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1. Introduction
In a fast-moving retail sector, effective information systems are central to operational efficiency, accurate decision-making, and customer satisfaction. AKPerog Ltd is a rapidly increasing consumer electronics retailer with thirty physical stores and an expanding e-commerce platform. Although sales performance has improved, the organisation’s internal processes have become increasingly strained due to outdated and disconnected information systems. These weaknesses are now limiting operational control, affecting customer service, and delaying the company’s ability to scale sustainably.
The main challenges include stock inconsistencies, manual tracking, slow spreadsheet reporting, fragmented customer information, and weak GDPR compliance. These issues are summarised in Appendix A, which defines their operational impact. The lack of integration results in data inaccuracies, duplication of work, and delayed decisions. As O’Brien and Marakas (2019) highlight, organisations experiencing fragmented data systems often face disruption and reduced competitiveness.
This report evaluates AKPerog Ltd’s current systems, identifies key inefficiencies, and recommends a modern, scalable solution. The proposed approach is to implement Microsoft Dynamics 365, an integrated cloud-based Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) system. Supported by academic theory, case studies, and industry evidence, the report presents a practical implementation plan, risk considerations, and expected organisational benefits. By adopting an integrated ERP–CRM solution, AKPerog Ltd can strengthen its operational performance, enhance customer experience, and create a safeguard foundation for continued growth.
2. Evaluation of Existing Systems
AKPerog Ltd’s existing systems rely heavily on manual processes and separate software tools across sales, inventory, and customer service. This creates significant ineffectiveness, contradicting the principles of effective information management outlined by Laudon and Laudon (2022). Stock control is one of the most problematic areas. Inventory is manually tracked, with no synchronisation between online and in-store data, resulting in frequent stock discrepancies and customer dissatisfaction.
Customer information is stored across multiple independent systems. Without a central CRM, purchase history, communications, and complaint details are not easily accessible. Turban et al. (2018) emphasise the importance of a complete 360-degree customer view, which AKPerog currently needs. This weakens marketing efforts and slows complaint handling.
The company also relies on spreadsheet-based reporting. O’Brien and Marakas (2019) note that spreadsheets are highly prone to error and produce slow, unreliable insights. AKPerog’s leadership lacks real-time visibility into performance, limiting forecasting accuracy and strategic responsiveness.
Data security and GDPR compliance pose additional risks. Current systems lack encryption, audit logs, and secure access controls required under GDPR (European Commission, 2018). This exposes AKPerog to potential legal penalties. 
Finally, departmental silos cause inefficiency. Sales, finance, and inventory use different systems that do not communicate. Tasks such as stock updates and refund processing require unnecessary manual work. Porter’s (1985) Value Chain framework highlights that organisations achieve competitive advantage when internal processes are integrated, an area where AKPerog falls short. These weaknesses are summarised in Appendix A.
3. Recommended Solution: Microsoft Dynamics 365 ERP–CRM Integration
3.1 Overview
To resolve the challenges identified, the recommended solution is Microsoft Dynamics 365, a cloud-based Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) system that combines all key business functions into one platform. Dynamics 365 provides real-time data across sales, inventory, finance, customer service, and marketing. The recommended modules and overall system architecture are outlined in Appendix B. As a scalable and secure cloud solution, Dynamics 365 provides the flexibility AKPerog Ltd needs to manage its current operations and support future growth (Oracle, 2023).
3.2 Justification for the System
Integrated Processes and Real-Time Accuracy
Dynamics 365 harmonises data across all departments into a unified database. This eliminates duplication of information and ensures that stock levels remain accurate across both physical stores and the online platform. Alzahrani (2021) found that ERP systems significantly improve operational accuracy and efficiency within small-to-medium enterprises. By implementing Dynamics 365, AKPerog Ltd can reduce customer complaints, minimise refund requests, and improve order fulfilment speed.
Enhanced Customer Relationship Management
Integrating customer data enables personalised communication, targeted promotions, and efficient complaint handling. With Dynamics 365 CRM, staff can access full purchase histories, communication records, and customer interactions instantly. Nike’s digital transformation demonstrates how integrated customer systems strengthen loyalty and engagement (Danielkievich, 2022). Dynamics 365 also supports automated marketing campaigns, customer segmentation, loyalty features, and detailed analytics, all of which AKPerog’s current systems cannot support.
Improved Decision-Making and Analytics
Dynamics 365 integrates seamlessly with Power BI, enabling advanced analytics, dashboards, and real-time insights. Chofreh and Goni (2021) highlight that digital transformation improves forecasting, strategic agility, and decision-making accuracy. Managers at AKPerog Ltd will be able to monitor store performance, analyse sales trends, forecast demand, and make informed decisions based on live data rather than outdated spreadsheets.
Scalability and Cost Efficiency
As a cloud-based system, Dynamics 365 reduces the need for physical servers and lowers IT maintenance costs. McKinsey (2023) note that cloud ERP solutions improve operational flexibility while keeping long-term costs manageable. AKPerog Ltd can scale the system easily as new stores are opened or as online demand increases.
Enhanced Security and GDPR Compliance
Dynamics 365 provides encryption, role-based access controls, audit logs, and secure authentication features that help organisations comply with GDPR requirements (European Commission, 2018; Kaur & Kaur, 2020). This is a major improvement compared to AKPerog’s existing manual systems, which lack essential security features. Implementing Dynamics 365 would reduce data breaches, improve auditability, and protect customer information more effectively.
Support for Long-Term Digital Transformation
Accenture (2024) highlight that cloud ERP platforms form the foundation for future AI development and automation. By adopting Dynamics 365 now, AKPerog Ltd positions itself to implement advanced capabilities such as predictive stock ordering, customer-behaviour modelling, and automated financial forecasting in the future.
3.3 Theoretical Alignment
The Technology Acceptance Model (TAM) supports the adoption of Dynamics 365 as employees are more likely to accept systems they perceive as useful and easy to use. Because Dynamics 365 uses familiar Microsoft interfaces, staff will find it intuitive to learn and operate (Na et al., 2022). This reduces resistance and increases the likelihood of successful performance.
The Technology Organisation Environment (TOE) Framework reinforces that AKPerog Ltd is ready for ERP adoption due to technological need, organisational pressure, and environmental competition (Na et al., 2022). The company has strong motivation to improve its information systems and resolve ongoing inefficiencies.
Using Leavitt’s Diamond Model, effective system implementation requires balancing changes in technology, people, tasks, and organisational structure. As O’Brien and Marakas (2019) argue, organisations must redesign workflows and train staff to accomplish successful ERP adoption.
3.4 Expected Benefits
Implementing Microsoft Dynamics 365 will provide AKPerog Ltd with several significant benefits:
Real-time, accurate stock levels across all channels
Improved customer satisfaction due to faster response times
Stronger GDPR compliance with secure data-handling processes
Reduced manual work and fewer duplicated tasks
Improved forecasting accuracy and better decision-making
Enhanced profitability through operational efficiency
These benefits directly address the challenges outlined in Appendix A and support the company’s long-term strategic goals.
4. Implementation Plan
A structured, phased implementation plan is essential for ensuring a smooth transition to Microsoft Dynamics 365. A detailed timeline is provided in Appendix C, and a full risk assessment is included in Appendix D.
4.1 Phase 1: Assessment and Planning
The first phase involves conducting a full requirements analysis to understand current workflows, data structures, and departmental needs. Stakeholder interviews, system mapping, and process observations should be carried out to ensure all existing problems are clearly identified. Early stakeholder engagement reduces resistance to change and increases user acceptance (Turban et al., 2018). A project steering group should be established to oversee decisions, timelines, and budget controls.
4.2 Phase 2: System Customisation
Once requirements are clear, Dynamics 365 should be configured to match AKPerog’s operational processes. This includes setting up modules for sales, finance, customer service, and inventory management. Custom fields may be added for loyalty schemes or unique reporting needs. Integration with the company’s e-commerce platform and POS systems is also essential. Oracle (2023) recommend prioritising standard functionality first, then adding necessary customisations for efficiency.
4.3 Phase 3: Training and Change Management
Training is critical for maximising user adoption. Using the Technology Acceptance Model (TAM), employees must be shown how the system improves their work and why the change is beneficial (Na et al., 2022). Training should include hands-on practice, role-specific workshops, video guides, and troubleshooting sessions. Internal “change champions” from each department can support staff during the transition and strengthen best practice.
4.4 Phase 4: Testing and Deployment
Before going fully live, the company must transfer data from existing systems into Dynamics 365. This involves cleaning data, validating accuracy, and running test migrations. A parallel run should be used, running old and new systems together to identify errors safely. Deloitte (2022) recommend phased deployment for ERP systems. AKPerog should launch the system in two pilot stores first, followed by the remaining stores and the full online platform.
4.5 Phase 5: Monitoring and Continuous Improvement
After deployment, the company should closely monitor performance using KPIs such as stock accuracy, fulfilment times, customer-service response times, and sales-forecast accuracy. These KPIs will be monitored monthly as part of continues improvement. Performance reviews should be held monthly for the first six months to evaluate system performance, identify issues, and ensure that the system is improving productivity.
Accenture (2024) emphasise the importance of continuous optimisation for cloud-based ERPs, ensuring organisations fully benefit from analytics and automation.


