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[bookmark: _Toc216729318]INTRODUCTION

AKPerog Ltd. is a fast-growing consumer electronics retailer who operates 30 physical stores along with an ever-growing e-commerce platform. AKPerog LTD is commercially successful, but despite this success, the organisation faces significant operational limitations that are caused by a somewhat outdated, unreliable and mainly manual information systems. These limitations are preventing the company from managing inventory, maintaining accurate customer records, conducting reliable data analysis, and ensuring compliance with data protection regulations in an efficient manner. These issues will eventually obstruct growth and weaken the customer experience.
This report will analyse the main challenges that AKPerog Ltd. are facing, it will evaluate their root causes, and seek to recommend the implementation of an integrated modern information system. The proposed solution will enhance operational efficiency, support data-driven decision-making, and develop both customer satisfaction and compliance with regulations such as GDPR which is a must in modern society and technology. In this report, a modern Customer Relationship Management (CRM) system along with other tools will be suggested to help in the modernisation of AKPerog LTD. approach. 
Customer relationship management (CRM) is a set of integrated technologies that are used to document, track and manage a company or organisation’s relationships and interactions with existing customers as well as potential customers (Eda Kavlakoglu, 2021).
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The mismanagement of inventory is a complicated issue that arises from numerous interconnected sources and can lead to major costs and inefficiencies if allowed to go without being addressed properly (Sharma, 2024). 
[bookmark: _Toc216729320]The issues that AKPerog Ltd. are facing, stem from substantial reliance on manual processes that are more difficult to manage and are also outdated. There is a lack of integration across systems, and little to no control over the handling and management of sensitive customer data. 
[bookmark: _Toc216729321]2.1 Inefficient Manual Inventory Management
AKPerog currently uses a manual inventory tracking system which relies mainly on spreadsheets and physical stock counts. There are reports to suggest this is where numerous operational risks come into play (Abby Jenkins , 2022).
1. Stock Discrepancies – Manual entry errors are leading to gaps between online stock levels and actual inventory in the physical stores. Customers are placing orders for items that are not actually available. This then result in refunds having to be made on a regular basis and increasing a reduction in customer trust.

2. Overstocking/Understocking – Real time visibility is lacking for store managers regarding stock levels. Overstocking leads to greater storage costs and result in tied-up capital, while understocking causes lost sales and poor customer experience.

3. Slow Order Fulfilment – Because inventory updates require manual input, the supply chain team are often working with outdated information. This will in turn slow down replenishment and affects delivery times.

4. Lack of Automation – Without automated reorder points or predictive stock algorithms, which are major advantages of a modern technological system, the purchasing team cannot efficiently forecast demand for items that are in high selling rapidly.
Research shows, restructuring your inventory management to a more streamline format with automation will improve efficiency and have a positive effect on the entire organization such as making more informed business decisions and cutting unnecessary costs (linnworks, 2023) 

[bookmark: _Toc216729322]2.2 Poor Customer Relationship Management (CRM) Capabilities
At AKPerog LTD., customer data is stored on multiple systems that are not connected. These data include store loyalty databases, online purchase records, and manual spreadsheets. This disintegration leads to:
1. Incomplete Customer Profiles – Customers Purchase history, their preferences, and interactions are all scattered across systems which makes personalised marketing almost impossible. This is because no single, unified profile of each customer exists. 

2. Ineffective Marketing Campaigns – The marketing team faces obstacles in being able to segment customers effectively or being able to use targeted promotions based on past behaviour. This reduces marketing ROI.

3. Inefficient Customer Service – Complaints that are handled by support staff is a struggle due to purchase information being difficult to locate. This significantly slows resolution times, customer becomes frustrated, and increases inefficiencies in after-sales support.

4. Missed Opportunities for Loyalty Building – AKPerog LTD cannot identify high-value customers or begin to design a tailored loyalty programs without CRM analytics.
A modern CRM system is crucial to integrate customer data and enhance the company’s relationship management strategy.

[bookmark: _Toc216729323]2.3 Slow and Error-Prone Decision-Making Processes
Currently, sales data is compiled manually with the help of spreadsheets from different store branches. This creates several issues as such:
1. Delayed Reporting – The ability to react or be in line with market trends are delayed or not possible due to the management team receiving sales reports several days or weeks late.

2. Data Inaccuracy – The use of spreadsheets increases human errors which shows in duplicated entries and inconsistencies, leading to unreliable data for key business decisions.

3. Poor Forecasting – Without real-time sales analytics, predicting demand, planning promotions, or scheduling procurement will only be done by estimations and guessing. 

To achieve an effective decision-making system, the need for accurate, timely data is needed.  The current system cannot provide this.

