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In contemporary business environments, effective information systems (IS) play a central role in supporting operational efficiency, strategic decision-making, and customer satisfaction. An information system is broadly defined as a combination of technology, people, data, and processes designed to collect, store, process, and disseminate information (Laudon & Laudon, 2022). When such systems become outdated or fragmented, firms face operational and strategic disadvantages. AKPerog Ltd., a fast-growing consumer electronics retailer with 30 physical stores and an online platform, illustrates this challenge vividly.
The organisation has experienced significant sales growth over the past year and is eager to expand further. However, its performance is severely constrained by outdated, manual, and disconnected information systems. The key challenges include inaccurate inventory tracking, poor customer relationship management (CRM), inefficient decision-making due to manual reporting, non-compliance with data protection legislation, and lack of system integration across departments. These weaknesses threaten customer satisfaction, profitability, and long-term competitiveness.
This proposal critically analyses AKPerog’s existing information systems, identifies operational gaps, and recommends an integrated information system solution to support business performance and scalability.
[bookmark: _Toc214483869]2. Evaluation of Existing Systems
[bookmark: _Toc214483870]Manual Inventory Tracking and Operational Inefficiency
Inventory management systems refer to tools and processes that track stock levels, orders, and deliveries in real time (Wild, 2020). Effective inventory control ensures accuracy, reduces stockouts, and minimises excess inventory. At AKPerog, reliance on manual tracking has led to stock discrepancies between physical stores and online orders, resulting in customer dissatisfaction and financial loss.
Critically, manual systems lack real-time visibility, meaning stock data becomes outdated quickly (Bowersox et al., 2019). This explains why customers often order unavailable products and why store managers misjudge replenishment needs. Additionally, manual processes are prone to human error and slow updating, particularly in multi-store environments. These issues are intensified by AKPerog’s growth; scaling sales volume with non-scalable systems is neither sustainable nor strategic. A centralised ERP (Enterprise Resource Planning) inventory module would therefore provide automated stock updates, synchronised across all stores and the e-commerce platform, improving accuracy and reducing overheads.
[bookmark: _Toc214483871]Fragmented CRM Systems and Poor Customer Experience
Customer Relationship Management (CRM) refers to integrated software solutions that manage customer interactions, data, and service processes across the customer lifecycle (Payne & Frow, 2017). A robust CRM system enables personalised marketing, targeted promotions, and efficient complaint handling. At AKPerog, customer data is dispersed across disconnected platforms, making it impossible to generate a unified customer profile.
This fragmentation directly undermines marketing effectiveness, as targeting requires accurate segmentation and behavioural insights (Chaffey & Ellis-Chadwick, 2019). The inability to track purchase history also hinders customer service teams from resolving complaints efficiently. Critically, AKPerog’s current approach does not align with modern omnichannel retail trends, where customers expect seamless interactions across physical and digital channels. Without CRM integration, AKPerog risks losing customers to competitors who offer more personalised and responsive service experiences.
[bookmark: _Toc214483872]Inefficient Reporting and Weak Decision-Making
Management information systems (MIS) support managerial decision-making by providing timely and accurate reports (O’Brien & Marakas, 2019). At AKPerog, sales reports are manually compiled using spreadsheets, resulting in errors and outdated information. This not only slows decision-making but also leads to poor forecasting and lost revenue opportunities.
Critically, reliance on manual spreadsheets lacks scalability, transparency, and real-time analytical capability. In fast-moving retail environments, business intelligence (BI) tools are essential for extracting insights, identifying trends, and supporting data-driven strategy. Without BI and automated reporting, AKPerog’s leadership operates reactively rather than proactively, which is detrimental in a competitive industry.
[bookmark: _Toc214483873]GDPR Compliance and Security Risks
Data protection compliance involves ensuring that customer information is processed lawfully, securely, and transparently, as required under GDPR (ICO, 2023). AKPerog’s lack of secure access controls presents a significant compliance risk, exposing the company to fines and reputational damage.
A critical weakness in the current system is the absence of role-based access controls and encrypted data management, both fundamental to modern security frameworks. Additionally, disconnected systems make it difficult to track consent, manage subject access requests, or ensure the “right to be forgotten”—all key GDPR obligations (Voigt & Von dem Bussche, 2017). By implementing a unified, secure IS architecture, AKPerog can mitigate cyber threats and strengthen legal compliance.
[bookmark: _Toc214483874]Lack of System Integration Across Departments
Systems integration refers to connecting disparate systems to ensure data flows seamlessly across departments (Summers, 2018). At AKPerog, sales, finance, and inventory systems do not communicate, forcing staff to transfer data manually. This not only wastes time but also increases the risk of error and duplication.
Critically, poor integration prevents the company from achieving end-to-end visibility of operations. For example, finance teams depend on accurate sales and stock data to create forecasts and budgets, but disconnected systems delay this process. An integrated ERP system would centralise core functions—inventory, sales, finance, CRM—ensuring real-time information sharing and streamlined processes.
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To address these challenges, AKPerog should adopt the following integrated solutions:
1. Implement an ERP System
A cloud-based ERP (e.g., SAP Business One, Microsoft Dynamics 365) will unify inventory, sales, finance, and reporting. ERP systems automate workflows, reduce manual tasks, and provide real-time data across all locations (Monk & Wagner, 2020).
2. Adopt a Centralised CRM System
Tools such as Salesforce or HubSpot will consolidate customer profiles, support personalised marketing, and improve customer service efficiency.
3. Introduce Business Intelligence and Automated Reporting
BI dashboards (e.g., Power BI) will provide management with real-time analytics, improving forecasting and strategic planning.
4. Strengthen Data Security and GDPR Compliance
Implementing role-based access, encryption, and compliance monitoring will significantly reduce legal and cybersecurity risks.
Critically, these recommendations require careful change management. Technology upgrades often fail due to employee resistance or poor training (Kotter, 2012). Therefore, staff readiness, training programs, and stakeholder engagement must accompany system implementation.
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Implementing an ERP–CRM system requires structured planning. The following phased approach is recommended:

