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1. INTRODUCTION
OVERVIEW OF BUSINESS CASE
AKPerog Ltd is an electronics retailer with 30 outlets and an e-commerce platform for consumer purchases. Sales have increased significantly over the past year, and the organisation is keen to expand further. Nevertheless, the present information systems are outdated and inefficient.
 These information systems are causing operational hiccups across daily operations, from sales to stocking. The use of a manual tracking system has led to discrepancies between physical store and online orders information. In the same vein, a decentralised customer relationship management (CRM) system has made it impossible to track purchase history, including data security vulnerabilities, operational inefficiencies, and non-compliance with national and international regulatory standards (Mensah and Bugyei, 2025). If left on, the situation will worsen further. 

IDENTIFICATION OF KEY CHALLENGES
The key challenges posed by the outdated information system currently in use by AKPerog are
· Manual Inventory System uses led to discrepancies in stock between physical stores and online platforms
· Customer relationship management, customers' data is stored across multiple disconnected systems
· Slow and inefficient decision-making
· The organisation is not fully compliant with the data protection regulation (GDPR)
· Lack of software integration between departments disrupts communication flow.





2. EVALUATION OF EXISTING SYSTEMS
· ANALYSIS OF CURRENT SYSTEMS
The structured approach to system analysis remains fundamental (Langer, 2011, p. 1), with analysis of present systems in correlation with business needs. There are two major systems currently in use by AKPerog Ltd. This analysis will evaluate the systems, their benefits and limitations, and their impact on the organisation. 
· Manual Inventory Tracking System
AKPerog currently relies on a manual process to record, update, and monitor inventory activities. Common tools include:
Spreadsheet 
Manual stock count
Physical signature for approval
Human-driving update for stock movement (receiving, issuing, adjustment).

Limitations and pitfalls of manual MITS:
Manually used ITS has significant drawbacks that impact efficiency, accuracy, and scalability: 
High risk of Error
Time inefficient
Lack of Real-Time visibility
Poor Traceability
 Data vulnerability
 Limited scalability
· The Impact of MITS AKPerog Ltd.
The above issues have significantly impacted the organisation's operations and finances. Some of the areas affected are: 
Financial loss due to stock variance, theft, or mismanagement.
Frequent stockout or overstocking
Reduced customer satisfaction from delayed orders 












· Customer Relationship Management System.
The organisation presently stores customer information across multiple disconnected management systems, including spreadsheets, email tools, sales applications, billing systems, support ticketing tools, and legacy databases.  Finance operates with different billing systems, and customers' onboarding forms are stored manually in a separate system. Due to a lack of integration, each department maintains its own version of customer information. The General Data Protection Regulation (GDPR) is a comprehensive data protection law that affects businesses that are not in compliance ( Folorunso et al., 2024).
Limitations of the current CRM:
· Data fragmentation:
Lack of real-time visibility and insight
Limited scalability
Disconnected systems are not suitable for organisational growth
Adding more customers intensifies the complexity and inefficiencies
No support for automation and analytics.
· Financial Impact:
Limited ability to identify upselling/cross-selling opportunities
Substantial loss of productivity (Wynn, 2021, p. 1).
Costly reporting and data management tasks
· Strategy and impacts:
Difficult to execute a data-driven strategy
Barriers to digital transformation 
Increase risk in competitive markets













· IDENTIFICATION OF INEFFICIENCIES AND GAPS
Several inefficiencies and gaps were identified in the analysis of APErog Ltd.'s information system. 
· Inefficiencies in the use of manual ITS and CRM 
	Manual ITS
	CRM

	No real-time inventory visibility, disrupting communication within the Team and reducing efficiency.
	The customer support Team cannot handle complaints because information is stored across multiple tools, including spreadsheets, email, billing, and support systems.

	Manual information transfer between departments led to delays and errors. 
	Sales, finance, and inventory Teams cannot see others’ interactions.

	Time-consuming stock counts
	Employee manually transfers customer information between departments.

	Difficult to identify the root cause of discrepancies
	The Marketing Team finds it Difficult to deliver targeted promotions

	The system cannot handle the growing inventory.

	Hard to enforce privacy regulations like GDPR.


 
Gap in the use of Manual ITS and CRM
	Area
	                       Manual ITS
	                          CRM

	Data Accuracy
	Manual errors, inconsistent updates
	Duplicated/ inconsistent customer data


	integration
	No automated link with sales and finance
	Customer information is scattered across multiple systems

	Real-Time Visibility
	No real-time stock-level insight
	No unified customer profile, both in-store and online

	Scalability
	Cannot scale with business growth
	Disconnected tool limit automation and expansion

	Process Efficiency
	High manual workload
	Redundant manual entry and reporting

	Security & Compliance
	Vulnerable records, no backup
	Fragmented data leading to compliance risk

	Decision Making
	Slow outdated data
	Limited analytics and incomplete customer insights











3. RECOMMENDED SOLUTION.
· Proposal of a new or upgraded system.
I am proposing an Automated Inventory Tracking System and a Centralised Customer Relationship Management System. These systems are modern, cloud-based and efficient.
A suitable management information system plays a significant role in enabling an organisation to retrieve information for decision-making and improve performance (Laudon and  Laudon, 2024). 
THE INDEPENDENCE BETWEEN ORGANISATION AND INFORMATION SYSTEM
     Hardware

Business Strategy Objectives: Business Process

Software
  Data Management


Telecommunication


   Business Firm                                    Information System

The diagram shows the interdependence between a firm's information system and its capabilities. Changes in business strategy, rules, and processes require adjustments to hardware, software, databases, and telecommunications. 

