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[bookmark: _Toc708235302]1. Introduction 
Business Case Overview AKPerog Ltd. is a fast-growing retailer of consumer electronics with 30 physical stores and an online shopping site. In the last year, the company has seen a big increase in sales because more people want electronics and they have a strong online presence. But the company’s internal processes haven’t kept up. Old and disconnected information systems are starting to slow things down, affecting efficiency, customer satisfaction, and compliance with data protection rules. 
AKPerog Ltd. is facing some big problems with its current information systems. One major issue is that the systems are all separate and not connected. This separation means that data isn't integrated, which forces employees to enter data manually and fix mistakes between different departments. These manual tasks can easily lead to errors, waste time, and slow down important decisions. For example, customer orders might be in one system, inventory in another, and financial records in yet another. Because there isn't a single view of everything, it's hard to see the whole process of an order from when it's placed to when it's fulfilled and billed, which can cause inefficiencies and unhappy customers.
 Additionally, the current systems don't have strong analytical features. Without the ability to easily pull out, analyze, and visualize data, AKPerog Ltd. can't get useful insights about its operations, customer habits, or market trends. This lack of insight makes it tough to plan strategically and solve problems before they happen. For instance, figuring out which products are popular, understanding changes in demand during different seasons, or finding issues in the supply chain becomes a difficult and often wrong task without integrated data and analysis tools. 
Another big challenge is that the current infrastructure isn't very scalable or flexible. As AKPerog Ltd. grows, its existing systems have a hard time handling more transactions, new products, or a larger customer base. This inability to scale can cause the systems to slow down, crash, and not support future growth, which can limit opportunities for expansion.
Customer satisfaction also takes a hit because of the limitations of the current system. Slow responses to questions, wrong order deliveries, and trouble accessing complete customer histories are all direct results of poor information flow. Nowadays, customers want smooth and personalized experiences, but AKPerog Ltd.'s current systems aren't meeting those needs. Not being able to quickly look up a customer's full history, including past purchases, support requests, and preferences, makes it hard to give good service and solve problems quickly. 
Lastly, there are security risks and compliance issues that come with using outdated systems. Old software might not get security updates anymore, which makes it vulnerable to cyber-attacks and data leaks. Also, it can be tough to meet regulatory requirements when data is spread out across different, insecure platforms. The risk of losing data, unauthorized access, and not following the rules can lead to serious financial and reputational problems for AKPerog Ltd.
The CEO of AKPerog Ltd. has asked for this proposal to find and suggest a modern, integrated information system that will make operations smoother, enhance data accuracy, help with decision-making, and allow for future growth. 

