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1. Introduction
Any of the retailers is a new emerging consumer electronics retailer with 30 brick-and-mortar stores and an emerging e-commerce platform, AKPerog Ltd. The degree of sales has been increasing significantly over the past one year and it will expand further. However, in the background, the antiquated and inefficient information systems are causing misery in operations. Primarily, these problems can be connected with the issues of the inventory control, the problems with customer relationship management (CRM) and the delay of the decision-making process due to the fact that the sales information might be too old to be valid and the fact that the data safety law like GDPR had to be considered.
The primary concern in the problem is the manual system the company makes use of in tracking inventory this is a factor in the physical store stock variance and the online order stocks variance (Huang et al., 2023). Therefore, in the majority of cases customers initially place orders online only to get to know later that the product is out of stock, and they are annoyed, complain about and refund. In addition, store managers also find it hard to keep track of over and understocked products and they also lose money and time is lost in taking an order.
It is brought about by the lack of a single CRM system where there is the customer data scattered in numerous systems, which are disconnected. It becomes a challenge to such fragmentation, and the absence of the possibility of following the purchase history and providing a personal approach to marketing, not to mention the control over the customer care service that helps to work on the demands and complaints. The decision-making process itself is deplorable due to the fact in which sales reports are done manually and through the use of the spreadsheet that is at times outdated and liable to errors. Real time sales patterns are difficult to analyse by the management team leading to low forecasting and revenue missed.
With the security and privacy of customer information being increasingly becoming a problem, the leadership team has come to the realization that there is need to act expeditiously in the modernisation of its systems to overcome such challenges in its operations.
2. Evaluation of Existing Systems.
2.1 Inventory Management
Currently, the AKPerog Ltd. has a manual inventory management system, though this is old and does not deal with updated stock magnitudes. This leads to incongruence in the contents that are being shown in the system and those that are physically available in stores. The human error becomes more susceptible to error through the manual process and delay in changing the inventories thus leads to frequent stock-outs or excessive stock issues.
Inventory visibility to maximise the turnover of inventory and the shrinking carrying cost, real time inventory visibility is necessary in the case of an expanding business.
2.2 CRM & Customer Data
The CRM system of the company is disjointed and is not connected to other operating business systems such as inventory management system and sales. Customers have purchase history and service records that are kept in disparate systems and it is also challenging to have a complete picture of the customer. This limits the ability of the firm to be personalized in terms of marketing, to engage with the customers and to provide convenient customer services (Ivanov and Dolgui, 2022). Furthermore, the marketing department experiences challenges in sending targeted marketing to the customers and the customer support department is unable to respond to the complaints quite well due to the absence of purchasing records.
2.3 Sales and Reporting
The current sales reporting system is largely manualized in that the reports are drawn up by the store managers and the stock of the head office in terms of spreadsheet. It is highly tedious and it is also error prone. The sales information is not visible in real-time and the company cannot fail to look at the trends and introduce corrections within a short duration of time. Without the availability of timely and correct insights the decision making process becomes reactive rather than proactive. The modern system would be in a position to provide real time dashboards, and sales analysis and predictions so that more viable decisions can be made and more accurate forecasting can occur.
2.4 Data Protection & Compliance
A risk of failing to comply with the data protection legislation particularly the GDPR will be presented to AKPerog Limited. The system is not put into operation with proper data security controls, audit trail, and access control that jeopardizes such computer-based intrusions as unsanctioned access to customer information (Yoo et al., 2023). With a tighter data protection legislation, and as more and more companies are repeatedly alerted of the dangers that cyber attack may pose, the company needs to possess a modern system with secured data management, permission monitoring and full audit trails.
2.5 Lack of System Integration
The challenges that AKPerog has to confront can be characterized by the lack of integration of different business functions. The sales, finance and inventory departments and the information are transferred manually among various departments using different systems. This increases the possibility of making an error and leaves a waste of time. A
single information system would enable all at Hitco to exchange information and improve operational efficiency.
3. Recommended Solution
3.1 Suggested Information System.
To effectively resolve these types of operational problems, I would advise AKPerog Ltd. to implement a cloud-based and integrated Retail ERP system that comes with CRM and Business Intelligence (BI) capabilities. In this new system, the inventory, CRM, sales and reporting data are to be imported into one platform. The cloud based will offer scalability, flexibility, and security which is suitable to the growing business of AKPerog.
The solution should include the following aspects:
· Inventory management system: Real time synchronisation with online order and physical store which is Live stock. This type of a system will reduce the stock-outs and overstocking and also optimize the inventory replenishment.
