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Executive summary 
The report has considered Kalori Ltd. as a retail company that operates across 30 physical stores and has an e-commerce platform. However, operational inefficiencies have resulted in financial losses and delays in fulfilling orders signifying possibilities of rise in complaints and refunds from customers. The report sheds light on key challenges faced by Kalori, that restrict its business expansion and consolidation of its competitive position. In addition, an analysis of the current information systems, impacts of the outdated decision-making approach of Kalori have been provided. Data privacy issues have been explained in this report that foster uncertainty in managing customers' purchase history. In addition, the report included a new system empowered by CRM, ERP and BI tools that can help the company in analysing sales trends and train the employees for managing inventory and customer data. Change management has been regarded as an important aspect that could help address the operational inefficiencies observed at Kalori.
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[bookmark: _Toc222919899]Introduction 
[bookmark: _o938i8i8pl1h][bookmark: _Toc222919900]Overview of the business case/scenario 
Kalori Ltd. represents its competitive position as a fast-growing consumer electronics retailer with 30 physical stores and an e-commerce platform. The business of Kalori witnessed an increase in sales that influenced optimization of corresponding eagerness in expanding sales (Case Scenario). However, impact of operational efficiencies anticipated from the outdated and inefficient information systems induced challenges in enhancing business performance. The necessity of optimising incumbent operations at Kalori influences the possibility of improving efficiency of business performance and helps in expanding sales. 
[bookmark: _t40krllwmp4f][bookmark: _Toc222919901]Identification of key challenges faced by Kalori
Stock discrepancies between physical stores and online orders induced challenges across the managers at Kalori for enhancing the efficiency of stock management (Case Scenario). The ineffective CRM system at Kalori has witnessed complexities for the managers in providing personalized marketing services across customers. The result signifies challenges in sending targeted promotions of retail services across the customers along with inefficiency in handling customers’ complaints (Case Scenario). In addition, slow decision-making, lack of system integration, GDPR risks and fragmented customer data have been additional challenges faced by Kalori in streamlining operations, improving efficiency, and enhancing customers’ satisfaction.
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Figure 1: Key challenges faced by Kalori
(Source: Self-developed)
[bookmark: _hcl1gfo8dz18][bookmark: _Toc222919902]Evaluation of Existing Systems 
[bookmark: _2xhs8qha1kjc][bookmark: _Toc222919903]Analysis of the current information systems in place
Stock discrepancies and ineffective monitoring customers' purchase history
Kalporis’ current inventory system has witnessed stock discrepancies while managing online stores and physical outlets. Zheng et al. (2025) stated that impacts of over or understocking’s lead to challenges in managing customers’ orders and facing a decline in financial performance. The reason is that the manual inventory systems lacked in managing real-time data and conveying current status of stocks that impact business continuity. In addition, discrepancies in customer relationship management have induced challenges for Kalori’s employees in monitoring customers' purchase history. Muhammad et al. (2025) commented that disconnected CRM systems induce difficulties for companies in tracking purchasing trends of customers. Consequently, the efficiency in handling complaints is subject to decline along with undertaking strategies for providing personalized marketing services.
Outdated decision-making approach, poor forecasting and data privacy issues
The reporting strategies and decision-making approach seems to be outdated as efficiency in managing digital spreadsheets often contain errors and outdated data. Alonge et al. (2025) commented that inaccuracy in sales management hinders real-time analysis of business performance across organisations. Consequently, Kalori’s managers face a challenge in analysing real-time sales trends that leads to poor forecasting and losing revenue opportunities leading to underestimated stock demands and/or overstocking as instances. Lack of system integration accounted for communication silos across departments that involved manual transfer of information. Yuniarto and Siregar (2025) stated that inaccurate forecasting increases the likelihood of errors during manual distribution of sales records due to a lack of communication. GDPR-oriented risks anticipate susceptibility to non-compliance with data protection measures while managing customers' records. The current data management system at Kalori lacks secure access controls that highlight challenges in managing data privacy. Consequently, growing concerns related to cyber threats and legal penalties persist with the organisational ambience of Kalori. 
[bookmark: _qtjm6woup65][bookmark: _Toc222919904]Identification of inefficiencies and gaps
[image: ]
Figure 2: Inefficiencies and gaps
(Source: Self-developed)
Stock discrepancies between physical stores and online orders created confusion across Kalori's employees in ensuring the present status of stocks for fulfilling orders. Lin and Lin (2026) commented that inappropriate stock management leads to delays in fulfilling customers’ orders and increasing sales performance. As a result, the possibility of increasing sales due to discrepancies in stock management at Kalori is limited. The inefficiencies also include difficulty in monitoring the purchase history of customers, along with a lack in handling complaints due to missing purchase records. Petrova et al. (2026) stated that ineffective CRM systems limit the efficiency of developing targeted promotion of services. In this respect, Kalori faces a challenge in personalising marketing strategies across customers, resulting in dissatisfaction. 
