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AKPerog Ltd. is a swiftly expanding consumer electronics shop with 30 physical outlets and an increasingly robust e-commerce platform. The organisation operates in a highly competitive retail landscape, where customers expect rapid service, accurate product information, and seamless omnichannel experiences. Antiquated, disjointed, and predominantly manual information systems increasingly hinder the corporation's performance as it grows. Manual processes dominate key operational areas such as inventory management, customer data handling, sales reporting, and interdepartmental communication. These outdated practices contribute to operational inefficiencies that jeopardise the company’s ability to maintain customer satisfaction, support business scalability, and adhere to crucial regulatory standards (Laudon & Laudon, 2020). This challenge is particularly critical for organisations operating in the fast-paced technology retail sector, where the ability to make timely decisions, interpret real-time data, and deliver consistent service is essential to maintaining a competitive edge.
Numerous issues have emerged as a direct consequence of AKPerog’s outdated systems. Manual inventory management has resulted in recurring inconsistencies between actual stock levels in physical stores and those displayed online. These inaccuracies lead to cancelled orders, customer complaints, refund requests, and long-term reputational harm, which directly affect customer trust and loyalty. Similarly, customer relationship management (CRM) processes are disrupted by data residing in disconnected systems, limiting the company’s capacity to understand consumer behaviour, target marketing campaigns effectively, or offer customised customer experiences (Buttle & Maklan, 2019). Decision-making challenges also arise from the organization’s reliance on manual spreadsheets, which often contain inaccuracies, lack real-time data, and slow down strategic planning (Davenport, 2018). Furthermore, fragmented information systems weaken the company’s ability to protect personal data, exposing it to GDPR non-compliance risks due to inadequate access controls and ineffective data management practices (Voigt & Von dem Bussche, 2017). The lack of system integration across sales, finance, and inventory functions additionally contributes to duplicated work, process bottlenecks, inconsistencies in business data, and increased human error (O’Brien & Marakas, 2019).
This paper evaluates AKPerog's current systems, identifies operational inefficiencies, and proposes the implementation of an integrated Enterprise Resource Planning (ERP) solution featuring embedded Customer Relationship Management (CRM) and business intelligence (BI) functionalities. The recommended solution aims to enhance operational efficiency, improve data accuracy, support strategic decision-making, strengthen customer satisfaction, and ensure compliance with data protection regulations.
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Current Information Systems
AKPerog Ltd currently relies heavily on manual procedures and isolated software applications that lack interoperability. Inventory is tracked using spreadsheets and handwritten entries from store managers, creating substantial scope for human error and slowing down critical processes, such as stock replenishment. Synchronisation between the physical retail environment and the online platform remains limited, causing inconsistencies that negatively impact customer experience. The fragmentation of customer records across marketing software, point-of-sale (POS) systems, and customer service management tools complicates the retrieval of accurate and integrated data.
Sales reporting depends on manually compiled spreadsheets, a practice that is both time-consuming and prone to inaccuracies. This limits management’s capacity to generate timely, data-driven insights needed for forecasting, performance analysis, and strategic decision-making. As organisations expand, reliance on disconnected systems becomes increasingly unsustainable, leading to breakdowns in coordination, delays in information sharing, and reduced organisational efficiency (Laudon & Laudon, 2020). AKPerog’s continued dependence on outdated systems therefore undermines its ability to meet the expectations of modern consumers and the demands of a competitive marketplace.
Inefficiencies and Gaps
Inventory Management Gaps
AKPerog’s manual inventory management practices produce several significant issues:
Human error leads to incorrect stock counts.
Delays in updating stock levels hinder real-time visibility.
Lack of automated forecasting results in overstocking and stockouts.
Discrepancies between online and in-store inventory cause fulfilment delays and cancelled orders.
These issues result in customer dissatisfaction, increased return processing, and reduced operational efficiency. Automated inventory solutions reduce discrepancies, improve forecasting reliability, and support seamless omnichannel operations—capabilities essential for retailers seeking to maintain market competitiveness (Christopher, 2016).
Fragmentation of Customer Relationship Data
The absence of a unified CRM system generates several issues:
Customer data becomes duplicated or incomplete.
