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1. Introduction
AKPerog Ltd. is a growing UK-based consumer electronics retailer operating 30 physical branches alongside a rapidly expanding online store. While the organisation has seen strong sales growth, its internal information systems have not kept pace with its operational demands. The business currently relies on manual processes, disconnected software platforms and outdated data management methods, all of which are contributing to stock inaccuracies, slow reporting, poor customer data visibility and limited cross-departmental coordination (Laudon and Laudon, 2022). These issues are affecting customer satisfaction and reducing the company’s ability to operate efficiently at scale.
This report evaluates AKPerog Ltd.’s existing information systems, identifies key weaknesses, and proposes an integrated technological solution capable of supporting future growth, improving accuracy and enhancing overall business performance.
2. Evaluation of Existing Systems 
A comprehensive evaluation of AKPerog Ltd.’s existing information systems reveals several major weaknesses that significantly constrain operational efficiency, data accuracy and customer satisfaction. These issues largely stem from the company’s reliance on manual processes, outdated software tools and a lack of system integration across departments. In the context of a fast-growing retail business, these limitations create bottlenecks and reduce the organisation’s ability to respond effectively to market demands (Laudon and Laudon, 2022).
Inventory Management Limitations
Inventory management is one of the most critically affected areas. AKPerog Ltd. currently manages stock using spreadsheets, physical stock counts and inconsistent updates from individual stores. This manual approach results in:
· Frequent stock discrepancies between the physical stores and the online system
· Slow updates to online availability, leading to customers ordering items that are out of stock
· High dependency on staff accuracy, increasing the likelihood of errors
· Inefficient replenishment processes, as managers do not have real-time visibility of stock trends
Manual stock management is widely recognised as unsuitable for multi-branch retail operations because it lacks real-time accuracy and creates delays between transactions and stock updates (Bocij, Greasley and Hickie, 2023). In AKPerog Ltd.’s case, stock inaccuracies have a direct financial impact through refunds, cancelled orders and customer dissatisfaction. These reliability issues also make it difficult to identify fast-moving products or predict demand accurately.
Fragmented Customer Relationship Management (CRM)
Customer data is currently stored across several disconnected systems used by sales teams, the online store, and the customer service department. This fragmentation means AKPerog Ltd. has no single, accurate record of customer interactions. The consequences include:
· Inability to track purchase history, limiting opportunities for personalised service
· Poor customer support, as customer service staff lack access to complete information when handling complaints
· Weak marketing capabilities, since the company cannot segment customers or target campaigns accurately
· Missed opportunities for loyalty building, as the company cannot identify high-value customers
Modern retail organisations rely on integrated CRM systems to maintain strong customer relationships, improve retention and develop targeted communication strategies (Chen, 2021). The absence of such a system prevents AKPerog Ltd. from engaging customers effectively and reduces its competitive advantage in a market where personalised service is increasingly expected.
Slow, Inaccurate and Manual Reporting Processes
Reporting is another area significantly affected by outdated systems. Managers currently compile reports using spreadsheets, often manually extracting data from multiple sources. This creates several problems:
· Reports are slow to generate, delaying important business decisions
· Data is often inaccurate or outdated by the time it reaches management
· There is high potential for human error, which undermines confidence in reports
· Forecasting and trend analysis are limited, restricting strategic planning
In modern retail environments, businesses require real-time reporting tools to monitor sales trends, inventory turnover, store performance and financial data (Stair and Reynolds, 2021). Without automated reporting systems, AKPerog Ltd. cannot react quickly to changes in demand, identify underperforming stores or plan ahead effectively. This reduces agility and increases the risk of missed opportunities.
Lack of Integration Across Key Business Functions
One of the most significant weaknesses is the lack of integration between sales, finance, inventory, procurement and customer service systems. Each department works with its own tools and data sources, resulting in:
· Inconsistent information across the organisation
· Manual data transfers that waste time and create duplication
· Breakdowns in communication, as departments cannot access shared information
· Limited end-to-end visibility of operations, from stock levels to order fulfilment to financial reporting
An information system that lacks integration creates “information silos,” a known barrier to organisational efficiency (Laudon and Laudon, 2022). For AKPerog Ltd., this siloed structure prevents staff from working collaboratively, slows down processes and increases the risk of errors. It also makes it almost impossible for senior managers to obtain a unified view of the business.
