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AKPerog Ltd., a rapidly expanding retailer in the consumer electronics market, operates through 30 physical outlets and an increasingly popular e-commerce platform. Despite impressive sales growth over the last year, the company is struggling with escalating operational issues caused by outdated and poorly integrated information systems. These challenges threaten the company’s efficiency, customer satisfaction, and future scalability.
A central weakness in AKPerog Ltd.’s operations is its reliance on manual processes for inventory management. The absence of real-time stock visibility has resulted in frequent inconsistencies between the physical stores and the online system. This often leads to situations where customers place orders for items that are not actually available. The consequences include refunds, increased customer dissatisfaction, and damage to the brand’s reputation. In-store managers also face difficulties in determining which products are overstocked or understocked, contributing to unnecessary holding costs and delayed order fulfilment.
Another major issue involves customer relationship management. AKPerog Ltd. stores customer information across multiple disconnected systems, creating fragmented data that is difficult to consolidate or analyse. This prevents the marketing team from running targeted promotional campaigns and makes customer service interactions inefficient since agents cannot easily retrieve purchase histories or complaint records.
Decision-making across the organization is equally constrained by the lack of automation. Sales reports are manually compiled using spreadsheets, which are often inaccurate or outdated. Without real-time dashboards or analytics tools, management faces difficulties in monitoring sales trends, conducting accurate forecasting, and identifying emerging opportunities.
Additionally, AKPerog Ltd. risks non-compliance with data protection regulations such as GDPR because its current systems lack secure access controls and centralized governance. This vulnerability heightens exposure to data breaches and potential legal penalties.
Finally, a major source of inefficiency stems from the fact that different departments—including sales, finance, and inventory—use separate software tools that are not integrated. Employees often manually transfer information between systems, which is time-consuming and prone to errors.
Given these concerns, the CEO has appointed our consultancy to evaluate the company’s current information systems and propose a modern solution capable of resolving these operational issues, improving business performance, and supporting long-term growth.
[bookmark: _Toc216301376][bookmark: _Toc216463313][bookmark: _Toc216463685][bookmark: _Toc216464341]rapidly growing consumer electronics retailer with 30 physical stores complemented by a thriving e-commerce platform. Over the past year, the organisation has experienced significant sales growth due to rising demand for home electronics, computer accessories, and smart devices. While this growth represents strong business potential, it has also revealed major weaknesses in the company’s internal systems and technological infrastructure.

[bookmark: _Toc216464342]Evaluation of Existing Systems
AKPerog Ltd. currently operates using a combination of manual records, spreadsheets, and outdated standalone applications. Inventory management is handled primarily through manual input at store level, with spreadsheets submitted to the central office. Customer data is scattered across separate systems used by the e-commerce platform, store loyalty databases, and the customer support team. The finance department relies on accounting software that lacks integration with sales or inventory tools, resulting in frequent delays in financial reconciliation.
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One of the most significant flaws in the company’s operations is its manual inventory tracking approach. Manual inputs lead to errors, duplicated entries, and delays in updating stock records. Without real-time visibility, staff cannot accurately identify when specific products need replenishing. Overstocking and understocking have become common problems, both of which have financial implications. The absence of synchronization between the online store and physical outlets intensifies the problem by allowing customers to purchase items that are unavailable.
Fragmented Customer Data
Customer information within AKPerog Ltd. exists in siloed systems that do not communicate. As a result, customer service agents struggle to access accurate purchase histories when dealing with complaints, slowing down support resolution. Marketing teams lack the ability to run targeted campaigns because customer segmentation based on behavioural data is nearly impossible. This greatly reduces the effectiveness of promotional activities and the company’s ability to retain loyal customers.
Inefficient Reporting and Decision-Making
The reliance on spreadsheets for reporting not only leads to inaccuracies but also slows down decision-making. Sales reports created manually often include errors and cannot provide up-to-date insights into performance across stores or online channels. Managers are unable to monitor sales patterns in real time, making strategic planning difficult.
Compliance and Security Weaknesses
The lack of centralized data governance and weak access controls exposes the company to potential breaches and compliance failures. GDPR requires strict control of personal data, secure storage, and clear access logs, none of which are adequately implemented within the current environment.
Lack of System Integration
Perhaps the most significant overall issue is the absence of integration across key business areas. Sales, finance, inventory, and customer service all run on separate systems. The resulting inefficiencies include duplicated work, delays in communication, and inconsistent datasets across departments. These issues undermine AKPerog Ltd.’s ability to operate efficiently and respond to changes in customer demand.
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To address the operational challenges faced by AKPerog Ltd., the recommended solution is the implementation of a fully integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) system. These systems can either be part of a single unified platform—such as Microsoft Dynamics 365 or SAP—or implemented as integrated modules depending on the company’s budget and technical preferences.
 An ERP system would provide AKPerog Ltd. with a centralized platform for managing inventory, sales, finance, and supply chain operations. ERP platforms offer real-time data synchronization across departments, eliminating the need for manual data transfers. This would ensure that stock levels are updated instantly across all channels, minimizing discrepancies between physical stores and the online platform.
Key benefits include:
· Real-time inventory tracking
· Automated stock replenishment notifications
· Improved accuracy in sales and financial reporting
· Centralized data governance and enhanced security controls
· Better interdepartmental communication
[bookmark: _Toc216464345] Importance of a Modern CRM System
A CRM system would allow AKPerog Ltd. to centralize all customer-related data, including purchase histories, support requests, and marketing preferences. This would enable customer segmentation, personalized promotions, and faster support resolution.