Weak decision-making and lack of system integration contribute to the inefficiency of managing sales data across relative spreadsheets that limits forecasting efficiency. The inefficiency in making decisions generates a gap in analysing real-time sales and losing revenue opportunities along with facing communication issues across departments (Case Scenario). In addition, susceptibility of security risk is anticipated from GDPR and privacy-related issues that signify instances of cyber threats on customer records. The impact relates to a gap in developing effective security mechanisms for managing customer records, which could help Kalori in retaining its reputation.  
[bookmark: _p35pxh242fif][bookmark: _Toc222919905]Recommended Solution
[bookmark: _wpcr08nydkm7][bookmark: _Toc222919906]Proposal of a suitable new or upgraded information system
Integration of effective Enterprise Resource Planning (ERP) systems, a completely centralised CRM system will be effective for addressing the challenges as indeed from Kalori’s case scenario. The new and upgraded system can be significant for enhancing its financial performance, leading to increase in customers’ engagement, retention of reputation and possibility of expanding its business. In addition, the system will be empowered by integrating Business Information (BI) tools such as Microsoft Power BI and Tableau for addressing silos to manage inventory. The new system will help Kalori’s employees in generating real-time inventory of stocks’ status that will influence the continuity of business operations. 
[image: ]
Figure 3: Upgraded information system
(Source: Self-developed)
[bookmark: _16qwtp5ugdbx][bookmark: _Toc222919907]Justification for the recommendation based on business needs, efficiency, cost, and scalability
Enterprise Resource Planning (ERP)
ERP’s integration into Kalori’s business model will play an important role in automating the updates of stocks, leading to ease in analysing stocks’ performance and reducing delivery delays. Martikkala et al. (2026) stated that the ERP system is significant for enhancing visibility of inventory status and reducing manual errors. Consequently, the likelihood of errors and reduction to business productivity can be decreased, leading to optimisation of scalability concerning business expansion. Maheshwari et al. (2026) commented that ERP systems are effective for enhancing operational efficiency and reducing manual errors regarding inventory management. In this respect, the scalability needs of Kalori can be fulfilled using ERP systems as it will enable effective stock management. 
Centralised CRM System
The incorporation of a centralised CRM will be effective for amalgamating important customer records such as purchase history into respective digital databases. Ileana et al. (2025) commented that a centralised CRM system helps in monitoring the purchase life cycle of customers and enables companies in improving compliant management procedures. Consequently, the new system will help Kalori to retain more customers and develop personalised marketing strategies. The centralised CRM System will play an important role in improving satisfaction across customers, leading to an increase in repeated purchase of retail services from Kalori. Halik et al. (2026) stated that maintaining customer relations using a centralized CRM system contributes towards promoting sales. Consequently, brand loyalty will tend to increase, leading to increase in Kalori’s financial projection and business expansion by reaching out to more customers.
Business Information (BI) Tools
Business Information (BI) tools such as Microsoft Power BI and Tableau will be effective for analysing business sales in real-time and conveying results across departments, leading to redressal of communication silos. Microsoft Power BI helps in providing insights into an organisation's sales trends and future sales performance (Microsoft, 2025). The BI tool will help Kalori in implementing strategies for improving sales based on forecasted metrics and predicted financial impacts. In addition, Tableau can help companies in optimising Data-driven decision-making (DDDM) strategies for enhancing performance based on real-time business metrics (Tableau, 2026). The integration of these BI tools can be effective for making faster decisions in personal retail sales across customers based on respective trends, leading to improvement in revenue accumulation. 
Data security mechanisms
Data security mechanism involves implementing two-factor authentication to protect customer records and avoiding breach of privacy. In addition, Regulation (EU) 2016/679 of the General Data Protection Regulation (GDPR) focuses on harmonising data privacy that fosters digital resilience (GDPR-info, 2026). The mechanism involves undertaking secret audits of confidential business-oriented inflation that could help in evading legal obligations. Thus, the system will help in retaining customers' engagement in the long run. 
[bookmark: _y7mrlixbsmvz][bookmark: _Toc222919908]Strategies by which the system can improve operations, data management, and decision-making
The consideration of the new system will contribute towards generating value towards customers due to provision of personalised marketing facilities and maintaining the credibility of customers’ records. MS Power BI and Tableau will be important tools for analysing sales trends in real-time that can help in reducing manual errors and cost of operations. In addition, a data secret security system and adherence to GDPR principle will contribute towards effective data management, leading to fostering trust and loyalty across customers. Consequently, the new system will help in enhancing decision making approaches that will help in enhancing stock management, preventing waste and generating higher value 
[bookmark: _yxk04imuw30k][bookmark: _Toc222919909]Implementation Plan 
[bookmark: _2qs1yja1wkj2][bookmark: _Toc222919910]Steps for implementing the new system
	Steps
	Description
	Timeline