[bookmark: _Toc1054749577]Key Challenges 
 AKPerog Ltd. is dealing with a few big problems right now:
·  Inventory Management Issues: The way they track their stock is done manually, which leads to a lot of mistakes between what they have in their physical stores and what customers order online. This makes customers unhappy and costs the company money. 
· Inefficient CRM Processes: Customer information is spread out over different systems, which makes it hard to market effectively, personalize services, and solve complaints. 
· Slow and Error-Prone Reporting: They put together sales data by hand in spreadsheets, which are often wrong and not up to date. This results in bad predictions and poor decision-making.
·  Data Protection and Compliance Risks: Their current systems don’t have strong access controls or security measures, which puts them at risk of not following GDPR rules.
·  Lack of System Integration: Different departments like sales, finance, and inventory have separate systems that don’t connect, so they have to move data around manually. This wastes time and increases the chance of mistakes.
 All these problems together are stopping AKPerog from growing, working efficiently, and staying ahead of the competition. (Chopra & Meindl, 2021)
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AKPerog Ltd. uses a mix of old-school methods and digital systems:
·  Inventory Management: They keep track of stock by hand and use spreadsheets and paper logs. Sales Processing: They have a point-of-sale system.
·  Customer Data: Customer information is saved in different systems that don’t connect with each other. (Turban et al., 2020).
· Financial Systems: Their accounting and finance rely on separate software, which needs sales teams to enter data manually.
·  Reporting: They create performance reports by hand from different data sources using Excel. (Payne & Frow, 2017)
Identified Inefficiencies and Gaps
·  Lack of Real-Time Data: Since the systems aren’t connected, sales and inventory information gets updated at different times. This means managers can’t see stock levels or sales trends right away. (ICO, 2023).
· Human Error and Redundancy: When people manually enter data in different departments, it leads to mistakes, duplicates, and delays. 
· Poor Customer Experience: Because the CRM data isn’t connected, support staff can’t see complete customer histories, which makes resolving complaints slow and not very good.
·  Limited Analytics Capabilities: Management doesn’t have real-time dashboards or analytical tools to help them make smart decisions. 
· Security Vulnerabilities: Without proper controls for data access and audit trails, there’s a higher chance of data breaches and breaking GDPR rules.
·  Operational Bottlenecks: Data silos between departments make it hard to work together and slow down important business processes like restocking, purchasing, and fulfilling orders. 
The current systems aren’t good enough for a growing multi-channel retailer. It’s important to modernize to help AKPerog Ltd. grow and change digitally. 
[bookmark: _Toc900527984]Recommended Solution
Proposed System: Integrated ERP with CRM Capabilities 
AKPerog Ltd. should think about using an Enterprise Resource Planning system that works with a Customer Relationship Management module. A good option for mid-sized retail companies like AKPerog Ltd. would be a cloud-based solution like Microsoft Dynamics 365 Business Central, SAP Business One, or Oracle NetSuite. 
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 Inventory and Supply Chain Management:
·  Keeping track of stock levels in stores and warehouses in real-time.
·  Automatic alerts for restocking and managing suppliers. 
· Making sure online and offline inventory match up. 
Integrated CRM Module: 
· Combined customer profiles that include purchase history, preferences, and support interactions.
·  Tools for creating personalized marketing campaigns and loyalty programs. 
· Smooth integration with customer service to handle complaints efficiently. 
Sales and Financial Integration: 
· Automatic syncing of sales transactions with accounting and financial systems.
·  Real-time tracking of revenue, managing expenses, and analyzing profitability.
Business Intelligence and Analytics:
·  Interactive dashboards allow management to see sales, inventory, and customer information instantly. 
· Predictive analytics help in forecasting demand and tracking performance. 
Data Security and Compliance Features:
·  There are role-based access controls and data is stored securely with encryption.
·  Data handling follows GDPR rules and includes audit trail features. 
Cloud Infrastructure:
·  A centralized and scalable cloud setup provides secure remote access. 
· This reduces the need for physical hardware and cuts down maintenance costs.
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Table 1
		Criterion



	Benefit of Proposed ERP + CRM System


	Business Efficiency
	It automates tasks that people usually do by hand, which cuts down on repeated work and makes mistakes less likely.

	Scalability
	The cloud-based system makes it simple to add new stores, users, and features whenever needed. 


	Cost Effectiveness
	With subscription pricing, you spend less money upfront and save on IT maintenance costs.

	Data Accuracy and Real-Time Access
	The integrated modules give everyone in the company the same accurate information.

	Improved Decision-Making
	Advanced analytics tools help with making predictions and planning based on data.

	Enhanced Customer Experience
	The unified CRM helps with personalized marketing and solves issues more quickly.

