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[bookmark: _Toc213946408]1. Introduction
AKPerog Ltd is a rapidly growing consumer electronics retailer in the UK, operating 30 physical stores and boasting a robust e-commerce platform. In recent years, the requirement for digital devices for online shopping and the rise of remote work have contributed to its growth (Smith, 2022). However, the company faces challenges due to outdated information systems that hinder operational efficiency. Core functions such as: sales, finance, inventory, logistics, and customer service are fragmented across separate systems, resulting in duplicated data entry and delayed decision-making (Johnson, 2023).
As revenue and customer bases have increased, legacy systems have struggled, resulting in inefficiencies that negatively impact customer experience and profitability (Brown,2023). Acknowledging the need for modernisation, AKPerog’s leadership has hired an external IT consultant to assess its systems and propose a scalable solution. The consultant will identify bottlenecks, map workflow, and recommend an integrated platform to unify processes across all departments, aiming to enhance operational efficiency and productivity. (Smith,2022).
[bookmark: _Toc213946409][bookmark: overview]1.1 Overview and key challenges
AKPerog operates in a competitive retail market, selling smartphones, laptops, accessories, and home entertainment devices. Despite a robot sales performance, the company’s internal technology ecosystem is outdated (Smith,2022). Each department, including finance, logistics, and customer service, functions in isolation, leading to poor coordination and delayed decision-making (Jones, 2023).
[bookmark: key_challenges][bookmark: _Toc213946410]1.2 Key Challenges
[bookmark: bm_3_evaluation_of_existing_systems]AKPerog Ltd. faces several operational challenges that limit its efficiency and ability to maintain a consistent customer experience. Customer information is stored across multiple platforms, preventing a unified view of buyer behaviour. This fragmentation limits the company’s ability to develop targeted marketing strategies and maintain consistent loyalty programs (TechWeek Infotech, 2025). Decision-making relies heavily on manually compiled spreadsheets, which are time-consuming and prone to human error. This slows management’s ability to respond swiftly to market changes. Weak data protection measures expose the company to potential non-compliance with GDPR and increased vulnerability to cyber threats (GDPR Advisor, 2025; Digital Marketing First, 2025). Each department uses disconnected tools, creating duplication, inefficiencies, and poor communication across functional areas (Growth-onomics, 2025).
[bookmark: _Toc213946411]2. Evaluation of Existing Systems
[bookmark: bm_4_recommended_solution_cloud_b_f49180]2.1 AKPerog Ltd. Relies on outdated tools, including spreadsheets, standalone POS systems, and an unlinked accounting software, which are inadequate for a multi-store retail environment. They are no longer adequate for managing a multi-store, omni-channel retail environment. This results in operational inefficiencies and data inconsistencies, affecting performance and customer satisfaction (Smith,2022). Each department—sales, finance, logistics, and customer service—operates with a separate database, creating isolated data silos (Johnson, 2023). Manual data transfers between sales and accounting, along with inventory reconciliation from the e-commerce platform, heighten the risk of errors and delays crucial tasks such as restocking, financial reporting (Brown, 2022).
2.2. The customer experience at AKPerog is significantly affected by the lack of interconnected systems. When online and in-store transactions are not linked or integrated into unified customer profiles, the company struggles to track purchase histories and execute personalised marketing initiatives. This fragmentation hinders the development of long-term customer relationships and the use of data-driven insights essential for retention and loyalty (Smith,2020).
[bookmark: _Toc213946412]Challenges such as redundant data entry, limited real-time visibility, and security vulnerabilities restrict AKPerog’s scalability and operational efficiency. Thus, Modernisation through an integrated system is vital for sustaining growth and operational excellence (Johnson, 2019).
3. Recommended Solution: Cloud-Based ERP with Integrated CRM
3.1 To address AKPerog’s operational constraints, implementing a cloud-based Enterprise Resource Planning (ERP) system integrated with a Customer Relationship Management (CRM) module is recommended. This solution will unify fragmented processes into a cohesive digital ecosystem.
An ERP system centralises essential operations— finance, inventory management, procurement, and supply chain—eliminating data silos and ensuring accurate, consistent information across departments. For instance, a sale recorded on the e-commerce platform automatically updates financial and inventory records, reducing manual intervention. This integration enhances inter-department coordination and minimises delays and errors (Klaus et al.,2019).
3.2
The Customer Relationship Management (CRM) component significantly enhances customer-facing operations by consolidating interactions, transactions, and service requests into a unified, integrated database. This centralised visibility enables AKPerog to derive deeper insights into customer behaviour, facilitating the monitoring of purchase histories, execution of targeted marketing initiatives, and optimisation of loyalty programmes (SugarCRM, 2025). Integrating CRM with Enterprise Resource Planning (ERP) systems improves both operational efficiency and customer engagement—areas frequently constrained by legacy systems and fragmented data sources (NIX United, 2025). Customer Relationship Management
Centralising customer data into a single database supports consistent service delivery, personalised marketing efforts, and the development of long-term loyalty programmes. This holistic view of the customer journey strengthens engagement and retention (Leadsquared, 2025).
3.3
The integration of ERP and CRM systems establishes a “single source of truth” across the organisation, thereby enhancing decision-making capabilities at all levels. Senior management benefits from real-time access to performance dashboards encompassing sales metrics, inventory levels, and financial forecasts, while frontline staff are empowered to deliver superior customer service through accurate, up-to-date information (IBM, 2025). This comprehensive visibility reduces duplication of effort, accelerates decision-making, and enables AKPerog to respond more agilely to dynamic market conditions (Lead squared, 2025).
[bookmark: _Toc213946415]3.4 	Some key Benefits
· Implementing a cloud-based ERP integrated with CRM will yield a wide range of benefits that directly address AKPerog’s current challenges:
· Synchronises data across all retail outlets and the e-commerce platform to prevent stock discrepancies and enhance customer satisfaction.
· Unified financial reporting and automation – Eliminates manual reconciliation and reduces accounting errors by linking sales, expenses, and procurement into one system.
· Comprehensive customer profiles – Centralises customer information into a single database, supporting consistent service, personalised marketing, and long-term loyalty initiatives.
· Data-driven decision-making – Advanced analytics and dashboards provide clear insights into sales trends, profitability, and operational performance, enabling accurate forecasting.
· Enhanced security and compliance – Built-in encryption, user authentication, and audit trails ensure data accuracy and GDPR compliance, mitigating the risk of data breaches.
· Operational scalability – Cloud-based infrastructure allows AKPerog to expand easily as business volumes grow, without the need for expensive hardware or system overhauls.
· [bookmark: bm_6_expected_benefits][bookmark: _Toc213946416]By adopting this integrated ERP–CRM solution, AKPerog transitions from a fragmented, manual business model to a cohesive, intelligent, and agile enterprise. capable of sustaining growth and improving the overall customer experience. 
4. Implementation Plan
[bookmark: _Toc213946417]4.1 
AKPerog should adopt a phased implementation approach over a period of approximately 12 to 18 months. This structured rollout will ensure that the transition to a cloud-based ERP and integrated CRM system is smooth, controlled, and minimally disruptive to business operations. Implementing the system in stages also allows employees to familiarise themselves with new tools gradually, ensuring a higher rate of user adoption and overall project success. The initial phase should focus on establishing the ERP’s core functionality—covering finance, inventory, procurement, and reporting—before moving on to the CRM module. This sequence ensures that critical business processes are stabilised early while laying a solid foundation for the customer management functions that will follow. Parallel preparation of data migration and training programs will further minimise downtime and risk.
4.2
Planning and Design
This first stage involves defining detailed system requirements and engaging all departments to identify key operational needs. Based on these insights, AKPerog will select the most appropriate ERP–CRM vendor and implementation partner. During this phase, a comprehensive data migration plan should also be developed, outlining data cleansing tasks, transfer protocols, and security procedures to protect sensitive information during transition. A formal project governance framework, including milestones and reporting structures, will also be established.
[bookmark: _Toc213946418]4.3 Configuration and Testing
The selected solution will be configured to match AKPerog’s business model, workflows, and reporting requirements. Pilot testing will be conducted in two selected retail stores to validate system functionality and gather user feedback. Integration with the existing e-commerce and POS systems should also be tested to ensure seamless data exchange. Necessary adjustments will be made before wider deployment.
[bookmark: _Toc213946419][bookmark: _Toc213946420]4.4 Data Migration 
Data from spreadsheets, legacy accounting software, and customer databases will be cleansed, verified, and transferred into the new system. Comprehensive testing will be conducted to ensure data accuracy, compliance with security standards, and system performance. The migration process will be executed in phases to minimise risk and maintain business continuity (Smith, 2020).
Training and Change Management 

