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AKPerog Ltd. is a fast-growing consumer-electronics retailer operating 30 physical stores plus an e-commerce platform. While sales have risen significantly over the past year, the business is now suffering from multiple operational challenges that threaten both customer satisfaction and profitability. At the heart of the problem, the company uses a manual inventory-tracking system which leads to stock discrepancies between physical stores and online orders. Customers place orders online only to learn later the item is out of stock, leading to complaints and refunds. Store managers lack real-time visibility of overstocked or under-stocked lines, which causes financial losses and order fulfilment delays.
Furthermore, customer data is stored across multiple disconnected systems, making it difficult for the marketing team to send targeted promotions, and the support team cannot efficiently address complaints due to missing purchase records. Decision-making is also suboptimal: sales reports are manually compiled in spreadsheets, often with errors and outdated data; management struggles to analyse real-time trends, resulting in weak forecasting and lost opportunities. In addition, the company is not fully compliant with data-protection regulations such as General Data Protection Regulation (GDPR): the existing system lacks proper access controls, increasing the risk of unauthorised data access. Finally, there is a serious lack of integration across departments (sales, finance, inventory), each of which uses disparate software that does not communicate, forcing manual data transfer, wasting time, and increasing error rates.
In short, AKPerog Ltd. faces three inter-linked challenge clusters: inventory/integration inefficiencies, customer-data/CRM fragmentation, and weak decision-making from outdated systems. As IT consultant to AKPerog Ltd., I recommend the adoption of an integrated Enterprise Resource Planning (ERP) plus Customer Relationship Management (CRM) system, specifically a platform such as Microsoft Dynamics 365, to streamline operations, improve data management, enable real-time decision-making, and ensure GDPR compliance. The remainder of this proposal will evaluate the existing systems, present the recommended solution, propose an implementation plan, and draw conclusions and expected benefits.
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From the business case, the current set-up at AKPerog Ltd. appears to involve:
· A manual inventory-tracking system, likely spreadsheets or store-specific local software, rather than a unified system.
· Disparate store and online systems that do not synchronise inventory data in real time.
· A CRM environment where customer data is spread across multiple disconnected systems rather than centralised.
· Decision-making reliant on spreadsheets compiled manually, sales reports generated manually with risk of error, and no real-time analytics.
· Separate departmental systems for sales, finance and inventory with minimal integration, meaning manual data transfer between departments.
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Several clear inefficiencies and gaps emerge:
· Inventory discrepancy risk: manual tracking and disparate systems mean that physical-store stock and online order availability may be out of sync. This results in overselling or over-stock.
· Lack of real-time visibility: because data is compiled manually, there is latency in visibility to stock levels, sales trends, and customer data across channels.
· Fragmented customer data: with CRM data spread across multiple systems, the marketing team cannot generate an integrated purchase history or target promotions effectively; support teams cannot access a full customer profile. This reduces customer experience and loyalty. Research shows that integrated ERP-CRM improves customer satisfaction, loyalty and service quality significantly (Hossain et al., 2025). 
· Slow and error-prone decision-making: manual spreadsheets introduce risk of error and outdated data; management cannot rely on timely analytics or forecasting. Empirical research shows ERP implementations lead to improved business performance when properly aligned (Al-Assaf et al., 2024). 
· Compliance and security risk: the lack of secure access controls and unified data governance increases risk of non-compliance with GDPR and exposure to cyber-threats.
· Organisational silos: different systems across departments impede cross-functional data flows, e.g., when sales order data must be manually entered into finance or inventory systems, increasing error risk and delay.
In summary, the existing situation is characterised by manual and disconnected processes, data silos, operational inefficiencies and sub-optimal customer relationship management. These gaps hamper the company’s ability to scale further, reduce cost, and improve customer satisfaction, hence the need for a modern, integrated information system.
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I recommend that AKPerog Ltd. adopt a modern, cloud-based integrated ERP and CRM solution. Specifically, Microsoft Dynamics 365 offers modules for finance, supply chain/inventory, retail management, CRM (sales, marketing, customer service) and analytics (via Power BI). Microsoft describes its ERP offering as centralising business functions, eliminating silos, delivering real-time insights, automating tasks and improving decision-making. The integrated nature of Dynamics 365 means that inventory, sales, customer, finance and analytics modules share the same data platform, reducing duplication and latency.