Data Protection and GDPR Compliance Risks
The current information systems also raise concerns regarding data security and compliance with GDPR. Customer data is stored in several locations, some of which lack:
· Secure access controls
· Clear permissions and user roles
· Encryption or data audit trails
· Monitoring for unauthorised access
These gaps expose the company to significant risks. Without robust security measures, customer data could be accessed or altered inappropriately, creating both ethical and legal issues. Under GDPR, businesses must demonstrate accountability, data minimisation and strong security practices (Richardson and Jackson, 2020). AKPerog Ltd.’s fragmented system makes it difficult to manage data securely or respond effectively to data subject requests.
Summary of System Weaknesses
The evaluation shows that AKPerog Ltd.’s current systems are not fit for purpose in a modern retail environment. Key issues include:
· Disconnected and outdated tools
· Heavy reliance on manual processes
· Lack of real-time data availability
· Weak reporting and forecasting capabilities
· Poor customer data management
· Non-compliance risks related to GDPR
· Limited scalability as the business grows
These weaknesses demonstrate an urgent need for a fully integrated information system capable of supporting the company’s operations, customer service, and long-term strategic goals.
3. Recommended Solution:
To address the significant operational and strategic challenges identified within AKPerog Ltd., the most suitable solution is the implementation of a fully integrated Enterprise Resource Planning (ERP) system combined with a centralised Customer Relationship Management (CRM) platform. Together, these systems will provide a unified technological infrastructure that replaces the current fragmented processes, enhances data accuracy, and supports efficient, customer-focused operations. Modern retailers increasingly rely on integrated information systems to manage multi-channel sales environments, and the ERP–CRM combination is widely recognised for improving performance and competitive advantage (Laudon and Laudon, 2022; SAP, 2022).
ERP System as the Core Operational Platform
The ERP system should function as the backbone of AKPerog Ltd.’s internal operations. ERP platforms integrate key business processes—such as inventory control, procurement, financial management, sales order processing, and reporting—into a single environment. This is essential for ensuring that all departments have access to consistent, real-time information (Chong and Ooi, 2022).
Key ERP functionalities beneficial for AKPerog Ltd. include:
· Automated Inventory Management: Real-time stock updates will eliminate current discrepancies caused by manual entries, improving accuracy across all 30 stores and the online platform.
· Integrated Sales Processing: Sales transactions from stores and the website will feed directly into inventory and finance modules, removing the need for manual reconciliation.
· Financial Oversight: Automated financial tracking and reporting will reduce errors in revenue management and support budgeting and forecasting.
· Supplier and Procurement Control: ERP systems improve purchasing decisions by integrating stock levels with supplier information and lead times.
· Real-Time Dashboards: Managerial dashboards provide instant visibility of KPIs such as sales trends, stock turnover, and store performance.
By centralising these functions, the ERP system will substantially reduce manual workloads, improve data reliability, and support operational consistency across the organisation.
CRM System for Enhanced Customer Engagement
A CRM platform is essential for managing and improving customer interactions. Currently, AKPerog Ltd.’s inability to maintain a unified customer record restricts its service quality and marketing capability. A centralised CRM system will address these issues by providing:
· A Single Customer View: Consolidates purchase history, contact information, support tickets and behaviour patterns.
· Marketing Automation: Segments customers based on preferences and buying habits, enabling targeted campaigns with higher conversion rates.
· Case Management Tools: Streamlines complaints handling by giving staff access to complete, up-to-date records.
· Customer Loyalty Tracking: Identifies repeat customers and high-value individuals, helping the business foster loyalty programmes and incentives.
CRM systems play a crucial role in increasing customer satisfaction, retention and long-term value by providing personalised experiences and timely support (Chen, 2021). Integrating CRM with the ERP ensures that customer data is accurate and matched with real-time stock and sales data.
Why ERP and CRM Integration is Necessary
The organisation’s main challenges—inventory errors, slow decision-making, poor customer data management and inefficient workflows—stem from disconnected systems. Integrating ERP and CRM will:
· Provide end-to-end process visibility, from stock levels to financial outcomes.
· Ensure consistency of data, reducing the risk of duplication or contradiction.
· Improve coordination between departments, as all teams access the same information regardless of location.
· Support cross-channel retailing, where customer service can instantly verify stock, purchase history and delivery status.
Integration also improves operational speed. For example, a customer service team member will be able to see stock availability, order status, and a customer’s history all within one system—something currently impossible.
