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AKPerog Ltd. is a rapidly expanding consumer electronics retailer operating through 30 physical stores and an e-commerce platform. Despite strong sales growth, the company is increasingly constrained by outdated and fragmented information systems that undermine customer experience, operational efficiency, and regulatory compliance. As sales volumes rise, manual inventory tracking systems, disconnected customer data repositories, and spreadsheet-based reporting processes are creating critical bottlenecks. These limitations are leading to stock discrepancies, lost sales, poor decision-making, and an elevated risk of non-compliance with data protection regulations such as the General Data Protection Regulation (GDPR).
The key challenges faced by AKPerog Ltd. centre around five themes: (1) inaccurate and unreliable inventory data due to manual processes; (2) inadequate customer relationship management (CRM) caused by disconnected data sources; (3) slow and error-prone reporting and analytics; (4) poor data security and limited access controls; and (5) lack of system integration across departments. These problems hinder strategic growth and reduce customer satisfaction, ultimately threatening the organisation’s competitive position. This report evaluates the existing systems, identifies performance gaps, and recommends a modern information system capable of supporting the company’s operational and strategic objectives.

[bookmark: _Toc214455847]2. Evaluation of Existing Systems
[bookmark: _Toc214455848]2.1 Current Systems Landscape
AKPerog Ltd. currently relies on a range of outdated and disconnected information systems. The inventory management process is largely manual, depending on spreadsheets and paper-based stock counts. Sales reporting also relies extensively on manual spreadsheet compilation, increasing the risk of data errors. Customer data is stored across multiple systems—likely including ad-hoc databases, point-of-sale (POS) systems, and online order management tools—leading to significant fragmentation. Additionally, each major department—sales, finance, and inventory management—operates its own standalone software, with no integration or automated data transfer.
Such an arrangement aligns with what Laudon & Laudon (2022) describe as a “functional silo” environment, where information flow is obstructed by disconnected systems, resulting in duplication, inconsistency, and operational delays.
[bookmark: _Toc214455849]2.2 Identified Inefficiencies and Gaps
Inventory Inaccuracy
Manual inventory tracking leads to discrepancies between physical stock and online availability. This creates frequent customer dissatisfaction when items appear available online but are out of stock. According to Turban et al. (2018), manual systems increase error rates and prevent real-time visibility—critical for an omnichannel retailer.
Poor CRM Capability
Customer data is scattered across different systems, making it impossible to generate a unified customer profile. This limits personalised marketing and customer service effectiveness. As Payne and Frow (2017) note, effective CRM requires integrated, centralised data to enhance customer experience and loyalty.
Inefficient Decision-Making
Management relies on manually compiled sales reports, which are prone to inaccuracies and delay. Real-time data analytics—critical for forecasting and strategic planning—is absent. Stair and Reynolds (2020) argue that timely data is essential for informed decision-making within rapidly changing retail environments.
Weak Data Security and GDPR Non-Compliance
Lack of secure access controls exposes customer information to unauthorised access, putting the company at risk of heavy GDPR penalties. Peixoto et al. (2019) emphasise that organisations must embed security, audit trails, and controlled access into their information systems to remain compliant.
Lack of System Integration
Departments use independent systems that require manual data transfer. This increases the potential for errors, delays, and inconsistent information. Integrated systems, as highlighted by O’Brien and Marakas (2018), are essential for enabling seamless information flow, reducing redundancy, and improving cross-departmental collaboration.
Collectively, these issues undermine efficiency, increase operational costs, reduce customer satisfaction, and limit the company’s ability to scale effectively.
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[bookmark: _Toc214455851]3.1 Proposed System: Enterprise Resource Planning (ERP) with Integrated CRM
To address AKPerog Ltd.’s challenges, the recommended solution is the implementation of a cloud-based Enterprise Resource Planning (ERP) system integrated with an advanced Customer Relationship Management (CRM) platform. Systems such as SAP Business One, Microsoft Dynamics 365, or Oracle NetSuite offer end-to-end modules for inventory management, sales, finance, reporting, and CRM—making them highly suitable for a growing retailer.
ERP systems provide real-time data visibility across business functions, while the integrated CRM ensures centralised customer data and enhanced service delivery.
[bookmark: _Toc214455852]3.2 Justification
Addresses Inventory Challenges
An ERP system automates stock updates in real time, synchronising online and in-store availability. This reduces stock discrepancies, prevents overselling, and improves fulfilment accuracy. According to Monk and Wagner (2013), ERP inventory modules significantly reduce operational inefficiencies and improve accuracy.
Supports Personalised Customer Engagement
The CRM component enables unified customer profiles, capturing purchase history, support tickets, and preferences. This supports targeted marketing and improves customer satisfaction. As Buttle and Maklan (2019) note, CRM integration leads to enhanced customer experience and revenue growth through personalised engagement.
Enhances Decision-Making with Real-Time Analytics
ERP systems provide dashboards, real-time reports, and predictive analytics. These tools will empower the management team to make faster, data-driven decisions and improve sales forecasting. Turban et al. (2018) highlight that real-time analytics enhance strategic planning and operational agility.
Improves GDPR Compliance and Data Security
Cloud-based ERP and CRM solutions include role-based access controls, encryption, audit trails, and built-in GDPR compliance features. According to Peixoto et al. (2019), secure information systems reduce the risk of data breaches and regulatory penalties.
Supports Integration and Scalability
ERP systems unify all business functions into one platform, enabling seamless data flow across departments. This eliminates the need for manual data transfer and supports long-term scalability (Laudon & Laudon, 2022).
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• Real-time inventory synchronisation
• Unified customer database for CRM activities
• Automated reporting and analytics
• Improved forecasting and stock planning
• Enhanced customer satisfaction and loyalty
• Reduced operational costs through process automation
• Compliance with GDPR through secure data management
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An implementation plan is essentially a roadmap that guides an organization in smoothly adopting a new information system. It lays out how the proposed solution will be integrated into the business, detailing the necessary processes, timelines, resources, responsibilities, and risk management strategies to ensure everything goes off without a hitch. As Stair and Reynolds (2020) point out, this plan serves as a crucial link between system design and actual operational use, making sure that the new technology is rolled out in a systematic way rather than a chaotic one. It brings clarity to stakeholders, alleviates uncertainty, and helps minimize disruptions to everyday operations.

