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ADVISING FOR INCREASING THE EFFECTIVENESS OF INFORMATION SYSTEMS
[bookmark: _Toc216991543]1. Introduction
AKPerog Ltd currently operates as a consumer electronics retailer with 30 physical retail stores along with an emerging online presence. Within the last year, the company noticed considerable sales growth. Although the company is expanding in the market, this development has created considerable strain on their internal workings. The company noticed that their existing information systems are riddled with shortcomings. The information systems that served the company well in the smaller organisation are currently inefficient and unsuitable for the inherent complexities in the multi-channel retail business.
The current operations rely extensively on antiquated and job-intensive systems for managing inventory, customer information, reporting, and communication between departments.
 
The aim of this report is to evaluate the current state of the information systems in AKPerog Ltd, identify weaknesses, and recommend an effective information system solution for improving the performance of the organisation. This report will examine the current information system, recommend an information system architecture, and offer an implementation strategy for improving efficiency, decision-making, and growth within the organisation.
 
[bookmark: _Toc216991544]2. Evaluation of Existing Systems
[bookmark: _Toc216991545]2.1 Inventory Management System
The company’s inventory control system is to a large extent done manually and through the use of spreadsheets and local records in the retail stores. The result is that there is no synchronisation of stock levels between the local records and the online retail store, an issue that often manifests in customers ordering products that are out of stock, an issue that leads to delayed delivery and refunds.
Manual inventory management is known to be inefficient and prone to errors, especially for organisations dealing in multiple geographies and distribution channels (Laudon and Laudon, 2022). In the context of AKPerog Ltd, the inability to see the stock in real time is also resulting in the overstocking of low-demand products and the understocking of high-demand products.
[bookmark: _Toc216991546]2.2 Customer Relationship Management (CRM)
The customer data at AKPerog Ltd. is maintained in different disparate systems, such as sales transactions, marketing mailing lists, and support databases. There is no integrated CRM system that can give an overall view of customer activity and purchase data. The disparate nature of these different databases does limit the organisation's possibilities of carrying out effective marketing and support activities for customers.
In the view of Payne and Frow (2017), customer relationship management is achieved through the integration of customer data from all points of contact for personalised engagement. Lack of integration of the CRM system at AKPerog Ltd hinders the effectiveness of marketing and customer loyalty.
[bookmark: _Toc216991547]2.3 Reporting and Decision-Making Process
In AKPerog Ltd, a high degree of reliance has existed on manually prepared spreadsheets for management reporting. The challenge comes with the need to extract information from various systems before generating the reports, a process that is time-consuming and associated with a high probability of errors; hence, the reports are quite outdated when submitted to senior management.
(Sharda et al., 2020) observe that if an organisation lacks automated business intelligence solutions, it becomes challenging for the organisation to respond to market changes as a result of delayed and inaccurate intelligence. In this respect, for AKPerog Ltd, a lack of real-time reporting capability creates a challenge for forecasting and strategic planning.
 
[bookmark: _Toc216991548]2.4 Data Security and Regulatory Compliance
AKPerog Ltd’s current environment does not have effective access control, audit trails, and data governance procedures. This means sensitive data from the customers can be accessed by a number of people from the company, increasing the vulnerability of unauthorised access.
As stated by the Information Commissioner’s Office in the UK (ICO, n.d.), there is a need for the implementation of technical and organisational measures to ensure accountability for protecting personal information by all organisations under GDPR. The present state of practice at AKPerog Ltd does not meet the set standards to avoid risks for the business.
 
[bookmark: _Toc216991549]2.5 Lack of System Integration
The sales, finance, and marketing teams of AKPerog Ltd. do not interact along their sales cycle processes. Employees of the organisation have to manually transfer information between the applications to calculate sales figures.
According to Davenport (2018), a lack of system integration within an organisation leads to the development of silos within companies, hence hindering end-to-end process efficiency within an organisation. Inability to achieve system integration is a challenge for AKPerog Ltd.
 
[bookmark: _Toc216991550]3. Recommended Solution
[bookmark: _Toc216991551]3.1 Proposed Information System
To identify challenges, it is recommended that AKPerog Ltd implements an integrated cloud-based Enterprise Resource Planning (ERP) system, supported by a Customer Relationship Management (CRM) system and Business Intelligence (BI) tools.
The ERP system would act as the core operational platform, integrating inventory management, procurement, sales, finance, and point-of-sale operations. The CRM system would centralise customer data, while the BI component would provide real-time analytics and reporting to support management decision-making.
 
[bookmark: _Toc216991552]3.2 Improvements to Inventory Management
The proposed ERP system would provide real-time visibility of inventory levels across all physical stores and the e-commerce platform. Stock levels would automatically update following sales, returns, or transfers, significantly reducing discrepancies and improving order fulfilment accuracy.
Automated replenishment rules could be configured to trigger orders when stock levels fall below, improving inventory turnover and reducing carrying costs (Laudon and Laudon, 2022).
[bookmark: _Toc216991553]3.3 CRM and Customer Experience Enhancement
The CRM system would consolidate customer data into a single platform, enabling a comprehensive view of each customer’s purchase history, preferences, and support interactions. This would allow the marketing team to design targeted and personalised campaigns, improving customer engagement and conversion rates.
Customer support staff would benefit from immediate access to accurate records, enabling faster complaint resolution and improved service quality. Integrated CRM systems are widely recognised as critical to delivering consistent customer experiences (Payne and Frow, 2017).
[bookmark: _Toc216991554]3.4 Business Intelligence and Decision Support
The BI component would automate reporting and provide management with real-time dashboards displaying key performance indicators such as sales trends, inventory turnover, and customer behaviour. This would support data-driven decision-making and improve forecasting accuracy.
Sharda et al. (2020) highlight that organisations using BI systems gain a competitive advantage by transforming operational data into actionable insights.
 