	1
	System selection comprising identification of system requirements and implementing cloud-based CRM and ERP systems.
	2 months 

	2
	Staff training regarding data encryption, decision-making and analysing sales trends using data analytics.
	4 months 

	3
	Integration with current platforms, which involve cleaning robust raw data on customers' purchasing history and trends 
	5 months 

	4
	Change management encompasses analysing live feedback from customers after implementing ERP, BI tools and CRM systems
	4 months 


Table 1: Steps for implementing the new system
(Source: Self-developed)
Analysis
Step 1 involves selecting the system where integration of centralised CRM and ERP systems are required for managing inventory and retaining customers. System selection at Kalori involves analysing system requirements for managing multiple functions that influence business objectives. Steps 2 and 3 relate to training the staff and integration of the new system with Kalori’s current e-commerce platform. Applying Kotter's change management model contributes towards adopting digitalisation across organisations that influence business success (Chuunga and Mpundu, 2025). The framework’s application can contribute towards analysing live feedback from customers after implementing ERP and CRM systems. Step 4 involves the application of the change management strategy that will help in analysing live feedback from customer safety integrating the new system. In this respect, the new system can contribute towards enhancing financial performance and achieving Kalori’s goal towards expanding business.
[image: ]
Figure 4: Kotter’s change management model
(Source: Bitesizelearning, 2024)
[bookmark: _1jp1dk3hrzyn][bookmark: _Toc222919911]Consideration of training, integration with existing infrastructure, and potential challenges 
The challenges related to implementing the above steps involve resistance to change across the employees at Kalori. Motivating and influencing Kalori’s employees towards optimising sales can help in fostering digitalisation through implementing CRM and ERP systems. Zolak et al. (2025) stated that staff training plays an important role in addressing resistance to changes due to the possibility of ensuring effective outcomes. As a result, susceptibility of annual error while managing stock can be addressed as trust can be fostered through communication as a change management strategy across respective departments. The integration of ERP, BI tools and CRM systems can be effective for enhancing decision-making approaches in managing robust customer records. However, challenges to knowledge management are anticipated that may delay the functionalities required for effective stock management (Zheng et al. 2025). Real-world thinking involves operational disruption and changes in behaviour across employees at Kalori to enhance their functions in understanding CRM and ERP systems for business management. Adherence to GDPR guidelines, training on cyber security and data analytics can be significant for addressing the identifying the challenges in the case study. However, significant changes within a business require time and effort for conveying the importance of change for improving outcomes (Valtonen and Holopainen, 2025). The need for additional revenue for establishing digital infrastructure and employee training may lead to delays in personalising retail services and/or analysing customers' purchase trends. This may lead to difficulty in rearing customers due to delay in optimising business management and ensuring expansion. The implementation plan will last for 15 months within which the implementation of the new system will be integrated across Kalori’s existing business management model. 
[bookmark: _bqr209m7lxdw][bookmark: _Toc222919912]Conclusion
[bookmark: _k0aopreflqmj][bookmark: _Toc222919913]Summary
Kalori Ltd’s competitive position highlights business expansion undertaken across 30 physical stores and an e-commerce platform. Despite the fact, operational efficiencies have induced challenges in enhancing business performance, such as lack of inventory management, delays in order fulfilment and lack of service personalisation. GDPR risks also signified impacts of legal obligation and inability in securing robust customer records. The company requires a new system to be integrated across its existing business model that could enable secured and personalised marketing strategies. 
[bookmark: _Toc222919914]Expected benefits 
It can be expected that integrating the new CRM, ERP and BI tools can help Kalori’s employees in analysing sales trends and protecting customers' purchasing habits. In addition, the proposed system will strengthen customer trust due to supporting business’ scalability and data security. This will help in ensuring long-term competitive growth and brand loyalty at Kalori in the long run.
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