Justification Based on Business Needs
The recommendation is justified by the strong alignment between ERP–CRM capabilities and AKPerog Ltd.’s critical needs:
Stock Accuracy
Real-time inventory visibility will stop overselling and ensure customers only see accurate product listings (Oracle, 2023).
Faster Reporting and Better Decision-Making
Automated dashboards and analytics tools will replace spreadsheet-based reports, reducing errors and providing accurate insights for forecasting (Stair and Reynolds, 2021).
Improved Customer Experience
Centralising customer data allows staff to respond faster to issues, improving satisfaction and reducing complaint volumes.
Stronger Data Security and Compliance
ERP and CRM systems include built-in role-based access, encryption, audit trails, and automated data controls that support GDPR compliance (Richardson and Jackson, 2020).
Scalability for Future Growth
Cloud-based ERP and CRM platforms can easily support additional stores, new product lines, and increased online activity without requiring major redevelopment (SAP, 2022).
Expected Improvements in Organisational Performance
The integrated ERP–CRM solution will deliver a range of strategic benefits, including:
· Operational Efficiency: Automation reduces manual tasks, accelerates order fulfilment and minimises staff time spent on reconciliation.
· Data-Driven Decision-Making: Real-time analytics support more accurate forecasting and quicker responses to changing market conditions.
· Customer Satisfaction: Faster service, personalised communication and accurate stock data enhance the customer journey.
· Reduced Costs: Improved stock accuracy prevents overstocking and reduces wastage or lost sales.
· Business Agility: A modern system allows AKPerog Ltd. to adapt rapidly to market changes, new consumer behaviour patterns and expansion opportunities.

4. Implementation Plan:
Implementing an ERP and CRM system requires a structured approach that supports organisational readiness and minimises disruption. Successful implementation depends on careful planning, change management and adequate staff training (Monk and Wagner, 2020).
Project Initiation and Requirements Analysis
A cross-department project team ensures that system requirements reflect operational needs. Gathering requirements from staff supports a user-centred design approach, which is recommended when implementing enterprise systems (Bocij, Greasley and Hickie, 2023).
Selecting a suitable vendor based on cost, scalability, system features and support ensures long-term value (Chong and Ooi, 2022). ERP vendors such as SAP and Microsoft Dynamics provide strong integration capabilities suitable for multi-store retail (SAP, 2022).
System Design, Customisation and Integration
Process mapping ensures that workflows align with system capabilities, helping the organisation eliminate inefficiencies rather than transferring them into the new system (Laudon and Laudon, 2022).
Customising modules such as inventory control, finance and CRM ensures the system meets AKPerog Ltd.’s unique requirements.
Integrating the ERP with the e-commerce platform and POS systems supports real-time data flow and enhances operational visibility (Oracle, 2023).
Data Migration and System Testing
Data cleaning ensures that the new system begins with accurate, high-quality information—a critical factor in ERP success (Monk and Wagner, 2020).
User acceptance testing helps verify that the system performs correctly in real-world scenarios (Rainer and Prince, 2021).
Training and Change Management
Effective staff training and communication support successful digital transformation. Employees must understand both the benefits and expectations of the new system (Stair and Reynolds, 2021).
Appointing “super users” enhances adoption and provides localised support within each department (Bocij, Greasley and Hickie, 2023).
Go-Live and Post-Implementation Support
A phased rollout reduces operational risks and allows the organisation to address problems before full deployment (Laudon and Laudon, 2022).
Continuous monitoring ensures that the system remains aligned with business needs and supports long-term improvements (SAP, 2022).
5. Conclusion
AKPerog Ltd.'s growth has exposed major weaknesses in its outdated information systems. Issues such as manual inventory tracking, fragmented customer data, slow reporting and poor data security are consistent with organisations relying on legacy systems (Laudon and Laudon, 2022).
The recommended solution—an integrated ERP and CRM system—offers a strategic and comprehensive response. Research shows that ERP systems improve operational performance, accuracy and efficiency, while CRM systems enhance customer engagement and retention (Chong and Ooi, 2022; Chen, 2021). The proposed implementation plan supports a structured transition that minimises disruption and encourages user adoption (Monk and Wagner, 2020).
By adopting modern, integrated information systems, AKPerog Ltd. will be better equipped to manage its expanding operations, strengthen customer relationships, and ensure compliance with data protection regulations (Richardson and Jackson, 2020). These systems provide the foundation for enhanced decision-making, increased competitiveness and long-term organisational success.
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