[bookmark: _Toc216991555]4. Implementation Plan

[bookmark: _Toc216991556]4.1 Planning and Requirements Analysis
The implementation should begin with a comprehensive requirements analysis involving stakeholders from all departments. Clear objectives, success metrics, and project scope should be defined to ensure alignment with business needs.
[bookmark: _Toc216991557]4.2 Training and Change Management
Comprehensive training programmes should be delivered to employees to support effective system adoption. Change management strategies, including clear communication and leadership support, are essential to minimise resistance (Kotter, 2012).
[bookmark: _Toc216991558]4.3 Testing and Deployment
The system should undergo rigorous testing before full deployment. A phased rollout, starting with a pilot group of stores, will reduce operational risk and allow issues to be resolved early.
[bookmark: _Toc216991559]4.4 Ongoing Support and Evaluation
Post-implementation support, regular system reviews, and continuous improvement initiatives will ensure the system continues to meet organisational needs as AKPerog Ltd grows.
[bookmark: _Toc216991560]5. Recommended Solution
 
5.1 Proposal of Information System
To respond to the challenges identified, there will be a proposal to install the Enterprise Resource Planning system in AKPerog Ltd, augmented by a Customer Relationship Management system and Business Intelligence tools. The Enterprise Resource Planning system will provide the main operational platform where inventory management, buying, sales, financial management, and point-of-sale activities will be integrally linked. The Customer Relationship Management system will provide a central platform for storing customer information. The business intelligence component will offer real-time reporting and analytical tools to inform management decisions.
 
[bookmark: _Toc216991561]5.2 Recommendation
As a response to the previously identified challenges, a proposed solution for AKPerog Ltd would entail integrating a web-based Enterprise Resource Planning (ERP) system, together with CRM and a system. The proposed solution would make the ERP a central operational hub that would involve integration of activities related to inventory, purchasing, sales, accounts, and point-of-sale activities. The CRM solution This would improve consumer engagement and conversion by assisting the marketing department in creating customised and successful campaigns. The proposed ERP system would provide the following benefits to the company by giving real-time views of the inventory across the physical stores and the online store. The stock would automatically update based on sales, returns, and store transfers, thus eliminating discrepancies in the orders. The auto-replenishment function could be designed to place orders whenever the stock goes below the set thresholds, thus optimising inventory turns (Laudon & Laudon, 2022). 
[bookmark: _Toc216991562]5.3 CRM and Customer Experience Enhancement
The CRM solution would integrate customer information in one system, which would allow a comprehensive analysis of a customer’s purchasing behaviour and support interactions. This would improve consumer engagement and conversion by assisting the marketing department in developing tailored and successful campaigns.
 
[bookmark: _Toc216991563]5.4 Business Intelligence and Decision Support
Also, the BI component would provide automation in the reporting function and enable the management team to produce real-time dashboards, facilitating the identification of the important performance indicators related to sales, inventory, and customer behaviour. According to Sharda et al. (2020), organisations that implement BI systems leverage a competitive advantage by turning data into meaningful information.
 
[bookmark: _Toc216991564]5.6 Planning and Requirements Analysis
 
The implementation process should begin with a requirements analysis. The assessment should include representatives for every department. There should be a focus on objectives and success criteria. 4.2 Vendor Selection AKPerog Ltd must shortlist the providers of the desired features of the system. Embedded retail knowledge of the implementing company will be valuable in this respect. The overall cost of ownership must be considered in the shortlisting of providers. 4.3 Data Migration and Integration The spreadsheets and legacy system data will need cleansing, validation, and subsequent importing into the new environment. Integration with the online shopping portal, POS terminals, and logistics services should also receive high consideration. 4.4 Training and Change Management Comprehensive training for employees needs to be conducted for successful system implementation. Change management techniques are also required to ensure that there are no resistances to change, as suggested by Kotter (2012). 4.5 Testing and Deployment The new system should be put through its paces before actual full implementation. A rollout of the new system in a pilot or representative group of stores prior to full rollout is recommended. 4.6 Continuous Support and Evaluation Post-implementation support services, system reviews, and improvement programmes will ensure that the system instituted will always meet the needs of the organisation as AKPEROG Ltd expands.
 
[bookmark: _Toc216991565] 6. Conclusion
AKPerog Ltd’s operational challenges stem from outdated and fragmented information systems that are no longer suitable for a growing multi-channel retailer. Manual inventory management, disconnected customer data, inefficient reporting, and weak security controls are negatively affecting efficiency, customer satisfaction, and strategic decision-making.
This report recommends the implementation of an integrated cloud-based ERP system supported by CRM and BI tools. The proposed solution will streamline operations, improve data accuracy, enhance customer experiences, support GDPR compliance, and provide the scalability required for future growth. With a structured implementation plan and effective change management, AKPerog Ltd can achieve sustainable improvements in performance.
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