Data is the lifeblood of every company; to make decisions, everyone requires accurate information, according to Alawanleh et al. (2021)

















· Justification for the recommendation based on business needs, efficiency, cost and scalability.
These cloud-based systems use an AI-driven platform to interact automatically, sharing information and predicting needs across departments in real time.

Automated Inventory Tracking Systems (ITS).
	Business Need
	Efficiency
	Cost
	Scalability

	Accurate and visible stock level
	Real-time update
	Reduce stock losses, 
	Allow multi-location inventory management

	Customer Satisfaction due to the expedited order 
	Barcode/RFID scanning

	Decrease manual labour time for stock counts and reporting
	Handling increased stock volumes and product ranges




Centralised Customer Relationship Management System (CRM).
	Business Needs
	Efficiency
	Cost 
	Scalability

	Sales, finance, operations and customer service share real-time information.
	Automated workflow replaces manual handover.
	Minimise the labour spent searching for information.
	Allowing unlimited customer records as the business expands

	Decision-making is data-driven instead of manual, based on manual reports
	Unified customer data entry platform
	Reduce error that leads to lost sales or service delays.
	Integrating with marketing tools, inventory, and the finance system

	Inventory and customer data connect seamlessly.
	Integrated communication tool streamlining email, call, and follow-ups
	Improving lead conversion through better tracking
	Support additional users and departments without major configuration

	The business is positioned for future growth
	Real-time visibility ensures faster decision-making.
	Consolidate multiple disconnected tools into one platform.
	Offering cloud-based access for mobile and remote teams














· Explanation of how the system will improve operations, Data management and decision making.
An Automated Inventory Tracking System will address stock discrepancies by automatically reflecting sales across both physical and online stores, using barcode/RFID or QR code scanners to link physical inventory movement to a central inventory system. Online customers can view available stock and place orders, and Managers can track sales for restocking frequently ordered items, support future purchases, and avoid overstocking or understocking, thereby improving financial performance and customer satisfaction. 
A centralised, cloud-based CRM system manages information from all departments, including sales history and customer data, providing real-time insights for personalised marketing and prompt decision-making.  Because this is a cloud-based CRM, all customer information is stored in a single secure location accessible only to authorised staff or management. The company will be fully compliant with data regulations, including GDPR. CRM systems become a central part of business processes and can provide a better use of inventory ( “ Nasershariati & Khan, 2011, cited in Tavana, 2017”). 




























4. Implementation Plan 
Initiating a new system requires a critical examination of each step (Vaughan, 2023). 
Implementation Steps:
Step 1
Objective
1


Step 2
Teams
2


Step 3
Needs Assessment.
3


Step 4
The right software.
4


Step 5
Detailed timeline.
5


Steps 6
Resources and Implementation Cost
6


7

Step 7
Communication plan.


 Step 8 
Plans for training and Support
8


Step 9
Test and Troubleshoot
9



Step 10
Roll out & monitor
10








SMART Objectives for the Implementation of ITS AND CRM
	Phase
	Phases Name
	Duration in Weeks
	Objectives
	Key Activities

	1
	Objective & Planning
	1-2
	Establish project foundation
	Define objectives and timeline

	2
	Assemble Team & Process Analysis
	3-5
	Establish governance and design future processes
	Appoint the project team, and map the workflow

	3
	Conduct Need Assessment
	6-7
	Capture Business needs and requirements
	Document the current process; define the system requirement and data & security needs.

	4
	Choose the System
	8-10
	Select an ITS and CRM platform that fits the Business needs
	Evaluate vendor, conduct demo, cost, scalability, and integration. 

	5
	Develop a detailed Timeline
	11-12
	Implement Phases with time-bound responsibilities.
	Allocation of responsibilities to all departmental Heads

	6
	Allocate resources, implementation and Testing   
	13-14
	Determine the resources required to implement the project and validate system readiness.
	Critical examination of personnel, budget and equipment needs for the implementation, ensuring cost is managed through the timeline and carrying out functional tests

	[bookmark: _Hlk216552616]7
	Communication plan
	All Phases
	Consistent Communication with all Departmental Heads and Team Members  
	Meeting/Video call, Email/Report, Notice/Briefing

	8
	Training
	15--17
	Conduct a Role-based user training session and provide a user guide
	Train user, adopt a checklist

	9
	System integration, Testing and troubleshooting
	18
	Functional testing, security testing, user acceptance test, and defect resolution.
	Enable data flow with other systems and validate system readiness

	10
	Roll out and monitor
	Ongoing
	Launch the system, improve and optimise the system
	Final date migration, system activation, hyper care support, adoption monitoring, workflow improvements, and advanced feature additions.






5. Summary of Key Points and Conclusion.
Key Summary
AKPerog Ltd faced operational and managerial challenges due to the use of a manual inventory Tracking system and a decentralised Customer relationship management system, resulting in operational delays, compromised customer information, slow response times, and poor customer experience. An Automated Inventory Tracking System and Centralised, Cloud-Based Customer Relationship Management (CRM) system is recommended to expedite business operations, eliminate manual information handoffs, and create a single, unified source of information. Improve collaboration and enhance customer service.

Conclusion
The current manual and fragmented approaches to inventory and customer information management are no longer sustainable as the company looks to expand. Implementing a modern automated inventory tracking system and a centralised CRM platform will address these challenges and improve operations. Together, these system forms a strong foundation for digital transformation and long-term organisational growth.
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