Phase 1: Planning and Requirements Analysis (Weeks 1–4)
· Conduct stakeholder interviews
· Map existing business processes
· Define system requirements and KPIs
· Develop data migration plan
· Set project budget and timeline

Phase 2: System Configuration & Customisation (Weeks 5–12)
· Configure modules for inventory, sales, finance, CRM
· Customise dashboards and access controls
· Design automated workflows
· Integrate e-commerce and POS systems

Phase 3: Data Migration (Weeks 13–16)
· Clean existing data
· Standardise formats
· Migrate customer, product, and sales data to Dynamics 365

Phase 4: Testing (Weeks 17–20)
· Conduct functional testing
· Perform user acceptance testing (UAT)
· Validate system performance

Phase 5: Staff Training (Weeks 21–24)
Training is crucial because system adoption often fails due to resistance or skills gaps (Kotter, 2012). Training activities include:
· workshops for store managers
· CRM use tutorials for marketing and support teams
· data security training
· user manuals and video guides

Phase 6: Go-Live and Monitoring (Weeks 25–30)
· Launch the system across all stores
· Provide on-site technical support
· Monitor performance and fix issues
· Gradually phase out old manual systems



[bookmark: _Toc214483878]4.2 Consideration of Integration Needs

System integration plays a vital role in the successful implementation of information systems, especially for organizations like AKPerog that depend on various software tools to keep their daily operations running smoothly. Essentially, system integration is all about making sure different applications can talk to each other and share data effortlessly, which boosts efficiency and cuts down on redundancy (Summers, 2018). Right now, AKPerog’s point-of-sale (POS) systems, e-commerce platform, finance applications, and marketing tools are working in silos, leading to duplicated efforts and inconsistent data. By implementing Microsoft Dynamics 365, AKPerog can achieve full integration across all these systems thanks to its unified architecture. This is particularly crucial in retail, where synchronized inventory updates, consolidated customer data, and precise financial reporting depend on a real-time flow of information (Laudon & Laudon, 2022).