Comprehensive training sessions will be offered to all employees to foster confidence and competence in utilising the new system. Establishing a dedicated helpdesk and a knowledge resource library will ensure ongoing support. Communication will highlight the system's benefits—namely, efficiency, accuracy, and improved access to information—to promote positive engagement (Smith, 2022).
[bookmark: _Toc213946421]4.5 Go-Live and Evaluation 

The system will be launched company-wide, followed by performance monitoring through Key Performance Indicators (KPIs) such as order accuracy, reporting turnaround, and user adoption rates. Feedback from staff and customers will be gathered and analysed to identify areas for refinement. A post-implementation review will ensure that the solution delivers measurable business value and aligns with strategic goals.






Implementation Timeline Table 
	step
	Action
	Start
	Duration (months)

	1
	. Planning and Design
	1 month
	Months 1–3


	[bookmark: _Hlk213945866]2
	Configuration and Testing
	Month 4
	(Months 4–8)

	3
	1. Data Migration 
	Month 9
	(Months 9–12)

	4
	1. Training and Change Management 
	Month 10
	(Months 10–14)

	5
	1. Go-Live and Evaluation 
	Month 15
	(Months 15–18)













Table 2: table of risk impact and mitigation
	Risk
	Impact
	Mitigation

	Employee resistance
	Medium
	Early engagement and training

	Implementation delays
	High
	Clear milestones and dedicated project management

	Data migration errors
	High
	Rigorous validation and pilot testing

	Cyber threats
	High
	Encryption, multi-factor authentication, vendor audits

	Cost overruns
	Medium
	Strict budget and scope management

	Vendor lock-in
	Low
	Negotiate flexible contracts with exit clauses





5.1 
Conclusion
 AKPerog LTD's continued growth depends on adopting an integrated information system that replaces manual, fragmented processes currently limiting efficiency and compliance (Laudon & Laudon, 2021). With rising competition and customer demand for faster, more personalised service, legacy systems constrain innovation and responsiveness (Porter, 1985). A cloud-based ERP with an embedded CRM will consolidate data, automate workflows, and improve real-time visibility across core functions, strengthening operational control (Kumar & Reinartz, 2016). This modernisation enhances regulatory readiness, agility, and strategic decision-making, positioning AKPerog for sustainable growth and a stronger competitive presence in the retail sector (Chaffey, 2019). The proposed upgrade aligns with AKPerog's goals of efficiency, innovation, and customer-centric growth. It supports competitive differentiation through enhanced service and operational excellence. The cloud-based architecture also positions the company for expansion into international e-commerce and advanced digital capabilities like AI-driven analytics.
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