
[image: A black background with white text

AI-generated content may be incorrect.]
 
BA (Hons) Leadership and Management Skills for the Workplace
 

Student Name: Senita Ghirrdra
Student Number: 2336206
Module: Managing Business Information (LCLM5004)
Lecturer Name: Amer Kareem
Session: October 2025 
Assignment:
 
Overcoming Operational Challenges - A Case Study of AKPerog Ltd.







1. Introduction
AKPerog Ltd. is a fast-growing consumer electronics retailer operating 30 physical retail stores alongside an expanding e-commerce platform. Over the past year, the organisation has experienced significant sales growth and has expressed clear ambitions to expand its operations further. However, this rapid growth has exposed limitations within the company’s existing information systems, which have not developed at the same pace as the business. As a result, increasing pressure is being placed on day-to-day operations and the organisation’s ability to sustain its growth effectively.
As a consequence of this misalignment, AKPerog Ltd. is facing a number of operational challenges. These include inaccuracies in inventory tracking due to manual processes, fragmented customer data held across multiple systems, slow and error-prone management reporting, weaknesses in data protection and compliance with regulations such as GDPR, and limited integration between sales, finance, and inventory functions. Collectively, these challenges are increasing operational costs, reducing efficiency, and constraining effective decision-making in an increasingly digital and competitive retail environment.
The purpose of this report is to evaluate the current information systems used by AKPerog Ltd. and assess how effectively they support the organisation’s operational and strategic objectives. The report analyses the existing systems, identifies key inefficiencies and gaps, and based on this evaluation, recommends an appropriate information system solution to improve operational efficiency, support future expansion, strengthen data management and security, and enhance overall business performance.

2. Evaluation of Existing Systems
AKPerog Ltd.’s current information systems environment relies heavily on manual processes and disconnected applications, indicating a clear misalignment between system capability and the organisation’s scale and growth ambitions. Core business processes such as inventory management, order fulfilment, customer service, and sales reporting are supported by systems that operate independently across physical retail stores and the e-commerce platform. Laudon and Laudon (2019) explain that business processes require effective coordination and integration of related activities to deliver consistent business outcomes. At AKPerog Ltd., this coordination is not achieved, resulting in duplicated effort, delays, and inconsistencies across key operational activities.
These limitations are particularly evident within inventory management processes. Stock levels are primarily tracked using spreadsheet-based systems maintained independently by individual stores, while the online sales platform relies on a separate inventory dataset. The absence of real-time data synchronisation creates information gaps, allowing customers to place online orders for products that are no longer available. This leads to order cancellations, refunds, and fulfilment delays, demonstrating that the current inventory system lacks the visibility and responsiveness required for an effective omnichannel operation.
Customer relationship management is similarly constrained by weaknesses in the existing systems. Customer data relating to purchases, marketing interactions, and customer support is stored across multiple separate databases, preventing the organisation from developing a consolidated view of customer behaviour. Chen and Popovich (2003) highlight the strategic importance of customer retention, stating that “it has become well known that retaining customers is more profitable than building new relationships.” In contrast, AKPerog Ltd.’s current systems do not support this principle, as the absence of integrated customer data limits the organisation’s ability to personalise marketing activity and respond efficiently to customer enquiries. As a result, opportunities to strengthen long-term customer relationships are reduced.
Management reporting processes further illustrate inefficiencies within the current information systems. Sales and financial data must be manually extracted from multiple sources and consolidated into spreadsheets, a process that is time-consuming and prone to error. At AKPerog Ltd., manually compiled reports are often incomplete, inaccurate, or outdated by the time they reach senior management, reducing their value for effective performance analysis. This undermines forecasting accuracy and limits management’s ability to respond promptly to changes in market conditions, highlighting a gap in the organisation’s ability to support timely decision-making.
From a data protection and regulatory perspective, the current information systems expose the organisation to significant compliance risks. Article 5 of the UK General Data Protection Regulation sets out key data protection principles, including requirements that personal data be accurate and processed securely, and explains that organisations must implement appropriate technical and organisational safeguards to protect personal data from unauthorised access (Information Commissioner’s Office, 2016). At AKPerog Ltd., weak access controls and poorly coordinated systems increase the risk that these requirements are not consistently met, exposing the organisation to potential regulatory fines. Such penalties would directly impact profitability, while any data breach would likely damage customer trust and organisational reputation, constraining future growth.
Finally, the absence of effective integration across sales, finance, and inventory functions represents a fundamental structural gap within AKPerog Ltd.’s information systems architecture. Because these functions operate on separate software platforms that do not communicate automatically, employees are required to manually transfer and reconcile data. This reliance on manual intervention increases processing time, introduces inconsistencies, and diverts staff away from value-adding activities. Taken together, these weaknesses demonstrate that AKPerog Ltd.’s existing information systems are no longer adequate to support efficient operations or the organisation’s future expansion objectives.

