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Introduction
 AKPerog Ltd. is a rapidly growing consumer electronics retailer with 30 physical stores and a rapidly growing e-commerce website. However, due to this fast growth, it is now facing several challenges in their operations. Firstly, their current inventory system is outdated and managed manually, which leads to variations between their physical stores and their website. This is similar to what is discussed by Logos Logistics and Distribution (2025). They have customers placing orders but then finding out that it is actually out of stock. This leads to returns and loss of consumer confidence. At the same time, it is evident that their current customer data management is not ideal. Their consumer data is managed by several different systems that are not interconnected. This makes it impossible for them to send marketer-targeting marketing information and any form of adequate customer service. At the same time, it is evident that their current management does not have current information. Their sales reporting is done by managing a simple spreadsheet with several errors. According to current research on several industries, firms with fragmented data on operations and customers cannot have a clear understanding of all operations and customers (KPMG, 2025; Kusumawati, 2025). Outside all these problems, it is evident that there is not only a problem with operations but with security. Their current system is not easily accessed by authorized personnel only. At the same time, it is not compliant with current legislation such us the General Data protection regulation. Finally, due to all operations involving several different business entities such us those responsible for selling, finance, and managing inventory by themselves, it is hard for all members to meet and access information.

Evaluation of the current information systems at AKPerog Ltd.
Currently, it seems that AKPerog Ltd. is relying on a makeshift information system involving various manual and non-integrated systems that are not capable of accommodating the needs of this expanding retail and e-commerce business. One of these is related to their current manual inventory tracking process. This is done by following a process involving spreadsheets or paper documents by store staff and individuals processing internet orders. According to research, this particular process is liable to involve serious inaccuracies. Such issues have been found to affect service, cost, and profitability (Wynn and Kuhn, 2021).
From a real-world perspective for AKPerog Ltd., this means that while the inventory might be counted by physical stores for a certain quantity of a particular product, it is possible for this product to be advertised on the internet platform for purchase, only for the customer to finally receive a "product out of stock" notice or even a refund. This situation is due to low levels of inventory visibility, which is considered one of the biggest bottlenecks, especially with regards to obtaining correct and current channel-wide visibility without relying on automation (Onepoint.ai, 2025). Another clear issue relating to current operations for AKPerog Ltd. is inventory imbalance between physical shops, with one store having excess while another store is depleted. Industry literature emphasizes stock-out and overstock as typical inventory management failures when systems are weak (Jenkins, 2022; Prakash et al., 2018). At AKPerog, these issues result in additional storage or markdown costs for such imbalances. Apart from such cost ramifications, it is evident that the CRM and customer data environment is greatly fragmented. Customer data is actually managed in different, disconnected systems (online store, POS system, customer service records). Due to this fragmentation, there is no consolidated customer profile for business, thus purchase history, preferences, and complaints are spread out, as explained by Kusumawati (2025). Consequently, it is not possible for the marketing department to launch targeted marketing campaigns, nor is it feasible for the customer service department to easily recall past interactions for quick response to customer inquiries. Evidence suggests that one of the biggest problems solved by CRM software is a problem related to fragmented customer information. Without such integration, it is not feasible for the retailer to promote customer service or insight (Panorama Consulting Group, 2024). Moreover, the decision-making process in AKPerog is inefficient. The reporting on sales is done by hand by pulling information out of spreadsheets perhaps for individual stores and then rolling up. Such reporting leads to delays, inaccuracies, and stale information. Consequently, this business does not have current and up-to-date information or reporting on which items are selling, which stores are failing, or how internet orders are trending. 
Research on inventory management highlights that inefficient information sharing makes it difficult for forecasting, control, and response (Xenia Team, 2025). Also, each system used by both sales, finance, and inventory does not have integration. Thus, information from one business unit has to be imported by employees themselves, reformatted, or reconciled. This leads to delay, human error, and resource waste that can be utilized more effectively elsewhere. Finally, with respect to both security and compliance, it is clear that the business current practice is suboptimal or vulnerable. The current system with multiple spreadsheets and disconnected databases makes it hard to adhere to a common data protection policy, and ensure regulatory compliance, example, under General Data Protection Regulation (GDPR). Also, it would be hard to trace any customer information accessed by someone or an employee. Indeed, not only for AKPerog but for any business, insecure central IT infrastructure systems can increase vulnerability to hacking and data breach, along with violations of security and privacy regulations (Hemphill and Longstreet, 2016).

Recommended Solution
Based on the operational issues affecting AKPerog Ltd., recommendations include implementing a comprehensive information system solution for managing such issues, which would comprise: a current cloud-based enterprise resource planning (ERP) system with features for inventory management and a unified Customer Relationship Management (CRM) for both e-commerce and physical retailing.
Proposed System Overview
The ERP will allow for one system for managing sales, inventory, finance, and fulfilment. The Inventory Management Module will provide real-time inventory visibility for both physical and online channels across all 30 physical stores. Its features will include automated inventory allocation and replenishment. The CRM module will ensure a combined customer view, with purchase history, service engagement, and marketing activity all entered into one database. The system should be scalable, thus cloud-based, such that when AKPerog expands by opening new stores or extend to new regions or geographical area, it becomes easy to expand the platform without heavy re-engineering. Indeed, the ERP/CRM system will be integrated with both the e-commerce site and POS (Point-of-Sale) systems located in stores to ensure seamless data flow.
Justification – Business Needs, Efficiency, Cost and Scalability
The issues that AKPerog is facing include stock discrepancies, disconnected customer information, and decision-making. These issues are resolved by a holistic ERP. For instance, a robust inventory system will bring down the chances of over-selling and enhance cash flow ( Jenkins, 2020). Moreover, the store managers spend considerable time reconciling information on traditional spreadsheets. An automated system will minimize human errors associated with such activities. Research indicates that automated inventory tracking is more efficient and accurate (Price, 2025). Again, the ability to prevent stock-out (lost sales) and overstock (tied up investment) will empower AKPerog to enhance profitability, in line with the discussions by Bolz (2024). For example, inventory management software "reduces excess stock and frees up cash for other investment" (Bolz, 2024). Furthermore, with a cloud-based ERP/CRM, it is easier for AKPerog to add stores, channels, or regions without implementing individual systems. Modules can be turned on based on business growth, which makes it future-proof. Lastly, regarding customer information fragmentation issues, having a comprehensive CRM can provide personalized promotions, improved service, and greater customer loyalty. Research evidence indicates that CRM can improve customer service and even help with new product identification for e-commerce (Latifi et al., 2023).

