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Introduction
Overview of the Business Case

AKPEROG Ltd. Is a fast-growing retailer specialising in consumer electronics, operating across 30 physical stores and an online e-commerce platform. Over the past year, the company has experienced remarkable sales growth. However, this success has exposed serious operational issues behind the scenes. The business still relies on outdated, disconnected systems, making it difficult to manage inventory, track customer data, and generate accurate reports.
These system inefficiencies have begun to affect customer satisfaction and the company’s bottom line. Customers often place online orders only to find that the product is out of stock. Store managers spend hours manually updating spreadsheets, while marketing team struggles to access reliable customer information. Financial reports are also prepared manually, often containing errors or incomplete data. As a result, decision making has become slow and reactive rather than data driven.
The leadership team now recognises that their outdated information systems are holding them back. They have therefore brought in consultants to recommend a new, modern information system capable of integrating operations, improving accuracy, and supporting long-term growth (Lederer,1988).

Key Challenges
The main challenges facing Inventory Inaccuracy: AKPEROG Ltd. include:
1. Manual inventory tracking leads to frequent discrepancies between store and online records, causing order cancellations and loss of customer trust.
2. Fragmented Customer Data: Customer information is stored across multiple systems, making it difficult to track purchase history or provide personalized marketing.
3. Inefficient Reporting and Decision-Making: Reports are compiled manually, often delayed or inaccurate, which prevents management from analysing real-time sales performance.
4. Compliance and Security Risks: Weak data security and lack of access control put the company at risk of non-compliance with regulations like GDPR. (ISACA, 2020)
5. Lack of System Integration: Sales, finance, and inventory teams use different tools that do not communicate, forcing manual data entry and increasing human error.
To overcome these issues, AKPEROG needs an integrated, automated, and scalable system that connects all departments and provide accurate, real-time insights.

Evaluation of Existing Systems
Current Information Systems
At present, AKPEROG’s information environment is highly fragmented. Most inventory tracking is done manually using spreadsheets, while each store manages its stock separately. The e-commerce platform operates independently from the in-store system, meaning stock levels shown online are often outdated.
Customer data is spread across various tools used by marketing, sales, and customer service, with no unified CRM in place. Financial reporting is also manual, relying on data exported from different systems and combined into Excel. This approach is not only time-consuming but also prone to mistakes. (App SECONNECT, 2025).
The lack of system integration means employees spend a significant portion of their time transferring information manually, reconciling discrepancies, and verifying data. These inefficiencies slow down operations and reduce productivity across the organisation. Key Inefficiencies and Gaps
1. Siloed Data: Different departments operate in isolation. There is no centralized database, which leads to duplicated data and inconsistent information.
2. Manual Processes: Tasks such as reporting, data entry, and stock reconciliation are handled manually, creating delays and human errors.
3. No Real-Time Insight: Management decisions are based on outdated reports rather than live data, leading to inaccurate forecasting.
4. Customer Relationship Limitations: Without a single customer view, marketing campaigns are generic, and customer service teams cannot access full purchase histories.
5. Poor Scalability: The current setup cannot handle the company’s growing transaction volumes or store network.
6. 6. Data Security and Compliance Gaps: Sensitive customer information is not properly protected, and there is no consistent access control or audit trail. (ISACA, 2020).
7. In summary, AKPEROG’s current systems are reactive rather than proactive. They do not provide the visibility or agility needed for a modern, multi-channel retailer.



Recommended Solution
Overview of the Proposed System
To address these challenges, AKPEROG Ltd. should implement an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) solution. These two systems should be connected in real time to create a unified data environment across sales, inventory, finance, and customer engagement.
A cloud-based ERP system such as Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite would be ideal for a mid-sized retailer like AKPEROG. These platforms integrate inventory management, sales, accounting, and supply chain operations within a single ecosystem. The ERP would serve as the company’s “central nervous system,” automatically updating stock levels, processing orders, and syncing financial data across all departments.
Alongside this, a modern CRM system—such as Salesforce or the CRM module of Dynamics 365—would centralize all customer data. This would allow the marketing team to personalize campaigns, while customer service could access full purchase histories and resolve issues faster.
Finally, a Business Intelligence (BI) tool such as Power BI or Tableau should be integrated into the system to provide real-time analytics and reporting. Together, this ecosystem would give AKPEROG accurate data, faster decision-making, and stronger customer relationships. (Maghsoudi and Nezafati, 2023).

Justification for the Recommendation
1. Business Alignment
An integrated ERP and CRM solution directly addresses AKPEROG’s key operational pain points. It brings all data under one roof, eliminating manual work and ensuring that every department has access to accurate, up-to-date information. For example, when an online customer places an order, the ERP instantly updates inventory records across all stores, preventing stockouts or double-selling. (Boomi, 2024).
. Efficiency and Cost Reduction
Automation will replace many manual tasks currently handled by staff, such as stock updates, order tracking, and financial reconciliation. This not only saves time but also reduces errors and labour costs. Over time, the company will see improved efficiency and fewer lost sales due to inaccurate stock data. (App SECONNECT, 2025).


