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1. Introduction
AKPerog Ltd is a fast‑growing consumer electronics retailer operating thirty physical stores alongside an expanding online platform. Although revenue has increased steadily, the organisation’s internal systems have not evolved at the same pace. As companies scale, operational complexity rises, and this complexity becomes far harder to manage when information systems remain fragmented rather than integrated, as Vial (2021) notes in discussions of digital maturity. At AKPerog Ltd, continued dependence on manual and disconnected processes has led to inefficiencies, higher operating costs, and a noticeable decline in customer satisfaction.
Inventory management is one of the most pressing issues. Stock levels are still recorded manually through spreadsheets, which rarely reflect real‑time availability. In an omnichannel retail environment, this creates significant problems, as customers may place online orders for items that are no longer in stock. Research on retail operations shows that manual inventory practices often produce discrepancies between actual and recorded stock levels, with Attaran (2022) observing that such inconsistencies increase the likelihood of stockouts and customer complaints.
Customer relationship management faces similar limitations. Customer information is spread across store databases, marketing tools, and support systems, preventing the creation of a unified customer profile. When data remains siloed, organisations struggle to personalise interactions and build long‑term relationships, as Harrigan et al. (2021) explain in their work on digital customer engagement. As a result, AKPerog Ltd is restricted in its ability to deliver targeted marketing and consistent service across channels.
Decision‑making is further constrained by slow reporting processes. Sales and performance data are compiled manually several days after transactions occur, limiting management’s access to timely insights. Organisations relying on delayed and error‑prone reporting are more vulnerable to forecasting inaccuracies, with Popovič et al. (2022) showing that slow analytics reduce organisational responsiveness. At the same time, weak access controls and limited audit trails expose AKPerog Ltd to data protection risks, raising the possibility of GDPR non‑compliance, as highlighted by Tikkinen‑Piri et al. (2020).
Collectively, these challenges demonstrate the urgent need for AKPerog Ltd to modernise its information systems. Without a scalable and integrated digital infrastructure, the organisation risks operational bottlenecks that could undermine its competitive position in a rapidly evolving retail market.
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2.1 Inventory Management Limitations
Inventory control at AKPerog Ltd relies heavily on manual spreadsheet updates completed separately by each store manager. This process creates delays, inconsistencies, and a high likelihood of human error, especially when stock levels must be synchronised across physical stores and the online platform. Manual tracking in multichannel retail settings often leads to inaccurate forecasting and missed sales opportunities, as Kembro, Näslund and Olhager (2021) note in their analysis of retail supply chain challenges. These issues are evident at AKPerog Ltd through frequent stock discrepancies, customer dissatisfaction, and unnecessary refund processing.
2.2 Fragmented Customer Relationship Management
Customer information is dispersed across several unconnected systems, making it difficult for staff to access complete and reliable customer records. This fragmentation limits the organisation’s ability to analyse purchasing behaviour, design targeted marketing campaigns, and respond efficiently to enquiries. Effective CRM depends on integrated data across all customer touchpoints, and Verhoef et al. (2021) argue that without such integration, firms struggle to deliver meaningful customer experiences. As a result, AKPerog Ltd’s marketing and service teams operate with incomplete insights, reducing the effectiveness of customer engagement strategies.
2.3 Inefficient Reporting and Decision‑Making
Reporting processes remain slow and labour‑intensive, with sales data manually compiled into spreadsheets. This delay restricts management access to up‑to‑date information and undermines agile decision‑making. Organisations relying on delayed reporting face reduced responsiveness and higher strategic risk, particularly in fast‑moving markets, as Mikalef et al. (2020) highlight in their work on data‑driven decision‑making. Consequently, AKPerog Ltd often reacts to changes in demand only after key opportunities have passed.
2.4 Data Security and Compliance Risks
Current systems lack essential security features such as role‑based access controls, encryption, and detailed audit trails. These gaps increase the risk of unauthorised access to customer data and potential non‑compliance with GDPR requirements. Weak data governance significantly heightens exposure to regulatory penalties and reputational harm, as Alhassan, Sammon and Daly (2021) explain in their study of governance failures. For a retailer handling large volumes of personal data, these vulnerabilities pose substantial risks.
