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[bookmark: _Toc28837]1. Introduction
The electronics retail market is being conquered by AKPerog Ltd., a company that is growing quickly and running 30 physical stores along with an e-commerce website. The company has recorded a remarkable increase in its sales within a year, but its outdated information systems now limit the operations, the experience of the customers and the strategic decisions. The business development has made more apparent the more manual and separate systems in inventory control, CRM, data security, and inter-departmental communication.
First and foremost, the challenge is the manual inventory tracking scheme of AKPerog, which has been the root cause of the stock differences between the online and physical stores. Customers get to order items that are shown to be in stock on the online platform but later are notified that the items are out of stock leading to a high rate of refunds and unsatisfied customers. On the other hand, store managers do not have real-time comprehension of product needs which leads to too much stock, too little stock, and interruptions in the supply cycle.
Fragmentation of the customer data is one more issue that is critical to the company and is caused by the data being scattered across different platforms. A unified CRM missing leads to a situation where marketing and support teams cannot be aware of the customer's buying history, react properly to complaints, or conduct personalized promotional campaigns. Consequently, customer experience is of low quality, and the effectiveness of marketing gets limited.
In addition, the decision making within the organisation happens to be hindered by the often inaccurate or outdated manually compiled spreadsheets. Management has a hard time getting the real-time insights which in turn prevents accurate forecasting and slows down the responsiveness to the market trends. Moreover, these difficulties are aggravated by the inadequacies in data protection policies.  The current security measures of the system are not good enough to protect AKPerog and therefore it is very likely that the company has already fallen into the traps of GDPR (GDPR, 2018). That being said, the company may have to pay fines and also suffer loss of its good name as a result.
The final challenge of the situation is the lack of communication and integration among the sales, finance, inventory, and marketing systems. The employees are still doing data entry by hand, which is a slow process and also prone to making mistakes. If AKPerog continues its expansion plan, the inefficiencies will become a burden to long-term profitability and market power.
This paper recommends the implementation of a fully integrated ERP system based on cloud, which would be facilitated by advanced CRM and AI-enabled analytics, in order to upgrade AKPerog’s operations, increase customer satisfaction, and support strategic decision-making.
[bookmark: _Toc29330]2. Evaluation of Existing Systems
A comprehensive analysis of AKPerog’s present systems uncovers significant inefficiencies in major operational areas.
[bookmark: _Toc20413]2.1 Inventory Management
The company currently uses a manual inventory tracking system, which is very prone to human errors and delays. The manual updates are not able to match the pace of real-time sales, especially when it comes to synchronizing data among 30 stores and an online platform. Oracle (n.d.) mentions that today's retailers need real-time automated inventory systems to prevent discrepancies and at the same time reduce the waste in operations. The outdated method used by AKPerog is the main reason for incorrect stock levels, slow replenishment and hence ultimately dissatisfied customers.
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Figure 1: Stock Discrepancies Across Channels; Source: Self

[bookmark: _Toc25047]2.2 Customer Relationship Management
The customer data is spread out over several different systems making it impossible for AKPerog to get a full picture of the customer and thus it is very difficult for the company to manage its customer relationships. According to the Salesforce (2022) State of the Connected Customer report, the customers want personalized experiences and the data that supports these needs should be made accessible to all and unified. In the absence of a centralized CRM system, AKPerog is unable to follow customer behaviour, change the group of buyers, and adjust marketing strategies according to them. This disintegration has a negative effect on customer service as well, since the personnel cannot see past transactions, returns, or complaints.
[bookmark: _Toc30570]2.3 Decision-Making and Reporting
Decision-making is currently based on spreadsheets that are produced manually. This mode of operation takes a lot of time, is very prone to mistakes, and does not meet the demands of a rapidly growing company. Davenport and Miller (2022) argue that companies should embrace AI-enhanced data analytics to generate trustworthy, instant insights that will guide both strategic and operational decisions. AKPerog's dependence on static spreadsheets makes it impossible to do accurate forecasting and it causes delays in making changes in response to shifts in the market.
