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Introduction

In this day and technological age with such high competitiveness within the retail industry, enterprises rely heavily in information systems to streamline and manage daily tasks and operations, support decision making and assist in the providing a high level of customer satisfaction. To not only remain competitive, but also expand, there is a need for real-time reports which require accurate data. This also comes with the significant requirement to securely manage and store customer information (Ragowsky, A et. Al 2000).
Kalori Ltd. Is a fast-growing consumer electronics retailer that has over 30 physical stores along with an e-commerce platform which over the last ear has experienced significant increase of sales leading to the company’s enthusiasm to expand further. At present, Kalori Ltd are operating with outdated and inefficient information systems which are causing a hinderance in the company's daily operations and growth. 



This proposal will detail, analyse and examine the current situation at Kalori Ltd, specifically the operational and technological challenges that hinder them and their growth. In doing so it will allow for recommendation of appropriate information systems to improve data accuracy, customer service enhancement, streamlining processes, and support decision-making within the organisation (Clemons, E.K., 1986). Many of the issues that stagnate Kalori Ltd.’s efficiency and growth are inventory management (Bose, D.C., 2006.), customer relationship management, decision making processes and the lack of integration and cohesiveness between different departments. These challenges highlight the company's requirement to implement modern information system(s) to achieve the desired objective(s). 
There are several key challenges Kalori Ltd. faces due to outdated information systems. These include: -
Manual Inventorhy Tracking System
This causes stock discrepancies between physical stores and e-commerce which then results in delayed fulfilment, refunds and ultimately – customer dissatisfaction. Poor inventory knowledgeability and management leads to over or under stocking which then leads to financial loss (Wynn, S., 2021.)
Customer Relationship Management
The disorganisation of customer data across the many different systems the business uses are not conducive to managing customer relationships, and places limitations on marketing opportunities and efficient customer support.
Incohesive Data Management/Lack of Integration
The lack of integration across all departments causes duplicated tasks/documents, data errors and overall inefficiency.
Decision Making Process/Operation Management
Due the error-prone reports/spreadsheets and the lack of real-time analytics, heed cannot be taken with decision-making which effects overall efficiency as an organisation and revenue loss.



Data Protection/Regulations
The incompliance of GDPR regulations opens opportunity for cyber security breaches regarding customer’s data and cyber attacks. It creates vulnerability for legal penalties and/or action against the business.




Evaluation of Existing Systems

Inventory Management System.
Kalori Ltd. Does not use a technology-based information system for inventory – instead this is done manually. Due to this and natural human error, stock can be prone to inaccuracies which leads to discrepancies between physical stores and online stock levels. This not only allows opportunity for situations where a customer can place an order for and item/items that are not actually in stock. Which can lead to potential refund requests and overall dissatisfaction, which will result in customers choosing to purchase from competitors and revenue loss, but also deprives management the real-time insight so they can take the necessary action to mitigate instances where this can happen.
Customer Relationship Management
Customer data is stored across multiple systems that have no integration in place, this hinders the business’ ability to effectively manage customer data and relationships. Information such as:
· Contact and Identity Data
· Interaction History
· Purchasing Behaviour & Sales Data
· Demographic and Descriptive Data
· Analytic and Qualitive Data
Because the information these provide are not synced, the business cannot maximise on opportunities to deliver and/or exceed customer expectations therefore do not reap the benefits of honing customer relationships that Customer Relationship Management (CRM) systems can provide.
The benefits of this data create personalised experiences enabling customised marketing and sales opportunities and approaches. They create better customer support because of instant access to customer’s history. Increased retention, as the system would be able to track “at-risk” customers and customer loyalty and data driven decision, which will utilise the analytics to be able to forecast customer sale trends and improve products/availability. (Nataraj, S., 2010).
Sales and Reporting System
Sales data and reports are manually compiled in spreadsheets, this process has proven to be error prone and outdated leading to delayed decision making and limited access to real-time data, specifically sales trends which results in sales forecasting struggles, this also negatively effects inventory planning and order fulfilment as it culminates a reactive approach opposed to a pro-active one. Which overall effects revenue generation and customer satisfaction and does not allow for Kalori Ltd. to be on par with their competitors (Achanta, M., 2024).