	Compliance and Security
	Built-in GDPR compliance, data encryption, and access controls protect sensitive information.
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1.  Better Inventory Optimization: Automated inventory syncing gets rid of stock problems, which helps to lower both overstock and stockouts.
2.  Enhanced Customer Engagement: Having all CRM data in one place allows for special promotions and loyalty programs, which helps keep customers coming back.
3.  Operational Efficiency: Working together across departments means less manual data moving around and fewer delays.
4.  Accurate Reporting: Dashboards that show real-time data give useful insights for making smarter decisions.
5.  Compliance and Risk Reduction: Safe access controls and audit trails make sure we follow the law and regulations.
 In summary, using an integrated ERP and CRM system will change AKPerog Ltd. into a company that focuses on data, customers, and being quick to adapt. (Monk & Wagner, 2019)
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Phase 1: Project Planning and Requirement Analysis (Month 1–2)
·  Start by talking to everyone involved to figure out what they need. 
· Decide what the project will cover, what we want to achieve, and how we will know if we are successful. 
· Choose a good ERP-CRM vendor, like Microsoft Dynamics 365. 
· Create a project charter and get the budget approved.
 Phase 2: System Design and Configuration (Month 3–5) 
· Make changes to the ERP modules (like inventory, finance, and CRM) so they fit with how AKPerog works.
·  Plan how to connect with the current e-commerce platform and POS systems.
·  Establish user roles, access levels, and rules to follow. 
Phase 3: Data Migration (Month 6) 
· Clean up the current data to get rid of duplicates and mistakes.
·  Move customer, product, and financial data to the new system. 
· Check that the data is correct after moving it. 
Phase 4: Testing and Training (Month 7–8)
·  Carry out system testing, which includes user acceptance testing. 
· Offer detailed training sessions for workers in all departments.
·  Create user manuals and support documents. 
Phase 5: Go-Live and Evaluation (Month 9) 
· Launch the ERP-CRM system throughout the company. 
· Give on-site help during the transition time.
·  Keep an eye on system performance and gather user feedback. 
Phase 6: Continuous Improvement (Ongoing) 
· Plan regular updates and patches.
·  Review performance metrics. 
· Increase system features as the business expands.
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· Employee Training: Provide customized training sessions for the sales, inventory, finance, and marketing teams. 
· Change Management: Explain the advantages of the new system to help lessen resistance. Create change champions in every department.
·  User Support: Provide round-the-clock helpdesk services and support for the first six months after implementation. 
Training is critical, as system adoption failure often stems from inadequate user preparation (Wagner & Newell, 2020).
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Table 2 
	Challenge
	Mitigation Strategy

	Employee pushback against new tech
	Offer early involvement, practical training, and rewards.

	Complicated data transfer
	Carry out a test migration and utilize data cleaning tools.

	Connecting with old systems
	Employ APIs and middleware for smooth connections.

	Exceeding budget limits
	Adopt a step-by-step rollout and keep track of costs regularly.

	Service interruptions during the switch
	Plan the launch during slow sales times and keep backups handy.
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AKPerog Ltd. is facing a crucial moment because its old information systems are making it hard to work well, help customers properly, and compete in today’s market. The suggested use of a combined ERP system with built-in CRM and BI features provides a game-changing solution. This all-in-one approach will gather data in one place, make operations smoother, support decisions based on data, and greatly improve customer happiness. By putting money into this new information system, AKPerog Ltd. will not only fix its current problems but also create a strong and flexible base for future growth and ongoing success. Choosing this technology is not just an upgrade; it’s a major change towards a more quick, smart, and customer-focused business model, making AKPerog Ltd. a leader in its field.
 Key expected benefits include:
·  95% reduction in stock discrepancies. 
· 50% faster order fulfillment and reporting. 
· Enhanced customer satisfaction through personalized engagement.
·  Improved compliance with GDPR and data security standards. 
· Scalable platform supporting future expansion. 
AKPerog Ltd.’s current problems with operations come from old, disconnected systems that can’t keep up with its growth. The suggested combined ERP and CRM solution will change how the company works by allowing real-time data sharing, boosting customer relationships, and making sure it follows the rules. By using this new, cloud-based information system, AKPerog Ltd. will not only fix its current issues but also set itself up for lasting growth and a competitive edge in the retail electronics market. 
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