· Customer Relationship Management (CRM): CRM data warehouse that is centralized with customer data to create an avenue through which a personalized marketing, personalized promotions and efficient customer service can be offered. This will enable tracking of purchase history and interactions of AKPerog in each touchpoint.
· Reporting and Sales Dashboard. BI system which will provide real time reporting about sales, margins, inventory and customer behaviour. It is going to assist the management in making decisions through data and improve the degree of forecasting.
· Data Protection & Compliance: As a requirement to ensure that the system is compliant with the GDPR, the system should have the capabilities to support confidential data, which include roles based access controls, consent management and audit logs (Mishra et al., 2022).
· Inter-departmental Integration: The sales, finance, inventory and CRM information will be integrated into the new system that will make the information flow among the departments smooth and will result in the elimination of the need to transfer the data manually.
Rationale behind Recommendation.
The recommended system is accustomed to the business requirements of AKPerog since it will address the major issues that the company is facing.
· Inventory Management: Inventory synchronization will be realized in real-time and limit the opportunities to have discrepancies in stocks and improve the availability of
stocks. The system will automatically adjust the stock on-hand after every sale or an order and prevent such issues as stock-out or excess inventory.
· CRM & Customer Data: This will enable AKPerog to market to a specific customer, improve customer interaction, and serve him or her because an integrated CRM will give them the complete picture concerning a particular customer (Wu et al., 2022). The system will also facilitate the centralization of customer data to support the creation of the loyalty programs and targeted promotion.
· Improved Decision-Making: The proposed system will have BI capabilities that would allow the creation of real-time dashboard with the key performance metrics. Sales information, data related to customers and inventory performance can become monitored in real time which allows decisions to be made faster and more informed.
· Compliance & Data Security: The new system that incorporates data protection functionality will ensure that such regulations are availed to AKPerog. The role-based access and audit trails and the enhanced data security will be achieved in general and unauthorized access will be prevented.
4. Implementation Plan
4.1 Phased Roll-out
Phased implementation of the new system shall be done to provide ease of transition as minimal disruption of the business operations.
Phase 1: Planning and Requirement Gathering.
· Develop inter-disciplinary project team, IT, operations, sales and marketing.
· conducted intensive workshops to gather the business requirements to come up with system requirements (Olabi et al., 2023).
· Select a vendor that will suit AKPerog in terms of using ERP, CRM and BI integration.
Phase 2: Important System Set up and Data Importation.
· Design and implement the basic modules of the ERP, CRM and BI.
· Migration of master data (products customers, and suppliers) to the new system.
· Install live inventory between the brick and mortar stores and the internet stores.
Phase 3: Pilot and Testing
· Carry out a pilot programme in 1-2 months with one of the selected stores and online stores.
· Evidence of system functionality, accuracy of data and user interface.
· Incorporate customer feedback to ideal system settings (Shankar et al., 2021).
Phase 4: Full Roll-out and Training
· Install the system in all the stores and channels.
· Provide training to the store managers (train store), the marketing managers, and the customer service managers on how to use the new system.
· Install a support desk on overriding issues and queries.
Phase 5: On-Ongoing Improvement and Support after Implementation.
· Some of the KPIs measured are inventory turnover, stock-outs, retention of customers, and sales conversion rate.
· Control the system, always, through the feedback of the user and the performance indicators.
· Conduct ongoing training and support with an aim of having a long time system adoption.
4.2 Risk Management
The following are among the risks and mitigation strategies that AKPerog Ltd. should be aware of after implementation of a new system:
· Resistance to Change: It could happen that employees would be unwilling to integrate the new system. In order to minimise this, early involvement of the key stakeholders and complete training and assistance.
· Data Migration Issues: There is a possibility that the migrating data to the new platform will also result in an implication to the integrity of the data. Enable a lot of testing and validation and then start running (Paul et al., 2021).
· Integration Challenges: The new system must have the capacity to blend with the existing hardware and software. Nominate a system that has already been tested in terms of integration and allocated a buffer time to test.
· Cost Overruns: The plan of the project that is developed with the definite agreement of the price will help to hold the implementation within a specific frame.
5. Conclusion
The application of a non-modern information system has been one of the biggest operation challenges of AKPerog Ltd. Suggested ERP based cloud integrated with in-built CRM and BI will address these issues by streamlining inventory management, combination of customer data, decision making and regulatory compliance. The implementation plan will bring the company into the new system starting on a progressive basis and the scalability feature of the system will enable the growth of the company. The new system adopted will make the operations, customer satisfaction and long term success of AKPerog more efficient once its adoption is implemented. I would recommend that one should go ahead to the process of the vendor selection and, the planning should commence as a way of ironing these important areas of operation.
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