2.5 Lack of Cross‑Departmental Integration
Sales, finance, and inventory functions operate on separate platforms, requiring staff to manually transfer information between systems. This increases workload and raises the likelihood of inconsistencies and errors. When systems remain siloed, productivity declines and communication slows, particularly in organisations dependent on shared information, as Bradford and Florin (2020) observe in their discussion of system integration barriers. Overall, AKPerog Ltd’s current systems lack the integration and scalability needed to support sustained growth.
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3.1 Proposed Information System
To address current operational challenges, AKPerog Ltd should adopt an integrated Enterprise Resource Planning system that includes an embedded Customer Relationship Management module. Platforms such as Microsoft Dynamics 365, Oracle NetSuite, and SAP Business One offer unified environments that link inventory, finance, sales, and customer service. These systems support real‑time data sharing, automated workflows, and consistent information across departments, with Laudon and Laudon (2024) noting in their work on digital transformation systems that ERP adoption strengthens operational accuracy and coordination. The CRM component would consolidate customer information by combining transactional history, communication records, and behavioural insights into a single database. This level of integration enables more personalised marketing and improved service delivery, aligning with Chaudhuri et al. (2022), who highlight the importance of customer‑centric ERP design in retail environments.
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An integrated ERP‑CRM system enhances efficiency by providing real‑time visibility of stock levels across physical stores and online channels, reducing discrepancies and preventing stockouts. Automated updates improve forecasting accuracy and lower holding costs, as Richards and Grinsted (2022) explain in their analysis of inventory automation benefits. From a financial standpoint, cloud‑based ERP solutions reduce upfront investment through subscription pricing and lower labour costs by automating manual tasks. As organisations expand, these systems scale effectively, and Harrison and Lock (2021) argue that such scalability makes cloud ERP a sustainable long‑term investment. The integrated CRM further contributes to profitability by enabling targeted promotions and faster customer support.
3.3 Impact on Operations, Data Management, and Decision‑Making
Automation of order processing, inventory updates, reporting, and forecasting would reduce human error and increase productivity. Bradford and Florin (2020) observe that integrated enterprise systems significantly enhance workflow efficiency by streamlining routine tasks. Data management would also improve through built‑in security features such as encryption, audit trails, and role‑based access, which Voigt and Von dem Bussche (2021) identify as essential for GDPR compliance in data‑intensive organisations. Managers would additionally benefit from real‑time dashboards and advanced analytics, enabling faster and more informed decision‑making across departments.
3.4 Strategic Benefits and Long‑Term Organisational Impact
Adopting an integrated ERP and CRM system offers AKPerog Ltd more than a solution to immediate operational challenges. Over time, it can reshape how the organisation interprets information, manages resources, and responds to competitive pressures. A unified platform improves visibility across departments, allowing managers to track sales patterns, customer behaviour, and operational risks with greater accuracy. Enhanced transparency supports more coherent planning, as information flows more easily between operational teams and senior leadership. This aligns with the view of Laudon and Laudon (2024), who argue that integrated information systems are central to maintaining competitiveness in digital retail environments.
The long‑term benefits extend to customer experience. When data on purchases, service requests, and interactions is stored in a single system, staff across all channels can provide consistent and reliable support. This consistency is essential in the consumer electronics sector, where customers often require guidance before and after purchase. Research by Chaudhuri et al. (2022) shows that coherent omnichannel experiences strengthen customer trust and loyalty, suggesting that AKPerog Ltd could differentiate itself by offering smoother and more predictable service across stores and online platforms.
The introduction of real‑time reporting and analytics also encourages a culture of continuous improvement. Managers gain the ability to monitor performance indicators as they develop, enabling earlier intervention and more proactive decision‑making. Popovič et al. (2022) highlight that timely insights significantly improve decision quality in uncertain environments, supporting a shift from reactive problem‑solving to forward‑looking strategic management.
Finally, an integrated ERP and CRM system provides a foundation for future digital innovation. Once processes are standardised and data quality improves, the organisation becomes better positioned to adopt advanced tools such as predictive analytics, automated demand forecasting, and AI‑supported decision systems. Vial (2021) notes that such technologies deliver the greatest value when built on strong, reliable core systems. In this sense, the adoption of an integrated platform is not only a response to current inefficiencies but also a strategic investment that supports long‑term scalability and digital transformation.