4.6 Risk Management
Microsoft Dynamics 365 implementation carries several risks, all of which are detailed in Appendix D. Key risks include:
Employee resistance to change - mitigated through training and communication
Data migration errors - mitigated through test runs and backups
System downtime - reduced through Microsoft's cloud redundancy
Budget overruns - controlled with phased rollout and project gates
A strong risk-management approach ensures that the organisation avoids unnecessary disruption during the transition.
4.7 Project Timeline Overview
The recommended implementation timeline spans 12 months, as shown in Appendix C:
Months 1–2: Planning and requirements analysis.
Months 3–6: System configuration and integration.
Months 7–8: Staff training and change management.
Months 9–10: Pilot testing and phased deployment.
Months 11–12: Review, optimisation, and full stabilisation.
This phased approach ensures a safe, controlled rollout with minimal disruption to ongoing business operations.
4.8 Roles and Responsibilities (Project Governance)
A clear project-governance structure is essential to ensure that the implementation of Microsoft Dynamics 365 is delivered effectively, on time, and within scope. ERP–CRM projects often fail not because of technology, but due to weak governance, unclear roles, and a lack of accountability (O’Brien and Marakas, 2019). Establishing defined responsibilities ensures each stage of the implementation process is supported by the appropriate level of expertise and decision-making authority.
The project should be led by a Project Sponsor, ideally a senior director or executive responsible for strategic decisions. The sponsor provides oversight, approves major changes, authorises budgets, and ensures the project aligns with AKPerog Ltd’s long-term business objectives. Turban et al. (2018) emphasise that senior-level sponsorship is a critical success factor because it drives commitment across the organisation and reduces resistance to change.
Supporting the sponsor is a Project Manager, who oversees day-to-day operations, monitors progress against the timeline, resolves issues, and coordinates communication between departments. The Project Manager also ensures that deliverables meet quality standards and that risks outlined in Appendix D are monitored and mitigated. They act as the central point of control throughout the implementation.
Each functional area sales, finance, inventory, customer service, and marketing should appoint a Department Lead who provides expert knowledge of their processes. These leads help define requirements during Phase 1, test the system during Phase 4, and support colleagues during training. Their involvement ensures Dynamics 365 is configured accurately to match real operational needs. According to McKinsey (2023), cross-functional involvement significantly increases ERP project success rates.
The project should also include a Technical Team, either internal IT staff or external consultants certified in Dynamics 365. They are responsible for system configuration, integrations, data migration, testing, and addressing technical issues. Their work ensures that the recommended system architecture in Appendix B is delivered correctly.
Finally, a group of trained staff members should act as Change Champions across stores and departments. Their role is to support colleagues, encourage adoption, answer basic questions, and feedback concerns to the Project Manager. This directly supports the Technology Acceptance Model (TAM), which highlights the importance of user engagement and perceived ease of use for successful implementation (Na et al., 2022).
By establishing a structured governance model with clear responsibilities, AKPerog Ltd can ensure strong coordination, reduced risk, and effective communication across the entire 12-month implementation plan outlined in Appendix C. Governance provides stability, accountability, and precision key elements for delivering long-term digital transformation.
5. Conclusion
AKPerog Ltd’s rapid expansion has highlighted major weaknesses in its current information systems, particularly in stock management, customer data handling, reporting accuracy, and GDPR compliance. These issues are caused by outdated, isolated systems that do not communicate effectively, leading to inefficiencies, customer dissatisfaction, and a lack of consistent real-time information. The evaluation clearly shows that the organisation requires a fully integrated and modernised approach to managing business information.
The recommended solution, Microsoft Dynamics 365, directly addresses these challenges by centralising data across all departments, automating key processes, improving stock visibility, strengthening GDPR controls, and providing powerful analytics for better decision-making. Supported by recognised theories such as the Technology Acceptance Model (TAM), the TOE Framework, and Leavitt’s Diamond Model, Dynamics 365 provides the technological, organisational, and behavioural foundations required for long-term digital transformation.
With a structured 12-month implementation plan, supported by the detailed timeline in Appendix C and the risk assessment in Appendix D, AKPerog Ltd can reduce operational errors, improve customer service, and increase efficiency across all thirty stores and the online platform. The appendices further support the feasibility of this solution by outlining the existing challenges, system architecture, GDPR measures, and KPI tracking methods.
By adopting Microsoft Dynamics 365, AKPerog Ltd will strengthen its competitive position, improve organisational performance, and create a secure foundation for future growth. This integrated solution not only resolves current operational problems but also prepares the company for advanced digital capabilities such as predictive analytics, automation, and scalable expansion in the years ahead.













