


Introduction
Overview of the Business Case
AKPerog Ltd. is a fast-growing consumer electronics retailer operating 30 physical stores alongside an increasingly popular e-commerce platform. As sales continue to increase, the limitations of the company’s outdated information systems have become increasingly visible. These legacy systems produce operational inefficiencies, weakening customer experiences, and limiting the company’s ability to scale effectively. As noted by Laudon and Laudon (2022), modern organisations rely heavily on integrated information systems to maintain competitiveness, streamline workflows and improve decision-making capabilities AKPerog currently lacks.
The leadership team recognizes that the current systems are no longer adequate to support future ambitions, particularly as the company has had to scale nationally. As IT consultants, our role is to evaluate the existing challenges, analyze the current information systems in place, and propose a modern, integrated solution that enhances performance across all departments.

Key Challenges Faced by AKPerogLtd.
The firm faces several critical operational challenges:
· Manual inventory management leads to significant stock discrepancies between physical stores and online listings, resulting in customer dissatisfaction, refunds, and inaccurate forecasting.
· Fragmented customer data across multiple systems makes effective CRM nearly impossible, reducing the quality of customer service and limiting personalised marketing opportunities.
· Slow and inaccurate managerial reporting due to reliance on spreadsheet-based sales reporting
· Non-compliance with GDPR and weak data security controls, increasing the risk of data breaches and legal penalties.
· Lack of integration across sales, finance, inventory, and customer support systems. Leading to increased errors and wasting time.
Addressing these challenges requires a strategic overhaul of AKPerog Ltd.’s information infrastructure—specifically through implementing an Enterprise Resource Planning (ERP) system with integrated Customer Resource Management (CRM) capabilities.


Evaluation of Existing Systems
Current Information Systems in Place
Based on the scenario, AKPerog Ltd. currently relies on:
· Manual inventory tracking, likely using paper-based methods or basic spreadsheets
· Standalone software systems used independently by sales, finance, and inventory teams.
· Multiple unconnected storage or local application methods for customer data.
· Non-automated, manually produced sales reports
Such fragmented structures are typical of early-stage organisations, but they do not support sustained growth or reliable data flow (Stair & Reynolds,2020).

Inefficiencies and Gaps Identified 
Inventory management Weaknesses
Manual processes cause discrepancies between online and in-store stock levels. Modern retailers depend on real-time automated stock tracking to avoid overstocking, stockouts, and fulfilment errors. Lack of automated tracking leads to:
· Inaccurate availability shown on the e-commerce website
· Overstocking or understocking
· Delayed order fulfilment
· Increased labour costs associated with manual stock checks
This damages customer trust and causes financial losses.

Poor CRM Capabilities
Customer data stored across multiple systems prevents effective compliant data handling, personalized marketing, and loyalty development. Effective CRM requires integrated people, process, and technology (Chen & Popovich,2003).
Slow and Ineffective Decision-Making
Spreadsheet-based reports are error-prone and outdated by the time managers receive them. As Davenport (1998) notes, organisations lacking integrated data struggle to make timely, data-driven decisions. This impairs forecasting accuracy and delays strategic responses to changing market conditions.
Issues with Regulatory Compliance and Security
Without proper access to controls or structured data governance, the company risks breaches and GDPR violations. Voight and von dem Bussche (2017) stress that compliance requires robust systems capable of enforcing data protection principles. Modern retailers require strong cyber security frameworks, which AKPerog Ltd. currently lacks
Lack of System Integration Across Departments
Fragmented systems create manual workload, duplication, and frequent errors. Integrated enterprise systems remove these silos and provide a unified data environment (Rainer, Prince, and Watson, 2014). Overall, the current information systems create friction across daily operations.

