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1.Introduction

AKPerog Ltd. is a rapidly expanding consumer electronics retailer with 30 physical stores and a thriving e-commerce platform. Over the past year, the organization has experienced a significant increase in sales, driven by rising customer demand and successful market expansion. However, despite this growth, AKPerog Ltd. faces a range of operational and strategic challenges resulting from outdated and inefficient information systems. (Laudon and Laudon, 2022). These issues hinder its ability to operate effectively, respond to customer needs, and plan for future expansion.

One of the most critical issues is the company’s reliance on manual inventory tracking. Store level stock updates do not synchronies with the online platform, meaning customers often purchase products that appear available online but are out of stock in reality (Deloitte, 2023). This leads to order cancellations, customer dissatisfaction, and increased refunds, all of which negatively affect the company’s reputation and profitability. Furthermore, managers struggle to identify overstocked or understocked items, resulting in financial losses and inefficient stock allocation. (Chaffey, 2022).

Another major challenge involves customer relationship management (CRM). Customer data is fragmented across multiple systems, preventing the marketing and customer service departments from gaining a complete view of customer interactions and behavior. (Payne and Frow, 2017). This makes it difficult to create personalized marketing campaigns, track loyalty patterns, or resolve customer complaints quickly and accurately. (Stair and Reynolds, 2020).

Decision making processes are also slowed by the absence of real-time data. Managers currently rely on spreadsheet-based reporting, which involves manual data entry and is prone to errors. These reports quickly become outdated, limiting leadership’s ability to identify trends, forecast accurately, and make informed strategic decisions. (European Union, 2018).

Finally, a lack of integration across departments creates silos within the organization. (Turban, Pollard and Wood, 2018). Each department in venture, sales, finance, and marketing has separate systems that do not communicate. Staff must manually transfer data, increase workloads, reduce productivity, and increase the likelihood of human error.

These challenges demonstrate the need for AKPerog Ltd. to adopt modern information systems that streamline operations, integrate data flows, support compliance, and enhance decision-making. The remainder of this report evaluates existing systems, proposes appropriate solutions, and outlines an implementation plan.

2. Evaluation of Existing Systems
AK Perog Ltd.’s current information systems are outdated, fragmented, and unsuitable for the needs of a modern, multi-channel retail organization. The company relies heavily on manual processes, spreadsheets, and disconnected software applications. This section provides a detailed evaluation of the shortcomings within the organization’s inventory management, CRM capabilities, reporting systems, data protection practices, and departmental integration. These weaknesses negatively affect operational efficiency, customer satisfaction, and strategic decision making. (Laudon and Laudon, 2022).

2.1 Manual Inventory Tracking

The existing inventory management process is entirely manual, (Chaffey, 2022). physical stock counts, handwritten logs, and delayed updates entered into local systems in each store. This approach is inefficient and unsuitable for a business operating on both physical and online channels. (Deloitte, 2023).

Because updates are not synchronized in real time, the e-commerce platform frequently displays inaccurate stock information. For example, items may appear available online even though they have already sold out in stores. These discrepancies result in order cancellations, delayed refunds, and significant customer dissatisfaction. They also damage the company’s brand reputation and trust, especially in the competitive electronics market where customers expect fast, accurate service. (Stair and Reynolds, 2020).

The manual system also makes it difficult for store managers to identify patterns in stock levels, such as items that are consistently overstocked or frequently out of stock. This lack of visibility limits the company’s ability to make informed purchasing decisions and optimize warehouse operations. In addition, manual entry increases the likelihood of human error, including missing entries, duplicated information, and incorrect stock counts, which further contributes to inefficiency and financial losses. (Payne and Frow, 2017).


2.2 Fragmented Customer Relationship Management (CRM)

Currently, AK Pergo Ltd. stores customer information across multiple standalone systems used by different departments. The marketing team uses its own software to manage promotions and email campaigns; the customer support team relies on another system to handle complaints, while sales data is logged elsewhere. Because these systems do not communicate with one another, staff cannot access a complete or unified view of the customer. (Accenture, 2022).

This fragmentation limits the company’s ability to understand customer behavior, identify purchasing trends, or reward customer loyalty. When customer service representatives attempt to resolve complaints, they cannot easily verify purchase histories or track previous interactions, leading to slow response times and inconsistent service quality.