[bookmark: _Toc14589]2.4 Data Protection and Compliance

AKPerog is at risk mainly because of their data access controls not being secure enough and poor management of customer data. The GDPR (2018) requires companies to implement user access control, lawful processing, and safe storage as part of their data protection measures. The current system puts AKPerog at risk of data breaches and heavy fines for non-compliance, mainly because of the nature of the data, which includes sensitive customer purchasing and payment information.
[bookmark: _Toc31628]2.5 System Integration
At present, different, non-communicating systems are being used in the company for sales, finance, marketing, and inventory. This is a major reason for low operational efficiency. Gartner (2024) emphasizes that modern businesses must employ integrated ERP systems to eliminate data silos, increase workflow automation, and enable accurate reporting. At AKPerog, non-communicating systems lead to an increase in administrative workload and a decrease in productivity.
To sum up, the analysis suggests that AKPerog's systems are obsolete, fragmented, inefficient, and incapable of supporting future business growth.
[bookmark: _Toc13179]3. Recommended Solution
In order to tackle the problems, the report suggests the installation of a cloud-based ERP system that comes with integrated CRM and AI-powered analytics features. This solution will take over the uncoordinated and manual systems that are presently in use throughout the organisation.
[bookmark: _Toc3209]3.1 Why ERP?
The all-encompassing nature of ERP systems allows for the integration of the core business processes of any company—namely, inventory, finance, sales, customer management, procurement, and reporting—into a single platform. Stoica, Mares, and Florea (2022) affirm that the adoption of ERP results in outstanding operational performance, cost savings, and accuracy in information dissemination. For AKPerog, the implementation of ERP will mean no more manual transfers of data among departments, thereby the errors caused by such will also be reduced, while, simultaneously, real-time interdepartmental communication will be possible.
Gartner (2024) adds up to the argument in favour of ERP by pointing out that it is the scalability and flexibility that are the key advantages for a growing company. AKPerog needs a solution that can go along with the decentralization of the sales and service points, the increase of the online presence, and the variety of the products offered.
Hamad, Yassin, and Okour (2022) have also shown that there are great financial performance benefits from the adoption of cloud-based ERP systems especially in emerging markets. Thus, the cloud model is both economical and suitable for a fast-developing retailer such as AKPerog.
[bookmark: _Toc16317]3.2 Integrated Inventory Management
One of the features that come with modern ERP systems is the advanced inventory management modules. In the observation made by Oracle (n.d.), real-time stock accuracy, decreasing of discrepancies, and enhancing of fulfillment efficiency are the benefits provided by automated inventory systems. This will result in AKPerog being able to:
· Have clear access to and control over the stock of 30 stores as well as the online platform
· Get automatic alerts when there is a need to replenish
· Avoid overselling or being short of stock
· Realizing better online availability of products and hence, improved customers’ satisfaction
[bookmark: _Toc26681]3.3 Integrated CRM Module
· Salesforce (2022) points out that seamless and personalised experiences are what customers expect nowadays. A unified CRM system in the ERP will set up a single point for all customer data, thus:
· Monitoring purchase histories
· Creating targeted marketing campaigns
· Customer support made easier and faster by enabling access to support records
· Rewarding customers more effectively through loyalty programmes
· Ultimately, this will have the effect of drastically reducing customer churn and increasing sales.
[bookmark: _Toc28909]3.4 AI-Driven Analytics for Better Decision-Making
Davenport and Miller (2022) talk about the necessity of human decision-making being supported by AI analytics. The ERP with analytics embedded will give AKPerog:
· Sales dashboards updating in real-time
· Forecasts with high accuracy
· Analysis of trends
· Reporting that is automated
· This will help AKPerog overcome its problem with spreadsheet-based choice making.