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[bookmark: _Toc216770899]4.1 Theoretical Framework: Technology Acceptance Model 
The Technology Acceptance Model provides a useful foundation for guiding system adoption at AKPerog Ltd, as it emphasises that employees are more likely to accept new technologies when they believe the system is both useful and easy to use. As Davis (2022) explains, perceived usefulness and perceived ease of use strongly influence user attitudes, meaning staff are more willing to adopt ERP and CRM tools when they see that these systems simplify tasks and reduce manual workload. Training programmes designed around TAM principles can further support adoption, since Agarwal and Gupta (2024) note that structured training increases user confidence and strengthens perceptions of value during digital transitions.
4.2 Phased Implementation Approach
A phased implementation approach helps reduce risk and ensures that each stage of the project is delivered in a controlled and manageable way. This approach begins with a detailed needs assessment and system selection, followed by data migration, system integration, training, testing, and final deployment. The flowchart illustrates the sequential process required to ensure successful adoption of ERP, CRM, BI, and security solutions.
Figure 1: Flowchart of Implementation Approach
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4.2.1 Needs Assessment and System Selection
[bookmark: _Toc216770901]The implementation process should start with a systematic review of existing business processes, during which key stakeholders are consulted to identify functional requirements. Altamony et al. (2021) highlight that early stakeholder involvement improves alignment between technological solutions and organisational objectives, reducing the likelihood of project delays or system misfits.
[bookmark: _Toc216770902]4.2.2 Data Migration and Configuration
Before data is transferred into the new system, it must be cleaned, validated, and standardised. Hustad et al. (2021) emphasise that data quality is a critical success factor in ERP projects, as poor preparation can lead to system errors, inaccurate reporting, and user dissatisfaction. Proper configuration at this stage ensures that the system reflects AKPerog Ltd’s operational needs.
[bookmark: _Toc216770903]4.2.3 System Integration
The ERP system should be integrated with existing e‑commerce platforms, point‑of‑sale systems, and payment gateways to maintain continuity across all sales channels. Vial (2021) argues that effective integration is essential for minimising operational disruption and supporting seamless customer experiences.
4.2.4 Training and Change Management
[bookmark: _Toc216770904]Comprehensive training and clear communication strategies are essential for reducing resistance to change. Nguyen et al. (2023) show that targeted training initiatives improve user confidence and engagement, increasing the likelihood of successful system adoption.
4.2.5 Testing and Go-Live
[bookmark: _Toc216770905]Extensive testing should be carried out before deployment to confirm that the system functions correctly, meets security requirements, and is accepted by users. Close monitoring during the post‑implementation phase helps identify and resolve issues quickly.
4.3 Risk Management and Governance
[bookmark: _Toc216770906]Strong governance and ongoing risk management ensure that the project remains aligned with organisational goals and that potential challenges are addressed proactively.
5. Conclusion
AKPerog Ltd is currently limited by a collection of disconnected and outdated information systems that make everyday operations slower and less reliable. Manual inventory checks, scattered customer records, slow reporting cycles and weak security controls all create inefficiencies that become more serious as the organisation expands. These issues not only affect internal productivity but also reduce the quality of customer service and restrict the organisation’s ability to make timely, evidence‑based decisions. Introducing an integrated ERP and CRM system would provide a single, coherent platform that supports real‑time stock visibility, unified customer information, stronger security measures and more sophisticated analytical capabilities.
A structured implementation approach, supported by the principles of the Technology Acceptance Model, would help ensure that staff understand the value of the new system and are willing to adopt it in their daily work. Strong governance throughout the process would further reduce risks, maintain project alignment and ensure that the system is configured to meet organisational needs. By modernising its digital infrastructure in this way, AKPerog Ltd can build a stable and scalable foundation that supports future growth.
This transformation does more than resolve current operational problems. It positions the organisation to compete more effectively in a retail environment that is increasingly shaped by digital expectations, rapid customer interactions and data‑driven decision‑making. With integrated systems, AKPerog Ltd can operate more efficiently, respond more quickly to market changes and deliver a more consistent customer experience across all channels. Over time, these capabilities strengthen resilience and support long‑term strategic development.
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