Overall, without an integrated CRM system, AK Pergo Ltd. is unable to build strong customer relationships or deliver the personalized shopping experience that modern consumers expect.

2.3 Spreadsheet Based Reporting

AK Pergo Ltd. relies heavily on spreadsheets for financial reporting, sales tracking, forecasting, and other decision-making processes. While spreadsheets can be useful for small scale operations, they are insufficient for a growing company with large volumes of data. (Laudon and Laudon, 2022).
Manual data entry in spreadsheets introduces several risks:
Frequent errors, such as mis-typed numbers, incorrect formulas, or missing data.
Inconsistent versions of the same file being used by different departments.
Slow reporting cycles, since staff must collect and enter data manually.
Outdated information, meaning reports do not reflect current performance.

Managers lack access to real-time dashboards, automated analytics, or forecasting tools. As a result, they struggle to identify emerging trends or respond quickly to changes in customer demand. The time spent compiling reports also reduces productivity across the business.

Ultimately, spreadsheet-based reporting prevents the leadership team from making timely, data-driven decisions, which limits strategic planning and operational efficiency.

2.4 Weak Data Protection and GDPR Compliance

One of the most serious issues facing AKPerog Ltd. is its lack of robust data protection controls. Sensitive customer information such as names, addresses, and purchase details stored across various systems without consistent security measures. Some systems lack encryption, while others have no record of access to logging or control over who can view or modify data. (Deloitte, 2023).

This creates several risks:
Increased likelihood of data breaches, especially cyber threats, continues to rise.
Inability to track unauthorized access, making it difficult to detect or respond to security incidents.
Non-compliance with GDPR requires strict protection around personal data.

Failure to meet GDPR standards can result in large financial penalties and major reputational damage. Customers expect companies to handle their data responsibly, especially when purchasing high value electronics online. The current system leaves AKPerog Ltd. exposed to legal and financial consequences.

2.5 Poor Integration Between Departments

Another significant problem is the lack of integration between the different systems used across the organization. Each department's inventory, finance, sales, marketing, and customer service operates its own software solution, resulting in isolated data silos. (Turban, Pollard and Wood, 2018).

Because the systems do not communicate, staff must manually transfer data from one system to another, which:

 Increases workloads
 Causes delays
 Introduces errors
 Creates inconsistent information

For example, finance staff may need to wait for sales reports from individual stores, which delays monthly accounts. Inventory teams must manually request sales data to update stock levels and place new orders. Marketing cannot access customer purchase histories, limiting campaign effectiveness.

The lack of integration also makes it impossible to gain a comprehensive overview of company performance. Modern retailers rely on integrated systems that allow seamless information to flow across all channels. Without this integration, AKPerog Ltd. cannot operate efficiently or scale its operations effectively.

2.6 Summary of System Weaknesses

The evaluation reveals several critical weaknesses in AKPerog Ltd.’s current information systems. The existing setup is:

Time consuming, due to manual processes.
Error prone, because of duplicated and inconsistent data.
Inflexible, lacking scalability for business growth. (Stair and Reynolds, 2020)
Fragmented, creating data silos across the organization.
Non-compliant, exposing the company to GDPR risks (European Union, 2018).
Unsuitable for strategic planning, due to outdated reporting techniques.

These issues collectively hinder operational efficiency, reduce customer satisfaction, and limit the organization’s ability to compete in a rapidly evolving retail environment. To remain successful and support future expansion, AKPerog Ltd. must adopt a modern, integrated information system.
AKPerog Ltd.’s current information systems consist of manual processes and outdated software that are no longer suitable for a growing, multi-channel retail business.

3. Recommended Solution
To address the challenges identified, it is recommended that AKPerog Ltd. implement a cloud-based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module. (Laudon and Laudon, 2022).

3.1 Benefits of ERP Implementation an ERP system consolidates all business functions including sales, finance, inventory, HR, and supply chain into a single unified platform. This ensures real time information sharing across departments and eliminates the need for manual data entry. (Gartner, 2023).

Key benefits include:
• Real time inventory updates across all stores and online platforms.
• Reduced stock discrepancies and improved stock forecasting.
• A single central database, reducing data duplication and errors.
• Automated reporting tools with real time dashboards.
• Improved financial accuracy and audit trials.
• Enhanced scalability as the company expands its operations.
• Reduced long term IT costs due to cloud-based subscriptions. (Accenture, 2022)

ERP systems such as Oracle NetSuite, SAP Business One, or Microsoft Dynamics 365 are well suited to mid-sized retailers seeking an integrated solution.

