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-INTRODUCTION

- Overview of the business case/scenario.

AK PEROG LTD is a large electronics retailer with 30 physical stores and an online platform in a high-growth phase, expanding rapidly but facing operational challenges. It is a modern retailer aiming to deliver affordable, accessible consumer electronics through both brick-and-mortar and digital channels. 
The Current Situation of the company is sales growth, a significant increase in sales over the past year. It plans to scale further across regions and strengthen its online presence with operational strain; the legacy system is struggling to keep up with growth.
AK PEROG LTD. is a fast-growing consumer electronics retailer whose success is being limited by outdated IT infrastructure. To sustain growth, the company must modernise its systems, integrate data flows, and prioritise customer experience and compliance—identification of key challenges faced by the organisation. The company has outgrown its startup-era processes, and its infrastructure is actively sabotaging its growth. Here is the identification and analysis of the key challenges facing the organisation, categorised by operational impact.
Inventory Management Crisis (The Core Operational Failure)
The most immediate threat to revenue is the Manual Inventory System. The disconnect between physical stores and the e-commerce platform is undermining the fundamental retail promise: "If you buy it, we have it." The specific issue: The system relies on manual updates, leading to "Phantom Inventory"—items appear online as in stock but are physically missing. Business Impact: High refund rates, eroded brand trust, and lost revenue due to the inability to fulfil orders. Operational Drag: Store managers are flying blind, unable to optimise stock levels (leading to holding costs for overstock and lost sales for understock).  Fragmented Customer Insight (CRM Failure): The company suffers from Data Fragmentation. Customer data is trapped in isolated pockets ("Silos"), making it impossible to see the complete picture of a client. The specific issue: Purchase history, complaints, and marketing data live in different systems that do not talk to each other. Marketing Impact: The team cannot perform segmentation or personalisation. They are likely "spamming" customers rather than targeting them. Support Impact: Support agents waste time hunting for order details, leading to long resolution times and frustrated customers. Strategic Blindness (Decision-Making Risks) Management is operating with a Time Lag. Because reports are compiled manually via spreadsheets, leadership is looking at "last week's news" rather than real-time reality. The specific issue: Reliance on manual data entry introduces human error and delays. Business Impact: Inability to spot sales trends quickly (e.g., a sudden spike in demand for a specific gadget), leading to poor forecasting and missed revenue opportunities. Regulatory & Security Exposure (GDPR): This is the highest "Existential Risk." The current setup is non-compliant with data protection laws. The specific issue: Lack of secure access controls and centralised data governance. Business Impact: High risk of data breaches, significant legal fines (GDPR penalties can be massive), and reputational damage if customer data is stolen. Operational Silos (Integration Gap): The organisation operates as three separate companies (Sales, Finance, and Inventory) rather than as a cohesive unit. The specific issue: Employees are acting as "Human Middleware," manually re-typing data from the Sales system into the Finance system. Business Impact: This is purely wasted labour hours (OPEX) and drastically increases the error rate (e.g., wrong invoice amounts, missed inventory decrements).
-Evaluation of Existing Systems
-Analysis of the current information systems in place.
Data Silos and Manual Processes characterise the current IT landscape at AKPEROG LTD. There is no central "brain" (ERP) managing the business. Here are some types of implementation systems in this organisation:
Inventory Management System (TPS - Transaction Processing System): Current State: Manual tracking, no real-time synchronisation between physical stores and the e-commerce platform. The Technical Failure: Data Latency. By the time inventory is updated manually, the data is already old. The Impact analysis is phantom Inventory: The website shows an item is "In Stock" when it was sold in-store hours ago. The "Bullwhip Effect": Store managers cannot see actual demand, leading to panic ordering (Overstock) or running out of hot items (Understock). Customer Friction: High post-purchase cancellation rates. Customer Relationship Management (CRM): Current State: Fragmented data stored across disconnected systems. The Technical Failure: Lack of a Single Customer View (SCV). Impact Analysis: Marketing Blindness: Marketing cannot segment customers (e.g., "Send laptop deals to people who bought mice"). Marketing is generic and likely treated as spam. Support Inefficiency: Support agents lack a "ticket history" or order log for the caller, resulting in long resolution times and frustrated customers. Business Intelligence & Reporting (MIS - Management Information Systems) Current State: Manual compilation of spreadsheets. The Technical Failure: Reliance on unstructured data and manual aggregation. Impact Analysis: High Latency: Management receives reports weeks after sales occur, rendering real-time agility impossible. "Garbage In, Garbage Out": Manual data entry inevitably introduces formula errors, leading to flawed financial forecasting. System Integration & Workflow Current State: Sales, Finance, and Inventory use disparate software. The Technical Failure: Lack of Interoperability / API Integration. Impact Analysis: Redundant Work: Employees act as "human middleware," manually typing data from the Sales system into the Finance system. This is expensive and slow. Process Bottlenecks: Information does not flow; it stops at departmental walls. Data Security & Compliance Current State: No secure access controls; weak data governance. The Technical Failure: Lack of Role-Based Access Control (RBAC) and Encryption. Impact Analysis: GDPR Non-Compliance: If customer PII (Personally Identifiable Information) is accessible to unauthorised staff, the company faces fines of up to 4% of global turnover. Cyber Vulnerability: The company's chaotic data structure makes it an easy target for data theft or ransomware.
