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Introduction
AKPerog Ltd. is a fast-growing retailer that sells consumer electronics through 30 physical stores and an online platform. The company has seen a large rise in sales in the past year and is planning further expansion. However, its growth has also created several operational challenges. The organisation currently relies on outdated and disconnected information systems, which make it difficult to manage stock, customer data, and sales information effectively. As a result, problems such as stock discrepancies, delayed decision-making, and poor customer relationship management have started to affect both profits and customer satisfaction.
Information systems play a key role in helping modern businesses operate efficiently and make data-driven decisions (Hamdat et al., 2024). When systems are outdated or not integrated, important data becomes fragmented across departments, causing delays and errors (Strauss and Quinn, 2022). For AKPerog Ltd., the lack of real-time data, secure access, and system integration means that managers are unable to make quick, accurate decisions about inventory, sales, and customer needs.
This report will analyse AKPerog Ltd.’s current challenges and evaluate how modern information systems can be used to overcome them. It will recommend an integrated Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) solution. This combined system would help the company track stock more accurately, manage customer data securely, and make faster business decisions. The report will also outline a practical implementation plan to support the transition and ensure that the new system meets both operational and regulatory needs.

Evaluation of Existing Systems
AKPerog Ltd. currently depends on a mix of manual and outdated information systems. These systems are not integrated across departments, which causes major inefficiencies in how information is stored, shared, and analysed. The company’s current approach includes manual stock records, disconnected sales databases, and isolated customer information files. As a result, it faces difficulties in maintaining accurate data and ensuring smooth communication between stores, online sales, and head office.
1. Inventory Management Problems
The manual inventory tracking system is one of the biggest challenges. Store managers record stock movements using spreadsheets and paper-based lists, which are later entered manually into different systems. This process often leads to data entry errors and stock discrepancies. Customers ordering online sometimes find that products are unavailable, resulting in refunds and complaints. According to Stair et al (2011), manual data handling reduces efficiency and increases the risk of duplication and data loss. For a company like AKPerog, which sells high-volume products across many locations, this problem severely affects order fulfilment and customer satisfaction.
2. Customer Data and CRM Issues
The company’s customer information is stored across different, unconnected databases. This means staff cannot access a complete record of each customer’s purchase history or preferences. Marketing teams are unable to send targeted promotions, while customer service teams cannot easily resolve complaints. This lack of an integrated Customer Relationship Management (CRM) system reduces loyalty and limits opportunities for personalised marketing. As Turban, Pollard and Wood (2021) note, an effective CRM system allows businesses to collect, analyse, and use customer data to build stronger relationships and increase sales performance.
3. Decision-Making and Reporting Limitations
Management relies on manually prepared sales and financial reports. These reports are often delayed and contain outdated or inaccurate figures. The absence of real-time data means decisions are based on assumptions rather than evidence. Furthermore, because different departments use separate tools, management cannot easily view an overall picture of performance. This situation limits the company’s ability to forecast demand, manage budgets, or plan future growth effectively (Hasan, Shamsuddin and Aziati, 2013).
Overall, AKPerog Ltd.’s current systems are fragmented, unreliable, and inefficient. They do not support the company’s expansion goals or compliance with data protection regulations. A modern, integrated information system is therefore essential to improve coordination, accuracy, and decision-making across the organisation.