3. Improved Decision-Making
By implementing a BI layer on top of the ERP, managers will have access to real-time dashboards showing sales trends, inventory levels, and profitability. This visibility enables better forecasting and faster response to market changes. Decision-makers will move from reacting to issues to anticipating them.
4.Customer Experience and Marketing
Integrating a CRM ensures every customer interaction—whether in-store, online, or via customer support—is recorded in one place. Marketing teams can segment customers based on purchase behaviour and send tailored promotions, while customer service can quickly resolve issues with full visibility of past orders. Studies show that companies using integrated CRM systems increase customer retention rates by up to 30% (Salesforce, 2024).
5. Scalability and Flexibility
Cloud-based ERP and CRM, systems can easily scale as the business grows. Whether AKPEROG opens more stores, expands internationally, or adds new product categories, the system can adapt without major reconfiguration. (Microsoft, 2024).
6.Security and Compliance
Modern ERP systems include advanced security controls such as encryption, user authentication, and role-based access. These features support GDPR compliance by controlling who can access customer data and ensuring audit trails are maintained. (ISACA, 2020).

How the Solution Will Improve Operations
	Challenge
	Solution Impact

	Inventory discrepancies
	Real-time stock updates across stores and online channels

	Overstock/understock issues
	Automated replenishment and demand forecasting

	Manual reporting
	Automated dashboards and analytics for instant insights

	Fragmented customer data
	Unified customer profiles and purchase histories

	Compliance risks
	Centralized access controls and data security

	Decision-making delays
	Real-time visibility of key business metrics


In essence, this new system will transform AKPEROG from a company reacting to operational issues into a data-driven retailer capable of proactive decision-making.


Implementation Plan
Phase 1: Planning and Requirement Gathering
The project should begin with a detailed assessment of business processes and system requirements. This includes engaging key stakeholders from sales, finance, inventory, and customer service to define goals and success metrics. During this phase, AKPEROG should also select an implementation partner with retail experience. (Endowance, 2024)
Deliverables for this phase include:
· Business process documentation
· System requirement specification
· Vendor shortlisting
· Data audit and cleansing plan

Phase 2: System Selection and Design
AKPEROG should evaluate potential ERP and CRM vendors based on cost, scalability, functionality, and vendor support. Solutions such as Dynamics 365 or Oracle NetSuite are particularly suited for retailers with both physical and online operations (App SECONNECT 2025). Once a vendor is selected, the system architecture will be designed, including integration points and security protocols.
Phase 3: Data Preparation and Migration
Existing data from spreadsheets, e-commerce systems, and customer databases should be cleansed and standardized before migration. Data migration will be tested multiple times to ensure accuracy and integrity (Boomi, 2024).
Phase 4: System Configuration and Integration
The ERP and CRM systems will then be configured to match AKPEROG’s workflows. Integration middleware, such as MuleSoft or Boomi, will connect the two systems and ensure real-time data synchronization between sales, finance, inventory, and customer service (DCKAP, 2025).
Phase 5: Testing and Pilot Rollout
A pilot implementation should be conducted in a few stores and within the online channel. This will help identify technical or process issues before a full-scale launch. Feedback from users will guide final adjustments (ISACA, 2020).

Phase 6: Training and Change Management
Comprehensive training programs must be developed for employees. Staff should understand not only how to use the new system but also how it benefits them and the organization. Effective change management is crucial to overcoming resistance and ensuring adoption (ISACA, 2020).
Phase 7: Full Deployment
After successful pilot testing and staff training, the system can be rolled out to all stores. Continuous monitoring during this period will ensure stability and address any emerging issues.
Phase 8: Continuous Improvement
Once implemented, the system should be continuously optimized. Regular performance reviews and BI dashboards will help management monitor KPIs such as order accuracy, sales growth, and customer satisfaction (Maghsoudi and Nezafati, 2023).
Potential Challenges
While the benefits are clear, the company should anticipate some challenges during implementation:
· Resistance to Change: Some employees may prefer the old manual methods.
· Data Migration Risks: Poor-quality data can disrupt operations if not cleaned properly.
· Cost and Time Overruns: ERP projects require careful planning to stay on schedule and budget.
· Training Needs: Staff may need time to adapt to new workflows and tools.
By addressing these risks proactively through communication, testing, and phased rollout, the company can minimize disruptions. (ISACA, 2020).

5. Conclusion
AKPEROG Ltd.’s rapid growth has outpaced its outdated information systems, resulting in inefficiencies that affect both operations and customer satisfaction. The implementation of an integrated, cloud-based ERP and CRM system provides a sustainable solution to these challenges.
The proposed system will:
· Provide real-time visibility of inventory across all channels.
· Deliver a single view of each customer, improving marketing and service quality.
· Automate manual processes, saving time and reducing human error.
· Improve decision-making through real-time BI dashboards.
· Strengthen data security and GDPR compliance.
· Enable scalable growth for the future.
With proper planning, phased implementation, and a strong change management strategy, AKPEROG can transform its operations into a streamlined, data-driven ecosystem that supports continued expansion and customer loyalty.
Investing in this transformation is not just a technological upgrade - it is a strategic move that will secure AKPEROG’s position as a competitive, customer-focused retailer in a rapidly evolving market.
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