-Identification of inefficiencies and gaps.
Based on the business case for AKPEROG Ltd., here is a detailed breakdown of the inefficiencies and gaps that are currently hindering the company's growth and operations.
Executive Summary of Gaps
AKPEROG Ltd. is suffering from "Information Silos." The core issue is that critical business functions (Inventory, Sales, Finance, CRM) operate in isolation. The reliance on manual processes and legacy systems is creating bottlenecks that affect everything from immediate customer satisfaction to long-term strategic planning.
Inventory & Supply Chain Inefficiencies: The most immediate operational threat is the disconnect between physical stock and digital records.
Customer Relationship Management (CRM) Gaps: The company is data-rich but insight-poor because customer data is fragmented.
Decision-Making & Reporting Deficiencies: Management is steering the company using a "rear-view mirror" rather than looking forward, due to slow data processing.
Security & Compliance Vulnerabilities: This is a critical risk area that poses legal and reputational threats.
	Area
	Current State (The Gap)
	Business Impact
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Inventory
	Manual, disconnected tracking
	Stockouts, refunds, unhappy customers.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Data (CRM)
	Fragmented across systems
	Generic marketing, poor support.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Reporting
	Manual spreadsheets
	Slow decisions, poor forecasting.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Security
	Non-compliant, weak controls
	Legal penalties, data breach risks.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Workflow
	Manual data entry/transfer
	High labour costs, human error.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Recommended Solution or Proposal of a suitable new or upgraded information system
To address the critical challenges facing AKPEROG Ltd., I recommend implementing a comprehensive, cloud-based Enterprise Resource Planning (ERP) System with an integrated Customer Relationship Management (CRM) module. Given the company's size (30 stores + e-commerce) and rapid growth, a fragmented approach (fixing one system at a time) will likely fail. A unified ERP solution will connect all departments, automate data flow, and provide the real-time visibility the CEO needs. Here is the detailed proposal for the new system: Core Solution: Cloud-Based ERP System. An ERP system acts as the company's central nervous system, integrating all business processes into a single database. This eliminates the "silos" where Sales, Finance, and Inventory currently operate blindly. Integrated CRM (The "customer data" fix): Targeted Marketing: The marketing team can segment customers based on actual purchase history (e.g., "Customers who bought laptops in the last year") to send personalised promotions. Data Security & Compliance (The "GDPR" fix): Role-Based Access Control (RBAC): Ensure employees only access data relevant to their job.
	Current Challenge
	Solution Feature
	Expected Outcome
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Manual inventory & stockouts
	Real-time, unified inventory database
	99% stock accuracy & reduced lost sales
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Disconnected customer data
	Integrated CRM module
	Personalised marketing & faster support
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Manual spreadsheets & errors
	Automated BI & Analytics
	Data-driven decisions in real-time
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	GDPR non-compliance
	Role-based security & encryption
	Legal compliance & reduced cyber risk
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Lack of department integration
	Unified ERP Architecture
	Streamlined workflows & time savings
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Justification for the recommendation based on business needs, efficiency, cost, 
and scalability.                                                                                                                              Based on the operational challenges described in the case study, the recommended solution for AKPEROG Ltd. is to implement a unified, Cloud-Based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module. This solution replaces disparate systems (spreadsheets, standalone inventory software) with a single suite of applications that manages core business processes in real-time. Here is the justification for this recommendation, categorised by the four critical dimensions you requested. 
Customer Experience Transformation (CRM): ERP systems act as a "Compliance-as-a-Service" tool. They come pre-configured with Role-Based Access Control (RBAC), ensuring that employees see only data relevant to their job. They also offer audit trails and encryption, significantly reducing the company's legal and cyber risk profile.
 Operational Efficiency: The shift from manual inputs to automated workflows will drastically reduce human error and administrative overhead.
Cost Justification: While an ERP implementation involves an upfront investment, the Return on Investment (ROI) for AKPEROG comes from plugging financial leaks and reducing operational costs.