A solid implementation plan unfolds through a series of coordinated steps—gathering requirements, configuring the system, migrating data, integrating processes, training users, testing, and finally deploying the system. Each of these phases is designed to address technical, organizational, and human factors. Kotter (2012) emphasizes that adopting technology isn't just a technical challenge; its success hinges on effective change management and user buy-in. So, the implementation plan goes beyond just setting up the system; it also prepares employees, ensures data integrity, integrates with existing workflows, and manages potential risks.

For AKPerog Ltd., having a well-thought-out implementation plan is crucial as the company shifts from disjointed manual systems to a unified ERP–CRM platform. Without a clear plan, the organization risks facing operational hiccups, data loss, user pushback, and budget overruns. A phased and strategic approach to implementation ensures that the system aligns with business objectives, delivers the anticipated benefits, and remains adaptable for future growth.
[bookmark: _Toc214455855]4.1 Key Implementation Stages
Stage 1: Requirements Analysis (2–4 weeks)
• Engage stakeholders across sales, finance, inventory, and marketing.
• Document functional and technical requirements.
• Assess current hardware and network infrastructure.
Stage 2: System Selection (2 weeks)
• Compare vendors such as SAP Business One, Oracle NetSuite, and Microsoft Dynamics 365.
• Evaluate cost, scalability, integration options, and cloud capabilities.
• Select the system aligned with business and budget requirements.
Stage 3: System Configuration and Customisation (6–12 weeks)
• Configure modules for inventory, CRM, finance, and reporting.
• Customise workflows to match AKPerog Ltd.’s retail operations.
• Set up automation for stock updates, order processing, and reporting.
Stage 4: Data Migration (3–6 weeks)
• Clean and standardise existing customer, inventory, and sales data.
• Migrate data from legacy systems into the ERP/CRM platform.
• Validate data accuracy post-migration.
As Stair and Reynolds (2020) note, clean data is crucial for ensuring system reliability.
Stage 5: Integration with Existing Infrastructure (3–6 weeks)
• Integrate POS systems, e-commerce platform, and financial systems.
• Ensure seamless real-time data flow across channels.
Stage 6: Training and Change Management (4 weeks)
• Provide role-specific training for employees.
• Offer hands-on workshops, user manuals, and support sessions.
• Apply Kotter’s change management principles to minimise resistance (Kotter, 2012).
Effective training is essential for user adoption and system success.
Stage 7: Testing and Quality Assurance (2–4 weeks)
• Conduct system testing, including UAT, security testing, and data validation.
• Identify and resolve any system bugs or performance issues.
Stage 8: Go-Live and Post-Implementation Support (2 weeks)
• Deploy the system in phases to reduce risk (e.g., pilot store, then full rollout).
• Establish a support team for troubleshooting.
• Monitor performance and refine workflows as needed.
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	Challenge
	Mitigation

	Employee resistance
	Comprehensive training, communication, and change champions

	Data migration complexity
	Data cleaning, phased migration, and backups

	Integration issues
	Vendor support and API testing

	Budget constraints
	Cloud-based subscription models reduce upfront costs

	Temporary operational disruption
	Phased rollouts and testing



[bookmark: _Toc214455857]5. Conclusion
AKPerog Ltd.’s current information systems are insufficient for supporting its continued growth and operational complexity. Manual inventory tracking, fragmented customer data, inefficient reporting, weak security controls, and a lack of system integration are severely hindering business performance. Implementing a cloud-based ERP solution with integrated CRM capabilities will transform operational efficiency, enhance customer experience, and support data-driven decision-making. The recommended system will deliver real-time visibility, strengthen GDPR compliance, improve forecasting accuracy, and streamline cross-departmental workflows. With a structured implementation plan supported by training and change management, AKPerog Ltd. will achieve long-term scalability, improved profitability, and a strong competitive advantage in the consumer electronics retail market.
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