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Figure 2: Forecast Accuracy: Current vs AI-Driven; Source: Self
[bookmark: _Toc14085]3.5 GDPR Compliance and Security
An ERP system guarantees security by offering features such as access controls, user authentication, encryption, and audit trails. With these features in place, AKPerog will be able to meet the requirements of GDPR (GDPR, 2018) thus safeguarding customer information and minimizing the risks associated with compliance.
[bookmark: _Toc20503]4. Implementation Plan
The company will be presented with a smooth transition from its current system to the new ERP through a structured and phased implementation plan.
[bookmark: _Toc24323]4.1 Phase 1 – Requirements Analysis (2–4 Weeks)
The project must start with an in-depth investigation of the business processes over the different departments. The main tasks are as follows:
· Drawing a map of the current processes
· Listing down the problems and defining the system requirements
· Talking to the key people from sales, finance, inventory, marketing, and HR
· This guarantees that the ERP setup is in sync with the company's requirements.
[bookmark: _Toc3906]4.2 Phase 2 – System Selection (4 Weeks)
AKPerog should consider evaluating cloud-based ERP vendors like Oracle NetSuite, SAP Business ByDesign, or Microsoft Dynamics 365 based on requirements. The evaluation will be based on the following criteria:
· Cost
· Scalability
· CRM functionalities
· Reporting tools
· GDPR compliance features
Gartner (2024) suggests evaluating vendors’ long-term reliability and interconnection ability along with the above-mentioned criteria.

[bookmark: _Toc25898]4.3 Phase 3 – Data Migration (4–6 Weeks)
Data migration might be difficult owing to the disjointed systems of the company. The phase consists of:
· Cleaning and validating current data
· Merging customer data
· Changing inventory and sales data to a common format
· Quality control is very important to guarantee precision.
[bookmark: _Toc30324]4.4 Phase 4 – System Configuration and Testing (6–8 Weeks)
The focus of the configuration should be on:
· Inventory processes
· CRM connection
· Access controls based on roles
· Automated reporting dashboards
Testing should cover:
· Unit testing
· User acceptance testing
· Security testing
[bookmark: _Toc29892]4.5 Phase 5 – Staff Training (2–3 Weeks)
Training is a must for the ERP's successful uptake. Hamad, Yassin, and Okour (2022) insist on the utmost importance of staff readiness as the ERP implementation critical success factor. Training activities should comprise:
Workshops for roles
Practical system exercises
Manuals and video guides for training
[bookmark: _Toc25021]4.6 Phase 6 – Go-Live and Support (2 Weeks)
The migration should be done slowly, letting the old and new systems run concurrently for a week. Support should continue to be available for any problems related to:
· Data reporting
· Inventory updates
· CRM usage
· User access
[bookmark: _Toc10182]4.7 Phase 7 – Continuous Improvement
Once the system is fully operational, AKPerog should take quarterly evaluations to adjust system performance and explore the possibility of using data analysis and automation more efficiently.
[bookmark: _Toc8383]5. Conclusion
The company AKPerog Ltd. has taken the entire operational system under serious challenge from the old-fashioned, manual, and disconnected information systems. The predicament has caused a major drop in the accuracy of the inventory, the customer experience, the quality of decisions made, the security of data, and inter-departmental collaboration. After a thorough assessment, the report recommends a cloud-based ERP system that will be integrated with CRM and AI-enabled analytics as the most reliable and efficient solution.
The ERP systems will grant AKPerog the automating of their reports, real-time visibility, and ultimately the resolving of inventory inaccuracies and inefficiencies. With the Integrated CRM customer data, customer marketing will be even more personalized and customer service will be greatly improved. AI supported analytics will give decision making and forecasting a new level of accuracy. The security and access controls will be so strong that they will not only ensure determining the privacy of data but also compliance with GDPR. The plan for the new system's implementation is such that it is structured in a way that the new system can be adopted without failure.
Replacing the outdated information systems with the modern ones will allow AKPerog to gain a large chunk of the operational efficiency, customer satisfaction as well as reduction of errors, and at the same time, the company will become more competitive in the electronic retail industry.
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