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[bookmark: _Toc216356822]1.1 Overview of the business case 
AKPerog Ltd is a fast-growing consumer electronics retailer which operates 30 physical stores and an e-commerce platform. Over the past few years, the sales of the company have increased, and the business is eager to expand further. However, the company is facing challenges due to the inefficiency of IT or Information systems, which causes operational inefficiency and delays in offering seamless services to the consumers. Therefore, the following study helps analyse the current IT system of AKPerog to identify the gaps within the Information system, which allows offering a suitable and new upgraded IT system along with their needs, cost, efficiency and scalability to improve data management, decision-making, customer relationship, data management and integrations between marketing, finance and inventory teams. 
[bookmark: _Toc216356823]1.2 Identification of key challenges faced by the organisation 
The Manual Inventory tracking system has been identified as the key challenge faced by AKPerog, which leads to stock discrepancy issues within online and physical stores. Customers frequently face challenges about stock-out items while placing online orders, which results in increased churn rates, complaints and refund issues (Setyowati et. al., 2021). Furthermore, the store managers at AKPerog failed to keep track of understock and overstock items, which resulted in service delays and challenges in order fulfilment. 
Poor customer relationship management or CRM system has been identified as another key concern for AKPerog as customer data is stored across different systems without proper integration, which makes it impossible to track customer journey, purchase history and consumer behaviour for offering tailored services. The marketing team of AKPerog face challenges while offering personalised marketing and targeted promotions, which leads to inefficient marketing practices and customer services. 
Sales reports are manually managed and traditional spreadsheets are used for managing finance, which are manually compiled, leads to the potential risk of outdated data and errors. The manual data management lacks automation and real-time dashboards, which failed to eliminate manual data errors, and the management team of AKPerog faces challenges while analysing real-time sales trends, changing customer behaviour, leading to poor forecasting and loss of revenue (Pearlson et. al., 2024). The lack of real-time data creates challenges, including outdated reports that fail to reflect current trends and offer strategic adjustments. 
The lack of a data protection and regulatory framework has been identified as another key challenge for AKPerog Ltd., as the current system lacks control over data access, which increases the risk of potential data loss and breaches of sensitive customer data. Additionally, the growing concern about cyber threats along with the legal risk associated with potential data loss prevents consumer from sharing their personal and financial information (Mulaydinov, 2024). Furthermore, the lack of integration across the department, including finance, sales and inventory, is the key challenge faced by AKPerog, which forces the firm to manually share data with other departments, waste time and increase the risk of sharing erroneous data. Therefore, the lack of data integration and manual transferring of data has been identified as another loophole in the current IT system of AKPerog. 
[bookmark: _Toc216356824]2. Evaluation of the Existing System
[bookmark: _Toc216356825]2.1 Current Information System
AKPerog is currently dependent on the patch of several disconnected Information Systems, which operate independently across different departments, including finance, marketing and inventory, and fail to offer integrated solutions. The core issue associated with the existing IT system of AKPerog is the absence of centralised data storage and an automated operation process. Furthermore, manual data entry using spreadsheets and paper-based formats prevents making data-driven and accurate decisions (Dumas et. al., 2023). Furthermore, the E-Commerce platform of AKPerog is not well synchronised with the store-level stocks, which results in outdated product availability and consumer data is stored in isolated devices, including emails, transactional devices and Point-of-sales or POS systems, which fail to offer tailored services and personalised recommendations to the customers. Furthermore, basic financial skills and accounting software, such as Excel, are used for the integration of the sales and inventory data (Apriani et. al., 2024). Lack of automated data updating and manual reporting with spreadsheets results in inaccurate data being stored and managers fail to monitor the sales trends, leading to operational inefficiency. 
[bookmark: _Toc216356826]2.2 Identification of inefficiencies and Gaps
Inventory management issues
AKPerog still depends on the manual stock tracking, which is not synchronised with the inventory of the E-commerce platforms, which creates challenges associated with stock management. Manual stock tracking in the current digital world leads to the potential challenges including overselling and stockouts, delay in the fulfilment of the orders and increased frustration among the customers (Al-Okaily, 2024). Lack of automated stock management software and IT system causing inefficient management of orders, stockout issues and overstocking challenges. 
Weak CRM system
The potential CRM system is missing at AKPerog, which failed to offer personalised recommendations based on the information gathered from the customers. The marketing team of the firm failed to offer targeted emails and promotions, which prevented AKPerog from building positive relationships, engagement and trust among the customers. 
Lack of Data-driven decision-making
For decision-making at AKPerog, managers often depend on manual data and spreadsheets take a huge time to comply, which leads to delayed decision-making (Renaldo and Augustine, 2022). Due to the lack of real-time data and errors in the manual data entry process, AKPerog failed to make effective pricing decisions and forecasting of the future demands and needs, which have been identified as the key loopholes in the current IT system of the firm. 
Lack of IT system integration 
