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The retail industry has become increasingly dependent on digital technologies and information systems to support operations, decision-making and customer engagement. As competition intensifies and customer expectations rise, retailers must rely on accurate data, integrated systems and efficient processes to maintain performance and support long-term growth. AKPerog Ltd., a consumer electronics retailer operating thirty physical stores and an e-commerce platform, is currently struggling with operational difficulties caused by outdated and fragmented information systems. Although the company has experienced strong sales growth, it faces constant disruptions behind the scenes. Problems such as inaccurate stock records, slow reporting, fragmented customer data and weak compliance controls are preventing the organisation from benefiting fully from its expansion.
The purpose of this report is to analyse the business scenario facing AKPerog Ltd., evaluate its existing systems, and propose an appropriate information system that will improve performance, increase efficiency, and support informed decision-making. The report recommends the adoption of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) capabilities. This recommendation is based on evidence from real organisations that have successfully modernised their operations, such as IKEA, Lidl, Sephora, Carrefour and Amazon, all of which demonstrate the advantages of centralised and automated information systems. A structured implementation plan is provided in the form of a detailed table that outlines the steps, risks, stakeholders and mitigation strategies required for an effective system rollout.
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AKPerog Ltd. is facing a number of operational difficulties that arise directly from having outdated, manual and disconnected information systems. The first major challenge is the lack of reliable inventory data. Because stock information is recorded manually in stores and updated separately online, inconsistencies arise between physical stock levels and those displayed on the website. Customers frequently place online orders for products that are unavailable, resulting in refunds, complaints and reputational harm. The problem becomes more serious as the company continues to expand. Many global retailers have addressed similar issues through investment in automated inventory systems. For example, IKEA has significantly reduced stock discrepancies by using digital scanners and centralised stock databases that update in real time across all stores (IKEA, 2023).
A second challenge involves customer data. At AKPerog Ltd., customer information is stored in separate systems used by sales teams, marketing teams and customer support staff. Because these systems are not integrated, employees cannot access full customer histories when handling enquiries or complaints. This limits the company’s ability to personalise marketing campaigns and offer meaningful customer support. By contrast, companies such as Sephora have introduced centralised CRM systems that integrate data from stores, apps and online platforms, resulting in more personalised communication and improved customer loyalty (Sephora, 2022).
A further issue relates to decision-making. At AKPerog Ltd., managers rely on spreadsheets to produce reports, which are updated manually. This approach leads to delays, errors and outdated insights. In a retail environment where prices, demand and market trends change quickly, organisations require real-time data analytics. Amazon provides an example of how automated reporting and real-time analytics support accurate forecasting and efficient operations (Davenport, 2022). Without such capabilities, AKPerog Ltd. struggles to plan effectively.
Data security and compliance also represent significant concerns. The company’s current systems lack secure access controls, encryption and audit trails. These weaknesses increase the risk of data breaches and create potential GDPR violations. This is particularly concerning in the retail sector, where customer data such as names, contact details and purchase histories must be handled securely (ICO, 2023).
Lastly, the lack of integration across departments creates organisational silos. Sales, inventory, finance and marketing all rely on separate systems that do not communicate. This leads to duplicated work, delays and errors in transferring information. For example, Carrefour faced similar fragmentation issues before adopting an integrated ERP solution that improved data accuracy and departmental coordination (Carrefour, 2022). AKPerog Ltd. faces the same need for modernisation.
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The systems currently used by AKPerog Ltd. are outdated and unsuitable for a business operating across multiple stores and online channels. The inventory system is entirely manual, involving physical counts and spreadsheet-based updates. This approach creates conflicting data, delays and significant human error. Research shows that companies using manual inventory processes often experience accuracy rates well below those achieved through automated systems (Alicke et al., 2020). This directly contributes to the stockouts and overselling problems experienced by AKPerog Ltd.
The company’s customer information is scattered across various databases, none of which are linked. This means that employees must search multiple systems during customer enquiries, often without finding complete information. Academic research highlights that CRM success requires integrated customer data that can be analysed across touchpoints (Chen and Popovich, 2003). AKPerog Ltd.’s current system structure prevents this, weakening its customer service and limiting marketing effectiveness.
Spreadsheet-based reporting further contributes to inefficiency. Spreadsheets are prone to errors, lack version control, and provide outdated insights because they must be updated manually (Deloitte, 2022). Decision-making at AKPerog Ltd. is therefore slowed down and often based on incomplete information.
The lack of security measures also highlights a major gap. Legacy systems typically lack access controls, encryption and automated security features, increasing the risk of non-compliance with GDPR (ICO, 2023). Retailers such as Lidl addressed similar vulnerabilities by upgrading to integrated ERP platforms with built-in compliance tools (Lidl Group, 2021).
Finally, system fragmentation means that departments operate in isolation. Because the systems cannot exchange information, staff must manually transfer data between departments. Zhang and Zhao (2020) argue that system fragmentation reduces organisational agility and increases operational risks. The experience of Carrefour, which improved operations through ERP-driven integration, supports the argument that integration is necessary for modern retail coordination.
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The most appropriate solution for AKPerog Ltd. is the implementation of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) features. This recommendation is based on the need to centralise data, automate key processes, support compliance and improve decision-making. An ERP system will enable the company to manage inventory, sales, finance and operations within a single platform, while the integrated CRM module will consolidate all customer data and support personalised marketing.
A cloud-based ERP provides scalability, meaning the company can expand without major infrastructure investment. It also reduces the need for local servers, supports remote access and ensures continuous updates and security enhancements. Companies like Carrefour, Lidl and IKEA have adopted similar systems with strong results, demonstrating the ability of cloud ERP solutions to improve coordination and data visibility (Carrefour, 2022; Lidl, 2021; IKEA, 2023).
The justification for this recommendation is clear. Automated inventory management will reduce stock discrepancies, prevent overselling and improve order accuracy. Integrated CRM will provide a unified view of each customer, supporting personalised promotions and better service. Real-time reporting and dashboards will assist managers in making informed decisions quickly. Security features such as encryption and access controls will help the organisation meet GDPR obligations. These benefits align with the needs of AKPerog Ltd. and offer a long-term platform for strategic growth.
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	Step
	Purpose
	Actions
	Stakeholders
	Risks
	Mitigation
	Timeline