[bookmark: _Toc216729324]2.4 Non-Compliance with GDPR and Other Security Risks
AKPerog’s storage of customer data across which is spread across multiple uncontrolled systems creates significant data protection issues which is not in line with the up-to-date General Data Protection Regulation (GDPR) rules. 
Companies and organisations must follow rules on data protection if the business stores or uses personal information. This information must be kept accurately, secured and up to date in line with the rules (GOV.UK, 2025)

1. Lack of Secure Access Controls – Data can be easily accessed without appropriate authentication which increases the risk of unauthorised access or internal misuse.

2. Poorly Protected Customer Information – Where sensitive data is stored on spreadsheets or local systems, there is an increase to the likelihood of data breaches.

3. Inability to Honour Customer Data Rights – Under new GDPR rules, customers can request access, deletion, or correction of their personal data. With decentralised systems, these requests will be difficult to honour or could be done incorrectly.

4. Risk of Financial Penalties – There are heavy and serious fines to be faced from GDPR breaches as well as reputational damage if the system does not get a modern CPR system.
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2.5 Lack of System Integration Across Departments
AKPerog Ltd. currently uses separate software systems for finance, sales, inventory, and e-commerce. These systems are not in sync, forcing staff to transfer data manually.
1. Duplication of Work – It is seen where employees enter data into different systems more than once. This takes up time and increases errors.

2. Information Storage tower – Each department at AKPerog operates individually with limited links with the different departments’ data.

3. Slow Business Processes – Simple but essential tasks such as updating sales figures, reconciling financial records, or producing invoices become inefficient.

4. Reduced Scalability – As AKPerog grows as a business, the lack of integration has increasingly limited its ability to manage operations effectively and efficiently.
An integrated system is essential for unified workflows and real-time data sharing.

[bookmark: _Toc216729326]3. Recommended Modern Information System
Based on the challenges recognised, we suggest the most suitable solution for AKPerog Ltd. is the application of a fully integrated Enterprise Resource Planning (ERP) system with built-in Inventory Management, Customer Relationship Management (CRM), and Business Intelligence (BI) capabilities.
Examples of appropriate ERP systems include:
· Microsoft Dynamics 365
· SAP Business One
· Oracle NetSuite
· Odoo ERP (open-source option)
These solutions offer modular, cloud-based architectures ideal for a growing retailer.
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[bookmark: _Toc216729328]4.1 Real-Time Inventory Management
Having a modern ERP system will automate and integrate inventory tracking across all 30 stores and the e-commerce platform.
Key Benefits:
· Real-time stock visibility prevents discrepancies between online stock and physical store inventory.
· Automated reorder levels ensure stock is restocked based on demand and not estimations.
· Barcode scanning and RFID decrease manual errors in stocktaking.
· Optimised supply chain by using predictive analytics that will forecast demand using past sales data which is more accurate.
· Integrated fulfilment this guarantees online orders draw stock only from confirmed available quantities.
This will greatly decrease customer complaints concerning out-of-stock items and improve operational efficiency.

[bookmark: _Toc216729329]4.2 GDPR Compliance and Improved Information Security
Modern ERP systems feature strong security measures that are designed for regulatory compliance.
Key Benefits:
· Role-based access controls making sure only staff that are authorised can view or edit sensitive data.
· End-to-end encryption of customer information.
· Audit trails that record all access and any changes made to data.
· Centralised data storage, simplifying GDPR data-subject requests.
· Regular security updates delivered by cloud vendors, reducing cyber risks.
This will help AKPerog LTD. avoid legal penalties and protect their reputation.

[bookmark: _Toc216729330]4.3 Centralised and Powerful CRM System
Adding CRM into the ERP system will allow AKPerog Ltd. to combine all customer information into a single database.


Key Benefits:
· 360-degree customer view this will show all purchase history, interactions, and preferences.
· Targeted marketing campaigns based on subdivision and behaviour analytics.
· Improved customer support by way of quick access to customer data that are accurate.
· Automated loyalty programmes tailored to specific customer buying patterns.
· Enhanced communication across all areas such as marketing, sales, and customer service teams.
This will strengthen customer relationships and increase repeat purchases.

[bookmark: _Toc216729331]4.4 Full System Integration Across Departments
ERP systems operate on a united database and shared architecture, guaranteeing seamless communication across sales, finance, inventory, HR, and supply chain departments.
Key Benefits:
· Single source of truth for all the business’ data.
· Automated workflows reduce manual data entry and human errors.
· Improved collaboration between all the departments.
· Streamlined financial processes such as invoicing, billing, and settlement.
· Scalability as AKPerog as a company grows and adds new stores or product lines.
This will eliminate hold-ups and increase overall organisational efficiency.