AKPerog use an incompatible software system, which failed to communicate with different departments and forcing employees to transfer data manually, consuming huge time and associated with the risk of transferring errors, leading to inefficient integration between different departments and poorly informed management decisions. 
Non-Compliance with the GDPR
AKPerog failed to compile the data management, storage and transfer process with the “General Data Protection and Regulation or GDPR framework, which leads to the violation of the legal regulations, preventing consumers from sharing information and resulting in reputational damages. 
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[bookmark: _Toc216356828]3.1 Proposing a suitable and upgraded information system based on business needs, efficiency, cost and scalability 
To address the challenges faced by AKPerog Ltd, an upgraded information system has been recommended, and solutions for implementing “Integrated Enterprise Resource Planning or ERP” have been recommended, with the implementation of the “Customer Relationship management” system combined with the automated business process, which helps increase accuracy, ensure compliance and support strategic decision-making. 
Implementation of the Enterprise Resource Planning or ERP System
An integration of the Enterprise Resource Planning or ERP system will play a crucial role in offering a single and centralised platform for the effective management of stock in both online and physical stores (Yılmaz et. al., 2023). This system allows making decisions based on real-time data and assists in offering seamless omnichannel experiences to the customer and eliminates the need for manual data entry at AKPerog Ltd. Furthermore, the EPR system helps automatically sync the data between the online sales channels and back-end operations, minimises the risk associated with stock-outs and delayed order fulfilments, along ensures effective inventory management at AKPerog Ltd. Key features of the EPR system have been critically addressed below.
· ERP allow real-time inventory tracking, which helps store management of AKPerog to remain updated and view stock levels across online channels, warehouse and physical stores, which prevents overstocking and stockout issues 
· Successful omnichannel integration is another key benefit of the ERP system, which helps in connecting various sales channels, including e-commerce websites, online marketplaces and retail stores, along with the POS system of the physical stores, to make informed pricing decision-making 
Implementation of CRM software like Salesforce
Incorporation of Customer Relationship Management or CRM system, such as Salesforce, allows centralising customer data based on the purchasing history, preferences, likes and interactions from different touchpoints such as sales, marketing, finance and inventory, which helps gain a unified view of the customer (Jabado and Jallouli, 2024). Implementing effective CRM software will allow AKPerog Ltd to offer personalised and improved services and help make data-driven decisions. Incorporation of the CRM software helps automate the marketing process by offering personalised email, promotion and marketing content, which can be used by AKPerog to successfully grab the attention of the target audiences. 
Justification for the proposed software implementation 
Business needs: Both ERP and CRM directly help in solving the challenges faced by AKPerog Ltd by addressing the inventory discrepancies and consolidating the customer information. Furthermore, the automation process replaces manual data entry, which assists in reducing human errors and allows employees to focus on their individual tasks (Irina, 2022). CRM software enables businesses to offer personalised services and faster problem resolutions, which improve customer retention rates, communication and loyalty, and ensure overall business efficiency. 
Efficiency: ERP automate the inventory management process, improves data management, reduces manual errors and enables AKPerog to make data-driven decisions. On the other hand, CRM software centralises customer data, offering personalised recommendations, solves customer problems faster and builds effective interaction with the customers, ensuring satisfaction. 
Cost: High initial cost and investment is required for the incorporation of the ERP system at AKPerog as it requires extensive customisation, development of technology infrastructure, integration of the existing software and IT (Rinaldy and Juarna, 2022). The total cost of ownership includes ongoing maintenance, upgrading software, training and development of the infrastructure. Implementation of the CRM software is relatively lower than the ERP as it often requires costs for marketing, automation and subscription-based fees of Salesforce.  
[bookmark: _Toc216356829]3.2 Effectiveness of the EPR and CRM in improving operations, data management and decision-making 
ERP assist in developing an automated order fulfilment process, which helps make order cancellations and accept based on the availability of the items and suggest keeping adequate stocks to increase the speed of the order fulfilment and updates customers with adequate tracking information (Myataza et. al., 2024). ERP allow forecasting demand based on the historical customer data, current market trends and AI-powered analytical tools, which allow making re-stocking decisions based on the forecasted needs and allow making replenishment decisions. 
CRM may help improve the operations of AKPerog Ltd by automating the data entry process, implementing routine communication and reducing the number of staff in the manual work. It allows offering a shared view of the customer data and improving consistency of services, handling increased customer queries without compromising the quality of the services (Stefanov et. al., 2023). Furthermore, CRM enhance data management by centralising the customer data across different platforms and ensuring accuracy of the data, which allows offering secure storage and access to sensitive customer information while strongly adhering to the data regulation and safety standards such as GDPR. CRM also strengthens the decision-making by offering real insights about the customer behaviour, recent market trends and changing consumer behaviour, which allows making data-driven decisions by AKPerog. 
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[bookmark: _Toc216356831]4.1 Steps for implementing new systems
	Implementation steps 
	Task required for the implementation 