3. Recommended Solution
The proposed solution is a single integrated enterprise information system incorporating Enterprise Resource Planning (ERP) functionality for inventory, sales, and finance, Customer Relationship Management (CRM) functionality for managing customer data and interactions, and Decision Support/Business Intelligence (DSS/BI) functionality to support reporting and managerial decision-making. Rather than implementing multiple standalone systems, this integrated approach enables AKPerog Ltd. to address its operational challenges holistically while supporting future growth. The justification for this recommendation is supported by information systems literature highlighting the operational, analytical, and organisational benefits of integrated enterprise systems.
From an operational efficiency and process integration perspective, ERP functionality forms the backbone of the recommended solution. ERP systems integrate core organisational processes within a single platform, enabling consistent and real-time data sharing across operational functions. For AKPerog Ltd., this directly addresses inefficiencies in inventory management, order fulfilment, and financial coordination by ensuring that inventory levels are synchronised across physical stores and the e-commerce platform. This reduces stock discrepancies, order cancellations, and fulfilment delays. Automating transactional processes replaces manual spreadsheet-based controls, improving data accuracy and reducing administrative effort. Empirical research supports this view, demonstrating that ERP implementation improves organisational efficiency and decision-making through enhanced process integration and data visibility (Jawad and Villányi, 2024).
From a customer data management and service quality perspective, CRM functionality complements the ERP backbone by centralising customer information within a single system. Consolidating customer data enables a comprehensive view of purchasing behaviour, service interactions, and communication history, allowing customer service staff to resolve enquiries more efficiently and enabling marketing teams to design targeted promotional campaigns. Improved customer retention contributes to cost efficiency by reducing reliance on customer acquisition activities, while the scalability of CRM functionality ensures that growth in the customer base can be managed without a proportional increase in administrative workload.
From a managerial decision-making perspective, DSS/BI functionality addresses the organisation’s reliance on manually compiled spreadsheets and delayed reporting. Decision-support literature emphasises that effective management depends on timely, accurate, and relevant information. As Sharda, Delen and Turban (2021) state, “managers need the right information at the right time and in the right place” to make effective decisions in fast-moving business environments (p. 63). At AKPerog Ltd., DSS/BI tools would consolidate data from ERP and CRM modules to generate real-time dashboards and standardised management reports, enabling informed decisions relating to stock replenishment, pricing, promotions, and resource allocation. This reduces forecasting errors and supports more responsive, data-driven decision-making as the organisation grows.
Data Security and Regulatory Compliance
The proposed integrated enterprise information system also directly addresses the data security and regulatory compliance issues identified in the evaluation of existing systems. By centralising data within a single platform, the system enables consistent data governance, role-based access controls, and improved oversight of data usage. This reduces reliance on unsecured spreadsheets and manual data transfers, significantly lowering the risk of unauthorised access to sensitive customer and financial information. As a result, AKPerog Ltd. is better positioned to comply with data protection regulations such as GDPR, reducing exposure to regulatory penalties and reputational damage.
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The organisational relevance of the proposed solution can be further explained using the Time–Space Collaboration Matrix shown in Table 1, which illustrates how information systems support collaboration across different locations and time periods (Johansen, 1998). Given AKPerog Ltd.’s geographically dispersed retail stores and centralised management functions, the integrated system supports face-to-face interaction through shared system views, enables continuous task collaboration across shifts, and facilitates both real-time and asynchronous coordination between stores and head office. This improves organisational coordination and reduces reliance on manual communication methods.

