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[bookmark: _Toc1216352739]1. Introduction
AKPerog Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside a growing e-commerce platform. While sales have increased significantly in recent years, operational challenges arising from outdated information systems have begun to hinder further expansion. The company faces issues such as inventory inaccuracies, a fragmented customer relationship management (CRM) environment, inefficient sales reporting, and compliance concerns related to data protection regulations. Furthermore, poor integration between departments has led to duplicated effort, errors, and delays.
The business case highlights that the root of many problems stems from manual systems, siloed software tools, and lack of real-time data visibility. For example, stock discrepancies between physical stores and online orders regularly result in overselling, customer dissatisfaction, and costly refunds. Customer data is stored across unconnected platforms, preventing effective marketing and weakening the company’s ability to understand customer behaviour. Additionally, managers rely on spreadsheets containing outdated data, leading to unreliable forecasts and missed revenue opportunities. Finally, the absence of unified access controls increases cyber-security risks at a time when compliance with GDPR is mandatory.
These issues indicate that AKPerog Ltd. needs a modern, integrated information system capable of supporting its growing operations. The purpose of this proposal is to evaluate the organisation’s current systems, identify inefficiencies, recommend a suitable new system, and outline an implementation plan that will streamline operations, enhance decision-making, and ultimately improve business performance.
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[bookmark: _Toc613948715]2.1 Current Information System Landscape
AKPerog Ltd. currently relies on a combination of manual processes, stand-alone legacy software, and spreadsheets to manage day-to-day activities. The main components include:
· A manually operated inventory tracking system used independently by each store.
· A fragmented CRM environment containing disconnected tools for customer data.
· Spreadsheets used by sales and finance departments for reporting, forecasting, and analytics.
· Separate systems in sales, finance, warehouse, and support teams with no central integration.
· Basic access control mechanisms lacking modern security features such as role-based permissions.
Although these systems have supported operations in earlier stages of growth, they are no longer adequate for a business of AKPerog Ltd.’s size and complexity.

[bookmark: _Toc878364148]2.2 Identification of Inefficiencies and Gaps
[bookmark: _Toc2030789797]2.2.1 Inventory Management Issues
The manual tracking system creates stock discrepancies between stores and the e-commerce platform. Employees frequently update records late or incorrectly, resulting in inaccurate inventory visibility. Customers often place online orders only to later discover that items are out of stock. This damages customer satisfaction, increases refund requests, and disrupts fulfilment workflows.
The absence of automated alerts, centralised stock information, and real-time updates prevents the company from forecasting demand or identifying slow-moving items effectively.
[bookmark: _Toc849576937]2.2.2 Fragmented Customer Relationship Management
Customer data is stored across multiple platforms, making it difficult to obtain a unified customer view. Such fragmentation leads to:
· Inability to track purchase histories accurately.
· Challenges in providing personalised promotions.
· Poor coordination between customer support and marketing teams.
· Missed opportunities to build long-term customer relationships.
The marketing department cannot implement targeted campaigns because customer segments cannot be created reliably. Customer support teams cannot reference complete customer histories, resulting in slow complaint resolution.
[bookmark: _Toc1245426464]2.2.3 Inefficient Reporting and Decision-Making
Managers rely on spreadsheets that contain outdated data. Manual compilation introduces errors and consumes time. The leadership team lacks real-time dashboards and analytics, limiting the organisation’s ability to identify trends or respond to market changes promptly.
Poor forecasting has resulted in overstocked items, stockouts, and missed revenue opportunities. With growing competition in the consumer electronics market, timely data insights are critical.
[bookmark: _Toc1281929332]2.2.4 Compliance and Security Weaknesses
The existing system does not meet the requirements of GDPR due to weak access controls and limited encryption. Unauthorised access to customer data poses legal risks, potential fines, and reputational damage. As cyber threats increase, modern security capabilities such as role-based access control, audit logs, and multi-factor authentication are necessary.
[bookmark: _Toc1801121436]2.2.5 Lack of Integration Across Departments
Different departments—sales, finance, warehouse, customer service, and marketing—operate in isolation. Employees frequently transfer data manually, increasing the likelihood of errors and data inconsistencies. This lack of integration causes operational bottlenecks, slows processes, and wastes valuable employee time.
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[bookmark: _Toc858969712]3.1 Proposed New Information System: Integrated ERP with CRM Module
To address the challenges identified, this proposal recommends the implementation of an Enterprise Resource Planning (ERP) system with an integrated CRM module. Examples of suitable systems include Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite. These platforms consolidate all core business functions into a unified database and application environment, ensuring real-time data sharing and standardised processes across the organisation.
Key modules required for AKPerog Ltd. include:
· Inventory Management
· CRM and Customer Support
· Sales and Order Processing
· Financial Management
· Business Intelligence and Analytics
· Human Resources (optional future add-on)

[bookmark: _Toc2029253503]3.2 Justification Based on Business Needs, Efficiency, Cost, and Scalability
[bookmark: _Toc1022085481]3.2.1 Meets Business Needs
An integrated ERP system directly solves the company's inventory, data fragmentation, and reporting challenges. Retail-specific ERP systems offer automated stock tracking, multi-channel order synchronisation, and unified customer records. This aligns well with AKPerog Ltd.’s operational model, which spans physical stores and online sales.
