKPerog Ltd. is the implementation of a cloud-based Enterprise Resource Planning (ERP) system with a Customer Relationship Management (CRM) module. This centralised system will ease the operations, streamline the data, and automate the business operations of the retail and online business in the company. An ERP system will be integrated with a single centralised database comprising inventory, financial, procurement, and human resource management through integration. The CRM aspect will address the customer contacts, marketing and after-sales services. Canon, da Silva and Barbosa (2025) indicate that ERP systems can help to improve logistics operations, whereas Harun et al. (2023) reveal that integrated ERP can help to minimise manual errors as well as enhance operational control. The CRM module will enable AKPerog to create an elaborate customer database that includes the purchase history, preferences, and feedback. Scholdra et al. (2023) attest that customer interaction and personalisation of marketing in the retail setting boost satisfaction and brand loyalty. Alnofeli et al. (2025) further note that artificial intelligence (AI), when applied in CRM systems, can continue to optimise predictive marketing and automate customer service responses to enhance efficiency.
Information security and privacy will also be enhanced. Recent ERP-based systems also include encryption, access controls and audit trails, which are in line with ICO (2021) and GDPR standards. As Papazafeiropoulou et al. (2023) emphasise, governance and accountability must be implemented in the systems to ensure constant compliance tracking. Also, ENISA (2023) emphasises the need to embrace systems centred on cybersecurity in order to counter new cyber threats. Another benefit of the solution is that it offers real-time analytics. Inbuilt business intelligence dashboards shall enable the managers to track performance, trends and make sound decisions. According to Hjelle, Kaut and Wallace (2024), data-driven decision support systems provide organisations with the flexibility to react appropriately to changes in the market. ERP-CRM solutions built on the cloud are also scalable and allow AKPerog to add new stores and digital platforms to its existing ones as the company expands (Gerea, Herskovitz and Lam., 2021). In general, the suggested system will remove information silos, improve accuracy, and increase the efficiency of operations and customer satisfaction.
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The adoption of the ERP-CRM system will have to be structured and implemented in phases to ensure that there is minimal interference with the operations and to encourage the involvement of the staff members. This should start with a thorough evaluation of the needs of the business, then system selection, customisation, full deployment and data migration. The implementation plan will be to guarantee successful integration, training and risk management. The stages, activities, durations, and responsibilities can be summarised in the Table 1: The Implementation Plan of the ERP-CRM system
	Phase
	Key Activities
	Duration
	Responsible Parties

	1. Planning and Vendor Selection
	Identify system requirements, evaluate vendors, and approve the budget
	1–2 months
	CIO, IT Manager, Vendor Team

	2. System Design and Customisation
	Configure ERP and CRM modules to align with business processes
	2–3 months
	IT Department, Vendor Consultants

	3. Data Migration and Testing
	Cleanse and migrate data, run pilot tests at one store and online platform
	2 months
	Database Administrators, Project Team

	4. Full Deployment
	Rollout to all stores, integrate with POS and website systems
	3 months
	Department Heads, IT Support

	5. Training and Continuous Support
	Deliver workshops, manuals, and help-desk support
	Ongoing
	HR Department, IT Training Team



The success of change management is imperative. According to Butarbutar et al. (2023), employee resistance is among the reasons that have led to the failure of ERP projects most frequently. AKPerog needs to adopt an internal communication strategy that is favourable towards awareness about the benefits of this system and gives staff a chance to participate in testing. They should be trained using programs, workshops and online learning resources so that the users become comfortable with the new system. The migration step should be done with caution to avoid loss or corruption of data. Hjelle, Kaut and Wallace (2024) advise that data integrity in the migration process is crucial towards system reliability and analytical validity. It should be migrated with backups of all key data. This stage should also be characterised by cybersecurity measures. ENISA (2023) suggests the use of multi-layered security, such as encryption, access control, and intrusion monitoring, to ensure that data is safe when passing through. The connection to other platforms, including the e-commerce site and point of sale systems, will be based on the Application Programming Interfaces (APIs). These will guarantee a smooth exchange of data among systems, which will have consistency and accuracy. Every implementation process should have risk management. The typical risks are the cost overrun, downtime and employee resistance. They can be addressed through thorough planning of the projects, effective communication, and rollouts. According to Harun et al. (2023), phased implementations prevent disruption and enhance user acceptance, whereas Kouriati, Rogkakos and Tatsiopoulos (2022) state that a continuous review of the success factors enhances the project outcomes. The implementation takes an estimated period of nine to twelve months. The initial cost to be incurred will be very high, but the benefits in the long run, in relation to accuracy, lower operational costs and better decision-making will make the spending worthwhile. The legal and reputational risks in the future will be minimised by integrating compliance measures as suggested by Papazafeiropoulou et al. (2023) and Information Commissioner’s Office (2021).

[bookmark: _Toc216286823]5. Conclusion
The existing information systems are inefficient, disconnected, and outdated and are limiting the ability of AKPerog Ltd to effectively manage growth. Lack of integration, manual processes and fragmented customer data have led to stock inconsistency, delayed decisions and a potential risk to the security of data. A complete solution can be provided by the deployment of the cloud-based ERP system with a built-in CRM module. The operations will be synergised, workflow automated, and real-time data visibility made available in all departments in this modern information system. It will enhance accuracy in inventory, improve customer relations and efficiency of decision making. Moreover, the high level of data governance and security guaranteed by the system will ensure that the data protection rules are followed and the chances of cyber threats are minimised. Investing in an integrated ERP-CRM solution will allow AKPerog Ltd. to establish sustainable growth, higher profitability, and increased customer satisfaction.
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