6.References 
Accenture (2024) Technology Vision 2024: Reinventing Enterprise through AI and Cloud Integration. Available at: https://www.accenture.com/ (Accessed: 5 November 2025).
Alzahrani, A. (2021) The impact of ERP systems on operational performance in SMEs, International Journal of Business Information Systems, 39(2), pp. 145–162.
Chofreh, A.G. and Goni, F.A. (2021) Digital transformation success factors in organisations, Sustainable Futures, 3, pp. 1–9.
Danielkievich, A. (2022) Nike: A Case Study in Digital Transformation. Available at: https://econsultancy.com (Accessed: 5 November 2025).
Deloitte (2022) Digital ERP Readiness Report. Available at: https://www2.deloitte.com (Accessed: 5 November 2025).
European Commission (2018) General Data Protection Regulation (GDPR). Available at: https://eur-lex.europa.eu/eli/reg/2016/679/oj (Accessed: 5 November 2025).
Kaur, M. and Kaur, K. (2020) A review of ERP security risks and GDPR compliance requirements, Journal of Information Security Research, 11(3), pp. 89–98.
McKinsey & Company (2023) Cloud and ERP Transformation Report. Available at: https://www.mckinsey.com (Accessed: 5 November 2025).
Na, K., Lee, S. and Park, J. (2022) Technology–Organisation–Environment (TOE) analysis of digital system adoption, Journal of Business Technology Research, 14(1), pp. 22–38.
O’Brien, J.A. and Marakas, G.M. (2019) Management Information Systems. 11th edn. New York: McGraw-Hill.
Oracle (2023) ERP Cloud: Modern Business Transformation through Unified Systems. Available at: https://www.oracle.com/erp/ (Accessed: 5 November 2025).
Turban, E., Pollard, C. and Wood, G. (2018) Information Technology for Management: On-Demand Strategies for Performance, Growth and Sustainability. 11th edn. Hoboken, NJ: Wiley.




