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Information systems (IS) play an essential role in an organisation's capacity to operate efficiently, make informed decisions based on data, and maintain a competitive advantage in the current market. AKPerog Ltd., a rapidly growing consumer electronics retailer in the UK with thirty physical stores and an expanding online presence, is currently facing significant operational challenges due to outdated and fragmented information systems. The company's reliance on manual processes has resulted in inefficiencies across several critical areas, including business reporting, customer relationship management (CRM), and inventory management.
There are discrepancies in stock levels between the online store and physical locations because the company's inventory management primarily relies on manual data entry. As a result of frequent refund requests and mistakes in order fulfilment, customer satisfaction has decreased. Furthermore, the separation of data storage across different departments makes it difficult to integrate customer information and analyse buying behaviours, limiting AKPerog's ability to deliver personalised marketing or efficiently address complaints.
Additionally, poor data integration and reliance on manual spreadsheets for reporting have obstructed real-time visibility into performance metrics, led to more data entry errors, and postponed decision-making by management. The current IT infrastructure of the company worsens these issues by failing to comply with the General Data Protection Regulation (GDPR), exposing the company to the risk of legal consequences and harm to its reputation.
This study aims to critically assess the existing information systems at AKPerog Ltd., identify any deficiencies or inefficiencies, and propose an integrated solution that will enhance productivity, facilitate better decision-making, and foster increased customer engagement. This report evaluates modern electronic business systems, including Enterprise Resource Planning (ERP), Customer Relationship Management (CRM), and Business Intelligence (BI) systems, to recommend a suitable, cost-effective, and scalable information management strategy for AKPerog Ltd., drawing on both academic principles and practical insights.
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The current operating model of AKPerog Ltd. is characterised by manual operations, fragmented data systems, and insufficient integration among departments. These challenges have significantly hindered organisational performance from both a technical and commercial perspective.
2.1 Technical Point of View
From a technical perspective, the organisation lacks a unified database structure. The reliance on manual spreadsheets or independent software applications by various departments (sales, finance, inventory, and marketing) hinders data synchronisation. This fragmented approach contradicts the integrated information management principles put forth by Laudon and Laudon (2020), who argue that an effective information system must facilitate seamless data flow across all functional areas to support real-time decision-making.
Managing inventory can be quite challenging. Store managers update stock levels by hand, often leading to discrepancies between what's available online and in-store. These inconsistencies have led to customer dissatisfaction and delays in order fulfilment. According to Bourgeois et al. (2019), such inefficiencies are common in businesses that have not adopted enterprise-level automation, as manual systems are prone to human errors, duplication, and inconsistent information.
Additionally, lacking a robust data governance framework puts AKPerog Ltd. at risk of non-compliance with the UK GDPR (Information Commissioner’s Office, 2021). In the absence of role-based access controls or encryption measures, confidential customer data is at risk of being accessed without authorisation—this poses a considerable ethical and legal issue in today's digital landscape.
2.2 Business Point of View
The current systems hinder operational efficiency and competitiveness from a business perspective. Coughlan et al. (2005) state that systems aligned with organisational strategy are essential for effective business-IT alignment. The disjointed systems at AKPerog obstruct collaboration between departments and limit management's ability to derive insights from data.
The reliance on manual sales data production has led to inaccurate forecasting and delayed decision-making. Essential factors that are necessary for prompt business decisions, such as sales trends, inventory changes, and consumer behaviour, are not easily accessible to management (O'Brien and Marakas, 2010). Furthermore, the absence of a unified CRM system results in fragmented customer data, making it difficult for the marketing team to develop targeted advertising campaigns. As noted by Buttle and Maklan (2019), an effective CRM is vital for nurturing customer loyalty and increasing lifetime value through personalised interactions.
Finally, employees are required to input data multiple times because of insufficient connectivity among departments, especially between finance, logistics, and sales. This not only consumes time but also increases the risk of errors (Sengupta, 2015). The lack of analytical expertise further intensifies these inefficiencies, hindering management's ability to employ predictive analytics for the growth of the company.
The identified issues highlight the critical need for AKPerog Ltd. to implement an automated, scalable, and integrated information system that can consolidate data, improve decision-making processes, and ensure compliance with UK data security regulations.
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It is recommended that AKPerog Ltd. adopt a comprehensive Enterprise Resource Planning (ERP) system that includes Customer Relationship Management (CRM) and Business Intelligence (BI) components to tackle its operational inefficiencies, disjointed data management, and challenges related to customer experience. This combination of digital tools will enable the company to consolidate its operations, ensure data accuracy, and enhance its decision-making capabilities. The integration of these technologies is particularly advantageous for growing retail businesses in the UK, as it provides a unified platform for managing finance, supply chain, human resources, and customer interactions (Laudon and Laudon, 2020).
3.1 Enterprise Resource Planning (ERP)
An ERP system is a consolidated software solution that integrates various organisational functions into one database, encompassing finance, production, human resources, and procurement. By achieving this, redundancy is eliminated, operational transparency is enhanced, and workflow efficiency is boosted. ERP systems act as the cornerstone of modern organisations by linking information silos, ensuring data precision, and accelerating processes in real time, according to Monk and Wagner (2013).
A flexible ERP solution such as SAP Business One, Oracle NetSuite, or Microsoft Dynamics ERP will ensure that financial transactions, supplier information, and inventory levels are consistently updated across various departments and retail sites for AKPerog Ltd. This would address the company’s ongoing issues with fragmented financial data and inconsistent inventory levels.
The main advantages include:
· Real-time inventory management: Keeping track of stock automatically helps make the supply chain work better by preventing too much or too little stock (Kwahk & Lee, 2008).  