Data and Security Compliance
The current systems Kalori Ltd. Have in place lack secure access controls and fail to provide adequate protection of sensitive customer data that is regulated (Samarati, P. and De Vimercati, S.C., 2000). The company is not fully compliant with GDPR regulations which exposes them to legal penalties and action by both the regulatory authority and customers but also increases the risk of cyber attacks such as hacking, ransomware, phishing, hijacking, operational disruption, valuable data theft or even company extortion. Weak Data security and compliance can also increase the likelihood of data breaches, and a risk of unauthorised access to customer data such as credit card details, addresses and purchase histories, by third parties, with malicious intent. In addition to this, the lack creates internal threat opportunity if the required access controls are not managed such as inappropriate staff access to sensitive data and/or accidental data leaks. An event of any of these natures is dire and will result in potential irreversible damage to the company's reputation and revenue generation. (Zhang, J. et al 2020).
System Integration and Workflow
The Sales, Inventory and Finance teams all operate on different software systems that do not integrate with one another, this forces employees to manually communicate data and information which increases the likelihood of errors and generally wastes time that could be utilised otherwise. The lack of integration also inhibits the business from having a unified overview of performance across departments. This results in duplicated efforts and effects the overall efficiency. (Chapman, C.S. and Kihn, L.A., 2009).



Proposal of Recommended Solution

The recommended solution proposed would be an Enterprise Resource Planning (ERP) System.
To efficiently address and combat the operation challenges Kalori Ltd. Faces. The information system proposed is a fully integrated ERP system. This system will streamline daily operations, improve data reliability and visibility, enhance customer satisfaction, and ensure compliance with data security regulations and GDPR (Yang, C. and Su, Y.F., 2009). Key features of this information system that are specifically beneficial to Kalori Ltd.’s requirements are:
· Integrated Inventory Management 
· Customer Relationship Management Centralisation
· Report and Analytics Improvement
· Data and Security Compliance Improvement
· Integration Across Departments
Integrated Inventory Management
An ERP system will replace the manual inventory tracking practices Kalori Ltd. currently uses, with an automated tracking system that updates both across physical stores and e-commerce platforms. This will provide real-time inventory visibility and tracking enabling management to monitor stock levels and identify discrepancies whether that be overstocking or understocking and replenish accordingly and efficiently. This will allow for reliable and accurate product availability for customers when ordering via e-commerce platforms. This will combat inventory issues and both order cancellations and customer dissatisfaction. Additionally, ERP systems can provide predictive analytic data and optimise inventory planning based on order history data, which will allow for sales forecasting improvement, which will minimise financial loss via poor inventory management. (Sudarmi, E. and Sunaryo, W., 2024).
Customer Relationship Management (CRM) Centralisation
Customer data from physical stores, e-commerce and other support channels, whether that be customer service support or social media will be integrated into one Customer Relationship Management database. This allows for the business to track purchase history, preferences and all customer interactions across all bases, which can be transformed and leveraged into targeted marketing and promotional opportunities, and campaigns personalised to customers based on their history and behaviours. A centralised Customer Relationship Management System will also allow the Customer Support department to easily access customer profiles, which will enable a more efficient approach to resolving issues, which will ultimately lead to improved customer satisfaction, experience and loyalty. (Kapanen, R., 2004.)
Reports and Analytics
Sales Reports and Analytics collection will be automated by and ERP system which will eliminate the current requirement for manual spreadsheet reports. This will allow management to have real-time access to accurate sales report which will drive pro-active, data driven, decision making. The business will be able to utilise the ERP systems ability to provide advanced analytics to forecast customer sales trends and make informed data-backed inventory and marketing decisions which will improve operational efficiency, optimise resource allocation and identify opportunities for revenue growth and expansion (O'Leary, D.E., 2004).
Security Compliance Improvement
ERP systems have built in security features that will combat access the access control challenges. It also offers encryption and audit logs that will protect sensitive customer and company data. The system can mitigate risks of unauthorised access and data breaches due to secure access and monitoring capabilities. In addition to this an ERP system will ensure the company adheres to data protection and regulation by supporting GDPR compliance by enabling data access requests, data deletion and storing data securely. This will eradicate the potential of any threats of legal penalties Kalori Ltd. are currently exposed to (Gupta, S. and Misra, S.C., 2016). 
Integration Across Departments
An ERP system will integrate all departments, this includes – sales, finance, inventory and customer relationship management/service into a single platform. This will eliminate duplication of data, manual transfer and lead to cohesion of departments, reducing errors and inefficiencies the lack of integration once caused. Automation of workflow will streamline cross-departmental communication and improve the overall efficiency and productivity (Watson III, E.F. and Schwarz, A.H., 2023).