	Challenge
	Current State
	Future State (with ERP)
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Inventory
	Manual, disconnected, high error rate
	Real-time, centralised, automated
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Data
	Siloed, spreadsheet-based
	Unified, single source of truth
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Security
	GDPR non-compliant, risky
	Encrypted, RBAC, auditable
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Growth
	constrained by manual processes
	Scalable infrastructure ready for expansion
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Explanation of how the system will improve operations, data management, and 
decision-making. Based on the challenges facing AKPEROG Ltd., the recommended solution is to implement a unified Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) capabilities. This move from disconnected, manual processes to a centralised digital ecosystem will transform the business. Here is the explanation of how this modern system will specifically improve operations, data management, and decision-making.
Improving Operations: Efficiency & Integration: The core operational failure at AKPEROG is the lack of communication between the 30 physical stores, the e-commerce platform, and the back-office departments. A modern ERP system acts as a digital nervous system, connecting these parts.
Enhancing Data Management: Security & Consistency: AKPEROG is currently suffering from "Data Silos"—where information is trapped in disconnected systems—and significant compliance risks. The new system creates a Single Source of Truth.
Empowering Decision-Making: From Reactive to Proactive: Currently, management is looking backwards at outdated spreadsheets. The new system enables Business Intelligence (BI), allowing them to look forward.
	Feature
	Current State (AKPEROG Ltd.)
	Future State (New System)
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Inventory
	Manual, disconnected, frequent errors.
	Real-time, synchronised, automated reordering.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Data
	Scattered, hard to access, impersonal.
	Centralised 360° view, personalised marketing.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Reporting
	Slow, spreadsheet-based, error-prone.
	Live dashboards, automated BI, predictive.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Security
	Weak access controls, GDPR risk.
	Role-based access, fully compliant/secure.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Implementation Plan:  Steps for implementing the new system:
Based on the operational challenges facing AKPEROG Ltd. (inventory discrepancies, disconnected CRM, manual reporting, GDPR risks, and lack of integration), the recommended solution is to implement a centralised Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) and Business Intelligence (BI) modules.
Implementation Plan for AKPEROG Ltd: Phase 1: Discovery & Planning (Weeks 1–4): Goal: Define the scope, assemble the team, and audit current processes to prevent "garbage in, garbage out." Phase 2: System Selection & Architecture (Weeks 5–8): Goal: Select software that handles Retail, E-commerce, and Finance in one unified platform. Data Cleansing & Migration (Weeks 9–12): Goal: Move from "manual spreadsheets" to a secure, centralised database. Configuration & Development (Weeks 13–20): Goal: Build the system to automate workflows. Testing (Weeks 21–24): Goal: Validate that the system works under pressure. Training & Change Management (Weeks 25–28): Goal: Ensure staff can use the new tools and understand the benefits. 
	Department
	Current Pain Point
	Solution Outcome
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Operations
	Stock discrepancies & refund delays
	Real-time Inventory Sync: Online orders instantly reserve stock.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Marketing
	Disconnected data & generic ads
	Unified CRM: 360-degree customer view for personalised targeting.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Management
	Manual, error-prone spreadsheets
	Automated BI: Real-time dashboards for instant decision-making.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	IT/Legal
	Non-compliant with GDPR
	Secure Architecture: Role-based access and encrypted customer data.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Consideration of training, integration with existing infrastructure, and potential challenges: 
Based on the operational bottlenecks facing AKPEROG Ltd.—specifically manual inventory tracking, a disconnected CRM, and siloed departments—the core recommendation is to implement a centralised Enterprise Resource Planning (ERP) system with integrated CRM and Business Intelligence modules. However, selecting the software is only the first step. The success of this digital transformation relies heavily on how the system is deployed and adopted. Below is a detailed analysis of the necessary considerations for training, integration, and potential challenges.
	Challenge
	Impact on AKPEROG
	Mitigation Strategy
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Employee Resistance
	Staff may prefer the "old way" (spreadsheets) because it is familiar, leading to low adoption rates.
	Implement a Change Management program. Communicate why this helps them (e.g., "No more angry customers due to phantom stock").
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Operational Downtime
	If the switch-over fails, stores might be unable to process sales, resulting in significant revenue loss.
	Use a Parallel Deployment strategy, where the old and new systems run simultaneously for 2 weeks, or a Phased Rollout (store-by-store) rather than a "Big Bang" launch.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Scope Creep
	Departments may keep asking for "just one more feature," delaying the project and blowing the budget.
	Define a strict Project Charter early. Enhancements can be scheduled for "Phase 2" after the core system is stable.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Data Privacy (GDPR)
	Migrating sensitive customer data creates a temporary vulnerability window.
	Encrypt all data in transit during migration. Ensure the new system has Role-Based Access Control (RBAC) enforced immediately upon go-live.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


-Conclusion: Summary of key points and expected benefits:
For AKPEROG Ltd., the technology is the solution to the inventory and CRM issues, but integration and training are the delivery vehicles. By investing in data cleansing prior to integration and adopting a "Super User" training model, AKPEROG can transition from a disconnected, manual operation to a streamlined, data-driven retailer without crippling the business.
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