How the System Will Improve Operations, Data-Management and Decision-Making
1. Improved inventory: Employees working in physical stores and those involved in e-commerce will see the same levels of inventory. An example would be if a customer ordered something. Thus, the system would immediately reserve that inventory and update all levels in every store, thus avoiding occurrences related to "out of stock after order". As claimed by NetSuite, good management practices allow businesses to have “greater insights, better terms with vendors, and increased profits” (Jenkins, 2020).
2. Fulfilment and allocation of stock: The system can fulfil orders from the nearest store or warehouse. This helps in managing the inventory evenly across different stores. This will solve AKPerog’s current issue, where one store is full of inventory but another is not.
3. Unified Data and Analytics: With the ERP system acting as a common data source, executives can create analytical dashboards for such variables as store, product category, or Web-related sales on a nearly real-time basis. Prior to this integration, such reporting would have been done manually via spreadsheets. Retailers, for instance, with integrated information can now have reporting and operations support for decision-making.
4. CRM customer insights: Marketing would be able to segment their customer base based on purchases, geography, and product preferences. Customer service representatives would have insight into purchase history and complaints, which would enhance faster complaint resolution. According to literature, CRM is "bringing direct benefits in terms of both financial performance and business activity" (Gil-Gomez et al., 2020). 
Implementation Plan
The implementation process for introducing a new cloud-based Enterprise Resource Planning (ERP) system with incorporated Inventory Management and Customer Relationship Management (CRM) components for AKPerog Ltd. will have to be done in a thorough manner. This will ensure that there is little disruption to normal business activities and will help the firm increase efficiency and levels of customer satisfaction.
The initial step to discuss would be needs assessment and system selection. The firm would have to engage with stakeholders in sales, finance, inventory, and customer service to ensure a clear understanding of their needs. This is to ensure that any ERPs such as SAP Business One, Oracle NetSuite, Microsoft Dynamics 365, among others, that will be adopted are aligned with their business processes and can meet both physical and e-commerce business models. It is likely that product demos would happen during this process, with assessments by their IT team on cost of ownership, scalability, and integration with their current Point-Of-Sale and e-commerce systems. The second step would involve data migration and system integration. Customer information, inventory, and financial information would require cleaning and migration to the new system. Research indicates that a poorly planned data migration process can result in delays and loss of data (Sarmah, 2018). Hence, it would be necessary for AKPerog to test this migration process on a small scale before implementing it on a full scale. System integration with their e-commerce site is imperative to ensure that both their physical and virtual stock levels are up to date in real time to avoid occurrences such as these: "out-of-stock situations.” Moreover, employee training and change management will play a critical role in this success. Workers will have to learn how to effectively use this new system. Store managers will have to be trained on how to monitor inventory levels by using this new ERP dashboard, while the marketing team will have to be trained on how to use CRM software for sending out promotions. Employee engagement is critical in ensuring that there is no issue related to system underuse and resistance to change, which is mentioned by research done by Azouri et al. (2022). These trainings and engagements can be conducted by AKPerog. Again, the testing and implementation process should happen through a phasing process. Rather than implementing across all 30 stores in one hit, it would be beneficial for AKPerog to pilot with five stores and one Web region. This will allow for identification of any bugs or issues with use prior to implementation across the business. Assistance will be available, with support staff both from the vendor and in-house IT. The last step to be emphasized is the evaluation and monitoring process after implementation. The performance criteria would include accuracy in fulfilling orders, employee turnover, and customer satisfaction levels. These would be evaluated on how such parameters improve. Regular updates and scans would ensure this system is up to date with all necessary regulations such as GDPR. 
Conclusion
 An implementation of a cloud ERP system with built-in Inventory Management and CRM functionalities will assist in dealing with current challenges and improving efficiency for AKPerog Ltd. The new system will allow for real-time inventory visibility for all 30 stores and the website, thereby increasing inventory accuracy and decreasing any discrepancies and subsequent customer complaints. The CRM system will allow for customized marketing and faster customer service response due to comprehensive customer information integration, which can increase customer loyalty and sales (Gil-Gomez et al., 2020). Data transfer between any or all of these: sales, finance, and inventory will occur instantly with automation by the ERP system, thereby increasing efficiency and decreasing human error (Jenkins, 2020). Also, for instance, if a customer purchases a laptop, it will instantly update inventory, finance, and customer information. Finally, this new system will increase efficiency, guarantee data protection for all customers in line with GDPR regulations, and facilitate growth for AKPerog Ltd. in a competitive market (KPMG, 2025 and Price, 2025).
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