[bookmark: _Toc216729332]4.5 Enhanced Decision-Making Through BI and Reporting Tools
A modern ERP system comes with Business Intelligence dashboards and reporting tools.
Key Benefits:
· Automated real-time sales reporting, removing manual spreadsheets.
· Custom dashboards displaying KPIs such as sales by store, product performance, inventory turnover, and customer retention.
· Accurate forecasting using predictive analytics.
· Data-driven decision-making, enabling management to respond in a timely manner to market trends.
This will increase strategic flexibility and revenue growth.

[bookmark: _Toc216729333]5. Recommended Implementation Plan
Implementation is the process of completing tasks to deliver a project in a successful manner (William Malsam , 2024). Applying an ERP system involves careful planning. The following phased approach is strongly advised:

[bookmark: _Toc216729334]5.1 Phase 1 – System Requirements Analysis
· Identify key business processes and points that are not wanted.
· Work together with all departments to gain knowledge on system requirements.
· Define KPIs and success metrics.
· Select the ERP vendor and system modules to be applied.

[bookmark: _Toc216729335]5.2 Phase 2 – System Design and Customisation
· To arrange modules such as inventory, CRM, reporting and finance.
· Design automated workflows tailored to AKPerog Ltd.’s processes.
· Certify and ensure integrations with the e-commerce platform and POS systems.
[bookmark: _Toc216729336]5.3 Phase 3 – Data Migration
· Clean and regulate data from legacy systems.
· Transfer customer, inventory, sales, and financial data into the new ERP.
· Test data accuracy after migration.

[bookmark: _Toc216729337]5.4 Phase 4 – Training and Change Management
· Apply training for staff at all levels on how to use the new system.
· Provide role-specific training for managers, marketing staff, and customer service teams.
· Apply change-management strategies to reduce resistance.

[bookmark: _Toc216729338]5.5 Phase 5 – System Rollout
· Arrange the ERP system across all stores and departments.
· Run the old and new systems in alongside each other to ensure accuracy.
· Launch full transition once performance is validated.

[bookmark: _Toc216729339]5.6 Phase 6 – Post-Implementation Review and Continuous Improvement
· Track KPIs such as inventory accuracy, sales performance, customer satisfaction, and reporting speed.
· Conduct regular system audits to ensure GDPR compliance.
· Identify further modules or upgrades for future enhancements.
[bookmark: _Toc216729340]6. Expected Business Benefits
AKPerog LTD. would see a great number of benefits by implementing a modern ERP system. This will provide AKPerog Ltd. with significant strategic and operational advantages such as:

[bookmark: _Toc216729341]6.1 Improved Customer Experience
· A lot less stock-related order cancellations.
· More personalised promotions.
· Quicker complaint resolution.
· A higher customer satisfaction level and loyalty.
[bookmark: _Toc216729342]6.2 Enhanced Operational Efficiency
· Automated workflows decreasing manual workload.
· Fewer errors across departments
· Faster order completion.
· A reduction in stock wastage.
[bookmark: _Toc216729343]6.3 Increased Revenue and Reduced Costs
· Fewer lost sales due to out-of-stock circumstances.
· Improved forecasting reduces waste and unnecessary purchases.
· Better promotional strategies generate additional revenue.

[bookmark: _Toc216729344]6.4 Reduced Costs
· Fewer inventory discrepancies and refunds.
· Optimised procurement reduces overstocking
· Lower labour costs due to reduced manual input.



[bookmark: _Toc216729345]6.5 Stronger Data Security and Compliance
· Full alignment with GDPR requirements.
· Lower risk of cyber breaches.
· Well-defined audit trails protecting the company legally.

[bookmark: _Toc216729346]6.6 Strategic Decision-Making
· Real-time dashboards for quick insights.
· Improved cross-department visibility.
· Data-driven planning for future expansions.




[bookmark: _Toc216729347]Conclusion
AKPerog Ltd.’s fast growth has highlighted the major weaknesses in its fragmented information systems that are outdated and in need of modernisation. Report suggests issues such as, manual inventory tracking, poor CRM capabilities, slow decision-making processes, lack of GDPR compliance, and departmental storage tower pose significant risks to customer satisfaction, operational efficiency, and future growth.
Introducing a modern ERP system which is cloud based along with integrated Inventory Management, CRM, and BI capabilities will be the most effective solution. This system will modernise operations, improve decision-making, and ensure regulatory compliance. They will also be able to react to market trends faster, grow new revenue streams and outwit the competition by streamlining business operations (Avanade, 2025).
Adopting the recommended phased implementation plan, AKPerog Ltd. will be able to transition smoothly to a modern information system that strengthens its competitive advantage and place the company in line for long-term growth and success. 
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