Difficulties arise in building accurate customer profiles.
Personalised marketing becomes limited or ineffective.
Customer service teams lack visibility of purchase history, slowing down dispute resolution.
Modern CRM technologies integrate customer records and interactions into a single consolidated view, enhancing marketing accuracy and improving the overall customer experience (Buttle & Maklan, 2019). AKPerog’s fragmented approach restricts these benefits and weakens customer engagement.
Obstacles to Decision-Making
Manual spreadsheets used for reporting pose significant problems:
Slow compilation times hinder responsiveness.
Frequent inaccuracies reduce reliability.
Lack of real-time updates limits proactive decision-making.
Analytical capabilities remain restricted.
ERP and BI systems automate dashboard creation, enhance reporting accuracy, and enable evidence-based decisions by delivering real-time insights to managers (Davenport, 2018).
Regulatory and Security Vulnerabilities
AKPerog’s current systems are insufficient for meeting GDPR standards, as they lack:
Centralised access permissions
Encryption protocols
Automated data retention rules
Comprehensive audit logs
These vulnerabilities increase the risk of data breaches and costly regulatory penalties. Strong data governance requires an integrated system capable of enforcing consistent security standards across the organisation (Voigt & Von dem Bussche, 2017).
Ethical and Sustainability Issues
In addition to operational challenges, AKPerog’s fragmented information systems raise ethical concerns surrounding responsible data handling and long-term sustainability. Manual and poorly governed data practices increase the risk of mishandling sensitive customer information, thereby violating the principles of data minimisation, transparency, and confidentiality outlined in ethical data management frameworks. Implementing an integrated ERP system supports more sustainable and ethical information practices through standardised access controls, audit trails, and automated data retention policies. These features enhance GDPR compliance and promote responsible stewardship of customer data, reduce unnecessary duplication, and contribute to more energy-efficient digital operations by consolidating systems into a single cloud environment.
Insufficient Interdepartmental Integration
The lack of integration between sales, finance, and inventory systems has resulted in:
• Repetitive manual data transfers • Misaligned financial and sales records • Delayed financial reconciliation • Elevated human error rates
Integrated information systems streamline data flow between departments, reduce operational costs, and improve organisational performance (O’Brien & Marakas, 2019).
Insufficient Interdepartmental Integration
The lack of integration between sales, finance, and inventory systems has resulted in:
Repetitive manual data transfers
Misaligned financial and sales records
Delayed financial reconciliation
Elevated human error rates
Integrated information systems streamline data flow between departments, reduce operational costs, and improve organisational performance (O’Brien & Marakas, 2019).
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Proposal: An integrated ERP System with CRM and BI Modules
To address these multifaceted challenges, the adoption of a cloud-based Enterprise Resource Planning (ERP) system—such as Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite—is recommended. Such platforms contain integrated modules for inventory management, finance, sales, CRM, and business intelligence. This ensures business-wide visibility and improved operational coordination by consolidating data into a central system (Monk & Wagner, 2013). Implementing an ERP solution will reduce data fragmentation, automate manual tasks, and support timely and accurate decision-making at AKPerog Ltd.
Why ERP is Better Than Alternative Solutions
While AKPerog could attempt to resolve its challenges by adopting separate systems—such as an independent CRM platform, standalone inventory software, or improved reporting tools—this fragmented approach would fail to address the root issue of system integration. Standalone applications often require custom interfaces, manual data transfers, or complex middleware to communicate effectively, increasing the likelihood of inconsistencies and long-term maintenance costs. In contrast, an integrated ERP system provides a unified data structure that synchronises inventory, sales, finances, and customer information across all departments in real time. This holistic approach eliminates data silos, reduces operational complexity, and provides managers with a single version of the truth. Compared with piecemeal solutions, ERP adoption delivers superior scalability, cross-functional visibility, and organisational coherence.
Confronting Inventory Issues
An ERP system with integrated inventory management will:
Synchronise stock levels across online and physical channels..
Automate stock updates and reduce manual errors.
Enhance decision-making through data-driven forecasting.
Improve fulfilment accuracy and reduce customer complaints.
Such systems significantly reduce operational expenses and improve order accuracy (Hugos, 2018).