· Better financial management: Having all accounting records in one place helps follow UK rules like GDPR and HMRC, makes it easier to check audits, and reduces the chance of fraud.  
· Better data security: Built-in security features and encryption keep sensitive information safe, helping to solve privacy and cybersecurity issues common in UK businesses (IT Governance, 2025).
Implementing an ERP system entails a substantial change within the organisation and a substantial investment of money. According to Kitiyadisai (2000), using ERP systems works well only if their design matches the cultural values and the way people currently work. To lower resistance and ensure user acceptance, AKPerog Ltd. Therefore, it's essential to involve staff early, provide sufficient training, and implement a step-by-step plan.
3.2 Customer Relationship Management (CRM)
Customer Relationship Management (CRM) software emphasises dealing with customers, making sure they are satisfied and loyal, while ERP systems improve the company's internal processes. They can put together customer information from email, phone, and physical store visits into one complete profile using CRM tools like Salesforce, HubSpot, or Microsoft Dynamics 365.
The marketing and customer service teams at AKPerog Ltd. would help to make targeted campaigns, send automatic follow-up messages, and quickly answer client questions. CRM systems help companies turn basic customer data into useful information, which can improve customer loyalty and give them an edge over their competitors (Buttle and Maklan, 2019).
The main advantages include:
· Improved customer retention: Personalised messages and loyalty programs encourage customers to buy again and create a positive image of the brand.
· Omnichannel reliability: Connecting CRM with online shopping and social media makes it easy for people to have a smooth experience both online and in stores.
· Data-driven marketing: Analytics dashboards help us understand buying patterns, which allows for better targeting of customers and more effective advertising.
For CRM to work successfully, it needs good data and the involvement of staff. Employees need to know how to enter data correctly to avoid mistakes and follow the UK Data Protection Act (2018).  Also, according to Jungherr (2023) shows that regular checks on customer relationship management (CRM) and ethical handling of data can reduce privacy problems and build customer trust, which is very important as people care more about honesty in the digital world.
3.3 Business Intelligence (BI) and Analytics
The third part of the suggested system is a section for Business Intelligence (BI) and data analysis. By adding BI tools like Power BI, Tableau, or Qlik Sense into the ERP-CRM system, AKPerog Ltd. can improve its operations. To perform advanced analysis, automate reports, and show important performance measurements (KPIs) visually. As stated by Na et al. (2022), BI systems turn basic company data into useful information. This helps businesses make predictions and base their decisions on facts. For AKPerog Ltd., business intelligence can look at past sales trends, seasonal needs, and customer information to predict future sales and suggest new product ideas.
The main advantages include:
· Using data to make decisions: Managers can quickly make smart choices because of the up-to-date charts.  
· Predictive analytics: Looks for possible chances or risks by studying market trends and what customers like.  
· Clear operations: Personalised reports improve how we assess performance and communicate between departments (Elbashir et al., 2008).
To prevent information silos AKPerog Ltd can integrate BI into its ERP and CRM systems. This integration offers executives the ability to view both operational and customer Key Performance Indicators (KPIs). The result, an all-inclusive data environment that supports flexibility and speed of response, enabling it to predict changes in the market, use resources more efficiently and to be a stronger proposition for UK retail.
3.4 Summary of Integration Benefits
AKPerog Ltd. may achieve its digital transformation objectives with a comprehensive solution by integrating ERP, CRM, and BI technologies. When combined, these systems:
· Link together internal and external processes to make operations work better.
· Support the development of strategies based on data that address the needs of the UK market.
· Make our clients happier by personalising our interactions and responding faster.
· Make money better by reducing waste and finding good opportunities.
More than just updating AKPerog Ltd.’s systems, the strategy will set the company up for future growth by leveraging digital solutions, fostering innovation and ensuring digital resilience in an increasingly data-focused environment.
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A carefully organised plan to get everyone on board and ensure things run smoothly is key to making the proposed solution work. The proposed step-by-step plan is like this:
Phase 1: Planning and Choosing a System 
· To set up system requirements, assess to understand what is needed.
· Include everyone from different departments to make sure everyone is on the same page.
· Pick suppliers like SAP, Oracle, and Microsoft based on their prices, how well they can grow with your needs, and what they can do.
Phase 2: Data and Infrastructure Preparation
· Upgrade the technology systems to support cloud services.
· To ensure accuracy and avoid repeats, organise and move the existing data.
· Set up cybersecurity protections that follow GDPR rules.
Phase 3: Integration and Implementation
· Use ERP as the main system, and then connect CRM and BI to it.
· Use APIs to make sure different systems work well together.
· To make things work better, test it out in a small number of selected stores.
Phase 4: Training and Managing Change
· To get staff to use the system more, have training sessions for them.
· To help co-workers, choose "change champions" in each department.
· Set up a help desk for ongoing user and technical support.
Phase 5: Monitoring and Evaluation
· Check how well the system is working by looking at key factors like customer satisfaction, how fast orders are completed, and the accuracy of data (Puri et al. , 2000)
· Check every three months to see if the rules are being followed and if the investment is paying off.
This careful plan ensures that AKPerog Ltd. keeps the company running smoothly while moving to the new digital setup.
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In conclusion, the old and disorganised information systems at AKPerog Ltd. are causing problems that make it hard for them to work successfully, be accurate, and make good decisions. A well-connected digital system that can help manage inventory better, build stronger customer relationships, and provide real-time data will be made possible by combining ERP, CRM, and BI technologies. The business will manage its data better, follow GDPR rules, and gain a lasting edge over competitors by using this solution. To achieve lasting changes in digital technology and business growth, careful planning, training, and checking performance will be necessary.
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