3.2 CRM Integration
A CRM module will centralize all customer data in one system, helping the company:
• Track customer purchase history.
• Create targeted marketing campaigns.
• Improve customer service responsiveness.
• Increase customer retention and loyalty. (Kumar and Reinartz, 2018)
• Generate insights into customer behavior and preferences.

By integrating CRM with ERP, staff will have immediate access to accurate and up-to-date customer information.

3.3 Improved Data Security and GDPR Compliance
Modern ERP systems offer:
• Encryption of sensitive data.
• Role based user access.
• Automated backups and disaster recovery tools.
• GDPR compliant data storage policies. (European Union, 2018)

This significantly reduces the risk of cyberattacks and strengthens data governance across the organization.

3.4 Enhanced Decision Making
With automated analytics and AI-driven insights, managers will be able to make informed decisions based on real-time data. (Turban, Pollard and Wood, 2018). This supports effective forecasting, performance monitoring, and long-term planning.

4. Implementation Plan
4.1 Requirements Analysis
The first step involves identifying user needs through workshops and interviews with staff. This ensures the selected ERP system supports all business processes. (Stair and Reynolds, 2020).

4.2 System Selection
ERP vendors should be evaluated based on:
• Cost
• Scalability
• Industry suitability
• Integration capabilities
• Availability of CRM modules

A demonstration phase should be conducted before the final selection.
4.3 Data Migration
Existing data must be cleaned, standardized, and migrated into the new system. This stage requires careful planning to avoid errors or data loss. (Accenture, 2022).

4.4 Configuration and Testing
The ERP system will be configured according to business processes. Testing (including UAT) ensures the system is fully functional before deployment. (Laudon and Laudon, 2022).

4.5 Training
Comprehensive training programmers must be provided to ensure successful user adoption. Training should include written guides, hands-on demonstrations, and follow-up support. (Payne and Frow, 2017).

4.6 Go Live
A phased rollout is recommended to reduce disruption. Continuous monitoring is essential during the early stages. (Deloitte, 2023).

4.7 Post Implementation Review
KPIs such as reduction in stock discrepancies, improved reporting times, and increased customer satisfaction should be assessed to measure the system’s success. (Turban, Pollard and Wood, 2018).

5. Conclusion 

In conclusion, AKPerog Ltd. is at a critical stage in its growth where modernizing its information systems is no longer optional but essential for sustaining long-term success. The analysis of the company’s current infrastructure reveals significant weaknesses, including manual inventory tracking, fragmented customer data, lack of real-time reporting, and poor system integration. (Laudon and Laudon, 2022; European Union, 2018). These issues have created operational delays, customer dissatisfaction, financial losses, and non-compliance risks that directly threaten the company’s ability to compete in an increasingly digital retail environment.

The proposed integrated information system combining a modern Enterprise Resource Planning (ERP) system with a Customer Relationship Management (CRM) platform provides a comprehensive solution to these challenges. By centralizing data, automating key business processes, and offering real-time insights, the system will allow AKPerog Ltd. to streamline operations across all departments. Inventory accuracy will improve, customer interactions will be more personalized, and decision making will become data driven and significantly faster. Additionally, the recommended systems strengthen GDPR compliance through secure access controls, audit trails, and standardized data management practices. (Payne and Frow, 2017).

The implementation plan outlined ensures a structured, low risk transition by incorporating staff training, phased deployment, system integration procedures, and ongoing technical support. Although adopting new technology requires investment and organizational change, the long-term benefits including increased efficiency, reduced errors, enhanced customer satisfaction, and support for future expansion far outweigh the initial challenges. (Accenture, 2022).

Ultimately, the recommended information system will not only resolve AKPerog Ltd.’s current operational difficulties but also position the company for continued growth, innovation, and competitive advantage within the consumer electronics retail sector.

AKPerog Ltd. faces operational and strategic challenges caused by outdated information systems. This report recommends implementing a cloud-based ERP system with CRM integration to improve inventory accuracy, streamline data management, and support informed decision-making. The proposed system will enhance customer satisfaction, strengthen GDPR compliance, and support long-term growth. 
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