Improving Customer Relationship Management
A consolidated CRM module will:
Aggregate customer information into a unified profile.
Enable targeting and personalised marketing..
Improve the efficiency of customer service operations.
Support long-term customer retention strategies.
CRM systems play a critical role in elevating customer experiences and driving sustained profitability (Payne & Frow, 2017).
Enhancing Decision-Making using Real-Time Data
BI dashboards within ERP systems provide:
Automated sales and financial reports
Real-time analytics
Forecasting tools
Performance indicators
Access to real-time data supports fast and informed managerial decisions and improves organisational responsiveness (Laudon & Laudon, 2020).
Guaranteeing GDPR compliance and Data Protection
Cloud-based ERP platforms typically include:
Role-based access control
End-to-end data encryption
Audit logging
Automated compliance management
These features strengthen AKPerog’s data governance and reduce exposure to regulatory risk (Voigt & Von dem Bussche, 2017).
Facilitating Future Expansion
A cloud-based ERP system provides:
Scalability to support business growth
Cost-effective subscription pricing
Integration with e-commerce tools and external systems
Regular security and performance updates
Cost Considerations
From a financial perspective, adopting a cloud-based ERP system offers AKPerog a cost-effective alternative to traditional on-premise infrastructure. Cloud ERP solutions operate on subscription-based pricing models, which significantly reduce upfront capital expenditure associated with servers, hardware, and maintenance staff. Predictable monthly or annual operating costs allow the organisation to budget more effectively while benefiting from continuous vendor-managed updates and security enhancements. Although implementation and training involve short-term expenses, they are offset by long-term gains, such as reduced manual labour, fewer data entry errors, improved stock accuracy, and enhanced workflow automation.
This establishes ERP as a strategic long-term investment for AKPerog's ongoing expansion.
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Implementation Steps
Successful implementation of the ERP system is expected to take 4–6 months and will follow the steps below:
1. Gathering and Process Mapping Requirements
This stage involves identifying workflow challenges, documenting departmental needs, and defining system specifications. Workshops and interviews ensure that system functionality aligns with business objectives—critical components of successful ERP deployment (Monk & Wagner, 2013).
2. System Selection
Multiple vendors should be evaluated based on cost, scalability, integration capability, user interface, and module flexibility to ensure that the selected ERP supports AKPerog’s operational needs.
3. Data Cleaning and Migration
The data must be standardised, duplicates removed, and incomplete entries corrected prior to migration. High-quality data ensures the accuracy and reliability of system output.
4. System Configuration and Integration
Dashboards, workflows, and reporting structures will be tailored to AKPerog’s operational requirements. Integration with existing POS and e-commerce systems must be thoroughly tested to ensure data synchronisation.
5. Staff Training and Change Management
Training programs, user guides, and phased rollouts are essentials for ensuring user adoption. Change management strategies reduce resistance and enhance organisational readiness (Kotter, 2012).
6. Testing and Quality Assurance
System, security, and user acceptance testing confirm that the ERP performs reliably and complies with regulatory standards.
7. Go-Live and Monitoring
A parallel run of legacy and new systems reduces risk during transition. Early monitoring ensures timely identification and resolution of issues.
Potential Challenges and Mitigation Strategies
Resistance to Change
Employees may resist new technologies.
Mitigation: Engage staff early, emphasise benefits, and provide comprehensive training.
Data Migration Errors
Poor quality data may lead to system errors.
Mitigation: Conduct rigorous data cleansing and multi-stage testing.
Integration Issues
Complex integrations may delay implementation.
Mitigation: Use experienced consultants and schedule phased integrations.
Cost Overruns
Unclear requirements may inflate costs.
Mitigation: Define detailed project scope and consider fixed-price vendor contracts.
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AKPerog Ltd’s rapid expansion requires a transition away from fragmented manual systems that contribute to operational inefficiencies, customer dissatisfaction, regulatory risks, and delayed decision-making. Implementing a cloud-based ERP system with integrated CRM and BI capabilities will provide real-time operational visibility, enhance customer experiences, optimise internal processes, and strengthen data governance. Supported by a structured implementation plan and effective change management, this solution will position AKPerog for sustained growth, long-term operational efficiency, and competitive advantage.
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