While the implementation of an integrated enterprise information system requires a significant upfront investment, this cost is justified by the long-term benefits delivered. These include improved operational efficiency, enhanced data accuracy, stronger data governance, and better managerial decision-making. As the organisation expands, system scalability further increases value by avoiding repeated system replacement. Overall, these benefits outweigh the initial implementation costs, making the solution appropriate for AKPerog Ltd.’s current challenges and future growth.

4. Implementation Plan
Implementing the proposed integrated enterprise information system, incorporating ERP, CRM, and DSS/BI functionality, at AKPerog Ltd. should follow a structured lifecycle approach consisting of pre-implementation, implementation, and post-implementation stages. This approach ensures that the system is carefully planned, effectively deployed, and continuously optimised, while minimising operational disruption and organisational risk.

Pre-implementation Stage
The pre-implementation stage focuses on requirements analysis, project planning, and the selection of an appropriate system changeover strategy. During this stage, key stakeholders from sales, inventory, finance, customer service, and senior management should be consulted to define system requirements, priorities, and success criteria. For organisations operating across multiple locations, research highlights the importance of selecting a suitable changeover method to reduce implementation risk. Greasley, Hickie and Bocij (2019) note that pilot implementations are commonly used in multi-site organisations to trial systems in a limited setting before wider deployment. At AKPerog Ltd., this stage should therefore include the selection of pilot stores and the planned order of phased rollout, allowing potential technical issues and process gaps to be identified early and informing subsequent deployment decisions.
Implementation Stage
The implementation stage involves system configuration, data preparation, integration, and phased rollout in line with the pre-implementation plan. Existing data stored in spreadsheets and legacy systems must be cleansed, standardised, and migrated to ensure accuracy and consistency. Integration with the e-commerce platform and in-store systems is essential to enable real-time data sharing across sales channels. Deployment should begin with the pilot stores identified during pre-implementation, enabling the system to be tested under real operating conditions before extending to additional locations. During implementation, role-based access controls and user permissions should be configured across ERP, CRM, and DSS/BI components to ensure that sensitive customer and financial data is accessible only to authorised users.

User training is a critical component of successful implementation. Dezdar and Ainin (2011) emphasise that ERP training should be continuous, role-specific, and focused on knowledge transfer to enable users to fully utilise system capabilities. At AKPerog Ltd., training should therefore be tailored to different user groups, with senior managers receiving an overview of system functionality, project teams developing in-depth system knowledge, and operational staff being trained on features relevant to their daily tasks. This approach reduces resistance to change and supports consistent system usage across the organisation.

Post-implementation Stage
The post-implementation stage focuses on system stabilisation, performance monitoring, and continuous improvement. Kirmizi and Kocaoglu (2022) highlight that effective project planning, employee commitment, and change management are critical determinants of enterprise system success during the period immediately after system go-live. At AKPerog Ltd., system performance should be monitored closely, and user feedback should be actively collected to identify issues and improvement opportunities. Ongoing support and regular post-implementation reviews ensure that the system continues to support operational efficiency, data integration, and managerial decision-making as the organisation expands.

By adopting a clearly defined lifecycle approach encompassing pre-implementation, implementation, and post-implementation stages, AKPerog Ltd. can maximise the benefits of the integrated enterprise system while minimising operational disruption and organisational risk.



5. Conclusion
This report has examined the operational challenges faced by AKPerog Ltd. as a result of outdated and inefficient information systems, which have hindered inventory accuracy, customer data management, decision-making, system integration, and regulatory compliance. The evaluation of existing systems demonstrated that continued reliance on manual processes and disconnected platforms limits operational efficiency and constrains the organisation’s ability to support future growth.
To address these issues, the report recommended the implementation of a single integrated enterprise information system incorporating ERP, CRM, and DSS/BI functionality. Although this solution requires a substantial upfront investment, the expected benefits justify the cost. These benefits include improved operational efficiency, reduced reliance on manual processes, enhanced data accuracy, and more informed managerial decision-making. In addition, the integrated system strengthens data security through improved governance and role-based access controls, supporting regulatory compliance and reducing exposure to legal and reputational risk.
A structured implementation plan was proposed to ensure successful adoption through phased deployment, targeted training, and post-implementation review. Collectively, these improvements ensure that managers have access to timely, reliable, and secure information, supporting more effective decision-making and long-term strategic planning. As a result, AKPerog Ltd. is better positioned to improve business performance and support sustainable expansion.
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