[bookmark: _Toc285327894]3.2.2 Efficiency Improvements
ERP systems automate routine tasks such as stock updates, invoice generation, report production, and customer communication. This reduces employee workload, minimises errors, and accelerates workflows. The CRM component enhances customer experience by enabling faster service response times and personalised engagement.
[bookmark: _Toc744578366]3.2.3 Cost Considerations
Although ERP systems require upfront investment, the long-term gains include:
· Reduced labour costs through process automation
· Lower inventory costs due to improved forecasting
· Decreased losses from inaccurate stock levels
· Higher sales due to targeted marketing
Cloud-based ERP solutions also reduce hardware and maintenance costs, making them cost-effective for growing businesses.
[bookmark: _Toc1963935389]3.2.4 Scalability
Modern ERP systems are scalable, allowing AKPerog Ltd. to add new modules, new store locations, and new users as the company expands. This future-proofs the organisation’s technology investments.
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[bookmark: _Toc885687215]3.3.1 Enhanced Operations
· Real-time stock visibility across all stores and the online platform.
· Automated stock replenishment and demand forecasting.
· Faster order processing, reducing fulfilment delays.
· Streamlined workflows across sales, warehouse, and finance teams.
[bookmark: _Toc1920147992]3.3.2 Improved Data Management
· Centralised database consolidates customer, sales, and operational data.
· Stronger security controls to meet GDPR requirements.
· Role-based access reduces risk of unauthorised data exposure.
· Accurate data improves collaboration between departments.
[bookmark: _Toc750522130]3.3.3 Better Decision-Making
· Real-time dashboards for sales, inventory, and financial metrics.
· Predictive analytics to forecast demand patterns.
· Comprehensive reporting tools reduce reliance on static spreadsheets.
· Managers can respond quickly to performance issues or market changes.
Overall, the ERP system will transform AKPerog Ltd. from a company reliant on fragmented tools into a data-driven organisation capable of sustaining long-term growth.
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[bookmark: _Toc682894477]4.1 Key Implementation Steps
Requirements Gathering
The implementation process begins with comprehensive requirements gathering involving all departments across AKPerog Ltd., including sales, inventory management, finance, customer service, marketing, and IT. Workshops and interviews will be conducted to identify current operational challenges, existing workflows, and future business needs. This stage ensures that the ERP system aligns with real business processes rather than forcing departments to adapt to unsuitable system structures. Clear functional and technical requirements will be documented, including reporting needs, data security requirements, and performance expectations, providing a strong foundation for system selection and configuration.
Vendor Selection
Following requirements definition, suitable ERP vendors will be evaluated based on functionality, cost, scalability, and quality of support services. Demonstrations and trials will be used to assess system usability and compatibility with AKPerog Ltd.’s operations. Consideration will also be given to vendor reputation, implementation experience, and long-term support capabilities to ensure reliability and sustainability.
System Configuration
Once a vendor is selected, the ERP system will be configured to match AKPerog’s operational requirements. Core modules such as inventory management, CRM, finance, and sales will be customised to reflect existing workflows. Security roles, access permissions, and reporting dashboards will also be configured to ensure compliance with GDPR and internal governance policies.
Data Migration
Existing data will be cleansed to remove duplicates and inaccuracies before being migrated into the new system. Customer records, inventory data, financial information, and historical sales data will be validated to ensure accuracy and consistency. This step is critical for maintaining data integrity and system reliability.
Integration Setup
The ERP system will be integrated with the e-commerce platform, point-of-sale (POS) systems, and other essential applications. Seamless integration will ensure real-time data flow, eliminate manual data entry, and improve operational efficiency across all channels.
Testing
User acceptance testing (UAT) will be conducted with representatives from each department to confirm that the system performs as expected. This phase ensures users are comfortable with new workflows and allows issues to be resolved before full deployment.
Training and User Preparation
Tailored training sessions will be delivered to employees based on their roles. Training materials, user manuals, and ongoing helpdesk support will be provided to ensure a smooth transition and encourage system adoption.
Go-Live and Monitoring
The system will be deployed either in phases or organisation-wide, depending on risk tolerance. Performance will be closely monitored during the first three months to quickly identify and resolve any technical or operational issues. 
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[bookmark: _Toc466034838]Training
· Employees will require hands-on workshops and online tutorials.
· Managers should receive advanced training on analytics and reporting.
· Ongoing support should be offered via helpdesk or internal IT staff.
[bookmark: _Toc640981152]Integration with Existing Infrastructure
· POS systems in physical stores must synchronise with ERP inventory.
· The e-commerce platform must support API integration for order synchronisation.
· Existing cloud services may be retained if they complement ERP capabilities.
[bookmark: _Toc1349450299]Potential Challenges
· Resistance to change from employees accustomed to manual processes.
· Temporary disruptions during data migration and system rollout.
· Need for strong project management to keep implementation on schedule.
Mitigation strategies include clear communication, pilot testing, and phased implementation.
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AKPerog Ltd. faces significant operational challenges due to outdated and disconnected information systems. Inventory inaccuracies, inefficiencies in customer data management, weak security controls, and lack of integration hinder the company’s ability to scale effectively. This proposal recommends the adoption of an integrated cloud-based ERP system with CRM capabilities to streamline operations, enhance data accuracy, and improve decision-making.
The proposed system will deliver real-time visibility across all business functions, reduce manual workload, support GDPR compliance, and enable data-driven strategies that strengthen competitiveness. With appropriate implementation planning—including strong training programmes, careful data migration, and effective change management—AKPerog Ltd. can transform its operations and support future growth.
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