Benefits of CRM include:
· Improved customer satisfaction through personalized interactions
· Enhanced marketing campaigns driven by accurate data
· A unified customer database accessible across departments
· Better insights into customer behaviour and loyalty trends
 Synergy Between ERP and CRM
When integrated, ERP and CRM systems provide a powerful foundation for business growth. Sales data from the CRM feeds into the ERP for forecasting and stock planning, while inventory availability syncs automatically with the sales team and online platform. Finance teams also benefit through accurate, real-time data for budgeting and revenue analysis.
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The combined ERP-CRM solution addresses all the key challenges identified:
Efficiency Automates manual tasks and streamlines workflows. Cost-effectiveness Reduces labour costs linked to manual reporting and stock errors. Scalability: Supports the company's expansion into more stores and broader e-commerce operations. Compliance Strengthens data protection through secure access controls and audit logs. Data-driven decision-making: Provides real-time analytics and dashboards for management.
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· Inventory discrepancies eliminated through automated tracking.
· Faster and more accurate decision-making enabled by real-time sales data.
· Improved customer experience leading to higher satisfaction and loyalty.
· Reduced operational costs through improved efficiency and fewer errors.
· Stronger data security framework supporting GDPR compliance.
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The recommended implementation plan follows a phased approach Requirements Analysis Conduct workshops with sales, inventory, finance, marketing, and IT teams. Identify specific functional and technical requirements. Select an ERP-CRM vendor based on budget, features, and scalability. System Design Map current processes to the new system. Develop integration plans for connecting the ERP-CRM to the e-commerce platform and POS systems. Design user roles and data access controls. System Installation and Configuration Install ERP and CRM modules. Customize dashboards, workflows, and reporting features. Configure inventory tracking automation and CRM segmentation tools Data Migration Clean existing data to remove duplicates and inconsistencies. Migrate customer data, sales records, product information, and financial histories. Validate data integrity post-migration. Training and Change Management Conduct training sessions for employees at all levels. Prepare user manuals and support documentation. Implement a change management plan to reduce resistance. Testing and Quality Assurance Conduct system testing, including Integration testing User acceptance testing Security audits Correct any issues before going live. Go-Live Deployment Roll out the system across stores and the online platform. Monitor performance during the first 60 days. Post-Implementation Support  
Provide ongoing technical support Monitor user feedback and make necessary improvements.
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· Resistance to Change Mitigated through early training and stakeholder involvement.
· Initial Costs: Managed through phased implementation and vendor negotiation.
· Data Quality Issues Reduced by conducting thorough data cleaning before migration.
· Integration Complexity Resolved by engaging experienced ERP-CRM integration specialists.
Data Migration and Cleansing Clean and merge data from spreadsheets, store systems, and online databases. This step is essential to avoid transferring errors into the new system. System Integration Connect the ERP system with
· The e-commerce platform
· Existing POS software
· Accounting tools
· Marketing automation systems
Training and Change Management Train all employees through
Hands-on workshops, User manuals, Video tutorials, Supervised practice sessions
Change management strategies should address resistance and encourage adoption.
 Pilot Rollout
Deploy the system in a few stores first, allowing the company to identify issues and refine processes before full implementation.
 Full Deployment
Roll out the system across all stores and departments once the pilot is successful. Continuous Monitoring and Support Monitor system performance and provide ongoing support including:
· Technical support
· Security updates
· System optimisation
[bookmark: _Toc216301385][bookmark: _Toc216464350] Potential Challenges and Mitigation Strategies Employee Resistance
Mitigation: Offer extensive training, involve staff in early stages, and highlight benefits.
Data Migration Errors Mitigation Conduct thorough testing and data validation before full deployment. Integration Issues Mitigation Use experienced IT consultants and conduct pre-launch integration testing. Temporary Operational Disruption Mitigation: Schedule implementation during low-volume periods and use phased rollouts.
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Conclusion
AKPerog Ltd.’s current operational difficulties stem from outdated and fragmented information systems that can no longer support the demands of a rapidly expanding retail business. Manual processes, poor data integration, inconsistent reporting, and inadequate customer data management have created inefficiencies that harm customer satisfaction and hinder organisational performance.
The proposed cloud-based integrated ERP and CRM system provides a comprehensive solution that will centralise business operations, automate routine processes, enhance data accuracy, and support effective decision-making. By adopting this solution, AKPerog will benefit from improved inventory accuracy, enhanced customer service, better compliance with regulatory requirements, and stronger long-term strategic planning.
Through a carefully structured implementation plan and continuous staff training, the organisation can transition smoothly to the new system. Ultimately, the recommended solution will enable AKPerog Ltd. to strengthen its competitive position, improve customer experience, and support continued growth in both physical and online markets.
its outdated and disconnected information systems pose significant threats to operational effectiveness, customer satisfaction, and regulatory compliance. Failure to address these weaknesses could limit the company’s potential and lead to costly inefficiencies.
The adoption of a cloud-based ERP system with an integrated CRM module will provide the organisation with a unified, scalable, and secure platform capable of supporting its present and future needs. The recommended solution will:
          Resolve inventory inaccuracies
           Strengthen customer relationship management
Enhance reporting and decision-making
Improve data security and GDPR compliance
Integrate all departments for seamless operations
By following the structured implementation plan outlined in this report, AKPerog Ltd. will be well-positioned to enhance efficiency, reduce costs, and gain a competitive advantage in the fast-paced consumer electronics market. The investment in modern information systems is essential not only for resolving current challenges but also for supporting long-term strategic growth.
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