	Step 1: Implementation planning 
	· Conduct a detailed market analysis
· Identify the needs and costs required
· Select CRM and ERP Vendors
· Select project time, budget and scope

	Step 2: Design system and customisation 
	· Design software aligned with the inventory management, marketing, sales, and customer services of AKPerog 
· Implement security levels and data access control 

	Step 3: Data Migration 
	· Conduct an audit and remove obstacles
· Conduct a validation test and ensure accuracy 

	Step 4: Staff training and change management 
	· Implement a change management model and change leadership
· Ensure all employees are aware and equipped with adequate skills to handle CRM and ERP systems 

	Step 5: Testing 
	· Conduct performance and security testing 
· Resolve issues found in the testing process 

	Step 6: Post implementation feedback 
	· Source feedback based on the system integration 
· Improve based on feedback 
· Conduct audits to ensure compliance of GDPR


Table 1: Implementation plan for EPR and CRM at AKPerog Ltd
(Source: Self-designed)

[bookmark: _Toc216356832]4.2 Considering training, integration of the existing infrastructure and potential challenges 
Integration of the ERP and CRM system is associated with significant challenges related to employee training, data management, lack of existing infrastructure and incorporation of the change management. Customer training is required for making relevant implementation of the modern software and using a mix of training methods is required, which is highly expensive and requires adequate investment (Rinaldy and Juarna, 2022). A huge investment is required for improving the existing infrastructure and developing an effective IT infrastructure for the successful integration of modern software. Therefore, the majority of the existing IT software of AKPerog is outdated, which requires adequate investment and the implementation of the modern ERP and CRM software is complex and requires a huge time for the infrastructure development, training of the employees and incorporating successful change, which are identified as the potential challenges associated with the integration of the new technologies at AKPerog. 
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It can be summarised from the above study that AKPerog Ltd needs to modernise its inventory, data management, customer relationship management, data regulation and integration system, which currently depends on manual processes, fragmented data management and human errors. For mitigating these challenges, EPR and CRM software have been proposed to address the inventory challenges, centralised customer data, support security and data compliance and enable accurate decision-making based on real-time information sourced from a variety of platforms. Furthermore, the implementation plan offers a structured process along with a real pathway for transforming the outdated information system at AKPerog with the new and updated systems. 
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