Justification for Recommendation

Kalori Ltd. Should implement an ERP system to address its current operational inefficiencies as it directly aligns with the companies need to integration, efficiency and expansion desires. (Chen, I.J., 2001.) An ERP system will centralise the core business functions such as, inventory management, sales, finance and reporting into one integrated system. Eliminating the need for fragmented systems and the manual handling on data they are currently exercising. This will be combat stock discrepancies first hand as it will allow for real-time tracking across all stores and the e-commerce platform thus ensuring accurate stock-levels and reduce the liability of order cancellations. The integration of an ERP system from a financial perspective is justifiable, as it will reduce long-term operational costs by minimising the errors, improving staff, and business productivity, and lower the losses from overstocking (Sammon, D. and Adam, F., 2007).  Additionally, an ERP system will offer a scalable infrastructure, aiding the future prospect of expansion that Kalori Ltd. envisions, without potential costly system overhauls. From an operation perspective, an ERP system will streamline workflow through automation, (Mandava, H.A.R.I.P.R.A.S.A.D., 2024). Improve cross-departmental communication and ensure consistent, reliable data across all functions. Data management will be strengthened through a single secure database, with access controls which will support GDPR compliance and reduce security risks. Additionally, an ERP will provide real-time integrated analytics and dashboards which allow for faster, data-driven and backed decision making (Pala, S.R., 2025). Allowing management to forecast demand accurately, monitor performance, and respond quickly to marketing trends (Lyus, D., Rogers, B. and Simms, C., 2011). which will ensure better business performance, and ultimately, customer satisfaction.
A case in point to support this is Majestic Wine, a retail company that operates a network of just over 30 stores with an e-commerce platform, that have implemented an ERP system, namely Microsoft Dynamic 365. Research on ERP systems highlight the potential ERP systems have,to enhance operational integration and strategic alignment across all functions of an organisation (Markus, M.L. and Tanis, C., 2000.) Majestic wines have optimised Microsoft Dynamics 365 to integrate inventory and supply chain management and provide real-time visibility that supports stock optimisation to reduce overstocking and stockout predicaments within the business. This also allows for automation of restocking, order management and provides consistency across all stores and their e-commerce platform. Regarding customer relationship management, Microsoft Dynamics 365 centralises data and utilises it to facilitate targeted promotions and personalised engagement for customers, which enhances interactions both online and in-store (Jackson, T.W., 2007). Another real-time benefit is, real-time reporting and operational in-sights, which allow for management to make data-driven decisions on staffing, inventory allocation, and sales strategy. In optimising operation efficiency, improving customer experience, automation of tasks, centralising data and driving a cross-departmental integration, Majestic Wines’ display a practical model for Kalori Ltd. Through implementation of an ERP system and illustrates how it will be able to address their inefficiencies whilst supporting growth.


Implementation Process

Phase 1: Planning and Analysis (Weeks 1-4)
· Comprehensive requirement analysis conduction – mapping all business processes across inventory, sales, finance and customer management.
· Interviewing stakeholders, documenting workflows.
· Identify pain points and areas of inefficiency.
· Defining clear objectives, success metrics and a project timeline.
Phase 2: Provider Selection and System Design (Weeks 5-9)
· ERP provider evaluation and suitability.
· System design and configuration.
· Define user roles, access controls and customisation.
Phase 3: Data Preparation and Infrastructure (Weeks 10-13)
· Standardise existing inventory sales and customer data.
· Data migration preparation.
· Set up I.T. infrastructure and network security.
· E-commerce and P.O.S integration.
Phase 4: Module Implementation & Integration (Weeks 14-21)
· Integrate core modules (Invent0ry, sales, finance and reporting).
· Integration testing of real-time data across departments.
· Pilot testing in selected stores to help identify any issues.
· Prepare for full scale implementation.
Phase 5: Training and Change Management (Weeks 18-22)
· Provide hands-on training for employees.
· Implement change management strategies (this will minimise resistance).
· Engage stakeholders.
· Ensure staff confidence.
Phase 6: Go Live/Post-Implementation Support (Weeks 23+)
· Launch ERP system
· Monitor performance and address issues promptly.
· Provide continuous support sand feedback.
· Process optimisation to ensure long-term efficiency and date-driven decision making.
By adhering to the structured phases Kalori Ltd. Can ensure a smooth, controlled and successful implementation process (Scheer, A.W. and Habermann, F., 2000). This will minimise operational disruption and maximise on the system adoption. Each phase builds on the previous, ensures data is accurate, that work-flow is optimised and employees are fully trained and prepared. This approach, improves efficiency, cross-department collaboration and strengthens data management. It will also enable real-time insight and support informed decision making which will put the company in a position where they will be able to enhance their customer satisfaction and focus on scaling growth while maximising ROI and achieving operational efficiency (Brown, W., 2004.)


Conclusion

In conclusion, the recommendation of an ERP system at Kalori Ltd. is imperative to enhance operational efficiency, and strategic alignment. Majestic Wines demonstrate that a business which is of a similar size to Kalori Ltd can use an ERP system to effectively integrate inventory management, customer relationship management, in-store and e-commerce platforms. It also displays that an ERP can be utilised to provide real-time, accurate stock visibility, supports data-driven decision making, and enables personalised customer engagement which improves operational efficiency and not only customer satisfaction, but overall experience (Hamzah, A.A. and Shamsudin, M.F., 2020). ERP adoption by Kalori Ltd. will allow for operational efficiency, resource allocation, and strengthen managerial oversight which will deliver measurable benefits to support sustainable growth and allow for the business to remain competitive.
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