7. Appendices: 
Appendix A: Summary of Organisational Challenges
	Challenge 
	Evidence / description 
	Impact on AKPerog Ltd

	Stock inconsistencies
	Manual tracking, no real-time synchronisation

	Refunds, delays, customer complaints, lost sales


	Fragmented customer data

	No central CRM; multiple disconnected systems

	Slow response times, no personalised marketing, poor customer experience


	Spreadsheet-based reporting

	Manually updated; prone to errors

	Inaccurate forecasting, slow decisions


	GDPR non-compliance

	No encryption, no audit logs, no role-based access

	Serious legal risk, data breaches


	Siloed systems 

	Departments use different systems with no integration

	Duplication of work, inefficiency, slow workflows.















Appendix B: Proposed System Architecture (Microsoft Dynamics 365)
Recommended Modules:
Dynamics 365 Sales
Dynamics 365 Customer Service
Dynamics 365 Supply Chain Management
Dynamics 365 Finance
Dynamics 365 Marketing
Power BI Analytics
Key Features:
Centralised cloud database
Real-time dashboards and reporting
Automated workflows
Secure user authentication and role-based access
Customer 360-degree profiles]
Integration with POS and e-commerce systems
GDPR compliance features (audit logs, encryption)










Appendix C: Implementation Timeline
	Month(s)
	Activity 

	1-2
	Planning, requirements gathering, process mapping


	3-6
	System configuration, data preparation, integrations


	7-8
	Staff training, change management, pilot testing


	9-10
	Phased rollout across stores and online platform


	11-12
	Monitoring, optimisation, KPI review




Appendix D: Risk Assessment and Mitigation Plan
	Risk 
	Likelihood 
	Impact 
	Mitigation

	Employee resistance to change

	Medium 
	High 
	Training, communication, change champions


	Data migration errors

	Medium 
	High
	Test runs, backups, validation checks


	System downtime

	Low

	Medium 
	Cloud redundancy, phased deployment


	Budget overruns

	Medium
	Medium
	Project controls, staged rollout


	Poor adoption of new system 

	Medium
	High 
	Ongoing user support, refresher training
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