Recommended Solution

Overview of the Proposed System
To overcome its current challenges, AKPerog Ltd. should adopt a combined Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) system. This integrated solution would connect all business areas; including inventory, sales, finance, and customer service- into one central database. An ERP system manages internal processes such as stock control, purchasing, accounting, and reporting (Matende and Ogao, 2013), while the CRM module focuses on customer interactions, marketing, and service support (Stefanov et al., 2023). When used together, they create a complete flow of information throughout the organisation, improving both efficiency and customer satisfaction.
Modern ERP systems, such as SAP Business One, Oracle NetSuite, or Microsoft Dynamics 365, can be tailored for medium-sized retailers. These platforms already include CRM modules or can easily integrate with tools like Salesforce or Zoho CRM. This ensures that sales, inventory, and customer data remain consistent and accessible in real time. According to Hamdat et al (2024), integrated systems help managers make more accurate decisions and reduce duplication by maintaining a single source of truth across departments.
How the ERP–CRM System Addresses Current Problems
1. Improved Inventory Control
An ERP system will replace manual spreadsheets with automated inventory tracking. Every time a sale is made — online or in-store — the stock level will update automatically. This prevents overselling and out-of-stock situations. Managers will also be able to monitor product demand and plan restocks more accurately. Stair et al (2011) state that automation improves data accuracy and minimises human error, leading to more reliable reporting and forecasting. This improvement will reduce customer complaints and strengthen AKPerog’s reputation for reliability.
2. Enhanced Customer Relationship Management
The CRM module will bring all customer data into one secure system. This means that every customer’s purchase history, preferences, and interactions will be visible to both the sales and support teams. As a result, the company can send targeted promotions and provide faster, more personalised service. Turban, Pollard and Wood (2021) highlight that customer data integration helps firms strengthen loyalty and retention by improving communication and trust. In addition, automated email campaigns and loyalty programmes can be introduced to increase repeat sales.
3. Better Decision-Making and Reporting
ERP systems generate real-time dashboards that show performance indicators such as sales trends, profit margins, and inventory turnover. Management can use these insights to make quicker and more evidence-based decisions. For example, if a product is selling well in one region but not another, the company can adjust pricing or promotions accordingly. According to Bocij et al. (2018), access to timely and accurate information allows managers to respond more effectively to changes in the market and maintain competitive advantage.
4. Regulatory Compliance and Data Security
A key weakness in AKPerog’s current system is the lack of GDPR compliance. The new ERP–CRM system would have built-in access controls and data encryption features to ensure only authorised staff can access sensitive customer information. These systems also include automatic backups and audit trails, which help meet legal requirements for data protection. Baltzan (2007) notes that secure information systems reduce the risk of data breaches and protect the organisation from reputational and financial damage. This would give both management and customers greater confidence in the company’s operations.
5. Integration Across Departments
Currently, the sales, finance, and inventory teams work in isolation. The new ERP–CRM system would link all these areas through a shared database. This means data entered in one department instantly updates for others, eliminating the need for manual data transfer. Integration will also allow the finance team to generate accurate real-time financial reports, while the marketing team can analyse sales patterns to design more effective campaigns. As Chuma (2020) explains, system integration improves efficiency by removing data silos and reducing duplication of effort.
Cost, Scalability, and Efficiency
Although implementing an ERP–CRM system requires an initial investment, it offers long-term savings by reducing operational waste and improving productivity. Cloud-based versions of ERP systems, such as Oracle NetSuite or SAP Business One Cloud, allow the company to pay a subscription fee rather than investing in expensive hardware. These systems are also scalable, meaning they can expand as AKPerog opens new stores or adds new product lines. This flexibility supports future growth while keeping costs predictable. Hamdat et al (2024) emphasise that scalability is a key advantage of cloud-based information systems, particularly for growing businesses.
Expected Benefits
The combined ERP and CRM solution will create a more efficient, connected, and customer-focused organisation. The main benefits include:
· Accurate and real-time stock control
· Stronger customer loyalty and satisfaction
· Faster, data-based decision-making
· Improved financial reporting
· Compliance with GDPR and data security standards
· Reduced workload for staff and fewer manual errors
By addressing both operational and customer-related challenges, the new system will help AKPerog Ltd. become more competitive and sustainable in the digital marketplace.

Implementation Plan
A successful implementation of the new ERP–CRM system will require careful planning and coordination. The process should be completed in several stages to ensure smooth integration, minimal disruption, and full staff readiness. The main stages include system selection, data migration, staff training, testing, and continuous monitoring.
1. System Selection and Planning
The first step is to identify and select the most suitable ERP–CRM platform for AKPerog Ltd. Since the company operates both physical and online stores, a cloud-based ERP such as SAP Business One Cloud or Oracle NetSuite would be ideal. These systems offer flexibility, remote access, and easy integration with CRM modules. The management should compare features, subscription costs, and technical requirements before signing a contract with the chosen vendor. According to Al-Mamary, Shamsuddin and Aziati (2014), selecting the right system that matches business objectives is crucial to achieving a return on investment and avoiding future compatibility issues.
2. Data Migration and Integration
Once the software is chosen, the next step is data migration. All existing information -including inventory lists, sales records, and customer data; should be transferred into the new system. This process should be carried out carefully to prevent data loss or duplication (Maksimov et al., 2023). IT specialists will need to clean and standardise the data before migration. Integration between the ERP and CRM modules will ensure that all departments share the same real-time information.
3. Staff Training and Change Management
Training is essential for successful implementation. Employees at all levels must understand how to use the new system for their daily tasks. The company should organise training sessions and provide manuals or video guides to help staff adjust. Managers should also communicate clearly about the benefits of the new system to reduce resistance to change. Stair et al (2011) highlight that user acceptance and continuous learning are key factors in maintaining long-term system success.
4. Testing and System Launch
Before going live, the new system should be tested using sample data to check for technical errors or integration problems. Once the tests confirm reliability, the system can be launched gradually; starting with one department or store before expanding company-wide. This phased approach helps identify and solve small problems early without disrupting the whole business (Lietzen, 2013).
5. Ongoing Evaluation and Maintenance
After implementation, continuous monitoring and maintenance should be carried out to ensure the system remains efficient and secure. Regular software updates, staff feedback sessions, and performance reviews will help identify areas for improvement. The IT department should also run data backups and ensure GDPR compliance through updated privacy policies.
By following this step-by-step plan, AKPerog Ltd. can successfully transition to its new ERP–CRM system with minimal disruption and achieve greater efficiency across all departments.



Conclusion
AKPerog Ltd. is currently facing serious operational and customer service challenges because of its outdated and disconnected information systems. The company’s reliance on manual processes has led to inaccurate stock records, delayed reporting, and poor customer relationship management. These problems have reduced efficiency and limited its potential for further growth.
The recommended solution — an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) module — will address these weaknesses directly. The ERP component will automate inventory tracking, financial reporting, and internal communication, while the CRM will centralise customer information, improve marketing, and enhance service quality. Together, these systems will create a single, real-time view of business performance.
Implementing the new system through a clear and phased plan will help ensure a smooth transition. Once established, the ERP–CRM solution will improve decision-making, reduce costs, strengthen customer loyalty, and ensure compliance with data protection regulations. Overall, this upgrade will help AKPerog Ltd. become more efficient, competitive, and adaptable in an increasingly digital retail environment.
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