One of the standout features of Dynamics 365 is its use of APIs (Application Programming Interfaces), which serve as digital bridges that enable software systems to communicate automatically (O’Brien & Marakas, 2019). With APIs, AKPerog’s e-commerce platform can share real-time stock levels with POS systems, eliminate the need for manual data entry in finance processes, and align marketing campaigns with customer buying patterns. This level of automation not only minimizes the chances of human error but also boosts the organization’s agility, empowering managers to make faster, data-driven decisions. Importantly, integrated systems enhance data governance by ensuring that all business functions operate from a single source of truth, which improves accuracy, compliance, and operational transparency (Monk & Wagner, 2020). Without effective integration, even the most advanced ERP–CRM system would struggle to provide its full strategic advantages.
[bookmark: _Toc214483879]4.3 Potential Challenges
Although the introduction of an integrated information system offers significant benefits, AKPerog must also anticipate and manage several challenges that commonly arise during digital transformation initiatives. One major challenge is employee resistance to change, which occurs when staff feel uncertain, threatened, or unprepared for new technologies (Kotter, 2012). Employees accustomed to manual processes may be hesitant to adopt a new ERP or CRM platform, especially if they lack digital confidence. This resistance can significantly slow adoption rates and undermine system effectiveness. To mitigate this challenge, AKPerog must provide early communication, clear expectations, and comprehensive training programmes that build user competence and confidence (Payne & Frow, 2017).
Another potential challenge relates to data quality issues during migration, as transferring information from outdated, inconsistent, or decentralised systems can lead to inaccuracies if not handled carefully. Data migration failures are a common cause of ERP implementation setbacks, making data cleansing, standardisation, and validation essential steps before go-live (Laudon & Laudon, 2022). Without proper preparation, poor data quality can transfer historical errors into the new system, undermining the benefits of integration and affecting performance.
A further challenge involves short-term operational disruption, which is often unavoidable when organisations transition from legacy systems to more advanced platforms. Temporary downtime, workflow changes, and staff learning curves can disrupt daily operations, particularly in a fast-moving retail environment. To minimise this impact, a phased deployment approach is recommended, where modules are introduced incrementally rather than all at once (Monk & Wagner, 2020). This reduces operational shock and allows teams to adapt gradually.
Critically, successful implementation depends not only on the technical capabilities of Dynamics 365 but also on effective change management, which ensures that people, processes, and organisational culture adapt to the new system. As many researchers emphasise, digital transformation fails not because of technology but because organisations underestimate the human and organisational complexities involved (Kotter, 2012; Chaffey & Ellis-Chadwick, 2019). Therefore, AKPerog must adopt a structured, people-centred approach to implementation to ensure long-term success.

[bookmark: _Toc214483880]Conclusion
This proposal has critically evaluated the operational challenges facing AKPerog Ltd., highlighting issues including manual inventory tracking, fragmented CRM data, slow reporting, GDPR non-compliance, and lack of integration. These challenges hinder operational efficiency, customer satisfaction, and strategic decision-making.
To address these weaknesses, this report recommends adopting Microsoft Dynamics 365, an integrated cloud-based ERP and CRM system that offers automation, real-time data visibility, enhanced customer insights, improved compliance, and scalability. The proposed solution will streamline operations, support data-driven decision-making, and position AKPerog for long-term growth.
An implementation plan has been outlined to ensure a smooth transition, emphasising planning, customisation, data migration, training, and ongoing support. By modernising its information systems, AKPerog can significantly improve performance, reduce operational risk, and enhance its competitive advantage.
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