Recommended Solution
Proposal: Cloud-Based ERP System with Integrated CRM
To address the challenges above, AKPerog Ltd. should deploy a cloud-based Enterprise Resource Planning (ERP) system with an integrated Customer Relationship Management (CRM) module, Systems such as Microsoft Dynamics 365, SAP Business One, or Oracle NetSuite provide real-time, departmental integration, and scalability.
ERP systems consolidate key business functions - inventory, sales, finance, HR, procurement – into a single platform. CRM integration ensures seamless customer data management, ERP adoption is widely recognized as a transformative step in improving efficiency and decision-making (Ngai, Law and Wat,2008).
Justification for the recommendation
Resolves Inventory Inefficiencies
An ERP system includes automated inventory tracking across all locations and channels. It will:
· Track stock in real time
· Sync online and in-store availability
· Automate replenishment
· Reduce stock discrepancies
These improvements align with findings Zengul and O’Connor (2013), who emphasize the value of ERP inventory automation for growing businesses.
Strengthens CRM Processes
The integrated CRM module will capture and organize all customer data in a single database. Benefits include:
· Faster complaint resolution
· Accurate purchase history tracking
· Targeted promotional campaigns
· Better omnichannel customer experiences
Payne and Frow (2005) highlight that CRM is essential for building customer loyalty and lifetime value.
Enables Real-Time Reporting and Decision-Making
ERP systems offer integrated dashboards and analytics tools, supporting:
· Real-time sales insights
· Accurate demand forecasting
· Detailed performance analysis
· Supports strategic planning
Davenport (1998) argues that integrated enterprise systems fundamentally improve how organisations use information for strategic decisions.
Improves Security and GDPR Compliance
Modern ERP platforms provide:
· Role -based access controls
· Encrypted data storage
· Audit logs
· Centralized data governance
These features help organizations comply with GDPR and mitigate cyber risk (Voight and von dem Bussche, 2017).
Scalable for Future Growth and Long-term Value
Cloud-based ERP systems scale easily as the company grows. Benefits include:
· New stores can be added without hardware investments
· Increased transaction volumes are supported automatically
· Integrates with new sales channels, including mobile apps and marketplaces
ERP scalability is noted as a major advantage for SMEs transitioning into larger enterprises (Hustad and Olsen,2014)
How the System Improves Operations, Data Management, and Decision-Making
Operational Improvements
· Automated workflows reduce labour costs
· Real-time inventory eliminates fulfillment mistakes.
· Faster order processing strengthens customer satisfaction
Data Management Improvements
· Provides a single, accurate source of truth
· Consistent data improves coordination between departments
· Advanced analytics and forecasting accuracy
Decision-Making Improvements
· Dashboards improve visibility
· Faster access to KPIs enables agile strategy adjustments
· Predictive analytics supports planning and growth
Implementation Plan
Step-by-Step Process
Requirements Analysis (2 – 4 weeks)
Gather requirements through stakeholder interviews and process mapping to align system capabilities with business needs. Conduct workshops with stakeholders (store managers, finance team, marketing, IT). Identify process requirements, data sources, and integration needs. Document functional and technical specifications.
ERP Vendor Selection (2 – 3 weeks)
Evaluate ERP vendors based on cost, scalability, integration, and support. Decisions should align with strategic goals. Negotiate licensing and implementation fees.
Data Cleansing and Migration (4 – 6 weeks)
Data must be standardized, deduplicated, and migrated securely in line with GDPR. Customer data must be consolidated from multiple databases 
System Configuration and Customization (6 – 10 weeks)
Customize modules such as:
· Inventory
· CRM
· Sales
· Finance
· Reporting
Integration with Existing Tools (4 – 6 weeks)
Connect ERP with the e-commerce platform, POS systems, and financial software. Integrated systems reduce manual workloads. Ensure real-time synchronization between all systems. Integrate payment gateways and POS hardware in stores.
Staff Training (2 – 4 weeks)
Training should be role-specific to maximize adoption. User readiness is a well-known success factor in ERP implementation. Inventory and warehouse staff, customer service teams, store managers, finance and accounting teams should all receive adequate training in the form of workshops, online modules and documentation.
Pilot implantation (2 – 3 weeks)
Test in selected stores (1 or 2) to identify issues before full rollout.
Full Deployment and Support
Launch company-wide across all 30 stores and online platform, with technical support and monitoring. Monitor performances using ERP logs and analytics

Potential Implementation Challenges and Mitigation
	Challenge
	Mitigation

	Staff resistance
	Provide change management and training (Chen & Popovich, 2003).

	Data migration errors
	Perform thorough cleansing and validation.

	Integration complexity
	Use experienced ERP consultants.

	Downtime
	Schedule go-live during low-traffic periods.

	Budget constraints
	Use scalable cloud subscription models.



Conclusion
In conclusion, the analysis of AKPerog Ltd.’s current operational landscape makes it clear that the organisation’s existing information systems are no longer adequate to support its rapid growth or the increasing complexity of its operations. Fragmented data, manual processes, and inconsistent reporting have created substantial inefficiencies across inventory management, customer relationship management, compliance, and decision-making. As a result, the business faces escalating operational costs, customer dissatisfaction, and strategic limitations that threaten future expansion.
The recommended adoption of a cloud-based Enterprise Resource Planning (ERP) system with integrated Customer Relationship Management (CRM) capabilities offers a comprehensive and future-proof solution. By consolidating all core business functions into a unified platform, AKPerog Ltd. will gain real-time visibility across the organisation, enabling faster, more informed decision-making. Automation of key processes—particularly inventory tracking, reporting, and customer data management—will significantly reduce human error, improve accuracy, and streamline day-to-day operations. Enhanced data governance and security features will also strengthen GDPR compliance and reduce cybersecurity risks.
Furthermore, the scalability of modern ERP systems ensures that the solution will continue to meet the organisation’s needs as it expands its store network and online presence. With the support of well-planned implementation stages, staff training, and change management, AKPerog Ltd. can transition smoothly to a more efficient, integrated digital environment.
Ultimately, the proposed information system is not merely an operational upgrade but a strategic investment that positions AKPerog Ltd. for sustainable growth, improved competitiveness, and long-term business success.
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