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Business needs alignment:
· Inventory challenge: the ERP module will provide real-time stock levels across stores and online, enabling accurate fulfilment and preventing stockouts or oversells.
· CRM fragmentation: the CRM module enables unified customer profiles, purchase history, service interactions and marketing campaigns.
· Decision-making: the analytics and reporting modules deliver dashboards and real-time reports, replacing manual spreadsheets.
· Compliance/security: cloud-based service with built-in security features and compliance tools improves data governance and GDPR compliance.
· Scalability: as the business expands, the modular cloud architecture allows additional stores, online channels and functional modules to scale without major re-build.
Efficiency gains:
Integrated systems reduce manual data entry, automate workflows. Literature on ERP-CRM integration shows improved operational efficiency, reduced errors and unified data flows are key benefits (OpenSource Integrators, 2023) and organisations report significant improvements in productivity and cost-efficiency (Nix-United, 2025). 
Cost considerations:
Initial investment in licensing, implementation, change management and training is required. However, cloud subscription models reduce upfront capital expenditure (CapEx), shifting to operational expense (OpEx), aligning well with growth. Over time, cost-savings from reduced manual labour, fewer stock losses, fewer refunds and better marketing ROI will deliver return on investment. Research on ERP adoption shows positive financial impacts for SMEs when well implemented (Estébanez, 2021). 
Scalability and future proofing:
Cloud-based ERP/CRM supports growth in store footprint, e-commerce volume and data volume. The vendor ecosystem evolves modules and integrates AI and big-data capabilities. Research on ERP responsiveness with big-data technology shows that modern systems can handle large volumes and help organisations gain competitive advantage (Elragal et al., 2023). 
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Operations:
· Real-time inventory visibility across all channels means that online orders can only be accepted when physical stock is confirmed; stores will see centralised stock levels.
· Automated workflows: if a product is sold online, the system reduces inventory in the store, triggers pick/pack, updates finance ledger automatically. This reduces manual steps, human error and delay.
· Seamless integration means data flows from sales to inventory, and finance, without manual transfers; this reduces time wasted and errors, eliminating the bottlenecks caused by disparate systems.
Data management:
· A unified data platform means that customer data, inventory data, sales data and financial data are all centralised. This eliminates silos and duplication and enables a “single source of truth”. Integration of CRM and ERP is known to deliver better data quality and enable better analytics (Ntegral, 2023). 
· Compliance: the system includes role-based access, logging, audit trails and encryption, which supports GDPR compliance and reduces risk of unauthorised access.
· Historical data: the platform maintains customer histories, inventory trends, sales patterns, enabling richer insight and strategic use of data.
Decision-making:
· Dashboards and real-time analytics allow management to monitor key performance indicators (KPIs) such as stock turnover, online vs in-store sales, customer lifetime value, refund rates, pick-pack delays etc.
· Forecasting: with integrated sales, inventory and customer data, the system can support forecasting (e.g., trending demand, seasonal variations) and support proactive planning.
· Customer insights: the integrated CRM allows segmentation, targeted marketing campaigns, and personalised promotions based on purchase history, improving marketing effectiveness and customer retention. Studies show that ERP-CRM integration correlates strongly with improved customer loyalty and satisfaction (Hossain et al., 2025). 
In sum, the recommended solution addresses each of the major issue clusters faced by AKPerog Ltd. It will streamline operations, improve data visibility, support better customer experiences and strengthen decision-making capability.
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Phase 1 – Planning & Requirements Gathering (Month 0–1)
· Establish a steering committee (senior management, IT, operations, marketing) to oversee project.
· Map current processes in inventory management (store + online), CRM/marketing, finance, sales fulfilment.
· Conduct gap analysis of current systems vs target state.
· Define project scope, objectives, success metrics.
· Build business case including total cost, ROI estimate, risk assessment.
Phase 2 – System Selection & Design (Month 2–3)
· Confirm vendor: Microsoft Dynamics 365 (ERP + CRM modules) or variant.
· Define which modules to implement first (retail/inventory + CRM).
· Design integration architecture: migrate data from existing inventory spreadsheets/legacy systems into new ERP.