	Requirements Analysis
	To understand operational needs and define system specifications
	Conduct interviews with staff across all departments, review current processes, identify system gaps, and document functional requirements
	Senior Management, IT Department, Store Managers
	Misalignment between business needs and system design
	Engage all departments early, validate findings with stakeholders
	3–4 weeks

	Vendor Selection
	To choose a system that meets the company’s needs for scalability, cost and functionality
	Evaluate ERP-CRM vendors, review demonstrations, compare features and pricing, assess integration capabilities
	IT Manager, Finance Team, External Consultants
	Selecting an inappropriate system
	Use a weighted evaluation matrix, check industry references
	2–3 weeks

	Infrastructure Preparation
	To ensure the organisation is ready for system installation
	Prepare network capacity, establish security policies, configure user access and cloud environment
	IT Team, Cybersecurity Specialists
	Cybersecurity vulnerabilities
	Conduct penetration testing, update security protocols
	3 weeks

	Data Migration
	To transfer accurate and complete data into the new system
	Clean legacy data, map data fields, run test migrations, validate accuracy and resolve errors
	IT Department, Data Owners
	Data loss or corruption
	Pilot testing, backup data, perform validation checks
	4–6 weeks

	System Configuration
	To align the ERP system with business processes
	Configure inventory, sales, CRM and finance modules, customise dashboards, integrate POS and e-commerce platforms
	ERP Vendor, IT Team
	Incorrect configuration
	Continuous testing, involve end users during configuration
	4–6 weeks

	Training
	To ensure staff can use the new system effectively
	Provide training workshops, create manuals, offer role-based training sessions, train ‘super users’
	HR Department, Training Specialists
	Low adoption or resistance
	Provide hands-on training, communicate benefits clearly
	3–4 weeks

	Testing & Go-Live
	To confirm readiness before full implementation
	Conduct functional testing, user acceptance testing, final adjustments, launch system with vendor support
	IT Team, All Departments
	System failures at launch
	Use phased go-live, provide on-site vendor support
	2 weeks

	Post-Implementation Review
	To ensure continuous improvement
	Collect feedback, monitor performance, resolve issues, schedule updates and refresher training
	Management, IT Support
	User dissatisfaction
	Continuous support and regular review meetings
	Ongoing






Conclusion
AKPerog Ltd. is experiencing significant difficulties because of outdated information systems that cannot support the demands of a modern, multi-store retail business. Problems such as stock discrepancies, fragmented customer data, delayed reporting and compliance weaknesses are restricting the company’s performance and preventing it from responding effectively to market changes. After evaluating the limitations of the current systems and reviewing real-world examples, it is clear that a cloud-based ERP system with integrated CRM functionality is the most appropriate solution.
This recommendation is supported by the success of major retailers such as IKEA, Lidl, Carrefour, Sephora and Amazon, all of which have used integrated systems to achieve better coordination, improved accuracy, personalised customer experiences and more efficient decision-making. A structured implementation plan has been provided to ensure a smooth transition, supported by strong governance, comprehensive training and ongoing review. By adopting this modern information system, AKPerog Ltd. will be able to improve operational efficiency, enhance customer satisfaction and build a stronger foundation for sustainable growth.
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