· Data cleansing and mapping (legacy master-data cleaning for customers, products, stores).
· Define security and access controls (GDPR compliance).
· Develop training plan.
Phase 3 – Pilot Implementation (Month 4–5)
· Select a pilot store + online channel to implement inventory/ERP and CRM modules.
· Configure modules: inventory management, store/online synchronization, CRM marketing, dashboards.
· Migrate master data (products, stores, customers) into pilot environment.
· Conduct user training for pilot staff (store manager, online fulfilment, marketing user, support team).
· Run controlled go-live, monitor performance, gather feedback, fix issues.
Phase 4 – Full Roll-out (Month 6–9)
· Roll-out to all 30 stores + e-commerce platform: inventory, sales, finance modules, CRM modules.
· Conduct training sessions for store staff, online fulfilment teams, marketing team, support team.
· Integrate legacy systems, if any, with new solution or retire them as part of cut-over.
· Switch off manual spreadsheets or keep in parallel for validation period.
· Monitor KPIs: stock-out rate, refund rate, order fulfilment delay, marketing conversion, customer satisfaction.
Phase 5 – Optimisation & Ongoing Support (Month 9–12 and beyond)
· Review system performance, identify areas for improvement.
· Introduce additional modules or capabilities.
· Maintain governance: perform security audits, GDPR compliance checks, change-management processes.
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Training:
· Conduct role-based training: store managers, online fulfilment team, marketing team, support team.
· Use combination of classroom sessions, online modules and job-shadowing.
· Ensure change management: staff need to understand benefits, have super-users in each store.
· Provide support during go-live: helpdesk, quick reference guides, and fallback procedures.
Integration with existing infrastructure:
· Existing spreadsheets, legacy systems need to be assessed: either migrated or retired.
· Interfaces may be required for the e-commerce platform and any point-of-sale (POS) in the stores to link with ERP.
· Data migration: convert product master, inventory levels, customer data to the new system; ensure data cleansing to eliminate duplicates.
· Security and compliance: define roles, access permissions, audit logs, data encryption in transit and at rest, especially important for GDPR.
Potential Challenges:
· Resistance to change: store managers and staff accustomed to spreadsheets may resist new workflows. Change-management strategy essential. As research indicates, user adoption is a key success factor in ERP projects (Walden University study). 
· Integration complexity: data mapping, legacy system interfaces and process change pose risks. As noted by Ntegral, different data formats and architectures make ERP-CRM integration challenging. 
· Budget/time overruns: ERP/CRM projects can be expensive and delayed if not well governed; poor methodology leads to failure (Madabattula et al., 2022). 
· Data quality issues: if legacy data is poor, migration may bring garbage in, resulting in poor decision-making.
· Security/compliance risks: without proper access controls and governance, GDPR and data-breach risk increase.
· Scope creep: without clearly defined scope, additional modules may delay roll-out and increase cost.
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· Ensure strong executive sponsorship and governance structure from project outset.
· Adopt a phased implementation (pilot first) to minimise disruption and build confidence.
· Invest in data-cleansing and master-data management early.
· Engage users early, communicate benefits, appoint super-users and champions.
· Monitor project budget and schedule closely; apply agile or hybrid approach where appropriate.
· Ensure compliance/security team is involved from the beginning, configure role-based access, encryption, audit logs.
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AKPerog Ltd. is at a critical juncture: its growth potential is being constrained by outdated and fragmented information-systems. Without action, stock discrepancies, weak customer data management, manual reporting and integration bottlenecks will continue to erode profitability, reduce customer satisfaction and hamper further expansion. The recommended adoption of a modern, cloud-based, integrated ERP + CRM solution (such as Microsoft Dynamics 365) directly addresses the identified challenges: it delivers real-time inventory visibility, eliminates data silos, centralises customer data for personalised marketing and support, and provides analytics for timely decision-making while improving compliance and security. The proposed implementation plan outlines a phased, structured approach including planning, pilot, roll-out and optimisation phases, with attention to training, change-management, integration and risk mitigation. With strong leadership, robust governance and focus on user adoption, AKPerog Ltd. can expect improved operational efficiency, enhanced customer experience, reduced stock losses and stronger data-driven decision-making, thereby enabling further growth and competitive advantage.
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